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Website:
Phone: (07) 40316702
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Introduction
Why is this booklet important?
This booklet has been created with you and your family’s safety and
responsibilities to keep a successful tenancy. It has lots of great ideas to
keep your home safe and to keep your tenancy.
Homes are very special and it is where your family comes together. Caring
for your home can take a lot of time and energy. It is important for you to
know the steps to keep a successful tenancy.

You should call the office on 40316702 and ask to speak to your Housing Officer around
any of the following issues/concerns/questions:
Maintenance and repairs
Property inspections
Rent payments
Change of household details
Assistance to maintain your tenancy
Compliments and Complaints
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Starting your New Tenancy

You are moving into your new home and having the electricity/gas connected is
very important to ensure your new home is ready for you and/or your family to
move in.
• You may need to supply photo id such as a Driver’s Licence or 18+ Card.
• Pay by Centrepay – Consider having regular money deducted from your Centrelink payments to
cover your electricity bill, that way you won’t be faced with paying a big lump sum of money. You can
start, change, suspend or cancel your Centrepay deductions at any time
To connect power to your home. Please Contact Ergon Energy on: 13 10 46 (7:00am &
6:30pm Monday to Friday)

This report records the condition of the property at the start of your tenancy. You
need to complete it and return a signed copy to your Housing Officer within 3 days.
Your Housing Officer will give you a copy of the final report within 14 days. If you
have any trouble completing the report or returning it within the three days,
please contact your Housing Officer.
Tips when completing your Entry Report:
• Take a photo or write down the electricity/gas and water meter reading numbers when you move in.
• Take photos of anything you feel may be unclean or damaged when completing your Entry report.
This will help you at the time you leave your property.

During your Tenancy
As the tenant it is your responsibility to keep your home clean and tidy. Try to carry out your general
cleaning tasks on a regular basis, this helps to ensure that it won’t become too big when preparing for an
inspection or at the end of your tenancy.
Top Cleaning tips:
o
o
o
o

Sweep/vacuum and mop the floors
Clean the kitchen, benchtops, cupboards, doors, grill, hotplates
Clean the oven
Clean the toilet and shower.
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o Try to clean off any surface mould from walls, ceilings in shower or
bathroom, also clean any shower screens and mirrors
o Clean any marks from walls, doors and other surfaces in your home
o Fans wiped to remove dust, this helps prevent rust
o Remember to mow the lawn, edge and weed any garden areas, and
dispose of any garden rubbish
o Regularly clean (swept and tidy) any other outside areas
Testing your Hot Water System: Your hot water system is very
important to your household for showering, cooking and washing clothes. It's easy to
test your hot water system. As shown in this picture, you just pull the release valve to
release any pressure. Testing this a couple of times a year may prevent your hot water system breaking.

Adding or Making Alterations in or to your Home:
Making Alterations: Alterations include renovations and the installation of fixtures, such as air
conditioners, railings, ramps and sheds. You should not make any alterations to the home without the
written consent from ACHC.
Note: If you want to make an alteration to the property e.g. installing an air conditioner, you need the
permission of your Housing Officer. If approved you will be responsible for the installation costs. You will
be required to remove this fixture when the tenancy ends also at your cost. Any damage and costs incurred
with the installation and removal of the fixture will be forwarded to you for payment.

Notifying your Housing Officer of damage & requesting repairs: The first
step to getting repairs done is to make sure that you notify your Housing Officer.
You can do this over the phone, or by completing a (Maintenance Request
Form) and forwarding this either via email or in person at the office.
Remember: It is your responsibility to notify your Housing Officer of any
damage to the premises. If the damage is caused by you or your visitors then
you will be responsible for the repair costs.
Emergency Repairs: It is important to immediately notify your Housing Officer of the need for an
emergency repair. Important: After hours Emergencies Contact Number: 1300 782 586 - This can
only be used outside normal office hours Monday to Friday (9am – 4.30pm and 9am – 3pm on
Wednesdays).
Emergency repairs include:
•
•
•
•
•
•
•
•
•
•
•

a burst water service or a serious water service leak
a blocked or broken toilet
a serious roof leak
a gas leak
dangerous electrical fault
flooding or serious flood damage
serious storm, or fire
failure or breakdown of the gas, electricity or water supply to the property
failure or breakdown of an essential service or appliance on premises for hot water, cooking or heating.
fault or damage that makes the property unsafe or insecure
fault or damage likely to injure a person or damage property
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serious fault in a staircase, lift or other common area or premises that stops a resident gaining access
to, or using, the property.
All other repairs are considered to be routine repairs.
•

Lifts:
If there is a lift at the complex where you live, please report any issues to the appropriate lift company.
OTIS: 1800 626 847

KONE: 1300 362 022

Bins/Rubbish:
It is each tenant’s responsibility to take their rubbish out every week. Please keep your bins clean. Access
Housing does not have a rubbish removal service. For more information please refer to the document
provided to you at sign-up from the Cairns Regional Council.

Pets:
All requests for pets should be forwarded to the Housing Officer for approval. You need to complete a pet
application and have it approved before bringing the pet home. Not notifying your Housing Officer that
you have pets is a breach of your tenancy agreement. Pets are not encouraged at complexes for both the
wellbeing and the impact on others if there are a lot of other pets.

Parking:
Vehicles are to be parked in the car spaces available to tenants. Please do not
park on the lawns, footpaths, garden areas or common areas in the complex. We
appreciate that there will not be enough car spaces for all tenants so you may
have to park on the street at times. Please ensure that your visitors’ vehicles do
not block other tenants or neighbours’ parking areas and driveways.
The onsite parking is for residents’ vehicles only and limited only to one park
per household (due to limited spaces). There are no allocated parking spaces,
except where marked for disabled parking. Please be considerate of other residents
when using the carpark and do not leave any dangerous tools or chemicals around. Please be mindful of
children.
No unregistered vehicles are to be kept on the property. Your Housing Officer may be able to give you
information on how to register your vehicle or information on how to have it towed.

Pay TV:
Prior permission is required for requests of any satellite services. Please consult your Housing Officer.

Safety:
The emergency contact number for Fire, Ambulance and Police is 000 or 112 from your mobile phone.
In case of other emergencies please contact:
PoliceLink: 131 444 SES: 132 500
Lifeline: 131 114
DV Connect: 1800 811 811

Smoking in your Home:
Important: All tenants must be mindful that smoking is not allowed in any ACHC
houses or units. If the smoke alarm is set off because you were smoking in the
property you will be billed for any call out e.g. fire brigade costs approx. $1000. As
smoking is not allowed in any of our houses or units, it is considered a breach of
your tenancy agreement.
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Smoke Alarms:
In Queensland all homes must have working smoke alarms fitted. Having
working smoke alarms in your home is very important for you and your
family’s safety.
To ensure that all smoke alarms in your home are working properly, please consider
the following:
• Test and clean (by vacuuming or dusting) smoke alarms at least once every 12 months
• Replace any flat or nearly flat batteries
• Advise the Property Officer if there is any issue with the alarm (apart from batteries)
• Allow the Property Officer and/contractors right of entry to install smoke alarms.
The tenant must not remove a smoke alarm, remove the battery (other than to replace it) or do
anything to reduce the effectiveness of the alarm (e.g. paint it).
For more information go to Queensland Fire and Emergency Services website: www.qfes.qld.gov.au

Personal Details:
Please advise your Housing Officer if any of your personal details change as soon as possible. This includes
your phone number, Centrelink income, employment, additional members to your household or if you are
going away.

Next of Kin Details:
It important for you to provide your next of kin details in case of an
emergency. This person should be a family member and should have a
contact number. It is essential for every tenant to have a next of kin or an
emergency contact person.

Changes in household members:
You should always inform your Housing Officer of any new household members who join the household
e.g. children or extended family. The household members form will be provided to you to complete.

Absences away from your Home:
Being away from your home: If you are going to be away from your home for any
significant length e.g. more than 5 days you should contact your Housing Officer.
Whilst you are away you must always continue to pay rent. It is important that
you not give your key to someone else e.g. family or friends while you are away.

Common Access Security Gates, Lost or Misplaced Keys:
Common Keys for Security Gates/Doors are not to be given or loaned to non-tenants and should be
locked at all times. Security Gates are in place to reduce the risk of crime and increase the level of
security/safety for you and other tenants living within the complex.
Lost or misplaced Keys – If you lose or misplace your keys please contact your Housing Officer.
Office Hours: You can collect the master key/s from our office and return them by 4:30pm the following
business day. If you make a copy of the keys in this time, you must inform ACHC of how many sets were
made.
After Hours: If you lose or misplace your key and decide to use a locksmith outside of business hours, it
will be at your cost.
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Respecting your Home, your Neighbours and your Community:
As a responsible Tenant and Neighbour, please consider the
following:
• Noise is a very common cause of disputes between neighbours. If
you can, try to sort out the problem with your neighbour. It is
always best to find a solution to problems together and keep the
peace with your neighbours.
• Think about the best way to raise the issue and be constructive
and suggest ways to solve the problem rather than complaining,
blaming and demanding.
• Any aggressive/violent behavior, excessive noise/disruptive
behaviour or any behaviour which may disturb the peace, comfort
or privacy of other tenants or neighbours is not acceptable and
will not be tolerated.
• Be aware that you are responsible for your visitors and their behaviour.
• Neighbourhood problems can be very upsetting so please be mindful when talking to neighbours to:
 stay calm
 explain how the problem is affecting you
 give your neighbour a chance to tell their side of the story
 be prepared to listen and let the other person know you are listening
 try working on a resolution together
 take time to work on a solution and get it right
IMPORTANT: All tenants have the right to quiet enjoyment of their home. All household members and
visitors must respect the rights of their neighbours to feel safe and comfortable in their home.

Paying Rent on time:
Tenants should always pay their rent on time. If you pay rent through Centrepay, you should not in
any circumstance stop or cancel your Centrepay deduction without discussing it with your Housing
Officer.
If for any reason you stop paying rent and fall behind, you should contact your Housing Officer straight
away to find a way to catch up. A Repayment Arrangement is a plan where any rent arrears can be paid
back over a period of time (on top of normal rent payments). You and your Housing Officer would need to
agree on the plan including the amount and frequency.
Rent in Arrears Process:
If at any time during your tenancy you fall more than 7 days behind in your
rent, your Housing Officer can give you a Notice to remedy breach
(Form 11) and 7 days to pay the overdue amount. If you pay the overdue
rent within that timeframe the breach is remedied and the tenancy
continues.
Important: If you do not pay the rent arrears, your Housing Officer can give you a Notice to leave
(Form 12), giving you 7 days to move out.

Rent reviews:
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Every year you will be sent a letter asking you to provide information about the people living at your
property and details of your income. If you do not provide the income information when requested then
your rent will increase to market rent.

Entry to your Home:
During your tenancy, your Housing Officer will carry out inspections of
your home. The inspections are an opportunity for the Housing Officer to
check the condition of the premises and see if there is any maintenance or
repairs needed to keep your home safe and in a good condition. Generally
these inspections will occur every 3 months. If there is a need for your
Housing Officer to enter your home for any follow up around repairs or
maintenance, your Housing Officer will contact you to arrange a suitable
time.
In most cases, your Housing Officer will post or hand deliver you an Entry Notice (Form 9). All details of
entry including time, date and reason will be listed on the entry notice. Where entry is requested/required
outside of normal business hours, a reasonable time will be arranged with you. If you receive an Entry
Notice (Form 9) and you have trouble understanding it or concerns about the date and time, please
contact your Housing Officer to discuss, as soon as possible.
Please be aware that there may be occasions your Housing Officer will contact you to ask if they can attend
or inspect your home without an Entry Notice (Form 9). If this occurs, you will be able to negotiate a
reasonable time with your Housing Officer, by phone, email or text. If you need to change the time or date,
it is important to let your Housing Officer know as soon as possible.

Fire Safety Evacuation Plan and Information
We recommend that you create a fire safety evacuation plan. In a fire, you will
only have a few minutes from the sounding of the smoke alarm before your life is
seriously threatened by fire or smoke. It is very important that you prepare and
practise an escape plan, and that everyone in the household knows what to do in
an emergency.

You Should:
•
•
•
•
•

Start with a floor diagram of the home
Make sure that everyone knows the sound of the smoke alarm and what to do if a fire occurs
Plan escape routes. Identify a primary escape route out of every room, then pick a secondary route in
case the first is blocked by fire. Always plan two ways out of each room
Select a meeting place outside the home (e.g. near the letterbox). Make sure everyone in your
household knows to meet there should a fire occur in your home.
Dial triple zero (000) - the number to call in an emergency - from a neighbour’s home or mobile phone

Teach your family and friends to:
•
•
•
•
•

Use the back of your hand to check closed doors for excessive heat before opening.
Crawl low as smoke and heat will build from the ceiling down.
Close doors behind them as they exit. This helps to limit the spread of fire and smoke.
Account for all people in house.
If anyone is missing, tell the fire service. DO NOT return to the house.
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This information has been sourced from www.fire.qld.gov.au and has been edited in minor detail for best
practice and education use for Access Community Housing.
IMPORTANT: If you live in a complex you will have an annual fire inspection which you will be
expected to participate in.

Ending your tenancy
Moving out of your home:
When you’re preparing to move out, remember the following:
 If you are moving out into private rental, Department property, or relocating you
should let your Housing Officer know as soon as possible.
 You should continue to pay rent until your tenancy ends. This includes the date
shown on the Notice to Leave (Form 12) or the Notice of Intention to Leave
(Form 13).
 Organise for the removal of all your furniture and personal items. Make sure you leave the property in
a clean and tidy state. If you have had a pet you will need to have pest control attend the property.
 It is your responsibility to remove all your things from the premises by handover day. If you leave
behind personal documents we will give them to you within 7 days. If we can’t contact you we will give
them to the Local Office of the Public Trustee.
Review information on Goods Left Behind
https://www.rta.qld.gov.au/Resources/Fact-sheets/General-tenancy-fact-sheets/Goods-anddocuments-left-behind-fact-sheet
 Remember to complete a copy of the Exit Condition Report (Form 14a). It’s up to you to complete
this form and it will help you if there is a dispute over your bond. You may consider taking photos of
the premises to support your completed condition report and remember to record the water meter
reading. If possible, arrange a time with your Housing Officer to do a joint final inspection of the
premises to go over the exit report. Give a copy of the exit condition report to your Tenancy Officer.
 Arrange a time with your Housing Officer to return all the keys, including
any that have been cut during the tenancy. Make sure you give your
forwarding address to your Housing Officer.
 Arrange to cancel any services you have connected to the premises (for
example electricity, gas, telephone, etc.)
 Arrange with your Housing Officer for the Refund of Rental Bond (Form 4)
to be completed and signed, and always keep all of your documents in a safe,
handy place – they are important documents that may help if there is a
dispute over your bond
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Access Community Housing Company
Client Service Charter
Client Services Values
Access Community Housing will treat our users, partners, and stakeholders with empathy, respect,
cooperativeness and diligence.
Our Service Commitment
The Client Service Charter guides Access Community Housing’s commitment to our clients. We value our
clients and have introduced this charter as an expression of our firm commitment to providing a high
standard of service, and ensuring consistency and sustainability in our tenancy management.
Our Client Service Standards
Access Community Housing actively pursues the highest level of service standards in the provision of
housing to our tenants, landlords, support agencies and government departments. Our services are
administered in accordance with Access Community Housing policies and procedures. We monitor and
review our performance consistent with our commitment to the continuous improvement of the service we
provide.
Tenants’ Rights
How will Access Community Housing Provide quality services to our tenants?
Access Community Housing will:
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Address: 208 McLeod Street, Cairns Qld 4870 Phone: 1300 744 263

Hours: Mon to Fri 9am–5pm

The Board of Directors and staff like to receive feedback from tenants about the positive and
negative aspects of the service. You can share your thoughts and experiences with us in person, by
phone, my mail or through the tenant’s survey or by dropping a note into the feedback box in
reception.
Complaints and Appeals Process
The staff and Board of Directors endeavours to use any complaints and appeals to improve the
housing service. Any tenant’s grievances will be promptly acknowledged and investigated. Tenants
will continue to receive respectful service. If you have a complaint:
 Attempt to resolve the matter with the person concerned.
 If it cannot be resolved contact the Operations Manager about your complaint.
 If you are not satisfied or you prefer, you can lodge a written complaint to Access Housing.
This can either be posted Attention: CEO, Access Community Housing Company Ltd., PO BOX
7381, Cairns, QLD 4870 or hand delivered to the Access Housing office.
 Access Housing will provide a written response to the tenant as soon as practical after receiving
the report.
 In the event of an unsatisfactory outcome, the tenant may request external mediation.
Full details of the ACHC complaints policy and procedure are available in Complaints Management
Policy and the associated Client Complaints Resolution Procedure documents available from your
housing officer of from the ACHC website at achc.org.au.
Newsletter
We provide a quarterly newsletter around a range of important issues and provide relevant
information about tenant issues, and what’s going on in the community. You can make suggestions
for what you want to see in the newsletter.
Tenant Meetings
Meetings are organised so that tenants can discuss housing issues that are important to them, and
to be provided with housing and community information.
Regional Tenants Advisory Group (RTAG)
This is a group that includes tenants from the Department of Housing
and Public Works and Access Community Housing. The group meets
bi-monthly to raise concerns/issues and provide feedback around
different topics. It is an opportunity to provide input about tenant
issues that can be fed back to the Department and Access for followup.
Tenant Survey
Each year tenants are asked for their feedback about the services that Access Housing provides.
This information is used to help improve service delivery.

Access Community Housing (ACHC) respects our tenant’s right to privacy and the quiet enjoyment
of their homes. We believe that good communication is the key to staff and tenants building and
maintaining a respectful and trusting relationship. We hope to provide you with the opportunity to
maintain a successful tenancy.
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