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1. Purpose and Scope

This Code of Conduct establishes the ethical, professional, and behavioural
standards that apply to all Veteran Life Pty Ltd workplace participants, including
directors, shareholders, employees, contractors, volunteers, administrative staff,
business development and partnership staff, financial staff, and leadership. The
purpose of this Code is to:

e protect the wellbeing, dignity, and interests of veterans and their families

e ensure business operations and advocacy services are delivered lawfully,
ethically, and competently

e meet the requirements of the Institute of Veterans’ Advocacy (IVA)

e safeguard Veteran Life Pty Ltd from legal, regulatory, and reputational risk

Compliance with this Code is a condition of engagement with Veteran Life Pty Ltd.
Obligations under this Code apply to all workplace participants. Provisions relating to
advocacy practice, accreditation, supervision, and scope apply only to participants
engaged in advocacy or claims-related roles.

All workplace participants must perform their duties in accordance with their
approved role descriptions and in compliance with all policies, procedures,
standards, and governance documents applicable to the function, role, or services
they are providing.

2. Ethical Standards & Clinical Integrity

Veteran-First Principle

All participants must prioritise the veteran’s health, wellbeing, and informed
autonomy above organisational, financial, reputational, or personal interests.

Participants must not encourage behaviour that exaggerates iliness, overstates
impairment, or frames recovery or long-term wellbeing as contrary to the veteran’s
interests.

Honest and Accurate Representation
Participants must not:

e guarantee outcomes, acceptance, timeframes, compensation amounts, or
DVA decisions

e imply influence over DVA decision-makers

e present outcomes as predictable or assured.



All representations made by any participant, including in advocacy, administration,
business development, partnerships, marketing, funding, or communications, must
be accurate, balanced, and not misleading.

Trauma-Informed Practice

All services must be delivered in a manner that recognises service-related trauma
and avoids unnecessary re-traumatisation, excessive medicalisation, or pressure to
relive distressing experiences without clear purpose.

Veteran Autonomy and Non-Directive Advocacy

Participants must support informed decision-making and must not pressure, direct,
coerce, or manipulate veterans in relation to claims, evidence, outcomes, or service
pathways. Participants must not:

e direct veterans to pursue, expand, amend, or withdraw claims

e coach, script, or influence how veterans describe symptoms, diagnoses, or
service experiences

e encourage exaggeration, minimisation, or strategic framing of impairment

e imply that wording, diagnoses, providers, or approaches will improve
outcomes.

Participants must encourage veterans, wherever possible, to engage with their
existing treating health practitioners, recognising the value of continuity of care and
an established understanding of the veteran’s health history.

Appropriate Use and Communication of the DVA Claims Process

The DVA claims process must not be presented or used as a mechanism for
diagnosis, investigation, or exploration of potential conditions in the absence of
veteran-identified symptoms or functional impact.

Participants must not:

e encourage claims to be lodged “to see what happens”

e promote claim lodgement solely for diagnostic curiosity or speculative
purposes

e frame claim submission as a default or routine step.

The decision to lodge a DVA claim must remain the veteran’s choice and must be
grounded in the veteran’s identified symptoms, experiences, and impacts.

3. Professional Competence & Supervision

Accreditation Limits and Scope of Practice



Advocacy services must only be provided within the scope permitted by the
individual’'s current Institute of Veterans’ Advocacy (IVA) accreditation category at
the time the service is provided.

Training, experience, qualifications, or internal role titles do not extend scope beyond
that permitted by current IVA accreditation.

Supervision and Authority

IVA-accredited Associate advocates must operate under the supervision of an
advocate holding an IVA accreditation category that authorises supervision.

Only advocates holding an IVA accreditation category that explicitly authorises
Veterans’ Review Board (VRB) representation may undertake VRB matters. This
authority must not be delegated.

Supervision does not transfer or expand an individual's scope of practice.

Prohibition on Legal and Medical Advice

Participants must not provide legal or medical advice while acting on behalf of
Veteran Life Pty Ltd.

Participants must not:

interpret legislation beyond explaining administrative processes
diagnose, speculate on, or suggest medical conditions or causation
interpret medical results beyond what is stated by a qualified practitioner
recommend or direct treatment, medication, or clinical management
present themselves as having legal or medical authority

Personal professional qualifications do not expand advocacy scope unless the
participant is formally engaged in a separate, Board-approved role with appropriate
governance and insurance.

4. Professional Indemnity Insurance

Evidence of current Professional Indemnity Insurance will be provided to the Institute
of Veterans’ Advocacy or any other authorised regulator, oversight body, or
contracting authority upon reasonable request and in accordance with applicable
legal or contractual obligations.

5. Conflict of Interest & Transparency

All actual, potential, or perceived conflicts of interest must be disclosed as soon as
they arise and recorded in the Central Conflict Register.



This includes interests arising from:

e personal DVA matters
e family or close relationships with DVA or CSC personnel
e partnerships, referrals, sponsorships, funding, or financial arrangements

Participants must not allow conflicts to influence advice, conduct, or decision-
making.No financial benefit, commission, or advantage may be linked to the
acceptance, amount, or speed of any DVA outcome.

6. Confidentiality & Data Protection
All personal and sensitive information must be handled in accordance with:

e the Privacy Act 1988 (Cth)
e the Australian Privacy Principles
e \Veteran Life Pty Ltd’s Privacy and Confidentiality Policy.

Information must only be accessed or used for legitimate organisational purposes
and only to the extent required for an individual’s role. Confidentiality obligations
continue after engagement ends.

7. Financial Integrity

All fees and financial arrangements must be disclosed accurately, honestly, and in
accordance with approved pricing structures and engagement agreements.

Participants must not imply that payment of fees improves the likelihood, speed, or
value of any DVA outcome.

Participants involved in financial, billing, or revenue activities must act with integrity
and must not misrepresent fees, discounts, or payment arrangements.

8. Workplace Conduct and Safety

Participants must treat colleagues, clients, and stakeholders with dignity and respect
and must not engage in harassment, discrimination, bullying, intimidation, or
misconduct.

Veteran Life recognises psychosocial hazards inherent in advocacy and support
work. Participants must comply with WHS obligations and report risks to wellbeing,
burnout, or secondary trauma.



9. Breach Management

Any suspected breach of this Code, including misconduct, fraud, unlawful behaviour,
or discrimination, must be reported promptly to a non-involved Director or through
the internal grievance process. No participant will be disadvantaged for making a
report in good faith.

Breaches may result in disciplinary action including formal warnings, increased
supervision, suspension of duties, termination of employment or contract, and
referral to IVA or regulatory authorities where required.

Disciplinary action will be proportionate, documented, and procedurally fair.

10. Review and Governance

This Code is reviewed at least annually or earlier where required due to legislative
change, IVA policy updates, or organisational risk.

| acknowledge that | have read and understood the Veteran Life Pty Ltd Code of
Conduct and agree to comply with it as a condition of my engagement.

Name:
Signature: Date:
Witness Name:

Witness Signature: Date:



