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[bookmark: _Toc76409077]Purpose
The purpose of this policy is to advise the way Women’s Housing Ltd (WHL) engages with clients to ensure that they have a voice in the WHL service delivery. It also outlines the expectations of renter’s rights and responsibilities and the way WHL engages with renters.

[bookmark: _Toc484773535][bookmark: _Toc76409078]Scope
This policy is aimed primarily at clients of WHL services including renters, applicants for WHL housing and members of the broader community impacted by WHL policies.

[bookmark: _Toc204749690][bookmark: _Toc204750434][bookmark: _Toc352747123][bookmark: _Toc370826479][bookmark: _Toc484773539][bookmark: _Toc76409079]Renters Rights
WHL is committed to upholding and actively promoting the rights of renters.
WHL recognises the special needs and particular vulnerability of its client group, and the importance of establishing working relationships based on fairness, mutual respect and openness. 
A key element in our approach is the establishment of positive and collaborative working relationships with client support agencies and clients.
The WHL policies and procedures described in this Section are designed to ensure that renters are always informed fully of their rights and obligations, are actively encouraged to exercise them and are empowered to participate in decision making affecting life outcomes.
In formulating these policies, particular attention has been paid to the following documents:
Consumer Affairs Victoria, Guide for Renters and residential rental providers
DFFS One Standards
National Community Housing Standards Manual
[bookmark: _Toc370826480][bookmark: _Toc484773540][bookmark: _Toc76409080]Statement of Renter Rights 
In the context of services provided by WHL, renters and other clients have 
The right to a high quality and professional service which is responsive to the individual needs of homeless women of all ages and backgrounds and their children.
The right to be given an opportunity for maximum participation in decision-making about their lives.
The right to services that are delivered in a non-institutional, non-judgmental and non-directive way, which centre on client autonomy and self-determination.
The right to assessment, information and referral practices which are appropriate to their needs.
The right to be fully informed of service expectations, rules or conditions.
The right to be provided with information that is clear, accessible and easily understood.
The right to a grievance procedure that is transparent, empowering and effective.
The right to privacy and relative confidentiality.
The right to housing that is free from verbal, physical, emotional and sexual abuse.
The right to provide feedback on their experience of using this service.
The right to a timely and accurate response to all enquires.
The right to clean, well-maintained and safe living conditions in accord with OOH standards.
[bookmark: _Toc370826483][bookmark: _Toc484773542][bookmark: _Toc76409081]Assisting Clients to Exercise their Rights: Organisational Culture
The establishment of a client-centred, rights-based culture within WHL is considered crucial to upholding client rights. 
WHL will foster continuously an affirmative culture — across the organisation — that accepts and protects the rights of clients.
In practical terms, this will be produced and reinforced within:
Board and Staff Recruitment 
Board and Staff Orientation 
Ongoing Training 
Board and Staff Codes of Conduct
Written position descriptions and work procedures
All correspondence with clients
Protocols with Support Agencies
Safe, secure and client friendly environments 
[bookmark: _Toc370826484][bookmark: _Toc484773543][bookmark: _Toc76409082]Accessible Information on Rights
WHL will endeavour to facilitate and provide high standards of client access to information about their rights.
All WHL outreach office reception areas will provide leaflets outlining client rights and obligations.
Interagency agreements and protocols with support agencies will incorporate clear policies and guidelines relating to client rights, client confidentiality, and complaints and appeals 
All WHL staff responsible for client contact will actively seek feed-back from clients. If WHL is unable to satisfy a client in any area of service, then WHL will provide a sympathetic response, including advice to the client about their rights and the WHL complaints and appeals procedures.
Clients who request information on their rights will be provided accurate verbal advice and a comprehensive information package.
Clients with English as their second language will be assisted with an interpreter service. 
Renter’s rights and responsibilities are formally spelt out in standard RTA residential rental agreements and occupancy agreements used by WHL. At sign up the Tenancy Officer will verbally summarise these rights and responsibilities for the Renter and provide other verbal and documentary information to fully inform and assist the client about their rights. 
The WHL information kit provided at this time covers a range of matters including:
Renter Rights and Right of Complaint and Appeal 
Consumer Affairs Victoria, Guide for Tenants and residential rental providers
Privacy Information
WHL worker roles, information handling and complaint processes 
Renter Satisfaction Surveys
All of this information may be explained in the presence of a support worker who can advocate on behalf of the client if they believe the Renter’s rights have been impinged.
All correspondence advises Renters of their avenues for complaint or whom to contact if they disagree with contents.
[bookmark: _Toc370826485][bookmark: _Toc484773544][bookmark: _Toc76409083]Reviewing Performance
WHL will monitor its performance on upholding client rights through several review processes.
WHL will seek feedback from Renters through various surveys, exit interviews and renter and support workers meetings.

[bookmark: _Toc204749691][bookmark: _Toc204750435][bookmark: _Toc352747124][bookmark: _Toc370826487][bookmark: _Toc484773545][bookmark: _Toc76409084]Renter Participation
WHL considers renter participation in decision making as not only an important right but also a crucial mechanism for evaluating and continuously improving its services. 
Renter participation in WHL processes will be facilitated and encouraged through:
feedback from renters through surveys, property inspections and exit interviews;
renter participation in organised meetings;
the operations of WHL House Meetings; and 
feedback from WHL staff and renter support agencies
Renters are encouraged to provide their email address so that we can maintain communication with renters via email.
[bookmark: _Toc370826488][bookmark: _Toc484773546][bookmark: _Toc76409085]Surveys, Inspections, and Interviews
[bookmark: _Toc370826490][bookmark: _Toc484773547][bookmark: _Toc76409086]Annual Survey
This survey is distributed annually to all current renters and seeks renter feedback on a range of issues related to the quality of WHL staff performance and service.
This data is collected, and a written report is provided to the Board, CEO and staff.
[bookmark: _Toc370826491][bookmark: _Toc484773548][bookmark: _Toc76409087]Exit Surveys 
WHL mails exit interviews to renters when they are vacating the property.  In time, this information will be provided to renters via email.
The exit interview will ask questions about:
Suitability of WHL property
Exit information
Levels of satisfaction with property management
Levels of satisfaction with staff at WHL
This data is analysed by the OM and a report is provided to the CEO.
[bookmark: _Toc370826492][bookmark: _Toc484773549][bookmark: _Toc76409088]Routine Property Inspections 
Routine inspections allow the WHL Tenancy Officer to engage with the renter and discuss issues pertaining to the property or their current tenancy.  Workers act on the feedback as appropriate and note any action taken on CHINTARO.  
[bookmark: _Toc370826493][bookmark: _Toc484773550][bookmark: _Toc76409089]Renter’s Information Sheets
Information Sheets targeted at renters in specific housing and/or housing clusters is produced as required.  The purpose of the information sheets is to inform and engage Renters and provide useful tips around housing, budgeting, other women’s and generalist services and articles of interest pertaining to the property.
[bookmark: _Toc76409090]Communication
Since March 2020, the world has been subject to COVID 19.   This has impacted the way in which we communicate with all.  Tenancy Officers will seek to maintain regular contact with vulnerable renters during lockdowns.  All renters will be contacted at lease twice per annum by phone to ensure all is well with the tenancy.

[bookmark: _Toc204749692][bookmark: _Toc204750436][bookmark: _Toc352747125][bookmark: _Toc370826496][bookmark: _Toc484773552][bookmark: _Toc76409091]WHL Renter Group
The WHL Renter Group represents women and men housed in WHL Community Housing Program.
Its fundamental role is to inform WHL about the range of needs of the women and men housed in community properties.
It is empowered to provide feedback and advice about the full range of WHL services and how renter services and property maintenance might be improved.
Each development site will have its unique group.
At times, representatives from all groups may be invited to provide input into new developments and policies and procedures of the organisation.
[bookmark: _Toc370826497][bookmark: _Toc484773553][bookmark: _Toc76409092]Composition of Renter Group
Members of the Renter’s Group may be:
Current Renters of WHL community housing
WHL employees
[bookmark: _Toc370826498][bookmark: _Toc484773554][bookmark: _Toc76409093]Renter Group Commitments
Members of the Group will be expected to maintain a level of client confidentiality within Group proceedings and will be required to sign a confidentiality agreement as a condition of their participation. Essentially this requires that they will observe the privacy rights of other renters and not disclose information that will infringe these rights.
[bookmark: _Toc370826499][bookmark: _Toc484773555][bookmark: _Toc76409094]Group Meetings and Agenda
The Group will meet at six-month intervals and the agenda is set by the renters and WHL.  Minutes are taken by a WHL representative and WHL undertakes to send out the minutes. 
As a rule, it is expected that meetings will address broad issues.
While it is recognised particular problem cases can form part of important general discussion, the purpose of Group meetings is not to resolve specific issues relating to a particular client or property. These should be handled by the WHL Complaints and Appeals process. 
The Tenancy Officer will attend meetings.
Advice and recommendations arising from Group meetings will be reported to the OM. 
[bookmark: _Toc76409095]Women’s Advisory Group
WHL created a Women’s Advisory Group in April 2018. This group provides a renter’s voice into the operation of WHL.  This group meets with the OM at least two times per year.  The group can also be called upon to provide a renter’s insight into new projects and processes that WHL are considering.
The group has developed a Term of Reference document and has elected office bearers.

[bookmark: _Toc204749693][bookmark: _Toc204750437][bookmark: _Toc352747126][bookmark: _Toc370826502][bookmark: _Toc484773557][bookmark: _Toc76409096]Access to Services of WHL
WHL aims to ensure that all applicants and Renters receive fair and equitable access to WHL services and service opportunities through
The institution of transparent non-discriminatory practices and procedures in all service areas.
Identification and removal of barriers to access experienced by different client groups
Practical measures that provide ease of access to facilities and service staff.
[bookmark: _Toc370826504][bookmark: _Toc484773559][bookmark: _Toc76409097]Operating Hours
WHL operates during the core hours of Monday to Friday, 9am to 5pm.  However, since March 2020, many WHL staff have been working remotely.
[bookmark: _Toc370826505][bookmark: _Toc484773560][bookmark: _Toc76409098]Telephone Service
WHL operates as a telephone contact point for clients and support agencies seeking information and other services.   Although there is a central reception point, each Tenancy Officer is provided with a unique phone number and a mobile phone.  It is expected that both of these numbers are provided to renters at time of signing agreement.  WHL has a commitment to answer the phone and to respond to all calls in a pleasant, respectful and receptive manner that enables all callers to communicate their needs easily and effectively.  The answering services provides support when staff are engaged in other activities or when there is an unusually high level of demand.   It is expected that all calls are returned within 48 hours.
Outside business hours, an answering machine will be employed. The answering machine message will contain information and referral points to assist with client emergencies.
An after-hours telephone service is provided to renters in case of an emergency relating to the property.
[bookmark: _Toc76409099][bookmark: _Toc370826506][bookmark: _Toc484773561]Social Media
WHL has a Facebook page that provides general information to renters and clients. 
The WHL website contains information and a series of fact sheets for renters and clients such as:
Client Rights Information
Privacy and Confidentiality Information
Rental Charges and how they are calculated
How to pay rental
The website also details information about community development activities.
WHL has met with the Women’s Advisory Group to review the information contained on the website and Facebook.  A page has been set up to tell renter stories and information about renter activities.
[bookmark: _Toc76409100]Physical Access
Clients, renters and support agency staff may attend the WHL office however WHL tends to operate business over the phone or at the properties.
The physical setting of the office allows for disabled and pram access. It has a comfortable waiting area, a private interview room, and toilets.  
[bookmark: _3.4.4_Culturally_Appropriate_Servic][bookmark: _Complaints_and_Appeals]Wherever possible, WHL will undertake meetings with renters and support workers at times to suit the needs of clients and enhance access.

[bookmark: _Toc484773536][bookmark: _Toc76409101]Relevant Legislation
The Charter of Human Rights and Responsibilities Act 2006 (Vic)
Residential Tenancies Act 2021
Housing Act 1983 (Vic)
Information Privacy Act 2000 (Vic)
Privacy Act 1988 (Cth)

[bookmark: _Toc484773537][bookmark: _Toc76409102]Related Documents
Housing Registrar Performance Standards 2014
WHL Complaints and Appeals Policy
WHL Human Resources Policy
WHL Information Privacy Policy
WHL Use of Interpreters Policy
Complaints Register
Complaints and appeals forms
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