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[bookmark: _Toc138335663]Purpose
The purpose of this policy is to inform renters about how to access and manage keys to their property in a secure manner. The security of renters is extremely important to WHL and renters should ensure they exercise vigilance and care over their keys at all times. 

[bookmark: _Toc391906727][bookmark: _Toc454310064][bookmark: _Toc138335664]Scope
The policy applies to all properties and tenancies. 

[bookmark: _Toc138335665]Allocation of Keys to Renters
All renters will be provided with keys/fobs at time of signing the rental agreement.  Keys provided to renters will be photocopied and placed on renter file with all other documents.
Each renter will be provided with two keys/fobs at time of signing the rental agreement. 
In some Rooming Houses, residents will be required to be provided with a key code so that they can access the building. This ensures that only residents can access the building, and all visitors should be greeted by the resident at the door for access. 
[bookmark: _Toc138335666]Renter - Loss of Key/Fob
Renters can direct all key requests to their Tenancy Officer. Keys will not be provided to a renter without Tenancy Officer approval.  Renters will provide ID if they have lost a key. If a secondary contact (e.g., family, support worker) is picking the key up, the renter must pass their name onto the Tenancy Officer and ID will be checked at the time of pick up.  A fee of $20 is charged for replacement keys and added to the renter’s account. 
Renters will be charged for lost keys that result in the entire locking system having to be replaced. 
[bookmark: _Toc138335667]Duplication of Keys
WHL utilises secure key systems and keys cannot be duplicated by a renter.  Generally, WHL does not permit renters to change locks on properties. Where this has occurred, renters will be issued with a Repair Notice indicating that WHL will re-instate the secure key system and pass these costs onto the renter. 
[bookmark: _Toc138335668]End of Tenancy
At the conclusion of a tenancy, the Tenancy Officer will ensure that all allocated keys/fobs have been returned.  Where there is concern that keys have not been returned, then the locks will be changed to ensure safety of the new renter. If this occurs, renters will be liable for the cost of replacing the locks. 

[bookmark: _Toc138335669]Key & Lock Maintenance
If a renter believes their lock is faulty, they must report this immediately to their Asset Officer. Some buildings utilise an electronic locking system with fobs. If the fob reader begins to flash red twice before opening, renters should contact WHL immediately to facilitate a battery replacement. If a fob does not work, renters should immediately contact their Tenancy Officer to investigate and rectify this. 

[bookmark: _Toc138335670]Renter Lock Outs
Renters are provided with 2 keys/fobs at the commencement of their tenancy and are encouraged to leave the spare key/fob in a safe place with a trusted friend / relative. Renters should note that lockouts should be prevented as much as possible, as the cost of locksmith callouts will be passed onto the renter.

If a renter finds themselves locked out, they have two options: 
· During business hours, renters can attend the WHL Office in Cremorne to collect a spare key/fob at a cost of $20. To facilitate this, renters should call their Tenancy Officer. If the renter is unable to attend the WHL office, they may request a locksmith attend to provide them access. Renters will be liable for the costs of locksmith services. 
· After business hours, renters can call the after-hours service and agree to pay for the cost of a call out. Renters may choose to wait until the following day and pick up a new key from the WHL office if they are not willing to accept these costs. 

THM after hours service: 13 11 72
Community Housing after hours service: 9412 6816

[bookmark: _Toc138335671]Family Violence
WHL is compliant with the Family Violence Multi-Agency Risk Assessment and Management Framework (MARAM) and takes a trauma informed approach to situations involving family violence. WHL acknowledge that property security is a key concern for victim-survivors of family violence. 

Renters who are experiencing family violence but wish to remain at their property will be encouraged by WHL to change their locks where necessary. Where keys are on a master system, WHL will arrange for new locks as a matter of urgency. 

If renters are experiencing financial hardship and cannot repay the costs of a lock change, WHL will try to secure funding from the Housing Establishment Fund (HEF). Where this isn’t possible, WHL will refer renters onto the Victorian Government’s Victims of Crime website and the Domestic Violence Resource Centre Victoria website, who may be able to assist with costs. 
Women’s Housing Limited acknowledges the Traditional Aboriginal Owners and Custodians of the land on which we work. We pay our respects to Elders past, present and emerging.
We acknowledge the diversity of Aboriginal Victorians, their communities and cultures, and the intrinsic connection of Traditional Owners to Country. 
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