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Code of Conduct and Ethics
Code of conduct and Ethics

At Golf Broken Hill business is conducted according to the highest standards of honesty, integrity, respect and fairness when dealing with all clients, employees and members 

Golf Broken Hill takes seriously its obligations to comply with all Commonwealth, State and Local government laws and regulations, as well as common law obligations.

Golf Broken Hill requires that all employees and committee meet these high standards. The following code establishes the standards of behaviour that should be met by all employees. Where these standards are not met, appropriate disciplinary action will be taken. In cases where the breach involves serious misconduct, this may result in instant dismissal. 

In cases where a breach of the policy involves a breach of any law, then the relevant government authorities or the police will be notified.

The Code is :

· A framework for the delivery of high-quality services to all stakeholders

· A means for improving the delivery of services

· A means for developing a flexible, innovative approach that is responsive to a dynamic labour market, but is consistent in providing high quality service.

· A reference point for stakeholders to assess the quality and relevance of services, and a means of encouraging a cooperative approach for addressing issues in relation to the service delivered

· A method of identifying inadequacies or problems in the delivery of services by the Golf Broken Hill, and

· A consumer protection measure for stakeholders that encourages them to take action to improve service quality

The six principles of the code
Principle One : Ethical, respectful and fair treatment

This principle will be measured by implementing the following service standards ;
· Conducting all business in a matter that is ethical
· Providing accessible, well presented premises that have clear signs, and which provide for people with special needs, such as those with disabilities
· Recognizing the special needs of all stakeholders through acknowledgement and consideration to individual circumstances and backgrounds, including regional location and culturally and linguistically diverse backgrounds

· Allowing stakeholders to be helped by an advocate in any aspects of their dealings with this organisation

· Seeking feedback from stakeholders wishing to comment on and discuss the service provided

· Complying with any legislative and other requirements of the Commonwealth, State, Territory or local government

· Serving all stakeholders  fairly and energetically and without favour or prejudice

Principle Two : Accurate, relevant assistance

This principle will be measured by implementation of the following service standards :
· Explaining at the first contact, the type and range of services available, and what services stakeholders can expect

· Provide accurate, easily understood and realistic advice 
· Giving stakeholders an explanation, within one week, of the reason for making any decisions that affect them

· Providing accurate and up to date information

· Keeping accurate, comprehensive records that enable staff to effectively serve all stakeholders
Principle Three : Prompt, courteous service
This principle will be measured by implementation of the following service standards :
· Answering telephones promptly and courteously and directing calls to staff that can provide the assistance required
· Respond promptly to letters and emails/faxes in writing or by phone

· Staffing the counter with people that are familiar with all the services offered and have a strong customer focus
· Keeping appointment times or advising stakeholders of changes at least one day in advance, where possible
· Responding to reasonable queries within one working day, and when that is not possible, informing the client when their query will be answered

· Ensuring that staff whom serve stakeholders identify themselves in their roles

· Addressing all stakeholders in a friendly courteous and culturally sensitive manner

Principle Four : An accessible effective complaints process

This principle will be measured by implementation of the following service standards :
· Displaying the code of conduct, and ensuring that all stakeholders are fully aware of the code

· Establishing and maintaining an internal complaints process to deal fairly with any complaints

· Accepting responsibility to implement the code and ensuring staff are aware of it

· Dealing with issues raised by stakeholders taking steps to ensure that no party experiences any disadvantages by making a complaint

· Making available to stakeholders clear concise information on the operation, procedures and steps of Golf Broken Hill Inc complaints process.

Principle Five : Privacy and Confidentiality

This principle will be measured by implementation of the following service standards :

· Conducting all interviews confidentially and with due regard to privacy

· Complying with Golf Broken Hill’s rules and other contractual requirements dealing with management of personal information

· Ensuring that all staff have received training about their obligations under the privacy Act 1988, within two months of their employment

· Ensuring that the only information collected from stakeholders is relevant, consistent with privacy legislation and necessary.

Principle Six : Responsible advertising

This principle will be measured by implementation of the following service standards :

· Advertising should be accurate and consistent with community standards: comply with relevant Commonwealth and state legislation, such as fair trading, trading practices, and equal opportunity law: and present a positive view of Golf Broken Hill Inc
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