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1. Community Housing Eligibility 
Policy 

Purpose and Objective 

The purpose of this document is to explain the Community Housing Eligibility policy. is.  

Scope 

• This policy applies to all applicants for social housing under Housing Pathways. 

This policy also aligns with the Community Housing Access Policy and Community 

Housing Eligibility Policy. 

• This policy describes the organisation’s objectives and policies regarding 

Community Housing Eligibility. 

References 

Housing Plus will manage Community Housing Eligibility in accordance with: 

1) Residential Tenancies Act and Regulations. 

2) NSW Community Housing Eligibility Policy 

3) NSW Housing Pathways: Eligibility for Social Housing Policy 

4) The terms of the residential tenancy agreement. 

5) Housing Plus policies. 

Definitions 

Term: The NSW Housing Register 
Definition: When a client is eligible for social housing or transfer, the social housing provider 
will place them on the NSW Housing Register. FACS and participating community housing 
organisations including Housing Plus will then use this register to offer housing when a 
suitable property in the social housing sector is available. 

Legislation and Compliance 

FACS and community housing providers are able to provide housing assistance in 
accordance with the Housing Act 2001. 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Community Housing Eligibility  

3) Oversees training and ensures adoption by all employees responsible for 

Community Housing Eligibility  

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

http://www.housing.nsw.gov.au/__data/assets/pdf_file/0004/329872/NSWCommunityHousingAccessPolicy2016.PDF
http://www.housing.nsw.gov.au/__data/assets/pdf_file/0007/329875/NSWCommunityHousingEligibilityPolicy2014.PDF
http://www.housing.nsw.gov.au/__data/assets/pdf_file/0007/329875/NSWCommunityHousingEligibilityPolicy2014.PDF
http://www.austlii.edu.au/au/legis/nsw/consol_act/ha2001107
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Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Community 

Housing Eligibility 

Policy 

To ensure that community housing assists clients who are most in need, the eligibility criteria 
for community housing concentrates on assisting: 

• Clients on low income that need support to help them live independently, and 

• Clients on low income that have problems finding affordable housing in the 

private market that is suited to their needs. 

Housing Plus will assess eligibility and priority for clients seeking social housing.  

Eligibility for social housing 
To be eligible for social housing, clients must: 

• Establish their identity, and 

• Be resident in New South Wales (NSW), and 

• Be a citizen or have permanent residency in Australia, and 

• Have a household income within the income eligibility limits, and 

• Not own any assets or property which could reasonably be expected to resolve 

their housing need, and 

• Be able to sustain a successful tenancy, without support or with appropriate 

support in place, and 

• If applicable, make repayments of any former debts to a social housing provider, 

and 

• In general, be at least 18 years of age. 

Notwithstanding anything in this policy, a client may be ineligible for housing assistance if: 

• He or she has a history of having committed registrable offences, and 

• It is likely that the presence of that client in community housing will:  

o cause antisocial behaviour, or 

o present an unacceptable risk of harm to the client, to other community 

housing occupants or to neighbours. 

Income eligibility 
To determine whether a household meets the income eligibility for social housing, Housing 
Plus will: 

• Assess income eligibility according to the applicant’s household size, type and 

gross assessable household income.  

• Apply a number of income eligibility limits and assessment rules. For more 

information, go to Income eligibility limits and Income eligibility assessment rules. 

Clients applying for social housing must provide proof of income. For more information go to 
Proof of income and assets. 

There are no minimum income criteria. Permanent residents with no income are able to 
apply. Where a client declines to apply for a Centrelink income, the social housing provider 
will assess the client as receiving a basic Centrelink income support payment, for example, 
Newstart Allowance 

http://www.housingpathways.nsw.gov.au/additional-information/policies/social-housing-eligibility-and-allocations-policy-supplement#iel
http://www.housingpathways.nsw.gov.au/additional-information/policies/social-housing-eligibility-and-allocations-policy-supplement#iear
http://www.housingpathways.nsw.gov.au/additional-information/policies/social-housing-eligibility-and-allocations-policy-supplement#poiaa
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Clients who own or part own property 
If the client or their partner owns or has a share in property (including land) that could 
provide a viable alternative to social housing, they are not eligible for social housing if they 
are able to: 

• Live in the property, or 

• Sell their equity in the property. 

Housing Plus may waive the property ownership rule in certain cases such as:  

• they are in the process of negotiating a property settlement resulting from a 

relationship breakdown. 

• they need to move to NSW for specialist long-term medical treatment that is not 

available in the State they are currently living in. 

• they are escaping domestic violence, serious harassment or threats of violence. 

• the property is located overseas. 

Applicants who are under 18 years of age 

Generally, an applicant must be at least 18 years of age before a provider can consider them 
for social housing. However, Housing Plus will consider applicants under 18 if: 

• They meet all the general eligibility criteria for social housing , and 

• They have an income, and 

• Social housing is the best way to meet their accommodation needs, and 

• The provider is satisfied they are able to meet tenancy obligations. 

Under the Children and Young Persons (Care and Protection) Act 1998: 

• A child is under 16 years of age. 

• A young person is aged 16 years or over but under 18 years of age. 

A child is not eligible for social housing. In these situations, Housing Plus will make a referral 
to Community Services for alternative accommodation and support services for the child. 

Priority housing assistance 

Priority housing aims to meet the urgent housing needs of applicants who require long-term 
housing assistance. 

To be eligible for priority housing, applicants must meet all three of the following criteria: 

• Eligible for social housing, and 

• In urgent need of housing, and 

• Unable to resolve that need themselves in the private rental market. 

Criteria 1 - Eligible for social housing 

To be eligible for priority housing, an applicant must meet the general eligibility criteria for 
social housing, as outlined above. 

Criteria 2 - In urgent need of housing 

• An applicant may demonstrate that they have an urgent housing need if they are 

experiencing one or more of the following: 

• Unstable housing circumstances, and/or 

• At risk factors, and/or 

• Existing accommodation is inappropriate for their basic housing requirements. 
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Criteria 3 – Unable to resolve that need themselves in the private rental market 

Housing Plus will assess a client’s ability to resolve their urgent housing need in the private 
rental market by looking at the following factors, which may make it difficult to rent privately: 

• Any assets or savings the client could use. 

• The client’s housing requirements, such as the number of bedrooms their size 

household requires, or the need for disability modifications. 

• The appropriateness of alternative housing options such as supported 

accommodation, or Rentstart. 

• The availability and cost of private rental accommodation that matches the 

client’s housing requirements in their preferred area, as well as other suitable 

areas. 

• The inability of the client to obtain private rental accommodation due to any 

personal circumstance or characteristic which is likely, or has been shown, to 

reduce their access to private rental. 

• Whether the client has a psychiatric, developmental, or intellectual disability or 

mental illness, which makes it difficult for them to rent in the private market. 

• Private rental brokerage would not be, or has not been, successful. 

The client’s ability to afford private rental accommodation is determined by assessing all 
forms of income received by the household. Housing providers will consider that rent is 
affordable if it does not exceed 50% of the household’s total gross weekly income, plus 
100% of Commonwealth Rent Assistance. 

A client’s ability to afford private rental accommodation is based on their gross household 
income. For priority housing assessment purposes, housing providers cannot take personal 
debts of any kind into consideration. Clients who are experiencing serious hardship due to 
debt should contact the Office of Fair Trading for information on financial counselling groups 
and services. 

For more information, go to Eligibility for priority housing – urgent housing needs. 

Eligibility of Former Tenants 

Where a former social housing tenant has left the premises with an unsatisfactory tenancy 
record due to rental arrears or significant tenant damage, the tenant will be admitted to the 
waiting list, but will not be made an offer until the cost of arrears/damage less than $500, or 
a satisfactory record of payment for longer than 6 months has been established. 

Where a tenancy has been deemed to be unsatisfactory for other reasons, such as; 

• Substantial complaints of nuisance and annoyance on an ongoing basis or over a 

lengthy period, 

• A substantial complaint of a serious magnitude, 

• Illegal activities carried out by a member of the household, 

• Arson or deliberate destruction of Housing Plus property, 

• Physical attacks or severe threats of violence to neighbours or Housing Plus 

staff; 

If a former tenant stops repaying their debt they will become ineligible for allocation of 
housing with Housing Plus. 

Shared Accommodation 

It is the policy of Housing Plus not to enter into share accommodation arrangements for 
unrelated persons other than those involving a joint arrangement between the organisation 
and another support service.  

http://www.housingpathways.nsw.gov.au/additional-information/policies/social-housing-eligibility-and-allocations-policy-supplement#efphuhn
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2. Matching and Offering a Property 
to a Client Policy  

Purpose and Objective 

The purpose of this document is to explain the policy for how Housing Plus Matches and 
Offers a Property to a Client. This includes social housing, affordable housing, and 
transitional housing.  

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by 

Housing Plus 

• This policy describes the organization’s objectives and policies regarding 

Matching and Offering a Property to a Client. 

 

References 

Housing Plus will Matching and Offering a Property to a Client in accordance with: 

1. Housing Pathways Matching and Offering a Property to a Client Policy 

2. Social Housing Eligibility and Allocations Policy Supplement 

3. Residential Tenancies Act and Regulations. 

4. Housing Plus policies. 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Matching and Offering a Property to a 

Client. 

3) Oversees training and ensures adoption by all employees responsible for 

Matching and Offering a Property to a Client 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Matching and 

Offering a Property to a Client 

Policy 

Tenants can expect Housing Plus to comply with the rights and obligations of a landlord 
under the Residential Tenancies Act 2010. Housing Plus expects tenants to comply with the 
terms of their tenancy agreement. 

http://www.housingpathways.nsw.gov.au/additional-information/policies/social-housing-eligibility-and-allocations-policy-supplement
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Background 

The social housing sector aims to promote a successful and sustainable tenancy when 
matching a client to a social housing property. In general, this means matching a client to a 
property that: 

• Is large enough for the client’s household, and 

• Meets any special needs of the client, so far as these are known, and 

• Assists the client to access special support services that they need, and 

• Makes the best use of available housing stock in a timeframe that balances the 

client’s need for stable housing with the costs to the housing provider of providing 

assistance. This includes ensuring that properties with specific features that are 

in high demand and short supply are only offered to those clients who need them. 

These features include:  

o Properties suitable for older people, or 

o Properties that have been built or modified to meet the needs of people 

with a disability, or 

o In some areas, properties on the ground floor, properties with level 

access, or properties with yards. 

Generally, a client will receive up to two reasonable offers of housing from their preferred 
provider. This means that, where a client selects public housing and community housing as 
their preferred provider, they may receive offers from FACS, any of the community housing 
providers participating in Housing Pathways, or a combination of both. 

A reasonable offer is when a property matches: 

• The number of bedrooms the household requires; 

• The allocation zone requested (the property may be in any suburb within the 

allocation zone); 

• Any other property features the client has been assessed as needing, for 

example: requirements relating to level access, stairs or steps; distance from 

services or facilities. 

In some cases where a tenant is relocating for portfolio management purposes, or when a 
client has been approved for emergency temporary accommodation, they may receive only 
one reasonable offer. 

Housing Plus will consider an offer of social housing reasonable if, based on the information 
provided by the client, the offer meets the client’s known housing needs. The provider 
making the offer will determine the reasonableness of the offer in accordance with their own 
policies. 

Client information 

Housing Plus expects clients to provide accurate and up to date information about their 
housing needs so that providers can appropriately match the client to a property that meets 
those needs. This means that: 

• A client who is on the NSW Housing Register must tell a provider if their contact 

details or anything in their situation that is relevant to their housing needs 

changes. 

• A provider can ask clients for updated information at any time while they are on the 

NSW Housing Register. 

• If a client does not respond to contact from a provider their application will be closed. 
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Matching a client to a Housing Plus (Community Housing) property 
Individual housing providers are responsible for allocating their own vacant properties in 
accordance with their own matching policies. When a vacancy occurs, the social housing 
provider who manages the property will allocate it, in line with their matching policy, to the 
next appropriate person on the NSW Housing Register. 

 

General Housing Allocations 

Housing Plus will allocate the property to the next appropriately matched applicant on the 
housing register according to priority, date of application and availability of suitable property.  

Properties with specific features that are in high demand and short supply will only be 
allocated to those who need them. Features will include: 

• Properties suitable for Seniors Living 

• Properties that have been built or modified to meet the needs of people with a 

disability 

• Ground floor properties with level access with a yard/garden 

Modified Properties  

Housing Plus will utilise modified properties only for those applicants or clients in need of 
disability modifications to assist them live independently. Such allocations will be approved 
by exception from normal allocation procedures, if the client has been approved for transfer 
or allocation on the basis they require disability modifications and have met the assessment 
criteria. See modifications policy 

 

Ground Floor Properties 

Ground floor properties with level access will be allocated to clients with a demonstrated 
need for level access. Such allocations will be approved by exception from normal allocation 
procedures, if the client has been approved for transfer or allocation on the basis evidence 
has been provided which supports their requirement for this type of property.  

Ground floor properties will be targeted to seniors where appropriate, to support seniors by 
allowing them to age in their current home. See Housing for Seniors and Pensioners. 

 

Clients who have certified companion dogs will be eligible for ground floor properties, as will 
clients who can not manage stairs who have supporting medical evidence.  

 

Properties subject to State Environmental Planning Policy (Housing for seniors or 

People Living with a Disability) 2004 

If the property is designated housing for seniors or people living with a disability (note these 
properties are subject to the 2004.) The following criteria will apply to client selection: 

• Clients aged 55 years or over  

• Clients who receive a disability support pension (regardless of age) 

• A client whose partner (married or de facto) is aged over 55 years  or receives a 
disability support pension 

 

Senior’s Housing   

Housing Plus is committed to supporting older people and providing them housing that will 
allow them to live independently as possible for as long as possible. Housing Plus may 
allocate suitable complexes of units of housing as seniors/pensioners living only and as such 
these units may not be used as general housing. The following criteria will apply to seniors 
housing client selection: 

• Aboriginal or Torres Strait Islander clients who are 45 years of age or over 
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• Clients aged 55 years or over who are not Aboriginal or a Torres Strait Islander 

• A client whose partner (married or de facto) is aged over 55 years (or 45 years if 

Aboriginal and Torres Strait Islander)  

• People who live within the same household with seniors or people who have a 

disability 

 

Specific Housing Programs Allocations   

The allocation process for specific housing programs will vary depending on the individual 
program and the type of the vacant property. In such cases, particularly where there are 
nomination rights, the program guidelines, service agreement and partnership agreements 
will determine the nomination and allocation procedure.  

Local Allocation Strategies  

Housing Plus may determine a local strategy for allocations in a particular area, complex or 
estate. The allocation strategy may be applied to vary the standard criteria, or give greater 
priority to certain applicants than would otherwise be the case, in the following situations:   

• There is a high concentration of community and/or public housing stock, including 

multi-unit complexes  

• There is a high concentration of tenants with multiple health, social or economic 

problems 

• There are existing tenancy management problems, or the potential for them to 

develop 

• There are existing issues which will be exacerbated if allocations are not 

sensitively handled 

• There is a mismatch of demand and supply making the property very desirable or 

hard to let 

The purpose of Local Allocation Strategies is to: 

• Create a higher likelihood of sustained long term tenancies  

• To maximise community cohesion and sustainability 

• Reduce transfer requests caused by inappropriate allocations 

• Ensure co-location of certain clients where this is beneficial to them or their 

access to services 

• Ensure clients who may cause nuisance or annoyance are located where the 

impact of anti-social behaviours would be minimal. 

Targets will be set for supported tenancies in each complex to ensure a healthy mix of client 
groups and to maximise cohesion. In multi unit sites, with little open space or play areas, a 
maximum of one child per unit will be permitted. Where allocations decisions are made using 
the Local Allocation Strategy, clients who meet the household profile sought under the Local 
Allocation Strategy will be allocated and such decision fully documented.  

Criteria for Matching Clients to Properties  

Basic Criteria  
 

Housing Plus will consider the 
following additional criteria when 
relevant 

Location of 
Property 

Housing Plus will match the 
client to one of the 

Housing Plus will: 

• Match to specific locations within 
an allocation zone when the client 
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location/allocation zone as 
requested by the client 

has demonstrated a need for this 
allocation zone 

• Not match a client to a property in 
an area covered by a Local 
Allocation Strategy unless the 
client’s household meets the 
profile sought under the Strategy 

Type of Property Housing Plus will match to a 
house, townhouse or unit 
according to availability 

Housing Plus will: 

• Match a client to a specific type of 
property if the client has 
demonstrated a need for this type 
of property 

• Match a client to properties with 
specific features (such as ground 
floor property, property with level 
access, modified property, 
property with a maximum number 
of stairs) if the client has 
demonstrated a need for this type 
of property. 

• Not match a client to properties 
that have specific features if the 
client has demonstrated that these 
features would make the property 
unsuitable for them. 

• Where possible, match 
households with young children to 
properties with yards, subject to 
availability. 

Number of 
bedrooms  

Housing Plus will match to a 
bedroom allocation based on 
the client’s household 
composition.  
 
The minimum bedroom 
entitlements used by Housing 
Plus are set out in the 
Bedroom Entitlement table 
below. 
 
Housing Plus may match a 
household to a property larger 
than their minimum 
entitlement. This will happen 
if we have a larger property 
available and our  operating 
procedures allow it to be 
allocated to the household. 

Housing Plus will: 

• Match to a bedroom allocation 
above the minimum entitlement if 
the client has demonstrated and 
evidenced a need for a property of 
this size.  

• Where possible, consider the 
future accommodation needs of 
children in the household. 

 

Standard bedroom entitlements for Housing Plus 
Household type Standard bedroom entitlement 

Single Person Studio, one or two bedrooms 

Couples One or two bedrooms 
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Household type Standard bedroom entitlement 

Single people or couples with one other household 
member 

Two or three bedrooms 

Single people or couples with two other household 
members 

Two or three bedrooms 

Single people or couples with three other household 
members 

Three or four bedrooms 

Single people or couples with four other household 
members 

Three or four bedrooms 

Single people or couples with five or more other 
household members 

Four bedroom or, if available, five or more 
bedrooms. Clients who have a five 
bedroom household complement will 
generally be offered a four bedroom 
property unless a five bedroom property 
is vacant when the client’s turn is 
reached. This is because of the limited 
availability of five bedroom 
accommodation.  

 

Table 2: Criteria for accommodating children 
Situation  Housing Plus response 

Children over 18 yrs of age The person is considered to be an adult when 
calculating the minimum bedroom entitlement 

Shared bedrooms • Same sex children up to 18 years of age 
are expected to share a bedroom 

• Male and female children are expected to 
share a bedroom until one of the children 
reaches 10 years of age. 

Children can’t share a bedroom Housing Plus will allocate an additional bedroom 
where the client has demonstrated a need for 
same sex children, or children under 10 years of 
age, to have separate bedrooms. 

Examples of situations where an extra bedroom 
could be appropriate include where there is a 
large age gap between the children or 
behavioural factors. 

Shared custody The child/children are considered to be part of the 
household if the client has shared custody of 
children for 3 days per week or more. Normal 
bedroom entitlements apply. 

Access visits from children • The children are not considered to be part 
of the household if they visit for less than 
3 days per week. 

• The client must demonstrate a need for 
an extra bedroom to accommodate 
access visits. 
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Situation  Housing Plus response 

Future needs of children who may need 
separate bedrooms in 2 or 3 years time 

Future needs of children who may need separate 
bedrooms in 2 or 3 years time 

 

Additional Bedroom Entitlement 

An Additional bedroom may also be allocated in some circumstances with approval from the 
Customer Services Manager, such as: 

• Applicant requires carer to stay full time or part-time being minimum of three 

nights per week 

• Applicant or member of the household is expecting a baby and there is no room 

sharing option; 

• A member of the applicant household is temporarily absent (prison, hospital, 

overseas, rehabilitation etc); 

Additional bedrooms will not be provided for applicants trying to regain custody of children, in 
this case the applicant is eligible for single accommodation, however Housing Plus will 
provide a letter approving a priority transfer that can be provided by the applicant to the 
Family Law Court.   

 
Information and evidence required to substantiate an applicants housing needs are outlined 
in Housing Pathways policies which can be found at www.housing.nsw.gov.au  
 

Aboriginality 
Aboriginal people and Torres Strait Islanders are entitled to the range of services available to 
all eligible clients. In addition, they may choose to: 

• Take up their entitlement in Housing Plus properties to one extra bedroom to help 

them meet their family responsibilities (this is subject to availability). 

• Seek accelerated progression on the NSW housing register if they or members of 

their household are over 55 years of age. 

• Nominate their interest in living in a Senior Communities property in public 

housing if 45 years of age or over. 

To take up the extra entitlements as mentioned above, at least one member of the 
household must be an Aboriginal person or Torres Strait Islander, and this person must 
provide confirmation of their Aboriginal or Torres Strait Islander descent. 

Conflict of Interest 

Conflict of interest may arise in situations where a Housing Plus employee or someone 
with a personal relationship with a staff member applies for social housing. Housing Plus 
will reduce the potential for actual or perceived conflicts of interest and to build confidence 
that the Housing Plus is working fairly and in the interests of all stakeholders  

Employees, friends or relatives will not be disadvantaged by their position in the allocation 
of housing and related applicants and will be treated as other applicants in the allocation 
process.  

• The Chief Executive Officer must be informed, and actions and decisions recorded 
on Conflict of Interest register. 

• The Chief Executive Officer will report the circumstances and outcomes to the board 

http://www.housing.nsw.gov.au/
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• Staff member involved must not be involved in assessment or allocation process. 

Offering a property to a client 
Clients will only receive one offer of accommodation at any point in time. This means that 
they should not be offered a property managed by one social housing provider at the same 
time as being offered a property managed by a different provider. 

 

Contacting the client and/or a third party about an offer 

The offer process begins when a Housing Plus selects a client from the NSW Housing 
Register as a suitable match for an available property. Housing Plus will usually contact the 
client by phone or, if unable to contact the client, they may send a letter by standard post or 
by express post requesting that the client contact the provider urgently. 

Housing Plus expects the client to respond to this contact within two days (excluding 
postage time) of this request for contact. 

Before an offer can be made, the Housing Plus will reconfirm the client’s eligibility to receive 
an offer. 

 

If a client does not respond to contact 
If the client does not respond to attempts to contact them to determine eligibility to receive 
an offer, the offer is counted as reasonable and will count towards the total number of offers 
the client is entitled to receive. 

 

If the client has a valid reason for not responding to requests for contact and can 
substantiate the reasons by meeting the criteria set out in Reactivating a closed application for 

social housing, or reinstating an offer due to the client not responding to contact, the client may 
have their offer reinstated. 

 

When a client does not respond to requests for contact within a specified timeframe their 
application will be closed and their name will be removed from the NSW Housing Register 
and they will lose their previous waiting time. If this happens the applicant must submit a 
new application to be re-listed on the NSW Housing Register unless the applicant is able to 
meet the criteria for reactivating a closed application. 

 

Timeframe to view and respond to an offer 
After Housing Plus makes an offer, the client must view the property and, within 2 days of 
receiving details of the offer, inform Housing Plus if they will accept the offer. This timeframe 
will vary from provider to provider. Housing Plus will advise the client of this timeframe, and 
only in extenuating circumstances can this timeframe be increased. 

 

If the client accepts an offer 
If the client accepts an offer, Housing Plus expects the client to sign the tenancy agreement 
within seven days, except where Housing  Plus extends the timeframe for a short time if the 
client requests it and has good reasons for making the request.  

Housing Plus will remove the client from the NSW Housing Register when they have signed 
a tenancy agreement. 

 

Where applicable, once a client has accepted an offer Housing Plus is required to disclose 
property information under the provisions of Section 26 of the Residential Tenancies Act 
2010 and Clause 7 of the Residential Tenancies Regulations 2010  prior to the client signing 
a tenancy agreement. Disclosure is required in instances such as where in the past five 

http://www.housingpathways.nsw.gov.au/ways-we-can-help/nsw-housing-register/managing-the-nsw-housing-register-policy#1
http://www.housingpathways.nsw.gov.au/ways-we-can-help/nsw-housing-register/managing-the-nsw-housing-register-policy#1
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years the property has been subject to a flood or bushfire or a serious violent crime has 
occurred at the property. 

 

If the client does not accept an offer 
If the client does not accept the offer, Housing Plus will ask the client to provide their reason 
for rejecting the offer in writing. The client must provide this information within the following 
timeframes.  

• days of rejecting the offer if being relocated for portfolio management purposes or 

Housing Plus has been given notice on a Leasehold Property 

• 14 days of rejecting the offer if being relocated for tenancy management 

purposes. 

• 28 days of rejecting the offer for all other applicants. 

When the Housing Plus receives the information, or, if they do not receive the information 
within the allocated timeframe, Housing Plus will review the available information and decide 
whether the client’s response is: 

• A rejection of a reasonable offer, which means the offer will count towards the 

number of offers the client is entitled to receive (in most cases two, but 

sometimes one), or 

• A rejection of an unreasonable offer, which means that the offer will not count 

towards the number of offers the client is entitled to receive. 

If a client rejects their final reasonable offer 
If a client has rejected the final reasonable offer, Housing Plus will remove the client from the 
NSW Housing Register. 

Legislation and compliance 
Housing Plus will match and offer properties in accordance with the provisions of the: 

• Housing Act 2001 

• Anti-Discrimination Act 1977 

• Disability Discrimination Act 1992 

• Occupational Health and Safety Act 2000 

Related documentation 

• Social Housing Eligibility and Allocations Policy Supplement 

• Client Service Delivery and Appeals Policy 

 Further information 
Appeals and review of decisions 

If a client disagrees with a decision a Housing Plus has made, they should first discuss their 
concerns with a staff member from the provider that made the decision. The next step, if 
they still believe the social housing provider made the wrong decision, is to ask for a formal 
review of the decision.  

Clients may not appeal the following decisions: 

• Non-selection by a social housing provider for an offer of social housing 

• Removal of their application from the NSW Housing Register once an offer of 

social housing has been accepted.  

http://www.housingpathways.nsw.gov.au/additional-information/policies/social-housing-eligibility-and-allocations-policy-supplement
http://www.housingpathways.nsw.gov.au/additional-information/policies/client-service-delivery-and-appeals-policy
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3. Starting a Tenancy Policy 
Purpose and Objective 

The purpose of this document is to explain the policy for starting a new residential tenancy 
Housing Plus. This includes social housing, affordable housing, and transitional housing.  

Scope 

• This policy applies to all clients (including applicants, former tenants and 

existing tenants) who accept accommodation in properties owned or 

managed by Housing Plus 

• This policy describes the organization’s objectives and policies regarding 

Starting a Tenancy. 

References 

Housing Plus will start a tenancy in accordance with: 

a) The Housing Act 2001 

b) Residential Tenancies Act 2010 and Regulations 

c) Housing Plus Policies. 

Both the client and Housing Plus have rights and obligations under the above Acts, the 
residential tenancy agreement and this policy. 

Definitions 

Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)) 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Starting a Tenancy 

3) Oversees training and ensures adoption by all employees responsible for Starting 

a Tenancy 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Starting a Tenancy 

Starting a Tenancy 

Housing Plus starts a tenancy when a client accepts an offer of accommodation in a property 
owned or managed by Housing Plus. 
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In most cases Housing Plus will make an appointment within one week of the client 
accepting the offer, to view the property and sign a residential tenancy agreement.  

Housing Plus will advise the client what information they need to bring to the sign-up 
appointment.  

 

Signing a tenancy agreement 

When signing a new tenancy agreement, the client can choose a support person to assist 
them during the starting a tenancy process.  

Each client will receive a New Tenancy Sign-up Kit to assist with their new tenancy. This kit 
will include:  

a) Residential tenancy agreement which sets out the terms and conditions of the 

tenancy and includes a property condition report, which documents the condition 

of the property at the time the client signs the lease agreement. 

b) The Renting Guide (published by the Office of Fair Trading) 

c) Client Information Exchange form 

d) Household Information Survey 

e) Centrelink Income Confirmation Consent form 

f) Centrelink Multiple Consent and Authority 

g) Unit reporting Data survey  

h) Six week Property Inspection letter 

i) Complaints and Appeals Fact Sheet 

j) Any other Fact Sheets or documents that may support the client 

At the time of signing the tenancy agreement, the client will become a tenant. Housing Plus 
will explain the rights and obligations under the tenancy agreement. Housing Plus will also 
ask the client to: 

a) Where relevant, continue to repay, or arrange to repay, former debts owed to 

Housing Plus. Outstanding debts from former tenancies will form part of a new 

tenancy agreement. Failure to repay or continue repaying former debts can 

jeopardise a new tenancy. 

b) Complete documents related to starting the tenancy, for example, an application 

for rent subsidy. 

c) Pay two weeks rent charges in advance. Where the new tenant is unable to pay 

the full amount, a repayment plan will be entered into, with a copy provided to the 

tenant. Please note: Lease is not valid until money is paid. 

d) Complete the property condition report by inspecting the property, deciding if they 

agree with the comments on the report and writing comments where they 

disagree. 

e) Return the property condition report, completed and signed, to Housing Plus 

within 7 days of moving into the property. 

Housing Plus will investigate and resolve any comments on the property condition report that 
indicate the tenant disagreed with Housing Plus’ assessment of the property condition. 

Security of Tenure 

Housing Plus will offer security of tenure to all tenants except in certain situations such as; 
Breaches of the Residential Tenancies Act; 

a) History of Tenant breach; 
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b) End of Joint Tenancy Agreement however a new agreement or re-housing will be 

offered; 

c) Sale of a property by the Landlord – attempts will be made to relocate the client if 

possible; 

a) In the case of leasehold properties, subject to continued funding. 

In limited circumstances, Housing Plus may offer a 3 or 6 month fixed-term tenancy for 
tenants with a significant history of tenancy breaches such as persistent arrears, antisocial 
behaviour or tenant damage, or 12 months fixed-term in case of NRAS Affordable Housing. 

All leases or sub-leases with Housing Plus, will offer security of tenure to tenants, in 
accordance with the provisions of the Residential Tenancies Act.  
 
Tenants in leasehold properties shall be deemed long term tenants and be removed from the 
Pathways waiting list. 

Rental Bond 

Housing Plus requires each tenant to pay a rental bond equivalent to four weeks of the 
market rent for that client at the commencement of that tenancy. In the case of tenants 
housed as part of the National Rental Affordability Scheme (NRAS), rental bond will be 
equivalent to four weeks of the reduced rent amount .All bonds will be lodged with the Rental 
Bond Board and dealt with in accordance with the relevant legislation applying to it.  

In any case where a tenant is unable to make payment in full of the rental bond at the 
commencement of the tenancy, Housing Plus may agree to the rental bond being paid over 
a maximum period of forty-five (45) weeks. 
 
Tenents will be fully informed at the commencement of tenancy that they are required to pay 
a rental bond. The bond equivalent to 4 weeks of the market rent, or 4 weeks of the reduced 
rent amount for NRAS written in the Tenancy Agreement. Any tenant who elects to pay the 
bond over a maximum period of 45 weeks in accordance with this policy will be advised that 
failure to pay in accordance with the signed agreement will be a breach of tenancy and 
action will be taken accordingly. 

Keys 

Tenants are given a full working set of keys on the day they sign the Residential Tenancy 
Agreement.  
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4. During a Tenancy Policy 
Purpose and Objective 
The purpose of this document is to explain the policy for During a Housing Plus residential 
tenancy. This includes social housing, affordable housing, and transitional housing.  

Scope 
• This policy applies to all tenancies managed by Housing Plus. 

• This policy describes the organisation’s objectives and policies regarding During 
a Tenancy. 

References 
Housing Plus will manage tenancies in accordance with: 

1) Residential Tenancies Act and Regulations. 
2) The terms of the residential tenancy agreement. 
3) Housing Plus policies. 

Both the tenant and Housing Plus have rights and obligations under the above Act, the 
residential tenancy agreement and Housing Plus policies. 

Definitions 
Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)). 

 

Term: Fixed Term Agreement 

Definition: A fixed term agreement means a residential tenancy agreement for a tenancy for 
a fixed term. 

 

Term: Transitional Housing 

Definition: Transitional housing is interim accommodation (generally from three months up 
to eighteen months) that may be provided for people exiting or transitioning from crisis 
accommodation. 

Responsibilities 

Executive 
1) Establish policy objectives 

Management 
1) Develops policies and procedures to achieve policy objectives 
2) Coordinates and implements policy for During a Tenancy 
3) Oversees training and ensures adoption by all employees responsible for During 

a Tenancy 
4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 
1) Understand and comply with Housing Plus policies regarding During a Tenancy 
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Policy 

Inspections 
Housing Plus will conduct all inspections in accordance with the requirements of 
the Residential Tenancies Act 2010, including giving seven days written notice prior to a 
visit, or two days to undertake necessary maintenance. Home visits may be made at any 
time, with the consent of the tenant.  

 

LTAP or Property Assessment Surveys (PAS) will be conducted on every property 
(excluding leaseholds) every two years. Seven days written notice will be given to this. 

If the tenant refuses access to the premises for Housing Plus staff or contractors after the 
required notice has been given, Housing Plus may apply to the NSW Civil and Administrative 
Tribunal for an access order. 

 

In some situations, including emergencies, urgent repairs, required inspections or where 
there are concerns for the health and safety of any household member, Housing Plus may 
access a property without the tenant’s consent and without an access order. Section 55 and 
57 of the Residential Tenancies Act 2010 outlines where this can occur. 

Employees must review risks and warnings prior to attending a dwelling. If a two-person visit 
warning exists, two employees must attend the property. 

 

Repairs, Maintenance and Home modifications 
For information on repairs and maintenance, including how to report a repair please see 
Repairs and Maintenance Policy. 

 

Pets 

Pets in properties owned by Housing Plus 
Tenants who live in properties owned by Housing Plus must seek permission prior getting a 
pet. Housing Plus will only approve a pet where: 

• The property is suitable for the animal, which may be a companion animal, and 
• The pet does not interfere with the reasonable peace, comfort and privacy of 

neighbours, and 
• They comply with any council requirements and the Companion Animals Act.  
• It is permissible under the rules of the local Strata By Laws 

 

Pets in Headleased Properties 
Tenants living in a property that is not owned by Housing Plus or FACS will have to refer to, 
and abide by, the rules set by the owners of the property. They may not be able to keep pets 
if they are prohibited by the property owners or strata by-laws. 

 

Restricted animals 
Tenants may not keep: 

• Restricted dogs, as defined by the Companion Animals Act 
• Dogs that have been declared dangerous by a local council, local court, or under 

the Companion Animals Act. 

Animals causing nuisance or annoyance 
If an animal belonging to a Housing Plus tenant causes a nuisance or annoyance to 
neighbours, or is not suitable for the property, Housing Plus will ask the tenant to remove it 
within 48 hours. Failure to remove the pet when asked to do so is a breach of the tenancy 
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agreement, and may result in action being taken through the NSW Civil and Administrative 
Tribunal. 

Being a Good Neighbour 
Housing Plus will assist clients to live in peace and harmony with their neighbours. This 
policy is aimed at promoting a more peaceful environment in community housing by dealing 
with issues of nuisance and annoyance, harassment, violence and criminal behaviour that 
may occur in our housing.  

 

If a client has breached the Residential Tenancy Agreement we may take action against that 
person’s tenancy. The action taken will depend on the seriousness of the breach but in 
extreme cases we will seek to terminate the tenancy.  

 

Eviction action will only be taken when all other reasonable options have been exhausted, 
unless the breach has been extremely serious. Every effort will be made to maintain the 
tenancy. Where there is conflict between clients and their neighbours, they will be 
encouraged to sort out their problems between themselves or through mediation.  

 

Clients will also be referred to Community Justice Centres for assistance when required. 
Clients have a right to the peaceful enjoyment of their home and an obligation to abide by 
the conditions of their tenancy agreement. They also have the right to complain about 
individuals who deny them that right.  

 

Housing Plus will investigate complaints about clients where there is an alleged breach of 
the tenancy agreement. If the complaint is substantiated, clients will be given the opportunity 
to change nuisance and annoying behaviour. We will support the principles of cultural 
diversity, and we will not tolerate harassment in the form of racial, homosexual or 
transgender vilification. 

 

Running a home-based business from the premises 
Housing Plus will only give approval to operate a business if it is satisfied that both the 
business and the tenant: 

• the  property will still primarily be used for residential purposes, and 

• the business does not negatively impact any neighbours, and 

• Will comply with any relevant laws and local government regulations that apply to 
operating a business from a residential property, including, where relevant, seeking 
any necessary approval from the local council prior to starting the business, and 

• all income derived from the business is declared to Housing Plus to ensure an 

accurate calculation of the rental amount. 

• Will not increase wear and tear over and above the level that would be normal for a 
home, or increase utilities (such as non-metered water in flats) that increase Housing 
Plus' costs, and 

• Will not make any alterations or additions to the property without seeking written 

approval from Housing Plus, and 

• Will meet their obligations under the Tenancy Agreement, in particular, where the 
tenant agrees ‘not to cause or permit antisocial behaviour, and not to interfere or 
cause or permit any interference with the reasonable peace, privacy or comfort of 
any neighbour’, and 

• Has a current public liability insurance policy appropriate to the type of business, and 

• Will not expose Housing Plus to excessive risk, and 
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• Will comply with other relevant Housing Plus policies. 

Evidence criteria include: 

• A document outlining the approval of the local council or any other relevant 
authorities, and 

• A public liability insurance policy certificate. 

Defining a home-based business 
The Australian Tax office defines a home-based business is one where you operate the 
business under either of the following circumstances: 

• at home – that is, you carry out most of the business' work at your home, for 
example, a dressmaker who does all their work at home, with clients coming to their 
home for fittings 

• from home – that is, the business does not own or rent any premises other than your 
home, for example, a tiler who does most of their work on clients' premises but does 
not have any other business premises. 

There are a range of activities that the ATO describes as home-based businesses (Please 
note that this does not mean that Housing Plus will approve all types of business): 

• Accommodation, cafes and restaurants: Bed and breakfast operator, caterer, 
campground owner 

• Agriculture, forestry and fishing: Shearer, market gardener 

• Communication services: Mail service provider, web designer, desktop publisher, 
graphic designer 

• Construction: Bricklayer, plumber, carpenter, tiler, fencer, electrician, builder, 
engineer, draftsperson, cabinetmaker, woodworker 

• Cultural and recreational services: Motion picture editor, sound recordist, artist, 
musician, piano tuner 

• Education: Tutor, lecturer, music teacher 

• Finance and insurance: Financial adviser, consultant, accountant, bookkeeper, 
insurance broker 

• Health and community services: Dietician, chiropractor, counsellor, physiotherapist, 
psychologist, massage therapist 

• Personal and other services: Personal trainer, photographer, hairdresser, beautician, 
child-minder, dressmaker, event manager, cake decorator, jeweller, pet groomer 

• Property and business services: Plant hire or leasing operator, architect, surveyor, 
interior decorator, house painter, cleaner, gardener, service and repair operator, 
sign-writer, tree lopper 

• Transport and storage: Courier, freight carrier, removalist 

• Wholesale and retail trade: Fresh fruit wholesaler, confectionery supplier, florist, 
watchmaker, party-plan operator, telemarketer 
(https://www.ato.gov.au/Business/Income-and-deductions-for-business/In-
detail/Home-based-
business/?anchor=Whatisahomebasedbusiness#Whatisahomebasedbusiness) 
 

 

Withdrawing approval to run a home-based business from the premises 
Housing Plus reserves the right to withdraw approval to run a business from a premises, if 
the tenant is non-compliant with the above criteria. 

Unauthorised occupants 
Under the terms of their tenancy agreement a tenant must advise Housing Plus within 28 
days of any change of household membership. 

 

https://www.ato.gov.au/Business/Income-and-deductions-for-business/In-detail/Home-based-business/?anchor=Whatisahomebasedbusiness#Whatisahomebasedbusiness
https://www.ato.gov.au/Business/Income-and-deductions-for-business/In-detail/Home-based-business/?anchor=Whatisahomebasedbusiness#Whatisahomebasedbusiness
https://www.ato.gov.au/Business/Income-and-deductions-for-business/In-detail/Home-based-business/?anchor=Whatisahomebasedbusiness#Whatisahomebasedbusiness
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The consequences of an unauthorised occupant may include any or all of the following:  

a. Cancellation of your current subsidy;  
b. The full market rent being charged;  
c. Reassessment of previous subsidies and the resulting debt placed on your rental 

account; and/or  
d. appropriate action against the tenant under the Residential Tenancies Act 2010. 

A Tenancy Agreement clearly states how many people are to reside at a property during the 
term of the tenancy. If any other person moves into a property without the permission of 
Housing Plus, it is a breach of Clause 15.5 of the Residential Tenancy Agreement. 
Unauthorised occupants are often the cause of complaints about nuisance and annoyance 
in the neighbourhood. 

 

Visitors 
Tenants may have a person stay as a genuine short term visitor at their property. To be 
regarded as a visitor the person must provide evidence acceptable to Housing Plus that he 
or she permanently resides at an alternative address. Such evidence might include a current 
driver’s licence, identity card, current Centrelink statement and/or utility bills in that person’s 
name. 

 

Any person who visits a Housing Plus property for any length of time and who cannot 
provide evidence acceptable to Housing Plus that they permanently reside at an alternative 
address is considered to be an unauthorised additional occupant. 

Supporting Tenancies Experiencing Domestic Violence 
Housing Plus recognises that domestic and family violence can happen to anyone, 
regardless of social background, disability, age, gender, religion, sexuality or ethnicity.  
 

For further information about how Housing Plus supports tenants experience Domestic and 
Family Violence please refer to our Identifying and Responding to Domestic and Family 
Violence Policy (Community Housing). 

 

Absence from dwelling 
Housing Plus endeavours to meet the needs of its clients and when a property is provided to 
a client we expect that they will live in the property. 

Clients who will be away from their property for more than 6 weeks must apply for approval 
from the Tenancy Officer (even if other people will be living in the home) who will assess 
each case based on the circumstances and such assessment will include: 

a. The rent will be paid, 
b. The property will be looked after and, and 
c. There is a good reason for going away. 

If a client is away without approval, Housing Plus may terminate the tenancy as all dwellings 
are for people in housing need and if persons are not fully utilising their home the property 
will be made available to other people in housing need. 

 

Approval for Absence 
The absence will be approved if we are satisfied that: 

a. Arrangements have been made to pay rent while the client is away. The rent may be 
pre-paid or paid through Centrelink rent deduction or by direct debit, 

b. The property will be adequately cared for while the client is away and the client will 
be responsible for any costs to repair vandalism while they are away, and 
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c. There is a valid reason for going away. Clients will be required to provide evidence to 
support their application. 

Acceptable Absences 
The following situations will be considered an Acceptable Absence: 

a. Caring for sick/frail family members, 
b. Hospitalisation, institutional care, nursing home care or rehabilitation, 
c. Escaping domestic violence, harassment or threats of violence, 
d. Assisting with immigration matters in the country of origin, 
e. Holidays, and 
f. Employment, education or training. 
g. Absence Due to Imprisonment/ Rehabilitation/Hospitalisation 
 

Unapproved Absences 
If a client has stayed away from their dwelling for more than six weeks without telling 
Housing Plus, or has stayed away longer than the time Housing Plus has approved, the 
Tenancy Officer will make reasonable efforts to contact the client to clarify why the client has 
not returned. 

 

In some cases Housing Plus may: 
a. Charge the Market Rent for the property from the time the property was left, or from 

the date the approval to be absent from the property expired, and 
b. Take action to end the tenancy. 

Clients may appeal a decision made by Housing Plus in relation to absence from dwelling 
and information will be provided to them upon request. 

 

Prison 
If a single occupant in a tenancy is going to prison, they may apply to retain their tenancy 
and dependant on the term they will be imprisoned, their application will be considered on its 
merit. 

 

In cases where a client is imprisoned, the Tenancy Relations Officer will make an application 
to the Team Leader supporting the client’s submission to retain their tenancy. The Team 
Leader will assess the application on a case by case basis. If the reason for imprisonment is 
related to a breach of tenancy, action to terminate the tenancy will commence.  

 

In all cases where the term of imprisonment is greater than 3 months the tenancy will be 
terminated and the client will be advised they are eligible to reapply for tenancy 
reinstatement following release from prison.  

 

Mental Health/Drug and Alcohol Treatment/Respite Care 
Where a client has decided voluntarily to undergo treatment i rehabilitation for drugs or 
alcohol staff of Housing Plus will support the client in their decision and consider a rent 
reduction for the period that is based on evidence the client is in the rehabilitation program 
and evidence of the financial commitment required.  

 

Eligibility for $5 minimum rent 
In some situations, Housing Plus will assess a tenant or household member’s contribution to 
the rent payable as $5 per week. These situations are set out in the Housing Plus Rent 
Charging Policy. 
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Caring for the Property during an absence 
The client must appoint a responsible person over the age of 18 years to act on their behalf 
whilst they are absent from the dwelling. This may be a family member, friend, solicitor, 
support provider or spouse. The responsible person must inspect the property on a regular 
basis and ensure it is maintained to the standard stated in the Tenancy Agreement.  

 

If the responsible person is not currently a member of the household and wants to stay in the 
dwelling while the client is away, they must apply to the Tenancy Officer to become an 
additional occupant, and rent will be assessed on the basis of the original household 
complement plus the income of the additional occupant. 

 

Breaches of the Tenancy Agreement 

Dealing with a breach of the tenancy agreement 
Housing Plus will conduct its leasing in accordance with these policies, the lease and the 
Residential Tenancies Act and will ensure quiet enjoyment by the client of their leased 
property. 

Housing Plus will manage tenancies and specifically the issues of client breaches in ways in 
which are fair, transparent and effective ensuring that: 

b) We assist clients to comply with the terms of their Residential Tenancy 
Agreement; 

c) We identify breaches at the earliest possible time; 
d) We investigate all alleged breaches of tenancy; 
e) We deal promptly with all breaches of tenancy, taking into account the impact on 

us as the landlord, the clients’ neighbours and the clients’ own well-being; 
f) Where possible, resolve breaches of tenancy without ending the tenancy. 

 

Housing Plus will work with tenants to ensure they meet their obligations under their tenancy 
agreement. However, where a tenant has breached their tenancy agreement, Housing Plus 
may: 

a) Negotiate a reasonable repayment arrangement, if the breach relates to non-
payment, or late payment of tenancy charges 

b) Negotiate an arrangement for the tenant to stop breaching their tenancy 
agreement 

c) Apply for a Specific Performance Order from the NSW Civil and Administrative 
Tribunal 

d) Issue a Notice of Termination 
e) Apply for an order of Termination and Possession from the NSW Civil and 

Administrative Tribunal. 

The NSW Civil and Administrative Tribunal 
The NSW Civil and Administrative Tribunal (NCAT) is an independent decision making body 
that resolves disputes between landlords and tenants. The NCAT tries to help the parties 
work out their own solutions to a problem. If this is not possible, the NCAT can resolve the 
dispute by making orders. These orders are legally binding and must be obeyed. 

 

Tenancies will only be terminated as per the relevant legislation. In the event of failure to pay 
rent or non-rent costs by a client, the Tenancy Officer will seek repayment of arrears of rent 
through the NSW Civil and Administrative Tribunal (NCAT). 
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The Tenancy Relations Officer will continue to work with the client on a solution to their 
arrears and in maintaining their tenancy. Housing Plus would under usual circumstances 
seek a Specific Performance Order from the Tribunal. If the client fails to comply with the 
order, the Tenancy Relations Officer will discuss options with the Team Leader, who may 
request approval from the Head of Customer Service to apply for a vacant possession order. 

 

Should the client not vacate the premises nor pay all outstanding rent, an application for a 
warrant of possession will be requested from the NCAT. 

In the event of a termination of possession being ordered by the NCAT the Tenancy Officer 
will continue to take all appropriate and economic steps to recover outstanding rent and any 
other amounts due to the organisation provided it is economically viable to do so.  

 

Vacated Accounts and the NCAT  
The minimum amount that any NCAT application for vacated accounts should be made for is 
$800.00 or more. Following approval from the Team Leader, when an ex-client is working 
and their workplace is known, end of tenancy costs via a NCAT order for $800 or more, will 
be pursued via a Garnishee at the Local Court. Amounts less than this should be detailed on 
the clients screen as a vacated account to alert staff that the client has a vacated account 
should they re-register for housing and all attempts should be made outside of the NCAT 
processes to recover the debt. The process for write off of rent and/or non rent accounts 
should be applied and the debt submitted to the Chief Financial Officer for write off by the 
Board of Directors at the end of the financial year. 

 

Specific Performance Orders 
A Specific Performance Order from the NSW Civil and Administrative Tribunal orders a 
tenant to correct a breach of their tenancy agreement. 

 

Specific Performance Orders may be sought under Section 187 of the Residential Tenancies 

Act 2010, without first issuing a Notice of Termination. For breaches relating to the payment 
of tenancy charges, Housing Plus will generally apply for an order under this section when 
one or more of the following applies. The tenant has: 

• An arrears history that indicates a pattern of not maintaining arrangements. 
• Not provided acceptable reasons for not maintaining an arrangement. 
• Refused to enter into a reasonable repayment arrangement. 
• Not responded to reasonable attempts by Housing Plus to contact them. 

 

Notices of Termination 
A Notice of Termination for a breach of the tenancy agreement is issued under Section 87 of 
the Residential Tenancies Act 2010. A Notice of Termination requires the tenant to vacate the 
premises on a specific date because they have breached their tenancy agreement. 

Housing Plus may issue a Notice of Termination where one or more of the following applies. 

 A tenant has:  

• Not responded to reasonable attempts by Housing Plus to contact them. 
• Not presented or been available to discuss the breach of their tenancy agreement. 
• A history of breaching Specific Performance Orders. 
• Received two Strike Notices and a further substantiated incident of antisocial 

behaviour has occurred within 12 months. 
• Refused to enter into, or not maintained, an arrangement to stop or rectify the 

breach. 
• Not complied with an order issued by the NSW Civil and Administrative Tribunal. 
• Committed a serious breach of the residential tenancy agreement justifying the issue 

of a Notice of Termination. 
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Orders of Termination and Possession 
An Order of Termination legally ends the tenancy on a certain date. An Order of Possession 
sets a date by which the tenant must vacate. 

Housing Plus will apply for an Order of Termination and Possession where: 

• A Notice of Termination has been issued and the tenant has failed to vacate the 
property, and 

• The tenant has failed to comply with orders issued by NSW Civil and Administrative 
Tribunal, and 

• The tenant has refused to rectify the breach, for example, the tenant has refused to 
repay their arrears, and 

• All other steps to sustain the tenancy have failed, or 
• The breach is so serious that termination is warranted without the issue of a Notice of 

Termination. 

If a tenant fails to move out of the property by the date in the possession order, Housing Plus 
will apply for a Warrant of Possession for the NSW Sheriff’s Office to evict the tenant. 

Under Section 89 of the Residential Tenancies Act 2010, an order of termination or warrant of 
possession no longer applies if a tenant fully repays the debt owed or enters into an 
arrangement satisfactory to Housing Plus. 

 

However, if a tenant has frequently failed to pay rent Housing Plus may decide to request 
the application for the termination be heard under Section 89(5) of the Residential Tenancies 

Act 2010. This section allows the NCAT to make an order of termination and issue a warrant 
of possession that takes effect even if the tenant later repays the debt. 
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5. Sustaining Tenancies Policy 
Purpose and Objective 
The primary purpose of this policy is to provide guidance to housing staff to respond 
effectively to tenants with complex needs. It is anticipated such a response will create more 
sustainable and positive outcomes for tenants as they are able to successfully manage their 
tenancy. 

References 
Housing Plus will manage tenancies in accordance with: 

1) Residential Tenancies Act and Regulations. 
2) The terms of the residential tenancy agreement. 
3) Housing Plus policies. 

Both the tenant and Housing Plus have rights and obligations under the above Act, the 
residential tenancy agreement and Housing Plus policies. 

Definitions 
COMPLEX NEEDS: A framework for understanding multiple, interlocking needs that span 
health and social issues. People with complex needs may have to negotiate a number of 
different issues in their life, for example learning disability, mental health problems, 
substance abuse. They may also be living in deprived circumstances and lack access to 
suitable housing or meaningful daily activity1 . 

The following needs are considered as having a compounding effect: mental illness, 
substance misuse, hoarding, discrimination based on ethnicity, sexuality, domestic and 
family violence, history of homelessness, poverty and history of involvement with the criminal 
justice system. 

 

SUSTAINABLE TENANCIES: A sustainable tenancy is one that can be maintained 
successfully by the tenant throughout the life of the tenancy. For this to happen, certain 
conditions need to be in place, the property needs to be appropriate for their needs, the 
tenant needs to possess the skills required to maintain their tenancy and they need to meet 
their tenant responsibilities. 

Responsibilities 

Executive 
1) Establish policy objectives 

Management 
1) Develops policies and procedures to achieve policy objectives 
2) Coordinates and implements policy for Sustaining Tenancies 
3) Oversees training and ensures adoption by all employees responsible for 

Sustaining Tenancies 
4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 
1) Understand and comply with Housing Plus policies regarding Sustaining 

Tenancies 

 
1 Centre for Training in Social Housing, (April 2017), CHCCCS004 Assess co-existing needs Participant Notes. 
Rankin, J. & Regan, S., 2004. Meeting Complex Needs: The future of social care, London: emphasis.publishing.co.uk 
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Principles 
• Housing Plus aims to create homes and places where people want to live and to 

ensure that tenancies are sustainable. 

• Housing Plus understands the importance of living in a secure environment – and 
how this enables people to flourish through education, employment and good health. 
We also understand the cost of tenancy breakdown – the personal, health, social and 
financial cost. 

• Housing Plus’ overall aim is to prevent tenancies from failing and this policy sets out 
our continued commitment and plans to deliver sustainable and successful tenancies 
that enable people to thrive, enjoy a better quality of life, and live in stable, strong 
and thriving communities. 

• Housing Plus understands the complexity of needs tenants may experience. To 
ensure tenants are effectively supported to sustain their tenancies, it is critical that 
housing workers are able to recognise how complex needs influence a persons’ 
behaviour and how to respond appropriately to the range of needs impacting the 
well-being and potential autonomy of a tenant. 

Policy 
Housing Plus recognises the importance of effective tenancy management in providing 
homes and communities where people aspire to live, and understand that well managed 
tenancies can provide a positive impact on the wider community. 

 

Housing Plus will undertake the following considerations and procedures when 
responding to applicants/tenants with complex needs: 

Appropriate Property Allocations 
Housing Plus believes that sustainable tenancies are created by allocating the right property 
to the right tenants where complex needs have been identified for the applicant. Housing 
Plus will ensure that all new tenants are allocated properties that maximise the opportunity to 
create a sustainable tenancy. 

This will include contacting the applicant’s support provider (if relevant) in relation to any 
proposed offer to the applicant (where appropriate consent has been provided by the 
applicant). 

Prevention 
It is recognised that prevention strategies are more effective than reacting to issues once 
they develop. 

Therefore, Housing Plus will undertake a risk assessment process for all priority housing 
applicants at the point of allocation to build a detailed profile of the risks an applicant might 
have in creating a sustainable tenancy. This assessment will help to determine appropriate 
referrals that could be made prior to the lease sign up to assist the new tenant to prepare to 
move to their new accommodation and to maximise opportunities for a sustainable tenancy. 

The following documents will assist the assessment: 

• Independent Living Skills assessment 

• Support letters from service providers providing support to the applicant 

• Letters and assessment forms from an applicants’ clinical practitioners 

• Vulnerability Assessment Tool (VAT)0. 

The outcome of the risk assessment will be recorded in a Tenancy Response Plan. 

For applicants who have a history of debt and/or rental arrears, they will supported to link in 
with financial counselling and/or financial management to assist with developing a budget 
and increase their budgeting skills. Establishing this prior to the tenancy commencing will 
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assist the tenant to sustain their tenancy. Such referrals and agreement to link with support 
will be recorded in the Tenancy Response Plan. 

Lease Sign Up 
Housing Plus will provide information in an easy to read format, if this is considered 
appropriate/necessary, to assist new tenants understand their responsibilities as a tenant 
and their requirement to meet tenancy obligations such as payment of rent on time and 
being a good neighbour. The new tenant will be encouraged to bring a support worker with 
them to the lease sign up in order to assist the tenant to understand what they can do to 
sustain their tenancy. The new tenant should be informed about what they should do if they 
do experience difficulties sustaining their tenancy. This will involve informing their tenancy 
worker and support worker if they are experiencing problems with their tenancy so strategies 
can be put into place to assist them. 

 

The tenancy worker undertaking the lease sign up will review the Tenancy Response Plan 
developed during the allocation stage and make any appropriate changes in consultation 
with the new tenant and the support worker. 

 

New tenants who have a previous history of debt and/or rental arrears will be encouraged to 
link in with financial counselling and/or financial management to assist with developing a 
budget and increase their budgeting skills. Establishing this at the beginning of their tenancy 
will assist the tenant to sustain their tenancy. Undertaking an early intervention approach 
through discussion with the tenant about possible supports they might need and referral to 
relevant support services will assist the tenant establish a successful tenancy. 

Tenancy Management 
In accordance with our Tenancy Agreements and associated procedures, Housing Plus will 
undertake a combination of tenancy management strategies to ensure tenants can be 
supported to sustain their tenancies and also remain an inclusive part of our communities. 

Housing Plus will conduct routine inspections to all properties in accordance with inspection 
procedures. There will be an home visit conducted within an agreed timeframe (typically 6 
weeks) after the tenancy has commenced to determine if there are any early signs of 
tenancy issues and to reiterate the tenant’s and landlord’s rights and responsibilities as per 
the Tenancy Agreement. In addition to assessing the condition of the property, the routine 
inspections will allow Housing Plus to determine whether there are any tenancy issues; 
discuss any concerns the tenant may have; and refer tenants to any relevant services to 
help sustain the tenancy. 

 

When an issue has been identified as placing the tenancy at risk, the housing worker will 
make a referral to the appropriate support provider. The Tenancy Response Plan will be 
reviewed and modified to outline the response/s to the identified tenancy issues. Future 
tenancy visits to monitor the progress of the tenancy may be included in the Tenancy 
Response Plan and should be agreed to by the tenant. 

 

Supporting Tenancy Sustainability 
Housing Plus understands that some tenants will need support for varying amounts of time 
to enable them to establish and sustain a tenancy. Housing Plus has a range of partnerships 
with local support services that enable a collaborative plan to be established with the tenant 
to assist them with this goal. 

Tenants may present with a range of needs throughout their tenancy. Housing Plus will 
assess the needs of tenants and develop a response based on a tenant’s individual needs. 
The Vulnerability Assessment Tool (VAT) will be used to determine the severity and 
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likelihood of a tenancy being at risk. The information can be used to indicate the tenants’ 
vulnerability for sustaining their tenancy. 

 

Based on the VAT outcomes Housing Plus will collaborate with the tenant and partner 
organisations to develop or modify a Tenancy Response Plan to address the identified 
risks/needs. The response plan will outline the required response/s to manage the identified 
risk/s and articulate the required interventions if the risk escalates. 

The response plan will be implemented in consultation with all stakeholders and regularly 
monitored according to the changing needs of the tenant. 

 

Supporting Tenancies Experiencing Domestic Violence 
Housing Plus recognises that domestic and family violence can happen to anyone, 
regardless of social background, disability, age, gender, religion, sexuality or ethnicity.  

For further information about how Housing Plus supports tenants experience Domestic and 
Family Violence please refer to our Identifying and Responding to Domestic and Family 
Violence Policy (Community Housing). 

Improved Financial And Economic Stability Amongst Our Tenants 
Housing Plus is committed to supporting tenants to manage their finances and meet their 
debt commitments. Housing Plus will promote a rent first approach that focuses on providing 
early advice and support to ensure that tenants do not fall into arrears and that any 
enforcement action is proportionate. 

 

Housing Plus has a range of strategies in place to support financial inclusion for tenants. A 
‘payment culture’ will be fostered and tenants with identified complex needs (particularly 
those tenants that have a previous history of rent arrears/debt), will have regular direct 
contact (face to face/phone) during the first three months of their tenancy to establish a good 
rent payment habit. This process will continue for any tenants who have been identified as 
experiencing financial difficulties in paying their rent and other charges. Early, swift and 
direct contact will be made with the tenant once arrears are detected. 

 

Tenants will be encouraged to contact Housing Plus if they are having trouble paying their 
rent. Tenants who are identified as being vulnerable to rental arrears will have a tailored 
approach in accordance with their needs. This approach will be outlined in the Tenancy 
Response Plan.  

 

Such a plan will include Housing Plus working with other services and partners to provide 
appropriate support services. 

 

Tenants will be empowered through the provision of information, advise and support to 
determine how to address their rental arrears. 

 

Strategies to assist tenants experiencing financial difficulties will include: 

• Checking to ensure that the tenant is receiving the full amount of Commonwealth 
Rent Assistance that they are entitled to 

• Information and referral to appropriate financial counselling (including informing the 
tenant that linking in with financial counselling is about more than sustaining their 
tenancy, it’s to assist with their financial life) 

• Realistic and achievable repayment plans will be established – which could include 
the involvement of other support workers/financial counsellor assisting to determine 
the amount the tenant can realistically afford 

• Providing information and referral to local brokerage programs if there are other non 
rental aspects of the tenants’ finances that could be addressed through brokerage. 
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Improved Understanding of Tenancy Failure And It’s Causes 
Housing Plus seeks to understand the experiences of tenants who struggle to sustain their 
tenancies to support a quality review mechanism that strengthens service delivery practices. 

During the tenancy, information will be collected to ensure that accurate and up to date 
records are maintained in relation to all tenants and other household members. Details in 
relation to support needs will also be collected. This information will inform our review of 
tenancy failures to determine the reasons why tenancies don’t succeed and establish any 
reviews/changes that may be appropriate to our policies and procedures to improve tenant 
sustainability. 
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6. Transfers Policy 
Purpose and Objective 

The purpose of this document is to explain the policy for Transfers for Housing Tenants. 

Scope 

This policy applies to all tenant initiated transfer requests from tenants Housing Plus 
Community housing properties. 
Where a social housing tenant requests a transfer, common eligibility criteria applies, 
although the tenant can choose: 

• only to be housed by their existing social housing provider, or 

• to be housed by a different social housing provider (a ‘cross provider’ transfer). 

Once a tenant is approved for a transfer, Housing Plus will place them on the NSW Housing 
Register. Housing Plus, FACS and other community housing providers participating in 
Housing Pathways use this register to offer housing when a property which matches the 
household’s needs becomes available in the social housing sector. 

When a social housing tenant approved for a transfer is offered alternative housing, their 
length of lease and other entitlements will be based on the policies of the provider who has 
offered the housing. 

Where a client applies for tenancy reinstatement, the provider that previously housed the 
tenant will be responsible for assessing the application, and, if approved, housing the client 
(unless the original housing provider negotiates a housing agreement with an alternative 
provider). 

 

References 

Housing Plus will provide Transfers in accordance with: 

1) Residential Tenancies Act and Regulations. 

2) The terms of the residential tenancy agreement. 

3) Housing Plus policies. 

4) Federal Privacy Act 1988; 

5) NSW privacy laws (the Privacy and Personal Information Protection Act 1998; 

6) Health Records and Information Privacy Act 2002); 

7) Children and Young Persons (Care and Protection) Act (1998). 

8) Part 13A of the Crimes (Family and Domestic Violence) Act 2007 

Both the tenant and Housing Plus have rights and obligations under the above Act, the 
residential tenancy agreement and Housing Plus policies. 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Transfers 
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3) Oversees training and ensures adoption by all employees responsible for 

Transfers 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Transfers 

Policy 

If a Housing Plus has a change in their circumstances that affects their housing needs, they 
can request to transfer to another property managed by either Housing Plus or another 
social housing provider participating in Housing Pathways. This is called a tenant initiated 
transfer. 
This policy explains the criteria applied by Housing Plus and by other social housing 
providers participating in Housing Pathways, when assessing a tenant initiated request for 
transfer to a: 

• property managed by their current provider or 

• property managed by a different social housing provider. 

Policy statement 

Eligibility for transfer 

Community housing tenants can apply for a transfer to another property if a change in their 
circumstances makes their existing property or location no longer suitable. When a tenant 
applies for a transfer, they must: 

• Meet social housing eligibility criteria including the ability to sustain a tenancy 

without support or with appropriate support in place. 

• Be able to show that their circumstances have changed and that their current 

property or location is no longer suitable for their housing needs, and 

• Be able to meet the transfer assessment criteria for one of the following grounds: 

o 'At risk' 

o Under-occupancy due to excess bedrooms 

o To meet the needs of a child to return from out-of-home care, or to help 

prevent children from entering out-of-home care 

o Medical condition and/or disability 

o Serious and ongoing harassment 

o Employment 

o Compassionate grounds 

o Severe overcrowding 

o Family breakdown/separation 

o Tenancy re-instatement 

o Moderate overcrowding 

• Provide the required documentation or evidence to support their application. 

In circumstances where a Housing Plus tenant meets the transfer assessment criteria on more 
than one of the above grounds, approval will be given on the principal ground at the time of 
assessment. 

https://www.facs.nsw.gov.au/housing/policies/transfer-policy#ar
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#uo
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#oohc
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#mcd
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#harassment
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#employment
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#cg
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#so
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#fbs
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#tr
https://www.facs.nsw.gov.au/housing/policies/transfer-policy#mo
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Placement on the NSW Housing Register 

When a Housing Plus approves a client for transfer, the provider will place the client on the 
NSW Housing Register as either a wait turn or priority transfer. Tenant transfers on the 
following grounds will be listed as priority transfers: 

• 'At risk' 

• Under-occupancy  

• To meet the needs of a child to return from out-of-home care, or to help prevent 

children from entering out-of-home care 

• Medical condition and/or disability 

• Serious and ongoing harassment 

• Employment 

• Compassionate grounds 

• Severe overcrowding 

• Family breakdown/separation 

Locational need 

Housing Pathways has a number of high demand allocation areas. Social housing providers 
will assess a request to transfer to one of these areas against specific criteria, called a 
locational needs assessment, if the tenant is applying to transfer to a high demand area. 

Tenancy charge debts 

A tenant can apply for a transfer even if they owe money on their tenancy accounts, 
including money owed from a former tenancy. However, a social housing provider will not 
make an offer of alternative housing until the tenant’s current tenancy accounts are up to 
date, or, if the tenant owes money from former tenancies, they have completely repaid the 
debt. Exceptions may apply if the tenant’s household can demonstrate an urgent need for 
transfer. 

Managing urgent situations for a tenant being transferred 

Following the approval of a priority transfer application social housing providers will also 
undertake an assessment of the urgency of the tenant’s need to move out of their current 
property or location. This assessment will generally occur in two situations: 

1. When considering an initial transfer application 

2. If the tenant’s situation becomes worse after having been approved for a transfer. 

If there is sufficient risk to the tenant or members of their household, Housing Plus will give 
transfer applicants the same priority on the NSW Housing Register as priority housing 
applicants. 

 

Tenants of Housing Plus managed properties approved for a transfer on the grounds of 
under-occupancy will be given the same priority as priority housing applicants on the HSW 
Housing Register. 

Reviewing an approved transfer application 

To ensure that a transfer application continues to reflect the tenant’s current housing 
situation, Housing Plus will coordinate the review of priority transfer applications: 

• Every six months, or 

• When new information from either the tenant or a social housing provider 

prompts a review. 

Following a review, Housing Plus may change the priority of an approved transfer to take 
account of any differences in the level of urgency of the tenant’s circumstances. Housing 
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Plus will close a tenant’s transfer application if they no longer meet the eligibility criteria for a 
transfer. 

Number of offers for a tenant being transferred 

Generally, tenants who have been approved for a transfer will receive two reasonable offers 
of alternative accommodation. If a Housing Plus tenant rejects two reasonable offers, their 
Housing Plus will remove their name from the NSW Housing Register.  

Type and length of lease 

Where Housing Plus transfers a tenant to an alternative property managed by a different 
housing provider, the tenant will be offered a type and length of lease in accordance with the 
individual provider’s policy.  

Paying rent after transfer 

Where Housing Plus transfers a tenant to an alternative property managed by a different 
housing provider, the tenant’s rent payable will be assessed in accordance with the 
individual provider’s policy. 

 

Grounds for transfer 

At risk 
The personal safety and/or mental health of a tenant or a household member is at risk. 
These situations include but are not limited to: 

• Domestic violence 

• Child abuse or neglect 

• Assault 

• Sexual assault 

• Neglect 

• Threatening behaviour 

• Torture or trauma. 

Tenants need to show that: 

• The risk is serious and ongoing 

• The risk means they cannot remain in the current dwelling and/or location beyond 

a medium length of time 

• The property and/or location significantly increases the risk and reduces their 

safety 

• Apart from transferring, there are no practical steps that can be taken by the 

tenant’s household to lower or remove the risk 

• Moving will help or resolve the situation and remove or significantly decrease the 

risk. 

• The risk has changed from when the property was first let. 

Evidence requirements for being at risk 

Housing Plus will expect the tenant to provide current supporting documentation, 
substantiating the risk they are exposed to. This may include: 

• Current police reports 

• A current Apprehended Violence Order (AVO) 

• A current Domestic Violence Order 

• Current reports or letters from Community Services 
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• Current reports or letters from Corrective Services NSW 

• Current reports or letters from a social worker 

• Current reports or letters from a community support agency, such as a refuge, 

community centre or neighbourhood centre worker 

• Current reports or an assessment from a medical practitioner or health 

professional (including a mental health case manager) 

• Current reports or letters from a school principal or school counsellor. 

This evidence will be compared against the tenants initial application and circumstances. 

Under-occupancy 

Tenants are considered to be under-occupying a property when there are more bedrooms 
than the household needs. It is usually the result of household members moving out of the 
property.  
 
When a tenant requests a transfer because they are under-occupying their property, housing 
providers will: 

• Consider the impact on the tenant, and 

• Review the benefits and costs to the provider of transferring the tenant, including 

the demand for the current property, and 

• Consider the tenant’s requirements for an alternative property and how these can 

best be met. 

Evidence requirements for under-occupancy 

Housing Plus will review the number of approved household members living in the property 
compared to the number of bedrooms in the property to determine if a tenant is under-
occupying. Tenants may be asked to substantiate additional occupants. If a tenant does not 
apply for permission for an additional occupant to stay, Housing Plus will consider that 
person to be an unauthorised occupant.  

Medical condition and/or disability 

In relation to the medical condition and/or disability of a tenant or household member, 
tenants will need to show that: 

• The medical condition and/or disability is permanent or likely to be permanent, 

and 

• The current property and/or location no longer meets their housing need, or 

• Relevant household members no longer have the capacity to access necessary 

medical and/or therapeutic services from their current property for such reasons 

as: 

o Restricted mobility of relevant household members. 

o Restricted capacity of those members to use transport. 

o Frequency of their necessary visits to medical and/or therapeutic services, 

and 

o The necessary medical and therapeutic services will be available from 

potential alternative locations, and 

o They do not have the capacity to remain in the property or location 

beyond a medium length of time, and 

o Moving will assist in the management of the medical condition and/or 

disability. 
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Evidence requirements for a medical condition and/or disability 

Housing Plus will expect the tenant to substantiate the medical condition and/or disability. 
This may include reports from: 

• A general practitioner or specialist doctor 

• A health worker such as a community nurse, occupational therapist or 

physiotherapist 

• A mental health case manager or psychiatrist 

• Brain injury rehabilitation program 

• Attendant care program 

• ADAHPT (AIDS, dementia and HIV psychiatry team service) 

• High needs pool (care program) 

• Lifetime care and support 

• Community aged care package 

• EACH package (Extended Aged Care at Home) 

• Ventilator dependent quadriplegic program 

• Support organisations such as Home Care Service, Home Nursing Service, Aged 

Care Assessment Team, community centre or neighbourhood centre 

• National Disability Insurance Agency (NDIA) or support provider. 

Harassment 

Harassment refers to a wide range of offensive behaviour. It refers to unacceptable 
behaviours that are threatening or disturbing. Harassment includes: 

• Verbal abuse 

• Threats 

• Intimidatory behaviour 

• Vilification 

• Property damage 

Tenants will need to show that: 

• The harassment is serious and ongoing, and 

• They have attempted to resolve the harassment themselves, with any necessary 

assistance and support, and 

• Their current property and/or location significantly increases the risk of 

harassment, and 

• The harassment means they cannot remain in their current dwelling and/or 

location beyond a medium length of time, and 

• Moving will help to resolve the situation and remove or significantly decrease the 

harassment. 

Evidence requirements for harassment 

The tenant will need to substantiate their claim of harassment by providing documentation 
such as: 

• Current police reports 

• Current reports or letters from the Community Justice Centre (CJC) 

• Current reports or letters from a community support agency, such as a refuge, 

community centre or neighbourhood centre worker 

• Current reports or letters from a mediation service 
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• Letters or reports from a general practitioner, specialist doctor, mental health 

services worker 

• Serious Incident Diary 

• Letters or reports from neighbours substantiating the harassment 

• A record that the incidents are ongoing 

• Evidence that the incidents are escalating in seriousness. 

Employment 

A tenant can apply for a priority transfer due to the tenant or their partner gaining 
employment, or changes to the tenant’s or partner’s current employment. A tenant must 
show that the: 

• Tenant or their partner are currently unemployed and have been offered a job in 

or near the area to which they need to move, or 

• The tenant or their partner are not in full time employment and are required by 

their employer to move in order to keep their job, and 

• The employment is in a location that is impractical for them to travel to from their 

existing location, and 

• Employment is long term and is at least three days work per week. In some 

circumstances, such as where there are medical factors or care of dependents, 

the minimum number of working days may be reduced to two. 

Evidence requirements for employment 

The tenant will need to establish the need to move for employment reasons by providing 
documentation such as: 

• Letter of offer of employment from employer 

• Letter confirming location of employment 

• Letter confirming permanent employment 

• Letter confirming number of hours to be worked 

• Letter confirming change of employment location from employer 

• Letter from employer confirming loss of employment if unable to move/change 

location. 

Compassionate grounds 

There are a number of compassionate grounds Housing Plus will consider. These include: 

• Being closer to a family member who needs their care. 

• Being closer to support networks which are not covered by the medical, disability 

or other factors described above, such as counselling services for refugees, child 

abuse services, family support services, rehabilitation services, Home and 

Community Care services, cultural services or educational services (specialised 

schools). 

Tenants will be asked to: 

• Show why they need to move, and 

• Provide information about the family member needing care, or 

• Provide information about the services the tenant or the family member requires. 

Evidence requirements for a transfer on compassionate grounds 

The tenant will need to prove their need for a transfer by providing current documentation 
such as a: 



41 
 

• Medical assessment or report/letter from a doctor or specialist confirming the 

family member’s medical condition and/or disability 

• Report or letter from a service providing care or support to the family member 

• Report or letter from a specialist educational service 

• Report or letter from a cultural support service 

• Report or letter from a family support service 

• Report or letter from a rehabilitation service 

• Report or letter from a counselling service. 

Severe overcrowding 

Severe overcrowding may arise as the result of: 

• Reunited family 

• An award of custody of children 

• Marriage 

• The birth of a child or children 

Severe overcrowding includes: 

• An adult or couple sharing a bedroom with a person aged over three years. 

• Four or more children sharing a bedroom. 

• Three or more unrelated adults sharing a bedroom. 

Severe overcrowding can also occur if children currently sharing a bedroom now need their 
own bedroom because of a specific need such as: 

• A disability or special medical need 

• Severe behavioural problems 

• Children of different sexes sharing a room and one of them reaches puberty. 

• Tenants will be required to prove that the severe overcrowding is the result of one 

of the above reasons and explain why the current dwelling is unsuitable. 

Evidence requirements for severe overcrowding 

The tenant will need to prove that severe overcrowding exists and the reasons for it by 
providing current documentation such as: 

• Age of all household members 

• Gender of all household members 

• Marriage certificate 

• Legal documents confirming family reunion 

• Legal documents confirming placement of children 

• Legal documents confirming custody of children 

• Centrelink family payment income statement 

• Court orders 

• Immigration papers 

• Medical assessment or report/letter from doctor or specialist confirming disability 

or special needs 

• Letter or reports from support agencies confirming severe behavioural problems 

• Reports or letters from Community Services 

• Letter or reports from health professionals, including mental health case 

managers. 
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Family breakdown/separation 

If there is a serious breakdown in a family relationship, Housing Plus may consider providing 
separate accommodation for the member who has left the property. A serious breakdown in 
a household relationship includes: 

• Separation or divorce between a tenant and spouse or de facto partner 

• Irreconcilable problems between: 

o A tenant and their child or children; or 

o A tenant and their parent or parents. 

In the case of divorce or separation the spouse or partner who has moved out will need to 
prove that: 

• The spouse was a member of the household, or 

• The de facto partner was a member of the household on a continuous basis for 

two or more years, and 

• The spouse or partner was on the housing provider’s records as having lived in 

the property, and 

• The spouse or partner is eligible for social housing, and 

• The spouse or partner applied for a transfer within six months of moving out of 

the property. 

In the case of a family breakdown the child or parent of the tenant will need to prove that: 

• They are a permanent, satisfactory member of the household ie they are listed on 

the housing provider’s records as living in the property on a continuous basis for 

two or more years and have had a satisfactory occupation within the tenancy for 

that period; 

• They are eligible for social housing; and 

• They have declared their income to the housing provider and it is recorded in a 

rent subsidy (if the tenant receives a rent subsidy). 

If a tenant is prohibited from having access to a Housing Plus property under a Final 
Apprehended Violence Order (excluding an interim AVO), the client can submit an 
application to the NSW Civil and Administrative Tribunal under Section 79 of the Residential 
Tenancies Act 2010 to have the tenancy transferred to them, provided they are eligible for 
social housing.  

Evidence requirements for family breakdown/separation 

The tenant will need to confirm the family breakdown by providing supporting documents 
such as: 

• Evidence of a legal separation 

• Letters or reports from a social worker, community worker, or neighbourhood 

centre 

• Letters or reports from Community Services 

• Income statement from Centrelink 

• Family payment confirmation from Centrelink 

• Letters or reports from a general medical practitioner or specialist doctor 

• Evidence of new residential address (eg driver’s licence, mobile phone bill, 

Centrelink income statement). 

Tenancy reinstatement 

Tenancy reinstatement can apply to former tenants who vacated their property because: 

https://www.legislation.nsw.gov.au/#/view/act/2010/42
https://www.legislation.nsw.gov.au/#/view/act/2010/42
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• They were under duress, or 

• They had to move into a residential care facility (including a psychiatric hospital, 

rehabilitation centre, hostel, nursing home) either voluntarily or under a court 

order, or 

• They were placed into a custodial facility, or 

• Of the care needs of the tenant, a member of their household or a family 

member. 

To be eligible for tenancy reinstatement, former tenants must prove that: 

• They meet the eligibility criteria for social housing, and 

• They meet the criteria for priority transfer, and 

• They vacated under duress, vacated to a residential care or correctional facility, 

or vacated because of care needs, and 

• They made an application to their housing provider within six months of vacating 

the former property, or 

• In the case of custodial sentences not longer than three years, they can also 

apply within six months of their release from custody. 

Former tenants with custodial sentences longer than three years will need to re-apply for 
housing as they are not eligible for tenancy re-instatement. 

Housing Plus defines duress as having to vacate the property due to a critical incident and, 
under the circumstances, the decision to vacate was reasonable. 

For example: 

• Escaping domestic violence 

• Escaping harassment 

• Removing themselves or a household member from being at risk. 

Admittance to a supported care facility might include a refuge, rehabilitation centre, hospital, 
or respite centre. 

Tenants may need to vacate their property due to: 

• Serious medical/disability incident related to the tenant or a household member 

• Serious medical/disability incident related to a family member and/or relative. 

When assessing the decision to vacate the property, Housing Plus will consider the following 
as applicable to particular situations: 

• Was it reasonable for the tenant to vacate without notice, and 

• The urgency of the need to vacate without notice, and 

• Did the circumstances of the incident force the tenant to vacate without notice, 

and 

• Did the tenant consider options other than vacating, and 

• Whether the tenant previously contacted their housing provider about their 

situation, and 

• Did the housing provider ask the tenant to relinquish their tenancy because they 

were going into residential care or into a correctional facility, and 

• Could the decision to vacate have been delayed, and 

• Was it a reasonable decision under the circumstances. 
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Evidence requirements for tenancy reinstatement 

The tenant will need to substantiate their reason to vacate the dwelling without giving notice 
to Housing Plus. That is, they will need to prove that they vacated under duress or to move 
to a residential care or custodial facility. 

The evidence the tenant must supply will be dependent upon the reason they vacated the 
property. If, for example, a tenant vacated without notice due to having been at risk, they will 
be required to supply supporting documentation as stated in the evidence criteria for at risk 
priority transfers. 

If a tenant vacated without notice due to harassment, they will be required to supply 
supporting documentation as stated in the evidence criteria for harassment. 

Moderate overcrowding 

Moderate overcrowding is when there is an increase in the size of the household which 
results in the household having fewer bedrooms than they would otherwise be entitled to, but 
the overcrowding is not severe. 

Examples of moderate overcrowding are: 

• Three children sharing a bedroom. 

• An adult or couple sharing a bedroom with a child under three years of age. 

• Two unrelated adults sharing a bedroom. 

Aboriginal tenants may seek a transfer when wanting to take up their entitlement to an extra 
bedroom to meet family responsibilities. 

Evidence requirements for moderate overcrowding 

The tenant will need to substantiate the moderate overcrowding by producing documents 
indicating the: 

• Number of household members 

• Age of household members 

• Gender of household members 

• Size of the bedrooms 

• Size of the living areas. 

Out-of-home-care 

Where a client, or a member of their household needs safe and secure accommodation to 
have a child returned from out-of-home care or to help prevent children from entering out-of-
home care, They must demonstrate that a priority housing status is required to meet the 
needs of a child. 

Evidence requirements for out-of-home care 

Housing Plus will expect the client to substantiate their property is not able to provide safe 
and secure accommodation to have a child returned from out-of-home care, or to help 
prevent children from entering out-of-home care . This may include: 

• Written correspondence from a FACS - Community Services staff member 

• Report or letter from Corrective Services NSW or a social worker 

• Notices from court 

Additionally, if the tenant is seeking a transfer to take up additional entitlements for 
Aboriginal people, the tenant will need to confirm their Aboriginality, if they have not already 
done so.  
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7. Water Charging Policy 
Purpose and Objective 

The purpose of this document is to explain the policy for water charging. This includes social 
housing, affordable housing, and transitional housing.  

Scope 

• This policy applies to all clients (including applicants, former tenants and 

existing tenants) who accept accommodation in properties owned or 

managed by Housing Plus 

• This policy applies to all Housing Plus properties except Crisis Housing. 

• This policy describes the organization’s objectives and policies regarding 

Water Charging. 

References 

Housing Plus will start a tenancy in accordance with: 

a) The Housing Act 2001 

b) Residential Tenancies Act 2010 and Regulations 

c) Housing Plus Policies. 

Both the client and Housing Plus have rights and obligations under the above Acts, the 
residential tenancy agreement and this policy. 

Definitions 

Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)). 

Legislation 

Housing Plus applies water usage charges in accordance with the RTA (section 139) which 
provides that: “a tenant under a social housing tenancy agreement must pay to the landlord 
any charges, determined in accordance with guidelines approved by the appropriate 
Minister, in respect of water usage by the tenant”. 

 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Water Charging 

3) Oversees training and ensures adoption by all employees responsible for Water 

Charging. 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 
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Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Water Charging. 

Water Charging 

Housing Plus will: 

• Charge clients for water usage in accordance with the Residential Tenancies Act 

2010 and the relevant Ministerial Guidelines for Water Charging on Community 

Housing. 

• Charge clients for water usage in a manner which is fair and consistent. 

• Advise clients of any change to this policy. 

Properties with Separate Water Meters 

Housing Plus will charge clients who live in properties with separate water meters for the 
actual water usage as per the invoice received from the Council. In accordance with the 
ministerial guidelines, a separate water meter must be readily accessible for reading by the 
water authority and generate an individual water account.  

 

If a water meter is not accessible for reading by the Council and does not generate an 
individual water account, Housing Plus will charge the clients as if it is a shared meter 
dwelling. 

 

Housing Plus will calculate an estimated water use at the commencement of a tenancy and 
clients will be required to pay this rate for water in advance on a weekly/fortnightly basis with 
their rent payments.  

 

Water charges will be added to the clients account each water billing cycle. Water charges 
will be calculated on a daily rate for clients that have vacated a property during a billing 
period to ensure appropriate charges are recovered. 

Properties with Shared Water Meters 

Housing Plus will use the quantity of bedrooms calculation for charging clients for water 
usage in properties with shared water meters where Housing Plus pays a water usage 
account. 

 

The quantity of bedrooms calculation calculates all bedrooms within a share meter facility 
and apportion costs respectively.  

 

For example; 

Number 1, 2, 3 and 4 Smith Street all share the same water meter, property configurations 
are; 

Total bedrooms on the shared water meter equals 10. Quarter water charge for this shared 
water meter is $1,000 equating to $100 per bedroom, Therefore the distribution of costs 
would equate to: 

Address Number of Bedrooms Water Charge 

1 Smith Street 1 Bedroom $100 

2 Smith Street 2 Bedrooms $200 

3 Smith Street 3 Bedrooms $300 

4 Smith Street 4 Bedrooms $400 

 

This would ensure the charges are apportioned fairly. Clients will initially be charged a daily 
rate based on the previous 12 months usage. This will be reconciled every 6 months so that 
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accurate daily rate charging will be effective. Daily rates will increase or decrease based on 
the actual water charge. Listed below is for illustrative purposes only. 

 

Example: 

Client A is living in a property that has a shared meter. The actual water usage charges for 
the previous 12 months equate to $365. Therefore the Client pays $1 a day for water usage.  

• After 6 months the accounts are reconciled and the actual cost is $200. 

• The Client has been paying $1 a day for 6 months equaling $182 

• The outstanding water charge is $18. 

• This can be charged direct to the Client or the Clients daily amount can be increased 

slightly to account for the deficit. 

Other Water Usage Facilities 

Housing Plus has other water usage facilities within its portfolio, these include shared 
laundry facilities. For these facilities the using clients will be apportioned an equal share of 
the water use charges only, based on a simple equation calculation. 

Common Area Water Usage 

Housing Plus will pay the water usage for all common areas. In properties with a shared 
water meter, Housing Plus will ensure that 20% of the water usage bill is allocated against 
the common area usage. 

 

Payment of Water Usage Charges 

Any payments for water must be specified as water payments. If a water charge remains 
unpaid for more than 21 days from date it is charged to the clients account, Housing Plus 
may take action through the NSW Civil and Administrative Tribunal (NCAT) to recover the 
unpaid water usage charges. 

Allowances 

Housing Plus may consider granting allowances to clients with separate water meters if - 

• The client or a household member is on a home based dialysis. 

• The client of a household member has a medical condition or disability that requires 

them to use significantly more water than usual. 

In order to be considered for a water usage allowance, clients must complete the Water 
Allowance Application Form, the client must also provide documented medical evidence to 
support their application. Allowances will be credited to the clients account at the end of 
each quarterly billing cycle. 

Exemption due to Absence from dwelling 

There are no exemptions or allowances for clients who are temporarily away from their 
properties. 

End of Tenancy Water Costs 

Clients that transfer to another Housing Plus property or terminate their tenancy and move 
away from Housing Plus will be charged for water usage up to the end of the Residential 
Tenancy Agreement. 

Hardship 

Hardship refers to a situation where a person is unable, reasonably, because of illness, 
unemployment (recent) or other reasonable cause, to pay for their rent, water and other 
living expenses in full when they become due, this may be short term or long term,. 
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Financial Assistance and a payment plan may be available to clients who are suffering 
hardship. 

Appeals and Complaints 

Clients can appeal decisions relating to Water Charging in Community Housing. In particular 
the following appeal mechanisms exist - 

• Appeal to Housing Plus via the Complaints and Appeals process. 

• Appeal to the Housing Appeals Committee (HAC) for any issue related to the 

application of the water charging method on properties with shared meters. 

• Appeal to the Housing Appeals Committee regarding decisions to grant a water 

usage allowance. 

The Housing Appeals Committee will not hear appeals relating to the actual water usage 
charges for clients in properties with separate water meters. 

Concerns about the fairness and transparency of this policy in relation to compliance with 
the Regulatory Code can be referred to the NSW Office of the Registrar of Community 
Housing. www.housingnsw.gov.au 

 

 

 

  

http://www.housingnsw.gov.au/
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8. Key Control Policy 
Purpose and Objective 

The purpose of this document is to explain the policy for providing Key Control. 

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by 

Housing Plus 

• This policy describes the organization’s objectives and policies regarding Key 

Control. 

Housing Plus will provide Key Control in accordance with: 

1) Residential Tenancies Act and Regulations. 

2) The terms of the residential tenancy agreement. 

3) Housing Plus policies. 

Both the tenant and Housing Plus have rights and obligations under the above Act, the 
residential tenancy agreement and Housing Plus policies. 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Key Control 

3) Oversees training and ensures adoption by all employees responsible for Key 

Control 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Key Control 

Policy 

The Housing Plus Key Control Policy provides the organisation and employee’s clear 
guidance of the management of all Housing Plus Property Keys and procedures to 
maintaining key records and work procedures in response to property key coordination.  

To achieve optimal key control procedures to reduce administration of property key 
coordination and storage 

• Housing Plus will not retain keys for properties that are tenanted. 

• Clients will be issued with two sets of keys for the property at the commencement 

of the tenancy and are responsible for the return of the keys at the end of their 

tenancy. 

• The Property Services Team will ensure that two sets of keys are available and 

that these keys operate the locks at the property. 
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• Where possible, Housing Plus will attempt to have all doors to the property keyed 

alike. 

• Where possible Housing Plus will attempt to have all window locks keyed alike. 

• Tenancy Services will ensure all keys are photocopied before being issued to a 

client. The resulting sheet will be signed and dated by both the client and the 

issuing officer. 

• A copy of this signed sheet will be scanned and saved to the clients file and the 

client will also be issued with a copy of the signed sheet. 

• If keys are lost or misplaced during the tenancy, the client is responsible for 

replacement and costs of the keys. 

• If keys are not returned at the end of the tenancy, locks will be changed and the 

costs charged to the client. 

• Housing Plus will only replace locks on vacant properties if an issue has been 

identified by the branch Tenancy Officer and confirmed in writing. 

Storage of Keys 

Any keys held whilst a property is vacant will be labelled with the property reference number 
and kept in a locked cabinet. There will be a locked cabinet/room available at each branch 
for this purpose. 

 

A Key Control register will be operative at all sites any keys removed from this cabinet must 
be signed for by the person removing the keys. 

 

A lock box will be utilised so that contractors can gain access to vacant properties for 
maintenance & repairs. The Property Inspector for each region will be responsible for the 
management of the lock boxes and keys during vacant/void periods. 
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9. Pay TV Satellite Dishes and 
Antennae Policy 

Purpose and Objective 

The purpose of this document is to explain the policy for Pay TV Satellite Dishes and 
Antennas. This includes social housing, affordable housing, and transitional housing.  

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by 

Housing Plus 

• This policy describes the organization’s objectives and policies regarding Pay TV 

Satellite Dishes and Antennas. 

References 

Housing Plus will start a tenancy in accordance with: 

a) The Housing Act 2001 

b) Residential Tenancies Act 2010 and Regulations 

c) Housing Plus Policies. 

Both the client and Housing Plus have rights and obligations under the above Acts, the 
residential tenancy agreement and this policy. 

Definitions 

Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)) 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Pay TV Satellite Dishes and Antennas 

3) Oversees training and ensures adoption by all employees responsible for Pay TV 

Satellite Dishes and Antennas 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Pay TV Satellite 

Dishes and Antennas 
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Background 

Housing Plus “acknowledges” and has elected to adopt the Housing NSW policy in relation 
to the installation of Pay TV therefore the following policy and practices must be applied to 
the assessment and management of pay TV installations. Installing pay television facilities 
requires structural changes to be made to the building.  

 

Clients must first seek written approval from us if they wish to have pay television facilities 
installed in any Housing Plus property. 

 

An application generally can only be considered in the types of properties noted above if a 
signed agreement setting out Housing Plus’s requirements for access to our properties, 
exists between us and the company providing the service the client wishes to access (except 
freestanding cottages). This is known as an “Access Agreement” and an example of such an 
agreement would be that which would be developed between Housing Plus and a service 
provider like Austar.  

 

Housing Plus has negotiated an Access Agreement with the pay TV service providers in the 
areas we operate in. The client is responsible for arranging their contracts and the cost of 
subscribing to pay television. Housing Plus is not responsible for any installation, 
disconnection, subscription, security of installation, maintenance, technical, and quality of 
reception or billing problems. Clients must deal directly with the company they subscribe to if 
they experience any problems with their pay television service. 

 

Under no circumstances will Housing Plus sign or enter into individual pay television 
subscription contracts on behalf of a client. Clients cannot allow the installation of pay 
television services without first ensuring that written approval has been provided by Housing 
Plus. As the popularity of pay television grows and the number of service providers 
increases, Housing Plus and service providers need to be conscious of the structural 
limitations of each individual building. 

 

Pay television service providers are solely responsible for the cost of installing and 
maintaining their equipment.  

 

If a client lives in a building that has a body corporate, the body corporate’s approval must 
also be obtained. In most cases obtaining heritage, local council and body corporate 
approval is the responsibility of the service provider.  

Written Notice 

If a client wishes to have pay television facilities installed, they or their potential service 
provider must first lodge their request in writing with their local Housing Plus Office. Clients 
need to send us a letter or fill out a form at their local Housing Plus Office. In the letter or 
form, they should list the name of the service they would like to subscribe. Alternatively, they 
can ask the service provider to write to us on their behalf.  

 

Approval isn’t granted automatically. When the request is received, we will look at the rules 
affecting the installation of pay TV in the clients home and whether or not an Access 
Agreement currently exists between Housing Plus and the clients chosen service provider.  

We will also consider the possible impact for the client’s neighbours of allowing the 
installation and the number of antennas and dishes already on the building. Once this is 
done, we will inform the client and/or the service provider in writing whether or not their 
request has been given “in principle” approval. 
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The service provider is then required to outline where the dish will be installed; if this is a 
new installation or are they using an existing dish; how they would cable common areas and 
any other relevant technical information/drawings. Once this is received from the service 
provider, we will then evaluate the information and grant final approval if no local 
government, body corporate or other issues exist. If approval is declined, we will explain the 
reasons for this decision in the letter. 

 

It is up to the service provider and/or the client to resolve any local government, heritage or 
body corporate issues. Clients are not to allow the facilities to be installed until the service 
provider has received our final written approval. If Housing Plus objects to the intended 
installation, we must advise the client and/or the service provider of the reasons for the 
objection in writing.  

Relevant Approvals 

Most council’s regards a satellite dish as a structure which may require the lodgement of a 
Development Application with the local council. There may also be specific council 
regulations affecting the installation of antennae in each local area. These are all issues the 
service provider will address as detailed in their agreement with us. 

 

Permission to install pay television services in Housing Plus properties cannot be approved 
where the service provider does not have an Access Agreement with Housing Plus (except 
in the case of a person living in a freestanding cottage). An Access Agreement is a signed 
agreement between Housing Plus and a third party, setting out the requirements when 
accessing our properties.  

 

Under the Agreements with service providers, the client or service provider can seek 
approval for an antenna or satellite dish to be installed, in order to access pay television 
services provided:  

a) The service provider has obtained written permission from Housing Plus;  
b) The service provider has obtained all relevant approvals; and  
c) The service provider complies with the terms of the Agreement. 

 

Heritage Buildings 

Some buildings are recognised as having special heritage value or are heritage listed.  

Housing Plus will assess these applications on a case by case basis because of their special 
heritage significance. It is the responsibility of the service provider to meet all heritage 
requirements.  

 

Leasehold Properties 

Clients who live in Leasehold properties must apply for approval to install pay TV in the 
same manner as other clients. Staff will notify the owner or agent of the leasehold property 
of such applications for approval for the installation of pay TV and obtain a written decision 
of which will be communicated in writing to the client. In some cases, the owner or landlord 
may not grant approval to clients in leasehold properties and in these cases, the owner or 
Landlords decision is final and can not be appealed. 

 

Satellite Dishes and Antennas  

Generally a service provider cannot have more than one satellite dish, per building. In 
exceptional circumstances, Housing Plus may provide written approval for an additional 
satellite dish. The satellite dish or antenna must be installed in a position, and at an angle, 
that has the least visual impact from the street. 
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An approved dish or antenna may only be installed on the roof of a building. Under no 
circumstances can a dish or an antenna, be installed on a balcony. The size of satellite 
dishes should not exceed 600mm in diameter. There also should not be exposed cables. 

 

Housing Plus’s Absolute Discretion 

Like any landlord, Housing Plus has the right to object to the installation of pay television 
facilities in a building if it believes for any reason that the facilities are not practicable or 
desirable. 

At our request, the service provider must rectify or remove any installation of their facilities 
that are found to be in breach of any relevant law including Workcover, Australian 
Standards, Heritage Act or the Housing Plus Access Agreement. 

 

Reception of Existing Services 

It is the responsibility of service providers to ensure that the installation of its facilities does 
not interfere with, diminish, or affect the reception of other clients’ services including: 

a) free to air television;  
b) existing cable television;  
c) radio;  
d) broadcast; or  
e) narrowcast. 

 

Right to Access Common Areas 

Employees, contractors, agents and consultants who work for the service provider have the 
right to enter common areas in order to install, maintain or remove the company’s facilities 
providing they are carrying photo identification. 

 

The company’s representatives may enter common areas between 8am – 6pm Monday to 
Friday. Access after-hours or outside Monday to Friday, the provision and return of any 
building keys for access are to be arranged through the relevant local Housing Plus team. 

 

Access to Dwellings 

A service provider must make an arrangement with their subscriber if they wish to retrieve 
any of their property from the subscriber’s home. Apart from a freestanding cottage, the 
service provider will need to contact the local office to arrange removing their equipment 
from the roof.  

 

Costs  

Pay television service providers are responsible for all costs associated with the installation 
of their facilities in a building. Clients who subscribe to pay television are responsible for 
paying their subscription fees to the company they have a subscription contract with. 

Housing Plus is not responsible to pay television service providers, or clients, for any of the 
following: 

a) selling;  
b) installation;  
c) wiring;  

d) subscription;  
e) connection;  
f) maintenance;  
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g) technical issues including quality of the reception;  
h) security of the installation;  
i) debt collection; and  
j) any compensation claims arising from the connection of pay television. 

 

Damage 

The contract between the service provider and their subscriber stipulates that the service 
provider is responsible for rectifying any damage to a property that is caused by the 
installation of its facilities. The client should contact their service provider to repair any 
damage that occurs to their home as a result of the installation of pay television facilities. 

 

This requirement is also stipulated in the Access Agreement between Housing Plus and the 
service provider. If damage occurs to a building that has been centrally cabled, Housing Plus 
will contact the service provider to ensure the damage is rectified as per the terms of the 
Access Agreement. 

 

In the event that building maintenance work has to be undertaken on the roof which could 
affect the pay television service, Housing Plus will generally provide advance notice for the 
service to be temporarily disconnected. However, there may be occasions where we may 
need to undertake urgent repair work and little or no notice is provided. In both 
circumstances, Housing Plus is not responsible for any of the associated costs to re-
establish the service connection.  

Ownership 

Installed wiring and equipment is the property of the service provider. Requests to Install 
Cable Television where the Installation of a Dish or Antennae is not Required.  

 

Customer Service staff will refer all requests for installation of pay television in units to the 
Head of Customer Service for approval. 

Appealing Decisions or Actions 

If a client disagrees with a decision we have made, they are encouraged to speak to their 
Tenancy Officer to seek a resolution of those concerns. The next step, if they still believe an 
incorrect decision was made, is to ask for a formal review of the decision. 

 

In this case, the matter will be referred for review in accordance with the Housing Plus 
Complaints and Appeals Policy.  
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10. Children and Young People at 
Risk Policy 

Purpose and Objective 

Housing Plus cares about the safety, welfare and wellbeing of children, young people and 
their families and play an important role in the child protection system. As a Social housing 
and Community Services provider, our role in child protection is to report to the Child 
Protection Helpline any reasonable suspicion that a child or young person is at risk of 
significant harm. 

Where the suspected risk of significant harm is below this statutory reporting threshold, 
Housing Plus will work with other government agencies and non-government organisations 
to identify services’ responses to support children, young people and their families. 

Housing Plus will use best endeavours to comply with a request for assistance from FACS 
Community Services, if the request is consistent with its own responsibilities as a social 
housing provider. In addition, the Children's Court may make an order directing social 
housing providers to provide assistance to a child or young person. 

This policy has been developed from the NSW FACS Children and young People at Risk 
Policy https://www.facs.nsw.gov.au/housing/policies/children-young-people-at-risk-policy  

The purpose of this policy is to outline the role of social housing providers in child protection 
matters. 

Scope 

k) This policy applies to all clients including applicants, former tenants and 

existing tenants 

l) This policy applies to all Housing Plus services and properties  

m) This policy describes the organization’s objectives and policies regarding 

Children and Young People at Risk 

References 

In undertaking its role in child protection, Housing Plus staff are required to comply with the 
following Acts: 

• The Children and Young Persons (Care and Protection) Act 1998 , including 

2009 amendments of information sharing requirements 

• Children Legislation Amendment (Wood Inquiry Recommendations) Act 2009 No 

13 on 24 January 2010 

• The Privacy and Personal Information Protection Act 1998 

• The Health Records and Information Privacy Act 2002 

• Ombudsman Act 1974 

• Housing Act 2001 

• Residential Tenancies Act 2010 

Responsibilities 

Executive 

1) Establish policy objectives 

https://www.facs.nsw.gov.au/housing/policies/children-young-people-at-risk-policy
https://www.legislation.nsw.gov.au/#/view/act/1998/157
https://www.legislation.nsw.gov.au/#/view/act/2009/13/whole
https://www.legislation.nsw.gov.au/#/view/act/1998/133
https://www.legislation.nsw.gov.au/#/view/act/2002/71
https://www.legislation.nsw.gov.au/#/view/act/1974/68
https://www.legislation.nsw.gov.au/#/view/act/2001/52
https://www.legislation.nsw.gov.au/#/view/act/2010/42
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Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Children and Young People at Risk 

3) Oversees training and ensures adoption by all employees responsible for 

Children and Young People at Risk 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Children and Young 

People at Risk Policy 

Policy 

The NSW Government five year plan to change the way children, young people and families 
are supported and protected in NSW is outlined in Keep Them Safe: A shared approach to 
child wellbeing 

 

Keep Them Safe aims to provide support to families earlier, by agencies working 
collaboratively, to prevent children and young people requiring statutory child protection 
intervention. 

 

Social housing providers are committed to the principles of Keep Them Safe and work in 
partnership with other agencies concerning the safety, welfare and wellbeing of children and 
young people by: 

• Recognising the signs of abuse and neglect and reporting the name or a 

description of a child or young person reasonably suspected of being at risk of 

significant harm to the Child Protection Helpline. 

• Working with other government and non-government agencies to monitor 

instances where a child or young person is reasonably suspected of being at risk 

of significant harm. 

• Making appropriate referrals to agencies that support children, young people and 

families. 

• Providing appropriate housing assistance to children, young people and their 

families. 

Housing Plus responsibilities 

All Housing Plus staff are mandatory reporters by law and if, during the course of their work, 
staff have a reasonable suspicion that a child or young person is at risk of significant harm, a 
report will be made as soon as practicable to the Child Protection Helpline. Housing Plus 
staff are not authorised to investigate suspected cases of child abuse or neglect. 

Key responsibilities for Housing Plus includes: 

• Providing housing assistance to eligible households where children and young 

people are at risk. 

• Assisting children and young people in the transition from out of home care to 

independent living in private and social housing or to help prevent children from 

entering out-of-home care 

• Taking into consideration the safety, welfare and wellbeing of children and young 

people when assessing applications for priority assistance from eligible clients 

who are experiencing domestic violence. 

http://www.keepthemsafe.nsw.gov.au/
http://www.keepthemsafe.nsw.gov.au/
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• Referring families in crisis to appropriate support services. 

• Seeking assistance from a local Family Referral Service where available. 

• Reporting to FACS Community Services if the child or young person is known to 

be currently under the care of the Minister. 

FACS has a responsibility to ensure that organisations funded or regulated by FACS are 
aware of their responsibilities under the Children and Young Persons (Care and Protection) 
Act 1998. 

Housing Plus also has a responsibility to ensure that: 

• Staff receive training in how to recognise and report cases of child abuse and 

neglect. 

• Child protection policies, guidelines and procedures are properly implemented 

• Any allegation of child abuse made against a member of staff is reported to 

FACS Community Services and the NSW Ombudsman. 

Working with other agencies 

The Child Wellbeing and Child Protection – NSW Interagency Guidelines (2009) set out in 
practical terms the ways that the wider community and human services agencies can 
collaborate in their work with children, young people and their families where there are 
concerns of at risk of significant harm. The guidelines detail general indicators of child abuse 
and neglect, which can assist staff in identifying whether a child or young person is being 
abused or neglected. 

Housing Plus works directly with other government and non-government organisations with 
the aim of improving access to services and strengthening partnerships and early 
intervention approaches, including: 

• FACS Community Services 

• NSW Police Force 

• NSW Health 

• Corrective Services NSW 

• Juvenile Justice 

• Local Government Authorities 

• National Disability Insurance Agency 

• Other organisations that supervise and are responsible for the provision of health 

care, welfare, education, children's services and residential services. 

Exchange of information with other government and non-government agencies 

Under Chapter 16A of the Children and Young Persons (Care and Protection) Act 1998, 
government agencies and non-government organisations have the authority to request and 
release information about a child or young person and their parent, without consent, if it 
relates to the safety, welfare and wellbeing of a child or young person. 

The exchange of information only relates to information already held by the agency and 
where the information will assist in: 

• Making a decision, assessment or plan, 

• Initiating or conducting an investigation, 

• Providing a service relating to the safety, welfare or wellbeing of the child or 

young person (or class of children or young persons), and/or 

• Managing a risk to a child or young person. 

https://www.legislation.nsw.gov.au/#/view/act/1998/157
https://www.legislation.nsw.gov.au/#/view/act/1998/157
http://www.community.nsw.gov.au/kts
http://www.police.nsw.gov.au/
http://www.health.nsw.gov.au/Pages/default.aspx
http://www.correctiveservices.justice.nsw.gov.au/
http://www.juvenile.justice.nsw.gov.au/
https://www.ndis.gov.au/about-us.html
https://www.legislation.nsw.gov.au/#/view/act/1998/157
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In situations where sharing information under Chapter 16A of the Children and Young 
Persons (Care and Protection) Act 1998 is related to a domestic violence matter that puts 
the victim’s safety and/or health at threat, information can be exchanged under Part 13A of 
the Crimes (Domestic and Personal Violence) Act 2007. For more information go to the 
Privacy Policy. 

 

Working with FACS Community Services 

FACS Community Services is the lead agency in providing care and protection to children 
and young people and is prescribed by the Children and Young Persons (Care and 
Protection) Act 1998. The primary role and responsibility of FACS Community Services 
involves receiving, assessing, investigating and responding to reports of child abuse and 
neglect and providing statutory intervention when required. 

Under the Children and Young Persons (Care and Protection) Act 1998: 

• A child is under 16 years of age; and 

• A young person is aged 16 years or above but under 18. 

Requests for information from FACS Community Services 

FACS Community Services can request information from Housing Pathways providers, as a 
prescribed body under Chapter 16A of the Children and Young Persons (Care and 
Protection) Act 1998. 

 

Where a request for information under Chapter 16A is received, and the social housing 
provider is confident the request meets the principles of Chapter 16A, the information must 
be supplied. 

 

Social housing providers can decline a request for information under Chapter 16A from a 
prescribed body if the request does not meet the principles of Chapter 16A. FACS 
Community Services however has the power by a notice under Section 248 of the Children 
and Young Persons (Care and Protection) Act 1998 to compel social housing providers to 
disclose existing information relating to the safety, welfare and wellbeing of a child, an 
unborn child or a young person.  Social housing provider staff are legally obliged to provide 
this information to FACS Community Services. However, FACS Community Services can 
only collect information that already exists. It cannot require social housing provider staff to 
collect new information or to undertake a separate assessment and report. 

 

Requests for information made under Section 248 will only occur after discussions between 
senior management of both agencies have taken place. 

 

Requesting information from FACS Community Services 

Social housing providers can request information from FACS Community Services under 
Chapter 16A if it relates to the safety, welfare and wellbeing of a child or young person. 
FACS Community Services is a prescribed body under Chapter 16A and is legally required 
to provide this information, if the request meets the principles of Chapter 16A. 

Safeguarding of people who make reports 

Reports relating to child wellbeing are confidential. The identity of a reporter cannot be 
disclosed without their permission or unless directed by a judge or magistrate during court 
proceedings. 

 

https://www.legislation.nsw.gov.au/#/view/act/1998/157
https://www.legislation.nsw.gov.au/#/view/act/1998/157
https://www.legislation.nsw.gov.au/#/view/act/2007/80
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Disclosure to a law enforcement agency is also authorised (subject to conditions) under 
Section 29(4A) of the Children and Young Persons (Care and Protection) Act 1998 if it is 
investigating a serious offence against a child or where disclosure is necessary for the 
protection and safety of the child and any other child. 

 

Confidentiality 

All information concerning a report is treated in the strictest confidence. Housing Plus staff 
must not inform parents or caregivers that FACS Community Services or the Police are 
investigating an incident of suspected child abuse or neglect. Any person making an inquiry 
or complaint concerning a report will be referred to FACS Community Services or the Police. 

Privacy and Personal Information Protection Act 1998 and the Health Records 

and Information Privacy Act 2002 

Under these two Acts, there are a number of exceptions to the general rule of non-
disclosure, whereby Housing Plus staff may disclose or exchange relevant personal 
information to or with other agencies if lawfully authorised or required to do so. Under 
the Children and Young Persons (Care and Protection) Act 1998, the non-disclosure 
provisions of Privacy or other laws are specifically excluded from operating to prevent the 

proper provision or exchange of information under that Act. 

Related documentation 

• Keep Them Safe 

• FACS Community Services 

• NSW Ombudsman 

• NSW Advocate for Children and Young People 

Further Information 

Appeals and review of decisions 

The making of child protection reports by Housing Plus is not appealable. Housing Plus staff 
are legally required to make a mandatory report to FACS Community Services if, during the 
course of their work, they have reasonable grounds for suspecting a child is at risk of 
significant harm. Housing Pathways provider staff are also authorised by legislation to make 
non-mandatory reports with respect to children and young people. 

 

 

  

http://www.keepthemsafe.nsw.gov.au/
https://www.facs.nsw.gov.au/families
https://www.ombo.nsw.gov.au/
http://www.acyp.nsw.gov.au/
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11. Identifying and Working with 
Victims of Domestic Violence 

Policy 

The NSW Government has worked together with Government Agencies and community 
organisations to develop the Domestic and Family Violence Framework for Reform, It Stops 
Here: Standing together to end domestic and family violence. Community Housing Providers 
are a key component of the integrated response to improve policy and service delivery to 
victims of domestic and family violence 

Housing Plus recognises that domestic and family violence can happen to anyone, 
regardless of social background, disability, age, gender, religion, sexuality or ethnicity. We 
also recognise that domestic and family violence affects both male and female victims, 
including those in lesbian, gay, bisexual, transgender, intersex and queer relationships. We 
are committed to supporting victims of domestic and family violence regardless of gender or 
sexuality. 

Housing Plus takes domestic and family violence seriously and is committed to providing a 
sensitive and confidential response to anyone approaching us for assistance in cases of 
domestic and family violence. 

Housing Plus is committed to building our skills, capacity and practice to identify indicators of 
domestic and family violence and to work with victims to assist them to manage their 
housing and support situation. 

Housing Plus will take appropriate action that balances the rights and wishes of the victim 
with the rights of the landlord to protect the property and the safety and wellbeing of other 
household members and neighbours. 

Housing Plus will also work with support services and other partners to assist victims and 
deal with perpetrators as domestic and family violence cases require a multi-agency 
approach. This policy covers all tenants and applicants of Housing Plus. 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by Housing 

Plus 

• This policy describes the organization’s objectives and policies regarding Identifying 

and Responding to Victims of Domestic and Family Violence. 

 

Acknowledgement  

This Policy has been adopted from the policy outlined in the Strengthening practice in 
responding to domestic and family violence Toolkit: a partnership between NSW Federation 
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of Community Housing, Domestic Violence NSW, Homelessness NSW and NSW Family and 
Community Services. 

References 

• It Stops Here: Standing together to end domestic and family violence 
• Residential Tenancies Act 2010 (NSW) 

• Strengthening practice in responding to domestic and family violence: A TOOLKIT 
FOR COMMUNITY HOUSING PROVIDERS. 

  

Definitions 

Term: Domestic and Family Violence 
Definition: Domestic and family violence is any behaviour that causes physical, 
sexual or emotional harm, or causes someone in the relationship to live in fear. 
  

Responsibilities 

Executive 

• Establish policy objectives 

Management  

• Develops policies and procedures to achieve policy objectives 

• Coordinates and implements policy for Identifying and Responding to Victims of 

Domestic and Family Violence 

• Oversees training and ensures adoption by all employees responsible for Identifying 

and Responding to Victims of Domestic and Family Violence 

• Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee Responsibilities 

• Understand and comply with Housing Plus policies regarding Identifying and 

Responding to Victims of Domestic and Family Violence 
  

Procedure  

Housing Plus will support and resource our staff across all aspects of community housing 
provision to have an understanding of domestic and family violence. Staff will utilise the 
Domestic and Family Violence Pathways tools to understand their internal reporting and 
support structures. Through understanding our role in identifying indicators of domestic and 
family violence and referring to tenancy management staff for further investigation, Housing 
Plus will develop and enhance their early intervention approach to vulnerable tenancies and 
victims. 
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In order for Housing Plus to effectively identify and respond to domestic and family violence 
we will: 

• Ensure all staff across all divisions receive training on identifying and responding 

appropriately to domestic and family violence. 

• Enable residents to report domestic and family violence to us in different ways, 

including in person, in writing, over the phone and online. 

• Investigate all reports of domestic and family violence that we receive. Reports of 

antisocial behaviour might also be related to incidents of domestic and family 

violence and will also be investigated. 

• Give victims the opportunity to opt for a staff member of the same gender to deal with 

their case wherever practicable. 

• Ensure that victims know that they can meet staff in confidence at Housing Plus’ 

offices or at an agreed safe venue. We will also agree to the method of contact that 

the victim wishes us to use to stay in contact with them. 

• Work with partner agencies to ensure co-ordinated services to prioritise the victim’s 

(including children’s) safety. 

• Advise victims of external agencies who can offer further advice and support (for 

advice on tenancy issues, legal advice for example) and make referrals on their 

behalf and with their consent if required. 

• Encourage victims to engage with domestic and family violence support and 

advocacy services and make referrals on their behalf and with their consent if 

required. 

 

Provisions Within The Residential Tenancy Act (2010) To Respond To 
Domestic And Family Violence 

The Residential Tenancy Act 2010 has provisions aimed at giving some protection to tenants 
who have been victims of domestic and family violence. A victim of domestic and family 
violence might want to end their tenancy agreement with the perpetrator of that violence. 
They might want to: 

1) Stay at the rented premises and have the perpetrator leave, or 

2) Leave and end their legal liability. 

  

Staying will mean taking action to end the tenancy of the perpetrator by getting a final 
apprehended violence order (AVO) against them that includes an exclusion order or taking 
other action under tenancy law which may involve taking action in the NSW Civil and 
Administrative Tribunal. 
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Section 79 of the Residential Tenancy Act 2010 allows for the termination of a co-tenant’s 
tenancy where that person has been prohibited by a final AVO from accessing the property. 

As a tenant, a victim can change the locks, without the landlord’s consent, if any occupant 
has an AVO with an exclusion order (interim, provisional or final) against the perpetrator. 
They can withhold copies of the new keys or opening devices from the excluded occupant. 
The cost for this is paid for by the tenant. The tenant also needs to provide a copy of the 
keys to the landlord where required. 

Leaving means ending a victim’s tenancy with or without ending a perpetrator’s tenancy. 
 
A victim’s tenancy status affects their options: 

Co-tenant: the victim’s name and the name of other tenants are on the residential tenancy 
agreement for the premises. They share rights and obligations with the other co-
tenant. Head-tenant: the victim is the tenant identified in the residential tenancy agreement 
for the premises. 
 
Section 100(1)(d) of the Residential Tenancies Act (2010) provides an option for a tenant to 
terminate an agreement with two weeks’ notice and without further compensation to the 
landlord, if a co-tenant or co-occupant is prohibited by a final AVO from having access to the 
residential premises. 

 

Working With Perpetrators 

Housing Plus will take appropriate action (where evidence is available) against anyone 
responsible for domestic and family violence. The appropriate response to the perpetrator 
will depend on the situation. This may include: 

1) Contacting the Police and other emergency services if the situation requires an 

immediate response due to safety. 

2) Refer to support workers who provide services to men (or women where relevant) to 

assist perpetrators to gain support in addressing their issues. 

3) If the perpetrator is the head tenant or co-tenant, negotiate with the perpetrator to 

relocate them to another property if this is the desire of the victim and if it is safe to 

do so (such as with the Staying Home Leaving Violence program), which will require 

the perpetrator to agree to being relocated. 

4) If it is not considered appropriate/safe to relocate the perpetrator and if the RTA 2010 

supports the situation, terminate the tenancy for the perpetrator allowing the victim to 

become the head tenant. 

If it is not considered appropriate/safe to relocate the perpetrator or terminate the 
perpetrator’s tenancy, relocate the victim(s) to a safe property. Due to the circumstances, 
this may be to crisis or transitional accommodation with a plan in place with support 
worker(s) to obtain long term, stable and affordable accommodation. Assess for suitability of 
housing assistance, particularly the Start Safely program (which is a rental subsidy that 
helps people escape domestic and family violence) or the Rentstart Bond loan products to 
assist victims to be re-housed in private rental. 
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Housing Plus will monitor domestic and family violence incidences across our housing 
portfolios to support identification of perpetrators and monitor the success of our actions in 
supporting victims. This will assist Housing Plus by prioritising areas or individuals affected 
by repeated domestic and family violence and other antisocial behaviour. 

For information relating to men’s behaviour change programs, refer to the following website 
which includes the Men’s Behaviour Change Program providers in NSW: http://www.mbcn-
nsw.net/ 

  

Work Health And Safety 

Housing Plus utilise a robust risk assessment process to maintain safety for all staff and 
contractors. We ensure that all workers and contractors check tenant alert registers before 
conducting any home visits to manage tenants or their visitors who may pose a risk to staff 
and contractors. 

Partnering With Other Domestic And Family Violence Responses 

Housing Plus collaborates with a range of partners across our communities in a variety of 
ways to support and better manage domestic and family violence. Through It Stops Here: 
Standing together to end domestic and family violence, we are key players in assisting to 
meet the housing need of victims of domestic and family violence. 

We also collaborate with services delivering the Staying Home Leaving Violence program 
that is operating in Dubbo, Orange and Bathurst to assist victims of domestic and family 
violence remain in their home with the perpetrator excluded from the property. 

 Housing Pathways Products 

There are a variety of Housing Pathways products available to assist people affected by 
domestic and family violence. These resources can be found 
at http://www.housingpathways.nsw.gov.au/ways-we-can-help/domestic-and-family-violence 
 
DV Toolkit: http://www.communityhousing.org.au/DFVToolkit/DV%20toolkit%20-
%20SECTION%201.pdf 

  

 

  

http://www.mbcn-nsw.net/
http://www.mbcn-nsw.net/
http://www.housingpathways.nsw.gov.au/ways-we-can-help/domestic-and-family-violence
http://www.communityhousing.org.au/DFVToolkit/DV%20toolkit%20-%20SECTION%201.pdf
http://www.communityhousing.org.au/DFVToolkit/DV%20toolkit%20-%20SECTION%201.pdf
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12. Ending a Tenancy Policy 
Purpose and Objective 

The purpose of this document is to explain the policy for ending a Housing Plus residential 
tenancy. This includes social housing, affordable housing, and transitional housing.  

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by Housing 

Plus 

• This policy describes the organization’s objectives and policies regarding Starting a 

Tenancy. 

References 

Housing Plus will end tenancies in accordance with: 

1) Residential Tenancies Act and Regulations. 

2) The terms of the residential tenancy agreement. 

3) Housing Plus policies. 

Both the tenant and Housing Plus have rights and obligations under the above Act, the 
residential tenancy agreement and Housing Plus policies. 

Definitions 

Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)). 

Term: Fixed Term Agreement 

Definition: A fixed term agreement means a residential tenancy agreement for a tenancy for 
a fixed term. 

Term: Transitional Housing 

Definition: Transitional housing is interim accommodation (generally from three months up 
to eighteen months) that may be provided for people exiting or transitioning from crisis 
accommodation. 

 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Ending a Tenancy 

3) Oversees training and ensures adoption by all employees responsible for Ending 

a Tenancy 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 
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Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Ending a Tenancy 

Policy 

Tenants can expect Housing Plus to comply with the rights and obligations of a landlord 
under the Residential Tenancies Act 2010. Housing Plus expects tenants to comply with the 
terms of their tenancy agreement. 

The intent of this policy is to explain how a tenant or Housing Plus can end a tenancy. 
The Tenancy Policy Supplement provides further information to support this document. 

Reasons for ending a tenancy 

A tenancy may be ended for a number of reasons, including: 

Tenant Initiated • The tenant provides notice that they are vacating the property 
and provides vacant possession (i.e. the tenant and all 
household members have moved out of the property and 
taken their belongings with them). This includes situations 
where: 

o Housing Plus relocates or transfers a tenant 
o A tenant is moving into private rental 
o A tenant enters long-term care 

Housing Plus 
Initiated 

• The tenant receives a final Apprehended Violence Order 
prohibiting them from access to their Housing 
Plus dwelling 

• The tenant abandons the property 

• The tenant has passed away and Housing Plus has 
obtained vacant possession 

• Housing Plus asks the tenant to vacate the property. This 
may occur where: 

o The tenant has breached their tenancy agreement 
and Housing Plus has obtained an Order for 
Termination of the tenancy and possession of the 
property 

o A fixed term transitional or a provisional lease has 
ended  

o The tenant is no longer eligible to live in an 
affordable housing property following a lease 
review 

o The tenant is on a continuous lease and they or 
their partner/spouse owns a property that they 
could live in or sell 

o A Landlord has given Housing Plus a Notice of 
Termination (Leasehold Properties) 

End of a Head Lease 

Housing Plus will prepare clients for the possibility that our head landlord may terminate our 
tenancy by giving appropriate information at the start of a tenancy, signing fixed term 
agreements and advising clients in writing and verbally of the options available to them when 
our tenancy ends. 

 

We meet our client responsibilities under a head tenancy agreement by ending the tenancy 
with our client in accordance with the notice period given to us by the head landlord, if this 
notice is legal. 

http://www.housingpathways.nsw.gov.au/additional-information/policies/tenancy-policy-supplement
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When it is necessary to end a tenancy with our client because of the end of a head tenancy 
agreement, we will offer our client appropriate rehousing, unless they are in breach of their 
current agreement (and even then we will consider rehousing them if we can reach a 
satisfactory compliance agreement) or the agreement with the client was originally of the 
understanding that it was short term and non-renewable 

End of a transitional or provisional tenancy 

Housing Plus will always provide the 30 days notice at the commencement of the lease 
agreement when ending a transitional, or provisional tenancy. 

 

If the client does not vacate, possession will be sought at the Tribunal if notice is not given 
before the end of the fixed term, the tenancy becomes continuing which means that notice 
can then only be given for breach of tenancy conditions. 

 

When a tenancy is for a fixed term as a result of policy and program requirements that the 
housing be temporary, the client will be given assistance finding appropriate exit housing at 
the end of the term. 

 

When a transitional tenancy ends and the client has been unable to secure appropriate 
rehousing, or it is not appropriate for the client to move at that time, the term may be 
extended by a further fixed term, if this is possible. If the tenancy cannot be extended, every 
attempt to find alternative housing will be made. 

 

Management Initiated Transfer 

Housing Plus may transfer a tenant for Management reasons including: 

a) Under Occupancy 

b) Over Occupancy 

c) Utilisation of a modified dwelling 

d) Property upgrade or site redevelopment 

In all circumstances Housing Plus will consult with the tenant to negotiate a tenancy transfer 
to a suitable dwelling in the tenants preferred location. Under exceptional circumstances, 
Housing Plus may use a 90 day no cause Notice to Terminate or the Tribunal to force the 
move. 

Client Rights 

Housing Plus will advise our clients of their rights and responsibilities when a Notice to 
Terminate is issued and when legal action is taken at the Tribunal that may result in their 
tenancy being terminated. This will include referral to tenancy advice, interpreters and 
support if their tenancy is threatened or is ending. 

 

Tenant obligations when they end their tenancy 

Tenants may end a fixed term lease before it is due to end if they give Housing 
Plus sufficient notice. The tenant must give Housing Plus the following notice: 

a) 14 days notice for a fixed-term lease, of if moving into social housing 

b) 21 days for a continuous lease, or 

c) 7 days notice for a transitional property 

The tenant must give written notice of their intention to vacate, specifying the date they want 
the tenancy to end and allowing for the correct number of days for giving notice. 
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Housing Plus will always agree to end a lease early if a tenant wishes to move out before the 
end of their fixed term.  

 

The tenant must remove all of their belongings and any rubbish from the property and leave 
the property in a clean and tidy condition that is as near as possible to the condition it was in 
at the beginning of the tenancy, apart from fair wear and tear. ‘Fair wear and tear’ means 
deterioration over time as a result of reasonable use and the action of natural elements, 
even though the property receives reasonable care and maintenance. 

 

Tenants are responsible for locking the property and returning all the keys given to them at 
the start of the tenancy to Housing Plus, as well as any additional keys that were issued or 
cut during the tenancy. If keys are not returned to Housing Plus at the end of tenancy, 
Housing Plus may charge the tenant to rekey the property. 

When Housing Plus ends the tenancy 

Housing Plus will issue a Notice of Termination when it decides to recover a property 
because: 

a) The tenant has breached their tenancy agreement 

b) A fixed term or a provisional lease has ended 

c) Other household members may be eligible for a provisional lease or 

recognition as a tenant, and the tenancy has not been relinquished 

d) A provisional lease or recognition as a tenant has not been granted to other 

household members and they are required to vacate 

e) The tenant has rejected a final offer of alternative social housing 

f) The sole tenant has passed away 

Housing Plus will give tenants: 

a) Notice in writing 

b) Notice in the required time period, as stated in the Residential Tenancies Act 

2010 

c) The reasons for ending the agreement 

d) A reasonable opportunity to be present at the final property inspection 

If the tenant does not move out, Housing Plus will seek an Order for Termination and 
Possession from the NSW Civil and Administrative Tribunal. This order compels the tenant 
to move out and sets a date for Housing Plus to take possession of the property. 

No Cause Terminations (Section 85) 

Housing Plus should not routinely terminate agreements under Section 85 of the Residential 
Tenancies Act 2010 (NSW) as this section of the Act does not require a tenant to be given 
reasons for termination and does not afford the tenant recourse to the NSW Civil and 
Administrative Tribunal. 

There are circumstances in which Housing Plus may seek termination under Section 85 
Residential Tenancies Act 2010 (NSW), these may include: 

• Leasehold properties where Housing Plus has been issued a Section 85 

Termination by the Landlord. 

• Properties that do not meet Community Housing Standards and require 

rectification 

• Leasehold properties where the market rent is no longer financially sustainable 

for Housing Plus  
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To ensure that transparency and fairness is afforded to tenants when terminating a lease, in 
most circumstances it is expected that the use of S85 is used only where there are no other 
options available. 

 

Appeal of No Cause Termination (Section 85) 

If a termination notice is issued under Section 85 of the RTA, the tenant has a right to  
Appeal the decision in accordance with the Housing Plus Appeals policy before the Section 
85 Termination is implemented.  

Inspecting the property when a tenancy ends 

Close to the time the tenant will be vacating, Housing Plus will try to arrange an inspection of 
the property with the tenant. During this inspection, Housing Plus will complete the original 
property condition report by comparing the current condition of the property with its condition 
at the start of the tenancy. If there is any damage to the property beyond fair wear and tear, 
or cleaning is required, Housing Plus will advise the tenant of any expenses they may incur 
to repair the damage, or have the premises cleaned. 

 

Housing Plus will carry out another inspection within two working days after the tenancy has 
ended. Housing Plus will tell the tenant when this is happening so that they can attend the 
inspection if they wish. Housing Plus will document any damage beyond fair wear and tear, 
and any cleaning that is required. The tenant must pay the costs to repair any damage 
beyond fair wear and tear, and to have the required cleaning completed. 

 

If the tenant does not take the opportunity to attend the inspection, Housing Plus will 
complete the property condition report in the tenant’s absence. Once the final inspection is 
completed, a copy of the condition report will be provided to the tenant within a reasonable 
timeframe.  

 

Abandoned properties and goods 

Dealing with an abandoned property 

Housing Plus will consider that a tenant has abandoned a property only if it is clear that the 
tenant is not living there. Housing Plus usually finds out that a tenant has abandoned their 
property through: 

a) Neighbours advising Housing Plus that no one is living there 

b) The tenant not maintaining the property 

c) The tenant not paying rent. 

d) Goods removed eg. Fridge, washing machine, rubbish 

If Housing Plus suspects a tenant has left their property without giving notice, it will inspect 
the property and make enquiries to find out if the tenant has abandoned it. If Housing Plus is 
reasonably sure the tenant has abandoned the property, it will start action to take 
possession of the property under Section 106 of the Residential Tenancies Act 2010 so that 
it can make the property available for another client. Housing Plus has the right to seek 
compensation at the NSW Civil and Administrative Tribunal for loss of rental income and 
property damage. 

 

Dealing with goods left on the property 

If goods remain in the home two working days after the tenant has moved out, or when a 
property is abandoned, an officer from Housing Plus and a witness (where possible) will 
inspect the property. The inspection will involve: 
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a) Removing and disposing of any perishable goods including foodstuffs and 

rubbish, and 

b) Making a detailed list of the goods left in the home and the condition of those 

goods and 

c) Taking photographs of the goods, particularly if they are of high value. 

In the case of goods other than personal documents, Housing Plus is required by 
the Residential Tenancies Act 2010 (Section 127) to give the former tenant notice that the 
goods will be disposed of after 14 days. This Notice may be given in the following ways: 

a) In writing by post to the former tenant or legal representative, at the last 

forwarding address known to Housing Plus, or 

b) Orally in person or by telephone. 

 

If the goods are not collected within 14 days, Housing Plus can arrange for disposal of the 
goods by selling them or in any other lawful manner. 

 

Any proceeds of sale, less occupation fees and reasonable costs of sale, can be provided to 
the former tenant. 

 

If an item is on hire, Housing Plus will notify the company who owns it and arrange for the 
company to collect it. 

 

The former tenant can claim and collect some or all of the goods while they are in storage. 
Where the former tenant claims goods, they must pay an occupation fee per day for each 
day the goods are left on the property or in storage, which at a maximum is equivalent to the 
rent per day, and must not exceed, in total, the amount of rent for 14 days. 

Under no circumstances will Housing Plus give or sell any goods to an employee of Housing 
Plus, their relatives, friends, or agents. 

 

Where personal documents remain in the property two working days after the tenant has 
moved out, or when a property is abandoned, Housing Plus is required by the Residential 
Tenancies Act 2010 (Section 127) to give the tenant notice that the documents will be 
disposed of after 90 days. 

 

Personal documents include: 

a) a birth certificate, passport or other identity document, or 

b) bank books or other financial statements or documents, or 

c) photographs and other personal memorabilia, or 

d) licences or other documents granting authorities, rights or qualifications, or 

e) any other record, or class of record, prescribed by the regulations. 

If these documents are not claimed within 90 days, Housing Plus will return personal 
documents to the authority that issued them or if this is not practical, dispose of them in a 
lawful manner that will not result in the tenant’s personal information becoming publicly 
available. 

 

Housing Plus can seek direction from the NCAT under the Residential Tenancies Act 2010 
(section 133) if any issues arise as to the disposal of goods. 

 

http://www.austlii.edu.au/au/legis/nsw/consol_act/rta2010207/s3.html#record
http://www.austlii.edu.au/au/legis/nsw/consol_act/rta2010207/s3.html#record
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In cases where a property is abandoned due to serious illness, accident or death, Housing 
Plus may choose to show leniency in actioning this policy. Every effort will be made to 
contact and negotiate a satisfactory outcome with the client or the client’s family members. If 
however, contact cannot be established or a mutually satisfactory agreement reached then 
Housing Plus may apply to the NCAT for a determination. 

 

Any Tribunal order made following such an application will override the requirements of this 
policy and will be adhered to by Housing Plus. 

Dealing with the tenancy accounts at the end of a tenancy 

When a tenant vacates a property for any reason, they will be required to pay any 
outstanding charges on their tenancy accounts. 

If the tenant decides to vacate: 

a) If a tenant vacates without giving sufficient notice, Housing Plus will charge 

rent for the full notice period or until a new tenant takes over, whichever 

occurs first. That is, 14 days notice for a fixed term lease or 21 days notice for 

a continuous lease/ 

b) If the tenant fails to return the keys on a prearranged date and they return the 

keys at a later date, Housing Plus will charge rent to the date the tenant gives 

vacant possession. 

c) If a tenant abandons the property, Housing Plus will charge rent up to the 

date that Housing Plus obtains vacant possession of the property. 

d) In the case of National Rental Affordability Scheme Housing (Affordable 

Housing), if the tenant is within their  fixed term when they vacate, they will be 

required to pay rent until a new tenant takes over, or until the fixed term 

period ends, whichever occurs first.  

If notice is given by the landlord: 

a) If notice is given because of the end of the fixed term, the tenant will been 

charged rent until the end of the fixed term. In all other cases, if the tenant 

moves out earlier than the date specified on the Notice of Termination, rent 

will only be charged up to the date the tenant gives vacant possession.If the 

tenant moves out on or after the date specified on the Notice of 

Termination, Housing Plus will charge rent up to the date the tenant gives 

vacant possession. 

b) If Housing Plus evicts the tenant, or if the property becomes uninhabitable, 

Housing Plus will charge rent up to the end of the last day the tenant had 

possession of the property. 
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13. Working with Tenants who 
Hoard 

Purpose and Objective 

The purpose of this document is to explain the policy for Working with Tenants who hoard 
This includes social housing, affordable housing, and transitional housing.   

Housing Plus is committed to ensuring that our houses and communities are places where 
people want to live and feel safe. It is necessary to ensure that the safety of tenants is 
paramount and that they all live in comfortable conditions. 

The Hoarding Policy supplements Housing Plus’ fire safety policy arrangements and 
contributes to the health and safety management system established and in place.  

The purpose of this policy is to provide guidance in managing tenants and household 
members who are identified as people with hoarding tendencies. 

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by 

Housing Plus 

• This policy applies to all Housing Plus properties  

• This policy describes the organization’s objectives and policies regarding 

Working with Tenants who hoard 

References 

Housing Plus will start a tenancy in accordance with: 

a) The Housing Act 2001 

b) Residential Tenancies Act 2010 and Regulations 

c) Housing Plus Policies. 

Both the client and Housing Plus have rights and obligations under the above Acts, the 
residential tenancy agreement and this policy. 

Definitions 

Term: Hoarding Disorder 

Definition: Hoarding Disorder is a psychiatric condition (Diagnostic Statistical Manual V) 
characterised by excessive collecting and extreme inability to discard worthless objects. In 
some cases, it can lead to squalid conditions that interfere with normal living, which in turn 
can affect the health, safety and quality of life for the sufferer and those who live with them, 
their neighbours and the community. 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 
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2) Coordinates and implements policy for Working with Tenants who hoard 

3) Oversees training and ensures adoption by all employees responsible for 

Working with Tenants who hoard 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Working with 

Tenants who hoard 

Policy 

Tenant Rights and Obligations 

Tenants in New South Wales have rights under the Residential Tenancies Act 2010.  

They also have obligations which include:  

• To care for the premises 

• To pay for any damage caused by the tenant or their guests 

• To report the need for any repairs or maintenance 

• Not to make alterations or additions without the landlord’s permission 

• Not to alter, remove or add a lock or security device without the landlord’s 

consent (except in certain domestic violence situations) 

• Not to cause or permit a nuisance 

• Not to interfere with the peace, comfort or privacy of neighbours. 

Working with tenants who hoard 

It is recognised amongst professionals that work with hoarding that agency intervention has 
a low success rate and that reoccurrence of hoarding is high. 

Multi-agency approaches are often the most effective and long-term support is 
recommended. 

 

Hoarding can be brought to Housing Plus staff attention through many different ways 
including: 

• Tenancy visits 

• Maintenance visits 

• Complaints from neighbours 

• External agency contact 

• Fire service initiatives. 

 

When a hoarding issue is first identified, review the tenant management record to see if a 
previous issue has been identified. It is important to see if any support agencies are involved 
with the tenant already. 

 

Undertaking an Assessment of a Tenant with Hoarding Issues 

It is important to use all the avenues available to you to undertake an assessment of the 
tenant’s care of the property.  

Housing Plus will utilise the Hoarding Screening Assessment Form as a standard tool that 
can be utilised during routine property inspections. This tool will provide an initial 
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assessment to inform (Service name) as it plans intervention with the tenant to manage the 
hoarding or squalor identified. 

Housing Plus may also utilise the Clutter Image Rating Scale and the Environmental 
Cleanliness Clutter Scale as a means of accurately recording the extent of hoarding or 
squalor at a given point in time within a property.  

Support 

Where family and friends are already involved and willing to cooperate, their assistance can 
be valuable and it can give insight into the tenant’s situation. It is important to manage this 
sensitively. The priority has to remain on engaging with the tenant personally where ever 
possible. 

 

Where an individual is already engaging with a support service, work with the tenant and 
support service to establish a discussion about the hoarding issues. 

Where an individual is not engaged with a support service, but appears to be open to 
accepting a referral for support, explore with them a referral to a relevant support service for 
assessment. 

 

Short, sharp solutions might resolve immediate issues that need to be dealt with but tend not 
to be sustainable. Hoarding behaviour can often return if the underlying cause is not dealt 
with.  

 

Some support solutions include: 

• Development of an action plan to guide planning and intervention 

• Establishment of a support package  

• More frequent visits from the tenancy manager 

• Regular updates / meetings with relevant agencies 

• Homecare or health care package 

• Counselling support  

• Cognitive behaviour therapy (such as the Buried in Treasures program available 

through some areas in NSW) 

• Assistance with moving home or property adaption 

• A home safety check by the local fire service 

• Power of attorney provision. 

 

Where support is offered and refused, it is important to note this in the tenant’s records as 
this may be crucial evidence later if legal action is required. A joint meeting with any 
agencies attempting to offer support to the tenant might be useful at this stage to explore 
options. 

Enforcement 

In some cases, enforcement action may be required in line with the Residential Tenancy Act 
2010 (NSW). 

This may be to: 

• gain access to the property 

• examine / execute necessary work 

• gain possession of the property. 

Enforcement action should only be taken where: 

• other action has been attempted and refused or failed 
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• the case poses serious and immediate risks that require a legal resolution. 

Partnership working 

Where the tenant is already known to one or more agency, establish a meeting to discuss 
concerns and explore possible action, including the tenant in discussions.  

Where the tenant is not engaged with any support services, with the support of the Tenancy 
Officer or equivalent, explore referral to relevant support services.  

Fire and Rescue NSW should be informed of any high risk hoarder, especially if they are 
within a property which may affect others, such as an apartment block. Referrals should be 
made through the Team Leader or equivalent. 
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14. Tenant Repair Costs 
Purpose and Objective 

The purpose of this document is to explain the policy for Tenant Repair Costs This includes 
social housing, affordable housing, and transitional housing.   

 

The intent of this policy is to identify liability for damage to a property in which Housing Plus, 
determines the tenant is responsible for and the associated cost of repairs. This is done in a 
way that is procedurally fair for the tenant and the landlord 

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by 

Housing Plus 

• This policy applies to all Housing Plus properties except Crisis Housing. 

• This policy describes the organization’s objectives and policies regarding Tenant 

Repair Costs. 

References 

Housing Plus will start a tenancy in accordance with: 

a) The Housing Act 2001 

b) Residential Tenancies Act 2010 and Regulations 

c) Housing Plus Policies. 

Both the client and Housing Plus have rights and obligations under the above Acts, the 
residential tenancy agreement and this policy. 

Definitions 

Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)). 

 

Term: Market Rent 

Definition: Market rent is the amount of rent that a real estate agent or landlord would 
charge each week if the property were rented in the private market. 

Term: Rent Subsidy 

Definition: A rent subsidy is the difference between the market rent and the rent a tenant 
pays based on their household's assessable income and rent assessment rules. 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Rent Charging 
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3) Oversees training and ensures adoption by all employees responsible for Rent 

Charging. 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Rent Charging. 

Policy 

Tenant Responsibilities  

Tenants are expected to take good care of their premises and to take responsibility for 
property damage other than that caused by fair wear and tear and criminal activity or 
damage caused by a third party.  A third party is someone that is not living in or invited into 
the property. 

 

Where it is determined that the tenant is responsible for damage to the premises, and a 
Housing Plus maintenance contractor repairs the damage, Housing Plus will recover the cost 
of the repairs from the tenant. These are Tenant Repair Costs. 

 

Housing Plus will charge the Tenant Repair Costs to the tenant if the tenant has accepted 
liability or Housing Plus has sufficient evidence of the tenant's responsibility for the damage. 

The tenant has the right to accept or dispute liability for Tenant Repair Costs. If the tenant 
disputes liability Housing Plus will suspend the cost recovery process and review the 
decision to charge the tenant. 

 

Housing Plus expects the tenant to: 

• Abide by the terms and conditions of the Residential Tenancy Agreement. 

• Take good care of the premises and keep them reasonably clean. 

• Tell us as soon as possible if the premises have been damaged. 

• Pay for Tenant Repair Costs. 

• Comply with NCAT or local court orders to pay the cost of repairs or cleaning. 

• Report to the NSW Police and Housing Plus, any damage that is suspected to 

have resulted from criminal activity, such as break and enter, vandalism or 

domestic or family violence or caused by a third party. And, provide Housing Plus 

with a copy of any police reports made and the Event Number of the police 

report. 

• When the tenant vacates the premises, to:  

o give Housing Plus written notice in line with Housing Plus Ending a 

Tenancy Policy before vacating the premises if they have a fixed term 

tenancy; 

o restore the premises to the condition it was in at the start of the tenancy, 

allowing for fair wear and tear; and 

o return the keys to Housing Plus. Relying on a neighbour or third party, or 

leaving the keys at the premises is not an excuse for keys not being 

returned. 

Housing Plus Responsibilities 

The tenant can expect Housing Plus: 



79 
 

• To abide by the terms and conditions of the Residential Tenancy Agreement that 

relate to the landlord's responsibilities. 

• To collect and record information about the type and extent of damage to 

premises and the circumstances under which the damage may have occurred. 

• To provide the tenant with written notice when Housing Plus considers the tenant 

is responsible for Tenant Repair Costs. 

• To provide the tenant with written notice when Housing Plus claims repayment for 

Tenant Repair Costs. 

• If the tenant disputes liability and seeks a review of Housing Plus decision to 

charge Tenant Repair Costs Housing Plus will then either:  

o cancel or amend the Tenant Repair Costs and advise the tenant in 

writing; or 

o take cost recovery action before the NSW Civil and Administrative 

Tribunal (NCAT) or the local court. 

• Housing Plus will make every attempt to carry out a final inspection of the 

property in the tenant’s presence, completing an Outgoing Property Condition 

Report. This Outgoing Property Condition Report will be completed without tenant 

present and provide a complete copy to tenant via anyway possible. 

• Not to charge Tenant Repair Costs caused by damage that occurs after the 

tenant provides vacant possession of the premises to Housing Plus. 

Determining responsibility for a Repair Cost 

To determine who is responsible for the cost of repairing damage to the property Housing 
Plus will: 

• Inspect the premises and document the damage where appropriate. 

• Take into account the type of damage and any information concerning liability the 

tenant gave Housing Plus when reporting the damage. 

• Discuss the items of damage with the tenant and record information the tenant or a 

third party gives Housing Plus about the possible cause of the damage. 

• Take into account the condition of the premises at the beginning of the tenancy, as 

stated in the Property Condition Report and any evidence of work undertaken on the 

property at the start or during the tenancy. 

• Take into account damage due to fair wear and tear, which the Housing Plus or 

Landlord is responsible to repair. 

• Take into account damage due to an emergency situation where there was good 

cause to believe that the tenant's health and wellbeing was at risk. 

• Consider whether ill health or inability to maintain the premises has contributed to the 

damage. For example, if the damage has been caused by children or adults with 

challenging behaviours, mental illness or disability which could not be reasonably 

prevented. In these circumstances the tenant is required to provide evidence. 

• Consider whether the damage is a result of criminal activity such as:  

o Domestic or family violence. If the damage is the result of domestic or family 

violence inflicted on the household (except where the tenant is the 

perpetrator), they should provide evidence of this so that it can be taken into 

consideration when determining liability. Housing Plus is committed to 

reducing the incidence and effects of domestic or family violence and 

encourages people subjected to domestic or family violence to speak with 

Housing Plus or domestic or family violence support workers in the area. 
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o Other criminal activity such as break and enter or vandalism or damage 

caused by a third party. 

Damage caused by Criminal Activity or a Third Party 

In circumstances of criminal activity or damage caused by a third party the tenant is 
requested to provide evidence that they have reported the matter to the NSW Police, such 
as a Police statement. 

 

Tenant Repair Costs 

Tenant Repair Cost that are the tenant's responsibility include: 

• Intentional Damage 

• Accidental Damage 

• failure to take care to prevent or report damage (neglect); 

• failure to report damage; 

• failure to keep the premises in a reasonably clean condition; 

• failure to restore the premises to their condition at the start of the tenancy, after 

allowing for fair wear and tear; 

• intentional damage, or neglect leading to damage, that is caused by any member 

of the household, pets or any visitor who enters the premises with the tenant's 

permission. 

Tenant Communication 

If Housing Plus considers the tenant responsible for Tenant Repair Costs, a letter will be 
sent to the tenant stating: 

• the nature of the repairs. 

• that Housing Plus requires the tenant to pay for the repair costs in accordance with 

responsibility under Section 51 of the Residential Tenancies Act 2010. 

• That the tenant can accept liability by signing a declaration of liability (stat dec) within 

14 days of receipt (included with letter). 

• That the tenant can dispute liability by telling Housing Plus immediately and providing 

written reasons. 

• That if the tenant disputes liability Housing Plus will stop sending letters requesting 

payment and review the decision that the tenant is responsible for the damage. In 

some circumstances the tenant can choose to have the decision reviewed externally 

(see Appeals and Reviewing Decisions). Pending review, Housing Plus will then 

either cancel the claim and advise the tenant in writing, or take action before the 

NCAT or a local court to recover the costs from the tenant. At the NCAT or local court 

the tenant will have an opportunity to tell why the tenant disputes liability and the 

NCAT or local court will determine if the tenant is liable and if so how much the 

tenant will have to pay. 

Repeat or serious incidents of Tenant Repair Costs 

Where Housing Plus has sufficient evidence of repeat or serious incidents of tenant-
responsible damage, Housing Plus will immediately take action before the NCAT to obtain a 
specific performance order. In certain circumstances, Housing Plus will take action to end 
the tenancy. 

Valuation of Tenant Damage 

Housing Plus categorises tenant damage in various ways, including: 

http://www.housing.nsw.gov.au/forms,-policies-and-fact-sheets/policies/tenant-repair-costs-policy#4
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• Damage to the structure of the dwelling. This is recovered at the actual cost of repair; 

• Removal of any rubbish or household items left by the tenant or household at the end 

of the tenancy. This is recovered at the actual cost of removal; 

• Any additional cleaning or repairs to removal of any authorised or unauthorised 

fixtures. This is recovered at the actual cost of removal and repair; 

• Damage to fixtures and fittings within the dwelling. Most items are recovered at the 

actual cost of repair, however in some instances Housing Plus will allow for 

depreciation on fixtures and fittings in calculating the damage costs. 

Tenant Damage Charges where Asbestos is Present 

WorkCover NSW and NSW Health advices that living in a home built with asbestos-cement 
building products is not considered a health risk. 

 

Asbestos-cement can be a health risk if asbestos fibres become airborne and are inhaled. 
This can happen when asbestos-cement building products are broken, sanded, drilled or 
disturbed in any way that results in airborne asbestos fibres. If a tenant damages their 
property that has material containing asbestos, they could potentially disturb the asbestos. 
For example if a tenant damages a wall that has asbestos material in it. 

 

Where there is evidence that a tenant has damaged their property, Housing Plus will pursue 
Tenant Damage Charges in relation to the costs involved in replacing the structure that had 
asbestos in it but not the costs associated with safely removing the asbestos. 

Vacating Tenants 

Before vacating, the tenant must restore the premises to the condition it was in at the start of 
the tenancy, allowing for fair wear and tear. This includes the removal of any additions the 
tenant may have installed, cleaning, rubbish removal and the non-abandonment of goods, 
including furniture and vehicles. Before vacating, Housing Plus will make a concerted effort 
to complete a final inspection with the tenant and complete a final Property Condition Report. 
This will establish whether there is any unrepaired damage and will enable the tenant and 
Housing Plus to agree on who is responsible for the damage. 

 

Once the tenant has returned the keys to Housing Plus and provided vacant possession 
Housing Plus will complete an Outgoing Inspection within two business days. The tenant is 
no longer responsible for damage that occurs after that the keys have been returned. It is the 
tenant who is responsible for returning the keys to Housing Plus, not the neighbours or 
another third party. 

 

If the tenant abandons the premises or fails to return the keys, Housing Plus will obtain 
possession of the premises and assess its condition. If Housing Plus obtains sufficient 
evidence that the tenant is responsible for damage that goes beyond fair wear and tear, or 
end of tenancy cleaning that is required, Housing Plus will take action as appropriate before 
the NCAT or the local court to recover from the tenant the cost of repairing the damage. This 
includes removal of any goods that remain on the premises or the removal of any additions 
that the tenant may have installed. 
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15. Rent Management Policy 
(Social Housing) 

Purpose and Objective 

The purpose of this document is to explain the policy for Rent Management. This includes 
social housing, affordable housing, and transitional housing.  

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by 

Housing Plus 

• This policy applies to all Housing Plus properties except Crisis Housing. 

• This policy describes the organization’s objectives and policies regarding Rent 

Managment. 

References 

Housing Plus will start a tenancy in accordance with: 

a) The Housing Act 2001 

b) Residential Tenancies Act 2010 and Regulations 

c) Housing Plus Policies. 

Both the client and Housing Plus have rights and obligations under the above Acts, the 
residential tenancy agreement and this policy. 

Definitions 

Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)). 

 

Term: Market Rent 

Definition:Market rent is the amount of rent that a real estate agent or landlord would 
charge each week if the property were rented in the private market. 

 

Term: Rent Subsidy 

Definition: A rent subsidy is the difference between the market rent and the rent a tenant 
pays based on their household's assessable income and rent assessment rules. 

 

 

Responsibilities 

Executive 

1) Establish policy objectives 
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Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Rent Management 

3) Oversees training and ensures adoption by all employees responsible for Rent 

Management. 

4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Rent Management. 

Charging Rent 

Housing Plus is committed to providing social housing in compliance with HOUSING PLUS 
guidelines, NSW Community Housing Rent Guidelines, and with the provisions of the Rental 
Tenancies Act 2010 which ensures tenants rents are assessed accurately and fairly.  

 

Housing Plus requires all tenants living in a property owned or managed by Housing Plus to 
pay rent on regular basis. Housing Plus market rent for all its Social Housing properties. This 
is the maximum rent a tenant can be charged. Housing Plus may only vary the market rent in 
accordance with the Residential Tenancies Act 2010. 

 

Calculating Market Rent 

Housing Plus bases the market rent for a public housing property on the rent a tenant is 
likely to pay for a property in the private rental market that: 

• is in a similar geographical location, and 

• is a similar size, and 

• has similar features. 

Housing Plus determines market rent using a number of sources, including property 
valuations, rental bonds and current trends in the private rental market.  

 

Housing Plus does not value every property, instead it values a carefully chosen subset of 
properties. Housing Plus uses these values, (also known as benchmark assessments), to 
calculate the market rent for all other properties. It does this by comparing the characteristics 
of each property, such as suburb, property type, age, number of bedrooms, yard, cladding 
and type of parking space to a benchmark property. 

 

Housing Plus also groups suburbs into a smaller number of benchmark localities, or 
markets, to ensure that rent variances within a suburb are minimised. However, different 
properties in the same area may have different rents. This is because the type of property 
and the features of the property may vary. 

1.1 Calculating Subsidised Rent 

Housing Plus calculates subsidised rent according to the tenant's household size, type and 
gross assessable income. There are a number of household income limits and rent 
assessment rules that determine how much rent a tenant will pay.  

If a household is eligible for a rent subsidy, the tenant will pay between 25% and 30% of 
their household income as rent. 

The minimum amount of rent a tenant or a household member will pay is $5 per week. This 
will only occur where a tenant or household member: 
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• is not eligible for Centrelink benefits, for example, because they are in custody, or 

• enters a nursing home, rehabilitation centre, respite care, refuge (or other safe 

place) and is required to pay for that accommodation.  

Tenants must substantiate all claims for the minimum $5 rent. 

The $5 minimum rent will not apply in the situations outlined in the No statutory income or 
reduced statutory income section below.’ 

 

Eligibility for $5 Minimum Rent 

In some situations, Housing Plus will assess a tenant or household member’s contribution to 
the rent payable as $5 per week. These situations are set out in Table 1 below. 

The tenant must provide documentation to substantiate all claims for the minimum rent 
charge. 

 

A $5 minimum rent is not applied: 

• To the Estate of a deceased tenant who was the sole occupant of the property 

• Where the tenant or a household member is on holiday, overseas, or away from 

their property for an acceptable absence. 

Assessing income and assets to calculate subsidised rent 
Housing Plus has decided what types of income and assets to include and exclude when 
calculating a tenant's eligibility for a rent subsidy and the amount of rent they will pay. The 
income Housing Plus uses is the gross assessable income of the household. 

 

When applying for a rent subsidy a tenant must complete a Rent Subsidy Application form 
and provide proof of all assessable income received by all household members aged 18 
years and over. Proof of income can be lodged by original documentation, electronically, 
such as fax or email or can be requested through the Income Confirmation Scheme for 
Centrelink income. If the documents are provided electronically, Housing Plus may still 
request the original.  

Assessable income and assets 

Assessable incomes are incomes that Housing Plus includes when calculating a tenant's 
eligibility for a rent subsidy and the amount of rent they will pay. Income that Housing Plus 
usually considers as assessable includes payments received for general living expenses, for 
example: 

• most pensions, benefits and allowances paid by Centrelink and the Department 

of Veterans' Affairs. These income types are also known as statutory income. 

• wages, salaries and some work allowances such as overtime, bonuses, shift 

allowances and penalty rates. These income types are also known as non-

statutory income. 

• other income such as superannuation, compensation, overseas pension, interest 

from savings and maintenance. These income types are also known as non-

statutory  

 
For further information about Assessable Income types please see table 2 below. 

https://www.facs.nsw.gov.au/housing/policies/charging-rent-policy#statutory
https://www.facs.nsw.gov.au/housing/policies/charging-rent-policy#statutory


85 
 

Income payable calculations 

Housing Plus requires all clients to make a full and complete disclosure of their income from 
all sources when requested to do so, and the income so disclosed will be the basis for the 
assessment of rent in accordance with the guidelines. 

Rent charged to each client will be reviewed and reassessed from the date of that review by 
Housing Plus generally at intervals of six months or as otherwise determined in accordance 
with this policy. If any client notwithstanding notice fails to lodge the documents required for 
any such rent review, market rent may be charged until a satisfactory review has been 
conducted or the tenancy has been terminated.  

In cases where a clients income fluctuates, for example through part-time employment, and 
where it is not considered economic for Housing Plus to carry out frequent rent 
assessments, rent will be calculated on the average of the weekly gross income of that client 
over the period of up to twelve weeks prior to the review. 

Assessment 
rate 

Tenant/Other household member 

25% The tenant, their spouse or live-in partner, irrespective of their age.  
All other persons living in the household who are aged 21 years or over. 

25% Clean Energy Supplement 

15% People living in the household aged 18 to 20 years inclusive who are not the 
tenant, their spouse or live-in partner. 

15% Family Tax Benefit Part A & B 

Nil Persons living in the household aged under 18 years who are not the tenant, 
their spouse or live-in partner are not assessed for rent-setting purposes. 

 

Non-assessable income and assets 
Non-assessable incomes and assets are incomes and assets that Housing Plus does not 
include when calculating a tenant's eligibility for a rent subsidy and the amount of rent they 
will pay. Income that Housing Plus usually considers as non-assessable includes payments 
received for a specific purpose, such as allowances received to assist with a particular life 
circumstance or disability. 

For more information, go to see Table 6 below 

How Housing Plus assesses certain types of income, reduced income, or no 

income 
The section below outlines how Housing Plus assesses certain types of income, reduced 
statutory income, or no income at all. 

 

Assessing income for self-employed clients 
Housing Plus calculates the income for self-employed clients by taking the gross income 
less legitimate business expenses. Housing Plus classes legitimate business expenses as 
any expense essential for producing an income. Some items may be allowable as tax 
deductions but Housing Plus may not consider them legitimate business expenses. For more 
information on legitimate business expenses go to Table 11 Below 
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Assessing income from wages 

Where a person has just started a regular job, or has been in continued employment and will 
be receiving the same gross amount of income each week, Housing Plus will assess the 
subsidy on this gross amount. 

 

Assessing irregular wages 
Where a person will receive a varying income such as income received through casual work, 
Housing Plus will discuss with the tenant how best to predict that person's future weekly 
income. Housing Plus may do this in one of two ways: 

• averaging the income according to the amount of time the person has worked 

within a 12 week period, or 

• using the actual amount received in the first pay and reassessing the rent subsidy 

in two months time. If a tenant wishes to use this assessment method they will 

have to resubmit a second rent subsidy request and evidence of actual income 

received so that Housing Plus can conduct the re-assessment. If this method is 

used, and the estimated income is lower than the actual amount of income 

received Housing Plus will adjust the subsidy and the tenant will need to make up 

the difference in rent payable. 

Assessing Commonwealth Rent Assistance 
Housing Plus tenants and other household members may be eligible to receive 
Commonwealth Rent Assistance (CRA). In these Circumstances Housing Plus 

• impute the CRA entitlements for households so as to maximise the CRA received 

by those households, and 

• assess the CRA at 100% for all household members treated as paying rent, and 

• add each household member's CRA to the rent for the household. 

As no household can be charged more than market rent, Housing Plus may adjust the 
amount of CRA assessed for particular household members so that the rent for the 
household is no more than market rent. 

 

Assessing income where a tenant or a household member receives an amount 

that is less than a statutory rate 

Housing Plus will assess people who receive an income that is less than the Newstart 
Allowance (or other benefit to which they would otherwise be entitled), as though they 
receive the appropriate statutory benefit for their age and household composition. This 
includes people who receive wages, salaries, or who are self-employed. 

 

Assessing income where a tenant or household member does not receive a 

statutory income, or receives a reduced statutory income 
In some instances a tenant or household member receives no statutory income or a reduced 
statutory income because they: 

1. have chosen not to apply for an income to which they are entitled 

2. have breached Centrelink requirements or are repaying a Centrelink debt 

3. are New Zealand citizens who are in Australia on a non-protected Special Category 

Visa 
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4. are not eligible to receive a statutory income because: 

• they have gone overseas 

• they receive a Newstart Allowance, have not sought work and have become 

ineligible for further payments for a specified period 

• they have received a compensation or other lump sum payment, or Centrelink 

deems them to have sufficient resources and Centrelink expects them to use 

those resources for living expenses 

In these situations Housing Plus will assume that a tenant or household member receives a 
statutory income and will base the rent calculation on the statutory payment to which that 
person would otherwise be entitled. 

 

Reviewing the rent a tenant has to pay 

Market rent 
Housing Plus regularly reviews the market rent it charges for its properties in line with 
movements in the private rental market. 

Subsidised rent 
There are three types of subsidised rent reviews: 

• a scheduled group subsidy review initiated by Housing Plus 

• an automatic group subsidy update initiated by Housing Plus 

• an individual review initiated by the tenant 

Housing Plus initiated scheduled group subsidy review 
A Housing Plus initiated scheduled group subsidy review occurs when Housing Plus decides 
to review the income details of a group of tenants receiving a rent subsidy and their 
entitlement to receive this subsidy. This review involves contacting the tenant and asking 
them to provide up to date income information for their household. 

Housing Plus will send a letter asking the tenant to confirm their current household income. 

If the tenant does not return the form by the due date and they fail to make contact Housing 
Plus will charge the tenant market rent until they return the form. Upon returning the form if 
the tenant provides information establishing their need for a rent subsidy and a reason as to 
why they have delayed returning the form Housing Plus will backdate the subsidy to the 
effective date of the group review. The subsidy will be backdated to the date of change 
where it is considered reasonable for the tenant to have advised Housing Plus of the change 
in circumstances. 

 

Housing Plus initiated automatic group subsidy update 
An automatic group update occurs when Housing Plus automatically re-assesses rent 
subsidies by: 

• updating Centrelink incomes by applying regular cost of living increases; and or 

• carrying forward non-statutory incomes from the previous subsidy without 

changing the income amounts; and or 

• obtaining updated income details from Centrelink for some or all tenants 

participating in the Income Confirmation Scheme. 
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Tenant initiated individual subsidy review 

An individual subsidy review occurs when a tenant advises Housing Plus of a change to their 
income or household complement. In this case, Housing Plus will reassess the subsidy 
based on the income information provided to ensure the household is still entitled to the 
subsidy and is paying the correct rent. 

Advising tenants of changes to rent 
Housing Plus will advise all tenants in writing of any change to their market or subsidised 
rent and when that change takes effect. 

Where a tenant pays the market rent and Housing Plus increases the rent following a review 
Housing Plus gives the tenant 60 days notice of the rent increase in accordance with the 
Residential Tenancies Act 2010. 

Where a tenant pays subsidised rent Housing Plus will list all the income amounts and 
assessment rates used when calculating the rent payable for the household. 

 

Payment of rent 
Housing Plus expects tenants to arrange for prompt payment of rent on or before the due 
date. 

Tenants must notify Housing Plus immediately if they are unable to make payments. Where 
tenants have difficulty paying their rent Housing Plus will work with and support that tenant 
towards resolving their difficulty. 

Bond Payment 

At the commencement of tenancy, Housing Plus requires each client to pay a rental bond 
equivalent to four weeks of the market rent. Rental Bonds are lodged with NSW Fair Trading 
and dealt with in accordance with the relevant legislation applying to it. In any case where a 
client is unable to make payment in full of the rental bond at the commencement of the 
tenancy, Housing Plus may agree to the rental bond being paid over a maximum period of 
fifty (50) weeks. 

 

Failure to pay Bond 

Failure to pay bond in accordance with a signed bond payment agreement will be a breach 
of tenancy and action will be taken accordingly. 

 

Transferring Bonds 

Where a tenant is relocating from one property to another within the organisation, the bond 
may be transferred to the new property by completing a new lodgement form and a transfer 
of bond form, subject to: 

• There being no outstanding rent or non-rent accounts associated with the initial 

tenancy 

• There not being a change of head tenant for the second tenancy 

• The client has not received rental assistance from Housing NSW 

Rent Payment at Commencement of Lease 

The first two weeks of the tenancy are to be charged at the calculated rent minus the 
Commonwealth Rent Assistance (CRA) component. 

 

No tenancies will be allowed to commence unless the client has paid the first two weeks 
rent. 
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Subsidised Rent 

If a household has a low or moderate income the tenant can apply for a rent subsidy. The 
rent subsidy will reduce the amount of money the tenant has to pay in rent. Housing Plus 
has the authority to grant a rent subsidy under the provisions of the Housing Act 2001. 

Subsidised rent is based upon 25% household’s assessable income, plus 100% of the 
household’s entitlement to Commonwealth Rent Assistance (CRA). This is subject to the 
qualification that the subsidised rent must not exceed market rent. Housing Plus does not 
pay the rent subsidy to the tenant, but deducts it straight from the market rent.  

Proof of Income 

To determine the eligibility of a tenant for a rent subsidy, community housing providers must 
require proof of income for the tenant, their spouse/live in partner (even if they are under 18 
years of age) and other household members aged 18 years or over. Proof of income must 
be original or provided through the Income Certification Scheme for Centrelink pensions and 
allowances and includes: 

• Income statement from Centrelink 

• income statement from the Department of Veteran’s Affairs 

• payslip, letter or statement from the employer dealing gross wage, applicable tax, 

deductions, pay period, and payee details for salary or wages 

• profit and loss statement completed by an accountant or taxation return for self 

employed clients 

• letter or statement from an Overseas Government detailing the amount received 

• letter or statement from investment organisation about savings/investments etc. 

providing details of the amount or dividend received 

• letter from another organisation or income provider (not listed above) detailing the 

amount and type of income received. 

In addition:  

• All stated income must be verified by the income supplier.  

• Additional proof of income may be required by Housing Plus where there is 

a difference to a household’s standard income, for example, a household 

not receiving the standard Centrelink income. 

• The onus is on the tenant to provide verification of their income within a reasonable 

period to substantiate a decrease in their income. 

• Any changes to a household income must be reported to Homes North within 

21 days. 

No income 

Where a household member who is older than 18 years is not in receipt of any income, 
Housing Plus will, for the purposes of the rental assessment, assume that the household 
member is in receipt of the standard Centrelink rate of pension or benefit in accordance with 
the Housing Plus Rent Charging Policy. Housing Plus has the right to reject an application 
for rental subsidy if the tenant or household member does not have income continually for a 
period of 12 months. 

Rental subsidy fraud 

Rent subsidy non-disclosure occurs when a tenant makes a false, incomplete or misleading 
statement about the income or assets of any member of their household in order to obtain a 
rent subsidy that they are not entitled to. Tenants must tell Housing Plus within 21 days of 
any changes to their household circumstances. For further information about Rent Subsidy 
Fraud, please see the Rent Subsidy non-disclosure policy. 

https://www.facs.nsw.gov.au/housing/policies/rent-subsidy-non-disclosure-policy
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Rent Reviews 

Housing Plus regularly reviews the level of rent paid by a tenant to: 

• determine, if a rent subsidy is applied, whether the tenant remains eligible for a 

subsidy (at least every 6 months) 

• recalculate the level of rent paid in accordance with the requirements set out in 

Appendices 2, 3 and 4 (at least every 6 months for subsidised rent and annually 

for market rent). It is the tenant’s responsibility to advise their community housing 

provider of any change in their income and/or family circumstances within 21 

days of the effect of that change. Community housing providers must 

immediately reassess the rent level for a tenant following notification that the 

household income has changed. 

Rent Payment 

Methods of rent and non-rent payment are via: 

1. At any branch of the Westpac Bank using the special deposit book provided to 

the client at the time of sign up. 

2. By transfer from the client’s bank account to the Housing Plus bank account 

3. By Centrelink deduction 

4. In special circumstances by cash payment at the branch office  
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16. Rental Fraud 
Purpose and Objective 

The purpose of this document is to explain the policy for Rental Fraud. This includes social 
housing, affordable housing, and transitional housing.  

Scope 

• This policy applies to all clients (including applicants, former tenants and existing 

tenants) who accept accommodation in properties owned or managed by 

Housing Plus 

• This policy applies to all Housing Plus properties. 

• This policy describes the organisation’s objectives and policies regarding Rental 

Fraud. 

References 

Housing Plus will start a tenancy in accordance with: 

a) The Housing Act 2001 

b) Residential Tenancies Act 2010 and Regulations 

c) Housing Plus Policies. 

Both the client and Housing Plus have rights and obligations under the above Acts, the 
residential tenancy agreement and this policy. 

Definitions 

Term: Tenancy Agreement 

Definition: The Residential Tenancies Act 2010(NSW) (the RT Act 2010) defines a 
residential tenancy agreement as 'an agreement under which a person grants to another 
person for value a right of occupation of residential premises for the purpose of use as a 
residence' (section 13(1)). 

 

Term: Market Rent 

Definition:Market rent is the amount of rent that a real estate agent or landlord would 
charge each week if the property were rented in the private market. 

 

Term: Rent Subsidy 

Definition: A rent subsidy is the difference between the market rent and the rent a tenant 
pays based on their household's assessable income and rent assessment rules. 

 

Responsibilities 

Executive 

1) Establish policy objectives 

Management 

1) Develops policies and procedures to achieve policy objectives 

2) Coordinates and implements policy for Rental Fraud 

3) Oversees training and ensures adoption by all employees responsible for Rental 

Fraud 
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4) Reviews policy and procedure on biannual basis to ensure compliance with 

legislation and adopts accordingly 

Employee responsibilities 

1) Understand and comply with Housing Plus policies regarding Rent Fraud. 

Policy Statement 

Housing Plus may grant a rent subsidy if a tenant with a low or moderate household income 
applies for a rent subsidy. The rent subsidy will reduce the amount of money the tenant pays 
in rent. 
The rent subsidy is the difference between the market rent and the rent the tenant pays 
based on their household’s assessable income. Housing Plus does not pay the rent subsidy 
to the tenant, but deducts it straight from the market rent. 

Housing Plus calculates subsidised rent according to the tenant’s household size, type and 
gross assessable income. For more information, see the Charging Rent Policy 

Tenants who receive a rent subsidy must advise Housing Plus of any changes to their 
household circumstances within 21 days of the change occurring. They must do this even if 
they are in the Centrelink Income Confirmation Scheme. 

The intent of this policy is to: 

• Ensure that tenants are receiving the correct rent subsidy 

• Minimise fraud 

• Outline appropriate action when Housing Plus finds that a tenant is receiving a 

rent subsidy they are not entitled to. 

Housing has the authority to grant a rent subsidy under the provisions of the Housing Act 
2001. 

 

A tenant is responsible for showing Housing Plus that they are entitled to receive a rent 
subsidy. If Housing Plus receives information that a tenant may be receiving a rent subsidy 
they are not entitled to, it will assess the situation to determine if: 

• No further action is required, or 

• Rent subsidy non-disclosure has occurred, or 

• Rent subsidy fraud has occurred. 

Rent subsidy non-disclosure occurs where a tenant has failed to advise Housing Plus of any 
change to their household circumstances but has not done so deliberately. 

Rent subsidy fraud occurs where: 

• A tenant is aware of their obligation to advise Housing Plus of any change to their 

household circumstances, and 

• Deliberately does not advise of the change. This can occur either by deliberate 

omission, or through a false, incomplete or misleading statement. 

Where Housing Plus investigates an allegation of rent subsidy non-disclosure, it will apply 
the principles of procedural fairness. This means that a tenant will: 

• have the right to an impartial hearing, and 

• be advised of the relevant policy and what is required of them, and 

• be told about the information and any documentary evidence Housing Plus has 

obtained, and 

• be given a reasonable opportunity to respond to any allegations made against 

them, and 

https://www.legislation.nsw.gov.au/#/view/act/2001/52
https://www.legislation.nsw.gov.au/#/view/act/2001/52
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• be advised of the outcome of the investigation and their right to appeal. 

Where Housing Plus finds that a tenant has received a rent subsidy they are not entitled to, it 
may take a range of actions, depending on the circumstances. These actions may include 
cancelling or adjusting rent subsidies, through to termination of the tenancy and/or criminal 
prosecution. Housing Plus can take these actions under the provisions of the Housing Act 
2001 and the Residential Tenancies Act 2010. 

 

Dealing with an alleged failure to disclose a change in household 

circumstances 

A tenant may be receiving a rent subsidy they are not entitled to if they have not told 
Housing Plus about: 

• All household occupants or a change to the household occupants 

• All of the income received by the household occupants (including the tenant) 

• A change to the income of any household occupant (including the tenant) 

• All of the financial interests of the household occupants (including the tenant), for 

example, shares, savings, an inheritance 

• All property ownership interests of the household occupants (including the tenant). 

Where Housing Plus receives information that a tenant’s household circumstances may 
have changed, or may not be correct, and the tenant has not told Housing Plus, it will 
investigate the matter by: 

1. Where relevant, asking the person who supplied the information 

(informant/complainant) if they are willing to provide their information in writing 

2. Conducting an initial assessment of the allegation to determine if possible rent 

subsidy non-disclosure or fraud has occurred. 

Where this initial assessment indicates that possible rent subsidy non-disclosure has 
occurred, Housing Plus will continue to investigate the matter by: 

• Advising the tenant in writing of the details of the allegation and giving them an 

opportunity to respond to the allegations during an interview 

• Interviewing the tenant and giving them a reasonable opportunity to respond to any 

allegations. The tenant may have a support person present at the interview. If an 

interpreter is required, Housing Plus will arrange for one to be present 

• Assessing the information. Housing will take a range of information into account 

when deciding whether a tenant’s alleged failure to disclose information about their 

household circumstances is an unsubstantiated allegation, rent subsidy non-

disclosure or possible rent subsidy fraud. For more information, go to Assessment 

criteria and evidence for determining subsidy non-disclosure 

• Deciding on the action to take based on the outcome of the assessment.  

Assessment Criteria and Evidence for determining subsidy non-disclosure  

Housing Plus will consider a range of evidence when deciding: 

• Whether a tenant’s alleged failure to disclose information about their household 

circumstances amounts to an unsubstantiated allegation, rent subsidy non-disclosure 

or possible rent subsidy fraud 

• If any mitigating or extenuating circumstances apply. 

https://www.legislation.nsw.gov.au/#/view/act/2001/52
https://www.legislation.nsw.gov.au/#/view/act/2001/52
https://www.legislation.nsw.gov.au/#/view/act/2010/42
https://www.facs.nsw.gov.au/housing/policies/tenancy-charges-account-management-policy-supplement#assessment
https://www.facs.nsw.gov.au/housing/policies/tenancy-charges-account-management-policy-supplement#assessment
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Housing Plus will take into account the following information when deciding whether a 
tenant’s alleged failure to disclose information about their household circumstances amounts 
to an unsubstantiated allegation, rent subsidy non-disclosure or possible rent subsidy fraud: 

• Whether the tenant has denied the allegations 

• Whether the tenant has admitted the allegations in part or in full 

• Whether the tenant has a reasonable explanation for failing to disclose information 

about changes to their household circumstances 

• Whether the tenant was aware of their obligation to disclose information about the 

change to their household circumstances. If the tenant claims they were not aware of 

this obligation, whether this claim is reasonable 

• Whether the tenant signed a rent subsidy application during the relevant period 

• Any previous history of the tenant’s failure to disclose information about changes to 

their household circumstances 

• The estimated monetary value (in terms of arrears of new weekly rent) 

• Length of time involved 

• The number of times Housing Plus has previously interviewed the tenant in relation 

to current and/or previous allegations 

• Whether the tenant has a reasonable ability to obtain the information required to 

clarify the circumstances 

• Whether the tenant has refused or failed to supply information that is reasonably 

available to them to clarify the circumstances 

• Relevant evidence/information provided by the tenant 

• Any extenuating circumstances or mitigating factors. 

Extenuating or mitigating circumstances may include: 

• Diminished capacity of the tenant to understand their obligations, for example, due to 

disability barriers 

• Any duress the tenant may have suffered to falsely declare, or not declare, changes 

to the household circumstances, for example, threatened or actual domestic/family 

violence. 

Legislation and compliance 

Housing Plus is able to grant, re-assess or cancel rent subsidies in accordance with the 
provisions of the Housing Act 2001. Housing Plus is able to pursue any debt resulting from a 
rent subsidy cancellation or re-assessment in accordance with the provisions of 
the Residential Tenancies Act 2010. 

The Housing Act 2001 prescribes a maximum penalty of 200 penalty units (that is the 
equivalent of $2,200 at the date of publication of this policy) and/or three months 
imprisonment for: 

• Wilfully making a false statement or representation to claim a rent subsidy to which 

the tenant is not entitled, or 

• Failing to notify of a change of circumstances with the intention of retaining or 

continuing to obtain a benefit, which the tenant knows they are not entitled to. 

Privacy and confidentiality 

Housing Plus will protect the identity of an informant/complainant at all times and cannot 
disclose information about the informant/complainant without their permission, unless 
required by law, for example, as part of a criminal proceeding. 

https://www.legislation.nsw.gov.au/#/view/act/2001/52
https://www.legislation.nsw.gov.au/#/view/act/2010/42
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In order to protect the tenant’s privacy, Housing Plus will not tell the informant/complainant 
about the outcome of the investigation. 

Criminal proceedings 

Where an assessment indicates that possible rent subsidy fraud has occurred, Housing Plus 
will investigate this with a view to criminal prosecution. The standard procedures for criminal 
investigations will apply. 
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Income and Rent Tables 

Table 1: $5 minimum rent criteria 

Situation Details 

No Centrelink income 
as spouse or partner 
earns too much. 

The tenant or adult household member receives no other income 
and is not eligible for Centrelink benefits due to the income of their 
partner. 

Every six months, Housing Plus will review the $5 rent 
assessment. 

Sponsorship, two-year 
or five year waiting 
period or holding a 
temporary visa while 
waiting for a DIMIA 
decision on 
immigration status. 

The tenant or adult household member (other than a NZ non-
protected SCV holder) receives no other income (or receives only 
Family Tax Benefits) and is not eligible for Centrelink benefits due 
to their immigration status. 

Note: Family Tax Payments are assessable income for rent 
assessment purposes. 

Every six months, Housing Plus will review the $5 rent 
assessment. 

Youth Allowance / 
ABSTUDY and the 
Family / Parental 
means test 

The tenant or adult household member is: 

• Not eligible to receive Youth Allowance or ABSTUDY due 

to Centrelink’s family / parental means test, and 

• They are not considered to be economically independent 

by Centrelink, and 

• They have no other income. 

Some household members over the age of 18 years do not 
receive Centrelink income, have no other income, and their parent 
receives Family Tax Benefits on their behalf. These household 
members are eligible to pay a $5 minimum rent. 

Every six months, Housing Plus will review the $5 rent 
assessment. After review, Housing Plus will either extend or 
cancel the $5 minimum rent. 

Nursing home, 
rehabilitation, respite 

The tenant or adult household member’s living expenses are 
increased because they are required to pay a fee for their 
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Table 1: $5 minimum rent criteria 

Situation Details 

care or a refuge (or 
other safe place) 

accommodation while in a nursing home, rehabilitation centre, 
respite care, or in a refuge (or other safe place) after leaving 
domestic violence. Where there are other adult household 
members remaining in the dwelling, their income is included in the 
calculation of the rent subsidy. 

Every three months, Housing Plus will review the $5 rent 
assessment. After review, Housing Plus will either extend or 
cancel the $5 minimum rent. 

Prison A tenant or household member who is in prison for six months or 
less is eligible for $5 minimum rent. 

Tenants who go to prison for a period of more than six months 
must relinquish their tenancy. Where there are other household 
members, Housing Plus will review the circumstances of the 
household and consider whether another household member is 
able to be considered for succession of tenancy. 

 

Tables 2-6 below provide information on assessable income and assets. Income and assets 
are assessable for people who are aged 18 years and over, or the tenant and/or their partner 
if aged under 18 years. 

Table 2: Assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs (DVA) 

Assessable Income Description / further rules if applicable 

ABSTUDY Helps with costs for Aboriginal or Torres Strait Islander 
Australians who are studying or undertaking an Australian 
Apprenticeship. 

Age Pension Provides income support and access to a range of concessions 
for eligible older Australians. 

Austudy Financial help to full-time students and Australian Apprentices 
aged 25 years or more. 
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Table 2: Assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs (DVA) 

Assessable Income Description / further rules if applicable 

Carer Payment A payment for people who personally provide constant care, in the 
home, to a person with a severe disability, medical condition, or 
who is frail aged. 

Commonwealth Rent 
Assistance  

Aboriginal Housing Office (AHO) tenancies:  

Where Housing Plus tenants and/or their household members are 
entitled to CRA, Housing Plus will assess the amount they are 
entitled to, whether or not the client actually receives it. 

CRA is not taken into consideration in determining the subsidy 
eligibility threshold. 

Dad and Partner Pay Supporting dads or partners caring for a newborn or recently 
adopted child with up to 2 weeks government funded pay. 

Disability Support 
Pension 

Financial support for people who have a physical, intellectual or 
psychiatric condition that stops them from working or people who 
are permanently blind. 

Defence Force Income 
Support Allowance 

Income support payment made by DVA. 

Energy Supplement Where paid as a quarterly payment, the Supplement will be 
assessed based on the equivalent weekly payment. 

Family Tax Benefits 
Parts A & B 

Family tax benefits are assessable if they are paid on a fortnightly 
basis. A parent may receive Family Tax benefits for their child 
over the age of 18 years. In these cases, the Family Tax Benefits 
are considered assessable income for the parent. 

Incentive Allowance The Incentive Allowance is paid to disability support pensions who 
previously received the Sheltered Workshop allowance. 
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Table 2: Assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs (DVA) 

Assessable Income Description / further rules if applicable 

Income Support 
Supplement (DVA) 

Income support in addition to the War Widow’s pension. 

Large Family 
Supplement 

This supplement is no longer paid. 

New Enterprise 
Incentive Scheme 
(NEIS allowance) 

Provides eligible job seekers interested in starting and running a 
small business with training business mentoring and financial 
assistance. 

Newstart Allowance Financial help for people who are looking for work or participating 
in approved activities that may increase chances of finding a job. 

Parenting Payment Income support for parents or guardians to help with the cost of 
raising children. 

Parental Leave Pay Financial support for up to 18 weeks to help eligible parents take 
time off work to care for a newborn or recently adopted child. 

Partner Allowance Support for people with limited work experience who are finding it 
hard to get work and their partner receives an income support 
payment. 

Service Pension Also known as War Service Pension. 

Sickness Allowance A payment for people aged 22 years or older, but under age 
pension eligibility age, who temporarily cannot work or study 
because of an injury or illness. 

Special Benefit Help for people who are in severe financial hardship, not able to 
support themselves and any dependants, and unable to receive 
another income support payment. 
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Table 2: Assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs (DVA) 

Assessable Income Description / further rules if applicable 

Veterans’ Children 
Education Scheme 

Provides financial assistance to eligible students up to 25 years of 
age. 

Veterans’ Supplement 
(DVA) 

A fortnightly payment to pensioners who do not receive an income 
support pension is not means tested, and is paid automatically to 
eligible pensioners. 

War Service Pension The War Service Pension is also known as Service Pension 

War Widow's Pension   

Widow Allowance Help for women, born on or before 1 July 1955, with no recent 
workforce experience who have become widowed, divorced or 
separated since turning 40. 

Widow B Pension A payment for an older widow who did not qualify for Parenting 
Payment, has limited means and has lost the financial support of 
her partner. 

Wife Pension A payment for the female partner of an age pensioner or disability 
support pensioner. Centrelink have not made new grants of this 
pension since 1 July 1995. 

Working Credits A Centrelink scheme where the client continues to receive their 
Centrelink payment in addition to wages as an incentive to 
work. Note: both the working credits and wages are considered 
assessable income. 

Youth Allowance Financial help for people aged 16 to 24 years who are studying 
full time, undertaking a full time Australian Apprenticeship, 
training, looking for work or sick. 
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Table 3: Assessable income from wages/salary/superannuation and other 
payments 

Assessable Income Description / further rules if applicable 

Community Development 
Employment Project 
(CDEP) payments 

Indigenous community organisations are funded by the 
Department of Employment and Workplace Relations and the 
Torres Strait Regional Authority to run CDEPs in urban, rural 
and remote Aboriginal and Torres Strait Islander communities. 
CDEPs relate to each community’s needs. 

Activities develop participant’s work and employment skills. 
CDEPs also act as a stepping stone into the mainstream 
labour market 

Child support payments, 
maintenance or 
maintenance in kind 

Assessable if received by the tenant or other household 
member. 

Where a client advises they are not receiving the child 
support/maintenance payments that: 

• Have been agreed to in a private arrangement, or 

• Were determined by the Child Support Agency (CSA) 

or Family Court, 

they must provide supporting documentation to demonstrate 
that payments have not been received. The documentation will 
vary depending on the situation, but will generally include one 
or more of the following: 

• Bank statements. 

• CSA Assessment letter showing the amount that 

should be received and the CSA transaction history 

showing the amount actually received. 

• Family Court orders. 

• Current income details from Centrelink with 

recalculated Family Tax Benefits. 

When the client provides this information, the assessable 
income relating to the child support component will be 
assessed as the reduced child support payment and Family 
Tax Benefit Entitlement, or Family Tax Benefit entitlement 
where no child support payments have been received. 
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‘Maintenance in kind’ is a non-cash support payment, made in 
lieu of cash payment, and most often associated with 
essentials such as food, school fees and other education 
expenses, or items such as medical insurance or expenses. 

Birthday presents, gifts, pocket money, and ad hoc purchases 
are not considered ‘maintenance in kind’, so these items are 
not considered allowable to be deducted from gross income. 

Defence Force Payments 
and Allowances, Defence 
Force Reserve Payments 
and Allowances 

Defence Force Payments and Allowances excludes deferred 
pay. 

Dust Diseases Board 
Compensation payments 

Any lump sum payment itself is not assessable; however any 
income from the investment of that lump sum is assessable. 
These rules apply even if the person has disposed of the lump 
sum payment. Lump sum payments paid by instalments will be 
assessed as income. If this income is less than the Centrelink 
benefit that would normally be received, the income 
assessment will be based on the relevant Centrelink benefit to 
which the person would otherwise be entitled. 

Fire fighters Volunteer 
Payments 

  

Fringe Benefit Tax 
payments 

If a client receives a fringe benefit, such as car repayments or 
payment of school fees (but not limited to these payments), it 
will be added to the gross assessable income. 

Other Income Any regular income received that is not specified in this Policy. 

Parental Leave Pay   

Salary/Wages The gross amount paid i.e. the amount paid before tax and any 
other deductions are made. 

Salary Sacrifice Salary sacrifice in lieu of part of the salary will be included 
and added to the gross income. 

Self Employed HOUSING PLUS will determine the deductable and non-
deductable business expenses and income for the self 
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Table 4: Assessable income from investments 

Assessable Income Description / further rules if applicable 

Allocated pensions and annuities, 
including any income generated from 
income streams 

Only the income generated is assessable. 

Dividends and/or earnings from a 
business 

The dividend or earnings received is assessable. 

employed person. See Table 12 for legitimate business 
expenses. 

Superannuation Superannuation funds include accessible or non-preserved 
funds and non-accessible or preserved funds. Preserved funds 
do not allow the investor to withdraw from the funds until they 
reach retirement age, while non-preserved funds can be 
withdrawn at any time. 

Superannuation taken at retirement age is assessed in the 
following manner: 

• Regular income if the superannuation generates an 

income stream, such as an allocated pension or 

annuity. 

• Savings (e.g. a financial asset) if taken in a lump sum 

and not invested in an income stream product. 

Superannuation funds not taken at retirement are assessed as 
savings. 

Superannuation funds drawn down before retirement are 
assessed as savings. 

Wages/Salary The gross amount paid i.e. the amount paid before tax and any 
other deductions are made. 

Work Cover Payments   
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Table 4: Assessable income from investments 

Assessable Income Description / further rules if applicable 

Financial assets such as savings 
bank accounts, term deposits, 
managed funds, winnings, money 
from inheritance, gift or deceased 
estate, trust accounts, rollover funds, 
investments that are used to 
generate an income stream. 

The first $5000 of each person’s total amount 
of savings or financial assets is exempt from 
assessment. 

Interest is calculated on the balance of savings 
and financial assets after exempting the first 
$5000. 

HOUSING PLUS deems the interest rate. This 
rate is aligned to the Centrelink deeming rate. 

 
Assessable assets 

Assessable Assets Description / further rules if applicable 

Collections - hobby, trading or 
investment 

A Collection may comprise items such as art, 
bullion, coins, or stamps. 

A collection is an assessable asset for rent subsidy 
assessment purposes. The gross value of the 
collection will be treated as a financial asset and 
deemed interest income will apply. 

Other Asset – for example: gold, 
silver or platinum bullion 

Bullion is an assessable asset for rent subsidy 
assessment purposes. 

Whether or not income is derived, the value of the 
asset will be treated as a financial asset and 
deemed interest income will apply. 

Property assets such as real estate, 
vacant land, infrastructure 

If a tenant or their partner owns or has a share in a 
property that could provide a viable alternative to 
social housing, they will not be eligible for a rent 
subsidy. 

If a tenant or their partner is leasing the property to 
another person, they are not eligible for a rent 
subsidy, irrespective of the amount of rent earned. 
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Table 4: Assessable income from investments 

Assessable Income Description / further rules if applicable 

Where the tenant or their partner has only a part 
share in the property, that share of any income 
generated by the property will be treated as 
assessable income. 

Where the tenant or their partner has only a part 
share in the property and there is no income 
derived, the value of the property share will be 
treated as a financial asset and deemed interest 
income will apply. 

If another household member owns or has a part 
share in a property in Australia: 

• If income is derived, the income will be 

assessed. 

• If no income is derived, the value of the 

property will be treated as a financial asset 

and deemed interest income will apply. 

If a tenant, their partner or another household 
member owns a property overseas, any income 
generated by that property will be treated as 
assessable income. If a tenant, their partner or 
another household member owns, part-owns or has 
an interest in land or infrastructure used for farming, 
agricultural or other primary production purposes, 
the income generated is considered assessable 
income for rent assessment purposes. If no income 
is derived, the value of the property, part-share or 
interest in the land or infrastructure will be treated 
as a financial asset and deemed interest income will 
apply. 
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Table 6: Non-assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs 

Non-assessable Income Description / further rules if applicable 

ABSTUDY Fares 
Allowance 

Helps cover the cost of travel between a young person’s 
permanent home and place of study if they need to live away 
from home to study and receive ABSTUDY. 

ABSTUDY Pensioner 
Education Supplement 

Helps students with the ongoing costs of full-time or part-time 
study in a secondary or tertiary course. 

ABSTUDY Youth Disability 
Supplement 

Additional financial support for young people with physical, 
intellectual or psychiatric disability who receive specified 
income support payments. 

Assistance for Isolated 
Children Scheme (AIC) 

Includes the Boarding Allowance, Second Home Allowance, 
Distance Education Allowance and AIC Pensioner Education 
Supplement 

Attendant Allowance (DVA) Financial support for eligible veterans who require assistance 
due to specific service-related disabilities. 

Bereavement Allowances 
or Bereavement Payments 

Where a partnered person receives the couple rate of a 
pension, and their partner dies, the surviving partner will 
continue to receive the equivalent Couple rate up to a 
maximum period of 14 weeks. 

During this period, the tenant or household member’s income 
is assessed at the appropriate single rate of Centrelink 
pension or benefit to which they would otherwise be entitled. 

Carer Allowance The Carer Allowance was previously the Domiciliary Nursing 
Care Benefit 

Community Development 
Employment Project 
Participant Supplement 
(CPS) 

CPS is additional assistance provided by Centrelink to some 
CDEP participants 
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Table 6: Non-assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs 

Non-assessable Income Description / further rules if applicable 

Carer Supplement / Carer 
Supplement 
DVA 

An annual lump-sum payment to assist carers with the costs 
of caring for a person with a disability or medical condition. 

Child Care Benefit The Child Care Benefit is a specific payment to assist with the 
payment of child care fees 

Child Care Rebate Covers 50% of out of pocket child care expenses for 
approved child care, up to an annual limit per child, in 
addition to any other child care assistance. 

Clothing Allowance (DVA) May be paid to an eligible veteran, Member of the Forces, or 
member of a Peacekeeping Force for wear and tear and 
damage to clothing resulting from war or defence-caused 
disabilities, or the treatment of those disabilities. For example, 
damage may be caused by the wearing of surgical aids and 
appliances. 

Commonwealth Redress 
Scheme 

  

Crisis Payment A one-off payment equal to one week’s payment of a 
person’s benefit or allowance. 

Disability Youth 
Supplement 

The Disability Youth Supplement is paid to clients who are 
under 21 years of age and receive a Disability Support 
Pension. 

Disability Pension (DVA) or 
Disability Allowance (DVA) 

The Disability Pension or Allowance when paid by Veterans’ 
Affairs is also known as War Disability Pension or War 
Disability Allowance. This is paid to compensate veterans for 
injuries or diseases caused or aggravated by war service or 
certain defence service on behalf of Australia. Payment types 
include totally and permanently incapacitated, temporarily 
totally incapacitated and blinded, intermediate rate and 
extreme disablement adjustment. 
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Table 6: Non-assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs 

Non-assessable Income Description / further rules if applicable 

If the remaining income is less than the standard benefit rate, 
the assessment is based on the standard Centrelink pension 
or benefit to which the person would otherwise be entitled. 

Disaster Recovery 
Allowance or Disaster 
Relief Payment 

  

Distance Education 
Allowance 

  

Domestic Allowance   

Domiciliary Nursing Care 
Benefit 

  

Double Orphan Pension Help with the costs of caring for orphaned children or children 
who are unable to be cared for by their parents in certain 
circumstances 

Drought Force Supplement   

Educational Allowances 
paid for secondary school 
student 

  

Education Entry Payment Available to people receiving some income support 
payments, to help with the cost of study. 

Employment Entry 
Payment 

  

Essential Medical 
Equipment Payment 

Helps with the additional cost of running essential medical 
equipment, medically required heating or cooling, or both. 
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Table 6: Non-assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs 

Non-assessable Income Description / further rules if applicable 

Family Tax Benefits Parts 
A & B taken through 
taxation system 

Where Family Tax Benefits Parts A & B are taken through the 
taxation system or as a lump sum payment at the end of the 
financial year following the Family Assistance Office’s FTB 
reconciliation process, these payments will not be assessed. 

Fares Allowance   

Foster Care Allowances Reimbursements received from non-government 
organisations such as Barnardo’s to provide temporary foster 
care. 

Financial Supplement Loan   

Flexible Support Payment Established in 2011 to facilitate the delivery of the Australian 
Government Disaster Recovery Payments (AGDRP) and the 
Disaster Recovery Allowance (DRA). Payments made under 
the AGDRP are usually one-off lump sums, but there is 
provision for payment in instalments. 

Funeral Benefits   

GST Supplement or 
Component 

This payment is included in the Pension Supplement. 

Guardianship Allowance   

Income Support Bonus The last instalment was paid in September 2016; the Bonus 
is no longer paid. 

Jobs Education and 
Training Child Care Fee 
Assistance 

Helps with the cost of approved child care for eligible parents 
undertaking an approved activity. 



110 
 

Table 6: Non-assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs 

Non-assessable Income Description / further rules if applicable 

Language, Literacy and 
Numeracy Program 
Supplement 

  

Living Allowance/Board 
Provider 

Living allowance is for assistance in meeting the day to day 
living costs of students or apprentices. The Living Allowance 
payments can be made to the board provider under certain 
circumstances. Linked to ABSTUDY. 

Low Income Supplement, 
Low Income Family 
Support 

These payments ended on 30 June 2017, and are no longer 
paid. 

Maternity Immunisation 
Allowance 

  

Mobility Allowance A payment for people with disability, illness or injury who 
cannot use public transport without substantial assistance 
and who participate in approved activities. 

Multiple Birth Allowance   

National Green Jobs Corp 
Supplement 

  

Newborn Upfront Payment 
or Newborn Supplement 

An increase to a person’s Family Tax Benefit Part A payment 
when they have a baby or adopt a child. 

Orphans 
Allowance/Pension (DVA) 

Pensions paid to compensate widowed parents and 
dependent children of veterans who have died as a result of 
war service or eligible defence service. War widow's pension 
and orphan's pension are not affected by other income, 
except from other compensation payment. 
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Table 6: Non-assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs 

Non-assessable Income Description / further rules if applicable 

Pension Supplement Regular extra income support payment to help eligible people 
meet the costs of medical and living expenses. 

Pension Bonus Scheme Designed to encourage people to remain in the workforce 
longer by offering a bonus to eligible people who wish to keep 
working beyond pension age. 

Pensioner Education 
Supplement 

Helps students with the ongoing costs of full-time or part-time 
study in a secondary or tertiary course. 

Permanent Impairment 
Payment (DVA) 

Permanent Impairment payments can be paid as a lump sum 
payment, a pension or a combination of both depending on 
which Act the condition is accepted under. 

Pharmaceutical Allowance Helps with the cost of buying prescription medicines. Paid to 
eligible income support recipients with their regular fortnightly 
Centrelink payment. 

Prisoner Of War 
Recognition Supplement 
(DVA) 

Provides special recognition of former surviving Australian 
prisoners of war (POWs), both veteran and civilian, for the 
severe hardships and deprivations they experienced. 

Remote area allowance Financial help for people who receive specified income 
support payments and live in a remote area. 

Schoolkids Bonus Helped with education costs and was automatically paid in 
January and July. Schoolkids Bonus has been phased out, 
with the final instalment paid in July 2016. 

Statutory Care Allowance 
or Supported Care 
Allowance 

Formerly known as Fostering and Boarding Out Allowance. 

Stillborn Baby Payment   
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Table 6: Non-assessable benefits and allowances paid by Centrelink and the 
Department of Veterans’ Affairs 

Non-assessable Income Description / further rules if applicable 

Telephone allowance Helps with the costs of maintaining a telephone and a home 
internet service for people who receive specified income 
support payments. 

Training Supplement   

Transition to Independent 
Living Allowance 

Payment to young people who move from formal care to 
independent living. 

Utilities allowance Helps to meet the costs of regular bills such as gas, electricity 
and water for people on specified Centrelink payments. 

Youth Disability Allowance   

Work for the Dole 
Supplement 

  

Table 7: Non-assessable income from wages/salary/superannuation and other 
payments 

Non-assessable Income Description / further rules if applicable 

Child support payments, 
maintenance or 
maintenance in kind 

If paid by the tenant or household member, this amount is 
deducted from gross income. 

Clothing Allowance, 
Laundry Allowance 

Payments made by employers to reimburse their staff for 
clothing or laundry expenses. 

Honorarium Honorarium, sitting fees or other payments for services as a 
director or on a volunteer board. 
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Table 7: Non-assessable income from wages/salary/superannuation and other 
payments 

Non-assessable Income Description / further rules if applicable 

Travel and sustenance 
allowance, including car 
allowance 

Payments made by employers to reimburse their staff for 
expenses reasonably and necessarily incurred in travelling on 
official business and in performing specific duties at a 
temporary work location. 

Circumstances covered by travel and sustenance allowance 
include: 

• Employees being required to temporarily reside in 

hotels, motels, boarding houses, or to camp. 

• Employees being required to undertake journeys not 

requiring temporary residence. 

Superannuation Where funds are non-accessible preserved funds prior to 
retirement. 

Table 8: Non-assessable income from investments 

Non-assessable Income Description / further rules if applicable 

Funeral Bond Up to the Centrelink Allowable Limit. 

Lump sum investments Any lump sum or capital amount that is used to 
generate an income stream is not assessable as 
savings (or investment income). 

The income stream generated from the lump sum 
is assessable income. 

Shares The share value is not assessable as savings (or 
investment income). 

The income generated from the shares is 
assessable income. 
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Table 8: Non-assessable income from investments 

Non-assessable Income Description / further rules if applicable 

Account used exclusively for funding 
from the National Disability Insurance 
Scheme (NDIS) 

  

Table 9: Non-assessable special purpose payments 

Non-assessable Income Description / further rules if applicable 

Business Services Wages 
Assessment Tool Payment 
Scheme 

A one-off lump sum payment made to eligible 
supported employees with an intellectual impairment 
whose wages were assessed and paid under the 
Business Services wages Assessment Tool (BSWAT). 

The lump sum payment is not assessable for rent 
subsidy assessment purposes; however any income 
earned from the investment of that lump sum is 
assessable. 

Chilean Pension of Mercy The Chilean Pension of Mercy is paid by the Chilean 
Government to compensate and repair the moral 
suffering of the victims and relatives of victims of 
human rights abuse or political violence that occurred in 
Chile between 11 September 1973 and 10 March 1990 
under the Pinochet Regime. 

Child support payments, 
maintenance or maintenance in 
kind 

If paid by the tenant or household member, these 
payments are deducted from gross income. 

Compensation payments under 
the Stolen Generation 
Reparation Scheme 

  

F-111 Deseal/Reseal Program 
ex-gratia lump sum payment 
(Australian Defence Forces) 

This payment is made in recognition of the special 
circumstances associated with deseal/reseal activities. 
It recognises that those who worked inside the F-111 
fuel tanks for significant periods of time experienced 
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Table 9: Non-assessable special purpose payments 

Non-assessable Income Description / further rules if applicable 

greater concentrations of the chemicals and solvents 
associated with the F-111 deseal/reseal process. 

Japanese Internment Act 
payment 

A one-off payment of $25,000 to Australian service 
personnel and civilians held as prisoners of war 
between 7 December 1941 and 29 October 1945, or to 
their surviving partners. 

Jury attendance or court 
appearances 

Jury attendance - payments for out of pocket expenses 

Korean Internment payment One-off payment of $25,000 to veterans who were 
interned by the North Korean military forces between 27 
June 1950 and 19 April 1956, or their surviving partner. 

Legacy Allowances   

Local Carer Awards   

Overseas 
restitution/compensation 
payment or allowance 

A specific payment by the German, Swiss, Austrian or 
other European Governments. 

Victims of Crime Compensation A lump sum payment made to compensate a victim of a 
crime. 

Table 10: Non-assessable payments paid by the National Disability Insurance Agency 
(NDIA) for National Disability Insurance Scheme (NDIS) participants   

Non-assessable 
Asset 

Description / further rules if applicable 

Self-managed 
budget 

Payment/s to the participant or the participant’s nominee for the purchase of 
reasonable and necessary disability support services. 
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Table 10: Non-assessable payments paid by the National Disability Insurance Agency 
(NDIA) for National Disability Insurance Scheme (NDIS) participants   

Non-assessable 
Asset 

Description / further rules if applicable 

Agency managed 
budget 

Payment/s to a participant’s support provider to pay for reasonable and 
necessary disability support services. 

Plan managed 
budget 

Payment/s to a Plan Manager to pay for reasonable and necessary disability 
support services. 

Automated 
Transport Budget 

Automated payment/s to a participant’s nominated bank account. Payments 
can be made weekly, fortnightly or monthly depending on a participant’s 
support package. 

.Table 11: Deductible business expenses 

Deductible business expenses Deductible business expenses 

Advertising Postage 

Courier costs Printing 

Depreciation Public risk insurance (Premiums) 

Electricity (non-domestic) Rent for commercial premises or a virtual 
trading space i.e. an electronic retail 
outlet 

Equipment and lease of equipment Salary for employees 

Freight Stationery 

Gas (non-domestic) Superannuation levy for employees 

Goods to be sold Telephone (non-domestic) 
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.Table 11: Deductible business expenses 

Deductible business expenses Deductible business expenses 

Insurance fees and premiums essential to the 
primary purpose of the business 

Tools 

Interest component of a loan repayment where 
the loan was made for the primary purpose of 
the business 

Travel 

Licenses that are essential to the business Subscriptions 

Materials Wages for employees 

Motor vehicle expenses essential to the primary 
purpose of the business 

  

. 

Table 14: Non-deductible business expenses 

Non-deductible business expenses Non-deductible business expenses 

Accountancy fees Licences that are not essential for the business 

Amenities and refreshments for staff Medicare levies 

Bank or money transfer fees, bank 
surcharges or dishonour fees, account 
service fees 

Motor vehicle expenses that are not essential to 
the business 

Book keeping fees NRMA or other roadside service fees 

Broadband, internet and Wi-Fi support 
and access fees 

Office cleaning costs, cleaning products 
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Company Registration and Return costs Office maintenance and refurbishment 

Computer Consumables Payroll tax and expenses such as payroll 
preparation fees 

Course costs and staff training Personal expenses 

Debts of the business, including liability 
of bad debts 

Principal component of loan repayment 

Domestic expenses Protective clothing and uniforms 

Donations Purchase of capital items, small plant 
equipment, including mobile phones, laptops, 
notepads or other electronic devices 

Drawings Rent for residential premises 

Dry cleaning or laundry Research costs 

Electricity (domestic) Salary for the business owner 

Entertainment costs   

Expenses paid forward Signage 

Fees –membership of professional 
associations, financial or business 
advice 

Stamp Duty 

Fees - parking, tolls, vehicle storage Storage fees for goods to be sold 

Fees – Web content manager Superannuation contributions for the self-
employed person 

Fines – parking, speeding or other (e.g. 
food handling fines) 

Taxation levies 
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Gas (domestic) Telephone (domestic) 

Gifts or donations Training and professional development courses 
for the self-employed person 

GST on goods purchased to be on-sold Wages for the business owner 

Insurance Premiums – Life, Workers 
Compensation, Home and Contents, or 
Income Protection 

Water usage – where business is highly 
dependent on water, e.g. beautician, growing 
plants, dog washing. 

Legal fees Web site development costs. 

 

 


