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It is with pleasure that I congratulate you on your appointment to the Murray Downs Golf & Country 
Club Limited (hereinafter referred to as the Organisation) and welcome you as a member of our 
team. This manual has been designed to equip you with the basic information you require to ensure 
you understand and comply with our policies and rules, along with other issues and benefits that 
may concern you as a member of our staff. 

 
The organisation includes the Murray Downs Golf & Country Club, and the Swan Hill Club. The 
industry, you have chosen to be a part of, is a people and service industry. As an employee, 
you are in direct person-to-person contact with visitors and locals every day. As a member 
of our professional and dedicated team, you will perform a key role in providing our 
customers with a consistent high standard of safe, caring and efficient service. 

 
Every employee plays a vital role in ensuring the success of the Organisation. 

 
The policies set out in this manual were created to ensure high standards of health, safety and 
performance, and are to our mutual benefit. Please read this Manual and keep it handy for future 
reference. 

 
This Organisation may, from time to time, modify, add or substitute pages of this manual. Please 
insert replacement pages when you are instructed to do so. 

 
I trust that you will act in the best interests of the Organisation at all times and your employment 
with us will prove successful and rewarding. 

 
Once again, Welcome to the team! 

 
Sincerely 

 
Mark Parry 
Chief Executive Officer 
Murray Downs Golf & Country Club Limited 

1. Welcome 
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Mission Statement 
 

We will provide for our members, their guests 
and visitors: 

 
Quality Hospitality, Golf & Sporting Facilities. 

Excellent service and quality dining. 

A comfortable and safe family environment. 
 

OUR VALUES are 
 

Honesty 
Excellence 

Community Involvement 
 

Vision Statement 
 

In 3 years, we will be providing quality sports & social facilities whilst building strong community partnerships. 
 

Organisational Structure 
 
 
 
 

2. Mission Statement and Organisational Structure 
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3. Board of Directors & Management         
 

The Board of Directors and the Management Team both form an integral part of the Murray Downs 
Golf & Country Club Limited’s success. 

The Board Members are: 
President 
Vice President 
Secretary 
Treasurer 
Director 
Director 
Director 
Director 
Director 

- Colin Hedwards 
- Ash Free 
- Gary Slater 
- Bill Gurnett 
- Diane Martin 
- James McLean 
- Craig Fletcher 
- Brian White 
- Ben Smith 

The Board of Directors is a valued part of our team and should be offered due respect and 
consideration. They should be addressed at all times in an appropriate manner. It is the function of 
the Board of Directors to set the Murray Downs Golf & Country Club Limited’s policies and 
management guidelines. However, the Board does not implement policies. This is the function of 
the Chief Executive Officer. 

 
It should be understood that the members of the Board should not instruct you in your work – and 
you are not to trouble them with work related matters – if you have a concern see your Supervisor. 
Please refer to the section on Chain of Command. The same applies to the Swan Hill Club Advisory 
Committee. 

 
The Advisory Committee is: 

 

Shane Kelly – Greg Weybury - Dallas Williams – Brenten Hogan  
 
 

The Current Management Team is: 
 

Chief Executive Officer 
Operations Manager    
Group Operations Manager 
Marketing Manager 
Finance Manager 
Payroll- HR Assistant 
Golf Professional- Pro Shop 
Duty Managers and Supervisors 

- Mark Parry 
- Blaede Hawkins 
- Dwayne Grey 
- Shaun O'Bree 
- Chandana Wattage 
- Tracey Merritt 
- Courtney Docking 
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4. Management / Operational Structure         
 

The management operational structure of the organisation provides you with an overview of the size 
and complexity of the business. 
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All new employees are employed on a probation period of twenty-six (26) weeks unless otherwise 
advised. The purpose of this is to evaluate your capacity to perform the job for which you were 
employed and if applicable, review your qualifications and investigate your references. 

 
During your probationary period you are considered as a temporary employee and the organisation 
reserves the right to annul the appointment. If your employment with the organisation is annulled 
you will be unable to seek employment at any of our other trading premises. 

 
Each employee understands and accepts that they will be required to vary their roster whenever 
practical at short notice to accommodate the trading requirements of the organisation. 
Employees may be rostered at any one of the two venues or to assist with events at other 
locations. You are employed in the Hospitality industry and as such can be requested to work 
on Christmas Day or any other Public Holidays as required. 

 
Before any employee starts their first shift they must have agreed to the following and return the 
information to head office at Murray Downs. 

 
To be accepted as an employee each individual must: 

 
• Agree to a check of references and if necessary, a police check; 

• Complete an Employment Application Form; 

• Complete the Employee’s Checklist; 

• Sign a Taxation Declaration Form and provide banking details for EFT; 

• Provide Employer Superannuation details; 

• Provide copies of current Victorian Gaming License, VIC or NSW RSA & RCG Certificates if 

required, depending upon which department they are employed in; 

• Sign the Employee Operation Manual Declaration, which states that they have read and 

understood the policies and procedures in the Employee Operation Manual; 

• Sign the Employee Uniform Receipt Policy, which states that they have read and understood 

this policy; 

• Read the Work Place Relations Fact Sheet; and 

• Complete a twenty six (26) week probationary period. 

5.  General Conditions of Employment 
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6. Employee benefits            
 

6.1 Salary and Wages 
All Employees will be paid by EFT directly to their bank, credit union or building society account 
nominated by each employee. 

 
The pay week runs from Wednesday to Tuesday. Wages are processed each Wednesday, with the 
exception if a public holiday falls on a Wednesday. A copy of your pay slip will be distributed to you 
for your records. 

 
All pay inquiries should be directed to the Payroll Officer or the Finance Manager. 

It is each employee’s responsibility to check their pay each week. 

6.2 Novated Lease Policy 
 

The board will allow a member of staff to enter into a split full novation arrangement where the employer 
is not responsible for the residual value and there is no other additional cost to the club. 

 
There are two types of novated leases - refer the extract from ATO below Full or split full novation | Australian  
Taxation Office (ato.gov.au) 

 

1. Full novated lease - Employer is responsible for guaranteeing the residual value 
2. Split full novated lease - Employer is not responsible for guaranteeing the residual value 

 
The Club will approve a Split Full novated lease where the club is not to be responsible for any residual value of 
the vehicle. 

 
Salary Packaging - A service provider gets involved in the novated lease who gives us the calculations as to what 
is deducted from employee's weekly salary as pre and post tax. 

 
FBT impact 
The service provider must confirm that they will give calculations for weekly salary deductions in a manner to 
negate any FBT impact. 

 
6.3 Superannuation 
Under the current Industrial legislation, you are entitled to the Organisation paying the legislated 
percentage of your gross wage into a Superannuation Fund on your behalf (provided you earn more 
than the minimum requirement per month). The organisation uses Australian Super; however, you 
may nominate a Super fund of your choice to which contributions can be made. Contributions will be 
made to this fund until you reach retirement or no longer work for the organisation. More 
information on the fund is available; you can also make your own contributions to your 
Superannuation fund if you choose. Please check with the Payroll Officer or Operations Manager. 
Superannuation is paid according to the relevant award and legislation. 

 
 

6.4 Employment Opportunities & Training 
When an employment opportunity occurs in our organisation, those people already employed who 
have expressed an interest and have shown that they have the aptitude and ability necessary to 
perform the job, may be considered for the position. Decisions to promote will be based on 
qualifications, experience, previous job performance, attendance record and the interest shown by 
the employee throughout their employment. Transfers to another department or trading premises 
will also be similarly considered and should be directed through the Operations Manager. 

https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.ato.gov.au%2Fbusiness%2Fgst%2Fin-detail%2Fyour-industry%2Fmotor-vehicle-and-transport%2Fgst-and-vehicles-purchased-under-novated-leases%2F%3Fpage%3D2&data=05%7C01%7Cea%40mdclubs.com.au%7Cf90357a1c16d41811dab08dac0810ef1%7Cc9d3c3be8e5c4131a26090e4ea62ed9b%7C0%7C0%7C638033957778196986%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=rcyerRzSXzbmyOcunbk9L9HEu%2BZcelLCMq2YXnFjadk%3D&reserved=0
https://aus01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.ato.gov.au%2Fbusiness%2Fgst%2Fin-detail%2Fyour-industry%2Fmotor-vehicle-and-transport%2Fgst-and-vehicles-purchased-under-novated-leases%2F%3Fpage%3D2&data=05%7C01%7Cea%40mdclubs.com.au%7Cf90357a1c16d41811dab08dac0810ef1%7Cc9d3c3be8e5c4131a26090e4ea62ed9b%7C0%7C0%7C638033957778196986%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=rcyerRzSXzbmyOcunbk9L9HEu%2BZcelLCMq2YXnFjadk%3D&reserved=0
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Training is available ‘on the job’ and externally. If you’re committed to learning there may be 
opportunities for you to continue to develop. 

 
 

6.5 Performance Appraisals 
Your Manager or Supervisor will formally appraise you from time to time. The purpose of the 
appraisal is to provide you with feedback on your performance and where appropriate, to help you 
improve. Your knowledge, skills, attitude, quality and quantity of work, grooming, attendance etc. 
are all taken into account. You will have the opportunity to discuss your progress and career 
objectives and will also be able to see and retain a copy of the appraisal document. Verbal appraisals 
will be given during the first six months of employment to discuss performance, suitability and 
training. 
 
6.6 Employee Food and Drinks  

The objective of this staff drinks and meals policy is to ensure that all staff (including managers) are 
aware of their privileges and obligations when accessing and consuming staff meals and drinks. 

 
Staff are entitled to a 50% discount off food and beverage when taking a rostered meal break. This 
discount does not extend to purchases before or after a shift. 

 
If a staff member has a meal entitlement as part of their salary they are to ensure they present their 
staff card so points can be deducted to cover the meal. 

 
Drinks 
Employees are welcome to enjoy a soft drink (post mix)/coffee & tea during their shift at the 
discretion of the Supervisor. You are reminded that beverages are not to be consumed in service 
areas and that this policy is a privilege and not an entitlement. All drinks are to be rung up on the till. 

 
The Murray Downs Golf & Country Club Limited does not provide Alcoholic drinks for Employees free 
of charge at the completion of their shift under any circumstances, at any of our trading premises. 

 
Any Employee is welcome to stay and enjoy the venue facilities at the completion of their shift after 
they have removed the Employee uniform. 

 
6.7 Employee Social Club 
Employees have the option of joining the Employee Social Club. Membership is $3.00 per week and is 
deducted from your pay. The social club is run by the organisation and various social events will be 
run during the year. 

 
 

6.8 Annual Leave 
The objective of this policy is to ensure that all employees are aware of their rights and obligations 
with regards to annual leave together with the procedures to follow when accessing this entitlement. 
 
Full-time and part-time employees are entitled to annual leave in accordance with the National 
Employment Standards (NES) and the Registered & Licensed Clubs Award 2020 (Award). Casual 
employees have no entitlement to paid annual leave.  
 
Accrual 

Employees will be entitled to a minimum of four (4) weeks annual leave per year. Part-time 
employees are entitled to a minimum of four (4) weeks per year, based on a pro rata amount 
depending upon the number of hours worked each week. Annual leave will accrue progressively 
during a year of service according to the employee’s ordinary hours of work and will accumulate from 
year to year.   
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Employees will not accrue annual leave entitlements during the following periods: 
 

a) unpaid leave which includes unpaid personal/carers leave; 
b) leave without pay; 
c) unpaid parental leave. This also includes Government-funded paid parental leave during a period of 

unpaid leave at the Club.  
 
The NES provides an additional week of annual leave to employees who are considered to be shift 
workers, as defined under the Award. For this purpose, a shift worker means a seven-day shift worker 
who is regularly rostered to work on Sundays and public holidays and includes a Club manager.  
 

Cashing out 

Employees may request to cash out a particular amount of their accrued annual leave. This must be 
mutually agreed by the Club and the employee in writing. An employee is only permitted to cash out 
accrued annual leave of up to 2 weeks in any 12-month period. Employees must also have a 
remaining balance of four (4) weeks accrued annual leave.  
 
Direction to take leave 
The Club may direct an employee to take annual leave by giving at least four (4) weeks' notice in the 
following circumstances:  
 

  (a) as part of a close-down of its operations; or  
  (b) where more than eight weeks' leave is accrued or 10 weeks’ for shift workers) 

 
Payment of annual leave  

While on annual leave, employees will be paid at their base rate of pay for their ordinary hours of 

work. Annual leave attracts a loading of 17.5% on top of the base rate of pay. 

 

Applying for annual leave  

Employees who apply for annual leave must: 
 
1. Complete an Annual Leave Request form. 

 
2. Submit the completed Leave Request form to your Supervisor or the Operations Manager 

(employees should retain a copy of the form for their own records); and 
 

3. Await notification from the Operations Manager for the approval of such leave. The Club will 
endeavour to process all leave applications in a timely manner.  

 
Employees who require more information about annual leave should contact the Operations 
Manager. 
 

 
Casual Staff 

Casual staff do not accrue annual leave however should a casual staff member wish to request time 
where they are unavailable for work they must: 

 
• Inform your Supervisor or Manager and submit the unavailability request for each day in 

Humanforce on your phone app which is the roster software program. 
• Where possible, all leave requests should be submitted at least 3 weeks in advance of the 

required leave time. 
• Once submitted and approved in Humanforce, you will not be rostered on any of those days. 
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• If the organisation does not have enough employees available for certain days you may be 

contacted to reconsider your availability, however, if you re-confirm that you are unavailable 
then you will not be rostered. 

 
 

The organisation reserves the right to employ sufficient casual employees to ensure the operational 
rosters are covered efficiently. 

 
 

6.9 Long Service Leave 
The objective of this long service leave policy is to ensure that all staff (including managers) are 
aware of their rights and obligations in relation to access of long service leave. Long service leave is a 
legislative entitlement pursuant to the Long Service Leave Act 1955 (NSW) and Long Service Leave Act 
(VIC). 

 
All full-time, part-time, and casual staff are entitled to a long service leave after ten (10) completed 
years of continuous service with the organisation. 

 
There are certain circumstances when an employee may access their long service leave entitlement. 
For instance, if an employee has completed between five and ten years continuous service with the 
organisation they may be entitled to pro rata long service leave. For more details about accessing pro 
rata long service leave please see the Payroll Officer or Operations Manager. 

 
For further information about long service leave in general please contact the Payroll Officer or the 
Operations Manager. 
 
 
All staff that apply for long service leave must: 
 
• Complete a ‘Leave Request’ form; 
• Submit the completed ‘Leave Request’ form to the Payroll Officer or Operations Manager (staff 

should retain a copy of the form for their own records); and 
• Await notification from the Operations Manager about whether the long service leave request 

has been approved or refused. 
 
Staff who apply for leave and are refused shall be notified as to the reason or reasons why. 



Employee Information – Policies & Procedures Manual 14  

 
 

6.10 Personal Leave 
The objective of this personal leave policy is to ensure that all staff (including managers) are aware of 
their rights and obligations. The policy aims to provide all staff with information about personal leave 
and the procedure to follow when accessing this employee entitlement. 

 
The National Employment standards provide workers with a minimum 10 employee entitlements one 
of which is personal leave. 

 
Personal leave comprises of: 

• Sick leave; 
• Carer’s leave; and, 

 
Sick and Carer’s Leave 

Full-time employees that work 38 hours per week shall be entitled to a minimum of 10 days personal 
(sick and carer’s) leave per year; part-time employees shall be entitled to a pro rata amount of 
personal (sick and carer’s) leave per year; casual employees shall be entitled unpaid carer’s leave 
after approval from the Operations Manager. 

 
Casual employees unpaid carer’s leave will be granted if there is a necessity to provide care or 
support for a person or persons of the employee’s immediate family or household who is ill or 
injured or who has been involved in an unexpected emergency. 

 
Employees are entitled to a single day sick leave without a Doctors certificate on three separate 
occasions per year, each day taken sick exceeding 3 days per year will require a Doctors certificate 
given to the payroll officer. Any occasion when 2 or more days are taken sick in succession a Doctors 
certificate must be given to the payroll officer. 

 
Personal Leave is cumulative but is not paid out on termination of employment. 

 
 

6.11 Compassionate Leave 
All full-time and part-time employees shall be entitled to two days paid compassionate leave per 
occasion when a member of the employee’s immediate family or household: 

• Contracts or develops a personal illness that poses a serious threat to that person’s life; or, 
• sustains a personal injury that poses a serious threat to that person’s life; or, 
• has died. 

 
Casual employees are not entitled to paid compassionate leave. 

 
Notice Requirements 

Notice is to be given as soon as reasonably practicable when requesting personal leave. 
If any staff member requires more information about personal leave, please contact the Operations 
Manager. 
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All staff that have been absent from work and that intend to access their personal leave entitlement 
must: 

• Complete a Leave Request form and clearly indicate that the nature of the leave requested. 
For example, “sick leave”; 

 
• Attach any documentation that may be required. For example in cases where an employee is 

absent from work due to illness or injury the employee must submit a medical certificate 
authored, dated and signed by a registered medical practitioner. If it is not reasonably 
practicable to submit a medical certificate the employee must complete, sign, and submit a 
statutory declaration; and, 

 
• Submit the completed Leave Request form to the Operations Manager (staff should retain a 

copy for their own records). 
 

If an employee submits a medical certificate that is not genuine and bona fide, they shall be subject 
to disciplinary action which may include termination of employment. 

 
6.12 Parental Leave 
The objective of this parental leave policy is to ensure that all staff (including managers) are aware of 
their rights and obligations. The policy aims to provide all staff with information about parental leave 
and the procedure to follow when accessing this employee entitlement. 
 
SCOPE 
Under the Fair Work Act 2009 parental leave forms part of the Australian Fair Pay & Conditions 
Standard (AFP&CS). All employees are entitled to the AFP&CS which provides five minimum 
employee entitlements – one of which is parental leave.  
 
Parental leave consists of: 
Maternity and paternity leave; 
Special maternity leave; 
Short paternity leave; and, 
Adoption leave. 
 
Maternity and Paternity Leave 
All employees that have completed 12 months continuous service with the club are entitled to a 
single unbroken period of 52 weeks unpaid maternity or paternity leave in connection with the birth 
or adoption of a child.   
 
The entitlement to 52 weeks unpaid parental leave is only for the mother or father who will be the 
primary carer for the child. 
 
Maternity and paternity leave applies to all full-time, part-time, and casual staff. 
 
Special Maternity Leave 
Special maternity leave is unpaid leave that may be taken by female employees that have: 
 
Suffered from a pregnancy related illness; or, 
was pregnant and the pregnancy ended within 28 weeks before the expected date of birth other than 
by the birth of a living child.  
 
If female employees need to access their entitlement to special maternity leave they must obtain a 
medical certificate from a registered medical practitioner and submit it to the club.  
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Short Paternity Leave 
Short paternity leave is unpaid leave that may be taken by all male employees when their spouse 
begins to give birth. The entitlement is one week. 
 
Adoption Leave 
Adoption leave consists of pre-adoption, short, and long adoption leave.   
 
Pre-adoption leave is unpaid and consists of two days that may be taken by employees that need to 
attend interviews and/or examinations required to obtain approval to adopt a child. 
 
Short adoption leave is unpaid and is a single unbroken period of three weeks which commences on 
the date the child is placed in the care of an employee. 
 
Long adoption leave is unpaid and is a single unbroken period of 52 weeks and can only be taken by 
an employee that will be the primary carer for the child. 
 
All staff are entitled to adoption leave. 
 
Notice Requirements  
The notice requirements that all employees must comply with when applying for parental leave 
include: 
 
Within 10 weeks of the expected birth of a child an employee must provide a medical certificate that 
confirms that the employee, or his spouse, is pregnant and the expected delivery date of the birth of 
the child; 
Employees must give at least four weeks notice to the club before proceeding on parental leave that 
confirms when the parental leave shall commence and when it shall finish;  and 
Providing a statutory declaration to the club which states: 
That the employee will be the primary carer for the child; 
whether any other type leave will be taken by the employee in connection with the birth or adoption 
of the child; and, 
that the employee will not engage in conduct inconsistent with his/her contract of employment with 
the club. 
 
For information about notice requirements in relation to special maternity leave, short paternity 
leave and adoption leave please contact the Payroll Officer or Operations Manager. 
 
For more information about parental leave please contact the Payroll Officer or Operations Manager. 
 
PROCEDURE 
Any employee that applies for parental leave must: 
 
Complete a ‘Leave Request’ form; 
Submit the completed ‘Leave Request’ form to the Operations Manager (staff should retain a copy for 
their own records); and, 
Await notification from the Operations Manager about details of the parental leave. 

 
 

7. Appearance & Grooming           
Your appearance is the customers first impression of you as well as the organisation. 

 

Therefore, as a service-based organisation, all employees are to be neat and tidy at all times and are 
to wear the designated uniform whilst you are on duty. Your name badge must be worn at all times. 

 
The nature of our industry requires that special attention be applied to personal hygiene. This issue 
is addressed in detail in the Staff Dress and Grooming policy. 
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8. Public Relations           

 
Public Relations is a critical aspect of your job. 

 
Dealing With Our Customers 
Each of us is a salesperson. What we are selling cannot be physically taken home to be enjoyed. 
Therefore, the "memories" that our guests leave with should be pleasant ones. 

 

Ask yourself how you would like to be treated – and then treat the other person the same way, 
with courtesy and respect! 

 
Attending To Customers 
An approaching guest takes precedence over almost any other duty (unless it is a safety of security 
issue). They must be immediately acknowledged and assisted. Any conversation with another 
employee must end immediately to ensure all focus is on the guest. The immediate putting aside of 
whatever may be engaging your attention to attend to a guests’ wants and needs is a particularly 
subtle form of flattery, which we all respond to positively. 

 
At all times our guests have right of way through doors and up and down stairs. 

 
Speaking To Customers 
Attempt to speak to all guests. Remember, when you say "Good Morning” or “Good Evening" 50 
times a day, it is to 50 different people and 50 different impressions are formed. It is part of each 
staff member’s responsibility to ensure that our customers have a positive experience. 

 
Call guests by their name. If you do not know the guest’s name then say “Hello, how can I help?” 

Be alert and genuinely interested in people. Be friendly and helpful. 

Be pleasant; speak and act as if everything you do is a genuine pleasure. 
 

Maintain appropriate eye contact. Do not look beyond the person or down at the ground. 
 

Always use proper language at all times. ‘Proper language’ means correct use of English, clearly and 
distinctly spoken without the use of slang, colloquialisms, or profanity. Do not use terms like “Hey, 
Mate” or “what do you want”. Put a smile in your voice. 
 
Telephone Etiquette 
All Employees are required to answer the telephone in an efficient and polite manner, 
stating “Thanks for calling this is (your name)” eg “Thanks for calling the Swan Hill Club, this is Jane.” 

 
Handling A Customer Request 
All guest requests should be attended to immediately in an obliging, friendly and efficient manner. 

 
Never answer a question with "I don't know". If you are unsure of an answer, inform the customer 
that you will get assistance from someone who has the answer. 
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Handling a Customers Complaint 
Most people who have an unhappy experience do not bother complaining, they just don’t come back 
again. If a guest is making a complaint, they are giving us the opportunity to correct whatever has 
upset them. We have the chance to turn a negative situation into a positive one. 

 
When handling a guest complaint: 

• Do not take it personally; 
• Show empathy with the guest’s feeling; 
• Listen carefully to what they perceive to be the cause of complaint; do not interrupt. 
• If you do not have the authority or solution to deal the situation, refer it immediately to your 

Supervisor or Manager; and 
• Keep the guest informed of your actions at all times. 

 
Remember, the customer is giving us the chance to keep their business! Smile – Enjoy the Job 

 
A smile is one of the most valuable commodities and yet it costs nothing. It will not only help others 
feel good, but more especially, you will feel good. Remember, a smile is contagious. 

 
The organisation wants you to enjoy your job and perform your tasks with enthusiasm. A positive 
attitude and outlook is infectious and will ensure our members and guests are well looked after 
whilst visiting a venue. 
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In every business there are rules and regulations designed so that things flow smoothly, and so 
everyone understands what their responsibilities are to their job and to other people. Many of these 
rules and policies are common sense and they are the minimum standard required by the 
organisation. 

 
 

9.1 Customer Service Policy 
The objective of this customer service policy is to ensure that all staff (including managers) are aware 
of their rights and obligations in relation to customer service. All employees are expected to provide 
the highest standard of customer service when performing work, and dealing with customers as well 
as fellow staff. 

 
Customer service is an integral part of the hospitality industry. Customer service is what separates 
hospitality venues and ensures that customers frequent, enjoy the organisation, and leave with a 
positive experience that makes them want to return. 

 
To achieve this, the organisation has listed some procedures below which shall assist all employees 
to provide the highest standard of customer service possible. 

 
All staff must observe and apply a few simple procedures in order to provide the highest standard of 
customer service. Those procedures include: 

 
1. Always smile (providing a pleasant demeanour presents a positive and happy image of 

yourself as well as the organisation); 
 

2. Always make eye contact with customers when you are talking to them and even if they 
are approaching you from another direction or location; 

 
3. Cease any conversation you may be having and focus on the customer immediately; 

 
4. Always give the customer your full attention and NEVER argue with the customer; 

 
5. Stand up straight and don’t slouch. Not only is it bad posture which can cause physical 

injury, it does not present a positive image to customers; and, 
 

6. When a customer asks you a question, answer them to the best of your knowledge. If 
you do not know the answer, advise them you will find out what the answer is 
immediately; 

 
7. If faced with a problem, resolve it quickly by contacting your supervisor. If the Supervisor 

is busy then make a decision and do your best to keep the customer satisfied then report 
your decision/actions to your supervisor. 

 
 

9.2 Punctuality & Absenteeism 
Economic and efficient rostering requires that all employees are attired in their prescribed uniform 
and be ready to commence work by their rostered commencement time. 

 
When an employee is late or absent, the workload of others is increased. If you are going to be late 
for any reason you are to make every attempt to contact the Duty Manager or Supervisor. When an 
employee is late or absent an excessive number of times a warning may be given to the employee. If 
the problem re-occurs the continuation of employment may be reviewed. If unexplained 
absenteeism occurs then employment may be terminated. 

9. General Organisation Rules and Policies 
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Employees on duty are responsible for certain areas. If you need to leave your designated area you 
must inform the Duty Manager or Supervisor before leaving. 

 
 

9.3 Mobile Phones, Smart Watches and Telephone Calls 
Mobile phones are to be left in your locker or bag, and are to be switched off whilst on duty, with the 
exception of the employees in senior roles approved by the Operations Manager. 
All Bags must be left in a locker. 
A mobile phone is available for the bus driver to be contacted if he cannot be contacted using the 
UHF radio. 

 
Telephones, internet, or email may not be used for personal use without permission. This includes all 
forms of smart watches. Smart watches must be switched to aeroplane mode or notifications turned 
off. Employees may not receive personal calls while at work except in the case of an emergency 
where they can be contacted via the reception telephone. Should you require making an emergency 
call please see your Supervisor. 

 
The exceptions to this policy are the approved senior management provided with company phones. 

 
Any employee that breaches this policy shall be subject to counselling and/or disciplinary action 
which may include termination of employment. 

 
 

9.4 Keno & other forms of Gaming 
Employees are not permitted to partake in any form of gaming whilst on duty i.e. Keno, Poker 
Machines & TAB. All other in-house promotions have conditions attached, which employees must 
adhere to. 

 
Failure to comply with this rule will result in instant dismissal for both the person placing the bet and 
the employee taking the bet. 
 
The only exception to the above is on Melbourne Cup Day when a staff member will be allowed to 
place a bet on the Melbourne Cup or buy tickets in a sweep.  
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9.5 Rosters 
Casual Employees - rosters are prepared at least 3 weeks in advance. Casual staff do not accrue 
annual leave however should a casual staff member wish to request time where they are unavailable 
for work they must: 

 
• Inform your Supervisor or Manager and submit the unavailability request for each day in 

TimeTarget, the roster software program. 
• Where possible, all leave requests should be submitted at least 3 weeks in advance of the 

required leave time. 
• Once submitted in TimeTarget, you will not be rostered on any of those days. 
• If the organisation does not have enough employees available for certain days you may be 

contacted to reconsider your availability, however, if you re-confirm that you are unavailable 
then you will not be rostered. 

 
 

The organisation reserves the right to employ sufficient casual employees to ensure the operational 
rosters are covered efficiently. 

 
In the case of an emergency please contact a supervisor ASAP. 

 
Permanent & Permanent Part Time Employees – Application for Leave forms must be filled in and 
handed to your Supervisor at least 4 weeks in advance. Please ensure your form is signed and dated 
as received by the Supervisor. Please ensure your leave is approved before taking leave. 

 
Employees who fail to show up for a shift without giving adequate prior notice (preferably 4 hours in 
advance of your start time) and/or reasonable excuse will find that they are subject to disciplinary 
action. 

 
Public Holidays – our business requires us to be open on public holidays and as such you may be 
requested to work a public holiday. Please refer to the public holiday policy for further information. 
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9.6 TimeTarget – Clocking on and off Starting Work for the Day. 
When you initially log on with the TimeTarget system for the day, you need to select start work. 

 
When you start 16 minutes or earlier for your shift, it displays a message saying that you will only get 
paid from the rostered start. When someone is called in early, this message will come up, but the 
duty manager will then authorize the early start at the end of your shift. 

 
Breaks and End of Shift 
When a staff member clocks on for their break it gives additional options for Start Break, Transfer 
and End Work, and when they clock back on for the end of their break it gives them an End Break 
option. If a staff member scans when they don’t need to or they are about to take a break or clock 
off and they need to resume their duties for whatever reason, they just select Back to Pin-Pad, and 
come back and scan their break or end of shift later. 

 
Authorising 
Rosters will be loaded into TimeTarget by each Tuesday ready for the pay week starting Wednesday. 
All hours worked outside your roster will need to be authorized by your respective department head 
or supervisor on TimeTarget. 

 
From time to time messages will be displayed on the TimeTarget kiosks which will appear when you 
first scan on. You must read all messages and then press ok. This shows that you have read and 
acknowledged it. 

 
 

9.7 Lost Property 
All articles of any description found within the organisation must be handed to Reception or your 
Supervisor at the first opportunity. A record is kept at reception for any enquiries. Small items 
should be placed in a snap lock plastic bag with details written on the plastic bag. The date, time and 
location of where the lost property was found should be recorded in the register at Reception. Lost 
property not claimed within 90 days will be disposed of appropriately. 

 
Any money that is found is to be handed to the Supervisor, to be placed in the till and noted as an 
over amount with explanation. You will note the time and date and where this money was found. 

 
 

9.8 Surveillance 
In accordance with the regulations under the relevant acts in NSW and VIC, the Murray Downs Golf & 
Country Club and the Swan Hill Club use camera surveillance. Please be advised that upon signing 
of your Letter of Employment you consent to surveillance being applied to you, immediately 
upon the commencement of your employment. 

 
 

9.9 Murray Downs Golf and Country Club Limited Security 
Each employee of the organization has a responsibility to ensure the security of the premise. If an 
employee enters any part of the workplace that is locked the employee is responsible for ensuring it 
is locked each time they leave that part of the workplace. Failure to do so may result in termination 
of employment. 
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9.10 Club Promotions/Staff and Prizes whilst on duty 
No employee can participate in Promotions whilst they are actively on duty and employees cannot 
enter any promotions run by the organisation with a manual entry system. 
 
Employees are permitted to participate in the members badge draw but not the raffle draw whilst 
on duty. Remember, at all times the service of our customers comes first. 
 
If a staff member is a member of the Club and is present whilst not on duty (i.e., in their own time) 
then they may participate in the same fashion as any other member of the Club. 

 
 

9.11 Theft Policy 
Murray Downs Golf and Country Club Limited’s Policy in relation to theft or fraud is simple, no 
amount of theft or fraud is acceptable to patrons, companies or staff. 

 
If any employee feels they have observed any form of theft or fraud from any level of customer, 
business or fellow staff/management, it is expected that the individual direct their observations to 
their immediate Duty Manager/Supervisor. If you feel that the scope of your information may 
implicate these people, report to Management. Either a written report or verbal communication 
should be made as soon as possible after, or during the incident. 

 
 

9.12 Receipt of Gifts Policy 
All goods received by employees as “gifts” shall remain the property of the Murray Downs Golf & 
Country Club Limited. 

 
All Reward points and promotional gifts received because of the organisations purchases will remain 
the property of the organisation. 

 
 

9.13 Children On Premises 
All children under the age of 18 years must be under the direct supervision of an adult at all times 
otherwise the supervising adult and the children may be asked to leave the premises. There is no 
time that the child has to be off the premise as long as they are with an adult. 
For all guests coming over for a private function, there must be a ratio of at least 1 supervising adult 
to 10 children. 

 
 

Under 18 Yrs Entertainers 
 

The Murray Downs Golf & Country Club Limited will book entertainers under the age of 18 years at 
any of the Club’s venues on the following conditions: 

 
• The entertainer/s must be at a high standard and appropriate for the venue. This will 

be determined by the person responsible for booking the entertainment for the Club 
or the Chief Executive Officer; 

 
• The entertainer/s must be accompanied by their parent, legal guardian or responsible 

adult at times whilst in the venue; 
 

• The entertainer/s must NOT enter any gaming area under any circumstances; 
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•  The entertainer/s must NOT remain unaccompanied on any part of the premises 
where liquor is served. They must be accompanied by their parent, legal guardian or 
responsible adult; 

 
• The entertainer/s must NOT purchase or consume any alcohol whilst on Club premises. 

 
 

Any queries with regard to this policy will be determined by the Chief Executive Officer or their 
delegate. 

 
 

9.14 Confidential Information 
The objective of this confidential information policy is to ensure that all staff (including managers) 
are aware of their rights and obligations to treat information they have access to, or become privy to, 
during the course of their employment as confidential. 

 
All staff have a responsibility to treat information they have access to, or become privy to, during the 
course of their employment as confidential. 

 
‘Information’ as expressed in this policy is defined as: 

 
• Minutes kept from meetings. For example, board meetings, staff meetings, counselling and 

disciplinary meetings, etc; 
 

• Current documents that relate to general business and/or commercial matters, accounting 
and/or finance, employment, gaming, liquor and various other business/portfolio units; 

 
• Archives and records that relate to general business and/or commercial matters, accounting 

and/or finance; employment, gaming, liquor and various other business/portfolio units; 

• Documentation pertaining to members and guests; and, 
 

• Any other piece of information that staff (including managers) have access to, or become 
privy to, during the course of their employment with the organisation. 

 
Note: If staff are unsure about whether certain information is confidential or not, it is that 
employee’s responsibility to seek clarification from the Operations Manager or Chief Executive 
Officer.
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9.15 Cash Handling 
The objective of this cash handling policy is to ensure that all staff (including managers) are aware of 
their rights and obligations when engaged in cash handling duties and tasks. Appropriate cash 
handling is an essential requirement for all staff to learn and correctly apply in the workplace. 

 
All staff shall be trained and given advice on cash handling techniques by a senior staff member. 

 
All staff shall be informed and trained in specific cash handling procedures for each job they work in 
that involves cash handling duties. 

 
Cash handling is quite often a difficult task and can result in a mistake being made. The organisation 
acknowledges this and shall therefore treat each case of discrepancy / variation on a case-by-case 
basis in the interests of fairness. The organisation reserves its right to re-train staff as required 
and/or counsel and/or apply disciplinary action against a staff member as well. Disciplinary action 
may include termination of employment. 

 
All staff when engaged in cash handling must have regard for: 

• Accuracy; 
 

• Attention to detail; and, thieves (which may unfortunately include other staff). 
 
 

9.16 Staff Dress & Grooming 
The objective of this dress and grooming policy is to ensure that all staff (including managers) are 
aware of their rights and obligations in relation to dress and grooming whilst performing work. The 
organisation prides itself on presenting a positive and welcoming image for customers through 
exceptional staff attire. 

 
The scope of the policy outlines the appropriate dress and grooming standards that must be 
complied with by all staff. 

 
The organisation acknowledges that discrimination in the workplace is unlawful and has therefore 
designed this policy to adequately cater for all staff equally. 

 
Uniforms 

All staff shall be supplied with work attire that will form part of the uniform and must be worn at all 
times when work is being performed. The required uniform will vary depending on the venue. 

 
Employees Must Not Use The Facilities Of The Organisation Whilst Still In Uniform.
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Hair 

The following requirements must be met for both male and female staff: 
 

In all food and beverage service areas long hair should be tied back and not hang in front of the face. 
Any staff member working in a kitchen food preparation area must have their hair tied back and wear a 
cap or hairnet. 

 
Stubble, beards and moustaches must be well groomed and trimmed regularly. 

Basic small hair accessories (such as scrunchies, headbands or clips) can be worn. 

No staff will be permitted to commence work if they are in breach of this policy. If staff are unsure 
about what is, or is not, an acceptable and appropriate hair style or accessory to wear to work please 
contact the Duty Manager or Supervisor as soon as possible. 

 
 

Hands 

The following requirements must be met for both male and female staff: 

In all food and beverage service areas no acrylic, gel tip or fake nails of any kind can be worn. 
 

Hands are to be neat and tidy; nails are to be short and neat. If nail polish is chipped you may be 
asked to remove it. 

 
No large dress rings or rings with loose attachments to be worn. 

 
No staff will be permitted to commence work if they are in breach of this policy. If staff are unsure 
about what is, or is not, acceptable and appropriate cleanliness and hygiene for hands whilst at work 
please contact the Duty Manager or Supervisor as soon as possible. 
 
Jewellery 

The following requirements must be met for both male and female staff: 
 

One necklace, up to two bracelets and one watch may be worn unless the item is deemed to be 
unsafe. 

 
 

Earrings can be worn but most not be a danger or larger than a 10 cent piece. 
 

Note: Stud facial piercings are limited to two, no lips or cheeks. Offensive tattoos are to be concealed. 
 

No staff will be permitted to commence work if they are in breach of this policy. If staff are unsure 
about what is, or is not, acceptable, and appropriate jewellery to wear to work please contact the 
Duty Manager or Supervisor as soon as possible. 
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Shoes 

All staff must wear closed black shoes to work. Sandals, thongs, stiletto’s, high heels, etc are not 
acceptable and staff will not be permitted to commence work until they are wearing the correct 
shoes as expressed in this policy. 

 
All Kitchen staff must wear appropriate protective footwear ensuring closed, non-porous and must 
be approved by the Supervisor. 

 
If staff are unsure about what is, or is not, acceptable and appropriate shoes to wear to work please 
contact the Duty Manager or Supervisor as soon as possible. 

 
Personal Hygiene 

All staff are reminded about the importance of personal hygiene. Please ensure that you present for 
work clean and pleasant smelling. 

 

Changes to the Staff Dress & Grooming Policy 

The organisation reserves the right at any time to amend, vary or discontinue this policy to meet the 
changing needs of the organisation. In the event of an amendment or variation to this policy all staff 
shall be notified and consulted with prior to the amendment or variation taking effect. 

 
Upon commencing employment with the organisation all employees shall be provided with staff 
uniforms to wear when working. The number of uniforms (tops and bottoms) shall vary depending 
on that staff member’s employment status. The employee will be required to sign a receipt for the 
uniform. Staff are expected to wear neat, clean, ironed, hemmed uniforms. If not they will be 
required to clock off and rectify. 

 
Note: All staff uniforms are the organisations property. If for any reason an employee ceases 
employment with the organisation the staff uniform must be returned to the organisation failing 
which may retain from any wages due the employee the value of the items as stated on the receipt, 
less the allowance for wear and tear. 

 
Employees wishing to enjoy the organisations facilities, when not rostered, are welcome to do so 
provided they are not in uniform and comply with all relevant legislation requirements. 

 
Employees who are rostered for a shift must ensure that the organisations uniform is changed or 
covered before and/or after a rostered shift (within 10 minutes either side of the rostered shift) so 
as not to confuse our guests/members who may think the employee is still working. 
Employees must not use the facilities whilst still in uniform. 

 
 

9.17 Staff Drugs & Alcohol 
The objective of this drug and alcohol policy is to ensure that all staff (including managers) are aware 
of their rights and obligations in relation to drugs and alcohol in the workplace. 

 
All staff must not possess, deal or use prohibited drugs before, during, or after work on any of 
Murray Downs Golf and Country Clubs premises. Some examples of prohibited drugs include: 
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• Marijuana; 

• Methamphetamine; 

• Ice; 

• Cocaine; 

• Speed; 

• Ecstasy; and, 

• Heroin. 

 
If staff are unsure about whether a particular drug, substance or form of medication is prohibited 
and therefore unlawful, it is that employee’s responsibility to contact a registered medical 
practitioner and consult with them about the matter. 

 
In addition, all staff must not consume alcohol on premises either before, or during work at the club. 

 
Note: Staff may only consume alcohol after work at the organisation if they have signed off and 
removed their uniform, after finishing work. Staff must not re-enter the premises after finishing work 
wearing staff uniform. 

 
Any staff member that possesses deals and/or uses prohibited drugs before or during work at any 
trading premises shall be subject to counselling and/or disciplinary action which may include 
termination of employment. 

 
Any staff member consuming legal prescription or non-prescription drugs / medication must notify 
the Duty Manager or Supervisor immediately. All staff are responsible to notify the Duty Manager or 
Supervisor of any side-effects of the drugs / medication so that appropriate precautions can be taken 
to avoid accidents from occurring and/or disruption to work. 

 
If staff are found consuming alcohol on premises before, during or after work in uniform and/or are 
intoxicated from alcohol consumption, they shall be asked to leave and may be subject to counselling 
and/or disciplinary action which may include termination of employment. 

 
All staff are expected to act lawfully including undergoing drug and alcohol testing if requested or 
required to determine compliance with this policy, the law and to decide if safe to return to work. 

 
 

9.18 Staff Smoking & Vaping Policy 
The objective of this smoking/vaping breaks policy is to ensure that all staff (including managers) are 
aware of their rights and obligations in relation to smoking/vaping breaks. Smoking/vaping is a 
contentious issue in the hospitality industry and this policy will provide all staff with a clear set of 
guidelines, so that no miscommunication or misunderstanding can occur. 

 
Smoking/vaping breaks during paid working time are prohibited. 
Employees can only smoke/vape when they are on an unpaid rostered break and then it must be in 
the designated staff smoking area at the rear of the Club. 

 
The organisation has an obligation to consistently apply and enforce this policy. Likewise, staff must 
comply with this policy. 

 
Any employee that breaches this policy shall be subject to counselling and/or disciplinary action 
which may include termination of employment. 
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9.19 Staff Bag Search 
The objective of this staff bag search policy is to ensure that all staff (including managers) are aware 
that: 

 
• Property, materials and items owned by the organisation are not taken away from the 

organisation without permission; and, 
 

• Illegal and/or dangerous items are not to be brought onto organisation premises which may 
include, but is not limited to, prohibited drugs, weapons and stolen goods, etc. 

 
The organisation reserves the right to randomly search staff bags with or without permission because 
of: 

 

• Information (oral or written) that is brought to the organisations attention; 

• Suspicion of, amongst other things, dishonesty and/or theft; and, 

• Any other reason that may affect the health, safety and/or security of all staff, members and 

visitors. 

 
The organisation shall comply by the following procedure when searching an employee’s bag: 

 
The staff member shall be asked to remain on premises by a supervisor, duty manager and/or other 
senior manager; 

 
The staff member shall be asked to voluntarily reveal the items in their bag; 

 
If the staff member refuses, they are to be told to remain on premises by a supervisor, duty manager 
and/or other senior manager until the Operations Manager is contacted; 

 
The Operations Manager shall ask the staff member to voluntarily reveal the items in their bag; 

 
If the staff member refuses, the Operations Manager has the discretion to contact the NSW or VIC 
Police Service to assist in the matter; and, 

 
The employee must remain on the premises until such time as the NSW or VIC Police Service arrive to 
conduct the bag search; or, 

 
If the Operations Manager does not exercise his/her discretion by contacting the NSW or VIC Police 
Service the staff member shall be free to leave the premises. 

 
9.20 Staff Email & Internet Policy 
The objective of this email and internet policy is to ensure that all staff (including managers) are 
aware of their rights and obligations when using email and the internet at any of the organisations 
premises. 

 

Email, internet and Teams are forms of communication designed for internal use within the 
workplace, as well as external use beyond the workplace. It is a form of communication that is a 
privilege and must not be abused by staff at any time. 

 
Similarly, the internet is an electronic facility designed to provide all staff with the opportunity to 
conduct research, access information in an efficient manner and perform work with greater ease and 
efficiency. 
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Some prohibited ways that staff can abuse email and the internet include, but are not limited to: 

• Sending and/or forwarding pornographic material and/or other material that could be 
perceived as offensive or unlawful; 

 
• Searching for, accessing and/or viewing emails with pornographic attachments and/or other 

material that could be viewed as offensive, or navigating through websites with 
pornographic and/or other material that could be perceived as offensive; 

 
• Spending large quantities of time sending and/or forwarding emails or website links that are 

not work related; or, 
 

• Spending large quantities of time searching for, accessing and/or, viewing attachments from 
emails or surfing websites that are not work related. 

 
If any employee is found to have abused the organisations email and internet facilities, they may be 
counselled and/or disciplined which may include termination of employment. 

 

Staff that use a computer to complete their duties may use the internet and email options. For 
all other staff the Swan Hill Club and Murray Downs have free Wi Fi access that may be 
accessed using personal devices on unpaid time only. At all other times mobile phones and devices 
must be placed in a staff locker. 

 
If any employee is found to have abused the organisations email and internet facilities, they may be 
counselled and/or disciplined which may include termination of employment. 

 
 

9.21 Social and Digital Media Policy 
BACKGROUND TO POLICY 
The Club was recently contacted about inappropriate content posted on a Facebook Messenger Chat 
which was named with “Murray Downs” in the title. This Facebook Messenger Chat, whilst private, is 
not controlled or visible by the Club and reflected poorly on our business. We are implementing a 
social and digital media policy to prevent any further issues from tainting our businesses. 
The below policy applies to Facebook Pages, Facebook Groups, Facebook Messenger Chats, and other 
online mediums operated by Directors, Committee Members, Staff, Members and Guests.  

 
1. SOCIAL MEDIA 

The objective of this social media policy is to: 
i. protect the Club’s reputation from being brought into disrepute through Club employees use of social 

and digital media; and  

ii. to protect the Club’s employees from bullying, harassment or discrimination through a co-worker’s 
use of social and digital media. 

SCOPE 

This policy applies to all employees who use social media. 
 The policy will attempt to cover all forms of social media including: 
• Social networking sites e.g., Facebook, Twitter, MySpace 
• Video & photo sharing websites e.g., YouTube, Flickr 
• Weblogs, including corporate blogs, personal blogs or blogs hosted by traditional media 

publications. 
• Forums and discussion boards e.g., Whirlpool, Yahoo! Groups or Google Groups 
• Any other website that allows individual users or companies to use publishing tools. 

If you require clarification about aspects of this policy and how it applies to you, please contact the 
Operations Manager. 
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PROCEDURE 

Club employees shall comply with the following procedure for use social media: 
 
• When using social media, it is not to be used in a manner that brings the Club’s reputation into 

disrepute or harms any of the Clubs commercial interests. This includes making comments, 
written or otherwise, that are slanderous or defamatory about the Club, its services, its 
employees, its competitors or other business-related activities. 
 

• When using social media, it is not to be used in a manner that constitutes bullying, harassment, 
or discrimination of a co-worker.  If you are not sure of what constitutes bullying, harassment 
or discrimination please seek a copy of the Club’s bullying, harassment, and discrimination 
policies from the Operations Manager. 
 

• If an employee has any concerns with anything on social media that is work related they should 
speak to the Operations Manager or Chief Executive Officer. 

 
2. DIGITAL MEDIA 

• The Club acknowledges the enormous value of digital media, such as Websites, email, and 
social media channels, e.g., Facebook, Twitter, Instagram, TikTok, SnapChat, YouTube, etc., to 
promote golf and celebrate the achievements and success of the people involved in golf. 

• The Club expects all people bound to this standard to conduct themselves appropriately 
when using digital media sites to share information related to golf. 

• Digital media activity includes, but not limited to, postings, audios, blogs, status updates, 
tweets, and videos. 

o Must not contain material which is, or has been the potential to be offensive, 
aggressive, defamatory, threatening, discriminatory, obscene, profane, 
harassing, embarrassing, intimidating, sexually explicit, bullying, hateful, racist, 
sexist, or otherwise inappropriate. 

o Must not contain material, which is inaccurate, misleading, or fraudulent. 
o Must not contain material, which is in breach of laws, court orders, 

undertakings, or contracts. 
o Should respect and maintain the privacy of others; and 
o Should promote the sport in a positive way. 

 
• This is limited to comments made on any online affiliate or Club digital media and does not apply 

to the personal use of social media, where there is no reference to the Club, an affiliate, or an 
executive member of the affiliate. 

 
CONTENT GUIDELINES 
All content for all digital media must:  
• Not be explicit, inappropriate, offensive, contain swearing, be sexist, racist or demeaning in any 

way to any persons including our businesses, staff, Directors or Committee Members 
• Not contain content that isn’t age appropriate for young Members who are in the group or 

messenger group 
• Not contain fights, arguments, or bad mouthing of others  
• Be relevant to the topic of the group 

Any post deemed inappropriate must be deleted immediately upon the administrator becoming 
aware. Any explicit or highly offensive content must be reported to the CEO, Operations or Marketing 
Manager as soon as possible, with appropriate action to be taken. 
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FACEBOOK PAGES 
• No one under any circumstance is able to create a Facebook page utilising the words “Murray 

Downs” “MD”, “Swan Hill Club” or “SHC”. 
• Any existing pages must be removed. 

 
FACEBOOK GROUPS 
• Facebook groups, for example bowls or golf groups, may be named with business names pending: 

o Individual approval from CEO regarding access to groups, appropriately appointed 
administrator’s, etc. 

o The group must be made ‘private’ with content only visible to those accepted within the 
group by the page administrators.  

o Only people relevant to the group can be accepted. 
o Facebook Group rules must state the above content policy.  
o Facebook Group rules must also state “The opinions expressed on this site are my own and 

do not necessarily represent the views of the business and this group is not managed by 
the Club”. 

• Any existing groups must contact the CEO.  
 

FACEBOOK MESSENGER (PRIVATE FACEBOOK CHAT) 
• These cannot be made or named utilising the words “Murray Downs”, “Swan Hill Club” “SHC”, as 

these Facebook Messenger chats are not able to be monitored. 
• Any existing Facebook Messenger chats must be renamed. 

 
FACEBOOK MESSENGER FOR STAFF 
• All posts must not be in breach of Staff Policy 
• The following statement applies for all Facebook Messenger groups “The opinions expressed on 

this site are my own and do not necessarily represent the views of the business and this group is 
not managed by the Club”. 

BREACH OF POLICY 

The Club has an obligation to consistently apply and enforce this policy. Likewise, staff must comply 
with this policy. 

Any employee that breaches this policy shall be subject to counselling and/or disciplinary action 
which may include termination of employment. 

 
 

9.22 Higher Duties 
The objective of this higher duties policy is to ensure that all staff (including managers) are aware of 
their rights and obligations when performing higher duties for the organisation. 

 
Staff that are given the opportunity to perform higher duties are recognised as possessing the skills, 
knowledge and responsibility that are necessary to perform in senior roles. The benefits for 
performing higher duties include: 

 
• Opportunity to learn; 

 
• Opportunity to improve short-, and long-term career prospects; and, 

 
• Opportunity to be paid a higher wage or salary. 

 
• Staff that are required to perform higher duties shall be paid according to the terms and 

conditions of the applicable industrial instrument. 
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Any staff that are required to perform higher duties shall be advised about: 

• What specific tasks and duties they are required to perform; 

• Duration of time they will be performing these specific tasks and duties for; and, 

• Rate of pay they shall receive for performing higher duties. 
 

 
9.23 Performance Appraisals 
The objective of this performance appraisal policy is to ensure that all staff (including managers) are 
aware of their rights and obligations with respect to their work performance and how the 
organisation shall manage their work performance for the benefit of the employee and the 
organisation. 

 
Employees may be subject to performance appraisals from time to time. A performance appraisal is a 
formal discussion between an employee and his/her manager that aims to give both parties the 
opportunity to objectively review the employee’s work performance. 

 
During the performance appraisal the organisation and the employee shall discuss the information 
between them and establish a plan for performance improvement if required. 

 
A performance appraisal is a tool that managers may use to address areas of an employee’s work 
performance. It gives managers the opportunity to identify, praise and/or reward good work 
performance; as well as identify, discuss and set goals to improve average or poor work 
performance. 

 
An employee may be notified when a performance appraisal will be conducted. All necessary 
information and instructions shall be given to the employee so that no misunderstanding occurs 
about the process. 

 
Employees will be: 

• Provided with sufficient notice of when, where, how long, and who the performance 
appraisal will be conducted by; and, 

 
• Performance appraised in a quiet location. 

 
Note: Employee performance appraisals are treated as private and confidential and we ask that all 
employees refrain from discussing their performance appraisal with other employees. 
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9.24 Staff Training & Development 
The objective of this policy is to ensure that all employees are aware of obligations in relation to 
training and development. Training and development is an important part of effective human 
resource management that benefits both the Organisation and its employees. 

 
The Organisation encourages all employees to participate in training and development opportunities 
that arise from time to time. Training and development: 

 
a) Offers opportunities for continual learning and development; 

b) Increases career prospects; 

c) Identifies areas where strong already knowledge and skills exist; and, 

d) Potentially identifies career succession planning opportunities, etc. 
 

The Organisation may require an employee to undertake training that is relevant to their current or 
future role. The Organisation will endeavour to arrange training during the employee’s rostered 
duties; however, employees may not unreasonably refuse to participate in training or development 
activities which fall outside their usual hours of work. The Organisation reserves the right to cancel or 
reschedule training if it conflicts with business needs; for example, an unexpectedly busy shift. The 
Organisation shall meet the cost of any training courses it requires an employee to attend. 

 
Employees are encouraged to speak with their direct manager or HR manager to request training 
where they believe a gap is present in their skills and knowledge or they believe the training would 
further their professional development. 

 
The Organisation has an obligation to consistently apply and enforce this policy. Likewise, employees 
must comply with this policy. Employees, who refuse to participate in training, may be subject to 
disciplinary action. 

 
Any employee who breaches this policy shall be subject to counselling and/or disciplinary action, 
which may include termination of employment. 

 
 

9.25 Resignations 
Employees who resign from the organisation are expected to comply with the period of notice of 
requirements as set down in the Award or as mutually agreed with Management. 
 
It is preferable that your resignation is submitted in writing to your immediate Supervisor; however 
verbal resignations can also be accepted. 

 
To avoid delays in the issue of your final pay you should do the following: 

• Hand in a written resignation 

• Return your employee card (if applicable) 

• Return your name badge 

• Return your locker key (if applicable) 

• Attend an exit interview with one of your supervisors if requested. 

• Return organisation issued uniform. 
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The objective of this recruitment and selection policy is to ensure that all staff (including managers) 
are aware of their rights and obligations when engaged in recruitment and selection of employees. In 
addition, the policy sets out clear guidelines that all staff must comply with. 

 
 

Equal Opportunity Employer 
 

Murray Downs Golf and Country Club Limited prides itself on being an equal opportunity employer. 
This means that the organisation will treat all job applicants equally and fairly during the recruitment 
and selection process. 

 
The organisation prohibits any form of bias, discrimination and/or favouritism when engaged in 
recruitment and selection. 

 
Any employee responsible for, or involved in, recruitment and selection and that has engaged in bias, 
discrimination and/or favouritism shall be subject to counselling and/or disciplinary action which 
may include termination of employment. 

 
Internal Recruitment & Selection 

The organisation may offer all vacant and newly created positions to current staff employed by the 
organisation. 
The procedure to be followed by all staff when internally applying for a vacant or newly created 
position is as follows: 

 
• Submit an application to the Operations Manager on or before the closing date. 

 
• Any internal staff that are successful for an interview shall be notified and asked to attend an 

interview. 
 

• Any internal staff that are unsuccessful for an interview shall be notified. 
 

All communication shall be treated in strict confidence. 

10. Recruitment & Selection 
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The objective of this workplace bullying and harassment policy is to ensure that all staff (including 
managers) are aware of, and understand their rights and obligations if they are ever the subject of, or 
witness, bullying and/or harassment occur in the workplace. 

 
The organisation treats every allegation of workplace bullying and/or harassment extremely seriously 
and will not accept, condone or tolerate any employee found to have engaged in, or been a party to, 
workplace bullying and/or harassment. 

 
All those seeking employment, 22 years or younger, with the clubs must now sign a consent form 
called Bullycheck, which enables the organisation to contact the perspective employees places of 
education. 

 
The term ‘bullying’ is defined as an act of being cruel to a person because they are in a weaker 
position, or position of less advantage. Examples of behaviour, whether intentional or unintentional, 
that may be considered to be workplace bullying if they are repeated, unreasonable and create a risk 
to health and safety include: 

 
• Abusive, insulting or offensive language or comments 
• Unjustified criticism or complaints 
• Continuously and deliberately excluding someone from workplace activities 
• Withholding information vital for effective work performance 
• Setting unreasonable timelines or constantly changing deadlines 
• Setting tasks that are unreasonably below or beyond a person’s skill level 
• Denying access to information, supervision, consultation or resources such that it has a 

detriment to the worker 
• Spreading misinformation or malicious rumours 
• Changing work arrangements such as rosters and leave to deliberately inconvenience a 

particular worker or workers 
 
 

What is NOT considered to be workplace bullying 
 

• Setting reasonable performance goals, standards and deadlines 
• Rostering and allocating working hours where the requirements are reasonable 
• Transferring a worker for operational reasons 
• Deciding not to select a worker for promotion where a reasonable process is followed and 

documented 
• Informing a worker about unsatisfactory work performance when undertaken in accordance 

with workplace policies or agreements such as management guidelines 
• Informing a worker about inappropriate behaviour in an objective and confidential way 

• Implementing organisational change or restructuring 
• Termination of employment 

 
The term “harassment” is defined as a persistent, unwelcome or unwarranted behaviour towards 
another person. One of the most commons forms of workplace harassment is “sexual harassment” 
which is unlawful, an offence and which if proven will result in disciplinary action which may include 
termination of employment. 

 
 
 
 
 
 

11. Workplace Bullying & Harassment 
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Some common forms of workplace harassment include: 
 

• Abuse; 

• gender based insults or taunting; 

• homophobic abuse; 

• homophobic material displayed on the notice board; 

• indecent exposure (criminal offence); 

• leering or staring at a person or parts of their body; 

• making jokes at the expense of a person with a disability; 

• obscene telephone calls (criminal offence); 

• persistent requests for a night out where these are rejected; 

• persistent, unwelcome proposals of marriage; 

• pornographic or nude posters in the workplace; 

• asking questions about a person’s sex life; 

• requests for sex where these are unwelcome; 

• sexual assault (criminal offence); 

• sexist or racist jokes; 

• suggestive comments about a person’s body or appearance; 

• tales of sexual performance; 

• touching a person; 

• verbal abuse or derogatory comments based on race; and/or, 

• verbal or written abuse directed at a transgender person. 

 
The club acknowledges, observes and complies with the provisions of the Anti-Discrimination Act 
1977 (NSW)/VIC and all associated State and Federal discrimination, employment and industrial 
legislation that cover’s the subject of bullying and/or harassment in the workplace. 

 
Bullying and/or harassment in the workplace is unacceptable & may result in termination of employment! 

 
Any member of staff that is the subject of bullying and/or harassment in the workplace must notify 
the Operations Manager or Chief Executive Officer and confirm it in writing so that an investigation 
can be conducted and appropriate action taken. 

 
Similarly, any employee that witnesses another employee being subjected to bullying and/or 
harassment in the workplace must notify the Operations Manager or Chief Executive Officer and 
confirm it in writing so that an investigation can be conducted and appropriate action taken. 
Any member of staff that makes a false claim of bullying and/or harassment in the workplace shall be 
subject to disciplinary action which may include termination of employment. 



Employee Information – Policies & Procedures Manual 38  

 
 

The objective of this dispute and issue resolution policy is to ensure that all staff (including 
managers) are aware of their obligations in situations where a dispute and issue exists in the 
workplace. This policy provides clear guidelines to all staff about how to effectively manage and 
resolve a workplace dispute and issue. 

 
From time to time disputes and issues occur in the workplace between staff that need to be resolved. 
If disputes and issues are left unresolved they can have detrimental consequences for harmonious 
workplace relations. 

 
Detailed below is a step-by-step guide about how to effectively manage and resolve a dispute and 
issue in the workplace. 
 
Note: This policy shall not apply to any employees that are covered by an industrial instrument that 
expresses a procedure to be followed when dealing with staff disputes and/or issues. 

 
All staff must comply with the following dispute and issue procedure: 

o An employee that has a dispute and issue must notify their immediate supervisor. The 
employee will be required to confirm the dispute and issue in writing if requested to do so; 

 
o The supervisor has an obligation to investigate the dispute and issue and take appropriate 

steps to resolve the matter as soon as possible. The supervisor has the discretion to refer the 
dispute and issue to the Duty Manager if further assistance is required for more complex 
cases; 

 
o If the dispute and issue remains unresolved the employee is free to notify the Operations 

Manager or Chief Executive Officer in writing about the issue; 
 

o The Operations Manager or Chief Executive Officer has an obligation to investigate the 
dispute and issue and take appropriate steps to resolve the matter as soon as possible; 

 
o If the dispute and issue remains unresolved, and is of an employment nature, the employee 

and his/her representative are free to pursue the matter further by referring the dispute to 
the Fair Work Commission. 

 
Note: No employee is permitted to approach a member of the Board of Directors about the dispute 
and issue at any time. 

12. Staff Dispute & Issue Resolution 
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The objective of this counselling and disciplinary action policy is to ensure that all staff (including 
managers) are aware of their obligations if they are subject to counselling and/or disciplinary action. 

 
An employee that is disciplined for, amongst other things, poor performance or misconduct may in 
certain circumstances result in termination of employment (with or without notice). 

 
There are various reasons why an employee may be required to participate in a counselling and/or 
be disciplined. For example, if an allegation of poor performance and/or misconduct is brought to the 
attention of senior management the organisation has an obligation to investigate the matter and 
treat all parties involved in a procedurally fair manner. 

 
Allegation / Incident 

If an allegation is brought to the attention of Senior Management, or if an incident occurs that should 
not have, the allegation and/or incident will form the basis upon which the organisation must 
investigate the matter and take appropriate and necessary action. 

 
The organisation has the discretion to direct an employee to confirm the allegation and/or incident in 
writing before any investigation begins. 

 

Investigation 

The purpose of an investigation is to obtain as much factual information as possible about the 
allegation and/or incident and also to treat any affected employee(s) in a procedurally fair manner. 

 
Counselling and/or Discipline 

Once an investigation has been completed the organisation reserves the right to counsel or discipline 
staff. 

 
The accepted counselling and/or disciplining procedure for all employees is as follows: 

• The counselling and/ disciplinary meeting shall take place in a confidential quiet location; 
 

• The employee shall be offered the opportunity to have a support person of their choice 
present during the meeting; 

 
• Likewise, the manager conducting the meeting shall also have the opportunity to have a 

support person of their choice present; 
 

• The manager conducting the meeting must disclose and discuss the reason(s) for the meeting 
with the employee; 
 

• The employee must be given the opportunity to respond to the reason(s) for the meeting; 
 

• Both the manager and the employee should discuss and explore ways of eliminating the 
need for further counselling and/or disciplinary meeting’s in the future; 

13. Counselling & Disciplinary Action 
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• The manager and the employee should try and agree on a resolution(s) that can be 
monitored in the future. For instance, if the reason for the meeting is because of poor work 
performance, eg, cash handling, a possible resolution may be the employee to recognise and 
make a conscious effort in the future to pay more attention to detail when involved in cash 
handling duties; 

 
• If the manager intends to issue the employee with a warning (verbal or written), the 

employee must be informed and may be given a copy of the warning in writing. 
 

Warnings 

It is common practice that if an employee is counselled and/or disciplined in relation to their work 
performance they may be issued with: 

 
• A verbal warning; or 
• A first written warning OR a first and final written warning; or 
• A final written warning. 

 
Generally the same practice will apply in cases of misconduct. 

 
Note: However, the organisation has the discretion in cases of misconduct that are serious and/or 
wilful to waive the need for a warning (verbal or written) to be issued. Furthermore, the 
organisation may summarily (instantly) dismiss an employee that has been involved in a case of 
serious and/or wilful misconduct. 

 
Some examples, amongst others, which may result in summary dismissal or dismissal with notice are 
as follows: 

 
• Physical assault of another Employee. 

• Workplace Discrimination, Bullying and/or Harassment. 

• Failure to observe safety rules and/or operating procedures, including serious breaches 

of health and safety, organisation security, policies and/or procedures. 

• Proven dishonesty in connection with the organisation. This includes, but is not limited to, 
larceny as a servant, theft, fraud, etc. 

• While engaged for Bus Driving Duties, a legal Blood Alcohol Reading of .00 must be met 

at all times. Failure to adhere to this condition will lead to instant dismissal. 

• Falsification of information and/or documentation. 

• Insubordination and/or verbal abuse towards management, fellow workers or patrons. 

This includes, but is not limited to, swearing. 

• Negligence and/or skylarking which results in damage to goods and/or property. 

• Misbehaviour such as fighting. 
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• Possession, use, or dealing in prohibited drugs or other restricted or dangerous 

substances. 

• Consumption of alcohol during a shift, including paid and unpaid meal breaks; or, 

• Intimidation or threatening other Employees; 

• Inappropriate behaviour or comments about a person’s personal life or personal 

presentation; 

• Possession of illegal items or publications on the premises; 

• Proven breach of the organisation’s Security; 

• Clocking on or off another member of staff. 

• The commission of a crime. 
 

Termination of Employment 

The organisation will only ever consider terminating an employee after a careful and thorough 
investigation has been completed with consideration of all the facts including any verbal evidence 
from the employee involved and any other employees as well. The Organisation will treat any 
affected employee(s) in a procedurally fair manner. 

 
 

In the event of a dispute about a matter under the award, or a dispute in relation to the NES, in the 
first instance the parties must attempt to resolve the matter at the workplace by discussions 
between the employee or employees concerned and the relevant supervisor. If such discussions do 
not resolve the dispute, the parties will endeavour to resolve the dispute in a timely manner by 
discussions between the employee or employees concerned and more senior levels of management 
as appropriate. 

 
If a dispute about a matter arising under the award or a dispute in relation to the NES is unable to be 
resolved at the workplace, and all appropriate steps under clause 9.1 have been taken, a party to the 
dispute may refer the dispute to the Fair Work Commission. 

 
The parties may agree on the process to be utilised by the Fair Work Commission including 
mediation, conciliation and consent arbitration. 

 
Where the matter in dispute remains unresolved, the Fair Work Commission may exercise any 
method of dispute resolution permitted by the Act that it considers appropriate to ensure the 
settlement of the dispute. 

 
An employer or employee may appoint another person, organisation or association to accompany 
and/or represent them for the purposes of this clause. 

14. Dispute Resolution relating to Award or NES 
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While the dispute resolution procedure is being conducted, work must continue in accordance with 
this award and the Act. Subject to applicable occupational health and safety legislation, an employee 
must not unreasonably fail to comply with a direction by the employer to perform work, whether at 
the same or another workplace that is safe and appropriate for the employee to perform. 

 
 
 
 

Purpose and overview 
 

This policy is written in accordance with the Fair Work Act 2009 (Cth) (the Act) and the Registered 
and Licensed Clubs Award 2020. Under the Act all employees are entitled to be absent from work 
on a public holiday. However, the Club can reasonably request employees to work on a public holiday 
if the request is reasonable. 

 
As Murray Downs Golf and Country Club Limited (the Club) services the community it is customary 
that the Club remain open for the community on public holidays. The Club must therefore roster an 
adequate number of staff to satisfy the Club’s operational needs. 

 
The objective of this policy is to outline the process as to how employees may be requested by the 
Club to work on a public holiday. 

 
Scope 

 
This policy applies to all Club employees including casual, part-time and full-time. 

 
Definitions 

Club means Murray Downs Golf and Country Club and Swan Hill Club. 

Public Holiday means: 
• New Year’s Day 
• Australia Day 
• Good Friday 
• Easter Saturday 
• Easter Sunday 
• Easter Monday 
• Anzac Day 
• King’s Birthday 
• Christmas Day 
• Boxing Day 
• any other day declared, prescribed or under the law of a State or Territory. 

 
Requesting to work on a public holiday 

 
In accordance with the Act, the Club may reasonably request employees to work on a public holiday 
if the request is reasonable. 

 
The Club will aim to release a draft roster 21 days before a public holiday. In this draft roster, 
employees who are provisionally rostered for this period will be required to advise the Club 
whether there are available to work the relevant public holiday shift or if they refuse to do 
so (and to provide reasons for the refusal). 

 
In all cases, if an employee’s circumstances change after indicating whether they are available or 
unavailable to work a particular public holiday shift, the employee must notify their relevant manager 
or supervisor in writing as soon as reasonably possible, and with a minimum of 10 days’ notice prior 
to the actual public holiday shift. 

 

15. Public Holiday Policy 
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Note: A refusal does not automatically mean the employee will not be required to work that 
particular public holiday. Similarly, an acceptance to work does not mean a shift will be offered on 
the public holiday. 

 
Refusing a request to work on a public holiday 

 
If an employee is requested to work on a public holiday they may refuse to work - however the Act 
requires them to provide a reasonable explanation as to their reason for the refusal to work on the 
relevant public holiday. 

 
The Club will then determine whether the refusal to work on the public holiday is reasonable or 
not. 
The Club may seek additional information or evidence from the employee regarding their refusal. 

 
What is considered as reasonable? 
In determining whether a request or a refusal of a request, to work on a public holiday is reasonable, 
factors that may be taken into account by the Club include, but are not limited to: 
• the nature of the Club’s workplace (including its operational requirements), and the nature of 
• the work performed by the employee; 
• the employee's personal circumstances, including family responsibilities; 
• whether the employee could reasonably expect that the Club might request work on the 

public holiday; 
• whether the employee is entitled to receive overtime payments, penalty rates or other 

compensation for, or a level of remuneration that reflects an expectation of, work on the 
public holiday; 

• the type of employment of the employee (for example, whether full-time, part-time or casual); 
• the amount of notice in advance of the public holiday given by the Club when making the request; 
• the amount of notice in advance of the public holiday given by the employee when 

refusing the request; and 
• Any other relevant matter. 

 
Employees that unreasonably refuse to work on a public holiday may still be required to work their 
rostered shift. 

 
Failure to work a rostered public holiday shift 

 
If an employee is rostered to work a particular public holiday and their refusal is held to be 
unreasonable, the employee will be required to attend their rostered shift. 

 
If the refusal has been assessed as unreasonable, attendance at a rostered shift is a reasonable 
direction by the Club. Therefore, a failure to do so may result in disciplinary action against the 
employee, up to and including termination of employment. 

 
Review of the policy 
This policy may be amended or replaced at any time. If necessary, further changes and actions may 
be introduced. 

 
Disclaimer 

This policy does not form part of an employee’s contract of employment. 
 
 

Objective 
 

The Club aims to providing a safe and respectful workplace for staff free from all forms of unlawful 
discrimination and harassment, including, sexual harassment. It aims to treat every allegation of 
sexual harassment extremely seriously. 
 

16. Sex Based Misconduct (Sexual Harassment) Policy 
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Sexual harassment, sex-based harassment, and sex-based discrimination (collectively ‘sex-based 
misconduct’) are unlawful, and the Club seeks to acknowledge, observe, and comply with the 
provisions of the Sex Discrimination Act 1984 (Cth), the Fair Work Act 2009 (Cth) (the Act) and all 
other associated State and Federal legislation relating to the subject of sex-based misconduct in the 
workplace.  
 
Sexual harassment will not be tolerated at the Club. This Policy explains how the Club will aim to 
eliminate and prevent sexual harassment in the workplace.  
 
Who is covered by this policy? 
 
This policy applies to all “employees”. Employees for the purpose of this Policy only, means 
employees, managers, supervisors, apprentices, trainees, contractors, sub-contractors, interns, 
volunteers, and the Board of Directors.  
 
A “employee” under this policy is referred also as a “person”. 

 
When does this policy apply? 
 
All employees are entitled to a workplace free from sex-based misconduct. This policy applies to: 
 

• conduct towards an employee or employees by another employee,  
• conduct towards an employee or employees by a customer of the Club (including members, guests 

and visitors), and  
• hostile workplace environments.  

 
Sex-based misconduct in the workplace  
 
Sex-based misconduct includes: 
• sexual harassment;  
• sex-based harassment; 
• sex discrimination; 
• engaging in a hostile working environment; and/or 
• victimisation of an employee in relation to any of the above.  

 
Sex- based misconduct occurs in the workplace when it happens at work or at an event that is 
connected to work. A matter can be “connected to work :, for example: 
• at a work-related event; 
• on certain occasions, between employees outside of work, which can sometimes include conduct 

on social media or messages sent via text and emails outside of work hours;  

The Club recognises that comments and behaviour that may not offend one employee may offend 
another. This Policy requires all employees to respect other employee’s limits. Furthermore, just 
because someone does not object to inappropriate behaviour in the workplace at the time, it does 
not mean that they are consenting to the behaviour on an ongoing basis. 
 
 
 
 

Definition of unlawful discrimination 
 
Unlawful discrimination is treating, or proposing to treat, someone less favourably because of a 
personal characteristic protected by the law, such as sex, age, race or disability.  
 
Definition of sexual harassment 
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Sexual harassment is a specific and serious form of harassment. It occurs if a person: 
 
a) makes an unwelcome sexual advance to another person; 
b) makes an unwelcome request for sexual favours to another person; or 
c) engages in other unwelcome conduct of a sexual nature in relation to another person, 
 
in circumstances in which a reasonable person, having regard to all the circumstances, would have 
anticipated that the person would be offended, humiliated or intimidated. 
 
Sexual harassment does not have to be repeated or ongoing. It can be a one-off incident. A person’s 
motive is irrelevant. It can also take many different forms and may include physical contact, verbal or 
written comments. 
 
Definition of sex-based harassment 
 
Sex-based harassment occurs if a person: 
 

• engages in unwelcome conduct of a seriously demeaning nature in relation to another 
person by reason of the person’s sex (or characteristic that appertains generally or is 
generally imputed to that person’s sex); and 

• the person does so in circumstances in which a reasonable person, having regard to all 
the circumstances, would have anticipated the possibility that the person harassed would 
be offended, humiliated or intimidated.  

 
Definition of a Hostile Workplace Environment 
 
A hostile work environment includes conduct that is not directed to any particular person or 
employee but can result in an employee or employees feeling unwelcome or offended by the general 
working environment. Examples of factors that contribute to a hostile workplace environment include 
but are not limited to: 
 
• displaying offensive screen savers, photos, calendars or objects; 
• sexually explicit posts on social networking sites; 
• accessing sexually explicit internet sites in the workplace; and  
• workplaces where sexual jokes or innuendo occur. 
 
Hostile workplace environments are unlawful, and the Club will take the appropriate action against 
any employee found to have contributed to, such an environment.  
 
What is victimisation? 
 
The Club has a zero-tolerance approach to victimisation. Victimisation is against the law. Victimisation 
is subjecting or threatening to subject someone to a detriment because they have: 
a) asserted their rights under anti-discrimination and harassments laws (such as the Sex 

Discrimination Act 1984); 
b) made a complaint; 
c) helped someone else make a complaint; or 
d) refused to do something because it would be unlawful discrimination, sexual harassment or 

victimisation. 
e) It is also victimisation to threaten or treat less favourably an employee (such as a witness) who may be 

involved in investigating a workplace concern or complaint. 
f) Victimisation is a very serious breach of this Policy and is likely (depending on the severity and 

circumstances) to result in formal disciplinary action against the perpetrator, which may include 
termination of employment or engagement.  
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Prevention of Sex-based Misconduct  
 
To minimise sex-based misconduct in the workplace, the Club will aim to ensure that all of its 
employees attend regular training relating to sex-based misconduct in the workplace. This training 
will assist employees to understand their rights and responsibilities in the workplace, encourage them 
to report any behaviour that breaches this Policy and understand the complaints procedure.  
 
The Club seeks to regularly monitor and assess this Policy and will take measures to prevent sex-
based misconduct in the workplace. This may include: 
 
• reporting on the nature and outcomes of employee complaints; 
• anonymous surveys of employees to assess awareness of the Policy and comfortability with 

reporting concerns; 
• regular consultation with employee representatives; 
 
The Club will aim to build a culture of workplace safety and address risk regularly. The Club will do 
this by regularly identifying and assessing risk factors for sex discrimination, sex-based misconduct 
and victimisation. The Club intends to undertake a risk assessment identifying the likelihood of sexual 
harassment and sex-based misconduct and as a result take reasonable and proportionate measures 
to eliminate or control as far as is reasonably possible sex-based misconduct.  
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Responsibilities 

Everyone has a role in preventing sex-based misconduct in the workplace.  

The Club will aim to: 

• prevent sexual harassment, sex discrimination, victimisation or sex-based misconduct.  
• eliminate the risks of sexual harassment so far as is reasonably practicable. If the risks cannot be 

eliminated, they will be minimised so far as is reasonably practicable; 
• regularly identify factors that contribute to sexual harassment, sex discrimination, sex-based 

misconduct and victimisation and aim to put effective control   measures in place. 
• build a culture of workplace safety and address risks regularly; 
• ensure that all employees attend regular training relating to sex-based misconduct in the 

workplace; 
• encourage positive leadership styles and invest in our managers to achieve this; 
• promote harmonious relationships across the Club; 
• openly discuss sexual harassment in both formal and informal settings, and provide information 

and training about it including consequences of such behaviour (e.g., possible disciplinary actions); 
• ensure employees know that they have the right to raise a personal grievance or submit a 

complaint; 
• ensure independent contractors working under a contract for service know that they have the 

right to submit a complaint; 
• ensure employees have a range of ways to report sex-based misconduct, including anonymously  
• ensure processes and systems for reporting and responding to sex-based misconduct are fit for 

purpose and regularly reviewed; 
• train key employees to receive sexual harassment concerns and complaints from other employees 

and give support (i.e.. perform the role of sexual harassment contact persons); 
• make sure employees know how to internally and externally report sex-based misconduct, 

including what support and advice is available, and their rights to representation; 

• provide employees who believe they have been sexually harassed with a range of options to 
address the issue; 

• provide a supportive environment to those who believe they have been sexually harassed and to 
the alleged harasser; 

• treat all parties fairly/impartially while allegations are dealt with; 

• promote informal solutions before formal actions where appropriate; 

• where possible, repair the working relationship and promote positive work  values; and 

• endeavor that this Policy is visible to all employees, visitors and     customers. 

 

Managers should: 
• personally demonstrate appropriate and professional behaviour at all times in the workplace; 
• intervene early to call out and deal with any unreasonable or inappropriate behaviour before it 

escalates; 
• take prompt action in response to any report of sex-based misconduct; 
• seek feedback from the complainant as to how they wish to deal with the situation; 
• depending on the circumstances, where appropriate, look for other solutions before escalating an 

issue to higher levels (e.g., investigation); 
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• provide a supportive environment to those who believe they have been sexually harassed and the 
accused; 

• treat all parties fairly while allegations are dealt with; 
• record and investigate complaints impartially and in line with the Club’s policies and process. 
• understand their obligations in accordance with relevant legislation. 
• promote this Policy; and 
• identify and assess risk factors for discrimination, sex-based misconduct and victimisation. 

 
Employees will: 

• comply with this Policy and not engage in any sex-based misconduct 
• understand what sex-based misconduct is; 
• challenge inappropriate behaviour if they feel safe to do so or otherwise report it to their manager 

immediately; 
• immediately tell their managers or a sexual harassment contact person if they experience or see 

any sex-based misconduct – if the manager is the alleged perpetrator, then advise the HR manager 
or an Executive Manager; and 

• follow the Club’s processes when reporting sex-based misconduct. 
 

Procedure 
 

Any worker who is the subject sexual harassment in the workplace must notify the Operations 
Manager, so that an investigation can be conducted, and appropriate action taken. 

 
Any employee who witnesses another employee being subjected to sex-based misconduct in the 
workplace must: 
 
1. challenge the behaviour if they feel safe to do so; and 
2. notify the Human Resources Manager, so that an investigation can be conducted, and 

appropriate action taken. 
 

If you are unsure whether the conduct is sex-based misconduct or not, you can discuss it further with 
the Operations Manager. 

 
If the complaint involves the Operations Manager, then the worker may take their concerns to the 
Clubs’ Chief Executive Officer. 

 
Breach of this policy 

 
The Club has a zero tolerance to sex-based misconduct. Any worker who breaches this Policy, or who 
makes a false sexual harassment claim may be subject to counselling and/or disciplinary action, which 
may include termination of their employment for misconduct or serious misconduct. 

 
Review of this policy 

 
This Policy may be amended or replaced at any time. If necessary, further changes and actions may 
be introduced to ensure that sex-based misconduct is prevented and controlled. 

 
Disclaimer 

 
This Policy does not form part of a staff member’s contract of employment. The Club may amend this 
Policy at any time. 
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For more information – internal and external options 
Internal 
 
Operations Manager – Operations.Manager@mdclubs.com.au  
 
External 
 
Australian Human Rights Commission:  
• website: www.humanrights.gov.au 
• phone: 1300 656 419 
Fair Work Ombudsman:  
• website: www.fairwork.gov.au 
• phone: 13 13 94 
Anti-Discrimination NSW 
• Website: www.antidiscrimination.justice.nsw.gov.au 
• Phone: 1800670812 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:Operations.Manager@mdclubs.com.au
http://www.antidiscrimination.justice.nsw.gov.au/
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At the Murray Downs Golf & Country Club Limited we have a House Policy on the Responsible Service 
of Alcohol. It is the responsibility of every Employee to ensure that we are not breaking the law by 
allowing underage drinking or supplying liquor to an intoxicated person. 
 
17.1 Under Age Drinking 

 
The only proof of age we will accept in NSW is: 
 
• Passport; 
• A Current Photo Drivers License; and/or 
• Photo proof of age. 
 
The only proof of age we will accept in VIC is: 
• Passport; 
• A Current Photo Drivers License; 
• Photo proof of age and/or 
• Keypass Card. 
 
If you are in doubt, always check. It is better to be over cautious than to break the law and place the 
trading license of the club at risk. If a patron causes a fuss, politely explain that by law it is your 
responsibility to check, and if they don’t have ID, you cannot serve them. 
 
 
17.2 Intoxication 
By law it is an offence to sell or supply liquor to any person who is at that time in a state of 
intoxication. 
The state of intoxication can be described as a state in which through intoxicating liquor a person has 
severely lost the normal control of his/her bodily and mental faculties. 
 
Our policy in no way limits people’s choice to drink and enjoy themselves. We want all patrons to 
enjoy themselves. What we don’t want to do is allow people to drink to excess and place themselves 
and other patrons at risk. 

17. Responsible Service of Alcohol 
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17.3 Indications of Intoxication 
Following are some guidelines for employees in determining indications of intoxication. 

A person who is intoxicated may display one or more of the following: 

A noticeable change in behaviour, for example: 
• Becoming loud, boisterous or disorderly; 
• Becoming bad tempered or aggressive or using offensive language; 
• Becoming physically violent; 
• Becoming incoherent, slurring or making mistakes in speech; and 
• Becoming argumentative. 
• A lack of judgment, for example: 
• Being careless with money; 
• Annoying other persons and employees; 
• Exhibiting inappropriate sexual behaviour; and 
• Drinking quickly. 

 
Clumsiness and loss of co-ordination, for example: 

• Swaying and staggering and difficulty in walking straight; 

• Falling down; 

• Bumping into furniture and other patrons; 
• Spilling drinks; and 
• Difficulty in picking up change. 

 
Decreased alertness, for example: 

• Drowsiness or dozing or sleeping while sitting at a table; 
• Rambling conversations; 
• Loss of train of thought; 
• Difficulty in paying attention; 

• Not hearing or understanding what is said; and 
• Glassy eyed and lack of focus. 
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17.4 Refusal of Service 

• Consult with the Supervisor before refusing service to any patron; and 
• Supervisor will be responsible for refusal of service 

 
If service is refused the Customer must be asked to leave the premises. If they refuse, the Duty 
Manager/Supervisor will contact the Police. 

 
Always do everything in our power to ensure the safety of the patron leaving. 

 
There are times when you are required by law to refuse admission to the premises or the service of 
liquor to patrons e.g. where a person is intoxicated, or you suspect the patron is under 18. 
When you refuse entry or service to a patron, you should be sure of your reasons for the refusal. 
These reasons must not be discriminatory (race, sex etc). 

 
Do’s and Don’ts for Professional Refusal of Service: 

 
• Do not refuse service to a patron unless you have cleared it with the Duty 

Manager/Supervisor; 
• Don’t call the patron a “drunk”. Warn them politely that their behaviour is unacceptable; 

• Don’t raise your voice. If they raise theirs, lower yours; 

• Don’t be persuaded to give them “one last drink” after you have stated that they have had 

enough; 

• Do be polite – avoid value judgments and arguments; 

• Do point to signs/posters behind the bar to reinforce your decision; 

• Do explain the reasons for refusal of service e.g. continued bad language etc; 

• Do ask the patron to leave. Make sure they leave the premises safely and don’t hang around 

outside (see Ejected Patrons below); 

• Do call the Police if a patron refuses to leave, if they are intoxicated, violent or disorderly; 

and 

• Do enter incidents relating to refusal of service in the Incident Book. 

(There is now an on the spot fine of $550.00 for refusing to leave a premises) 

Remember – Be Reasonable and Use Common Sense. 
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17.5 Ejection of Patrons 
Patrons who are ejected from licensed premises must not re-enter or attempt to re-enter the 
premises within 24 hours. They must also move more than 50 metres away from the premises and 
not re-enter the 50 metre vicinity within 6 hours. The new regulations state that when ejecting a 
patron the employee must advise them of the following: 

 
 

“you are required by law to move more than 50 metres away from our premises and you 
cannot return for at least 24 hours. 

 
If you fail to comply you commit an offence and the police may take action.” 

 
 
 

17.6 House Policy for Responsible Service of Alcohol 
The Murray Downs Golf & Country Club Limited (Murray Downs Golf & Country Club & Swan Hill 
Club) has a policy to serve our patrons in a responsible, friendly and professional manner.  
Our employees are on hand, to assist patrons in their decision to drink in moderation and where 
appropriate to help avoid the dilemma of combining drinking with driving. The Club provides a 
courtesy bus service on four nights of the week and taxi phones are available or the staff will call a 
taxi any night of the week. 
 Employees will not serve any person under the age of 18 years, or any patron to intoxication. If 
staff are unsure of a patrons age they will ask for ID. 

 
Our aim is to provide all patrons with a venue for enjoyment and relaxation where no violence or 
misbehaviour is accepted. 
 
Our policy in no way limits people’s choice to drink and enjoy themselves. We want all patrons to 
enjoy themselves. What we don’t want to do is allow people to drink to excess and place themselves 
and other patrons at risk. The Club will not encourage or engage in excessive drinking promotions. 
 
The Management wishes to encourage patrons to inquire about our range of low and non-alcoholic 
drinks and to be aware that food is available within our premises. 

 
All Gaming, Beverage and Security Employees must complete the accreditation in the Responsible 
Service of Alcohol. 

 
Drink Spiking 
The Murray Downs Golf and Country Club Limited pursues excellence when considering providing a 
safe drinking environment, and will take all practical measures to monitor the following: 

• Patron drinks being left unattended. 

• Predatory behaviour(s) from patrons. 

• Attempts to order double shots, and/or add further alcohol from drinks while ordering from 

staff. 

• Acceleration in symptoms commonly associated with intoxication or drug use. 

• Strangers offering patrons drinks. 

 
Educational material is used throughout the club, and assistance is provided to possible victims with 
first aid made available. Furthermore, a safe place to rest with trusted friends or staff will be 
provided. 
Police and Ambulance will be called immediately if deemed necessary. 
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17.7 RSA & RCG Certificates in NSW 
As of 22 August 2011, any person completing an RSA and / or RCG course will also need to hold a 
photo ID competency card. 
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After the course is run, an interim certificate will be issued and is valid for 60 days from the 
completion date. Once the courses are complete the applicant must visit the post office and pay for a 
competency card, one card will cover both RSA and RCG, and the cost of this is $100. 

 
We do not need to keep a copy of this card on file nor a copy of the interim certificates. 

 
 

17.8 Gaming License, RSG & RSA Certificates in VIC 
Each person involved in the service of alcohol will be required to hold a RSA certificate. Certificates 
are valid for 3 years. 

 
Any person involved in the service of gambling must hold both an RSG certificate (valid for 3 years) 
and a Victorian Gaming Industry Employees License (valid for 10 years). 

 
Note: Copies of the registers are at each venue. The Swan Hill Club register can be located in the 
office behind the change counter, and Murray Downs register is located in the reception cupboard 
behind the reception desk. 

 
 
 
 
 
 

18.1 Responsible Conduct of Gaming 
Murray Downs Golf & Country Club Limited (Murray Downs Golf & Country Club & Swan Hill Club) 
is a responsible Gaming Venue and will be seen to be responsible. We have in place a Self- 
Exclusion Scheme if any one wishes to be excluded from any part of the Club, in regards to Gaming 
please ensure that you follow this up by speaking to the Supervisors on Duty or the Gaming 
Operations Manager. 

 
 

18.2 Club Safe Financial Policy 
The following information describes the procedures and policy that this organisation has adopted 
with respect to financial transactions. The purpose of the policy is to create an environment in which 
patrons are encouraged to act responsibly in relation to their financial transactions as they relate to 
gambling activities at this organisation. 

 
ATM 
Automatic teller machine (ATM) is located in the Foyer at Murray Downs Golf & Country Club. 
Cashpoint machine located in the foyer at Swan Hill Club. 

 
Credit 
Cash advances to patrons will not be provided for any purpose, e.g. “IOU” will not be accepted in 
exchange for cash for any purposes. 

 
Cheques 

• Can only be cashed for patrons that are financial members of this Club; 
• The maximum value of a cheque that can be cashed is $400.00; 
• Only one cheque per day can be cashed; 
• Only cheques made payable to the Murray Downs Golf & Country Club will be exchanged for 

cash; 
• The management reserves the right to refuse cashing a cheque; 
• This organisation will present every cheque to the financial institution with 2 working days; 
• Patrons who present a cheque, which is subsequently dishonoured, will not be permitted to 

cash any further cheques. 

18. Responsible Conduct of Gambling/ Gaming Code of Practice 
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Prize Winnings 
• Up to $1,999 in Victoria and $5,000 in NSW can be claimed in cash. The remaining balance of 

the prize will be paid by electronic bank transfer made payable to the patron; 
• If the patron requests the total winnings to be paid by cheque the Club must comply with 

this request; 
• For safety of players, this organisation can arrange for transport home for winners of major 

prizes. 
 

18.3 Responsible Provision of Gambling Policy Statement 
 

Murray Downs Golf and Country Club acknowledges the responsibility and privilege of holding a 
license to operate gaming machines and other forms of gambling within the state of New South 
Wales. Our venue encourages the responsible use of gambling facilities within the Club and abides by 
the Club Gaming Code of Practice. 
 
Policy Statement 
The Board of Murray Downs Golf & Country Club have formally adopted the following policy 
statement and will always: 

• Ensure the provision and use of gambling products occur in a safe and enjoyable manner; 
• Murray Downs Golf & Country Club will prioritise customer welfare and sustainable gambling 

activities; 
• Murray Downs Golf & Country Club will adopt responsible gambling and harm minimisation measures 

in accordance with the Club Gaming Code of Practice; and 
• Murray Downs Golf & Country Club will promote the social and economic benefits of responsible 

gambling and the gaming industry. 
 
Club contacts 

Company Contact Phone Email 
Murray Downs 
Golf & Country 
Club 

Mark Parry 05 5033 1422 ceo@mdclubs.com.au 

Responsible 
gambling 
provider 

ClubsNSW  
ClubSAFE (EAP) 

1300 730 001 
0437 784 821 

 
Jsingle@clubsnsw.com.au 

GambleAWARE 
NSW 

GambleAWARE 
NSW 

02 9995 0992 info@responsiblegambling.nsw.gov.au 

Local Counselling 
Service 

Mallee Family 
Care 

(03) 5032 4479 mfc@malleefamilycare.com.au 

Licensing Police Deniliquin Police 
Station 

(03) 5881 9299  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:info@responsiblegambling.nsw.gov.au
mailto:mfc@malleefamilycare.com.au?subject=Flood%20Support%20Enquiry%20from%20Mallee%20Family%20Care%20Website
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18.4 Anti-Money Laundering and Counter-Terrorism Financing Act Policy 
 

Murray Downs Golf and Country Club Limited (Murray Downs Golf & Country Club and Swan 
Hill Club) is committed to the Anti-Money Laundering and Counter Terrorism Financing Act 
2006 - Gambling Services. 

 
Employees of the Murray Downs Golf and Country Club Limited are subject to the provisions of 
the act. 
Mark Parry is the designated Compliance Officer. 
Murray Downs Golf and Country Club Limited is considered to be a Low Risk business. 

 
Accordingly the organisation will: 

• Comply with state based legislative requirements for gaming machine operations. 

• Appropriate staff, typically gaming floor staff, are to be trained to be alert to possible 

suspicious behaviour. 

• In the event of a suspected incident, review appropriate records [e.g. payout 

records, sign in records]to assess whether abnormal behaviour can reasonably be 

suspected. This may require some use of “local” knowledge to arrive at a justifiable 

conclusion. 

• If considered necessary and if surveillance information is available conduct a review 

for possible “suspicious behaviour”. 

• If considered necessary and if player tracking information is available conduct a review 

of “suspicious behaviour”. 

• Prepare and submit a suspicious activity report. 

• The Compliance Officer will oversee completion, dispatch and storage/security/privacy 

of any suspicious activity reports. 

 
A suspicious activity report is likely to seek the following information: 

 
• A description of the ‘reasonable grounds’ used to form the suspicion 

• If known, the full name address and telephone number, occupation, citizenship, of the 

individual and the documentation used to establish the identity. 

• If the identity is not known then the description of the person and availability of any 

video information or other documentation that could be used in assisting to identify 

the individual. 
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18.5 AML/CTF Bans Policy 

 
Murray Downs Golf & Country Club must ban any persons suspected of money laundering and log a 
Suspicious Matter Report with Australian Transaction Reports & Analysis Centre (‘AUSTRAC’). 
 
We have the following procedure in place when dealing with any persons suspected of money 
laundering: 
 
1. Members of the club suspected of money laundering: 

o remove the Player from the club; 
o take steps to ban the Player from the club for conduct unbecoming of a member; and 
o report the relevant details of that Player to AUSTRAC and NSW Police. 

2. Non-members of the club suspected of money laundering: 
o remove the Player from the club; 
o issue the Player a notice that they are no longer permitted to enter the club; and 
o report the relevant details of that Player to AUSTRAC and NSW Police. 

 
 

18.6 Minors in gaming areas policy 
 
Murray Downs Golf & Country Club complies with section 52 of the Gaming Machines Act 2001 
(NSW) which prohibits minors from being in a gaming area of a club. 
 
Murray Downs Golf & Country Club displays the appropriate signage concerning persons under 18 
outside of any gaming areas. 
 
If a person under 18 years of age is observed in a gaming area of Murray Downs Golf & Country Club, 
staff are aware that the minor is to be removed immediately. If a person is suspected of being under 
18 years of age, such person may be requested to produce documentary evidence of age. 
 
Murray Downs Golf & Country Club will ensure that staff induction and training provide information 
about which areas of the club are age-restricted areas (including gaming areas) and the relevant 
procedure if a person suspected of being under 18 years of age is observed in these areas. 
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19.1 Self-Exclusion 
The organisation has a Self-Exclusion Policy in place. When approached by a patron whom wishes to be 
banned from the club because of a problem with gambling or alcohol, explain that we have a Self-Exclusion 
procedure. 

 
• Assure the patron that the matter will be treated with confidentiality and the organisation takes its 

patrons' well-being seriously; 
• Refer the patron to the Manager on Duty who will offer the patron printed material about counseling 

and self-exclusion; 
• Self-Exclusion cannot be imposed at their request of a third party; 
• Record the request for the self-exclusion in the incident register; 
• If the patron does not wish to proceed with the Self-Exclusion Program it is necessary to record this 

information in the Incident Register; and 
• At all times employees are reminded that all matters concerned with the patron are to be treated 

with the utmost confidentiality. 
 

Patrons can now self-exclude from multiple venues in NSW. 
 
 
 

19.2 Third Party Approach 
When a patron requests a self-exclusion for their spouse/friend etc.: 

 
• Request for the Manager on Duty who can approach them regarding the self-exclusion 

procedures of the organisation; 
• The Manager then will inform the patron of the legal issues associated with a Third Party Exclusion and 

that they have no legal right to exclude patrons on the advice of someone else; 
• The Manager on Duty will discuss the range of services/counselorsthat they can attend; 
• Tactfully provide the patron with the information about community support in the area and a Player 

Information Brochure; 
• Avoid being judgmental. Record the incident in the Incident Register; and 
• Respect the privacy of all patrons involved in the incident. 

Where possible all such matters should be referred to be dealt with by the following Senior 

Management:  

 Mr. Mark Parry  Chief Executive Officer 
Mr. Blaede Hawkins  Operations Manager 
Mr. Dwayne Grey  Group Operations Manager 

19. Club Self Exclusion Policy 
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20. Club Entry / Membership         
 

It is important that all employees have an understanding of the rules of membership and entry to the 
organisation. 

 
 

20.1 Entry requirements for Non-Members 
Non-members under the age of 18 years are not permitted to register as a temporary member or be 
registered as a guest of a Member under any circumstances. (It is illegal to do so). 

 
They may enter the Club to attend the Dining Room under supervision of a member who is a 
responsible adult (loco parentis). 

 
Non-members over the age of 18 years who wish to enter the club on any day must register as a 
temporary member provided they live outside a radius of 5km from the Murray Downs Golf & 
Country Club, or 10km from the Swan Hill Club. 

 
Persons residing within five (5) kilometres of the Murray Downs Golf and Country Club, shall not be 
introduced as a visitor, unless they are a Full member of another registered club who at the invitation 
of the committee attend the premises for the purpose of participating in a game or sporting 
competition conducted by the club. 

 

Persons residing within ten (10) kilometres of the Swan Hill Club, shall not be introduced as a visitor, 
unless they are a Full member of another registered club who at the invitation of the committee 
attend the premises for the purpose of participating in a game or sporting competition conducted by 
the club. 

 

Non-members who live within 5km from the Murray Downs Golf & Country Club and 10km from the 
Swan Hill Club, may become a provisional member immediately by completing an Application for 
Membership and paying the prescribed fee. 

 
 

21. Work Health and Safety          
 
 

21.1 Work Health and Safety Policy 
 

Murray Downs Golf & Country Club Limited’s commitment towards the health, safety and welfare of 
all our workers (employees and contractors), clients and visitors is a critical part of our business. We 
recognise and accept responsibility towards ensuring the health, safety and welfare of all persons 
working for or affected by our business. 

 
Appropriate resources (inclusive of time, finances, people and equipment) are available to provide 
and maintain for the physical and psychological wellbeing of all our workers and those impacted by 
our activities. 

 
Management will demonstrate through system development, implementation and review, 
compliance with current Legislation, Standards and Codes of Practice. WHS will form part of all 
business planning and decisions. Management will also establish and monitor health and safety 
objectives and targets so that we can be assured that our obligations are continually met and 
improved. 
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All Officers and Managers will be responsible for the implementation, management and review of all 
matters dealing with the health and safety of all persons under their control or affected by their 
business activities. 

 
All workers and visitors will be expected to demonstrate a willingness to embrace the concept of safe 
work practices and a healthy and safe working environment. Workers will be required to work in a 
healthy and safe manner and support others to do so. 

 
Education, provision of information, training and supervision of all workers on health and safety issues 
is considered to be a natural course of employment, and all workers will be required to embrace this 
concept. 

 
This policy will be reviewed annually and as required in consultation with relevant parties.  

Signed for and on behalf of the Murray Downs Golf & Country Club Limited by 

 
Mark Parry 
Chief Executive Officer 

 
 

21.2 WHS Responsibilities 
 

Everyone has responsibility for working in a healthy and safe manner and environment. While the 
Business and Management is committed to providing the systems and resources, we rely on all of our 
workers to ensure that WHS is part of everything we do from planning to acting. Workers are 
required to comply with all Policies, Procedures, complete all necessary documents, report all 
incidents and hazards and follow all reasonable instructions. This ensures everyone is healthy and 
safe while at work. 

 
 
 

21.3 Consultation and Communication (including Health and Safety Reps) 
 

Consultation is a legal requirement that involves a variety of mechanisms and processes. These can 
include formal and informal communication via meetings, emails, face to face, phone conversations 
and use of noticeboards, newsletters and memos. It is based on the recognition that worker input 
and participation improves decision making, engagement and outcomes for workplaces. 

 
Health and Safety Representatives (HSRs) are one way to assist with consultation within a workplace. 
A HSR is a person elected by the members of a Designated Work Group to represent them in WHS 
matters. HSRs should follow local State legislative requirements. 

 
The CEO is responsible for establishing and verifying effective consultation arrangements with 
workers (including contractors and others) on WHS Matters. 

 
Managers are responsible for the following: 

• Ensure that consultative arrangements are implemented, monitored and reviewed; 
• If relevant (i.e. HSRs present), ensuring HSRs are appropriately trained and supported; 
• Ensure that meetings are undertaken in accordance with the agreed schedule; 
• Ensuring meetings agendas and minutes are disseminated to necessary parties in agreed 

timeframes; 
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All workers are to contribute to effective consultation (including communication) and supporting any 
consultative mechanisms in place i.e. attendance and constructive contributions at meetings, 
reporting issues as they arise and reading meeting minutes and other information as necessary that 
impacts on WHS. 

 
The Murray Downs Golf and Country Club Limited (MDGCC) is considered one PCBU (Person 
Conducting Business Undertaking) with the following Designated Work Groups and number of HSR’s: 

• MDGCC Club 2 HSR’s 
• MDGCC Pro Shop 1 HSR 
• MDGCC Course 2 HSR’s 
• Swan Hill Club 2 HSR’s 

 

As well as utilising some of the above mentioned communication mechanisms, the Organisation will 
conduct fortnightly Department Head Meetings with WHS as a set agenda item and HSR’s 
encouraged to attend this part of the meeting. 

 
 

The organisation will also appoint an employee as the Senior Health and Safety Representative. This 
person will be required to complete the 5 day WHS training program. 

 
Work Health Safety Meetings will be held by the Senior Health and Safety Representative at a 
minimum of two times every year (proposed once in February and once in August each year). 
Mandatory attendance at these meetings is required by: 

• the Senior HSR; 
• all nominated HSR’s, and; 
• The Operations Manager. 

 
Optional attendance to these meetings will include: 

• the Chief Executive Officer, and 
• the Group Operations Manager. 

 

WHS inspections of every work group within our workplace must be undertaken every year to ensure 
that our business is compliant and safe. These will be conducted at the following time intervals: 

• Course and bowl’s locations – Every 2 months 
• Club and Common Areas at MDGCC & SHC – Every 3 months 
• Administration at MDGCC & SHC – Every 4 months 

 
 
 

21.4 Equal Opportunity and Respectful Behaviours 
 

Everyone deserves the right to be treated with respect, dignity and work in a healthy and safe 
environment. To achieve our values of honesty, excellence and community involvement, we need to 
ensure people are offered opportunities based on be being able to meet the inherent requirements 
of a position, raising issues in a timely manner with the appropriate person in an appropriate way i.e. 
confidentially if needed. If the culture is one of support and positivity our staff and general 
community will benefit from this. 
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21.5 Incident Reporting and Investigation 
 

All incidents (regardless of if damage occurred or not) are to be reported immediately. WHS aims to 
prevent death, injury and illness and the system cannot do this if incidents are not reported before 
and when they do damage or harm. 

 
Following an injury or illness, the staff member should report this immediately to their Duty Manager 
or Supervisor. They will decide if First Aid or other treatment is required and if the staff member can 
continue to work. The Incident Report is to be completed at the time of report and/or after 
treatment. 
 
All staff and contractors are required to complete the appropriate Incident Report and contribute 
honestly in an investigation if required.  
 
21.6 First Aid 

 
Staff who wish to act as First Aid Officers must ensure: 

• A genuine interest in first aid 
• Voluntarily appointed to the role 
• Able to be called away from their ordinary work at short notice 
• Free to carry out the role as necessary 
• Spend the majority of their time in their specific work area 
• Able to be released to undertake training in order to maintain skill levels 
• Relate well to other workers 
• Have the capacity to deal with injury and illness 
• Should be prepared to be immunised against Hepatitis B and any other standard 
• /recommended disease (paid for by the Organisation) 
• Commitment to undertake regular training and information sessions. 

 
Each area and shift must be aware that in the event that first aid is required, they are to contact the 
Duty Manager or Supervisor immediately. 

 
First Aid Officers will be considered appropriately qualified provided they; 

• Complete a first aid certificate, minimum Level 2 First Aid; 
• Renew their first aid certificate every 3 years; 
• Attend a cardiopulmonary resuscitation (CPR) training session at least once per year. 

 
The cost of attendance at training courses will be met by Murray Downs Golf and Country Club. 

 
All First Aid Officers must be offered and encouraged to complete Hepatitis B immunisation as they 
may be inadvertently exposed to risk while assisting a patient. There may be other recommended 
immunisations as per relevant health authorities.  
 
First aiders must record all treatment (however minor) on the Incident Report Form. 
The form will then be forwarded to the Operations Manager. For privacy reasons, completed forms 
must not be kept in the First Aid Kit. 

 
First Aid Kits must be accessible at all times (e.g. not located behind a locked door or in a locked 
cupboard). 
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The contents of first aid kits will need to vary depending on the nature of the hazards in the area as 
indicated by the first aid assessment. 

 
The First Aid Officer treating the patient will decide with the patient (if able) and Management, the 
quickest and safest way to transport a patient to a hospital or medical care. Usually this will be an 
ambulance, however there will be exceptions and more appropriate methods at times. 

 
The First Aid Coordinator must ensure that the stocks of all first aid kits (including vehicle first aid 
kits) are maintained and that out of date stock is replaced as necessary. This duty may be delegated to 
another first aider if more practical in a given area. 

 
Records of checking of the contents of first aid kits must be maintained with the date and the 
signature of the person checking the kit should also be recorded on a sticker affixed to the kit 

 
For certain specific hazards and health concerns, e.g. asthma, anaphylaxis, burns and eye injuries, 
additional kit modules will be required. These modules should be marked appropriately and stored 
(preferably in a separate compartment) within the first aid kit. 

 
Counselling is available to first aiders who are affected by their duties. Counselling can be provided by 
our Employer Assistance Program Provider which can be organized by any Operations Manager or the 
CEO. 
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Ensure own health and safety 

Tend to the injured or ill person/s 

Obtain first aid assistance 

Remain with the person until assistance 
arrives 

First Aider administer first aid or assist 
injured person to hospital or arrange 

transportation if required 

First Aider to complete First Aid 
Treatment Form 

Injured person to complete an Incident 
Report if able 

Investigation for incident to be 
completed (Refer to Incident Report and 
Investigation Procedure). All items are 

to be entered into Database 

END OF ISSUE 

First Aid Procedure 
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21.7 Workers Compensation and Recover At Work (RAW) 
 

Murray Downs Golf and Country Club are committed to: 
• Prevention of injury and illness by providing a safe and healthy environment for all employees. 

 
• To ensure that a return to work as soon as possible after an injury is a normal practice and 

expectation. 
 

• To ensure that the Recover at Work process is commenced as soon as possible after an injury, in 
a manner consistent with medical advice. 

 
• To assist injured employees return to suitable duties/employment where possible, as an integral 

part of the rehabilitation process. 
 

• Consultation with employees, treating health practitioners and where applicable any industrial 
union representing them to ensure that rehabilitation of any injured employee works 
effectively. 

 
• Participation in a Recover at Work program will not, of itself, prejudice an employee. 

 
Our Recover at Work Coordinator is the Operations Manager. 

 
Our coordinator is responsible for maintaining the efficient operation of this policy and program and 
co-ordination and development of individual Recover at Work plans for each employee, as the need 
arises. 

 
When an injury or illness does occur, our Recover At Work Coordinator will determine if a 
Rehabilitation Provider is required; i.e. where the injured or ill employee is likely to be off work for 
more than a short period, our Recover at Work Coordinator agrees to seek advice about accredited 
occupational rehabilitation care by contacting one of the following: 

 
1. Our accredited rehabilitation provider 
2. An accredited rehabilitation provider nominated by the injured worker 

 
The following steps will be taken to: 

a. Develop individual Recover at Work plans for injured workers 
b. Make sure each case is appropriately managed 

 
 

Finding Suitable Duties 
When and if the injured/ill worker is, according to medical judgment, well enough to return to work 
on suitable duties, our Recover at Work Coordinator agrees to discuss with an accredited 
rehabilitation provider whether duties could be found at this workplace and if not what other 
options are available. Suitable duties may mean a change in job and /or hours and where retraining 
is necessary it will be provided. This will be discussed with you and your representative (if necessary 
or requested). 
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Consultation 
Murray Downs Golf and Country Club agree to consult with employees (and where applicable any 
industrial union representing them) regarding any arrangement for the return of an injured 
employee on suitable duties and on the general conduct of rehabilitation activities. The Recover at 
Work Coordinator will discuss any aspect of this policy and program by appointment. This policy and 
program shall be reviewed every 3 years. Any changes that result shall be advised to you and 
displayed on your notice board. 

 
Disputes 
We agree to consult with the employee (and where applicable any industrial union representing 
them) on disputes and to contact the relevant regulatory authority where applicable if unresolved. 

 
Signed for and on behalf of the Murray Downs Golf & Country Club Limited by 

 
Mark Parry 
Chief Executive Officer 

 
 

21.8 Falls prevention 
 

Falls can be from height at a different level to you or the same level you are standing on. Falls include 
tripping and slipping and also objects falling off an edge or from height. 

 
All employees are to assess if they can slip, trip or fall onto a surface or from something i.e. a ladder, 
stairs etc. All floors and other surfaces, particularly walkways, are to be clean, and free of hazards. 
Ladders are never to be used without permission or when working alone i.e. a spotter is to be 
present. 

 
Working at a height where you can fall greater than 2 metres, requires training, permission and a 
working at heights permit. 

 
 

21.9 Chemicals 
 

This procedure is inclusive of purchasing, receipt of, use, storage, clean up, emergency response and 
disposal of Chemicals. 

 
Employees have an obligation to: 

• Work within their stated role to take reasonable care for their own and others health and 
safety. This includes following instructions and procedures, including the SDS. 

• Not place themselves or any other workers or others at risk (i.e. during use, storage, clean up 
and disposal), and 

• Not act intentionally or recklessly in their acts or omissions regarding health and safety. 
 

Prior to chemicals/substances being used in the workplace, the Club will ensure a Safety Data Sheet 
(SDS) is made available to all person/s using or exposed to the substance. In the case of those 
bringing Chemicals/Substances onto site, these people will be responsible for supplying an up to date 
SDS. 
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No substances are to be brought onto site without a current SDS and approval by the relevant 
Manager in consultation with the CEO/HSR for that workgroup. All substances to be brought on site 
will be listed in the Chemical Register. 

 
The Chemical Register will be reviewed annually to ensure that all SDS are current and do not exceed 
five years of age. If so, new ones will be requested from the supplier. 

 
Storage 

• All storage and use of chemicals / hazardous substances will be in accordance with the SDS. 
• All chemicals / hazardous substances will be stored in their original containers with the label 

intact at all times. 
• Chemicals / hazardous substances of any quantity will not be stored in amenities, container 

sheds or offices. 
 

Use 
Prior to using the chemical all employees involved in its use will be provided with adequate 
information and training to allow safe completion of the required task. Confirmation of this training 
will be provided by a sign-off on the appropriate Induction Checklist. If PPE is supplied, the PPE 
Register will be completed and appropriate training in use and maintenance provided. 

 
Clean up and Disposal 
• At all times the SDS is to be followed in the clean-up and disposal of chemicals. 
• If required, a spill kit will be on site and maintained for use in emergency spills. 
• The Chemical Register is also to be implemented and reviewed with the Emergency 

Management Procedure and when doing practice evacuations. 
• Training in clean-up and disposal of those affected workers is required. 

 
21.10 Electrical Safety 

 
Testing of electrical equipment is undertaken to determine electrical safety by a qualified person. 
Tags are a record of this testing and should have a valid test date, that is within the period, and the 
name of the person or company who tested the equipment. This process must meet current 
Australian Standards and is the responsibility of the person engaged to conduct this service to 
comply. 

 
Only electrical equipment and cords that are tested and tagged are to be used. Employees are 
required to immediately report any faulty equipment. 

 
 

21.11 Contractors 
 

Contractors pose a large risk to health and safety due to the activities they undertake and tools they 
use. All contractors are to be insured, suitably qualified, inducted on our sites, sign in and out on 
every occasion, work safely and follow site rules and instructions. 
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21.12 Conduct at “Work Related Events” Policy 
 

OBJECTIVE 

The objective of this policy is to ensure that all employees are aware of their obligations when 
attending (work related events or non-work sanctioned events that involve gatherings of employees 
that work with the same employer). Also for the Club (Employer) to ensure, as far as is reasonably 
practicable, the health, safety and welfare of its staff when attending such events. 

 
SCOPE 

“Work related events” and “non-work sanctioned events” includes events on Club premises or off- 

site, attendance at a work-related conference (whether domestic or international) or function, and 

attendance at any other work-related event, including retreats and social events. 

 
When booking a non-sanctioned work event where a number of employees from our organisation 
will gather, at no time is the booking to be made in the name of “Murray Downs Golf & Country 
Club”, or “Swan Hill Club” . 

 
Employees have a responsibility to take reasonable precautions for their own safety and health and 
that of others. They are expected to behave in such a way that is free from harassment and other 
abusive behaviour. Employees should avoid becoming so intoxicated that their behaviour becomes a 
hazard to themselves, or others. 

 
Furthermore, employees are considered to be representing the Club when attending work related 
events, and to some degree non-sanctioned work events. In order to ensure an appropriate public 
image, all staff are expected to maintain a professional standard of behaviour when attending these 
events and ensure at all times that their behaviour does not compromise the reputation of the Club 
in any way. 

 
PROCEDURE 

Any member of staff who is the subject of harassment or abusive behaviour at a work related event 
even if the event was non-sanctioned by the club, must notify the CEO or Operations Manager and 
confirm it in writing, so that an investigation can be conducted and appropriate action taken. 

 
Any employee who witnesses another employee being subjected to abusive behaviour/harassment 
or behaviour that may damage the Club’s reputation at any event mentioned above must notify the 
CEO or Operations Manager, and confirm it in writing, so that an investigation can be conducted and 
appropriate action taken. 

 
If the complaint involves the CEO or Operations Manager then the employee may address their 
concerns to the Club’s President. 

 
BREACH OF POLICY 

The Club has an obligation to consistently apply and enforce this policy. Equally, staff must comply 
with this policy. Any employee who breaches this policy shall be subject to counselling and/or 
disciplinary action which may include termination of employment. 
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22. Needle & Syringe Handling Policy         
 

Employees are required to take the utmost care when required handling hypodermic needles or 
syringes. 

 
Please adhere to the following procedure, which will minimize the possibility of injury or infection: 

 
PROCEDURE 

o A puncture proof glove should be worn on the hand that you intend to use to pick up the 
syringe or use long handle tongs. 

o Never touch the sharp end of the needle, pick up the syringe by the barrel end. 
o Do not try to replace the cap on the needle. 
o Put the needle and syringe in a Sharps Bin which can be found in each toilet 
o Do not put needles and syringes down toilets and drains. 

 
 

WHAT IF I INJURE MYSELF 
o Wash the affected area with warm soapy water. DO NOT encourage the wound to bleed by 

gently squeezing it. 
o Retain the needle/syringe and report the injury to the Supervisor immediately. 
o The employee, together with the actual needle/syringe should be taken immediately to the 

hospital or to see your doctor. 
o Complete a workplace incident form immediately. 

 
For further information about disposal, HIV or drug use, contact DIRECT LINE on 1800 136 385. 

 
 
 

23. Employment Assistance Program         
 

At Murray Downs Golf & Country Club Limited we are committed to providing a work environment, 
which is pleasant for employees to work in and which is conducive to good workplace relations. 

 
This policy is aimed at ensuring that employees are aware that assistance is provided through 
Supervisors and Management but more importantly that assistance is available from trained 
professionals for problems of a personal nature. 
 
Mallee Family Care are able to assist with a number of personal matters, see 
www.malleefamilycare.org.au – Services – Swan Hill. 
 
Those experiencing mental health issues are encouraged to see their Doctor, or alternatively, call the 
Loddon Valley Mental Health Triage on 1300 363 788. 

 

http://www.malleefamilycare.org.au/
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Murray Downs Golf & Country Club Limited is subject to the provisions of the Privacy Act 1988. 
The Act contains 10 National Privacy Principles that set standards for the handling of personal 
information. The organisation has a commitment to privacy and the safeguarding of member, 
visitor and employee personal information. 

 
Any personal information provided by you to the organisation (eg. name, address, date of birth 
and contact details), including information collected as a result of a membership card being 
placed in a Club machine that is linked to a member loyalty system (not ATMs) that may 
provide a benefit or service to you will be protected. 

 
The organisation does not usually disclose your personal information to any other organisation 
or person unless there is a legal requirement to do so. The organisation may also disclose 
personal information to relevant authorities if it reasonably believes that there is a threat to an 
individual’s life, health or safety, or public health or safety. If the organisation has reason to 
suspect that unlawful activity has been, is being or may be engaged in, personal information 
may be used or disclosed as necessary part of any investigation and reporting to relevant 
persons or authorities. 

 
The organisation may disclose your information to third parties that provide services under 
contract to the organisation. These contracts require the third party to keep your personal 
information confidential and secure. 

 
Your personal information, including information about you obtained as a result of placing 
your membership card in a machine(not ATMs),may be used by the organisation for marketing 
purposes to improve our services and to provide you with the latest information about those 
services, any new related services and promotions. 

 
If you do not wish to receive information about services and promotions, the organisation on 
request, will remove your name from mailing lists. 

 
You have a right to access any personal information that the organisation may hold about you, 
including a right of correction of your information. The organisation will generally not charge a 
fee for you to access your personal information. 

 
If you require any further information, please contact Administration on 03 5033 1422.

24. Privacy Policy 
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25. Armed Hold-Up          
 

No amount of money is worth a life! 
 
25.1 What to do if confronted with an armed hold-up 

 
REMAIN CALM 

• Control your breathing and DO NOT PANIC. 
 

THINK SAFETY 
• Your safety and the safety of all others are of paramount importance. 

• DO NOT act in any way to jeopardise your safety. 

 
NON THREATENING BEHAVIOUR 

• Your body language should be non-threatening in order to avoid violence. 

• Your actions should be non-threatening. DO NOT eyeball the offender. You should 

relax your body and keep your hand visible at all times. (Palms visible). 

 
OBEY THE OFFENDER 

• Follow the offender’s instructions carefully and immediately. If you need to speak with 

the offender do so in a passive manner explaining any actions you may have to 

undertake to comply with the offender’s requests. 

 
During the course of the robbery remain focused on complying with the offender in order to 
have the ordeal over with in the shortest possible time. DO NOT attempt to telephone the 
police while the robbery is still underway. 

 
25.2 What to do when the armed hold-up is completed 

 
SECURE PREMISES 

• The Duty Manager or Senior Management will ensure the offender has gone and 

secure the premises. 

 
NOTIFY POLICE AND MANAGEMENT 

• Call the police and if necessary the ambulance and then contact the Chief Executive 

Officer immediately. 

 
FIRST AID IF REQUIRED 

• The Duty Manager or Senior Management should assess any individual that may be in 

need of First Aid and render first aid if required and if qualified to do so. 
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PRESERVE THE SCENE 

• Cordon off the area where the robbery occurred and do not touch anything the 

offender may have touched. 

• Ensure no one enters that area. 

• If witnesses are present, attempt to get their details and ask them to remain until the 

Police arrive. YOU CANNOT FORCE THEM TO STAY OR GIVE THEIR DETAILS. 

 
INCIDENT REPORT 

• Once the police have arrived and you have assisted them with their investigation you 
should document the events in an incident report. It would be a good idea to get all 
employees to document their recollection of events soon after the incident is over. 

 
POST ROBBERY DEBRIEF AND COUNSELLING 

• As soon as possible after the event, management and employees will conduct a post 

incident debrief to discuss strengths and weaknesses in the operating environment. 

• Employees involved in such an event will be provided with counselling as soon as 

possible after the event. 

 
REMEMBER SAFETY IS THE KEY. 

 
 
 
 

In the event of the discovery of fire or smoke within the premises you are working in the 
following procedures should be adhered to: 

 
Raise the alarm by: 
1. Informing the Duty Manager or Senior Management who will immediately call 000 or 

13 14 44. 
2. If the fire is small and easily contained, select the appropriate extinguisher and proceed 

to extinguish the fire. Please refer to Map A4 for location of extinguishers. 
3. Remember: 

• Do not try to fight the fire on your own; 
• Do not take unnecessary risks; and 
• Do not let the fire get between you and the way out. 

 
Evacuation Procedure 
The Duty Manager or Senior Management will decide whether or not to evacuate. If the 
decision is made to evacuate you will be informed and asked to follow these instructions: 

 
1. BE CALM & DO NOT SHOUT. (Your display of self-confidence could stop panic amongst 

patrons, even if you are frightened); 
 

2. Direct patrons to the exits. Please refer to Map A1 for location of exit points at the Swan 
Hill Club 
Assist them out of the building and assemble near the: 

• Car Park 
 
 
 
 

26. Fire Safety and Protection 
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Direct patrons to the exits. Please refer to Map A2 for location of exit points at the 
Murray Downs Golf & Country Club 
Assist them out of the building and assemble near the: 

• Car Park 
• Bowls Greens 

 
3. When all the patrons have been evacuated, leave the building yourself and assemble 

with the patrons. Check that all staff are accounted for and ask all patrons if they are 
missing anyone they came to the Club with; and 

 
4. Do not re-enter the building. 

 
5. Inform Emergency Services of any concerns for missing persons. 

 
 
 
 
 

The following is a requirement of this organisation in the event of any emergency situations 
that may develop. The basic rules that are to be followed are kept very simple. 
Please remember that the safety of customers and employees is our highest priority. 

 
The Senior Manager is responsible for the following priorities in the event of any emergency 
situation. 

 
The assembly point has been designated to ensure emergency vehicles do not have to contend 
with a "people" problem and for ambulance services to have a central point. 
Any situation, which endangers human life whether a few or many, can potentially be a 
disaster. 

 
Order of Priorities 
1. Ensure safety and, if necessary, evacuation of customers and personnel; 

2. If safe to do so, take action to alleviate or stop cause of emergency; 

3. Contact relevant emergency services; and 

4. Secure property if safe to do so. 
 

Wardens 
 

The Chief Executive Officer or Duty Manager/Supervisor is the Chief Warden and they will 
ensure the Order of Priorities are carried out that the safety of our patrons and employees are 
the key priority. 

 
The Chief Warden will instruct wardens in the following matters: 

 
• Door person to be responsible for safety/evacuation of administration area and locker 

rooms, and contacting emergency services. 
• Senior Chef to be responsible for safety/evacuation of kitchen area and service staff. 
• Poker machine attendant to be responsible for safety/evacuation of casino area. 
• Dining room steward to be responsible for safety/evacuation of dining room. 
• Cellar person to be responsible for safety/evacuation of cellar and cool rooms. 
• All wardens to confirm with duty manager that their particular areas are safe on 

reaching Assembly Point. 
 
 

27. Emergency Plan 
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Assembly Points 
Assembly points to be: 

 
• Murray Downs Golf & Country Club – Car Park & Bowling Green 

• Swan Hill Club – Car Park 
 

Venue Maps 
 

Map A1 of Swan Hill Club; and 
Map A2 of Murray Downs Golf & Country Club, show a floor plan of the 
venues identifying: 

 
1. Fire extinguishers; 
2. Fire hoses; 
3. All exits; and 
4. Evacuation Assembly Point. 

 
THREE STAGE EVACUATION PROCEDURE 

 

1. REMOVAL OF PERSONS FROM IMMEDIATE DANGER AREA. 
 

Employees and Members / Guests in the immediate area of the fire or incident not 
involved with the containment shall be evacuated to the designated emergency assembly 
point by the fire wardens. 

 
2. REMOVAL OF ALL NON-ESSENTIAL PERSONS 

 
Should the severity of the fire or incident warrant further evacuation. Removal of all 
members/guests and non-essential employees to designated safe assembly point by Fire 
wardens where an attempt will be made to account for all employees, members and 
guests. 

 
3. COMPLETE EVACUATION OF BUILDING COMPLEX 

 
Should the emergency necessitate evacuation of the entire building complex, All Fire 
wardens shall assist with safe and expedient movement of the members/guests and 
employees to the designated assembly area. As each area is evacuated the Fire warden 
will check that the room or area is clear. An attempt will be made to account for all 
employees, members and guests. 

 
ALL INFORMATION IS AVAILABLE TO FIRE BRIGADE 

 

GENERAL 
It must be stressed that the first responsibility of employees is the safety of the 
members, guests and employees. Fire wardens must be familiar with all Exits and means 
of egress to facilitate the quickest and safest movement of employees. 

 
All Fire Fighting and Emergency Equipment MUST BE KEPT CLEAR AT ALL TIMES. 

 
Good HOUSEKEEPING should be encouraged and practiced by ALL employees for a safer 
workplace for all concerned. 

 
Evacuation and fire protection Drills should be conducted at least once per calendar year. 

 
Fire Wardens: Supervisor on Duty 
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Note: This policy does not displace, override or supplement the legislative protections afforded 
to whistleblowers. Parts of this policy summarise the relevant legislation applying to 
whistleblowers, which means that some legislative information may be absent. Therefore, a 
person considering a whistleblower disclosure should not rely on this policy alone to assess 
whether the disclosure would qualify for protection. 

 
OBJECTIVE 
The objective of this policy is to make all employees and directors aware of their lawful rights 
to disclose any wrongdoing; and provide protection for employees who disclose any such 
information. 

 
 

QUALIFYING FOR PROTECTION 
The Corporations Act 2001 (Cth) and other legislation provides special protections to people 
that disclose wrongdoing related to an organisation such as a club (whistleblowers). These 
protections prevent the organisation from subjecting the whistleblower to detriment, such as 
by dismissing, harassing or damaging the reputation of the whistleblower. 

 
These legislative protections will apply to a person disclosing wrongdoing if three criteria are 
satisfied: 

 
• the person making the disclosure is an eligible whistleblower; and 
• the whistleblower suspects that the information being disclosed concerns wrongdoing 

in relation to Murray Downs Golf and Country Club Limited (a disclosable matter); and 
• the information is disclosed to a prescribed person or body (a prescribed recipient). 

 
At the end of this section (Qualifying for Protection), the Policy describes two other avenues to 
qualify for protection, besides satisfying the three criteria above. 

 
Please see the Club’s Grievance Procedure on how personal workplace or other matters that 
are not covered by this policy may be dealt with. 

 
Eligible whistleblowers 

 
A person is an eligible whistleblower if they are a current or former employee or director of 
Murray Downs Golf and Country Club Limited. 

 
A current or former volunteer staff member is also an eligible whistleblower. 

The following people are also eligible whistleblowers: 

• a supplier to Murray Downs Golf and Country Club Limited, as well as the supplier’s 
staff (including volunteer staff); and 

• a relative or dependant of a current or former director, employee, volunteer staff 
member or supplier (including a dependent of the supplier’s staff). A relative or 
dependent includes a spouse, parent, brother, sister, grandparent or grandchild. 

 
Disclosable matters 

 
This policy applies to the disclosure of information which a person has reasonable grounds to 
suspect concerns misconduct, or an improper state of affairs or circumstances in relation to 
Murray Downs Golf and Country Club Limited. This may include: 

 
 
 

28. Whistleblower Policy 
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• breaching Commonwealth, State or Territory legislation, or local authority by-laws; 
• fraud or corruption; 
• illegal activities or conduct (including theft, illicit drug sale/use, violence, threatened 

violence, or criminal damage against Murray Downs Golf and Country Club Limited’s 
assets or property); 

• discrimination, vilification, sexual harassment, harassment, bullying and victimisation; 
• unsafe work-practices. 

 
As noted above, a disclosure is a disclosable matter if the person making the disclosure “has 
reasonable grounds to suspect” wrongdoing. 

 
Therefore, if a person discloses information about possible wrongdoing, and the allegation is 
ultimately found to be incorrect (i.e. the club did not in fact engage in wrongdoing), the 
disclosure may still qualify for protection if the person had “reasonable grounds to suspect” 
that the information concerned wrongdoing. However, a person who maliciously or 
vexatiously makes disclosures or makes disclosures which they know are false is unlikely to 
qualify for protection. 

 
Is your disclosure about tax? 

 
Disclosures about tax wrongdoing are treated differently to other disclosures. For instance, the 
prescribed recipients are different depending on whether the disclosable matter relates to tax. 

 
Tax disclosures refer to wrongdoing in relation to federal tax matters, such as tax avoidance or 
other breaches of tax legislation. Federal tax includes income tax (also known as corporate 
tax), capital gains tax (CGT), Goods and Services Tax (GST) and Fringe Benefits Tax (FBT). 

 
Taxes that are regulated by state legislation must be treated as a non-tax matter for the 
purposes of whistleblower rules. Taxes regulated by state legislation include gaming tax, 
payroll tax and land tax. 

 
For example, if an employee wishes to make a whistleblower disclosure because they suspect 
that a club is deliberately underpaying payroll tax or gaming tax, the employee should make 
the disclosure to a prescribed recipient for non-tax matters (described below) and not a 
prescribed recipient for tax matters. 

 
Alternatively, if an employee wishes to make a whistleblower disclosure because they suspect 
that a club is deliberately underpaying corporate tax, the employee should make the 
disclosure to a prescribed recipient for tax matters. 

 
Federal tax-related disclosures must satisfy an additional ground to be a disclosable matter (in 
addition to the description above), being that: 

 
the person considers that the information may assist the recipient to perform their 
duties in relation to taxation. 

 
 

Prescribed recipients for non-tax matters 
 

The following bodies and people are prescribed recipients. Therefore, disclosing information 
about wrongdoing will qualify the person for whistleblower protections, as long as the other 
two criteria are met (the person is an eligible whistleblower and the information is a 
disclosable matter): 
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• an employee’s direct manager or supervisor; 
• a director or senior manager of Murray Downs Golf and Country Club Limited: 
• Murray Downs Golf and Country Club Limited’s internal or external auditor (or a 

member of the external audit team) and actuary; 
• the Australian Securities and Investments Commission (ASIC); or 

the Australian Prudential Regulation Authority (APRA). 
 
 

Prescribed recipients for tax matters 
 

The following bodies and people are prescribed recipients for disclosures related to federal 
taxes: 

• Commissioner of Taxation; 
• an employee’s direct manager or supervisor; 
• Murray Downs Golf and Country Club Limited’s internal or external auditor (or a 

member of the external audit team); 
• a registered tax agent or BAS agent who provides services to Murray Downs Golf and 

Country Club Limited; 
• a director or senior manager of Murray Downs Golf and Country Club Limited; or 
• any employee or director with tax-related responsibilities. 

 
Other avenues to qualify for protection 

 
Satisfying the three criteria above is one avenue for a prospective whistleblower to qualify for 
protection. There are two other avenues to qualify, as they may relate to Murray Downs Golf 
and Country Club Limited: 

 
1. the disclosure is made to a legal practitioner for the purpose of obtaining legal advice 

or legal representation in relation to the whistleblower matter; 
2. the disclosure is an emergency disclosure, because it satisfies each of the below 

criteria (this avenue does not apply to a tax-related matter): 
o the person has previously made a disclosure qualifying for protection; 
o a reasonable period of time has since passed; 
o there is a risk to public health or safety if the information is not acted on 

immediately; and 
o the person notifies Murray Downs Golf and Country Club Limited in writing 

that they intend to make an emergency disclosure; and 
o the disclosure is made to a State, Territory or Commonwealth member of 

Parliament or a journalist. 
 

PROTECTIONS AVAILABLE TO WHISTLEBLOWERS 
If a person discloses information which qualifies for whistleblower protection, the below legal 
protections will apply. These protections will apply to internal whistleblowers (such as 
employees, volunteer staff and directors) as well as external whistleblowers (such as suppliers 
or relatives of club staff). Given these legislative protections, Murray Downs Golf and Country 
Club Limited is legally obligated to ensure these protections: 

 
• identity protection (confidentiality); 
• protection from detriment; 
• compensation and other remedies; and 
• protection from legal liability. 
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Confidentiality 
 

Murray Downs Golf and Country Club Limited recognises that maintaining appropriate 
confidentiality is crucial in ensuring that prospective whistleblowers come forward and make 
disclosures in an open and timely manner and without fear of reprisals being made against 
them. 

 
It is illegal for Murray Downs Golf and Country Club Limited or any other person to identify a 
discloser or distribute information likely to lead to the discloser being identified. 

 
In the following instances, Murray Downs Golf and Country Club Limited may lawfully disclose 
the identity of the whistleblower: 

 
• to ASIC, APRA or the Australian Federal Police; 
• to a legal practitioner (to obtain legal assistance); 
• if the prospective whistleblower consents. 

 
Murray Downs Golf and Country Club Limited or a person investigating the whistleblower 
complaint may also disclose information about the complaint, which could lead to the person’s 
identity being deciphered, if the person’s name is redacted and the investigator has taken all 
reasonable steps to prevent the whistleblower’s identification. 

 
Note: Whistleblowers may complain to ASIC if their confidentiality has been breached. 
In appropriate cases, disclosure of the identity of the whistleblower, or the allegation made by 
them, may be unavoidable, such as if court proceedings result from a disclosure pursuant to 
this policy. 

 
 

Protection from detriment 
 

The following types of detriment to a whistleblower are unlawful: 
 

• terminating the whistleblower’s employment; 
• altering characteristics of the whistleblower’s employment, such as their position or 

duties; 
• harassing or intimidating the whistleblower; 
• damaging the whistleblower’s reputation, property or financial position; 
• injuring or harming the whistleblower (including psychological harm). 

 
Murray Downs Golf and Country Club Limited may take adverse action against a whistleblower 
if the disclosure reveals that the whistleblower engaged in misconduct. 

 
If a disclosure qualifies for protection under the applicable legislation, the protection afforded 
to the discloser overrides any provision of their employment contract, including any 
confidentiality clause. 

 
If the whistleblower was involved in the conduct which was the subject of the disclosure, the 
fact that the whistleblower has made the disclosure may be taken into account in determining 
the severity of the disciplinary measures, if any, that may eventually be taken against such 
whistleblower. 
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Compensation and other remedies 
 

A whistleblower is entitled to seek compensation and other relief through the courts if: 
 

• they suffer detriment due to making the disclosure; and 
• Murray Downs Golf and Country Club Limited failed to prevent the detriment. 

 
Protection from legal liability 

 
A whistleblower is protected from the following outcomes: 

 
• legal action being commenced against the whistleblower, such as for breach of 

confidentiality or any other obligations in their employment contract or elsewhere; 
• criminal prosecution, such as for unlawfully releasing information; and 
• administrative action, for example, a BAS agent cannot be sanctioned or disciplined 

under the accounting profession’s code of conduct due to making a whistleblower 
disclosure. 

 
HOW THE CLUB WILL SUPPORT WHISTLEBLOWERS 

 
How the Club will support confidentiality 

 
As noted earlier in this Policy, Murray Downs Golf and Country Club Limited is legally obligated 
to take steps to maintain a whistleblower’s confidentiality. Where necessary, Murray Downs 
Golf and Country Club Limited will take the following actions to protect a whistleblower’s 
confidentiality: 

 
• redact the whistleblower’s name, personal information and information which could 

lead to the identification of the whistleblower, in any written material which describes 
the disclosure; 

• the whistleblower will always be referred to in a gender-neutral context; 
• where possible, Murray Downs Golf and Country Club Limited will contact the 

whistleblower to ascertain certain information which could cause another person to 
identify the whistleblower (for example, there may be unique characteristics about 
how and when the whistleblower discovered information about the wrongdoing, and if 
these characteristics are disclosed, it may cause another person to identify the 
whistleblower); 

• documents or information relating to the investigation will not be sent to a printer or 
email address that can be accessed by other staff. 

 
How the Club will prevent detriment 

 
Murray Downs Golf and Country Club Limited will also take steps to prevent the whistleblower 
from experiencing any detriment, including: 

 
• move the whistleblower to another team or position (with the whistleblower’s 

consent); 
• after a whistleblower complaint is made, senior managers and directors privy to the 

complaint, may meet to assess the risk of detriment to the whistleblower and actions 
to mitigate that risk; 

• if detriment has already occurred – intervening to protect the whistleblower, such as 
by taking disciplinary action against a person responsible for the detriment. 
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Any reprisals against a whistleblower are a serious breach of this policy and may result in 
disciplinary action, including dismissal. Where the Club becomes aware of any reprisals against 
a whistleblower for complying with this policy or the legislation, the Club will take steps to 
either overturn, or deem void, the decision or action. This protection applies to anyone 
providing information related to an investigation pursuant to this policy. 

 
HANDLING AND INVESTIGATING A DISCLOSURE 

 
Reporting 

 
Murray Downs Golf and Country Club Limited has several channels for reporting wrongdoing. 
In the first instance, any person who has reasonable grounds to suspect that a breach of a law 
or other standard of behaviour has occurred, is encouraged to report that suspicion to his or 
her manager or the Operations Manager. 

 
If this is considered inappropriate, the person should raise the concern with the Chief 
Executive Officer, by phone or email, or in writing. You may also raise the matter with any 
director or senior manager of Murray Downs Golf and Country Club Limited. 

 
If neither of these channels are considered appropriate, disclosures may be made to the Club’s 
auditor JohnsonsMME, via: 

 
- Email: luke.drummond@jmme.com.au 
- Postal address: PO Box 375, Albury NSW 2640 
- Telephone: 02 6023 9100 

 
Where an allegation of wrongdoing relates to Murray Downs Golf and Country Club Limited’s 
tax affairs, a person may qualify for protection by disclosing the allegation to other recipients; 
the Commissioner of Taxation or a registered tax agent or BAS agent (this may be Murray 
Downs Golf and Country Club Limited’s accountant). 

 
All disclosures should provide specific, adequate and pertinent information with respect to, 
among other things, dates, places, persons, witnesses, amounts, and other relevant 
information, in order to allow a reasonable investigation to be conducted. 

 
If the whistleblower discloses his or her name, the person receiving the disclosure will 
acknowledge receipt of the disclosure and may initiate a follow-up meeting. However, if the 
disclosure is submitted on an anonymous basis, there will be no follow-up meeting regarding 
the disclosure and Murray Downs Golf and Country Club Limited will be unable to 
communicate with the whistleblower if more information is required, or if the matter is to be 
referred to external parties for further investigation. 

 
All disclosures received will be dealt with on a confidential basis. 

mailto:luke.drummond@jmme.com.au
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Handling a disclosure 

 
A person who receives a disclosure cannot circulate your identity to other staff without your 
consent. For instance, if you lodge a whistleblower complaint to your direct manager, your 
manager will not circulate your identity to the secretary manager or any senior manager 
without your consent. If you do not consent, your manager may circulate the complaint to the 
secretary manager or other senior managers in such a way that maintains your confidentiality. 

 
After receiving a disclosure, Murray Downs Golf and Country Club Limited will assess whether: 

 
• the disclosure qualifies for protection; and 
• a formal investigation is required. 

 
In conducting this assessment, Murray Downs Golf and Country Club Limited may seek 
professional legal advice. 

 
If a person makes a disclosure in good faith, and Murray Downs Golf and Country Club Limited 
subsequently concludes that the disclosure does not qualify for protection, the Club may 
choose to protect the discloser’s confidentiality, and protect the discloser from detriment, 
despite the absence of legislative protections. 
 
Investigating a disclosure 

 
Any investigation in relation to a disclosure will be conducted promptly and fairly, with due 
regard for the nature of the allegation and the rights of the persons involved in the 
investigation. A disclosure will not be investigated by persons implicated in the wrongdoing. 

 
The purpose of investigating the disclosure is to determine whether there is enough evidence 
to substantiate or refute the allegation. Accordingly, during the investigation, Murray Downs 
Golf and Country Club Limited may request additional information from a whistleblower, to 
attain sufficient evidence to make this assessment. 

 
Investigating a disclosure may also require Murray Downs Golf and Country Club Limited to 
seek outside assistance of a technical, financial or legal nature. 

 
Murray Downs Golf and Country Club Limited will ensure that, provided the disclosure was not 
made anonymously, the whistleblower is kept informed of the outcomes of the investigation 
of his or her allegations, subject to the considerations of privacy of those against whom 
allegations are made. 

 
The findings resulting from an investigation will be documented and circulated to the board 
and senior managers, in accordance with Murray Downs Golf and Country Club Limited’s 
obligation to maintain the whistleblower’s confidentiality. 

 
In addition to protecting the whistleblower’s confidentiality, Murray Downs Golf and Country 
Club Limited may also choose not to circulate the findings of the investigation to persons 
implicated in the wrongdoing. 
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INDIVIDUALS MENTIONED IN A DISCLOSURE 
Murray Downs Golf and Country Club Limited will take steps to ensure the fair treatment of 
individuals mentioned in a disclosure, including where those individuals are implicated in 
wrongdoing. 

 
Murray Downs Golf and Country Club Limited will adhere to the principles of natural justice in 
taking any disciplinary action against persons implicated by a whistleblower disclosure. This 
means that the implicated person will be advised about the substance of the disclosure prior 
to any actions being taken. 

 
Murray Downs Golf and Country Club Limited will also take reasonable steps to protect the 
confidentiality of persons implicated in a whistleblower disclosure. 

 
 

HOW THE POLICY WILL BE MADE AVAILABLE 
This policy will be given to all employees and directors of Murray Downs Golf and Country Club 
Limited when their employment or tenure commences. 

 
This policy will also be made available via the noticeboard and the Employee Operations 
Manual. 

 
For further information about this policy please contact the Chief Executive Officer. 



 

 
 
 
 

OBJECTIVE 
We understand that situations of domestic and family violence affect Murray Downs Golf & 
Country Club Limited (hereafter referred to as the Club) employees. 

 
We are committed to promoting a safe and supportive workplace culture. When times are 
tough – for you or a teammate – we have your back. 

 
PURPOSE 
The Club recognises domestic and family violence is both a societal and a workplace issue. We 
are committed to promoting a safe and supportive workplace and a culture of inclusion, free 
from sexism and harassment. We recognise that the team members of all genders and sexual 
orientations may be affected by situations of domestic and family abuse or violence that may 
impact their work performance. 

 
The purpose of this policy is to: 

• Provide a framework to support team members who are affected by situations of 
domestic and family abuse or violence, so they feel supported and can come forward 
for help and continue to participate in the workplace; and 

• To ensure all team members conduct themselves in a professional manner consistent 
with our other policies dealing with workplace behaviour. 

 
WHO THIS POLICY APPLIES TO 
This policy applies to all employees at the Club. This policy covers those team members who 
may be experiencing domestic and family violence or providing support to someone affected by 
domestic and family violence. 

 
The Club recognises some of the unique challenges faced by the LGBTQI+ people in domestic 
and family violence situations and the limitation of support avenues available. This policy is 
inclusive of LGBTQI+ people and their families. 

 
WHAT IS DOMESTIC AND FAMILY VIOLENCE (DFV)? 
DFV refers to acts of violence, intimidation, harassment and/or coercion, that occur between 
people in heterosexual or same sex relationships who have, or have had, an intimate 
relationship. DFV also includes violence between family members, partners, housemates, or 
children. It may include physical, sexual, emotional, financial, social, cultural, spiritual, or 
psychological abuse, technology facilitated abuse, stalking, actual or potential assault, 
harassment, intimidation, or threats of similar actions. 

 
DFV can affect anyone in the community regardless of their gender, sex, age, location, marital 
status, education, socio-economic and health status, employment, culture, sexual identity, 
ability, race, ethnicity, and religion. 

 
The Club does not condone acts of violence in the workplace or at home. All team members 
must behave in accordance with our policies dealing with workplace behaviour and information 
security. Use of the Club resources to use, encourage or perpetuate domestic and family 
violence is not acceptable and will likely result in disciplinary action. 

29. Domestic and Family Violence Policy 



 

Examples of this behaviour may include: 
• emailing, phoning, or texting a partner while at work which may be a part of controlling 

behaviour; 
• using the Club’s IT system to access private information about someone; 
• acting abusively towards other Club personnel or clients; 
• manipulating pay or roster systems to avoid child support or other obligations (as this can be 

a form of financial abuse); 
• exhibiting high levels of agitation or aggression following personal phone calls; or 
• inappropriate jokes or comments made about a partner or family member that belittles or 

demeans them. 
 

HOW WILL THE CLUB SUPPORT YOU IF YOU ARE EXPERIENCING VIOLENCE 
If you are experiencing domestic and/or family violence, we encourage you to come forward and 
have a confidential discussion. We understand that every situation is different and that is why the 
support the Club offers can be tailored to you as an individual. The following support can be made 
available for team members affected by domestic and family abuse or violence, depending on 
individual circumstances and needs: 

• up to 10 days paid carer’s leave (domestic and family violence) per financial year to care 
for a family member or someone in your household who is experiencing domestic 
violence (see our leave policy for more information); 

• team members may be able to access personal or carer’s leave, annual leave, long-service 
leave, unpaid leave, or compassionate leave in certain circumstances; if all leave 
entitlements were a zero balance the Club would allow unlimited unpaid leave and have 
a position ready for the employee to return to when they are able; 

• the employee could write to the Club seeking some financial support if they are 
experiencing domestic and family violence to secure safe housing, medical, legal, 
childcare, psychological or other support services; this would be assessed on a 
case-by-case basis; 

• flexible work arrangements, which may include variations to start and finish times, 
changing work location, flexible hours, or temporary adjustments to work 
responsibilities; 

• safety plans tailored to the individual needs of the team member and their immediate 
team; and 

• access to the Club’s employee assistance program. 

The leave entitlements under this policy do not accrue from year to year and are not paid out 
when you leave the Club. 

 
EVIDENCE 
The evidence must convince a reasonable person that the employee took leave to deal with the 
impact of family violence. This could include documents issued by the police, documents issued by 
the courts, family violence support service documents, or a statutory declaration. 

 
Employers can ask for this evidence on each occasion including single days. 

 
CONFIDENTIALITY 
Information concerning domestic and family violence will be treated confidentially and will only be 
disclosed if required by law or to maintain safety. We do not tolerate discrimination, harassment 
or victimisation of any team members who have disclosed that they are affected by situations of 
domestic and/or family violence. 

 
CLUB SUPPORT AVAILABLE 
The Club has support available through its Employee Assistance Program with Mallee Family Care – 
they can be contacted on (03) 5032 4479. 
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FURTHER SUPPORT AVAILABLE 
Support services available include: 

 
Counselling: 

• 1800Respect 1800 737 732 – confidential telephone and online counselling for those 
affected by sexual assault (a service for the Aboriginal & Torres Strait Islander community 
is also available); 

• MensLine Australia 1300 789 978 – confidential telephone and online counselling support 
for men; 

• Another Closet 1800 65 64 63 – online information for LGBTIQ+ individuals affected by 
domestic and family violence (Aboriginal & Torres Strait Islander contact line 1800 019 
123); and 

• QLife 1800 184 527 – telephone and online counselling service for LGBTIQ+ individuals 
affected by domestic and family violence. 

 
Financial assistance: 

• Government – Crisis payment – a one-off payment for those in severe financial hardship and 
extreme circumstances. 

 
Medical: 

• Health Direct 1800 022 222 – advice line operated by registered nurse and general 
practitioners. 

 

Legal:  
• Consider Legal Aid or local community legal centre. 

 
 

POLICIES CONTROL 
The Club has an obligation to consistently apply and enforce this policy. Likewise, employees must 

comply with this policy. 
 

Any employee who breaches this policy shall be subject to counselling and/or disciplinary action, 
which may include termination of employment. 

 
 
 

HOW THE POLICY WILL BE MADE AVAILABLE 
This policy will be given to all employees and directors of Murray Downs Golf and Country Club 
Limited when their employment or tenure commences. 

 
This policy will also be made available via the noticeboard and the Employee Operations Manual. 

For further information about this policy please contact the Chief Executive Officer. 



Employee Information – Policies & Procedures Manual 74  

 
 

PURPOSE: 
The purpose of this policy is to ensure that all employees are aware of the Club’s policy regarding animals 
on the golf course and in the clubhouse, as well as the rights of a person with an Assistance Animal to enter 
a public place. 

 
OBJECTIVE: 
The objective of this policy is to outline the Club’s stance on allowing Assistance Animals into the Clubhouse 
and on the golf course, educate employees on the procedure required when allowing an Assistance Animal 
into the venue, and align with the state laws and regulations that govern this policy. 

 
PROCEDURE: 
All assistance dogs (including trainee assistance dogs) ARE permitted to enter the venue on the following 
conditions: 

 
• Assistance dogs must wear a jacket to show they are a service animal, 
• Assistance dogs must always be on-leash whilst on the premises. 

 
If you have any reason to believe that a dog is not a genuine service animal, the Club is entitled, by law,  
to request documentation showing that the Assistance Dog is qualified, accredited, and serving the person 
they are with. 

 

All other dogs (or other pets) are NOT permitted on the course or in the clubhouse at any time (whether on 
a leash or not). 

 
 

Additional Information: 
 

Assistance Animals – NSW Government 
https://www.olg.nsw.gov.au/public/dogs-cats/responsible-pet-ownership/assistance-animals/ 

 

Entering public places 
 

“In general, animals are prohibited from entering certain public places – see further information in 
the Prohibited areas page. However, a person with a disability is entitled to be accompanied by an 
assistance animal in public places and on public transport while he or she is genuinely using the 
animal for assistance. Entry cannot be refused without reasonable cause. 

 
An animal does not need to be registered as an assistance animal under the Companion Act 1998 to 
be permitted access to a public place or public transport. Staff in charge of access to public places 
and transport are entitled to request reasonable proof that your animal is a genuine assistance 
animal. They may be guided by their organisation’s own policy to help them to determine this. 
Their policies may be publicly available. 

 
It is unlawful to impose a charge on a person to enter a place open to, or used by the public, only 
because the person is accompanied by an assistance animal unless: 

 
- It is reasonably necessary to supply additional accommodation for the animal and a reasonable 

charge is applied for that accommodation; OR 
- the owner, or person in charge, of the place reasonably incurs additional expense because the 

animal is present, the charge is reasonable in the circumstances and is charged to compensate for 
the expense.” 

30. Assistance Animals policy 
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Public Access Rights of an Assistance Dog – Assistance Dogs Australia 
https://www.assistancedogs.org.au/about-us/public-access-rights/ 

 

What are your rights and what can you expect as a proprietor? 
 

“You are legally allowed to ask for some documentation showing that the Assitance Dog is 
qualified, accredited, and serving the person they are with. We encourage you to do this, but 
ask that you do so with sensitivity and respect. An Assitance Animal will have a jacket with 
branding from the organisation that qualified it – a photo of Assistance Dogs Australia’s jacket 
on a dog is included as an example below. You can expect the dog to be clean, well maintained, 
very well behaved, and highly obedient to its handler.” 

 
 

Assistance Dogs Australia jacket: 
 

https://www.assistancedogs.org.au/news/why-do-service-dogs-wear-vests/?utm_source=google&utm_medium=search_responsive&utm_campaign=google_grants-ada_content&utm_content=why-do-service-dogs-wear-vests&gclid=EAIaIQobChMIg7HcuNL3-wIVzJlmAh2rzgqXEAAYASAAEgLJgfD_BwE 
 
 
 
 
 
 
 

 
 

OBJECTIVE 
The Murray Downs Golf and Country Club Limited (the Club), who has venues at the Murray 
Downs Golf and Country Club and the Swan Hill Club, is committed to ensuring employees have a 
clear understanding of the Club’s communication channels.   
 
It is everyone’s responsibility to understand the various types of communication that you may 
receive both during and outside of your working hours, and importantly where and when a 
response is required.  
 
The objective of this policy is to promote wellbeing, and ensure we are clear on our 
communication with you in way that aligns to our obligations at law, our values and desired 
culture of the Club.  
 
SCOPE 
This policy applies to all employees of the Club. 
 
RIGHT TO DISCONNECT 
In summary, as of 26 August 2024, the Fair Work Act 2009 (Cth) provides employees with the 
“right to disconnect”, which means the right to refuse to monitor, read or respond to contact, or 
attempted contact, from: 
 

1. the Club outside of an employee’s working hours; and 

31. Communication Policy 

https://www.assistancedogs.org.au/about-us/public-access-rights/
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2. a third party if the contact or attempted contact relates to their work and is outside of 
the employee’s ‘working hours’. 

 
The exemption to this right applies where the refusal to monitor, read or respond to contact 
mentioned above or attempted contact is ‘unreasonable.’ 
 
When determining whether a refusal by an employee is ‘unreasonable’, the following factors must 
be considered (amongst any other factors that may also be taken into account):  
 

• the reason for the contact or attempted contact;  
• how the contact or attempted contact is made and the level of disruption the contact or 

attempted contact causes the employee;  
• the extent to which the employee is compensated:  

 to remain available to perform work during the period in which the contact or 
attempted contact is made; or   

 for working additional hours outside of the employee’s ordinary hours of work;   
• the nature of the employee’s role and the employee’s level of responsibility; and  
• the employee’s personal circumstances (including family or caring responsibilities) 

 
In addition to these matters, the intent of this policy is to ensure that you have a clear 
understanding of what the Club will consider to be an “unreasonable” refusal.  
 
The Club will not directly or indirectly prevent an employee from exercising their right to 
disconnect under the Fair Work Act.  Equally, nothing in this policy restricts the right of the Club to 
communicate directly with employees.  
 
 
MODES OF COMMUNICATION 
The Club will contact employees through the following modes of communication: 
 

1. HumanForce 
2. Staff email 
3. Mobile phone  
4. Microsoft teams 

 
The frequency of the Club’s communication with you will vary depending on the circumstances.  
 
General Communication  
For the most part, general work-related communication with you as an employee will not require 
an immediate or urgent response if it is sent to you outside of your working hours.  For example, if 
you receive your roster on a Monday and you are not at work, you are not expected to provide a 
response to receiving your roster on the same Monday.  
 
The Club considers general communication to include: 

1. Issuing of rosters;  
2. Club staff general updates;  
3. Policy & Procedure updates; 

 
 

Time critical communication  
However, there will be circumstances where the Club communicates with you and a response 
outside of your working hours is required.   In these circumstances, the Club will consider any 
refusal to monitor, read or respond to be unreasonable and such conduct may result in 
disciplinary action, including up to termination of your employment.  
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For example, these time-critical communications include communication related to (but not 
limited to):  

1. Requirement to attend or perform work 
2. Changes to rosters 
3. Correspondence regarding upcoming shifts 
4. Emergencies, including flooding 
5. Crisis management  
6. Alarms  
7. Disciplinary matters, including requests to attend meetings etc.  

 
As you would appreciate, there are some roles within the Club – due to their nature and seniority 
-where there will be a higher expectation in relation to responding to time critical communication 
outside of working hours.   
 

 
COMMUNICATION COMMITMENT 
The Club will, where possible, make reasonable efforts to ensure that time critical communication 
includes clarity on when a response is required from you.  However, this will not always be 
possible, and so you are expected to understand your obligations to respond in accordance with 
this policy.  
 
Equally, all employees are required to notify their manager as soon as possible if there are 
circumstances (such as family responsibilities) that may impact their availability to respond to 
work-related communication outside of work hours.  
 
GRIEVANCE MECHANISM 
If an employee has concerns regarding out-of-hours contact that they perceive to be 
unreasonable, they should first address these concerns with their direct manager. If a resolution 
cannot be found, the employee should report their concern to the Group Operations Manager or 
equivalent senior manager.  
 
Ultimately, if a resolution cannot be found internally, employees have access to an external 
resolution mechanism through the Fair Work Commission.  
 
RELATED POLICIES  
This policy applies in conjunction with the policies outlined in the Employee Operations Manual.  
 
BREACH OF POLICY  
Any employee who breaches this policy will be subject to disciplinary action, which may include 
termination of employment. 
 
DISCLAIMER  

 
This Policy does not form part of an employee’s contract of employment or engagement. The Club 
may amend this Policy at any time. 

 
Published version 1 Date 28-Aug-24 
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 A1. Map of Club House – Swan Hill Club        
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Assembly Point Car Park 
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Gazebo Bowls Office 

 A2. Map of Club House – Murray Downs Golf & Country Club      
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Dry 
Store 

 A2. Map of Club House – Murray Downs Golf & Country Club       
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 A4. EMPLOYEE MANUAL DECLARATION         
     

 
 
 

MURRAY DOWNS GOLF & COUNTRY CLUB LIMITED 
 

Employee Operation Manual 
 
 

Declaration 
 
 
 
 

I   
(Name of employee) 

 
have read the Employee Operation Manual and I understand and agree to comply with all policies, terms and 
conditions set out in the manual for employment at the Murray Downs Golf & Country Club Limited (Murray 
Downs Golf & Country Club, and Swan Hill Club). 

 
 
 
 
 

 
(Employee’s signature) 

Date 
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 A4. EMPLOYEE MANUAL DECLARATION        
 
 
 

MURRAY DOWNS GOLF & COUNTRY CLUB LIMITED 
 

Employee Operation Manual 
 
 

Declaration 
 
 
 

I   
(Name of employee) 

 
have read the Employee Operation Manual and I understand and agree to comply with all policies, terms 
and conditions set out in the manual for employment at the Murray Downs Golf & Country Club Limited 
(Murray Downs Golf & Country Club, and Swan Hill Club). 

 
 
 
 
 

 
(Employee’s signature) 

Date 

 
 
 
 
 

OFFICE COPY 
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