
Community Behaviour Guide 

Welcome aboard! 

How this Guideline applies to you and your personnel 
This Community Behaviour Guide sets out our expectations of you, and if you engage any 
personnel, your personnel in the performance of delivery services for Town Around Pty. Ltd.. 

This Guideline operates alongside the terms and conditions and accompanying requirements 
agreed by you in contracting to perform delivery services for Town Around Pty. Ltd.. The 
matters set out in this Guideline do not form part of your terms and conditions. 

Town Around Pty. Ltd. cares about its brand and takes these Guidelines very seriously, so 
failing to follow them may result in your services being terminated. 

If you (or your personnel) have any questions or require any clarification about: 

 our expectations of your conduct; and/or 

 the expectations you should reasonably have about conduct towards you, you should 
contact Town Around Pty. Ltd. (via the Courier App) . 

Expected Standards of Conduct 

Your success in providing services to Town Around Pty. Ltd. depends on the overall 
success of Town Around Pty. Ltd. to be represented to its customers and restaurants 
as professional and reliable. 
Do 

 Ensure a neat and tidy appearance at all times 

 Have your relevant ID with you 

 Treat all restaurant staff and customers with respect 

 Park vehicles in designated/lawful areas only 

 Remove helmet (if applicable) before entering restaurants or ringing customer’s 
doorbell 

 Only use a commercial grade, thermal bag when delivering food to a customer 

 Drive safely at all times 

 Ensure your thermal bags are clean by washing them with warm water and soap after 
each use 

 Always report any incidents promptly through the chat function in the Courier App. 

Don't 

 Park delivery vehicles illegally 

 Carry food without a commercial grade, thermal bag 

 Touch food products being delivered 

 Enter customers’ houses under any circumstances, even if invited 

 Cause any disturbance or disruption to staff or patrons of the restaurant 

 Contact a customer for any personal reason 

Unlawful Discrimination 

You should expect to be able to deliver your services with dignity and respect, free 
from discrimination, harassment or bullying 
Discrimination in connection with a protected attribute is unlawful. Unlawful discrimination has 
different technical meanings in different States of Australia, but most commonly refers to the 
unfavorable treatment of a person because they have, or because the person thinks they 
have, a particular attribute, such as: 



 Sex 

 Age 

 Disability or impairment 

 Employment activity 

 Gender identity 

 Race, colour, descent or ethnic background 

 National extraction 

 Political beliefs 

 Industrial activity 

 Religion 

 Pregnancy and/or breastfeeding 

 Family responsibilities 

 Lawful sexual activity 

 Sexual orientation 

 Marital status 

 Physical features 

 Medical or criminal record 

 Personal association with a person with any of these attributes 

If you experience discrimination in the performance of your services, you should raise this 
with Town Around Pty. Ltd. in accordance with the grievance procedures set out in these 
Guidelines. 

Also, if any allegation is made that you have engaged in discriminatory behavior towards any 
person when performing services for Town Around Pty. Ltd., this may result in the termination 
of your services. 

Sexual Harassment 

You should expect to be able to deliver your services with dignity and respect, free 
from discrimination, harassment or bullying 
Sexual harassment is unlawful and will not be tolerated in any part of Town Around Pty. Ltd.’s 
business. This includes sexual harassment, which can be physical, spoken or written such as: 

 Comments about a person’s private life or the way they look 

 Sexually suggestive behavior such as leering or staring 

 Physical contact such as touching, brushing up against a person, hugging against 
their will 

 Sexually suggestive comments or jokes 

 Displaying offensive photos, etc. 

 Sexual propositions or requests for dates 

 Sending sexually explicit or offensive emails, telephone calls or text messages 

If you experience sexual harassment in the performance of your services, you should raise 
this with Town Around Pty. Ltd. in accordance with the grievance procedures set out in these 
Guidelines. 

Also, if any allegation is made that you have engaged in sexual harassment towards any 
person when performing services for Town Around Pty. Ltd., this may result in the termination 
of your services. 

Harassment & Bullying 

You should expect to be able to deliver your services with dignity and respect, free 
from discrimination, harassment or bullying 
Bullying is repeated, unreasonable behaviour directed towards people in a working 
environment that creates a risk to health and safety, such as: 

 Physical or verbal abuse 



 Yelling, screaming or offensive language 

 Excluding or isolating employees 

 Sarcasm, teasing, insults, and other forms or demeaning language 

 Intimidating and “ganging up” 

 Practical jokes 

 Deliberately withholding information or equipment that you need to provide the 
services 

As a contractor, you are responsible in ensuring the Town Around Pty. Ltd. courier network is 
free from harassment and bullying. 

You should report any incidents of discrimination, bullying or harassment you see or 
experience to Town Around Pty. Ltd. (through the delivery App) 

Social Media 

Town Around Pty. Ltd. is an online business and the things you say and do online can 
affect our reputation and your success as a courier 
Do 

 Be conscious that identifying yourself as a service provider to Town Around Pty. Ltd. 
means that you are representing our brand 

 Be respectful of all individuals you communicate with online 

 Ensure that any opinions you express are not expressed to be those of Town Around 
Pty. Ltd. 

 Fully logout of social media sites when leaving devices unattended so that others 
cannot post as you 

Don't 

 Set up your personal profile to say that you work for Town Around Pty. Ltd. 

 Make offensive comments about Town Around Pty. Ltd. or any of its employees, 
contractors, suppliers, or agents or engage in discrimination, harassment or bullying 

 Imply in any way that you are authorized to speak on Town Around Pty. Ltd.’s behalf 

 Post anything online that may damage Town Around Pty. Ltd.’s reputation or bring it 
into disrepute 

Criminal Record Checks 

We want all our restaurants, customers and the broader community to feel safe with 
our couriers 
One of the requirements under your Terms & Conditions is that we may require you to 
undergo a criminal record check. 

Town Around Pty. Ltd. will handle any information relating to your criminal record 
confidentially and in accordance with its Privacy Policy. 

Town Around Pty. Ltd. will consider you to be unsuitable to provide services if your criminal 
record discloses matters that may be regarded to compromise the safety, or perception of 
safety, of Town Around Pty. Ltd.’s customers, restaurants and your fellow road users. We are 
primarily concerned about any criminal record that discloses any history of: 

 Violence 

 Theft or dishonesty 

 Violent crimes 

 Drug trafficking 

 Serious traffic offences 



If you are convicted of a criminal offence at any time after you have started performing 
independent delivery services for Town Around Pty. Ltd., you must let us know as soon as 
possible and discuss this with our Courier Team. 

Grievance Resolution 

If you have any issues, we want to resolve these with you quickly 

1. If you experience or witness any conduct that conflicts with these Guidelines, you 
should notify us through an incident report on the Town Around Pty. Ltd. Courier 
Portal 

2. Town Around Pty. Ltd. may seek further information from you or from other people 
involved to understand what has happened 

3. Town Around Pty. Ltd. will seek to resolve your grievance with you in good faith 
4. If your grievance continues to be unresolved, the Dispute Resolution procedure set 

out in the Terms & Conditions may be invoked 
5. If allegations of inappropriate conduct are made against you or your personnel 
6. Town Around Pty. Ltd. will notify you of the allegation and give you an opportunity to 

respond 
7. Town Around Pty. Ltd. may seek further information from you or from other people 

involved to understand what has happened 
8. If any allegation is upheld, your Courier Agreement may be terminated in accordance 

with its terms & conditions 

 

Community Health & Safety Guide 

Welcome aboard! 

How this Guideline applies to you and your personnel 

This Community Health & Safety Guide sets out our expectations of you, and if you engage any 
personnel, your personnel in the safe performance of delivery services for Town Around Pty. Ltd.. 

Town Around Pty. Ltd. is committed to the health and safety of its couriers and the people our couriers 
engage with. At all times, you and your personnel must ensure that all reasonably practicable steps are 
taken so as not to create a risk to the health and safety of yourself or other persons, including restaurant 
staff, patrons and the general public. 

This Guideline operates alongside the Terms & Conditions and accompanying requirements agreed by 
you in contracting to perform delivery services for Town Around Pty. Ltd.. The matters set out in this 
Guideline do not form part of your Terms & Conditions. 

Town Around Pty. Ltd. takes these Health & Safety Guidelines very seriously, so failing to follow them 
may result in your services being terminated. 

If you (or your personnel) have any questions or require any clarification about: 

i. our expectations of your conduct; and/or 
ii. the expectations you should reasonably have about conduct towards you, 

you should contact Town Around Pty. Ltd. (via the Courier App). 

Safe driving 

Driving is at the core of your services to Town Around Pty. Ltd., so be safe on the roads 

At all times while you are driving in the course of providing services to Town Around Pty. Ltd. (including 
when you are on the roads between delivery opportunities, as well as while driving to a restaurant or 
delivering to our customers), you must: 

 Obey all road signs and directions 



 Comply with the signposted speed limits 

 Only park in lawful, authorised spaces 

 Respect other road users 

 Not drive whilst under the influence of drugs or alcohol 

 Not use your mobile phone whilst driving 

 Not engage in “road rage” or any other unsafe driving behaviour 

Fitness for work 

You are expected to be fit to bring your A-game every time you provide delivery services to us 

A range of risks to health and safety can arise if you are not fit for work such as: 

 Increased accidents and incidents 

 Injuries to you and/or other persons 

 Damage to property 

You must ensure that you (and your personnel, if applicable) are fit for work and that you do not accept 
any delivery jobs if you are suffering from any of the following while you are unfit: 

 Injury or illness 

 Drug and alcohol use 

 Fatigue 

In particular, you must never perform services for Town Around Pty. Ltd. while under the influence of 
alcohol and / or drugs. For these purposes, drugs includes any illicit drugs as well as any prescribed or 
over the counter medication that may affect your ability to drive safely. 

Protective clothing and equipment 

Make sure you have all the gear you need to keep yourself safe in the event of an incident 

While performing services, make sure you are using appropriate protective clothing and equipment 
including: 

 For couriers driving by car, seatbelts 

 For couriers delivering by motorbike or scooter, a helmet and appropriate protective clothing 

 Sunglasses and sunscreen (it gets hot out there on the road!) 

 Commercial grade, thermal food bag 

Maintaining your equipment 

Keeping your thermal bag clean (inside and out) is crucial to avoid food contamination issues 

 Cleanliness is a priority, please make sure that your thermal bag is clean and in good 
condition. 

 At end of each delivery run you can wipe clean, first with warm soapy water, then with a clean 
damp cloth (do not use bleach). 

 Restaurants may ask to check the cleanliness of the bag and if it’s not clean, they may refuse 
for you to make the delivery. 

 Do not keep any personal items in the bag. 

Maintaining safe vehicles 

Your vehicle is your key tool of the trade, so make sure it’s well maintained 

 Your vehicle should be regularly maintained so it is operational, safe and unlikely to break 
down 

 You should have your vehicle serviced at regular intervals and audited against a safety 
checklist 

 You should keep all records of vehicle maintenance, including manufacturers’ recommended 
service intervals 



Environmental Hazards 

It’s a crazy world out there, so expect the unexpected 

While it should not be a common occurrence, you may encounter hazards which might escalate the risk 
of injury to you in the performance of your services. 

The types of hazards that you may come across include: 

 Weather, including rain, icy roads, storms, hot weather, wind 

 Other road users and pedestrians 

 Hazards inside restaurants, including crowds of people, slippery or uneven floors 

 Hazards at delivery locations, such as dogs, doors that are inaccessible, or unlit paths 

 Aggressive customers 

Your safety is of paramount concern to us, so if you encounter an environmental hazard, you should 
assess the level of risk and consider strategies to avoid or minimise the risk of injury to you. 

If it is not possible for you to safely complete a job, you should contact Town Around Pty. Ltd. 
immediately through the Courier App. 

Incident reporting 

Sometimes accidents happen, or nearly happen. We want to know so that we can do what we 
can to prevent it happening again 

You are required to report to Town Around Pty. Ltd. (through the Courier App) the following incidents 
that you might be directly involved in: 

 Incidents which caused injury to you 

 Incidents which caused injury or death to another person, including customer, restaurant staff, 
other motorists or the general public 

 Incidents that could have caused a serious injury or death to you (but did not), for example: 
o a road collision in which you were directly involved but not injured 
o a serious incident involving a highly aggressive customer that was escalating to 

possible violence 

 Incidents that could have caused a serious injury or death to another person (but did not) 

 Hazards you identify that are related to the delivery of your services which, if left unaddressed, 
could cause serious harm to you or others 

You do not need to report traffic hazards or other hazards over which Town Around Pty. Ltd. does not 
reasonably have any control or any ability to reduce any risk of harm to you or our customers 

Reporting any incident as soon as possible is crucial – we are here to help you work safely! 

 

 

 

Please Sign here 
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