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2003 
James Kelly, Dael Perlov 

and Bruce Carter developed  
a business plan 

 

Since beginning Lifestyle Communities in 2003, our 
mission has always been to enable working, semi-
retired and retired people over 50 to enjoy affordable 
luxury living in a secure community setting, while 
having the freedom to enjoy new possibilities with 
greater peace of mind. 

     

 

 

2004 
Development of our first 

community at Brookfield – 
Opened in June 2005 

 

Our first community was at Brookfield in Melton and 
over the years we have kept improving on what we do 
based on the feedback from our customers and 
homeowners. We have grown the business on two 
key adages; 

     

 

 
2007 

Listed on the Australian 
Stock Exchange 

 

“You never get a second chance at a first impression” 
and we ensure that whether it is the look of our 
communities or the service we deliver, our customers 
always get a fantastic first impression. 

     

 

 
2012 

Major capital 
raising of $36m 

 

“A customer may forget what you told them, but they 
will never forget how you made them feel”. We want 
to make every customer touch point an amazing 
experience, one that they will remember and recall 
with friends and family also to ensure that their 
experience living in a Lifestyle community is an 
extremely positive one. 

     
 

   

These two adages have been the key enabler of our 
growth and success over the years and as we develop 
and grow, these will become even more important 
over time. 

     
     
     

 
 
 

 



  
 

 

  

 

 

Our Purpose 

  
 We’re champions for facilitating a bigger, more enhanced life for our 

homeowners. A cohort of like-minded retired, semi-retired and working 
downsizers who belong to a generation that’s seen more change than 
any before; and possibly any to come. 
 
We build communities because our homeowners have worked hard for 
what they have and they deserve affordable, beautifully-designed and 
low maintenance homes in concert with best-in-class amenities. We 
create communities because our homeowners haven’t given up on 
returning to a time when they built strong communities around their 
own homes. We nurture the homeowners within our communities 
because they seek a space that’s truly their own, that strikes the perfect 
balance between connection and privacy; independence and activity.  
 
Like us, our homeowners rail against an earnestly bland existence or 
disappearing into a sea of sameness; the one-size-fits all approach that 
places limitations on what’s possible. Which is why we actively listen to 
them; to their hopes for now and their dreams for the future, so the next 
time they ask, “what’s next?” we’ve already been busy reimagining. 
 
But, most of all, we champion bigger, more enhanced lives for our 
homeowners because we know that reducing their property footprint 
takes a giant leap of faith. This is why we believe it’s a privilege to walk 
alongside them as they elevate the next phase of their lives.  
 
Like us, we believe they’re just getting started.  
After all, they’re the generation of change. And they’re not done yet. 

 

    

     

 2014 
1,000th homeowner 

moved in 

2016 
2,000th homeowner 

moved in & 
10th Community 

Clubhouse opened 

2018 
Acquired 17th 

Community Site & 
3,000th homeowner 

moved in 

2021 
Land purchased for 

our 25th Community 
4200 homeowners 

1100 pets 
Joined ASX 200 

  



  
 

 

My Role 
  Purpose 

 

As the Creator of First Impressions, 
you will answer and respond to all 
enquiries from customer (via phone, 
email or webchat) to provide 
information on products, financial 
models and other enquires with a 
focus on providing exceptional 
customer service, qualifying leads 
and arranging appointments for 
consultants. You will have an 
outbound focus to support Sales and 
Marketing activities. Your curiosity to 
deliver an amazing level of service, 
will ensure you are deeply intrenched 
with the activities and progress of the 
community projects. 

 



  
 

 

 

 
 

 

I am a passionate person that really enjoys 
working in a highly engaged and supportive 
environment to deliver amazing service to our 
team and customers. I have high empathy and 
can put myself in the shoes of team members 
and our customers to understand their needs and 
how to provide service that exceeds their 
expectations.  
 
I have high EQ and my working style is one of 
collaboration and consultation.  I love providing 
amazing customer experiences and love adding 
value to my team. I represent the company 
positively in every interaction, whether in 
person, over the phone or via email. I love 
working as part of a team to improve the 
experience our customers have with Lifestyle 
Communities. 
 
I am proactive with energy and drive, I look for 
challenges and have a strong desire to succeed. I 
am excited to think outside of the box and 
constructively challenge the business to be 
exceptional in all that we do.  I treat everyone 
with respect and show humility in all 
interactions. I believe that Lifestyle Communities 
makes a real difference to our customers lives 
and I work to ensure that I can also make a 
difference to what we do and the service and 
product we deliver. 
 
I am thoughtful, compassionate, kind and value 
relationships. I work for Lifestyle Communities! 

 

 

 



  
 

 

 

Our Values 
Our values that we live by at Lifestyle 
Communities and that drive all our 
interactions with our customer. 
 
We know that by living these values we 
can deliver excellent customer service to 
all stakeholders and believe that these 
values differentiate us from other 
operators in this sector. 



  
 

 

 

 

POSITION TITLE Creator of First Impressions 

REPORTS TO Contact Centre Manager 

DIRECT REPORTS  N/A 

LOCATION Support Office, Lvl 1, 9-17 Raglan Street South Melbourne VIC 
3205. Some travel to Lifestyle Communities around Victoria. 

EMPLOYMENT TYPE Full Time 

TEAM Contact Centre/Sales Team 

KEY RELATIONSHIPS  

INTERNAL  Head of Sales 
 Contact Centre Manager 
 Creators of First Impressions 
 Lifestyle Consultants 
 Established Sales Consultants 
 Sales and Settlement Lead 
 Community Management Team 
 Marketing Team 
 People Experience 
 Managing Director 

EXTERNAL 

 Our Homeowners 
 Potential Homeowners 
 Investors  
 Contractors 
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 KEY TASKS / DELIVERABLES AND / OR PERSONAL 
CHARACTERISTICS 

WHAT WILL SUCCESS LOOK LIKE? 

CUSTOMER SERVICE 

 Demonstrate a passionate commitment to the Lifestyle Communities brand and 
values and communicates with passion and clarity 

 Demonstrate a strong customer-service focus approach and is attentive to these 
needs 

 Proactively look to find solutions to ensure an amazing experience with Lifestyle 
Communities 

 Follow through on customer enquiries, requests or complaints and keep 
customers updated about progress of projects or services 

 Maintain an extensive knowledge of the industry and its competitors – is 
externally focused 

 Conveys information in a manner that is easy to follow and understand 
 Has excellent communication skills and the ability to get a message understood 

clearly by adopting a range of styles, tools and techniques appropriate to the 
audience and nature of the information 

 Escalate any issues to Customer Contact Manager, as required 
 Other duties as directed 

 You maintain a mystery shopping result of > 85% 
 You greet all enquiries with a warm, bright and welcoming tone and 

adjust as required by the circumstances 

INBOUND CUSTOMER 
SERVICE 

 Answer inbound calls relating to sales enquiries with the intention of booking 
appointments  

 Provide high level product knowledge and information to potential customers 
 Accurately answer questions about product details and the financial model of 

Lifestyle Communities 
 Handle calls relating to Community based enquiries 
 Follow up customer enquiries 

Answer calls for South Melbourne Support Office 

 
 You will deliver an exceptional service experience to all callers 
 You supply accurate information when required and are recognised as 

an authority on the customers lifestyle lifecycle 
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OUTBOUND CUSTOMER 
SERVICE 

 Make outbound calls to warm leads with the intention of qualifying customers 
and arranging appointments for Sales Consultants 

 Daily focus on outbound calls to potential customers who have already enquired 
(Warm calling) 

 Follow up customer enquiries with a strong emphasis on converting enquiries to 
appointment 

 You work as part of the team to ensure customer enquiries are followed 
up and that > 90% of Active Customer Service Leads have Follow Ups 
Set 

 

WEB CUSTOMER SERVICE  Handle enquiries on webchat in a professional and timely manner 
 Find suitable solutions to the enquiries by using suitable resources. 

 
 Maintain a webchat CSAT over 85% 
 Your written tone is warm, bright and welcoming 

DATABASE MANAGEMENT  Enter new customer information into database 
 Manage and update customer information and notes on Runway to ensure that it 

is always up to date 
 Document all call information according to standard operating procedures 

 You pro-actively gather information and accurately record it in the CRM 
You identify and correct/update business held data that 
incorrect/outdated 

RELATIONSHIP 
MANAGEMENT 

 Liaise with a range of board members, staff, clients and homeowners 
 Ability to quickly build rapport and trust with customers, staff and homeowners 
 Ability to communicate at all levels and with people from all walks of life 
 Gains the respect of the team by the excellence of your work 
 You accept constructive criticism without taking it personally and improve your 

performance as a result 

 You develop strong, value adding relationships with all key stakeholders 
You adapt your style to the intended audience to ensure optimum 
results 

COMMUNITY VISIBILITY  As part of the wider sales team, you are required to participate in sales events, 
development days and other team activities. 

 
 Active participation and attendance at required development and team 

days / events. 

 

 

 



 

 

 

In addition to fulfilling the requirements listed in this 
position outline you will be inspired and challenged, 

your learning curve will be steep, and you will genuinely 
believe in the purpose of the business and you will wake up 

eager to start the working day where your contributions 
are valued and rewarded. 

 

 

 

 

THE KEY CHALLENGES OF THIS ROLE: 

 
 Have an understanding of products, processes and operations of the business. 
 Delivering a consistently amazing experience to all stakeholders and 

customers. 
 Managing the conversion of sales enquiries to appointments. 

 

 



 

 

  

 We have a strong history up to today and we need 
passionate, motivated and entrepreneurial team 
members to challenge the status quo. 
 
By joining the Lifestyle Communities team you are 
committing to give it your all, live the values, take 
some risk and make a difference. 
That is all we ask. 
 
I, , 
acknowledge understanding of the key deliverables 
and values of the Lifestyle Communities and will 
execute my role as Creator of First Impressions 
to reflect this position outline. 
 

 
Signature 
 
 

 
Date 

 


