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Welcome.
I would like to personally welcome you to the Glad Group  
team and introduce you to the ‘Glad Life’ culture that will 
shape your working life with us.  

Our business is a blend of diverse people with different  
experiences, skills, and cultures. Together, we hold a collective 
desire to be the best at what we do. We are very proud of 
where we are today and excited about where we are headed.

As part of the Glad Group team, I am excited you will be a 
part of our journey as we continue to grow, and strive to be 
as adaptable, motivated, and responsive to the needs of our 
people as we are to our customers. 

We understand that operational excellence comes from a 
high standard of customer care, hospitality and wellbeing, 
and integrity – all delivered through the commitment and  
professionalism of our people. That is why we are  
continuously transforming the way we operate to improve  
our ability to innovate, evolve, and make the lives of our  
customers and the communities we serve better. 

We are so Glad you are with us, and we look forward to  
sharing our future success with you. 

Sincerely 
Steve Iloski 
Chief Executive Officer

https://gladlife.gladgroup.com.au/
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With over 35 years of experience, Glad Group is a family-owned and operated  
business, and a leader in the delivery of property services across Australia.

We pride ourselves on our highly competent multicultural workforce, excellent  
customer care, and the collaborative partnerships we have established with our  
customers – simply put we work together, not apart.

We are driven to build success, through open and trusted relationships with each 
other and with like-minded businesses to create partnerships that transform the 
workplace experience for our people and customers. ‘Together we are One team, 
One community’.

Our company structure
Glad Group is our corporate entity providing support and functional  
efficiencies to five unique businesses that form the Glad Group of Companies.  
Each work collaboratively with our valued customers to drive service efficiencies 
through smart technology, sustainable business practices, and innovation.

Our company structure also opens the door to greater career opportunities for our 
people as we continue to evolve and realise new business opportunities.

Who we are.



5gladlife.gladgroup.com.au

SERVICES
Integrated Services
Cleaning Services
Security Services
Guest Services
Maintenance Services

SERVICES
Maintenance Services
Electrical Services
Hydraulic Services
Project Maintenance
Facilities Management

SERVICES
Concierge Services

Workplace & Hospitality Services

SERVICES
National Operations Centre

IT Managed Services

At a glance.

Our services.

+2500 staff  
Care taking +300 
assets across  
Australia. 

+100 nationalities  
Creating a highly 
diverse and talented 
workforce. 

ESG focus 
Strong commitment 
to sustainable 
business practices. 

24/7 National 
Operations Centre
Helpdesk for our staff 
and customers. 

https://gladlife.gladgroup.com.au/
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Our values

Our shared values, purpose and mission  
influence the way we engage with each  
other and our customers to create a safe and  
inclusive work environment for everyone.

Know them and live them because they are the 
foundation of our culture and if we stay true to 
our values we can go home proud at the end 
of every day. 

Learn about our culture. 

What matters
most to us.
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Trust

We are transparent  
and ethical. 

Respect

We collaborate and share  
ideas without judgment.

Integrity

We deliver on  
our commitments. 

Innovation

We create positive  
change through disruption. 

As a team member of Glad Group we are 
committed to abiding by the Glad Group 
Code of Conduct (see page 24).

Our code
of conduct.

Our values.

We create welcoming experiences 
and safe places, every day.

Our 
purpose.

To engage and empower our people at 
all levels of the organisation to deliver a 
sustainable service that will exceed all our 
stakeholders’ expectations.

Our 
mission.

https://gladlife.gladgroup.com.au/
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We are glad you are a part of the team

We are a people first business that prides itself on 
the talent of our diverse workforce. We celebrate 
diversity and inclusion, and know our people are 
the driving force in delivering service excellence to 
our customers and the communities we serve. 

We are committed to supporting our people in 
achieving their career aspirations and creating an 
engaging workplace environment where everyone 
feels a sense of belonging, safety and support.  

Learn about our workforce support programs. 

Celebrating 
and supporting 
our people.
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Career progression

We always look for 
opportunities to promote 
from within and 
encourage you to speak 
with your manager to 
discuss career pathway 
opportunities. 

Regular team bonding 
sessions

Coordinated by your 
management team 
to cultivate belonging 
and friendships with your 
peers. 

Designed to enhance team 
communication and team 
performance. 

Reward  
and recognition

Regular team-based 
acknowledgment and 
reward for performance 
excellence.

Service Excellence Awards 
program.

Length of Service program.

Regular participation in 
industry awards.

Learning and development

Regular online learning 
through Glad Academy, 
face to face learning, and 
scenario-based training 
to develop your skill base.

https://gladlife.gladgroup.com.au/
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Employee Assistance Program.

Supporting our people to live well

At Glad Group, the health, safety, and wellbeing of our people is our number 
one priority. To demonstrate this commitment, we have partnered with one of  
Australia’s leading mental health and wellbeing providers, Assure Programs, to  
provide this important employee benefit.

Managing stress and mental health concerns.
Shift work support.
Managing excessive workloads.
Parenting and family problems.
Support with managing challenging customers.
Coaching to achieve goals and outcomes.
Introductory legal advice (1 session).
Financial coaching. 
Diet and nutritional consultation.

Provided Employee Assistance Program services

Free confidential solutions focused counselling sessions with qualified psychologists 
are available to you and your family, and are commonly used for:

Wellbeing Gateway 
Your personal mental health and wellbe-
ing companion supporting you  to thrive 
at work.

Access wellbeing tools, set wellbeing 
goals through self-paced programs and 
24/7 support when you need it.  

You will need to enter our company code 
when registering your details: GLA2254.

Download the app today.
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Keep the fire, skip the
burnout
You can stay passionate without burning out.
Let’s find healthy ways to recharge together.
Support is just a conversation away.

Call us 24/7, 365 days a year, or start a confidential chat
with a clinician on Wellbeing Gateway. 

Scan the QR code to get started.

© Copyright 2025 Ingeus Australia Pty Ltd t/a Assure Programs

1800 808 374 AUS 
0800 808 374 NZ

https://gladlife.gladgroup.com.au/


GLAD GROUP | GLAD LIFE CULTURE GUIDE

12

If you see something, say something. 

Making our work environment safe, fair and honest

We are a diverse workforce that respects each other and our differences. To be at 
our very best we believe that every team member has the right to come to work each  
day feeling safe, welcomed, and included. 

We are committed to maintaining a Speak Up culture through open and trusted  
communication at all levels. There are several ways our staff can privately raise  
concerns over any wrongdoing or misconduct at work. 

Approach your manager  
to voice your concerns

Start a private conversation with 
your direct manager or Client 
Services Manager to express your 
concerns. 

Contact our People 
& Culture Team

Speak privately to a trusted member 
of our People & Culture team. 
E: gladacademy@gladgroup.com.au

P: 1300 283 233  

Call or email our Whistleblower Service

Contact our independently managed Whistleblower  
Service. Anyone lodging a report through this service can 
feel confident that extensive measures are in place to 
protect anonymity.

Call 1300 687 927                 

E: whistleblowingservice.com.au/gladgroup/

You will need the following information to make a report:

Unique key: GLAD2021 | Reference Number: GladGroup21

We do not tolerate victimisation of anyone who intends to report  
or has made a report. 
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Flare workplace benefits.

Unlock a great range of retail discounts and perks

Available to every Glad Group staff member in Australia. Enjoy saving on everyday 
expenses like groceries, food, and fuel, as well as fashion, entertainment, travel, 
sport, health, and much more. 

Access Flare through Glad Academy 

Step 1: Login to Glad Academy (you will need your username and password). 

              gladgroup.elmotalent.com.au/login

Step 2: Navigate to the ‘Benefits’ Tab on the left hand menu.

Step 3: Click to go to the Flare online portal.

Step 4: Start enjoying great savings.

https://gladlife.gladgroup.com.au/
http://gladgroup.elmotalent.com.au/login/ 
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There is always someone to help

If you have a general question (or aren’t sure who to ask), speak to your Manager. 
Alternatively, below are key contacts to support you.

Contacts to know.

For all HR related matters contact our People & Culture team:

@ gladacademy@gladgroup.com.au                       

P: 1300 283 233		

For all questions relating to your pay or leave entitlements contact 
our Payroll team:

@ payroll@gladgroup.com.au

P: 1300 283 233		

24/7 National Operations Centre - on shift staff after hours support:

P: 1300 283 233 	

IT Support: your help-desk for any IT related matters: 

@ support@gladgroup.com.au

P: +61 29064 4005

To raise a safety concern contact our Risk and Compliance team:  

@ compliance@gladgroup.com.au

P: 1300 283 233		

https://gladlife.gladgroup.com.au/
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The purpose of your role

This Culture Guide outlines the expectations of 
your role within the Glad Group of Companies, 
and how you play an important part in creating  
welcoming experiences and safe places, every day.

It’s important to always care about doing the job 
well and striving for excellence. We are all part of 
a team that works together, supports each other, 
and goes above and beyond.

This guide outlines the expectations of your role to 
create an exceptional customer experience.

Learn about your role expectations.

A guide to your 
role with us.
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Our commitments. 

A supportive, safe and respectful work culture that cares for you every day.
Career progression through ongoing training and development.
A collaborative culture of passionate people that continually strive to  
improve operations through innovation and service standards. 

A positive workplace environment

An open mind and enthusiastic approach to achieve the very best  
service standards.
Contribution of ideas and knowledge to move the business forward.
Willingness to get the job done no matter what it takes.

What you offer us

https://gladlife.gladgroup.com.au/
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One team, One community approach. 

We see, we report. We do.

Whether you are a cleaner, security officer, guest services or maintenance  
technician, as a custodian of customer service our team members are always  
looking at the environment around them - seeking out opportunities to ensure the  
very best presentation standards and customer service. We take the following  
actions:

If we see something, we report it. We report any items not compliant 
to service standards. We report items in need of service support or 
repair.

We Report

We don’t leave it for someone else. We take individual action to  
resolve any issue – a spill is never left unattended, a broken chair is 
removed or replaced. We take pride of the space we are in. If we can’t 
do it ourselves, we ask for help.

We Do

We are the eyes of the customer. We conduct regular checks of the 
workplace environment to ensure compliance to high standards of 
presentation and that equipment, furniture, amenities and lights are 
fit for purpose and ready for use. 

We See
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We work 
together, 
not apart. 

We work together, not apart

We work together with a shared service vision that delivers an elevated  
service experience. Members of our cleaning, security, guest services and  
maintenance teams take action to provide a coordinated service delivery 
that maintains presentation standards, ensures loop and rotation times are  
achieved, improves reporting of faults, equipment and repairs, and works to  
support high standards of customer experience. Some great examples of working 
together include: 

Lights out 

If a light fitting is not working, log 
the default so the maintenance 
team can replace the globe.

Broken 

If furniture, fixtures, or plants are 
broken report it so it can be fixed 
quickly. If still broken after a few 
days send a reminder.

Litter

If you see litter on the ground pick it 
up and place in the bin. If the bin’s 
more than ¾ full let cleaning know.  

Help

If someone looks lost, distressed,  
or worried offer a helping hand.

https://gladlife.gladgroup.com.au/
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Customer service success.

Positive service behaviours

Be open, friendly  
& engaged

When standing, position 
your body in a manner  

that is open, friendly and 
prepared for assistance. 
Always appear interested 

no matter what the 
situation. 

Say good morning,  

afternoon & evening

Use appropriate  

casual greetings when 

passing a customer, 

tenant or guest.  

Acknowledge them 

with a nod of the head.
Show your hands

It is important to 

always have an open 

friendly demeanor. 

Visible hands give a 

sense of openness. 

Customer comes first

Allow customers to  

enter an elevator or  

escalator before you,  

unless operationally  

or situation critical 

Never step in front  

of a customer. 

Walk tall
With your head 
held high and 
back straight. 

Hospitable serviceAlways conduct  yourself in a manner that supports memorable customer experiences. 

Professionalism

Be professional, 

discrete and 
vigilant to 
operational 

requirements 

especially when

in customer sight. 

You are the custodian of customer safety, comfort and wellbeing. As a member of 
any service team, you act as an ambassador of the property, business or brand you 
represent. 
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Behaviours to avoid when interacting with customers

Fidget or appear  distracted in front  of customers. 

When talking to  colleagues or friends be mindful you are still customer facing.

Call out loudly  
to colleagues  disrupting the work environment.

Lean or rest your 

body against 

furniture, walls 

or property 
fixtures. 

Touch your nose, 
rub your chin, eyes 
and other parts of 
your face when in 
customer areas.

Fix, touch or play with 
your hair, and put your 
hands in your pockets.  

Cross your arms or 
appear unfocused or 
disinterested at any 

time. 

Drag a mop and 
a bucket across

the floor. 

https://gladlife.gladgroup.com.au/
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Looking your best.

Uniform Style Guide.

Scan to view our  
Uniform Style Guide. 

At Glad Group, we are committed to excellence – both in the delivery of our work  
and looking our best when in uniform. It is Glad Group policy you always present to � 
a professional and premium standard.

Please carefully read our Uniform Style Guide which outlines the presentation and 
grooming standards for all Glad Group staff.

Always remember, when in uniform we embody the Glad Group values of Trust,  
Respect, Integrity and Innovation - so wear your uniform with pride.
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Grooming and presentation.

The basics

The following grooming and presentation guidelines are the minimum standards 
for presentation when you are at work.  

You must be completely groomed and 
well-presented at all times. 
All clothing you wear should be clean, neat, 
and well-pressed or ironed.
Your clothing and/or uniform should not be  
stained, torn, or faded.
Shoes must be black, kept clean and in 
good condition. 
No smoking in uniform – or in guest view.
Never chew gum in uniform – or in guest 
view.
Never use personal devices (phones, 
tablets, or other electronic devices) whilst 
in uniform – or in guest view.
Always keep jewellery and accessories to 
a minimum and to suit uniform attire. 
Body-piercings should not be visible in the
workplace. 
Tattoos should be covered up as far as 
reasonably practical. 

https://gladlife.gladgroup.com.au/
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A guide to expected standards of behaviour

Our Code of Conduct sets out Glad Group’s  
expectations and standards for ethical behaviour 
and responsible business practices. As part  
of this commitment, we strive to maintain a safe  
and  secure workplace for everyone, ensuring that  
safety remains a fundamental part of our culture 
and daily operations.

Read our Code of Conduct and get to know  
our workplace simple safety steps.  

Code of  
conduct  
and safety. 
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Safety is  
everyone’s  
business. 
It’s everyone’s duty to foster a safe and  
healthy workplace.  

If you see something unsafe speak up. 

Know your workplace environment and be 
aware of your surroundings.

Keep your work area clean, tidy, and avoid trip 
hazards.

Follow all procedures and Safe Work Method 
Statements.

Report unsafe conditions or potential hazards  
to the manager on duty.

Report all incidents and near misses to the 
manager on duty.

Wear necessary PPE to avoid injury.

Stop, think, act - keep safety for everyone top  
of mind.

Here are some simple safety steps that we can 
all take to stay safe at work:

For more information  
on our safety culture visit:

gladlife.gladgroup.com.au

https://gladlife.gladgroup.com.au/
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