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	Version
	Amended section
	Effective
	Detail

	1.0
	
	September 2017
	Incorporation of 'version control table'
Accessable format.

	2.0
	
	1 January 2020
	Revision and incorporation of contemporary home visit practices.

	3.0
	Throughout
	January 2026 
	The Access to Director Owned and Managed Properties Operational Guidelines (December 2012, V1.0) have been incorporated into this revised version of the Home Visits and Inspections Operational Guideline, now titled Home Visits and Lawful Entry to Rented Properties Operational Guidelines.
All sections have been reorganised, renamed, and updated to align with current processes.
New sections have been introduced to provide guidance on lawful entry, both with and without consent, to make settings and practice clearer. 
The Safety Checks and Access for Public Housing Properties Operational Guideline (v1.1 November 2021) has been fully integrated.



[bookmark: _Toc209523053]Overview
Under the Housing Act 1983, Homes Victoria is responsible for providing well-maintained public housing that meets minimum rental standards and promotes the health, safety, and well-being of renters. This involves engaging with renters through regular home visits to assess necessary repairs and identify potential risks to their well-being. To fulfill this responsibility, it is Homes Victoria's policy to:
ensure lawful and timely access to properties.
prioritise the safety of staff and renters.
uphold the commitment to high-quality public housing.
facilitate regular home visits for repairs and risk assessments.
ensure compliance with relevant laws, including the Residential Tenancies Act 1997 (RTA).
These guidelines address lawful entry to residential properties, emphasising that all entry with or without renter consent, must comply with relevant laws and regulations, including the RTA. It is essential for staff to:
conduct any entry lawfully
provide appropriate and valid notices, and 
consider renters' human rights when determining what action to take.
[bookmark: _Occupational_Health_and][bookmark: _Toc181605140][bookmark: _Toc209523054]Occupational Health and Safety
Under the Occupational Health and Safety Act 2004 (OHS Act), staff have a duty of care for their own health and safety as well as the safety of others in the workplace, including during home visits. This responsibility is shared between managers and staff, reflecting the commitment to ensuring a safe work environment.
To comply with their obligations under the OHS Act, managers and staff must proactively identify, assess and manage health and safety risks associated with preparing for and conducting home visits, including accessing properties using master keys or lock changes. This includes staff ensuring they follow the mandatory procedures detailed in Section 9 Preparing and arranging a home visit. Specifically, emphasis is on the safety procedures outlined in the following subsections:
Section 9.1 Preparing for a home visit: the key elements necessary for preparing for a home visit.
Section 9.2 Worker safety assessment: conducting thorough risk assessments to identify potential hazards before each visit.
9.3 Vehicle tool kits: highlights the importance of having access to stocked vehicle tool kits, either in fleet vehicles or at local offices.
Section 9.5 Before leaving the office: conducting necessary pre-checks before leaving the office. This includes:
checking for any known risks or hazards associated with the visit, such as past incidents or environmental hazards
ensuring that staff and managers are aware of the home visit schedule, including details such as your name, mobile number, renters name and address, any identified risk factors, and expected time of return.
Section 9.6 Making informed decisions before entering a property and during a home visit: carefully evaluating the safety of entering a property, considering factors such as:
the renter’s behaviour
presence of aggressive animals
potential conflicts, or 
other safety concerns.
Section 9.7 Standards for conduct during home visits: emphasis on safe practices such as keeping shoes on.
In situations where staff encounter threats or intimidation from renters during these visits, appropriate steps must be taken to address the behaviour. This may involve initiating remedial actions under the RTA, based on the severity and specific circumstances of the case.
Managers are responsible for collaborating with their staff to implement appropriate risk control measures and ensure their effectiveness over time.
Staff must communicate any safety concerns or identified risks related to home visits to their managers promptly, fostering a culture of safety and accountability.
[bookmark: _Toc209523055]Mandatory incident reporting and support
Following any incident during home visits, including but not limited to threatening behaviour, it is mandatory that staff immediately:
report the matter to their line manager, whether that is a Team Leader, Team Manager, or Client Support and Housing Services (CSHS) Manager.
complete an OurSafety Incident Report https://dhhsvicgovau.sharepoint.com/sites/StaffHSW-DFFH/SitePages/OurSafety-Incident-Reporting-%26-Investigation.aspx
In addition, Team Leaders, Team Managers and CSHS Managers are also responsible for implementing necessary precautions and ongoing support mechanisms to promote staff well-being and safety. These supports may include:
Debriefing: arranging formal or informal debriefing sessions to process the incident and its impact. 
Support referral: informing staff of the comprehensive support services available through the Employee Wellbeing Support Services program (formerly EAP) https://dhhsvicgovau.sharepoint.com/sites/StaffHSW-DFFH/SitePages/Employee-Wellbeing-and-Support-Program-EAP.aspx.
Reflective practice: participating in reflective practice by assessing personal experiences and responses to enhance coping mechanisms and future responses. For example, after a challenging situation, staff to consider what went well, what could be improved, and how they managed the situation.
Formal supervision: scheduling regular meetings with supervisors to discuss practices, address challenges, and manage any emotional impacts.
Team meetings: creating opportunities for team discussions where staff can share experiences, address challenges, and collaboratively develop strategies for managing safety concerns and preventing future incidents.
Renter communication plan: implementing a plan to manage renter behaviours, as outlined in the department's Guide to managing unreasonable complainants https://dhhsvicgovau.sharepoint.com/sites/dffh/SitePages/Managing-feedback.aspx.
For more information on Employee Wellbeing and Support visit the Employee Wellbeing & Support SharePoint page <https://dhhsvicgovau.sharepoint.com/sites/StaffHSW-DFFH/SitePages/Employee-Wellbeing-%26-Support.aspx>.
[bookmark: _Toc209523056]Lawful entry
Lawful entry refers to the legal process of accessing a property in accordance with the RTA. It requires:
the person entering to have a valid reason
provides proper notice to the renter, and 
respects reasonable times and privacy.
This process ensures a fair balance between the rights of renters and the responsibilities of Residential Rental Providers (rental providers). It also protects the interests of staff or the agency making the entry, as acting unlawfully has legal consequences.
[bookmark: _Toc209523057]Lawful entry methods
Entry to a property is lawful under various circumstances, each subject to specific requirements designed to protect the rights and responsibilities of all parties involved. For example:
With consent: entry is lawful when the renter agrees to allow staff access to their home for purposes such as property assessments or maintenance. This consent may be given directly in response to a request or following receipt of a Notice of Entry.
Without consent: entry is lawful in specific circumstances outlined in the RTA, where a valid Notice of Entry is issued requiring the renter to permit access to the property. 
In emergencies: under the RTA, it is not an offence for a rental provider to enter the property if there is a reasonable excuse. This may apply in the case of an emergency, when obtaining consent or providing notice is not feasible due to the urgency of the situation. This includes circumstances where entry is necessary to:
protect the safety or health of renters and other occupants from a serious and imminent danger.
prevent serious damage to the property.
address urgent hazards such as gas leaks, flooding, fire, or other critical incidents.
[bookmark: _Toc191627597][bookmark: _Toc209523058]With consent
Entering a rented property "with consent" refers to situations where the renter explicitly agrees to allow entry to their home. This consent must be given within 7 days before the entry occurs. It must be informed, meaning that the renter understands the purpose of the entry and agrees to it without coercion. This means staff must: 
seek consent in a manner that is sensitive to the renter's needs and circumstances.
use clear, accessible communication, including translated materials (where necessary).
clearly communicate the purpose for requiring entry and the processes involved in fulfilling that purpose.
engage interpreters or support workers to facilitate understanding and to support the renter’s rights.
allow adequate time for the renter to consider and ask questions without pressure.
document all communications to confirm consent was informed and voluntary.
Consent may occur either:
by agreement with a renter i.e., during a telephone call to arrange a home visit (without a Notice of Entry), or
after a Notice of Entry has been served.
Gaining consent is a fundamental aspect of maintaining a respectful and cooperative relationship between staff and renters. It ensures that the rights of renters are upheld and promotes transparency in the entry process. 
[bookmark: _Toc191627598][bookmark: _Toc209523059]Without consent
Taking action to enter a property 'without consent' refers to situations where the renter has denied permission for access to their home. Cases without consent involve exercising the right of entry, through a Notice of Entry. The right of entry is the statutory authority under the RTA that allows rental providers or their agents to enter rented premises for specified purposes, such as inspections or repairs. Entering a property without consent may occur by providing written notice via a valid Notice of Entry.
Under section 89 of the RTA, renters have a legal obligation to allow entry when a right of entry is properly exercised through a valid Notice of Entry. Failure to allow entry after receiving proper notice constitutes a breach of their obligations. 
For more detailed information on managing cases without consent or where a Notice of Entry is required, refer to the following sections:
Section 12 Proactively addressing potential barriers to entry
Section 13 Exercising a right of entry
Section 14 Behaviours of concern and non-compliance with a Notice of Entry 
Section 15 Failure to comply with a Notice of Entry
[bookmark: _Toc209523060]Manner of entry
In all circumstances whether entry is with or without consent staff must:
provide adequate notice, and
exercise their right of entry in a reasonable manner as mandated by section 87 of the RTA.
Section 87 requires that entry be conducted respectfully, minimising disruption and limited to the time necessary to complete the intended purpose. This ensures that while rental providers or their agents have the right to access the property, they must do so in a way that protects the renter’s privacy, comfort, and quiet enjoyment. Failure to comply with these obligations may constitute a breach of the RTA and lead to legal consequences.
For more information on respecting renters right to privacy comfort, and quiet enjoyment refer to Section 10 Potential impacts of home visits and inspections on renters' rights.
[bookmark: _With_Consent][bookmark: _Without_Consent][bookmark: _Toc209523061]Behaviours of concern
Where renters display behaviours that prevent staff from carrying out their responsibilities, particularly behaviours posing a risk to staff or contractors conducting the home visit, their behaviour must be addressed and responded to in accordance with the RTA. This requires staff to take appropriate immediate actions to respond to the behaviours of concern. In such cases, behaviours of concern may supersede the original reason for entry. 
For further guidance on responding to behaviours of concern and taking appropriate action under the RTA, refer to the Residential Rental Agreement Breach Management Operational Guidelines https://providers.dffh.vic.gov.au/tenancy-management-operational-guidelines, which outline key steps, escalation pathways, and compliance considerations.
[bookmark: _Toc209523062]Key drivers for home visits 
Home visits are conducted to fulfil Homes Victoria’s obligations to ensure renter safety, maintain property standards, and comply with the RTA. The main reasons for these visits include:
Safety and compliance checks: when contractors have been unable to complete mandatory safety inspections required by the RTA after previous attempts, and the matter has been escalated to the local office to negotiate entry. 
Establishing contact: making in-person contact with renters when previous attempts (such as phone calls or other communications) have been unsuccessful, particularly in cases where the renter’s tenancy may be at risk.
Property condition assessments: assessing the condition of the property to ensure it is maintained to a safe and habitable standard and to identify any repairs or maintenance needs.
Proactive risk identification: identifying potential safety or tenancy-related issues early and to support Homes Victoria in supporting renters.
Welfare checks: conducting welfare checks to ensure the well-being of renters, particularly in vulnerable situations, and to identify any support needs.
Fostering positive relationships with renters: building a positive relationship with the renter, fostering open communication and trust.
[bookmark: _Toc209523063]Types of home visits 
The types of home visits include:
Initial home visit
Renter participation home visit
Event-driven home visit
Periodic home visit
This categorisation aligns with the way home visits are organised in the HiiP home visit function.
[bookmark: _Toc209523064]Initial home visit 
The initial home visit is the first meeting between staff and the renter at the rented property following the commencement of the Residential Rental Agreement (rental agreement). These visits must be conducted within 10 weeks of the rental agreement starting and serve several purposes:
Establishing rapport: building a positive relationship with the renter, fostering open communication and trust.
Assessing needs: supporting the household's transition into their new home, and community, which may involve referrals to services like Tenancy Plus.
Tenancy Condition Report: encouraging the completion and return of the Tenancy Condition Report, ensuring it is signed.
[bookmark: _Toc209523065]Renter participation home visit
Renter participation home visits are conducted as a consent-based arrangement to build trust in tenancy relationships and promote sustainable tenancies. These visits focus on the renter’s needs and their capacity to maintain their tenancy effectively.
When assessing the need to establish an arrangement, staff should consider the:
renter's past tenancy history
necessity for early intervention and support
type of assistance required to sustain the tenancy
current maintenance conditions of the property
Visits must be scheduled based on an agreement between staff and the renter, with the frequency set at three- or six-month intervals. This schedule will continue for as long as necessary to minimise tenancy risks. If risks persist, the schedule may either cease or be extended, depending on the renter's consent. 
Additionally, staff should consider sustainable outcomes in their decision-making regarding visit scheduling and frequency. Sustainable outcomes focus on balancing social, economic, and environmental factors to ensure long-term benefits for both renters and the overall tenancy. By emphasising sustainable solutions, staff can evaluate the long-term effects of their actions and work collaboratively with renters to create a mutually beneficial visit schedule. This approach not only addresses immediate concerns but also fosters stability and well-being, supporting tenancy sustainment.
[bookmark: _Toc209523066]Event driven home visit
Event-driven home visits are conducted in response to legislative or departmental requirements to address tenancy or property issues, including requests from renters, such as:
neighbourhood complaints
move-out condition reports following the receipt of a Notice of Intention to Vacate
rental arrears, including efforts to engage renters in submitting necessary documentation to prevent or resolve rebate cancellations and escalation of rent arrears.
property concerns
abandonment
RTA safety checks
responsive maintenance
safety concerns and duty of care obligations
Where a home visit is required for the purpose of contacting a renter, staff cannot enter the property or private outdoor space without renter consent.
[bookmark: _Toc209523067]Periodic home visit
Periodic home visits are conducted to fulfil departmental responsibilities under the Housing Act and the RTA, ensuring properties meet reasonable safety standards. These visits must occur once every three years for each property and provide an opportunity for staff to:
build trust with the renter
conduct a property assessment to:
confirm amenities are working
confirm minimum RTA maintenance standards are met 
address any identified health and safety risks. 
[bookmark: _Toc181605141][bookmark: _Toc209523068]Home visits for the purpose of conducting a property assessment
Staff may only legally request a property assessment during a home visit if one of the following conditions is met:
written notice has been provided to the renter prior to the visit, clearly advising that part of the purpose of the inspection is to conduct a property assessment.
the renter has given consent to enter the property for this purpose, or
a Notice of Entry has been issued under section 86(1)(f) of the RTA where entry is required to inspect the premises, and such an inspection has not occurred within the previous 6 months
[bookmark: _Toc209523069]The role of HiiP in home visit management 
There are mandatory actions in HiiP for managing home visits, from scheduling to recording outcomes and issuing notices for entry. Functions include:
Scheduling home visits: HiiP facilitates efficient scheduling by enabling staff to coordinate dates and times with renters, ensuring that both parties are informed and aligned.
Worker safety assessment: completing a worker safety risk assessment before each home visit to identify and mitigate potential hazards to staff.
Recording outcomes: after each home visit, staff must document outcomes directly in HiiP/HiiP Connect. This process ensures accurate tracking of findings, interactions, and any necessary follow-up actions, creating a comprehensive record for future reference. This supports effective tenancy management, accountability, and builds a reliable history of actions taken.
Issuing notices for entry: HiiP streamlines the generation and issuance of Notices of Entry through integration with VCAT online, which facilitates automated data transfers.
[bookmark: _Toc209523070]HiiP record management
In addition to its role in home visit management, proper record management of all applications and notices in HiiP is mandatory for reasons including:
Data reporting and analysis: HiiP serves as a centralised database, enabling data reporting and analysis to:
inform decisions
identify trends, and 
drive improvements in housing services and program effectiveness.
Accountability and compliance: detailed records support accountability and compliance by allowing easy review of actions and outcomes.
Evidence-based decisions: reliable data underpins evidence-based decision-making for strategies that improve housing outcomes.
[bookmark: _Preparing_and_arranging][bookmark: _Toc209523071]Preparing and arranging a home visit 
[bookmark: _Preparing_for_a][bookmark: _Toc209523072]Preparing for a home visit
To prepare for a home visit, staff must:
Review tenancy information in HiiP:
check tenancy details for any alerts, support and advocacy arrangements or flagged issues.
note any previous interactions or concerns related to the renter.
Assess safety and risks:
complete a Worker Safety Assessment to identify potential property risks or hazards.
Determine the need for a Notice of Entry:
decide if a Notice of Entry is required by assessing whether the visit is essential, such as for safety reasons, urgent repairs, or other critical purposes.
[bookmark: _Worker_safety_assessment][bookmark: _Toc209523073]Worker safety assessment
Staff must assess safety risks before and during home visits, conduct a worker safety assessment as part of planning, and collaborate with managers to address any identified risks.
Before a home visit, staff must evaluate potential hazards related to:
work environment
individual behaviour
property condition
third-party reports indicating risk
communication procedures
relevant training and instructions
If any risks or hazards are identified, staff should consult with their managers to implement appropriate risk control measures. *All alerts must be documented and updated as necessary.
Other essential safety measures that staff must proactively follow include the following:
Table 1: Essential safety measures
	Safety measure 
	Description/Action 

	Establish and maintain communication
	Make multiple attempts to contact the renter before the visit via phone, email, or SMS to confirm the appointment and clarify the purpose of entry. Clear communication helps reduce misunderstandings and potential conflicts.

	Conducting inspections in pairs or with security support
	When risks are identified, staff should not attend alone. Arrange for at least two staff members or security personnel to accompany the visit.

	Arrival and environmental awareness
	Upon arrival, observe the surroundings for signs of risk such as aggressive behaviour, weapons, substance use, or dangerous animals. If unsafe, do not enter.

	Safe parking and exit planning
	Park vehicles to allow a quick, unobstructed exit. 

	Entry protocols
	Knock and wait at the door, loudly announcing your presence several times before proceeding with entry. When entering, keep the door open and continue to announce yourself clearly. Do not respond to calls to “come in” unless you have visual confirmation of the person inviting you.

	Inside the property
	Maintain personal space and avoid confined areas like kitchens or bedrooms if possible. Position near an exit and avoid sitting with your back to the door. Keep potential weapons out of reach.

	Use of personal safety devices
	Carry personal alarms, mobile phones, or duress devices and be trained in their use for emergencies.

	Use of safety boots and appropriate Personal Protective Equipment (PPE)
	Wear appropriate safety boots to protect your feet during property visits. Ensure other PPE is used as required, such as gloves or high-visibility clothing, depending on the environment. Avoid bringing personal handbags or unnecessary items inside the property to minimise distractions and maintain mobility and safety.

	Immediate termination of visit if unsafe
	If staff feel threatened or unsafe at any point, they should leave immediately and document the incident thoroughly.


For more information on workplace safety, including the worker safety assessment tool, visit the Keeping Safe at Work https://dhhsvicgovau.sharepoint.com/sites/Publichousingresources/SitePages/Keeping-safe-at-work.aspx page on the Public Housing Resources SharePoint.
[bookmark: _Toc200818193]Properties presenting a risk of contamination
If a property is assessed to be at risk of contamination, based on prior information or observations during a home visit (e.g., illegal drug use, pest infestations, excessive needles or drug paraphernalia, rubbish, or mould), staff must:
report and discuss the assessed risks with their line manager, including:
a clear description of the observed hazards.
determination of appropriate next steps to address the OHS risks.
[bookmark: _Vehicle_tool_kits][bookmark: _Toc209523074]Vehicle tool kits
Vehicle tool kits should be available either in fleet vehicles or at local offices and taken out as required for property visits. These kits are intended to support staff safety and operational needs and may include:
basic Personal Protective Equipment (PPE), such as face masks, gloves, and shoe coverings
first aid supplies
essential tools and equipment relevant to property access or minor onsite tasks.
Local offices are responsible for ensuring tool kits are stocked, accessible, and used in accordance with risk assessments and operational procedures. Regular checks should be conducted to maintain kit readiness and compliance with safety standards.
[bookmark: _Toc209523075]Scheduling a home visit 
All home visits, whether periodic or event-driven, must be scheduled in accordance with section 85(a) of the RTA, which includes:
Timely request: renters must be contacted, and consent granted within seven days before the entry.
Mutually agreed time: entry must occur at a time agreed upon by both parties.
In addition, home visit dates and times should be scheduled with careful consideration of cultural practices, including:
periods of mourning
significant community events, and
local customs. 
This approach ensures that visits are conducted respectfully and appropriately, fostering trust and cooperation between staff and families while aligning with principles such as Aboriginal cultural safety.
When discussing the need for a home visit with renters, staff must clearly explain:
Purpose: the reason for the visit
Attendees: who will be present, including any contractors carrying out inspections or repairs
Details: what will occur during the visit
Communication needs: any communication needs, such as an interpreter
Scheduling: confirm a suitable date and time. 
If the renter consents to the home visit, a letter should be sent confirming the agreed-upon date and time.
[bookmark: _Before_leaving_the][bookmark: _Toc209523076]Before leaving the office
Staff must notify their managers of all scheduled home visits or inspections and maintain regular communication while on-site. They should provide the following information:
mobile contact number
details and purpose of the visit
identified risks and control strategies
anticipated time of arrival
expected time of completion
[bookmark: _GoBack]If staff experience delays during home visits or inspections, they must inform their line manager of the delay and the new expected completion time.
[bookmark: _Making_informed_decisions][bookmark: _Toc209523077]Making informed decisions before entering a property and during a home visit
Before entering a property, staff must:
confirm the renter’s identity, and 
ensure they are present at the time of the visit. 
Staff should also prioritise occupational health and safety considerations in deciding whether to enter the property or continue the visit. The following factors should be assessed: 
Safety: assess whether it is safe to enter or continue the visit.
Engagement: evaluate the level of rapport with the renter. If engagement is not going well, end the visit to avoid further tension or discomfort.
Issue resolution: determine if the visit is effectively addressing specific issues, such as outstanding maintenance requests. If it does not lead to a resolution, consider scheduling a follow-up visit or taking alternative actions.
Properties presenting risk of contamination 
If staff observe or suspect contamination risks during a home visit, such as:
illegal drug use or paraphernalia
pest infestations
excessive rubbish or debris
excessive mould.
They must:
pause the visit immediately by stepping outside and calmly communicating the concern to the renter in a respectful and non-confrontational manner.
example: “I’ve noticed a few health and safety concerns, so I’ll need to contact my manager before continuing the visit.”
only proceed with the visit if:
appropriate PPE is available and worn
staff feel comfortable continuing, and
all identified risks have been assessed, discussed, and appropriately mitigated. This includes consideration of practical strategies such as, avoiding the affected area where possible, ensuring appropriate and sufficient PPE is available and used, adapting or shortening the visit to reduce exposure, and exploring remote engagement options where feasible.
reschedule the visit if PPE is unavailable (e.g. missing from vehicle tool kits).
[bookmark: _Standards_for_conduct][bookmark: _Toc181605146][bookmark: _Toc209523078]Standards for conduct during home visits 
Section 87(a) of the RTA requires that any person exercising a right of entry under this Division must do so in a reasonable manner. To comply with the RTA and uphold professional standards, staff must adhere to the following standards:
Staff identification: staff must wear and clearly display their work ID on a department issued lanyard for visibility. Approved lanyards are designed with a quick release attachment for safety. If a lanyard lacks this feature, it should not be worn around the neck.
Footwear: staff must wear hard rubber soled, metal capped shoes. If a renter requests shoe removal upon entry, staff should respectfully explain that Occupational Health and Safety regulations prohibit this and offer to wear shoe covers to maintain cleanliness and respect the renter’s preferences.
Renter consent to enter their home: in all instances, renters must provide their consent for staff to enter the rented property. For example, staff should introduce themselves and explain why they’re there, then ask, “Is it okay if I/we come inside?”.
Permitted entry and timing: staff may enter a rented property only between 8:00 a.m. and 6:00 p.m., excluding public holidays, unless explicit consent is obtained from the renters for entry outside these hours, as specified in section 85(b) of the RTA.
Professional conduct: staff are expected to act respectfully and reasonably while in and around the renter's home.
Contractor supervision: staff must accompany and supervise contractors attending the property when required, to ensure compliance with departmental standards, facilitate communication with the renter, and address any issues that arise during the visit.
Duration of stay: staff must not remain on the property, nor permit others to remain, longer than necessary to fulfil the purpose of the visit without the renter's consent, as outlined in section 87(b) of the RTA.
Taking photographs: Staff must explain to renters when photographs need to be taken during inspections or home visits, noting that consent is not required if the purpose is to:
accurately
reliably, and 
objectively record the condition of the property and any damage or wear and tear. 
Documenting property condition through photography
To comply with Homes Victoria’s duty to maintain the premises in good repair, staff may take photographs when exercising the right of entry in accordance with sections 85 to 91 of the RTA. Staff must ensure that photographs do not capture the renter’s personal belongings or identifying information, and renters should be given the opportunity to move their belongings out of the frame.
Photographic documentation of a property's condition is appropriate in the following scenarios:
Recording property condition: capturing the state of the property, particularly to identify damage, cleanliness concerns, or general upkeep.
Identifying maintenance issues: visually documenting problems such as leaks, mould, or structural damage that require attention or follow-up.
Supporting compliance: demonstrating that the property meets health, safety, and minimum rental standards, and providing evidence as required.
Staff responsibilities
To ensure photography during property inspections is conducted appropriately and respectfully, staff must adhere to the following responsibilities:
Providing notice: renters must be provided with advance notice of any photography that will occur during a property visit. This notice must be given no less than 7 days prior and communicated through a written Notice of Entry (where applicable), a phone call, or other formal written communication.
Scope of photography: photos must be limited to areas relevant to the inspection or issue being documented. Wide-angle shots or images that capture personal possessions or information should be avoided unless directly related to a health or safety concern.
Respecting renter privacy: renters have a right to privacy. Photography must not unreasonably infringe on this right, especially in private areas (e.g. bedrooms, bathrooms) or where personal items are visible.
Appropriate record management: photographs must be promptly uploaded to HiiP and deleted from cameras, or other devices as soon as staff return to the office following a home visit.
Responding to renter refusal of photography
If a renter refuses consent for photography before or during a property visit, staff are encouraged to:
Explain the purpose of photography: clearly outline why photographs are being taken, including the intended use (e.g. documenting maintenance issues or property condition).
Identify specific areas of interest: describe which areas are proposed for photography and the reasons for their inclusion.
Permit the renter to review photographs taken: staff should offer renters the opportunity to review photos to ensure that no personal possessions or identifying information have been captured.
[bookmark: _Potential_impacts_of][bookmark: _Toc209523079]Potential impacts of home visits and inspections on renters' rights 
When entering a renter’s property, whether with or without consent, certain human rights are engaged. These include the rights to:
privacy
security, and 
protection from arbitrary interference. 
These rights are fundamental, ensuring renters feel safe, respected, and informed about what is happening in their homes. When health and safety risks arise such as:
fire hazards
lack of essential services, or 
significant health concerns (i.e., environmental neglect or contamination) staff must take action to protect renters and property, while minimising any impact on the renter’s human rights.
Failing to gain entry in these situations can lead to severe consequences, including potential harm or even loss of life. Therefore, it is essential for staff to navigate this balance carefully, ensuring that while renters' rights are considered, necessary actions are taken to mitigate risks and duty of care obligations are met.
Table 2: Human rights and other legal rights potential engaged
	Right
	Detail

	Right to information and procedural fairness
	Renters should be informed about entry to their property, either through advance notice (when possible) or by providing clear information afterward. This ensures transparency and fairness, allowing renters to understand and engage with decisions that affect their home.

	Right to privacy and reputation (including the home)
Right to quiet enjoyment 
	These rights protect a renter’s right not to have their privacy, family, home or correspondence unlawfully or arbitrarily interfered with. It ensures that renters have control over who enters their home and how their belongings are handled. 
Even when consent is provided for entry, renters expect a certain level of discretion and respect for their personal environment. Entry to a property should never be random or unwarranted. Renters have a right to know that any entry to their property has a clear, justifiable purpose, whether for maintenance, safety, or another valid reason as outlined in legislation.

	Right to security of the person
	Renters have the right to feel safe and secure within their homes. Entering a property, particularly without consent, can impact this sense of security, especially for renters with specific vulnerabilities or trauma histories.


Table 3: General principles to ensure rights are upheld
	Principle
	Detail

	Transparency and communication
	Always communicate clearly with the renter about the reason, timing, and scope of entry to their home. If advance notice isn’t possible, ensure timely follow-up communication afterward. These fosters trust and keep renters informed, minimising feelings of intrusion.

	Respect for personal space
	Limit entry to only the areas necessary for the specific purpose of the visit. Avoid unnecessary handling of personal items and refrain from actions that may disturb the renter’s environment beyond what is essential.

	Legal compliance and justification
	Ensure that all entry complies with relevant legislation. Documenting the purpose and actions taken during each visit helps demonstrate that entry is justified, avoiding any perception of arbitrary or unnecessary entry.

	Respect, sensitivity and dignity
	Renters have the right to be treated with dignity and respect during all interactions. Staff who have entered a property, whether consent has been provided or not, should always reflect this principle by handling personal items carefully and treating their space thoughtfully.
Be aware of renters’ diverse backgrounds and experiences. Acknowledge and address any specific sensitivities, especially if the renter has expressed concerns about privacy or security. 

	Safety and security measures
	Prioritise actions that maintain both the renter’s physical safety and sense of security. If a renter is present, take steps to reassure them throughout the visit. For unconsented entry, clearly communicate the reasons for entry to mitigate any anxieties the renter may feel.


By adhering to these principles, staff can balance operational needs with a respectful, human rights-based approach, ensuring that all renters feel safe, informed, and valued during property entry interactions.
[bookmark: _Toc209523080]Considering human rights
A rental provider must exercise the right of entry reasonably in the relevant circumstances. Consideration must be given to the renter’s human rights when exercising a right of entry.
Staff must weigh the importance and necessity of the purpose of exercising the right of entry against the risks of entering the rented premises without consent. It is generally recommended that entry should not occur without consent unless the circumstances constitute an emergency (e.g. where immediate entry is necessary to prevent an imminent and serious risk to a person’s safety or life). Refer to Section 18 Entry in emergencies for more information.
Any entry conducted without consent should be justified and documented. Staff should also be able to demonstrate that all reasonable efforts to obtain consent were made prior to exercising this right.


[bookmark: _Toc209523081]Information sharing, support and referral
[bookmark: _Toc190427412][bookmark: _Toc194684515][bookmark: _Toc209523082]Information sharing 
The Family Violence Information Sharing Scheme (FVISS) and Child Information Sharing Scheme (CISS) enable Information Sharing Entities (ISEs) to collaborate and share information to promote child wellbeing and safety, and to assess/manage family violence risk. If such concerns arise during home visits, staff must use FVISS/CISS to share information with relevant ISEs, potentially involving Child Protection or specialist family violence services.
For more detailed information refer to the following resources: 
Information Sharing page https://providers.dffh.vic.gov.au/information-sharing 
Information Sharing, Privacy and Record Management Operational Guidelines https://providers.dffh.vic.gov.au/business-practice-operational-guidelines. 
Housing Information Sharing page https://dhhsvicgovau.sharepoint.com/:u:/r/sites/dffh/SitePages/Housing-information-sharing.aspx?csf=1&web=1&e=5XwOSe 
[bookmark: _Toc190427413][bookmark: _Toc194684516][bookmark: _Toc209523083]Support engagement and referrals
When engaging with renters, staff should proactively assess whether renters would benefit from additional support.
With renters’ informed consent, staff should facilitate referrals and engage with existing support services, such as:
Tenancy Plus and the Support for High-Risk Tenancies Program
Aboriginal Tenancies at Risk
Drug and alcohol services
Family violence services
Disability support services, for example, the NDIS (National Disability Insurance Scheme)
Community based mental health services, and
Local aboriginal supports or other culturally appropriate services.
Staff may also provide information about relevant advocacy services, such as:
Tenants Victoria
Victorian Public Tenants Association
Justice Connect
Victoria Legal Aid
The Victorian Aboriginal Legal Service, and
The Koori Support Team at VCAT where there is a pending hearing for an Aboriginal renter.
When managing hoarding or environmental neglect, renters may require service system collaboration and coordination. Staff can refer to the Make Safe - guidance for services working with people living with hoarding and environmental neglect https://providers.dffh.vic.gov.au/make-safe-guidance-services-working-people-living-hoarding-and-environmental-neglect-word.


[bookmark: _Toc174005346][bookmark: _Toc196300555][bookmark: _Toc209523084]Duty of Care referrals
When a renter’s behaviour or circumstances create a reasonable belief that there is a serious threat to an individual’s life, health, safety, or welfare, staff must take appropriate action to mitigate or prevent harm. This applies in situations where the renter's actions or inactions are likely to lead to eviction, such as: 
Ongoing fire safety risks where reasonable mitigation efforts have been unsuccessful 
Persistent and serious breaches of the rental agreement 
The renter is unwilling or unable to engage with support services 
This is particularly relevant where a renter’s complex needs affect their ability to safely maintain a tenancy.
Before making a duty of care referral, staff must: 
Consult with their: 
Team Manager 
CSHS Manager, and  
Local Complex Needs Coordinator 
Document the basis for their reasonable belief, including: 
evidence of risk (e.g., incident reports, failed engagement attempts) 
an assessment of the renter’s specific circumstances 
justification for disclosing information and identifying the appropriate referral recipient 
Staff should also refer to the Office of the Victorian Information Commissioner’s IPP 2 – Use and Disclosure guidance https://ovic.vic.gov.au/book/ipp-2-use-and-disclosure/#IPP_2.1(d):_Necessary_to_lessen_or_prevent_serious_threats_to_health_or_safety when considering information sharing. 
[bookmark: _Toc209523085]Identifying and managing Family Violence risk
As a housing provider, Homes Victoria has responsibilities under the Family Violence Protection Act 2008 and the Multi-Agency Risk Assessment and Management (MARAM) framework to safeguard the safety and well-being of clients and renters. Staff managing Homes Victoria properties and engaging with clients are designated as Information Sharing Entities (ISEs) under the MARAM framework. This designation enables staff to identify, assess, and manage family violence risks within a coordinated, multi-agency response system.
During renter interactions, staff must adhere to MARAM principles and responsibilities to effectively identify and respond to family violence risks. Key responsibilities include:
Respectful and sensitive engagement (Responsibility 1): ensuring all interactions with clients are conducted with respect, cultural sensitivity, and trauma-informed approaches.
Identification of Family Violence (Responsibility 2): proactively screening for indicators of family violence to identify risk early.
Coordination of risk management (Responsibilities 9 and 10): collaborating with other services and agencies to manage risk and implement safety plans appropriately.
Staff are encouraged to utilise the family violence identification tools, risk assessment resources, and practice guides available through the Public Housing Resources SharePoint at https://dhhsvicgovau.sharepoint.com/sites/Publichousingresources/SitePages/Working-with-other-services.aspx, which supports compliance with MARAM and enhances staff capability in managing family violence risk.
[bookmark: _Toc181605150][bookmark: _Toc209523086]Encountering unattended minors
During a home visit, if staff observe a child alone or are alerted to any situation that may impact the child’s safety or well-being (such as antisocial behaviour or rental breaches), they should assess the potential risk to the child and respond appropriately. 
For immediate safety concerns, staff must contact Victoria Police (police) on 000. If there are significant concerns for the child’s safety or well-being, staff must report to Child Protection. 
Information can be requested or shared via the FVISS and CISS to promote safety, following guidelines for referrals and collaboration with other agencies.
[bookmark: _Proactively_addressing_potential_1][bookmark: _Toc209523087]Proactively addressing potential barriers to entry 
Clear, upfront communication helps renters prepare for home visits and reduces confusion or reluctance, especially for those with communication challenges or vulnerabilities. 
When a home visit is required, whether accompanied by a Notice of Entry, staff should take proactive steps to minimise potential barriers to entry and maximise the likelihood of a successful first attempt. Common barriers include:
failing to attempt contact beforehand and conducting unannounced home visits, and
issuing a Notice of Entry that may not have been received promptly or communicated to the renter.
To facilitate successful entry on the first attempt, staff should:
make every effort to contact the renter by phone, SMS, email and post etc, (in line with Section 9 Preparing and arranging a home visit) to explain:
the purpose of the visit,
the legal basis for entry, and
the scheduled date and time of entry
notify the renter’s support worker to encourage their involvement (If applicable).
If a Notice of Entry is necessary to accompany the scheduling of the home visit, staff must explain:
the renter will receive a Notice of Entry and what it entails (e.g., lawful access rights).
that if the renter doesn’t provide access in accordance with the Notice of Entry, they will be in breach of their duty to permit entry under the RTA.  
Staff should always use multiple contact methods such as phone, text, email, and post to reach the renter. At the local office’s discretion, an unannounced home visit (door knock only) may be conducted before issuing a Notice of Entry if all other contact attempts have failed.


[bookmark: _Notices_of_Entry][bookmark: _Exercising_a_right][bookmark: _Toc209523088]Exercising a right of entry
[bookmark: _Toc209523089]Legal context 
Par 2, Divisions 5, 5a and 8 of the RTA outline the circumstances and procedural requirements for lawful entry to rented premises. These divisions interact by outlining the processes and requirements for entry to rented premises, balancing the rights and responsibilities of renters and rental providers.
[bookmark: _Division_5_-][bookmark: _Toc209523090]Part 2 Division 5 
Part 2, Division 5 of the RTA outlines the duties of the renter, including:
the property must not be used for illegal purposes (section 59)
the renter must not cause nuisance or interfere with the reasonable peace of neighbours (section 60)
the renter must avoid damage to the property and common areas (section 61)
the property must be kept reasonably clean (section 63)
the renter must not remove, deactivate or interfere with the property’s safety devices (as prescribed under regulation 25 of the Residential Tenancies Act Regulations 2021)
the renter must not make unprescribed modifications to the property without consent of Homes Victoria (section 64).
If staff have a reasonable belief that a renter has failed to comply with any of these duties, it may become necessary to arrange a home visit or issue a Notice of Entry.
[bookmark: _Toc209523091]Part 2 Division 5a 
Part 2, Division 5a outlines the duties of Homes Victoria, as a rental provider, including:
providing a vacant and reasonably clean property for occupation at the commencement of a rental agreement (section 65)
ensuring the property meets minimum standards for occupation (section 65a)
taking all reasonable steps to ensure the renter has quiet enjoyment of the property (section 67)
ensuring the property is maintained in good repair and suitable condition (Section 68)
complying with safety-related repairs and maintenance requirements, including RTA safety checks (section 68a)
maintaining records of gas and electrical safety checks at the property (section 68b)
ensuring replacement of appliances meet minimum efficiency standards (section 69)
ensuring external doors are secured with functioning locks (section 70)
if locks are changed must as soon as practicable provide a key to the renter
they must not prevent a protected person from changing locks
they must not provide a key to an excluded person
If renters do not provide entry by consent to fulfill these duties, for example a renter does not allow entry for contractors to perform safety checks, it may become necessary to issue a Notice of Entry.
[bookmark: _Toc209523092]Part 2 Division 8 
Part 2, Division 8 of the RTA covers the rights of entry to a rented premises. This division sets out the grounds for entry to a rented premises and outlines the required manner of entry. This includes providing minimum notice periods, compensation for damage caused during entry, and liability should entry not be conducted according to legislation.
[bookmark: _Circumstances_for_issuing][bookmark: _Toc181605152][bookmark: _Toc209523093]Circumstances for issuing a Notice of Entry
A Notice of Entry may be issued in the following circumstances under section 86(1) of the RTA:
Table 4: Circumstances for issuing a Notice of Entry
	RTA section
	Entry description
	Minimum notice period

	86(1)(c) 
	Entry is required to enable the rental provider to carry out a duty under:
the RTA
the rental agreement or
any other Act.
	24 hours

	86(1)(e)
	There are reasonable grounds to believe that the renter has failed to comply with their duty under the RTA or the rental agreement.
	

	86(1)(g)
	Entry is necessary to conduct an inspection related to an application under section 91V(1), as directed by VCAT.
	

	86(1)(a)
	Where a notice to vacate, or notice of intention to vacate has been issued, entry is required to show the premises to prospective renters.
	48 hours

	86(1)(b)
	The property is to be sold, entry is required to show the premises to a prospective buyer or lender.
	

	86(1)(d)
	Entry is required for valuation purposes.
	7 days

	86(1)(f)
	Entry is necessary to enable inspection of the property if an inspection has not been made within the last 6 months.
	


When the need to issue a Notice of Entry has been identified due to a significant risk to the renter, property, or department, refer to the Notice of Entry Procedure for Risk-Based Access for targeted guidance on determining the appropriate entry approach.
Entry under section 86(1)(g) related to Family Violence
Section 86(1)(g) of the RTA allows a rental provider to enter a rented property without the renter's consent for legal proceedings related to family violence protection. This entry is specifically for supporting legal actions, such as lease transfers or terminations, and is not a general right of inspection.
Staff may be required to facilitate entry under this section when directed by a legal order or VCAT, including for:
if a protected person seeks to take over or terminate the lease under s. 91V of the RTA, an inspection may be needed to assess the property’s condition or suitability.
if VCAT issues orders related to family violence, such as verifying safety or facilitating tenancy transfers.
When seeking entry under section 86(1)(g), staff must include the name of the excluded renter’s representative in the notice (if known) as per section 88(d) of the RTA.
[bookmark: _Toc209523094]Notice requirements
If it is determined that issuing a Notice of Entry is required, staff must ensure the following notice requirements are met:
The notice must be in writing.
The notice must specify a reason for entry that aligns with one of the subsections of section 86(1) of the RTA. 
If the reason for entry cannot be described within the notice itself, staff must generate the appropriate Notice of Entry cover letter using HiiP Legal, which enables staff to provide a more detailed explanation of the reason for entry.
The proposed time for entry must be between 8 am and 6 pm on any day except public holidays.
The notice must be served in person between 8 am and 6 pm or by post, allowing enough time for delivery (as per Consumer Affairs Victoria guidance), ensuring the renter receives the minimum notice period as outlined in section 85(b) of the RTA.
Circumstances requiring multiple entries
Multiple entries may be necessary in some cases, such as when entry is needed for maintenance works at different times.
A Notice of Entry must be provided for each entry, whether to the interior of the rented premises or the land (e.g., front or rear yard), unless the renter provides consent for entry.
[bookmark: _Proactively_addressing_potential][bookmark: _Notice_of_Entry][bookmark: _Behaviours_of_concern][bookmark: _Toc209523095]Behaviours of concern and non-compliance with a Notice of Entry 
Addressing renter behaviours that compromise the safety of staff or contractors, or prevent staff from carrying out their duties, must be prioritised and managed promptly. Timely action is essential to ensure safety and uphold operational responsibilities. 
When renters display behaviours of concern or fail to comply with a Notice of Entry (where the renter is in attendance only) that prevents the purpose of a home visit, their behaviour should guide next steps. For example, the following table outlines common scenarios involving Notices of Entry and the corresponding staff actions required to manage behaviours of concern and access issues effectively.
Table 5: Responding to behaviours of concern and non-compliance with a Notice of Entry
	Situation 
	Action
	Timeline

	Renter is in attendance and prevents the home visit by engaging in behaviours that threaten the safety of staff and contractors.
	Staff must prioritise their own safety and terminate the home visit. 
Report the events in line with Section 4 Occupational Health and Safety.
Refer to the Residential Rental Agreement Breach Management Operational Guidelines https://providers.dffh.vic.gov.au/tenancy-management-operational-guidelines to assess whether the situation justifies issuing a Notice to Vacate.
	Within 24 to 48 hours of Breach of Duty.

	Renter is in attendance and prevents the home visit by refusing entry and their behaviour is non-threatening.
	Staff must explain:
the Notice of Entry permits lawful access.
failure to comply will lead to legal action, including issuing a Breach of Duty Notice and applying to VCAT for a compliance order.
the prior contact attempts and clearly explain why the home visit cannot be delayed. For example, if an RTA safety inspection is overdue and the contractor has made reasonable but unsuccessful attempts to complete it, staff must emphasise the safety risks associated with further delays or failure to conduct the inspection.
	At time of refusal (during home visit).

	Compliance is not achieved during the home visit, and the threshold for issuing a Notice to Vacate has not been met.
	Issue a Breach of Duty Notice and include:
summary of original Notice of Entry, its purpose, and reasons for non-compliance.
warn that failure to comply will result in VCAT application.
	Within 24 to 48 hours of Breach of Duty and non-compliance.

	Failure to comply with the Breach of Duty.
	Apply to VCAT to seek a compliance order.
	Within 24 to 48 hours of non-compliance.

	VCAT Hearing has not been scheduled within 7-14 days
	Follow up with VCAT by phone and email, emphasising the urgency of the matter and the request for an expedited hearing allocation. 
	Within 7-14 days following application to VCAT.


[bookmark: _Notifying_renters_entry]For detailed guidance on responding to behaviours of concern and taking appropriate action under the RTA, refer to the Residential Rental Agreement Breach Management Operational Guidelines https://providers.dffh.vic.gov.au/tenancy-management-operational-guidelines.
[bookmark: _Failure_to_comply][bookmark: _Toc209523096]Failure to comply with a Notice of Entry
When a renter refuses lawful entry or fails to comply with a formal notice to remedy a breach, there is a structured legal process that must be followed. This process is governed by the RTA and the Charter of Human Rights and Responsibilities Act 2006 (The Charter), which together require rental providers to act lawfully, fairly, and with proper consideration of the renter’s rights and circumstances. 
These laws require rental providers, particularly public authorities such as Homes Victoria to act lawfully, fairly, and with proper consideration of the renter’s human rights and individual circumstances.
Table 6 below outlines the progressive steps from the initial breach of the rental agreement to potential eviction. 
For detailed guidance on breach management, refer to the Residential Rental Agreement Breach Management Operational Guidelines https://providers.dffh.vic.gov.au/tenancy-management-operational-guidelines in conjunction with this table. This includes:
issuing Breach of Duty Notices
applying to VCAT
understanding VCAT processes
issuing a Notice to Vacate
following internal oversight and approval processes at key decision points (e.g. prior to issuing a Notice to Vacate)
executing a Warrant of Possession.
Table 6: Progressive legal action
	Example
	Action
	Legal basis/detail

	The renter refuses entry when a valid Notice of Entry has been issued.
	Issue Breach of Duty Notice
The notice should include a request to enter the property on a new, proposed date and time to address the original concern. 
	RTA s85, s.89 and s.208
The renter is required to remedy the breach within the timeframe allowed under the notice.
A new Notice of Entry is not required. 
Staff may request access to the property as part of the remedy description within the Breach of Duty Notice, provided the original notice was valid and the request aligns with the purpose of remedying the breach.

	The renter has failed to remedy the breach by not allowing entry on the new date and time specified in the Breach of Duty Notice.

	Apply for a Compliance Order
	RTA s.209
VCAT may issue a Compliance Order specifying the actions required and an expiry date by which the renter must comply. 
If the renter does not comply within the timeframe, staff may escalate the matter, including applying for a Notice to Vacate (NTV).
In some cases, VCAT may allow a hearing to review or renew the Compliance Order if circumstances warrant further consideration.
A new Notice of Entry is required to lawfully attempt entry to the property.

	The renter has failed to comply with a new Notice of Entry issued in accordance with a VCAT compliance order.
	Issue NTV
	RTA s.91ZO

	The renter does not vacate by NTV date.
	Apply for Possession Order
	RTA s.322

	A Possession Order has been granted, and all reasonable steps to sustain the tenancy have been exhausted.
	Apply for and execute Warrant of Possession
	RTA s.351

	If renter is allowed to remain.
	Post-warrant decision 
	Operational decision
New rental agreement must be created



[bookmark: _Toc209523097]Determining what action to take
When a renter refuses lawful entry and there’s no immediate risk, staff should take a proportionate, rights-based approach. The table below outlines key considerations and actions to guide decision-making.
Table 7: Key considerations and actions when determining what action to take
	Aspect
	Key consideration
	Practice guidance 
	Escalation triggers

	Identify the nature of the breach
	Has lawful entry been refused or obstructed?
Is the breach ongoing or isolated?
	Confirm that the breach specifically relates to the refusal or obstruction of lawful entry.
Determine whether the breach is part of a pattern of behaviour or an isolated event.
Consider whether the obstruction has delayed non-urgent maintenance, such as:
minor repairs
preventative maintenance. 
Assess the impact of delays, including:
property deterioration or increased future costs
disruption to contractor scheduling or staff workload
difficulty meeting compliance targets.
	Repeated refusal of entry despite proper notice.
Maintenance delays now affecting property condition or compliance.
Documented pattern of similar breaches.

	Understand the renter’s circumstances
	Why is the renter refusing entry?
Are there vulnerabilities, trauma, cultural sensitivities, or privacy concerns?
Is the renter engaging in communication or avoiding contact?
Has the renter previously raised concerns about staff, contractors, or the entry process?
Are there support services involved (e.g. case managers, mental health services) that may help clarify or resolve the issue?
	Use trauma-informed and culturally responsive practices. 
Assess for indicators of distress or disengagement, such as:
missed appointments
withdrawn communication, or 
reports from staff or contractors.
Make a referral to appropriate support services if concerns about wellbeing, safety, or capacity to engage are identified. 
Engage with the renter respectfully, acknowledging their concerns and offering options such as:
rescheduling the entry
having a support person present
providing additional information about the purpose and process of entry.
Document all engagement efforts and referrals, including outcomes and renter responses, to inform next steps and ensure transparency.
Avoid assumptions and seek to understand the renter’s lived experience.
	Renter is unresponsive and support services are disengaged.
No identifiable justification for refusal.
Staff report repeated conflict or distress during entry attempts.

	Attempt resolution through engagement
	Can access be negotiated informally?
Has the renter been offered alternative arrangements?
Are support services involved?
	Make reasonable attempts to resolve the issue through respectful engagement.
Offer flexible access options and involve support services if needed.
Ensure the renter is given fair opportunity to respond and participate in solutions.
	All engagement options exhausted with no resolution.
Renter continues to obstruct access without cooperation.
Support services unable to assist or renter declines support.

	Make a proportionate decision
	Is escalation necessary at this stage?
Would enforcement be disproportionate?
Are all engagement options exhausted?
	Consider whether further action (e.g. applying for a Possession Order) is justified. 
Decisions must be proportionate, rights-based, and documented.
Weigh the impact on the renter against the operational need.
Escalation should be a last resort after all reasonable alternatives have been explored.
	Ongoing breach with operational or compliance impact.
Engagement pathways fully exhausted.
No resolution achievable through informal means.

	Continue engagement and reassess
	Has a Possession Order been granted?
Is enforcement still necessary?
Can resolution still be achieved?
	Even after formal orders, continue lawful entry attempts and engagement.
Reassess whether enforcement remains appropriate and necessary.
Monitor for any change in renter behaviour or support involvement.
	Possession Order granted and obstruction continues.
No change in renter behaviour despite formal action.
Enforcement remains necessary to protect property or service delivery.


At every stage, staff are expected to:
continue engagement efforts to understand the reasons behind the breach and explore all reasonable options for resolution.
take reasonable and continued steps to gain lawful entry, including reissuing Notices of Entry where appropriate.
work collaboratively with support services.
make informed, rights-based decisions that are lawful, fair, proportionate, and necessary, applying the Charter to ensure actions are the least restrictive means of achieving a legitimate purpose.
follow all procedural requirements, including internal oversight and approvals, before issuing a Notice to Vacate or applying for a Possession Order or Warrant of Possession, as outlined in the Residential Rental Agreement Breach Management Operational Guidelines.
document all interactions and decisions, including any attempts to resolve the issue collaboratively.
Determining when a Warrant of Possession may be justified
To determine whether seeking a Warrant of Possession with intent to evict is justified, staff must assess whether:
all reasonable efforts to engage the renter have been exhausted, including repeated and documented attempts to gain lawful entry at each stage of progressive action.
support services have been engaged, where appropriate, and tenancy sustainment options have been fully explored.
the renter continues to refuse lawful entry or comply with formal notices, despite clear communication and procedural escalation.
the proposed action is proportionate, necessary, and the least restrictive means of achieving a legitimate operational or legal purpose, in line with the Charter.
internal oversight and approval processes have been followed, and the decision is clearly documented with reference to:
the renter’s individual circumstances
the nature and impact of the breach
the steps taken to avoid eviction
Eviction must not be pursued solely based on non-urgent access issues. The threshold for enforcement is met only when the refusal of entry materially obstructs Homes Victoria’s ability to fulfil its legal or operational responsibilities, and no other resolution pathway remains viable.
[bookmark: _Toc209523098]Trauma informed practice
Trauma-informed practice recognises that renters may have experienced events that affect how they respond to authority, privacy, and communication. By applying this approach, staff can support resolution, especially when navigating sensitive issues like access to the home. A trauma-informed approach helps staff:
avoid escalating situations unnecessarily
build trust and rapport
support renters to engage safely and respectfully
uphold human rights and dignity
The following table outlines six core principles of trauma-informed practice and translates them into practical actions for when renters are refusing or obstructing lawful entry. Each principle is paired with a real-world example to show how it can be applied in day-to-day work.
Table 8: Applying trauma informed practice
	Principle
	What it means
	How to apply in practice
	Example

	Safety
	Create environments where renters feel physically and emotionally safe.
	Avoid unannounced visits. 
Use calm, non-threatening language.
Clearly communicate who will be attending the property, their role, and the reason for entry in advance and in plain language.
	A renter with Post Traumatic Stress Disorder requests that no male staff enter the property.
Staff accommodate this by arranging female staff and contractor.
If female staff or contractors are not available, apply a trauma-informed and rights-based approach by acknowledging the renter’s concerns and working collaboratively to explore safe, practical alternatives. 

	Trustworthiness and transparency
	Build trust through consistent, honest, and clear communication.
	Provide detailed entry notices. Follow up with a phone call or SMS. Be honest about the purpose and necessity of entry.
	A renter previously misled by services is anxious about inspections. Staff explain the process step-by-step and offer to answer questions before the visit.

	Choice and control
	Support renters by offering options and respecting autonomy.
	Offer flexible scheduling. 
Allow renters to nominate preferred times or have a support person present.
	A renter with anxiety prefers afternoon appointments. 
Staff offer two afternoon options and confirm the renter’s choice.

	Collaboration 
	Work in partnership with renters, valuing their input and lived experience.
	Ask renters what would help them feel comfortable.
Involve support services in planning.
	A renter disengaged from services agrees to access if their case manager is present.
Staff coordinate the visit with the case manager.

	Cultural safety and responsiveness
	Respect cultural identity and practices.
	Be aware of cultural norms around privacy, gender roles, and authority.
Engage culturally appropriate services.
	A renter from a CALD (Culturally and Linguistically Diverse) background prefers communication through a community liaison. 
Staff arrange this and adjust entry procedures accordingly.

	Minimising re-traumatisation
	Avoid actions that may trigger past trauma or distress.
	Avoid repeated entry attempts without explanation. Be sensitive to renters’ reactions and avoid punitive language.
	A renter becomes distressed after receiving multiple entry notices.
Staff pause further notices and arrange a meeting with a support worker to co-design a plan.


[bookmark: _Hlk221883644]Table 8: Applying trauma informed practice
	Principle
	What it means
	How to apply in practice
	Example

	Safety
	Create environments where renters feel physically and emotionally safe.
	Avoid unannounced visits. 
Use calm, non-threatening language.
Clearly communicate who will be attending the property, their role, and the reason for entry in advance and in plain language.
	A renter with Post Traumatic Stress Disorder requests that no male staff enter the property.
Staff accommodate this by arranging female staff and contractor.
If female staff or contractors are not available, apply a trauma-informed and rights-based approach by acknowledging the renter’s concerns and working collaboratively to explore safe, practical alternatives. 

	Trustworthiness and transparency
	Build trust through consistent, honest, and clear communication.
	Provide detailed entry notices. Follow up with a phone call or SMS. Be honest about the purpose and necessity of entry.
	A renter previously misled by services is anxious about inspections. Staff explain the process step-by-step and offer to answer questions before the visit.

	Choice and control
	Support renters by offering options and respecting autonomy.
	Offer flexible scheduling. 
Allow renters to nominate preferred times or have a support person present.
	A renter with anxiety prefers afternoon appointments. 
Staff offer two afternoon options and confirm the renter’s choice.

	Collaboration 
	Work in partnership with renters, valuing their input and lived experience.
	Ask renters what would help them feel comfortable.
Involve support services in planning.
	A renter disengaged from services agrees to access if their case manager is present.
Staff coordinate the visit with the case manager.

	Cultural safety and responsiveness
	Respect cultural identity and practices.
	Be aware of cultural norms around privacy, gender roles, and authority.
Engage culturally appropriate services.
	A renter from a CALD (Culturally and Linguistically Diverse) background prefers communication through a community liaison. 
Staff arrange this and adjust entry procedures accordingly.

	Minimising re-traumatisation
	Avoid actions that may trigger past trauma or distress.
	Avoid repeated entry attempts without explanation. Be sensitive to renters’ reactions and avoid punitive language.
	A renter becomes distressed after receiving multiple entry notices.
Staff pause further notices and arrange a meeting with a support worker to co-design a plan.


For more information on Trauma informed practice refer to Department of Families Fairness and Housing Victoria | Framework for trauma-informed practice https://www.dffh.vic.gov.au/publications/framework-trauma-informed-practice
[bookmark: _Toc209523099]Safety checks and failed access
Safety checks, as mandated by the RTA, includes a range of inspections designed to ensure rental properties meet minimum safety standards and protect renters’ health and safety. Specifically, these safety checks include:
Table 9: Safety checks
	Safety check
	Description
	Frequency 

	Electrical safety check
	Inspection of all electrical installations, appliances, wiring, fittings, and safety switches by a licensed electrician. Includes testing for faults and compliance.
	Every 2 years
*Must be conducted before a new tenancy if not done in the prior 2 years

	Gas safety check
	Inspection and servicing of all gas installations, appliances, and fittings by a licensed gas fitter endorsed for Type A appliances. Includes verification of compliance with gas safety regulations.
	

	Smoke alarm testing
	Testing and maintenance of smoke alarms to ensure functionality and compliance with safety standards.
	Annually

	Hot-water safety devices
	Inspection and maintenance of hot-water safety devices to prevent scalding and other hazards.
	As required by regulations

	Fire safety equipment
	Inspection of fire sprinklers, hose reels, extinguishers, fire blankets, and emergency lighting where installed.
	As required by regulations and property type

	Structural and environmental safety
	Ensuring the property is structurally sound, weatherproof, free from mould/damp, and adequately ventilated.
	Ongoing maintenance
*Minimum standards apply at all times


[bookmark: _Toc209523100]Upcoming RTA safety checks
Before visiting a renter at home, staff must be informed and prepared to discuss safety and compliance matters.
Staff should proactively review HiiP property records to:
confirm the status and due dates of RTA-mandated safety checks.
date of the last safety check (gas, electrical, smoke alarm)
upcoming scheduled appointments or contractor visits
any recorded issues, missed access, or renter refusals, and
notes on the renter’s communication preferences or support needs.
This allows staff to:
provide clear, accurate information to renters about upcoming or overdue checks
identify and flag any gaps in compliance or missing documentation
reassure renters that safety is a priority and their home is being actively maintained, and
reduce the need for follow-up visits or renter uncertainty.
[bookmark: _Toc209523101]Head contractor failed access
When safety checks are due, the Housing Call Centre raises a work order in HiiP Repairs on behalf of Homes Victoria. This work order triggers HiiP to automatically generate a letter informing renters that the departments Head contractor will contact them to schedule a safety check. This letter is viewable in the Safety and Compliance document tab in HiiP following its generation.
When safety checks fall due, the Head contractor must make two reasonable attempts to gain entry to the property to complete the required inspections and maintenance. These attempts include:
contacting the renter, and
scheduling visits at mutually convenient times.
If access cannot be obtained after these reasonable efforts, the Head contractor will:
place the job on-hold, and
escalate the issue by raising a failed access report through HiiP Repairs, following established contractor memoranda.
This escalation notifies staff, who are then responsible for proactively working with the renter to arrange entry, ensuring that safety checks are completed promptly and in compliance with legislative requirements.
On-hold jobs will also appear in HiiP’s Tenancy Task List. Staff are required to manage these safety check-related tasks by regularly reviewing their list. Managers are equally accountable and must monitor the task list to ensure timely follow-up by staff.
[bookmark: _Toc209523102]Notice of Entry
When a suitable time is agreed upon between the Head contractor and the renter, a follow-up letter, accompanied by a Notice of Entry, must be sent to the renter confirming the date and time of the safety check. The follow-up letter can be generated by staff via the “Generate User Initiated Letter” function within the renter’s tenancy record.
For more detailed information on Notice of Entry requirements, refer to the following sections:
Section 12 Proactively addressing potential barriers to entry
Section 13 Exercising a right of entry
If the renter fails to comply with the Notice of Entry, a breach must be initiated following the procedures set out in the Residential Rental Agreement Breach Management Operational Guidelines.
[bookmark: _Notifying_renters_entry_1][bookmark: _Toc209523103]Notifying renters entry occurred in their absence
If the renter was not home when entry was made whether through a Notice of Entry or in an emergency without prior notice staff must:
Leave a prominent notice at the property (e.g., attached to the front door) that includes:
the reason their property was entered
the contact details of the relevant local housing office including an afterhours number to access the lockbox keys (if applicable)
the details of any services that entered the property (e,g., police or fire services, RSPCA)
the date and time the entry occurred
the reason for changing the front door locks
if locks were changed, place the new keys in a lockbox securely attached to the front of the property. 
record the lockbox code in a high priority property note in HiiP Repairs to ensure the renter can access the keys after hours.
Where entry occurred for RTA safety checks, staff must leave an ‘Entry to Your Home’ fact sheet prominently attached to the front door. This fact sheet should explain the reason for the entry and provide information on how the renter can obtain the lockbox code to retrieve the keys.
[bookmark: _Entry_in_emergencies][bookmark: _Toc209523104]Entry in emergencies 
The following sections are to be read and applied holistically. For example, if there is a flooding incident or abandoned/distressed animal, staff should also consider whether the procedures for Welfare Checks may also apply in the circumstances.
[bookmark: _Toc209523105]Emergencies
In certain emergency situations where there is an immediate and serious risk to renter or other person or property inside the rented premises, staff may need to facilitate entry for authorised persons, such as emergency services, without renter consent or issuing a Notice of Entry. These situations are considered a ‘reasonable excuse’ under section 91A of the RTA and include:
concerns about potential injury or death (e.g., welfare checks)
flooding, fire, gas leaks, or dangerous electrical faults
legal entry authorisation (e.g., Victoria Police, Fire services)
situations where household members, animals, or young children are locked inside or outside and at risk
To facilitate entry, staff should first attempt to obtain consent from the renter to enter the property. However, if this cannot be achieved, staff may use master keys where available. If master keys are not accessible or entry cannot be gained within a reasonable time based on the circumstances, arrangements should be made for lock changes or engaging contractors to ensure timely entry. Where the renter is not home, refer to Section 17 Notifying renters entry occurred in their absence, to ensure they are appropriately informed.
Staff should ensure that entry is only facilitated when it is safe to do so, both for the renter and staff. If staff are unsure whether entry is safe, they should consult their line manager or emergency services on 000 for guidance.
The primary goal of emergency entry is to manage the immediate issue, prevent further damage, and ensure the safety and well-being of the renter and the property. Once the emergency is resolved, follow-up actions, such as repairs or further assessments, can be arranged with the renter.
Note: Entering a property without ‘reasonable excuse’ under section 91A of the RTA is an offence and may result in Homes Victoria being fined 60 penalty units. 
[bookmark: _Toc209523106]Welfare checks 
Welfare checks may be initiated when there are concerns about a renter or household member’s well-being, such as unexplained absence. In such cases, staff should:
check the renter’s tenancy record in HiiP for any recorded temporary absence.
attempt to contact the renter directly.
reach out to authorised supports or emergency contacts.
If the renter’s welfare or whereabouts cannot be confirmed, staff may initiate a home visit. If there is no response, check with neighbours for any information or signs of neglect, such as uncollected mail or lights left on.
If it is suspected that a renter or household member is:
seriously injured
in need of immediate medical attention
in a life-threatening condition
deceased inside the property
Staff must immediately contact emergency services on 000 and facilitate entry to the property. 
Staff must not enter the property if a death is suspected. In the event a renter is found deceased, the police will arrange the removal of the body and notify the next of kin. Once the police have completed their investigation and removed the body, staff should secure the property.
Industrial cleaning 
If a body is found, the police or forensic services will determine whether an industrial clean is necessary due to biohazard contamination or other health and safety concerns. The decision to arrange for an industrial clean is based on the following factors:
the need for an industrial clean and the urgency of arranging it may vary depending on whether the event occurred during business hours or after hours.
the extent to which the situation affects nearby renters or residents will also be considered.
the severity of the situation and advice from authorities, CSHS managers, and/or standby managers will guide the decision.
Once the investigation is complete, staff will be notified to arrange for a professional industrial clean to restore the property to a safe and habitable condition.
[bookmark: _Toc209523107]Flooding
Staff must promptly investigate flooding reports, which typically fall into two categories:
Flooding in a single house or unit, with the renter not at home.
Flooding in multiple properties (e.g., high-rise), affecting other units, with or without the renter at home.
Before entering a property, staff should ascertain if the flooding can be resolved by turning off the water supply at the meter. If entry is required, the immediate priority is to stop flooding and minimise damage. Following this, necessary make-safe work should be arranged with a contractor.
Flood remediation works
In the event of suspected damage or water accumulation, the following actions must be taken:
Electrical safety check: If there is any suspicion that electrical outlets or wiring may have been damaged due to water accumulation, an electrical check by a licensed contractor must be arranged immediately.
Wet vacuuming: If the property has experienced significant water accumulation, a professional cleaning contractor should be engaged to use a wet vacuum to remove excess water.
Carpet removal: If water damage is severe, removal of carpets may be required to prevent mould and ensure proper drying and sanitation.
On-Site presence: If the property is unoccupied, staff must remain on-site with contractors during the cleaning process and ensure the property is secured once the issue is resolved.
[bookmark: _Toc209523108]Fires, gas leaks or other serious safety risks 
In emergencies such as fires, gas leaks, or other serious safety risks, staff must immediately contact 000. Information sharing may be necessary in these situations to protect individuals and prevent further harm. Any information shared must comply with relevant privacy laws. 
If fire services attend, staff should obtain the attending officers’ contact details, including their name, position and phone number.
Once fire services have completed their work, coordinate with contractors to address any remaining health and safety risks, such as gas leaks or electrical faults, ensuring timely entry for necessary repairs.
[bookmark: _Toc209523109]Abandoned or distressed animals
When reports are received about distressed or abandoned pets inside a property, staff should:
record the details of the person making the report.
identify the type and number of animals.
confirm how long the animals have been unattended.
attempt to contact the renter to discuss the concerns.
If abandonment is suspected, staff should:
conduct a home visit to verify the situation and if confirmed, staff should:
refer the case to RSPCA Victoria, local police or council, and 
facilitate entry to the property as necessary to address the safety and wellbeing of the animals.
[bookmark: _Toc209523110]Entrapment or lockout
Staff may arrange entry if a household member is locked inside and at risk of harm. If the situation is unknown, staff should follow the procedures for welfare checks and contact 000 for advice and facilitate entry as soon as possible to ensure safety.
For lock-out situations during business hours that do not pose a safety risk, entry is permitted if:
the person’s identity is verified, and they are a permanent household member aged 13 or older.
the renter confirms their whereabouts and consents to entry
If master keys are available, entry may be made using them, or a lock change can be arranged at the renter’s expense.
If there are concerns relating to:
the identity of the locked-out person,
family violence, or
a child under 13 and the renter cannot be contacted; staff should report the situation to the police. If the child is able, they may assist in contacting others (e.g., household members, relatives, school, or support worker) who can help reach the renter, give consent for entry, or collect the child. 
Note: There is no legal minimum age for leaving a child alone but concerns about child wellbeing can be reported to Child Protection under the Children, Youth, and Families Act 2005.
[bookmark: _Toc209523111]Incident reporting
The Client Incident Management System (CIMS) is a framework for reporting and managing incidents, enabling collaboration between clients, service providers, and the department.
Incidents that meet the CIMS threshold must be reported according to the Client incident management policy and guidance (CIMS) (word) https://providers.dffh.vic.gov.au/cims#CimsGuides. Examples include:
client’s whereabouts unknown or unauthorised absence likely causing harm.
intentional self-harm to end life.
unexpected client death, including substance-related cases.
[bookmark: _Toc209523112]HiiP incident reporting
HiiP incident reporting is an additional mandatory process that enables the documentation and recording of incidents linked to properties and any involved clients in HiiP. Reportable incident types include:
Acts of nature, such as:
storm damage
Fire
Criminal activity
Hazards, such as:
floods, gas leaks, or electrical faults
Methamphetamine contamination
Squatters
Vandalism
Incident categories align with the CIMS policy and support recording of detailed information such as:
incident category (e.g., Category 1 or 2)
description of the incident
safety and security details, including:
completion of an OurSafety Incident Report, evaluations, injuries, police investigations, client involvement, estimated damage costs, work notes, and photo evidence uploads.
[bookmark: _Toc209523113]Master key sign out – Police requests for entry 
Staff may provide master keys to police through a sign-out process if the following conditions are met:
police present a valid warrant:
the warrant is current, signed, and dated.
the address specified in the warrant matches a Home’s Victoria-owned or managed property or permits police to enter any location where the named individual is suspected to be.
household member verification: the person named on the warrant is a listed household member of the property
CSHS manager oversight and approval: staff have consulted and obtained CSHS manager approval to sign out master keys.
Before signing out a master key, staff must:
record appropriate contact details of the police officer signing out the keys in HiiPs key register, which forms part of the tenancy record.
ensure the keys are signed out with an expected return time, no later than 4pm on the same day.
Note: Police may enter properties without a warrant under the Crimes Act 1958 (Vic) (s. 459A), which permits them to enter and use reasonable force in certain situations. However, this authority does not extend to housing staff, who cannot permit police entry without a valid warrant. Allowing police access without a warrant would breach the renter's right to quiet enjoyment. 
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