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	Refers to an online reference

	(
	Refers to an appendix in this document

	( 
The Charter
	Charter of Human Rights and Responsibilities Act 2006

	CS&P
	Client Services & Programs Branch

	COMAC
	Community Managed Accommodation Unit

	CAV
	Consumer Affairs Victoria

	CMS
	Contract Management Services Unit

	DoH
	Director of Housing

	The Department
	Department of Human Services

	DPCS
	Drug, Poisons and Controlled Substances Act 1981

	EO
	Executive Officer

	FSO
	Field Services Officer

	FVPA
	Family Violence Protection Act 2008

	HA
	Housing Act 1983

	HCC
	Housing Call Centre

	HiiP
	Housing Integrated Information Program

	HIR
	Housing Information and Referral

	HM
	Housing Manager

	HSM
	Housing Services Manager

	HSO
	Housing Services Officer

	HTDU
	Housing Training Development Unit

	ID
	Identification

	IPA
	Information Privacy Act 2000

	LAA
	Limitations of Actions Act 1958

	MCAT
	Maintenance Claims Against Tenant

	NTV
	Notice to Vacate

	RAB
	Rental Accounts Branch

	RTA
	Residential Tenancies Act 1997

	SCO
	Schedule Contact Order (Job order)

	SEPA
	Service and Execution of Process Act 1992

	SSA
	Shared Supported Accommodation (formerly Community Residents Units)

	SHASP
	Social Housing Advocacy & Support Program

	TM
	Team Manager

	TUV
	Tenants Union of Victoria

	VCAT
	Victorian Civil and Administrative Tribunal


Key Responsibilities
	Role/Title
	Responsibility

	Aboriginal Housing Victoria
	Manages the Department’s program which provides housing assistance and advocacy services to Aboriginal and Torres Strait Islander clients. AHV has its own constitution, policy and procedures within the framework of the Residential Tenancy Act 1997.

	Aboriginal Housing Officer
	Liaises with clients of Aboriginal or Torres Strait Islander descent and applies policy and procedures within the framework of this manual, the Residential Tenancies Act and as outlined by Aboriginal Housing Victoria.

	Client Services & Programs Branch
	Manages the coordination and delivery of housing services on behalf of the Director of Housing. Manages housing with an integrated strategy to provide long-term viable public and community-managed housing properties.

	Client Engagement


	Prepares and distributes operational material in printed and web form, such as application forms and brochures; manages client engagement programs.

	Community Managed Accommodation (COMAC) 
	Provides a maintenance and/or upgrading service to newly-acquired and existing community-managed properties.

	Compliance Unit
	Part of the Property Portfolio Branch; responsible for monitoring and evaluating contractors’ performance.

	Consumer Affairs Victoria (formerly Office of Fair Trading)
	· Exercises delegated authority in determining whether goods and items left in abandoned public housing properties are of significant value.

· Provides reports relating to maintenance issues for VCAT.

	Contract Management Services Unit
	Responsible for negotiating and managing the terms and conditions of the agreements between DHS and head contractors in carrying out maintenance works on public housing and community-managed properties.

	Field Services Officer
	Inspects properties on behalf of Housing Office and makes recommendations based on their condition, for example, suitability for major modifications, extra bedroom.

	Good Practice Unit
	· develops detailed procedures that reflect policy intent
· writes policy and procedure manuals/guidelines
· co-ordinates statewide policy and procedure changes
· provides policy and procedure advice.

	Housing Complaints & Appeals Office
	Considers appeals and complaints lodged by clients who are dissatisfied with policy decisions made in relation to a housing service or the department’s service delivery.

	Housing Call Centre
	The DHS Call Centre responsible for responding to and managing calls for responsive and minor capital maintenance.

	Housing Manager
	Exercises delegated authority in accordance with departmental policy and the DHS Delegations document.

	Housing Services Manager
	Exercises delegated authority accordance with departmental policy and the DHS Delegations document.

	Housing Services Officer
	Applies policy and procedures as outlined in this manual and acts as liaison between the DoH and the head contractor in accordance with their delegated authority.

	Housing Training & Development Unit
	Provides ‘Housing’ specific training to housing staff in accordance with the policy and procedures outlined in this manual.

	Legal Services Branch
	Provides legal advice, advocacy and assistance in the undertaking of maintenance works and in preparation for VCAT hearings.

	Movable Units 
	Coordinates movable unit waiting list and organises for the removal, demolition and placement of movable units and sleepouts (bungalows).

	Policy, Planning & Strategy Branch
	Develops tenancy and assets policy for Executive approval.

	Portfolio Management Group (formerly Asset Development & Innovation)
	The planning arm of Property Portfolio Branch; plans and carries out the department’s programmed maintenance and capital works.

	Property Compliance & Administration Group
	The compliance arm of Property Portfolio Branch; sets the department’s construction standards and manages compliance of standards.

	Property Delivery Group (formerly Property Services Community & Government Group)
	The stock delivery arm of Property Portfolio Branch; responsible for the acquisition and disposal of public housing and community-managed properties.

	Property Management Group (formerly Property Services Public Housing Group)
	The property management arm of Property Portfolio Branch; responsible for maintaining and improving DoH-owned properties, and provides the delivery of this service to clients in an effective and efficient manner within departmental guidelines.

	Property Portfolio Branch
	Manages the purchase and delivery of property-related services on behalf of the DoH. Manages housing with an integrated strategy recognising the life cycle relationships to maintain and improve the quality and viability of public housing and community-managed properties.

	Service Delivery Group
	Provides information, material and operational support to housing staff in relation to service development and delivery, planning and budgets.

	Single Point of Contact
	Works with the HSM to coordinate regional input into formulating and delivering Portfolio Planning programs.

	Social Housing Advocacy & Support Program
	Provides advocacy and support services for public and community housing tenants and public housing applicants to help them access and sustain their housing.

	Team Manager
	Applies policy and procedures at the local Housing Office, in accordance with departmental policy and within their delegated authority.

	Tenants Union of Victoria
	Promotes and protects the rights of tenants and residents in all forms of residential accommodation in Victoria by providing advice, assistance and advocacy for tenants of private and public residential properties, and residents of rooming houses and caravan parks.

	Victorian Civil and Administrative Tribunal (VCAT) chairperson
	Considers, reviews and makes determinations on applications made to the tribunal within the boundaries of the Residential Tenancies Act and the Housing Act.


Definitions
	Term
	Definition

	Accidental Damage
	Unintentional damage to a property where the cause of the damage is beyond the reasonable control of the tenant.

	After-hours Telephone Referral Service for Emergency Maintenance (AHTRSEM)
	Service provided by a company contracted by the Department of Human Services (Department) to respond to after-hours requests for urgent maintenance works, repairs or lockouts.

	Arson
	The act of maliciously setting fire to property.

	Asset Management
	A procedure for assessing the “expected life” of a property to determine when a property should be maintained, upgraded or redeveloped.

	Asset Protection works
	A specific range of works to improve or to extend the life of the asset or amenity, such as, repairs of a structural nature.

	Authorised Delegations
	The maximum amount of expenditure on maintenance works and goods authorised by Departmental staff.

	Breach of Contract
	A legal term referring to circumstances where a party to a contract has not met their obligations as set out in the contract.

	Capital Works
	Maintenance works that retain or increase the value of a property.

	Car Parking Agreement
	System-generated agreement signed by the tenant and the landlord’s representative at the time of allocation of a car parking bay.

	Category of Work
	Represents the budget account that the maintenance works will be charged to.

	Certificate of Partial Completion
	Issued to indicate 75% completion in the construction of a new property.

	Community Managed accommodation (COMAC) properties
	Properties which are owned by the Director of Housing (DoH), and are managed or leased for tenancy management by non-profit community groups such as the Salvation Army or the Rural Housing Network. These housing programs include rooming house programs, transitional housing and crisis-supported accommodation.

	Community Residential Units (CRU)
	See Shared supported accommodation (SSA).

	Consumer Affairs Victoria (CAV) 
	Formerly the Office of Fair Trading. This government body helps consumers and businesses become aware of their rights and responsibilities as a consumer or trader, by providing advisory services, and information programs and literature. It also develops codes of practice for industry, and assists in resolving disputes between traders and consumers by informing parties of their rights and directing them to appropriate legal channels if required.

	Contract
	The agreement between the Principal, that is, the DoH, and the head contractor comprised in the contract documents.

	Contract Documents
	The documents comprising the General conditions of contract, the tender, the General specification and the Schedule of Rates.

	Contractor (Head Contractor)
	The person bound to:

· be available to perform the works
· perform any instructed works

under the contract and also means ‘Head Contractor’ where that term is used in the contract documents.

	Contractor Memorandum (memo)
	The functionality in the HiiP system which enables communication between Housing staff and the head contractor.

	Criminal Damage
	Damage to property perpetrator by an individual without lawful excuse within the meaning of the Summary Offences Act 1966 and the Crimes Act 1958.

	Day
	Calendar day; where the number of days stipulated includes a statutory public holiday, the number of days will be extended by the number of public holiday days.

	Defects liability period
	The time within which the contractor is required to rectify an omission or defect of the instructed works due to any cause including design, workmanship or materials for which the contractor is responsible.

	Determination
	The decision or order made by a Member at VCAT after hearing evidence regarding a tenancy matter. A copy of the determination is sent to both parties.

	Director of Housing
	Landlord on behalf of government for all public and community-managed housing.

	Disability modifications
	Changes in access to and amenities of a property to allow a disabled person to use the facilities.

	Dividing fence
	A fence separating DoH-owned properties and those of other occupiers/owners.

	Dwelling
	A place of residence used for domestic activities, but does not include any lands associated with the dwelling.

	Electronic Funds Transfer 
	The method by which the DoH will pay the contractor.

	Fair wear and tear
	The gradual and expected deterioration to fixtures and fittings caused by normal usage and over time.

	Flat
	A dwelling within a multi-storey property.

	General specification
	The specification in the contract documents to describe the extent, the manner and method for the performance of maintenance works.

	‘Gifted’ item
	A new tenant may accept ownership of a fixture or fitting that is left in a vacated property, as a ‘gift’ from the Director of Housing. As the legal owner of the ‘gift’, the tenant has responsibility for its maintenance.

	Good repair
	The fixtures or fittings in a property are in a satisfactory and safe condition, the property is at a lettable standard and any required urgent repairs have been completed.

	Handover Completion Notice
	Issued when management of a new property is transferred to the local Housing Office and the property is tenantable.

	Hard to let
	A property is defined as ‘hard to let’ when three valid offers have been made to three separate applicants from the waiting list and the reason for refusal in all three cases is that the housing is unsuitable or unsatisfactory.

	High-rise estates
	Housing estates where several multi-storey buildings, supplied with lifts, are situated in close proximity.

	Hold points
	Points or stages of the instructed work beyond which the work may not proceed without review and release by the superintendent’s representative.

	House
	Detached property with a fenced backyard.

	Housing Associations
	Not-for-profit organisations that manage and expand new housing, and manage rental housing portfolios for people on low incomes.

	Housing estate
	Area of high or medium density public housing properties.

	Housing Information Integrated Program (HiiP)
	The computer system used in the delivery of housing services.

	Inspect and Report (I & R)
	A report prepared by the contractor which contains information on the condition of an item which may be in need of repair, to be used to determine if the item is to be replaced or repaired.

	Inspection and Test Plan (ITP)
	A record of the instructed works that have been carried out and completed by the contractor.

	Instructed works
	Any part of the works that the superintendent or his representative directs the contractor to carry out.

	Integrated Systems for Information Processing (ISIP)
	The computer system used by operational staff to assist in the delivery of housing services, in conjunction with the HiiP system.

	Job order (formerly Schedule contract order)
	The official departmental instruction to the contractor to carry out and complete maintenance works to an agreed standard and price. The instruction is raised in the HiiP system to the contractor to perform the works.

	Lettable standard
	The condition of a rental property where all the requirements of the department’s Reletting Standards and legal requirements have been met, that is, the property is secure, in a reasonably clean condition and in good repair. All the elements in the property (fittings, finishes, appliances, etc.) are fully operable, serviceable and in fair condition.

	Liquidated damages
	The dollar amount that the department deducts from the contractor’s invoice for failing to complete instructed works or return a property within the agreed time.

	Lockout
	When a tenant loses or misplaces their keys or locks themselves out of their home.

	Maintenance
	Actions necessary to prepare a property or restore it to a specified condition.

	Maintenance Arrears
	Any Tenant Responsibility charges on a tenant’s account (see Tenant Responsibility Charges)

	Maintenance budgets 
	The budgets to which maintenance works are charged.

	Maintenance Claim Against the Tenant (MCAT)
	The cost of maintenance works carried out on a tenant’s rented premises that housing staff believe to be the responsibility of the tenant. These charges do not appear on the tenant’s account until they are substantiated by VCAT.

	Malicious (Wilful) Damage
	Damage caused by a purposeful act or omission with the intention of causing damage to property or amenity. Malicious or wilful damage can also constitute criminal damage within the meaning of the Summary Offences Act 1966 and the Crimes Act 1958.

	Make good works
	Works which may be required on a property which has been placed on an upgrade program in the future, to bring it to a standard that is suitable for tenancy.

	Make safe works
	Works which are required to secure a property or amenity for safety reasons while awaiting maintenance, for example, a broken window in a vacant property.

	Minor capital works
	Capital improvement works carried out on a property to repair or replace an item or component, to extend the life of the asset or improve the value of the property.

	Movable units
	Self-contained units with kitchen and bathroom facilities located in the backyard of a residential address. Movable units can be relocated.

	Negligence
	Damage caused through carelessness, or misuse, reckless indifference or a failure to take reasonable steps to prevent damage from occurring, for example, a fire caused by leaving clothes too close to a heater or leaving an oil burner unattended.

	Negotiation
	The process by which the tenant and an authorised representative of the Director can resolve a dispute and reach agreement through discussions at the local level

	Non-conformance
	The inability by the contractor to meet the compliance benchmark for instructed works as set by the Principal.

	Non-standard maintenance items or fixtures
	Items not supplied by the department which the tenant can supply at their own expense, providing a works permit has been approved by the Housing Office, for example, air conditioners.

	Normal repairs
	Maintenance works that are not urgent or priority in nature, with no health and safety concerns, but which require action within 14 calendar days.

	Not on Schedule items (NOS)
	Work that the contractor may be requested to carry out that is not covered by any items in the Schedule of rates.

	Notice of Repair –section 78(1)


	A notice sent to the tenant that informs them that the Department of Human Services believes that damage was caused by the tenant’s failure to take care to avoid damaging the premises, that the Department will undertake repairs to the premises and charge the tenant the reasonable costs of such repairs.

	Notice to fence
	A formal notice served by the party initiating party fencing, as required under section 6 of the Fences Act 1968.

	Occupancy permit
	Issued by the builder when a newly-constructed property is ready for occupancy.

	Principal
	The DoH or the Secretary to the Department of Human Services (Department).

	Principal’s representative
	The person appointed by the Principal to fill the position of the Principal as required. The Director, Property Portfolio Branch has this responsibility.

	Priority repairs
	The works, if not actioned within seven calendar days, which will significantly decrease the level of service provided by an appliance, fitting or surface, and is likely to become an urgent repair if not attended to.

	Programmed works
	The planned and systematic approach of carrying out non-urgent works that improve an amenity, add to the value or extend the life of the property.

	Property
	The dwelling and all associated land.

	Property Condition Audit/Property Condition Report
	An audit conducted on the internal and external condition of selected DOH-owned properties over a three-year cycle, to collect data used to drive the department’s stock planning program. Data is recorded in a property condition report.

	Property density 
	The attribute that defines the proximity of a single dwelling to another.

	Protected Person
	The victim of family violence protected by a final family violence intervention order (final order) within the meaning of the Family Violence Protection Act 2008.

	Quality assurance
	A system between the Department and the contractor to ensure maintenance works meet the department’s standards.

	Reasonably clean condition
	When a property is free from rubbish and refuse and that all internal appliances, fittings and surfaces are clean.

	Recall notice
	An instruction raised by the superintendent’s representative to notify the contractor that works performed are perceived or deemed to be defective or incomplete.

	Redevelopment
	The demolition of existing housing and replacement with redeveloped housing, or a major upgrade of existing housing, requiring the housing to be temporarily vacant.

	Reletting Standards
	The standard which the condition of a vacant property is in when it is delivered to an incoming tenant.

	Rental General Stock (RGS)
	Direct tenure rental properties managed by the Department of Human Services.

	Residential Tenancy Agreement (RTA)
	The lease under the Residential Tenancies Act 1997 which the Director’s representative and the tenant(s) sign, setting out the rights and responsibilities of the department as landlord and the tenant.

	Responsive maintenance
	Maintenance works that are carried out in response to requests from tenants or their representatives to restore an item or component to its working condition.

	Schedule Contract Order (SC order)
	See Job order.

	Schedule of Rates (SOR)
	The contract between the DoH and head contractor; it includes the schedule of rates and trade specifications issued by the Principal, with types of works in a defined area over a given time period at an agreed price.

	Security services
	Service provided to high-rise and some walk-up estates where security guards are employed by the department to patrol the estate.

	Service charge
	A charge that the department adds to the rent payable for the provision of hot water, heating and the use of communal laundries to high-rise and walk-up housing.

	Shared Supported Accommodation (SSA)
	Formerly CRU. The provision of support and a range of accommodation plans for people with a disability who require rostered 24-hour support.

	Sleepout (bungalow)
	Portable one room building constructed in the backyard of a public housing property.

	Spalling 
	Cracking or breaking up of concrete panels in pre-cast buildings.

	Spot-purchase properties
	Properties purchased by the department to be let out as public housing accommodation.

	Stand-by Officers
	Housing and Field Service staff who are rostered on 24-hour call to address after-hours emergencies.

	Statutory declaration
	Legal document accepted by the department to confirm details as provided by the client.

	Stock management plan
	A plan for the future identifying properties which are either in poor condition, not suitable for redevelopment or attached to other non-Departmental properties, and a decision is made to sell, demolish or redevelop the stock.  Upgrading works are also included in stock management plans.

	Superintendent
	Appointed by the Principal to perform any function delegated to him under a contract and any other function delegated to him by the Principal. The Manager, Contract Management Services has this responsibility.

	Superintendent’s Site Instruction (SSI)
	An instruction issued by the superintendent’s representative to the contractor to rectify defective works where a response to a recall notice has not been received or where attendance has not occurred within the specified timeframe in the recall.

	Superintendent’s representative
	Appointed by the Superintendent to fill the position of the Superintendent as required.

	Tenancy Condition Report (TCR)
	A record of the physical state of a property, including the condition of surfaces, domestic appliances, fixtures, fittings, etc., at the start and end of a tenancy.  The report is signed by the tenant and by the superintendent’s representative, endorsing their agreement with the condition of the premises as stated in the report.

	Tenant
	Person to whom the DoH lets a property under a Residential Tenancy Agreement.

	Tenant responsibility 
	The term used for a charge to the tenant for any maintenance work required on a property that is not assessed as due to ‘fair wear and tear’ in accordance with the department’s standards. See MCAT.

	The Department Requirements
	Those particular policy provisions or standard requirements of the Department as described in this manual.

	Time extensions
	Where works exceed $5,000, the head contractor may request a time extension within 48 hours of receiving the job if they are unable to complete a vacant unit maintenance job within the stipulated time.

	To Be Supplied items (TBS)
	Appliance items ordered by the department from specified suppliers.

	Unit
	Single storey property which may have a small enclosed backyard.

	Urgent repairs
	Repair works that need to be carried out urgently as defined in Section 3 of the Residential Tenancies Act 1997; also includes any fault or damage that makes the property unsafe or insecure.

	Vacant Tenantable
	Status of a property when vacated maintenance has been completed and the property is ready for a tenancy to commence.

	Vacant Untenantable
	Status of a property when vacated maintenance is in progress and the property is the responsibility of the head contractor.

	Key register
	Contains details on the date and time keys are taken by the contractor or tradesman to carry out maintenance on a vacant property, and their expected return.

	Vacant unit maintenance
	Maintenance or repair works carried out on vacant public housing and community-managed properties prior to reletting them to approved applicants.

	Victorian Civil and Administrative Tribunal (VCAT)
	A legal institution set up to administer a number of Acts, for residential tenancies the Tribunal administers the Residential Tenancies Act 1997. The Residential Tenancies List of the Tribunal hears and determines residential tenancy matters.

	Walk-up estates
	Estates where two, three or four storey blocks of flats, with stair access are situated in close proximity.

	Warranty period
	The period the contractor needs to guarantee works, generally six months after the work is complete. (See defects liability period).

	Water service charge
	A charge that the department adds to the rent payable for the provision of water in properties which have bulk water meters.

	Works (or instructed works)
	The work, including the supply of all necessary goods and materials, which the contractor agrees to perform under the contract signed with the DoH.


Purpose & Scope

Purpose
The purpose of this manual is to outline the processes by which the Department of Human Services manages the maintenance of properties that are owned by the Director of Housing and rented out to tenants in public housing and community managed properties.

This manual aims to ensure that the department provides a fair and consistent application of policy for issues relating to the maintenance of public housing and community managed properties.

Scope
The policy and procedures of this manual apply to all clients of the Department of Human Services.

How to use this manual

The procedures should be read in association with the policy and where appropriate, referral should be made to other Housing Manuals, documents and relevant legislation to ensure the intent of the policy is achieved when administering procedures.
Revision History
The following table shows the development of this manual.

	Version
	Amend. / Section Number
	Pages From
	Effective
	Details

	1.0
	
	
	Jan 2002
	· First issue of the manual.

	1.1
	
	3-6

3-14
4-5
	Mar 2002
	· Inclusion of After Hours Emergency contact numbers.
· Clarification of manual reference for gaining access for urgent works.
· Clarification of fencing obligations regarding liability for costs.

	1.2
	
	3-2
	Jun 2003
	· A tenant now has 60 days to apply to VCAT in relation to a request for responsive maintenance.

	1.3
	
	1-7
3-11
	Jul 2003
	· Inclusion of reference to the Home Visit Guidelines in the Tenancy Management manual.

	1.4
	
	Through-out

2-19

3-7
	Nov 2004
	· Amendment to Strategic Asset Management, COMAC and Contract Management Services contact details, and inclusion of email addresses.
· Budget code 446A changed to Maintenance – Vacant Units, MCATs.
· Format updated to comply with DHS publishing guidelines.

	2.0
	
	Through-out
	Jul 2006
	· Reissue of Responsive Maintenance chapter.
· Included the roles and functions of the Maintenance Call Centre.
· Policy and procedure updates arising from the Maintenance Review 2004.
· Incorporated HiiP functionality in Maintenance and Contractor Payments procedures.
· New contact details for Property Services & Asset Management.
· Updated contractual provisions as per the Schedule of Rates 2005-07.

	3.0
	3.1.3



3.1.14

3.2.13


Chapter 4
Chapter 5

Chapter 7


Chapter 8
8.1.1
	3-4



3-14

3-33

Throughout


Throughout

Throughout
8-2
	Jan 2007



Mar 2007
	· Updated authorised delegations in ordering works for responsive and vacant unit maintenance.
· Included the OOH’s asbestos policy.
· Updated COMAC after-hours contact number.
· Included HiiP Categories of Work codes and the ‘Job on Assessment and Pre-inspection’ process in raising jobs.
· Included weblinks to other OOH policy manuals or Intranet sites.
· Changed Aboriginal Housing Board of Victoria (AHBV) to Aboriginal Housing Victoria (AHV).

· Changed Aboriginal Housing Services Officer (AHSO) to Aboriginal Housing Officer (AHO).
· New Minor Capital Works chapter, the capital works which are part of responsive non-priority maintenance works.
· The Fencing chapter has been moved to Chapter 5 in the manual.
· The Contractor Payment chapter has been moved to Chapter 7 in the manual.
· Maintenance Appendix contains all forms, letters and additional information from the other chapters.
· Updated Maintenance budget and HiiP codes.

	3.1


	3.1.7
3.2.3
3.1.13
	3-11
3-20
3-13
	
	· Updated NOS quote requirements.
· Updated information about responsive maintenance – post control.

	4.0
	
Chapter 1


2.1.4

2.1.5
2.2.2
2.1.6
2.2.4
2.2.5
2.2.6
7.1.5
7.2.3
2.2.3

2.2.8
Table 3.1 3.1.3


3.1.7
3.2.2, 3.2.3 7.1.4, 7.2.3
3.1.7, 3.2.2 4.1.6, 4.2.3

3.1.9 3.2.17
3.1.9 3.1.11 3.1.12 3.2.18

3.1.14

3.1.16, 4.1.9

3.2.9
3.2.12
5.1.3


5.1.4


5.1.5
5.1.7


5.2.1
5.2.2

7.1.2
7.2.2
 7.2.5
7.2.3
	Through-out
	
	· Reissue of Maintenance manual to include: 

· Expanded role of the Housing Call Centre

· The role of COMAC in the maintenance of community-managed properties 

· HiiP and HiiP Repairs functionality

· Updated departmental branches and units:
Client Services & Programs, Property Portfolio, Portfolio Management

· Contractual provisions in the current Schedule of Rates, for example, job orders (previously Schedule Contract orders)

· Provisions of the Human rights Charter.
· Replaced the Tenancy Condition Report chapter with Property Condition Assessments chapter.
· HiiP functionality to record data in Property condition reports and to generate Tenancy condition reports.

· Property condition audits for the types of works programs.
· Examples of mandatory make-safe works.
· TV antennas installed by the department are to be retained and maintained by the department.

· A vacating tenant may leave behind an item that is not part of the rented premises. If the new tenant accepts the item as a ‘gift’ from the DoH, they become the legal owner and are responsible for maintaining it.
· Liquidated damages of $50 per vacant property, per calendar day, applied in HiiP Repairs. The head contractor has the option to appeal the application or amount of liquidated damages.

· Where works exceed $5,000, the head contractor may request a time extension within 48 hours of receiving the job if unable to complete a vacant unit maintenance job within the stipulated time.
· Key movements are recorded in HiiP’s Key register.
· The builder issues an Occupancy permit (previously Certificate of Occupancy) when the property is ready for occupancy.

· The handover process for constructed properties is a HiiP function.
· Updated authorised delegations in ordering works for responsive and vacant unit maintenance.
· If the cost variation to works within the original intent of the work order is estimated to be more than $500, approval from the superintendent’s representative is recommended.
· NOS works up to $1,000 requires one written quote; over $1,000 requires three written quotes.
· Contracted maintenance services managed by Contract Management Services.
· Maintenance services managed by Engineering Services.
· Updated the department’s policy on pest control.
· Housing Associations are responsible for managing the maintenance of their properties.
· The first point of contact for complaints is the Housing Call Centre or the DHS Housing Complaints Unit.
· Requests for lock changes may be verbal or in writing. Proof of identification is required of the tenant or their representative requesting the lock change.
· All applicable legal requirements are to be met in negotiating and undertaking fencing works.
· Some discretion is allowed in determining party fence height.
· Fencing documents, including the Notice to fence and Agreement to fence, must be served before fencing works can be undertaken.
· The Housing Call Centre actions urgent make-safe fencing works as responsive maintenance. Major repairs or replacements are managed by the local housing office.
· Legal Services will take action against a private owner/occupier only if they can be identified.
· HiiP functionality in checking, certification and approval of contractors’ invoices. Approval by the nominated approving officer.
· Updated Applying liquidated damages Contractor Notification form LD-A and Waiving liquidated damages letter.


New Revision History Format

	Date
	Chapter
	Section
	Details

	October 2012
	
	All
	· Implementation of new style guide

· New numbering to Chapters
· Updates to terminology and wording changes to clarify procedures throughout
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