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I ntroduction

This first edition of theNational Community Housing Standards Manisahe starting point

for setting standards of service delivery in the community housing sector throughout
Australia. The standards attempt to cover all the elements that constitute high quality housing
service for tenants in community housing.

The standards have been developed as part of a project of the National Community Housing
Forum (funded by the Commonwealth government) that sought to develop:

common national standards for community housing

a system to assess organisations on the basis of the standards

a structure to accredit community housing providers on the basis of the standards.

Developing the standards in NSW

The original NSW standards (the basis for the national standards) were developed through the

following processes:

- A consultation workshop was held in Sydney in December 1996, at which representatives
of tenants, community housing providers and government set the framework for the
standards.

A standards working party consisting of representatives of the NSW Office of
Community Housing, the NSW Federation of Housing Associations, the Association to
Resource Co-operative Housing and RPR Consulting wrote a first draft in January 1997.
That draft was circulated, and recipients were invited either to send in written comments
or to attend day-long workshops to suggest changes. More than 50 people attended the
workshops and a further six organisations or individuals contributed written comments.
The standards working party wrote a second NSW draft after considering the responses
from the consultation.

Developing the first edition of the national Manual

The national project began with circulation of the second-draft NSW standards to service
providers, tenant organisations and government departments across Australia. In May and
June 1997 workshops were held in each state and territory to enable tenants, government
representatives, and service providers to discuss the standards and offer feedback.
Approximately 140 people attended the workshops all together, and a further 10
organisations contributed written responses.
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A further draft of the standards was written to reflect these contributions, and was endorsed
at a national workshop held in August 1997 as suitable draft for use in the pilot evaluation
phase of the project. Eleven community housing organisations then piloted the standards:
four in Queensland, five in New South Wales and two in Victoria. During the pilots further
written comments on the standards were received. In Queensland, the Community Housing
Division of the Department of Public Works and Housing conducted further regional
consultation.

Input from these sources was used along with feedback from evaluation teams and pilot
organisations to produce the present version of the standards, published as the first edition of
the Manual.

The format of the Manual

The Manual is divided into seven sections, each devoted to a key area of service provision.
Each section contains standards, indicators, and further explanation.

Standards These are broad statements of what is expected of an organisation. There are
between two and six standards for each section of the Manual.

Indicators For each standard there is a list of indicators expressed as questions which aim to
define what an organisation needs to do to meet the standard.

Further explanation Next to many of the indicators are further explanatidhese are
designed to assist organisations in understanding what good practice might iioéve.

there is legislation covering an indicator, this is usually mentioned in the further explanation
column.

The standards aim to cover the wide range of organisations providing community housing.
Most of the standards apply to all organisations irrespective of size, location or type. Where
the standard and related indicators do not apply to tenant-run co-operatives, this has been
specifically noted. For instance, tenant-run co-operatives do not generally employ staff,
which means standards about employment of staff are irrelevant to them: a note to this effect
is in the relevant standard.

Using the Manual to improve service delivery

The manual can be used by community housing organisations to:
write policies or procedures
train members of the organisation in good practice
evaluate parts, or all, of the organisationOs work.
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It is not expected that every organisation will be able to meet every standard immediately

Most organisations will find that their work in at least some areas is already meeting the
standards. Certain aspects of every organisationOs work, however, will need improvement.

In some cases, only minor changes may be needed which can be introduced with relative ease.
In others, more substantial work such as developing plans or writing new policies might be
required. The standards are designed to help organisations make these changes over time.

Thefurther explanationcolumn attempts to indicate that different organisations might do
things differently because of their size or type. However, except where indicators are actually
irrelevant, all organisations should attempt to meet all indicators. For instance, one indicator
asks if regular reports on allocation of tenancies are provided to the board/management
committee: a valid yes answer could be given by a small tenant co-operative where a report is
given verbally, and also by a large housing association where a formal written report is
submitted.

Using the standards to assess the work of organisations

The standards have been designed so they can be used in an accreditation system.
Accreditation provides organisations with an external process for certifying that they are
meeting standards. The following was trialled in part by the eleven organisations in the pilot
project, and has been recommended for use as a national accreditation system.

Overview of accreditation
The approach to accreditation is best thought of as a three-year cycle. The stages that make
up the cycle are:
self-evaluation
post-self-evaluation consultation and development of a quality improvement plan
implementation of the quality improvement plan
accreditation evaluation.

It is anticipated that most organisations embarking on accreditation for the first time will take
from one to two years to work through the cycle. The system allows scope for organisations
to progress in different ways and over a shorter or longer period. For this reason, some stages
of the cycle are described as optional. If, for example, an organisation undertakes self-
evaluation (stage 1) and considers it has performed strongly against the standards, it has the
option of by-passing stages 2 and 3 (post-self-evaluation consultation, and development and
implementation of a quality improvement plan), and proceeding directly to stage 4
(accreditation evaluation).
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This means that organisations seeking accreditation can choose between two pathways,
depending on how well they perceive they are performing and whether they require assistance
from the accreditation unit. In summary the pathways are:

undertaking all stages

undertaking a self-evaluation and choosing to move directly to external evaluation for

accreditation.

It is expected that most organisations will choose the former pathway, as most benefit will be
gained through using the full accreditation process.

The various stages are represented in the following diagram which also indicates probable
timing.

Stages in the accreditation process

SELFEVALUATION

(all servicesNfrom 4 to 6 months)

€
POSTSELFEVALUATION CONSULTATION AND QUALITY IMPROVEMENT PLANNING
(optionalNwithin 3 months of self-evaluation)

€

IMPLEMENT QUALITY IMPROVEMENT PLAN

(from 1 to 2 years)
€
_ ACCREDITATION EVALUATION
(all servicesNtiming negotiated between organisation and accreditation body)

Self-evaluation

Self-evaluation is the first phase in the accreditation cycle, and must be undertaken by all
organisations seeking accreditation.

Organisations review their service against every applicable standard and indicator, looking for
evidence that they have achieved the requirements and seeking views from tenants and other
service providers. The self-evaluation provides information upon which a quality
improvement plan is to be developed.

It is anticipated that organisations will complete the self-evaluation within four to six months.
This should be long enough to avoid major disruption to staffOs normal workloads, yet short
enough to maintain enthusiasm and momentum.

Self-evaluation comprises five main activities.
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A self-study report is completed in groups (for staff members and members of the
management committee), in which participants review their practice against the standards
and indicators. The results of these group meetings are collated into a report that presents
in dot point form evidence of the indicator being met or partially met, and any action
required to fully meet the indicator fully.

Feedback from tenants Through focus groups, questionnaires and/or interviews,
organisations find out from tenants what they see as strengths and weaknesses of the
service. TenantOs views are summarised and specific changes that may be required are
identified.

Feedback from other organisations and interestsThe organisation will use
guestionnaires and/or interviews and focus groups to elicit comments on the service from
other organisations, such as key referral organisations, other service providers or regional
department staff where appropriate. (For small tenant co-operatives with little turnover,
this work may be unnecessary)

Tenant file and property record audit: A comprehensive audit will need to be
undertaken as part of self-evaluation. Organisations will undertake an audit and the
external evaluation team will access random records. This will require tenants® consent,
which means that in the long term consent to such auditing will need to be sought from
people when they first become tenants of the organisation.

The pre-evaluation questionnaireis completed to provide the evaluation team with the
background information they will need to begin the accreditation evaluation. It covers
organisational history, location, structure, staffing, services, client profile and other
significant features.

Post-self-evaluation consultation and development of a quality improvement plan

Organisations not wishing to move immediately from self-evaluation to external evaluation
(the majority of organisations) have an evaluator assist them in developing a quality
improvement plan. This is an optional step called the post-self-evaluation consultation. It
involves the evaluator reading materials developed by the organisation during self-evaluation
and visiting the organisation for a day.

The evaluator will work with the organisation to:
evaluate performance in key areas
provide advice on how practice might be improved
help the organisation to plan the strategies for change.
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The evaluator should be either a very experienced peer evaluator or one of the evaluators
employed by the accreditation body. The evaluator will work with the organisation to
identify the priority order in which issues will be addressed, the steps required to implement
the change, the time frame for implementation and the person(s) responsible for
implementation. The evaluator will record the results of the visit in a brief report to the
organisation.

This post-self-evaluation consultation will directly assist the organisation to maintain their
commitment and motivation to improve services and ultimately seek accreditation.

It is expected that organisations will implement the quality improvement plan between one to
two years after is is developed, depending on the number of areas needing to be addressed and
the resources of the organisation.

Accreditation evaluation

The accreditation evaluation is an external evaluation conducted by a team of evaluators over
one or two days, depending on the size and complexity of the service. The process will
comprise the following steps:

Meetings with staff and board membersA series of interviews are held between the
evaluation team and members of the board and staff of the organisation. In organisations
with no staff, interviews will be held only with committee members.

Discussions with tenants other organisationg'he evaluation team will have some
form of direct contact with tenants and other service providers. The approaches used will
vary and may include:

an informal meeting with a group of tenants

phone or face to face interviews with a sample of tenants

telephone interviews with representatives of other organisation

a meeting with regional funding bodies where appropriate.

Review of tenant files and property recordsThe evaluation team will examine a sample

of tenant files, to verify the results of the organisationQOs file audit. They will also examine
property records. Where the organisation has a computerised record system, the team wiill
look at the adequacy of the data management system.

Site inspection A number of indicators relate to the organisationOs office facilities and
equipment. A site inspection will allow the evaluation team to assess the service against
these indicators. (The quality of accommodation is checked through interviews with
tenants and by examining property records and condition reports)
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Document inspectiom: Many of the standards require an organisation to have explicit
policies and procedures. The organisation will collect all such documents together for
ready reference of the evaluation team.

Analysis of results and scoringAt the end of the evaluation, in a meeting that lasts
between half a day and a full day, the evaluation team will discuss the organisationOs
performance against the standards and agree on recommendations. To assist in their
discussion, the team will score the organisationOs compliance with each standard using the
following scale:

Surpassed . an organisation has mall the indicatorsand
it has exceeded expectations in relation to the standard

Met - an organisation has meetost of the indicatorand
very few indicators were scored Onot metO

Partially Met | . the number of indicators which are met/surpassed by the
organisation are counterbalanced by the number which are
met,and/or

many indicators are partially met

Not Met - the organisatiofails to meet most of the indicatoemd/or
regardless of how many other indicators are met, surpass
partially met, there is a serious breach deemed to jeopard
the welfare of tenants and/or staff) or to place the organis
in financial jeopardy

Not Applicable| . the indicators and/or standard cannot be met by the
organisation because external legislation, organisation
definition or funding policy guidelines prevents them from
doing so. This score would be used only rarely.

Evaluation report: Following the evaluation team meeting, the team coordinator will write

a draft report of the findings, including achievements identified in relation to the standards,
areas for improvement and recommendations. The whole team will discuss the draft
evaluation report, in most cases in a telephone hook-up. An agreed draft will then be given
to the organisation for consideration and discussions will be held between the coordinator

of the evaluation team and representatives of the organisation to agree on any changes. The
evaluation report is then be submitted to the accreditating body to assess and determine
accreditation status.
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Composition of the external evaluation teams
Evaluation teams for accreditation are made up of:

at least one peer evaluator who has sector specific knowledge and experience, and is
broadly experienced in the management of an organisation of similar type to the one being
evaluated (for example a co-operative if a co-operative is being evaluated). The
organisation has the option of accepting or rejecting a nominated peer evaluatorNthis
ensures a proper fit between the evaluator and the organisation.

a coordinating evaluator who has significant experience in accreditation

How the standards relate to other projects and documents

A concurrent related project is the developmemaifonal competency standardehese

assess the extent to which an individual has the skills necessary to perform the work of
community housing provision. Competency standards are used to develop curricula for
training programs and to provide training certification of individuals. In contrast, accreditation
standards aim to ensure the quality of services provided to tenants by organisations. The two
sets of standards have similar content but very different purposes.

This Manual attempts to take into account other processes that might be used to monitor or
evaluate community housing organisations. For instance, under the previous Commonwealth
State Housing Agreement, the states agreed to provide the Commonwealth with performance
indicator data on housing. The Manual includes these performance indicators as part of the
standard on information systems (Standard 5.4).

In some stategodes of practickave been developed for community housing. This Manual
takes account of the requirements of these codes, but expands them. Organisations that have
met the code will be better able to meet the standards.

The Manual also takes account of the Seven International Principles of Cooperation which
can be used to guide the formation and management of co-operatives. It draws on the
Queenslan€ode of Practice for Co-operativegich interprets the principles for housing
co-operatives.

The seven international principles, as they apply to housing co-operatives are:

Voluntary and Open Membership: Co-operatives are voluntary organisations, open to all
persons able to use their services and willing to accept the responsibility of membership, without
gender, social, racial, political or religious discrimination.
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Democratic Member Control: Co-operatives are democratic organisations controlled by their
members, who actively participate in setting their policies and making decisions. Men and women
serving as elected representatives are accountable to the membership. In primary co-operatives,
members have equal voting rights (one member, one vote), and the co-operatives at other levels
are also organised in a democratic manner.

Member Economic Control: Members contribute equitably to and democratically control, the
capital of their co-operative. At least part of the capital is usually the common property of the
co-operative. Members usually receive little compensation, if any, on capital subscribed as a
condition of membership. Members allocate surpluses for any or all of the following purposes:
developing their co-operative, possibly by setting up reserves, part of which would be indivisible;
benefiting members in proportion to their transactions with the Co-operative; and supporting
other activities approved by the membership.

Autonomy and IndependenceCo-operatives are autonomous, self help organisations

controlled by their members. If they enter into agreements with other organisations, including
governments, or raise capital from external sources, they do so on terms that ensure democratic
control by their members and maintain their co-operative autonomy.

Education, Training and Information: Co-operatives provide education and training for their
members, elected representatives, managers and employees, so they can contribute effectively to
the development of their co-operatives. They inform the general public - particularly young
people and opinion leaders - about the nature and benefits of cooperation.

Co-operation Amongst Co-operativesCo-operatives serve their members most effectively
and strengthen the co-operative movement by working together through local, national, regional
and international structures.

Concern for the Community: Co-operatives work for the sustainable development of their
communities through policies approved by their members.
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The Aims of Community Housing

Affordability:

Choice

Responsiveness:

Security:

Sustainability:

Fairness:

Respect:

Participation:

Partnerships:

Quality:

Accountability:

To ensure that housing costs do not create hardship for tenants.

To providepeoplein needof housingwith a diversechoiceof housing
options.

To respond to the needs of individual tenants and their changing
circumstances by ensuring that housing is appropriate to tenants:
needs and is managed flexibly.

To ensure that tenants are secure in their housing, are housed foi
long as they wish to be and meet the tenancy agreement.

To contribute to successful tenancies and the development of
sustainable communities, by being supportive of tenantsO wider <
needs and building their independence.

To ensure equitable accessto community housing regardless of
peopleGsulturalidentity, gender disability, sexualorientation,ageand
householdcomposition; and to treat tenantsfairly in all matters
relatingto theirtenancy.

To ensure that all tenantsO rights are respected and to treat tena
with respect in all dealings.

To actively seekthe participationof tenantsin decisionsabouttheir
tenancyandthe managementf organisations.

To work in partnership with governmentsand communities in
developing housing and related services which meet tenant and
communityneeds.

To provide the bestpossibleaccommodatiorand housing servicesto
tenants.

To be accountabldo tenantsthe communityandgovernmentfor the
effectivenes®f the serviceprovidedandfor the use of public funds;
and by doing so to enhancethe credibility of community housing
options.
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Section 1: Tenancy Management

Standard 1.1 Access to Housing
Standard 1.2 Establishing and Maintaining Tenancies
Standard 1.3 Changing Needs of Tenants

Standard 1.4 Ending Tenancies

Some definitional issues in this section

Assisting tenants to establish and maintain affordable, secure tenancies is a key objective of
community housing. Community housing organisations may attempt to achieve both
affordability and security of tenure in different ways, depending on the nature of their funding
program guidelines, and type of housing stock available.

Community tenancy or rent schemes, for instance, head lease properties from private
landlords. Such organisations it will not be able to guarantee security of tenure for a specific
dwelling beyond the lease arrived at with the landlord. However, they might commit
themselves to providing security of assistance to the tenant, by assisting them to gain a
further tenancy. The funding guidelines of SAAP/CAP funded services which provide crisis
and short term housing prevent these organisations from providing security of tenure, but do
commit them to assisting the tenant to gain stable housing.

Where organisations control their own stock, security of tenure will be easier to provide. In
such cases, tenancies would only be broken by the organisation when the tenant breaks a
specific condition of the tenancy agreement. That is to say, the organisation would only
cancel the tenancy for just cause, and only after it had tried all reasonable avenues to maintain
the tenancy.

Similarly, affordability guidelines may be dependent on funding conditions and on type and
location of housing stock. The organisationOs responsibility for affordability is to advocate for
low income people to have access to housing; to provide quality housing at around 20-25% of
tenantsO income; to clearly communicate to tenants how income is assessed in accordance
with funding guidelines; and to assess income in a fair, confidential and consistiener
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Standard 1.1: Access to Housing

The organisation will select tenants openly and fairly, basing the selectign
on an assessment process which considers individual housing needs and
meets the stated aims of the organisation.

Indicators Further explanation

1.1.1 Does the organisation have clear  Ensure the criteria reflect identified housir

eligibility criteria and are they linked to  needs in the community and comply with

identified needs? relevant legislation, funding guidelines an
the organisationOs aims.
For co-operatives the eligibility criteria will
include a willingness and capacity to
participate in management of the co-
operative.
Eligibility criteria must not discriminate
unlawfully against people on the grounds
gender, race, age, marital status, disabilit
or sexual preference. Where organisatior
specifically target people on these grounc
exemptions to anti-discrimination legislatit
may need to be sought to allow positive
discrimination.
Needs could be identified by investigating
local statistics, talking to other
organisations and accessing data supplie
by Australian Bureau of Statistics, the
relevant department or community
agencies. Not all data will be useful. Atten
to use data that is consistent in identifying

needs.
1.1.2 Does the organisation regularly Promotion might be achieved through linl
promote its services to target groups in t with community organisations and the
community who have been identified Department of HousingOs local client
through the planning process? Are the  service teams. The target population can
eligibility criteria and process made reached by publishing information sheets
available? an information package and distributing

them to other organisations.
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Indicators

1.1.3 Does the organisation use a stand
application form to determine eligibility?
Does the form collect information about:
employment status
income and assets
current housing situation
household composition, including age
and gender
languages spoken
special needs, support needs and
requirements
medical needs
preferences or need for location and/o
type of premises
contact details including support
workers where appropriate
declaration of any possible conflict of
interest relationships?

1.1.4 Is the application form easy to use
and well presented?

Are applicants routinely provided with
assistance to complete the form and are
they provided with a copy of the
completed form?

Further explanation

Ensure that promotional materials clearly
state the eligibility criteria and are
presented in a form appropriate to the
target group. For small organisations witt
low turnovers, less frequent promotion rr
be appropriate.

Special needs and requirements could
include:
literacy
support linkages
employment/education details
management skills

Conflict of interest refers to relationships
with staff or management committee
members of the organisation.

In co-operatives, some extra information
an applicantOs willingness to participate :
other experience may be useful on
application forms.
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Indicators

1.1.5 Are all applicants interviewed?

1.1.6 Does the organisation have a mear
ranking eligible applicants?

1.1.7 Does the organisation inform eligible
applicants about the probability of their
receiving housing and the impact that an'
change in circumstances will have on
eligibility?

1.1.8 Does the organisation inform
applicants of other housing options that
might be available to them?

1.1.9 Does the organisation have a syste
for recording, updating and retaining
applications?

Further explanation

Wherever possible supplement the
application form with a personal interview
For co-operatives the applicant may mee
selection committee. Interviews should be
conducted at times convenient to the
applicants. Interviews may need to be by
telephone, but preferably should be
completed face to face. Interpreters may |
needed.

For many organisations this will mean a |
of eligible applicants ranked in order. To
establish the ranking, organisations will
need to compare the relative importance
different circumstances such as the priori
attached to homelessness and
overcrowding.

For co-operatives priority might be given
criteria such as the applicantsO
compatibility, their skills and understandir
of the co-operative model and their
willingness to participate.

Applicants are informed on the way
decisions are made, including the ranking
system used. Additional information coulc
include the likely costs involved eg, bond.
written leaflet is useful to provide all
applicants with basic information.

This is particularly important in the case ¢
applicants who have a low priority for
housing assistance. Applicants could be
supplied with a list of telephone numbers
other housing agencies.
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Indicators

1.1.10 Is there a process for regularly
updating the eligibility status of applicant
Are applicants routinely informed before
being removed from the waiting list?

1.1.11 Does the organisation have policie
and procedures for allocating housing stc
which specify:

- who selects tenants (eg, the housing
manager or selection committee)

how the decision was made and a me
for communicating the outcome in
writing

guidelines for withdrawal of an offer
mechanisms for minimising conflict of
interest?

1.1.12 Are allocations made as quickly ar
efficiently as possible to minimise vacanc
periods?

Further explanation

Applicants should be advised about the
frequency and manner of reviews. It is
useful to encourage applicants, especially
those who may be transient, to actively ki
themselves on the eligibility list by regular
confirming their interest. It is desirable to
review eligibility status annually and
essential to review it at the time of
allocation. A form letter can be sent
advising applicants that they will be
removed from the waiting list if informatio
is not updated.

This is not applicable to SAAP clients livir
in CAP properties.

Conflict of interest refers to relationships
with staff or management committee
members of the organisation.

Eligibility lists that are regularly updated
and sorted by key characteristics can hel
reduce vacancy times. This is particularly
important for tenant co-operatives which
may experience much longer delays in fill
vacancies. Application procedures shoulc
be started as soon as notice is given anc
offers should be made when keys are
handed in. The organisation should matc
households to the housing available (eg,
extended family).
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Indicators

1.1.13 Are applicants effectively notified
an offer and given adequate opportunity
- ask any questions

visit the property

refuse the offer

request madifications and repairs to tF

property?

1.1.14 Does the organisation have clear
policies on withdrawal and refusal of
housing offers which include:
grounds for refusal/withdrawal
implications of refusal/withdrawal?

1.1.15 Are regular reports on allocations
made to the board/management committe
and does the committee review the
application of policies and procedures to
ensure they are carried out fairly?

Further explanation

A letter of offer may not always reach its
destination. A follow-up telephone call will
ensure that the applicant has been prope
notified.

Such policies ideally balances the rights ¢
tenant to refuse offers on reasonable
grounds with the needs of the organisatic
to manage the property efficiently and to
recognise the needs of other applicants. |
should clearly state time frames for
response. Reasonable grounds for tenar
refusing offers might include:

location (access to transport)

need for access to specific services an

supports

safety
- accommodation quality.
Some of the reasons an offer might be
withdrawn are:

false information

no response within the time frame

unsuitable offer which only becomes

apparent at time of offer.

For tenantsO/applicantsO rights re appesz
see Standard 3.5.

Reports could include numbers of
allocations by household type.
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Standard 1.2: Establishing and Mai

ntaining Tenancies

The organisation will work with tenants to establish and maintain

successful tenancies.

Indicators

1.2.1 Does the organisation provide cleal
useful information to enable tenants to

understand their rights and responsibilitie -

Does this include providing tenants with
information about:

the organisation

other services

the specific tenancy and any conditior -

created by funding or program
guidelines?

1.2.2 Is the information provided by the
organisation accessible to its range of
tenants?

Further explanation

Information on organisations might
include:

services and procedures for housing
management

how to participate in the organisation
(eg, feedback, consultation, decision-
making)

organisational by-laws and membersh
other services in the area.

Where leasehold premises are used, ten:
need to know the various roles of the
landlord, real estate agent and
organisation.

It is important that tenant responsibilities
are clearly outlined in tenancy agreement
and other materials. These could include
procedures for reporting repairs, policies
on tenant improvements and repairs, ren
payment, rent arrears, maintenance
exclusions, disputes and conflict with
neighbours. Information is best understo
when repeated more than once and at
different times. It is very important to
explain clearly to tenants how their rent is
calculated and to give them a copy of the
calculation.

Accessible information is visual, uses

simple English and is translated if need b
Audiotapes might be useful for people wh
cannot read. Interpreter services (includir
telephone interpreters) can be accessed.
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Indicators

1.2.3 When establishing a tenancy, are
tenants verbally taken through all of the
material? In looking at the tenancy
agreement, are tenants specifically show
the length and type of tenancy
agreement
the circumstances around eviction, the
responsibilities and rights
policy on security of tenure
any additional clauses?

1.2.4 Does the organisation encourage jo
tenancies where one household is renting
the stock?

1.2.5 Does the organisation have a polic
on co-tenancies that covers:
criteria for selection intake
guidelines for the people who are shar
policy for resolving disputes between
tenants and dealing with insoluble
disputes?
Is the policy consistent with relevant
tenancy legislation?

Further explanation

The formal tenancy agreement is written |
legal language. A challenge for
organisations is to make this agreement
accessible in plain English. This might be
done in the form of notes to an agreemer
or in a separate document.

Any additional clauses need to be consist

with relevant state tenancy legislation anc

must be initialled by tenants. When tenan
are under 18, it is imperative to ensure th

you have gained their informed consent ii

signing the agreement as specified in the

legislation.

Security of tenure should be explained in

this way:

- the organisation has a commitment to
secure tenure within the specific fundin
conditions and stock type
tenants will not be evicted without just
cause in relation to the specific
conditions of the tenancy agreement
effort will be made to assist the tenant-
maintain their tenancy.

In a joint tenancy a household is covered
one tenancy agreement, but more than ol
person is a signatory to the agreement. 1
could be from first signing, or someone w
has lived in the house could become eligi
to be a joint tenant.

A co-tenancy refers to share households
where each tenant has a separate tenanc
agreement with the organisation.
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Indicators

1.2.6 Does the organisation always ensu
that condition reports are completed pric
to occupancy, and do condition reports
comply with the relevant tenancy
legislation? Does the procedure include:

- explanation to the tenants
encouragement to complete the repor
fully
providing a completed and signed cop
to the tenant
documenting any outstanding repairs”

1.2.7 Where bonds are required, is there
clear policy that:
- prevents discrimination on the basis o
tenantOs ability to pay
meets the requirements for bonds unc
state legislation
requires tenants to be given clear writt
information on bonds?

1.2.8 Does the organisation apply a rent
management policy and does it cover:
- affordability of rent
methods of rent payment
how rent is calculated
rental arrears and how they are
addressed
when to attempt to recover bad debts
when and on what basis rental and
income reviews are conducted?

Further explanation

It is useful to provide information for

tenants on how to inspect the premises fc
condition report: a simple checklist could
used or verbal explanation given. In som
organisations, videos are used to record
condition of premises. Other organisatior
do a joint inspection with the tenant.

In some states, rental bond boards ensu
tenants and landlords have independent
assessments for determining return of
bonds. Where no such bodies exist, cleal
guidelines are needed to relate bonds ani
condition of premises. Bonds must not
exceed the amount allowed under the
relevant state legislation.

Affordability should be determined in
comparison with similar organisations an
housing types. For community housing.
affordability is usually considered to be 2(
25 percent of gross household income fo
low income tenants. What income is
assessed will often be outside the
organisationOs control, as it is set gener:
by state departments® program guideline

Some organisations may charge fees in
addition to rent, where other services are
provided (for example, food might be
provided in a youth refuge). In such a ca:s
it is important to clearly note the rent
component of any fee, and have rent
covered by a clear tenancy agreement.
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Indicators

1.2.9 Does the organisation offer tenants
choices in rental payment systems?

1.2.10 Does the organisation provide
tenants with information about their rent
accounts on a regular basis?

1.2.11 Does the organisation have strate
to prevent rent arrears and assist tenant
who are in rental difficulty?

Further explanation

It is best for tenants to be offered paymer
options. These might include personal
collection, direct debit from the tenantOs
account or social security payment, paym
at the office, or payment into the
organisationOs account. As direct debit ¢
incur a fee, tenants need to be provided v
information on this cost.

For instance:
a quarterly statement
dated receipts for cash or cheque
payments(consistent with legislative
requirements)
statement of accounts when the
organisation claims arrears
a rent deposit book.

Some organisations have found it useful
hold group discussions with tenants to he
to develop strategies for reducing rent
arrears.

Maximising tenantsO incomes by providil
information about their eligibility for
benefits or linking them to employment
training programs are other useful
strategies.

Tenants could be referred to organisatior
who can assist with budgeting (eg, credit
line/financial counsellors).
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Indicators

1.2.12 Does the organisationOs managel
of rent arrears include:
clear and prompt time frames for
notification and contact
personal contact where possible
correspondence in respectful and sim|
language
negotiation mechanisms for realistic
repayment
documentation of the repayment
agreement and monitoring
clear documentation of the process
encouragement of tenants to give earlh
notice of future financial difficulties?

1.2.13 Does the system for rent reviews
based on income include:
informing tenants of what information
they must provide and how to initiate
review
conducting regular reviews
giving tenants adequate notice of a
change in rebate and/or rent (consistel
with state legislation or funding
guidelines)
dealing with income fluctuations?

Further explanation

Management of rent arrears must compl
with relevant legislation.

Tenants might be provided with a simple
explanation of how their rent is calculated
against their income, so they have a clea
understanding and will be less likely to
appeal inappropriately. Not all
organisations base their rent on income.
Many tenants prefer to pay market rent, if
is only slightly more than subsidised rent,
rather than giving information on their
income |for eligibility purposes.

Regular reviews might be conducted eve
six months or less frequently where it is
clear that tenantsO incomes have not
changed.
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Indicators

1.2.14 Does the organisation have strate
and processes in place to address dispu
between community housing tenants anc
other neighbours? Do they include:
determining whether it is a
landlord/lessor responsibility
how to investigate
when not to investigate
steps in mediation (internal and extern
time frame for resolution
confidentiality
how complainants are informed of
outcomes
documentation requirements
when to refer to outside mediation?

1.2.15 Does the organisation have a poli
and process for responding to reports of
racial and other forms of harassment? D¢
this process include:

how it will collect evidence

legal remedies available

referral for mediation?

Further explanation

The organisation needs to develop a way
responding to disputes between tenants
neighbours and inform them of how this v
be done. In developing guidelines, it is
useful to seek out any local mediation
services and to access written informatio
and training in dispute resolution. In som:
states, tenant disputes are covered by
legislation.

In some instances, relocation of the tenar
may be the most appropriate option.

In some situations, such as where there
been an allegation of criminal activity, the
victim should be advised to report the
matter to the police. Investigation by the
organisation could compromise the case
the victim or the rights of the accused.

Harassment is a very serious matter anc
usually requires swift action. The
organisation should consider how it will
collect evidence of harassment, what leg:
remedies are available and what action ¢
be taken to protect and support victims.
Support may include providing informatio
on their rights or how to access help, or
might result in relocating the tenant.
Organisations may be liable under anti-
discrimination legislation if action is not
taken to protect tenants from harassmen
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Standard 1.3: Changing Needs of Tenants

The organisation will recognise the changing needs of tenants in relation
to the property they occupy and will endeavour to meet their needs in th

most appropriate way.

e

Indicators

1.3.1 Does the organisation have clear
guidelines and procedures on rehousing
which includes:
grounds for eligibility for rehousing
specification of the priority which
rehousing applications attract
procedures to facilitate mutual exchang
opportunities?

1.3.2 Does the organisation have a polic
on mutual exchange and a process for
informing tenants about it? Does it includ
facilitating exchange:
to other community organisations
within the organisation?

1.3.3 Does the organisation have a
procedure for defining and identifying
over/under-occupancies?

1.3.4 Does the organisation have strateg
for minimising over/under-occupancies?

Further explanation

Guidelines for responding to tenantsO
requests for rehousing must be consisten
with eligibility criteria and allocation
guidelines. The organisation needs to
consider the relative priority of rehousing
existing tenants in relation to availability of
stock, length of the wait list, turnover time,
and public housing waiting lists. Eligibility
for rehousing should take account of
tenantsO changing support needs. Suppo
agencies should be able to raise the
changing housing needs of their clients.

The organisation might have a means of
collecting information and making it
available to those seeking exchange. This
may be done by means of a notice board
exchange book.

Information about individual tenants or the
circumstances should never be shared
without their consent.

It is important that under/over occupancies
are recognised by the organisation so as t
encourage exchanges that will be mutuall
beneficial to tenants and the financial
viability of the organisation. All such
exchanges should, however, be voluntary

Strategies might include rehousing tenant:
or offering to assist tenants with relocation
costs.
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Indicators Further explanation

1.3.5 Are there clear guidelines about the
right of household members (who compl
with eligibility provisions) to stay in the
property if the original tenant leaves?

1.3.6 Does the organisation have a proc¢ Relationship break-up and domestic violel

for dealing with rehousing for people whc are common and organisations need

are experiencing domestic violence or wh sensitive, speedy and confidential process

relationships have broken down? to deal with these circumstances. The
housing needs of complainants of domest
violence should be given priority. In many
cases organisations will need to rehouse 1
tenant with another provider.
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Standard 1.4: Ending Tenancies

The organisation will manage the ending of tenancies in a way that
accords with the law and minimises the impact on the organisation and

tenants.

Indicators

1.4.1 When a tenant gives notice of endin

tenancy does the organisation:

- hold a joint inspection of the premises
(using the conditions report)
calculate rental payment and assess
bond conditions?

1.4.2 Does the organisation ensure that
tenancy is secure unless the tenants hav
broken specific conditions of the tenancy
agreement?

Further explanation

An exit interview can provide useful
information and feedback for the
organisation such as:

the type and location of housing the

tenant is moving to

the services provided

the property

the co-operative model

reason for ending the tenancy.

This means that community housing
organisations cannot evict without a just
cause.

The length of a tenancy agreement may t
limited by funding program guidelines, bu
the tenancy is legally secure until the end
the term of the agreement.

When the organisation leases properties
the private rental, it may be more difficult
ensure security of tenure. In such instanc
the organisation has an obligation to ensi
security of support.
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Indicators

1.4.3 Does the policy and procedure on
breach of agreement leading to eviction
include:
following due legal process
provision of information to tenants on
their rights and how to access advoca
demonstrated attempts to resolve the
breach
good monitoring systems and clear
documentation
notification to board/management
committee of all eviction decisions?

1.4.4 When the organisation considers tt
eviction proceedings may be necessary (
it continue attempts to prevent this
outcome?

1.4.5 Does the organisation treat tenants
fairly and with respect during the eviction
process?

1.4.6 When a tenant abandons their
property does the organisation have
procedures to:
recover possession of the property
deal with any goods?

Is this consistent with state legislation?

Further explanation

Eviction proceedings need to be efficient
respectful of tenantsO rights. Organisatio
should actively prevent intimidation and
harassment of tenants.

As there are a number of procedures
involved in eviction it is important to keep
good documentation and systems for
monitoring the steps involved.

Organisations should continue to work w
tenants to rectify the breach throughout tt
process.

Action might include: a personal interview
with the tenant outlining the situation,
providing information (eg, housing
alternatives) and contacting their support
agencies or advocates.

The organisation needs to take steps to:
contact the tenant and inform them of
how long their property will be stored
store the goods for a reasonable peric
take an inventory
dispose of the goods in a way that
benefits other tenants and the
organisation
recover any rent arrears (if permitted
under state legislation).
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Section 2: Asset M anagement

Standard 2.1 Responsive Maintenance and Repairs
Standard 2.2 Planned Cyclical Maintenance and Upgrade

Standard 2.3  Acquiring and Developing Stock

Some definitional issues in this section

The first standard in this section covers responsive maintenance and repairs. Responsive
maintenance is carried out in response to a need as it arises. This could occur because a tenant
notifies the organisation of the need for a repair, or as a result of an inspection of the

property (for instance, after a tenant has vacated).

The second standard covers planned maintenance and upgrades. Planned maintenance has two
elements: cyclical and upgrade. Planned cyclical maintenance is predictable, regular
maintenance that is planned for, such as regular external painting or gutter-proofing. Planned
upgrade is done over a longer term and is required as buildings wear out. Upgrades mean
replacing more costly components of the building, such as a kitchen or a roof.

Both of these standards deal with maintaining rather than developing an asset. The latter is
covered by the third standard.

The standard on acquiring and developing stock covers all types of stock: leased, donated,
purpose built and bought. It also allows for a variety of roles for the organisation in stock
acquisition and development. In some cases, an organisation might have primary
responsibility for all aspects of this work, while in others this may be done wholly or partly
by other organisations.
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Standard 2.1: Responsive Maintenance and Repairs

The organisation will deliver a maintenance service which takes into
account the quality of life of tenants within its overall aims and resources

U7

Indicators Further explanation

2.1.1 Does the organisation have written Rulings are any legal decisions that could
policies and procedures for responsive a set a precedent regarding the
planned maintenance and for repairs? D¢ organisationOs responsibilities. Duty of ¢

they include: rulings have been made in relation to

- fair and equitable expenditure of community housing providers not ensurir
maintenance funds that repairs that have been carried out to
allowance for planned maintenance property are safe. For example, even if a
procedures for all repairs, including licensed electrician has completed electric
those where a property is head-leaselr work, the housing association as the
from the public or private sector landlord could still be held responsible
need for established time frames under a duty of care ruling if the tenant is
tenant responsibilities and rights electrocuted.

approvals process

contracting arrangements
documentation and inventory
reference to the requirements of the
relevant local government or state
legislation and rulings?

2.1.2 Does the organisation budget for
responsive maintenance and repairs and
the amount adequate?
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Indicators

2.1.3 Does the organisationOs policy anc
procedure for repairs and maintenance
include:
categories of repairs and time scale fol
completion
informing tenants of the procedure ani
seeking feedback
arrangements for out-of-hours
emergencies
defining tenant responsible maintenan
how it will be assessed and costs
recovered?

2.1.4 Are tenants informed of:
their rights to repairs and their
responsibilities for maintenance (in
writing)
how to request repairs
a job allocation number and time frame
for completion
how to provide feedback and to make
complaints
how tenant damage and liability will be
assessed and recovered?

Further explanation

Responsive repairs are repairs initiated b
tenants or as a result of inspection, that it
say, they are not planned.

Urgent repairs are defined in state
legislation and need a response within 24
hours. They generally include: burst wate
services; blocked or broken sewerage
systems; serious roof leaks; gas leaks;
dangerous electrical faults; flooding; storr
or fire damage; failure of electricity, gas o
water supply; failure or breakdown of any
essential service or appliance provided b
the landlord; serious damage or fault to a
lift or staircase.

Normal repairs need a response within s
periods, usually less than 21 days. There
may be further categories with different tir
frames. Various state legislation may defi
types of repairs and response times.
Responsive repairs for head leasing
schemes can take longer to organise due
the need to involve a third party. Howeve
the organisation should undertake to ens
that these repairs are completed within
appropriate time frames which do not
unfairly inconvenience the tenant

Information for tenants on repairs could k
included in a simple leaflet that they are
given at sign-up. Some organisations giv
tenants a fridge magnet with contact
numbers to ring for emergency repairs.
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Indicators

2.1.5 Does the organisation have effectiv
record systems to initiate and monitor
repairs?

2.1.6 Does the organisation have a progr
for regularly inspecting properties? Does
include:

annual inspection

inspection after vacancies

inspections before and after complex

repairs

staff/co-operative member training in

how to carry out inspections?

2.1.7 Are there clear guidelines for
maintenance of properties after they hav
been vacated? Do the guidelines include:
- condition report
withholding/release of bond (according
to legislation)
standard work to be undertaken
determining non-standard work to be
done.

Further explanation

Record systems might include:
request forms
order forms
maintenance log
feedback
evaluation and signing off system
contractual agreement.

Inspections will provide the organisation
with a comprehensive record of each
property. Inspections need to comply witt
the conditions set by the state legislation.
Where possible, annual inspections shou
be carried out by building professionals.
Condition inspections should be used to
indicate when cyclical maintenance or
responsive repairs are needed.

Standard work might include cleaning,
carpet cleaning, changing locks.
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Indicators

2.1.8 Does the organisation have a proct
and guidelines for selecting contractors?
Does this include:
making a list of approved contractors
trade type
setting qualifications, experience and
insurances needed and references
required
ensuring conflict of interest does not
occur
indicative costings for standard jobs, a
competitive tendering for larger jobs
providing contractors with guidelines o
how to work with tenants?

2.1.9 Is there a system for regularly
reviewing contractors? Does it include:
feedback from tenants
reliability and timeliness
quality
price?

2.1.10 Does the organisation provide
contractors with feedback? Where there i
complaint, does the organisation seek to
resolve this with the contractor?

2.1.11 Does the organisation have a form
process for approving variations to the jc
order?

Further explanation

All contracted work should be undertaker
by people with trade qualifications and the
own insurance coverage. An important
requirement is that they have the skills to
work with clients in a respectful way.

In some cases an organisation may wish
use an unqualified person to do everyday
simple repairs. In this case the person
should be a casual employee rather than
contractor and should be covered by the
organisationOs insurance.

A simple agreement might be useful to
outline the organisationOs expectations o
contractors (eg, courtesy to tenants,
reliability, quality) and what the contractor
can expect of the organisation (ie, payme
prompt feedback). While resolution of
complaints is a first step, the organisatior
can take the contractor to their professior
association if the complaint is not resolve
Building a good relationship with the
contractor is particularly important in rura
areas where the choice of contractors is
limited.

Contractors should be informed that
variations need to be approved before w
is done.
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Standard 2.2: Planned Cyclical Maintenance and Upgrade

The organisation will plan for the maintenance of its assets to ensure
accommodation quality and overall value are upheld.

Indicators

2.2.1 Does the organisation have policies ¢
procedures which cover cyclical maintenan
and upgrading of properties under the
organisationOs control? Do these include:
- development of plans for a 15 to 20 yea
period for each property
the need to link financial planning and
budgets to the overall planned
maintenance
allocation of adequate funds to a reserve
fund for long-term upgrade of each
property
consideration of the value of upgrading
versus replacement of properties when
they require substantial work?

2.2.2 Are there asset management plans fi
cyclical maintenance for each property
controlled by the organisation? Do these
include:

costings

time frames

who is responsible for implementation

the need for inspection by an independe

building consultant

advising tenants of these plans?

Further explanation

Planned maintenance has two different but
related aspects. Long-term maintenance
covers the life cycle of the building and mal
plans to replace key components over this
period (eg, kitchens and bathrooms). Cyclic
maintenance is most usefully planned in fiv
year cycles, to cover everyday aspects of tl
property (for instance, internal and external
painting).

A reserve based on 1.5% of market value
property is normally considered adequate t
cover cyclical maintenance and upgrades.
When a substantial amount of work is
required to upgrade a property, considerati
should be given to the overall cost benefit ¢
retaining or disposing of the property.
Retaining the property might require
remodelling or extending it to better meet
needs or maintain its overall value.

Asset management plans should link to the
organisationOs annual plan. Each year sor
aspect of planned maintenance is undertak
Tenants can be involved in identifying long-
term maintenance needs through using
checklists or focus groups.

Cyclical maintenance is best coordinated w
vacancies to minimise disruption to tenants
Where possible, planned maintenance wor
can be coordinated to be tendered as one
package (eg, painting a number of properti
in one year).
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Indicators

2.2.3 Does the organisation ensure that
priority is given in planned maintenance to
improving the safety and security of
properties?

2.2.4 When major upgrades have been dec
upon, does the organisation ensure that:
- specifications for work quality are clearl
identified
the work is put out to tender
contracts include a defects clause
work is inspected by a qualified building
consultant?

Further explanation

Some organisations have policies which all
the tenant to directly undertake maintenanc
work themselves and be credited for their
labour. This should only be allowed if the
work does not require a licensed
tradesperson, or if the tenant is licensed to
perform such work.

The planned maintenance program, for
example, might include the replacement of
battery operated smoke detectors with harc
wired ones.
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Standard 2.3: Acquiring and Developing Stock

The organisation will acquire and develop appropriate housing stock tha
meets the identified needs of its target population and is consistent with

its overall aims.

Indicators

2.3.1 Does the organisation have a stratt
for stock acquisition and development? .
development and pursuit of the strategy
linked to an overall asset management pl

2.3.2 Where the organisation head-lease:
properties, does it have a policy and
procedures to cover these acquisitions a
does it include ensuring:
compatibility with the needs of people
on the waiting list
minimum levels of safety and security
likelihood of being given the property ¢
a long lease (at least 12 months)
appropriate maintenance and repairs
clarification of whether pets are allowe
review against clear criteria before
extending/renewing lease

public liability coverage to cover duty ¢ -

care responsibilities

Further explanations

An asset management plan should covel

- long-term and cyclical maintenance of
existing stock

- ways to use existing stock more
effectively
assessing the need to change stock
through modification or sale
assessment of future needs and
strategies to meet them.

Development of stock could mean initiatir

extensions or major remodelling of existir

stock, not simply acquisition of new stock

Compatibility with tenantsO needs include
involving prospective tenants in
selection of the property where possibl
consideration of leasing the property tl
prospective tenant is already renting
Minimum levels of safety and security wo
be similar to those that an organisation
ensures in its own capital properties. Thi
includes things like security screen doors
smoke alarms, secure fencing if there are
children etc.
Procedures for maintenance and repairs
should include:
conducting an initial inspection and
completing a condition report
gaining written authority to attend to
emergency repairs without notifying the
managing agent

National Community Housing Standards Manual

25




Indicators

2.3.3 Where an organisation has the pow
to sell stock, does it have a policy to cov
any sales and does it include:
- when a property should be considerec
for sale
who should be involved in selling the
property
how sale price will be determined
who has final decision making power?

2.3.4 Does the organisation provide
opportunities to involve tenants/member
in the process of acquisition and
development including:

setting briefs

appointing advisers

determining and reviewing

designs/property selection briefs?

Further explanations

ensuring that cyclical maintenance
occurs so that properties do not becon
run down
Review of head leased properties should
include consideration of:
responsiveness of lessor in completini
repairs
need for major refurbishment
value for money
feedback from tenants about the prope
and its suitability to their needs

This will not be applicable to organisation
which do not hold title.

To be prepared for short lead time in
funding, the organisation could produce
some standard project briefs for spot
purchase, transfer or construction based
prior consultations.

It is best for tenants/members to provide
feedback throughout the process of
acquisition. Different tenants might be
involved over the course of the project.
Initially, current tenants or tenants from
other similar housing developments coult
be consulted. Post-occupancy surveys m
also be a useful source of information.
Support or peak agencies for target grou
could be consulted on the initial design.
Provision of information, and in some
cases, training, supports ongoing tenant
involvement.
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Indicators

2.3.5 Has the organisation developed brc
property (land and building) design
principles which guide its housing stock
acquisition or development?

2.3.6 Does the organisation prepare spe:
individual project briefs which describe th
stock to be acquired, including:
household requirements (size, type ar
design)
location (access to facilities, geographi
spread, special services needs)
unit cost
cost to organisation (long-term)
affordability to tenants?

Further explanations

Design principles might include:
siting of stock
site/area characteristics (including ope!
space, existing housing standards, ca
parking)
planning of communal spaces (if
appropriate)
construction methods and ability to be
adapted, upgraded or converted
energy efficiency
ecologically sustainable development
special/cultural needs (eg, disability)
long-term maintenance
affordability, health and safety for
tenants
designing for the needs of children
- designing for crime prevention.
In remote areas construction materials ne
special consideration to ensure the healtr
and safety of tenants.

Costs to the organisation include cyclical
maintenance over a 25-year period, and
replacement costs.

Is it value for money - will the resale valu
warrant the expenditure?

Management costs and day-to-day
maintenance should also be considered (
municipal rates, water rates, insurance).
The organisation should consider the
comparative costs/benchmarks with othe
housing providers. Justification for falling
below or above cost benchmarks should
undertaken before a unit cost is settled.
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Indicators

2.3.7 Before deciding on the method of
procurement, does the organisation enst
that the feasibility of the various options
researched?

2.3.8 Does the organisation have specific
criteria for identifying suitable sites or
properties? Do the criteria include
consideration of safety and security for
tenants?

2.3.9 When purchasing, constructing,
leasing or accepting a donated property,
does the organisation consider the
implications of long-term maintenance? A
all properties inspected prior to
acquisition?

Further explanations

Feasibility will need to consider availability
of stock or land, council requirements
(current and future), architects, communit
feeling and target group needs.

As social housing can sometimes be
contentious, community attitudes should
first be assessed through discussion witt
key community organisations and leader

Sites could be chosen by the organisatior
by the project contractor. If the organisatir
does the work, it is best to involve a ranc
of real estate agents in order to minimise
any potential conflict of interest. When
organisations are given or offered
properties, a similar set of criteria should
be applied before the property is acceptec
or used. Important considerations are the
presence of fire safety equipment such as
smoke detectors and security locks/grills
doors and windows.

The organisation should aim to acquire
properties that need minimal maintenanc
for the first 5 years.

Before purchasing new stock the
organisation should also get an independ
valuation and a professional technical
report.
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Indicators

2.3.10 When an architect, project managt
and/or builder is employed is there a clea
selection and appointment process whic
includes:

checking previous work, including visit:

to sites

community sector/special needs

experience

requiring the ability to work with

tenants and the organisation

referee checks

tendering/cost comparisons

letter of agreement/contract

stated variations and allowances for

contingencies?

2.3.11 When the organisation signs an
agreement for another party to develop &
property how does it exercise its rights a
undertake its responsibilities? Is a proce
for dispute resolution included?

2.3.12 Where the organisation administel
properties for a fee, do they sign a forma
contractual agreement and are fees
calculated to ensure that actual costs to
organisation are covered?

2.3.13 Does the organisation ensure it
receives the documentation it requires
before leases or other legal agreements a
signed?

Further explanations

Even if a project firm employs its own sta
it is important that the organisation retain:
some ability to select the appropriate
people.

Before signing an agreement, organisatic
should ensure they understand the legal
implication of the contract. Organisations
need to be more than passive partners ir
the development process. Organisations
will need to review reports in the given tin
frames, work hard to involve tenants at k
points in the process and build a good
working relationship with the project
managers.

The fees set should cover the real costs «
administering the property but be consistt
with the non-profit status of the
organisation and take into consideration 1
relative disadvantage of the tenants and |
other organisation.

Documentation might include property
history, upgrade reports, survey results,
building certificate and pest reports.
Sometimes this might be difficult for
organisations to achieve but every attem
should be made to gain documentation.
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Indicators Further explanations

2.3.14 Does the organisation monitor an' Organisations should be aware of when 1

defects and ensure they are rectified? defects liability period ends, in order to git
a list to the builder of the defects to ensur:
they are rectified. A list of defects should |
prepared with the tenant.

2.3.15 Does the organisation carry out a The post occupancy survey might include
post-occupancy survey of tenants to as checklist of the key design elements.
in identifying design faults?
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Section 3: Tenant Rights and Participation

Standard 3.1 Tenant Rights

Standard 3.2 Tenant Participation
Standard 3.3 Access to Services
Standard 3.4 Confidentiality and Privacy

Standard 3.5 Complaints and Appeals

Some definitional issues in this section

In this section a distinction is made between tenants in their role as tenants, and tenants in
their role as managers of community housing organisations, in particular tenant-managed co-
operatives. The term OmemberO refers to an individual in her or his management role, while
OtenantO refers to an individual, possibly even the same person, in the housing tenant role. It
is important to acknowledge that these roles are distinct and can on occasion conflict. This
section focuses on the tenant role, not management role

The standard entitled Tenant Participation covers the rights of tenants to be involved in the
organisationOs decision making process. Tenants are involved in decision-making through their
role as members of the association, company or co-operative; however this is not the only

way for organisations to ensure that tenants have input into decisions. This standard takes

the perspective that organisations need to find many ways for tenantsO views to be heard, and
representation on a board/management committee is only one (though important) such way.

The selection and work of board/management committees is covered in further sections
(Organisational Management and Human Resource Management).

The standard entitled Complaints and Appeals covers applicant/tenantsO right to complain
about anything they think is unfair or which makes them unhappy with the organisation or
the service received. An appeal specifically refers to a decision that the tenant/applicant
believes to be unfair and wants to be reconsidered.
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Standard 3.1: Tenant Rights

The organisation will inform tenants of their rights and will actively

uphold these rights.

Indicators

3.1.1 Are there written statements on the
rights of tenants which include the right t
- fair and non-discriminatory treatment
be treated with respect
have access to safe and secure housir
be consulted on housing needs and
preferences
maintenance of confidentiality of
personal information provided
be consulted on substantial changes ir
the way the tenancy is managed
security of tenure within the terms of
the tenancy agreement, funding
guidelines and their rules
complain and appeal against decisions
use an advocate
be informed of how to participate in th
organisation and to contribute to
decision making
have access to their own information
held by the organisation on file?

3.1.2 Are tenants and applicants regularl
informed of these rights and is the
information presented in an appropriate
and accessible way?

Further explanation

Rights of tenants might be contained in a
number of policy documents. It may be
useful to inform tenants of these rights
through a simple document or policy whic
is publicly available. Rights statements
could be sent to other organisations with
clients in common.

Many of these rights are covered by
legislation, while others are linked to the
purpose of community housing. It may be
useful to provide tenants with a list of the
relevant legislation.

When tenants view their own files, all
references to third parties must be delete

Some of the rights listed (to be treated wii
respect, fair and non-discriminatory
treatment etc) might be included in a leaflt
about the organisation.

Particular attention needs to be given to
tenants with low levels of literacy. Written
information needs to be presented to mal
reading easy - in plain English, visual
where possible and, if tenants do not spe
English, in community languages.
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Indicators

3.1.3 Does the organisation ensure othel
policies are consistent with any stateme
of tenants rights?

3.1.4 What strategies are used to assist
tenants to most easily exercise their righ

Further explanation

Applicants and tenants can be reminded
these rights in other ways - by discussinc
them when the tenancy agreement is sigr
by having a sign in the office (if applicable
and by reminding tenants of how they car
complain or appeal against decisions in
leaflets or publications.

Interpreters may also be needed, and ott
community organisations could be
approached to assist in informing tenants
their rights (eg, Migrant Housing Centre).
Tenants could also be informed of the
contact details of tenancy advice/rights
services.

For example mission statements and pla
should reflect tenantsO rights.

Strategies could include providing
information about advocacy organisation:
to tenants and informing other
organisations with common clients of
tenantsO rights, for example, tenantsO a
or advocacy services.

The organisation could actively promote
awareness through meetings, particular
issue forums and Annual General Meetin
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Standard 3.2: Tenant Participation

The organisation will seek feedback from tenants, consult on managemsg
changes that impact on their housing and encourage participation in the
decision-making of the organisation.

Nt

Indicators Further explanation

3.2.1 Is a commitment to tenant Tenant participation can be sought in thre
participation reflected in the organisation main ways:
aims and objectives? Are there guidelines - feedback on existing services and

policies that describe how tenants can activities
participate in the organisation, and are - consulting on proposals for change
tenants informed of them? - involvement or participation in the

decision-making of the organisation.

A budget allocation is useful to help tenar
participate (eg, to pay for child care or
transport). Tenants should be clearly
advised of any assistance available befor
they outlay funds.
The level of participation that is realistic fc
short term accommodation will be differer
from that for long term housing.

3.2.2 Does the organisation gain feedbac Feedback from tenants provides the

about its work form the full range of organisation with an ongoing measure of

tenants? how well it is meeting the housing needs |
tenants, and how contractors are doing
their work. Strategies may be needed to
make sure the organisation hears from tt
full range of its tenants: NESB tenants,
young people, uncomplaining tenants etc
An invitation to provide feedback
anonymously can be a good incentive.
Feedback is most useful when it is regule
and built into everyday activities, such as
just after a repair is completed. Complain
and appeals are other less positive form:
feedback.
Organisations should use interviews or a
survey to get feedback from tenants who
leaving.
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Indicators

3.2.3 Where proposals will affect tenants
does the organisation consult with them
before it makes major changes? Are tena
provided with sufficient information and
time to make consultation useful?

3.2.4 Are tenants encouraged to participi
in the decision-making processes of the
organisation?

Further explanation

Proposals for major change are more like
to need formal meetings and other types
consultation. For instance, an organisatio
may decide to change its rents and
collection system by making direct debits
from banks. As this decision would affect
tenants directly, a meeting may be called
discuss the issue.

Consultation is likely to be token and
frustrating if tenants are not given sufficie
time and information to contribute.
Consultation means that the organisation
takes into account the views of its tenants
when making a decision, but is hot bounc
by them. Organisations need to be clear
about how the views of tenants will be
included within the decision-making
process. Although some written methods
consultation and feedback (such as surv
may be useful, face-to-face meetings are
likely to be most positive.

Participation in decision-making can be
done in a variety of ways, including:
working parties on specific issues; local
meetings between tenants; formal positio
on committees.

Participation in decision-making is a more
active process than consultation, which n
involve some tenants in the formal
committee of the organisation but could a
involve a larger number in setting policies
or in other activities. In some cases,
participation might be facilitated through &
support agency rather than the housing
organisation directly.

In tenant-run co-operatives all tenants ne
to have a voice in decisions, not simply
office holders.
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Indicators Further explanation

3.2.5. Are there examples of recent Changes might include policies, procedut
decisions that have been influenced/mad¢ range of activities and acquisitions.
by tenants?

3.2.6 Have barriers been identified and  Things to consider include:
addressed that might limit participation ir - holding meetings in the most accessibl
the organisation? locations and at times when tenants ce
attend
assisting with child care or transport
arrangements
arranging for interpreters
providing refreshments
making sure the meeting is well
advertised and addresses issues likel
attract tenants.

3.2.7 Does the organisation have methoc Regular newsletters or open days might |
for keeping its tenants regularly informed used to keep tenants up-to-date with
issues arising in the organisation? information about the organisation.
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Standard 3.3: Access to Services

The organisation will actively work to make its services accessible.

Indicators

3.3.1 Are the organisationOs offices/vent
located in an area accessible to its poten
and actual tenants?

3.3.2 Are the office premises/venues
physically accessible to:

people using wheelchairs

parents with young children?

3.3.3 Does the organisation have operati
hours that meet the needs of the range c
tenants and applicants?

3.3.4 Does the organisation ensure that
tenants have access to out-of-hours
telephone numbers for information and
emergency assistance?

Further explanation

Offices/venues need not be in a central
location but might be linked to road and
public transport routes or to shopping
and/or community centres. Where this is
possible, the organisation might offer a st
outreach service in a more accessible
location. In co-operatives, the venues
involving the work of the co-operative
(meetings, filing cabinets, computers etc)
should be chosen with access in mind.

The organisation may need to relocate ot
provide services in another location to me
these needs (eg, half day in another spac
home visits).

Feedback from tenants should identify
whether operating hours are a barrier to
any tenants. The organisation may need
think about offering night and/or weekenc
hours of service, individual appointments
or home Vvisits.

Access could be provided by an 1800 or
1300 telephone link or an answer machir
with recorded message giving details of
opening hours and what to do in case of
emergency.
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Indicators Further explanation

3.3.5 Does the organisation have a range Strategies could include:

strategies to ensure the service is culture - co-location with another agency

appropriate and accessible? providing culturally specific services (e
migrant resource centre, Aboriginal
Land Council, gay and lesbian advoca
services)
recruitment of staff and volunteers fror
a variety of diverse backgrounds usefi
to the target population
use of interpreter services
sensitivity training for staff and
board/management committees to
increase their understanding of target
populations
accessing resources from other agenc
using appropriate venues for meetings
networking with other relevant
organisations.

3.3.6 Does the organisation liaise with ot The organisation might liaise with migran
support services to assist resource centres, Aboriginal agencies,
applicants/tenants to access the full rang disability advocacy services etc.

of housing services?
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Standard 3.4: Confidentiality and Privacy

The organisation respects and maintains the confidentiality and privacy ¢

applicants and tenants.

Indicators

3.4.1 Does the organisation have written
policies and procedures on confidentialit
and privacy? Do they include:

- applicant/tenant interviews being
conducted in spaces which provide
privacy (when appropriate)
description of who has access to wha
information within the organisation
specifications of what information can
be released internally and externally ar
to whom
details of when the informed consent
the tenant is required for release of
information
protocols for exchange of information
with other agencies
how applicants/tenants may access tt
records?

Further explanation

Information is considered confidential if it
was obtained from an applicant, tenant ol
third party, and could identify an individug
or is personal in nature.

Many people will not talk about confidenti
matters in a public place; therefore, a
suitable private place should be accessib
for collecting information of a personal
nature (this also applies to taking person
information by telephone).

Where premises are not suitable,
organisations could consider using other
agenciesO premises or making home vis
Generally, information should be kept
confidential within an organisation on a
Oneed to knowO basis: only those who r
the information should have access to it.
Policies and procedures should spell out
who in the organisation needs to know al
the information and who needs to know
some of it. A board/management commiti
for instance, will need to know how many
tenants are in arrears, but only the
person/people who work with the tenant
need know their names.

Sharing information with other agencies
should be limited on the same basis, and
tenantsO should generally provide conse
for this information to be released.

For instance, other community agencies
may ask for a mailing list to enable them
send their information directly to tenants.
This would be a breach of confidentiality
unless tenants had given their consent.
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Indicators

3.4.2 Are tenants informed of when and
how information about them will be
released to outside agencies?

3.4.3 Where individual tenants are being
discussed, are steps taken to ensure the
anonymity?

3.4.4 Where tenants cannot give consen
information being shared, does the
organisation consider how privacy and
confidentiality can best be protected?

Further explanation

It is important to inform tenants that
information will be kept confidential unles:
they agree to it being shared with other
agencies. Confidentiality can be broken ir
circumstances where there is suspected
criminal activity, danger to life, where
another tenant is being harassed, or in
suspected cases of child abuse.

The Commonwealth Tax Office and
Department of Social Security both have
statutory powers which may require the
release of information.

Following the Oneed to knowO principle,
discussions among members of staff abc
individual tenants should not use their
names. Reports and discussions can ust
numbering system such as Tenant 1 or
Tenant X. In tenant-run co-operatives it
might be useful to have a small finance
committee where open discussion can
occur, while confidentiality in relation to
rents or incomes is kept in the larger
committee.

There may be a number of instances wht
tenants are not in a position to give conse
Instances could include tenants with
incapacitating illnesses or tenants in
abusive situations. The organisation will
need to think carefully about what
information can be released in such
circumstances, attempting to preserve
confidentiality where possible. The
organisation will need to keep
confidentiality by not openly naming the
tenant to others unless they need to knov
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Indicators

3.4.5 Does the organisation make sure ti
all those involved in the organisation
understand their responsibilities to prote
confidentiality?

3.4.6 Does the organisation ensure that i
tenant files are stored and destroyed in ¢
confidential manner?

Further explanation

This would include staff, committee
members, contractors, volunteers and
tenant members.

The organisation has a responsibility to
make sure that those with access to
personal tenant information are aware of
the confidentiality policy and procedures.
This can be done through making the
written guidelines available; through
training; through discussion and
evaluation.

For example files should be stored in a
lockable cabinet and archived for 7 years
before shredding.

Where files are computerised, it is
important to have password access for
approved users and to ensure that
computers are turned off when unattende
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Standard 3.5: Complaints and Appeals

Tenants and applicants will be informed of how to make complaints and
appeal decisions. All complaints and appeals will be addressed promptly

and fairly.

Indicators

3.5.1 Are there written policies and

procedures that:

- welcome complaints and appeals,
explaining that they will be used to
improve the organisation
explain that tenants/applicants will no
be penalised for making a complaint ol
appealing a decision, and will continue
to receive respectful service
outline how to make a complaint or
appeal a decision
state that attempts will be made to
resolve complaints and appeals
promptly and simply
describe the steps and time frame tha
will be taken to resolve the complaint «
hear the appeal
describe how complainants/appellants
will be informed of the progress of thei
complaint/appeal
name independent bodies to which the
complaint/appeal may be taken if it is
not resolved to the tenantOs satisfact
describe how the complaint/appeal wil
be documented
describe how the tenant/applicant will
be informed of the outcomes of the
complaint/appeal?

Further explanation

An effective complaints procedure will bent
tenants and the organisation. It can reduct
complaints and provide the organisation w
important feedback on how to do its work
better. Organisations that do not encourag
complaints or appeals will often receive vel
few: establishing an effective complaints a
appeals system may lead to an increase a
first.

Tenants and applicants should know they
welcome to complain about anything they
think is unfair or wrong with the service. Th
should also be able to appeal a decision tl
concerns them. Active listening and good
communication will help resolve many
complaints and appeals. Procedures shou
include steps for resolving all types of
complaints (simple, complex or serious).
They should provide for external review, ar
name the person or organisation responsit
at each step for resolving the complaint.
Appeals mechanisms should be clear and
simple as possible.

Tenants should be informed of further step
they can take if complaints or appeals are
not resolved within the organisation: an
independent mediator might be used whel
resolution has not occurred. In some state:
breaches of the tenancy agreement can b
taken to Residential Tenancy Tribunals, wt
breaches of the funding guidelines could kt
taken to the relevant funding body.

Other bodies that can hear some types of
complaints include the Human Rights
Commission, incorporation bodies and the
police.
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Indicators

3.5.2 Was the complaints/appeals syste
established and/or reviewed with input
from tenants?

3.5.3 Are tenants and applicants provide
with written information about how to
complain and appeal a decision, and is tt
presented in an accessible way?

3.5.4 Are tenants informed of how to
access advocacy organisations or individ
advocates to help them complain or mak
an appeal?

3.5.5 Is any member of the organisation
likely to receive complaints or handle
appeals trained in how to deal with them’

3.5.6 Is the board/management committe
regularly informed of the number of
complaints and appeals, the issues
complained or appealed about, the time
taken to resolve and the outcomes of
complaints and appeals?

Further explanation

Involving tenants in developing the
complaints and appeals system can help
make it more effective. Tenants can help
point out the difficulties of making
complaints and what might be needed to
encourage tenants to use these systems
effectively.

Tenants can assist in letting you know if t
information is accessible. Involve tenants
writing/designing the leaflet or pilot it with
tenants before publication. Translation of
the leaflet may be necessary for NESB
tenants. Tenants can be provided with
information on tenant rights advice servic
to assist with their complaints.

It is important that everyone likely to
receive a complaint or an appeal knows t
procedures for resolving and recording
complaints.

The effectiveness of the complaints and
appeals system can be monitored easily
using a simple form to what happens d.
Note: it is important that record forms
maintain the confidentiality of individual
tenants.

Including a report on complaints in the
annual report can provide tenants with ar
idea of how responsive the organisation i
to its tenants.
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Section 4: Working with the Community

Standard 4.1 Establishing Referral and Support Links

Standard 4.2 Participation in Wider Community Issues
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Standard 4.1: Establishing Referral and Support Links

The organisation will establish effective referral and support links with
relevant agencies to assist applicants and tenants.

Indicators

4.1.1 Has the organisation an up-to-date
resource list of relevant agencies including
individual contact and a description of the
services provided?

4.1.2 Is there a person/s with responsibil
for keeping the resource list up to date?

4.1.3 Has the organisation established go
working relationships with key governmer

departments and community agencies?

4.1.4 Does the organisation contact and

inform relevant agencies about its service: -

and who it accepts as tenants?

Further explanations

For associations, the list will need to inclu
agencies directly relevant to maintaining
tenancies, such as financial, housing and
legal agencies, support agencies for peoy
with special needs, and advocacy groups
The list might also include general
information of other useful services such
councils, sporting and leisure clubs and
neighbourhood centres. Where informatic
exchanges or community Internet bulletin
boards exist, it would be useful to use the
methods to access information.

For co-operatives, it might mean a short |
of the most needed local services. Local
councils often provide a directory of local
services.

Good working relationships could entail
regular contact, joint projects and
discussion of issues relating to tenancies

Relevant agencies could include:

real estate agents

local offices of government departmen
particularly housing

support agencies.
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Indicators Further explanations

4.1.5 Where a tenant would benefit from Organisations might contact other agenci
support from another agency in order to to refer:
remain housed and agrees to referral, doe - tenants with mental health problems w
the organisation assist them to gain this may need active support from a mente
support? health team
an elderly or sick tenant who may nee
house modifications and support
services to remain housed.

4.1.6 When the organisation enters into a Agreements should include:
agreement with a support agency, are cle - contact protocols
procedures and review processes - dispute resolutions
established? - time period
responsibilities of each organisation
confidentiality
cost and payment periods
- services to be provided.
It is important for both organisations to
discuss their approach to clients and
services before entering into an agreeme
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Standard 4.2: Participation in Wider Community Issues

The organisation will actively promote and develop social housing and th
interests of tenants in the broader community.

Indicators Further explanation

4.2.1 Does the organisation keep itself  For example, organisations might subscr
informed of developments in the social  to housing forums, attend seminars and
housing sector? conferences.

4.2.2 Does the organisation contribute to For example, representatives might
the development of policies and debates participate in peaks and forums, commel
the sector? on submissions and attend workshops.

4.2.3 Does the organisation promote Promotion might occur through meetings

housing issues to the local community? with members of parliament and local
councils, through participation in local
forums and through media contacts.
Co-operatives could promote themselves
through an article in the local newspaper.

4.2.4 Is the organisation involved in local Planning in which the organisation might
area planning on housing matters? involved includes:
local council planning
Regional Housing Forums
Regional Councils for Development
working with council to improve public
transport.

4.2.5 Does the organisation work with  Working with other organisations may tal

other agencies and community members the form of meetings on particular issues

improve the integration and delivery of  establishing new services or being

services in the community? represented on board/management
committees.

4.2.6 Does the organisation inform tenan Informing tenants of wider issues in

of other issues arising in the community housing and promoting involvement in

housing sector and how to become involn tenant advocacy organisations gives teng

in wider issues? the chance to influence broader policy in t
sector.
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Indicators Further explanation

4.2.7 Does the organisation work with  Some opportunities to enhance supply cc
other agencies, government departments be managing Council-owned stock, or
and local councils to develop joint ventur: pooling capital assets including land.

to maximise social housing?
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Section 5: Organisational Management

Standard 5.1
Standard 5.2
Standard 5.3
Standard 5.4

Standard 5.5

Accountability

Financial Systems

Administrative Systems
Management Information Systems

Office Environment

Some definitional issues in this section

The standards in this section cover the structural and process factors that allow the
management of an organisation to be accountable. Accountability has often been narrowly
defined as financial accountability, or accountability to funding authorities. By contrast, this
section is written from a perspective that sees community organisations as needing to be
accountable t@ variety of stakeholders: to tenants, staff, board/management committees,
relevant community groups, the broader community, funding authorities and other
incorporation authorities. Organisations also need txbeuntable fothe work of the
organisation: for financial and housing management, in their role as employers and as
community organisations.
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