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[bookmark: _Toc219289816][bookmark: _Toc243568450]Overview
Homes Victoria and the Department of Families, Fairness and Housing (the department) are committed to managing a housing appeals system that delivers the review of public housing decisions in a manner that is fair, transparent, accessible, and rights compliant. This framework operates on a 'local resolution, central escalation' model, where the local housing office first reviews its initial decision against operational guidelines. If a local resolution is achieved and the decision is changed, the matter is finalised without progressing to a secondary central review (advanced appeal review).
The operation of the appeals system is governed by legislative obligations, including the:
Housing Act 1983
Residential Tenancies Act 1997 (RTA)
Victorian Civil and Administrative Tribunal Act 1998
Charter of Human Rights and Responsibilities Act 2006. 
These statutory frameworks, alongside privacy, equal opportunity, and public sector conduct legislation, shape how housing decisions are made and reviewed. They obligate the department to act lawfully, transparently, and with respect for human rights.
[bookmark: _Toc224656443][bookmark: _Toc224656444][bookmark: _Toc224656445][bookmark: _Toc219289817][bookmark: _Toc243568451]Appealable and non-appealable matters
An appealable matter is a housing decision the department has the authority to review and change. These decisions usually involve the application of operational policy or operational guidelines, such as:
assessment of eligibility for the Victorian Housing Register
assessment of eligibility for a rental rebate.
A non‑appealable matter is a decision that is not within the department’s authority to review or is determined by legislative or operational/program requirements. This includes matters that:
are governed by statutory frameworks, such as market rent increases
fall under the jurisdiction of external dispute resolution bodies
arise from program or policy settings that the appeals process cannot change.
The tables below set out appealable and non‑appealable matters and identify the alternative dispute resolution pathways for matters that cannot be appealed. Each appealable category includes all related decisions and processes. Renter enquiries regarding non-appealable matters should be directed to the local housing office in the first instance.
Table 1: Appealable matters
	Category
	Detail

	Transfers of tenancy
	Eligibility assessments for individuals seeking to alter the leaseholder status at their current address. This includes assessments for all transfer types (e.g. single-to-joint, single‑to‑joint, joint‑to‑joint, and joint‑to‑single).

	Victorian Housing Register applications
	Eligibility assessments for the Victorian Housing Register waiting list. This includes assessments of both Register of Interest and Priority Access applications, application removals or revivals, effective dates, and split applications.

	Moveable unit 
	Tier 1 eligibility assessments, which assess whether the applicant who will be living in the movable unit meets the required criteria.

	Offers of Social Housing
	Offers of public and community housing, including those made as part of department‑initiated relocations (e.g., redevelopment or property disposal).

	RentAssist bond loan scheme
	Eligibility assessments, including the determination of the resulting loan amount.

	Public housing rent eligibility assessments
	Rental rebate and subsidy eligibility assessments (client or property related), including duration, calculation of amounts, and arrears resulting from backdated decisions.

	Special Accommodation Requirements 
	Eligibility assessments that determine whether a person qualifies for a property modification or a specific property feature. This includes requests relating to both new applications and existing tenancies.

	Renter requests for property modifications
	Eligibility assessments for internal or external property modifications that require departmental approval.

	Relocation related expenses
	Eligibility assessments of the costs the department will cover when a renter is moved for department-initiated reasons. This confirms if the expenses are reasonable and directly linked to the move, such as utility reconnection or packing services.

	Tenancy condition reports
	Assessments of contested property condition details recorded by staff on the Tenancy Condition Report, provided the appeal is submitted within 28 days of the tenancy commencing.

	Maintenance claims against renters
	Assessments of renter liability for property damage costs prior to the matter being referred to the Victorian Civil and Administrative Tribunal (VCAT). 


Table 2: Non-appealable matters 
	Category
	Detail
	Alternative resolution pathway 

	Property assessments for modifications
	Property assessments for modifications (e.g., disability‑related), carried out by specialist trades (casual or head contractors). This relates to property assessments conducted by specialist trades (such as casual or head contractors) to determine if a requested modification is possible based on building limitations. 
	Local housing office

	Victorian Housing Register waiting times
	The length of time an applicant remains on the waiting list.
	Local housing office

	Market rent
	Market rent amounts set under legislative and valuation frameworks.
	Local housing office
Consumer Affairs Victoria (CAV)
VCAT/Rental Dispute Resolution Victoria (RDRV)).

	Service charges
	Costs for specific services connected to a property or building. These may include car parking fees, bulk energy costs where electricity is supplied through a central system, bulk water charges where individual metering is not available, and other shared utility or building‑related services.
	Local housing office
Housing Revenue Team, Homes Victoria
CAV
VCAT/RDRV

	Income based rent
	The standard calculation (25% of income + 15% of family payments). While the data used can be appealed, the formula itself is a fixed government policy.
	Housing Minister
Victorian Ombudsman

	Action taken under the RTA
	Enforcement of tenancy obligations and actions taken under the RTA, such as:
Breach of duty notices
Notices to vacate
VCAT orders (e.g. legal agreements, compliance orders)
Possession Orders
Warrants of possessions
This includes matters where the legal process has commenced.
	Local housing office 
VCAT/RDRV for review or a decision.

	Maintenance claims against renters
	Cases where the department has already commenced action at VCAT to substantiate the claim.
	Local housing office
VCAT/RDRV

	Compensation for damage or loss of goods
	Outcomes of liability claims assessed under the Managing Claims Operational Guidelines[footnoteRef:5] and relevant legislation. [5:  https://providers.dffh.vic.gov.au/business-practice-operational-guidelines] 

	Local housing office
VCAT/RDRV

	Temporary absence 
	Discretionary decisions on maximum absence periods and corresponding rental charges, as assessed under the Temporary Absence Operational Guidelines.
	Local housing office

	Moveable units
	Tier 2 eligibility assessments, which assess whether the proposed site meets required criteria.
	Email: movable.units@dffh.vic.gov.au 

	Swimming pools 
	Swimming pools of any kind or for any purpose, in accordance with Homes Victoria’s no-pools policy.
	Local housing office
VCAT/RDRV

	Renter house sales program
	Program eligibility assessments including:
renter eligibility criteria
property eligibility criteria
determination of sale price
	Renter House Sales Team, Homes Victoria on email: divestments@homes.vic.gov.au 

	Carparking allocations
	Allocations determined by eligibility criteria and priority needs, subject to parking availability within specific housing estates.
	Local housing office

	Tenancy condition reports
	Property condition details recorded by staff more than 28 days after the tenancy commenced.
	Local housing office

	Service complaints
	Concerns regarding the quality of service provided by housing staff.
	Local housing office
The departments feedback service[footnoteRef:6]  [6:  https://www.dffh.vic.gov.au/making-complaint] 

Victorian Ombudsman
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[bookmark: _Toc243568453]Submitting an appeal 
An appeal application (appeal) may be submitted using:
a paper application form, available from any local housing office or online at:
Forms & Guides on Housing.vic.gov.au[footnoteRef:7]  [7:  https://www.housing.vic.gov.au/about/forms-guides] 

the online housing appeal application form[footnoteRef:8]  [8:  https://onlineappeals.housing.vic.gov.au/] 

The submission must outline:
the service the appeal relates to (e.g. Victorian Housing Register, RentAssist Bond Loan)
the decision being appealed
any new information staff should consider.
[bookmark: _Toc243568454]Timeframes for assessment 
All incoming appeals must undergo initial triage within 24 hours of receipt to determine urgency, identify missing documentation, and initiate one of the following mandated processing paths:
Urgent (48 hours turnaround): applies to appeals involving high-risk family violence safety concerns or immediate financial crises, such as urgent RentAssist bond loan eligibility. These cases must be prioritised for immediate actioning.
Non-urgent (14 business days turnaround): applies to all standard, non-crisis appeal types. The 14-day limit is a fixed total timeframe that begins upon receipt of the appeal. While the applicant is given 5 business days to provide missing documents, the assessment team must still complete and finalise the case within the original 14 business day window.
Only under exceptional circumstances can a further 14 business day processing extension be applied and logged within the Housing Information Integrated Program (HiiP). Proposed extensions must be assessed and approved by a Team Manager or above before being applied in the system. Extensions must not be utilised to grant additional processing time due to standard administrative delays.
Outcomes and advanced appeal reviews
Following a successful initial appeal review (Tier 1 review) appeal determination, all operational actions required to overturn or amend the original decision must be completed within 5 business days of the decision date.
Where an appeal requires an advanced appeal review (Tier 2 review), the Housing Appeals Team is subject to the same processing timelines and requirements initiated at Tier 1. The team must triage the appeal within 24 hours of receipt to independently determine urgency, allow up to 5 business days for any requested information, and complete the full assessment within 14 business days from the date of Tier 2 receipt.
Including all potential standard periods and approved extensions across both tiers, the entire process must not exceed a maximum of 8 weeks end-to-end.
The housing appeals team monitors these timeframes and regularly contacts client support and housing services (CSHS) managers to follow up on pending appeals. If a manager does not respond within the required timeframe, the Housing Appeals Team will escalate the matter to the relevant area executive director for resolution.
[bookmark: _Toc224656525][bookmark: _Toc224656526][bookmark: _Toc224656527][bookmark: _Toc219289823][bookmark: _Toc243568455]Initial appeal review
The initial appeal review should  be completed by the local housing office and completed by staff who were not involved in the original decision.
The following table outlines the mandatory actions required during this review:
Table 3: Staff appeal actions
	Action
	Detail/ Process

	Registration and acknowledgment
	Register the appeal in HiiP and send an acknowledgment letter to the client and their advocate within 24 hours of receiving the appeal.

	Client consultation
	Contact the client to confirm their reasons for appealing and check that all required documents have been provided.

	Evidence gathering
	Consider all existing information and determine whether additional evidence is required to ensure a fair and balanced decision.

	Operational guideline review
	Assess the original decision against the relevant operational guidelines.


Review and decision-making workflow
As part of the review of the original decision, staff, team leaders and team managers/CSHS managers must:
document their review in the HiiP internal appeal memorandum, including:
the basis on which the original decision was made, including reference to relevant operational guidelines
any new or different information provided since the original decision
address any missed evidence or errors in how the operational guidelines were applied
assess any impact the decision has on the client's human rights (see Section 5.4 Human rights potentially engaged during the appeals process)
provide a recommendation regarding the outcome of the appeal based on this information. 
Outcomes
Where the original decision remains unchanged, the appeal is considered unsuccessful. As part of this outcome, the team manager/CSHS manager must:
record the outcome as unsuccessful in HiiP
send an outcome letter to the client and their advocate, advising them of the decision and that the appeal will be escalated to an advanced appeal review
escalate the appeal in HiiP for further review by the Housing Appeals Team; this process is automatically triggered when the "unsuccessful" box is selected in the HiiP record.
Where the appeal is successful, the team manager/CSHS manager must:
record the outcome as successful in HiiP
update the original decision and ensure all recommended actions are completed. For example, if a Victorian Housing Register application status is changed from 'not approved' to 'approved', you must complete all subsequent steps to activate the updated status
where appropriate, discuss outcomes with staff to support continuous improvement, upskill decision-makers and improve alignment with operational guidelines.
[bookmark: _Advanced_appeal_review][bookmark: _Toc219289824][bookmark: _Toc243568456]Advanced appeal review
The advanced appeal review must be conducted by the Housing Appeals Team. As the formal escalation point for unresolved matters, the Housing Appeals Team has the authority to recommend amendments to original decisions.
As part of the advanced appeal review process, the Housing Appeals Team must:
undertake an independent assessment of the original decision, including:
how the decision was made
whether any relevant operational guidelines were applied correctly
relevant human rights were thoroughly considered
review all information relevant to the appeal, including any new or additional documentation provided by the client
form a view on whether the original decision should remain unchanged or be amended and discuss findings with the local housing office
document all actions in an internal assessment memorandum and upload it to appeal record in HiiP. The memorandum must clearly outline the key issues considered, any additional information reviewed, how operational guidelines were applied, an assessment of human rights impacted and a recommendation
prepare a written outcome for the client at the end of the review process.
Implementing Housing Appeals Team recommendations
Prior to formalising any recommendation, the Housing Appeals Team must discuss the matter with the local housing office. Following this discussion, the final recommendation must:
be recorded in HiiP
be sent to the responsible team manager and CSHS manager to action
include clear implementation timeframes and the rationale behind them
apply shorter timeframes if the urgency of the decision requires it
adhere to a strict maximum limit of 28 total days to completely finalise the appeal.
Once the recommendation has been returned to the local housing office, the Housing Appeals Team should monitor the implementation of the recommendation.
Escalation pathway
If the local housing office disagrees with a recommendation, the CSHS manager must:
discuss the matter with the housing appeals team within 7 days of being notified of the outcome
document the rationale for the disagreement.
Any agreed next steps must be coordinated directly between the CSHS manager and the housing appeals team decision-maker.
If the matter remains unresolved after this discussion, it must be escalated immediately for final resolution to:
the director of the Housing Outcomes Unit at Homes Victoria
the executive director of the relevant operational area.
[bookmark: _Human_rights_potentially][bookmark: _Toc243568457]Human rights to consider during the appeals process
The appeals process involves reviewing decisions that may affect a person’s housing, privacy, stability and overall wellbeing. Because of this, several rights under the Charter of Human Rights and Responsibilities Act 2006 may be engaged. 
Staff must take these rights into account when completing both initial and advanced appeal reviews. This requires assessing the potential impact of a decision on:
the person: considering their physical and mental health, personal safety, and dignity
the household: considering the impact on the family unit’s stability, financial security, and housing stability
others: including the specific needs and protections required for children, dependents, or others living in or connected to the property.
Table 4: Human rights commonly engaged during the appeals process 
	Right
	Description

	Right to recognition and equality before the law – Section 8
	All clients must be treated equally and fairly, without discrimination. Decisions must be based on relevant information and applied consistently.

	Right to privacy and reputation – Section 13
	Appeal decisions may involve sensitive personal information. Staff must handle all information respectfully and only use or share it for lawful purposes connected to the appeal.

	Right to protection of families and children – Section 17
	Appeal decisions can affect household stability, access to housing, and safety. Staff must consider the impact of their decisions on families and children.

	Right to a fair hearing – Section 24
	Clients have the right to have decisions reviewed by staff who were not involved in the original decision, with a process that is transparent, unbiased and based on evidence.

	Right to a Fair Hearing (Procedural Fairness) – Section 24
	Clients must be given clear information about how the appeal will be reviewed, what is required from them, expected timeframes, and the outcome.

	Right to freedom of expression – Section 15
	Clients must be given an opportunity to provide information, documents or statements relevant to the appeal, and to have that material considered.

	Property Rights– Section 20 
	Clients must be given the opportunity to have consideration as to tenancy rights through proper process and ensure public housing decisions are legally grounded 


Table 5: General principles for upholding rights during the appeals process 
	Principle
	Description
	Key actions for staff

	Thorough assessment
	Appeal reviews must be based on a full and accurate understanding of the client’s circumstances.
	Review HiiP records and any new information
Confirm details with the client if needed and seek further information if necessary 

	Clear processes
	Clients must understand what the appeal involves, what is expected of them and when they will receive an outcome.
	Provide clear verbal and written explanations
Outline steps and timeframes.

	Impartiality
	Reviews must be completed by staff who were not involved in the original decision and must be based only on the information relevant to the appeal.
	Allocate reviews to independent staff
Avoid assumptions
Apply guidelines consistently.

	Accessibility
	Clients must be supported to participate in the appeal process.
	Offer interpreters
Translated materials 
Alternative formats
Provide assistance if required including referrals to advocacy services if appropriate.

	Transparent communication
	Clients must receive regular updates and clear explanations of the outcome.
	Document all communication in HiiP
Encourage client engagement
Explain alternative resolution pathways where the matter is not appealable.
Send status update letters, including the acknowledgment letter and initial and advanced appeal outcome letters.

	Clear reasoning and outcome
	The outcome must be supported by documented evidence and clear reasoning.
	Record the assessment
What evidence has been considered and how this has impacted the decision
Communicate the outcome promptly
Upload all documentation to HiiP.


[bookmark: _Toc243568458]Managing and documenting appeals
Staff must ensure all actions are accurately documented in HiiP to maintain a complete audit trail – following the steps outlined in the table below.
Table 6: HiiP processes
	Action
	Details

	Register
	Create an appeal record. This includes appeals lodged for non-appealable matters.

	Allocation
	Allocate the correct appeal type to ensure accurate reporting and tracking. 

	Initial logging
	Record the specific reason for the appeal and how the request was received (e.g., email, counter, or post). 

	Stakeholder linking
	Link the client, the respondent, and any authorised advocate to the appeal file.

	Documentation
	Upload all relevant evidence and documents provided by the client or gathered during the review.

	File notes
	Create and link detailed file notes for every significant interaction or internal discussion regarding the appeal.

	Correspondence
	Generate and send all required formal letters and notices through the system to ensure they are saved to the file.

	Workflow tracking
	Update the appeal status immediately as it moves through each stage of the review process.

	Finalisation
	Formally close the appeal in HiiP only once all administrative actions and outcomes are fully completed.


[bookmark: _Toc243568459]Overdue appeals
The department aims to complete all assessments within reasonable timeframes. However, an appeal may become overdue if the matter is complex or requires extra information that is not immediately available. Common reasons for delays include:
requesting and waiting for specialist medical evidence or doctor's reports
arranging and completing building inspections or technical assessments
organising home visits or conducting detailed interviews with clients.
While these situations are less common, specific steps must be followed when they occur. These requirements make sure the client is kept up to date and that the appeal process stays fair and transparent. 
When managing appeals, staff must undertake the mandated actions outlined in Table 7:
Table 7: Overdue appeal actions
	Step
	Action
	Detail

	Update HiiP
	Record status
	Update the appeal status to "Delayed" and record the specific reason for the delay (e.g., "Waiting on Occupational Therapist report").

	Notify client
	Communicate
	Contact the client and their advocate to verbally explain the delay and provide a revised completion date.

	Escalation
	Internal report
	Alert the team leader and above to provide oversight and direction on the matter.

	External notice
	Inform HAT
	Notify the Housing Appeals Team if the delay involves an Advanced Appeal Review.

	Documentation
	File note
	Continue to document all actions and communications in HiiP until the appeal is finalised.


Extensions
Extensions are not automatic. They must be handled as follows:
Approval: must be approved by the manager of housing appeals.
Criteria: only granted for unavoidable barriers (for example, waiting on specialist medical evidence or major operational issues).
Documentation: the reason and approval must be recorded in HiiP and reported to the housing appeals team.
Client update: the client and advocate must be formally notified of the new timeframe.
Refusal: if an extension is refused, the appeal must still be completed within the original timeframe and may become overdue if delayed.
Management oversight responsibilities
Team leaders and team managers hold the following responsibilities to ensure accountability:
Table 8: Management extension responsibilities 
	Responsibility
	Management task

	Monitoring
	Regularly check team appeal timeframes to prevent avoidable delays.

	Support
	Help staff clear barriers so the appeal can progress.

	Authorisation
	Review, document, and authorise extension requests before escalation.

	Liaison
	Maintain clear communication with the Housing Appeals Team regarding overdue or complex cases.

	Compliance
	Ensure all updates in HiiP are accurate and completed on time.
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