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1 Purpose
The purpose of this Policy is to:

e Ensure transparency and accountability for
our applicants, residents, their advocates and the general public; and

¢ COutline the overarching principles that will support Housing Choices Tasmania (HCT)
staff to understand HCT’s approach to monitoring the rental accounts of residents
and managing rental arrears.

2 Scope

This policy applies to the following entities within the Housing Choices Australia Group:
Organisation Abbreviation ACN

Housing Choices Tasmania Limited HCTL 147 840 202

3 Policy Statement

Managing rental arrears will be undertaken with compassion, respect and in a timely
manner. All correspondence to the resident regarding their arrears account will be followed
up in writing. All correspondence and records will be stored in a confidential manner.

All transactions will be transparently recorded, with all associated documentation, including
an up to date rent ledger. These will be readily available to the resident or their authorised
advocate.

HCT charges residents a tenant contribution towards their rent. Residents are responsible
for ensuring that their rent and other charges are paid in full when due.

Rent arrears can be a serious problem as they limit HCT’s ability to provide services and
they place a resident’s tenancy at serious risk.

Residents are required to pay rent weekly or fortnightly in advance and HCT staff
will monitor the payment of rent and other charges. As soon as a payment is missed (not
received by the due date) or underpaid, the account is in arrears.
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HCT has an early intervention strategy for arrears management and follows our internal
procedure. Residents are encouraged to speak to HCA staff before they get into difficulty
with their payments.

All efforts will be made to engage with residents to rectify an arrears situation, including
linking in with available supports, in order to sustain their tenancy with HCT.

3.1 Managing Rent

HCT charges rent and receives rental payments and rental contributions consistent with the
Residential Tenancy Act, TAS, 1997 and in accordance with the HCT Rent Setting Policy.

HCT staff will regularly monitor rental ledgers and, in accordance with the HCT Rent Arrears
Management Procedure, will alert the resident of missed or inaccurate rental payments.

It is a condition of a resident’s tenancy with HCT that they provide current proof of
income immediately when:

The resident’s income changes;

The income of another member of the tenant’s household changes;
The household composition changes; and/ or

HCT request that information.

When the resident provides HCT with information that their household income has changed,
the tenant contribution will be adjusted to the date the income changed. This may result in a
backdate which may result in rental arrears. When this occurs, the normal arrears
management processes are followed.

3.2 Tenant engagement / Non-payment of rent

HCT acknowledges that from time to time issues arise and rent is not paid. HCT staff are
committed to engaging with the resident in a timely manner to discuss these issues,
negotiate rent payment plans where sustainable and assist the resident to engage

with appropriate support services.

In the event that the resident is still unable to meet their lease obligations with respect to
rental payments, HCT will commence legal proceedings to end the tenancy.

3.3 Disputes

Where there is disagreement in the calculation of rent or the amount owing, HCT is
committed to working with the resident to resolve these matters. The HCT rent ledger and
other associated documentation will be made available to the

resident, support services and/or their advocate. Information regarding advocacy services,
such as the Tenants Union of Tasmania will also be provided.

If a resident disagrees with a decision HCT has made in relation to their rental arrears, they
are encouraged to first discuss their concerns with their nominated Housing Officer. If the
matter is not resolved, residents may choose to lodge a complaint through HCT's formal
complaint process.



4 References:
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LEGISLATION & STANDARDS

RELATED INTERNAL DOCUMENTS

e Residential Tenancies Act 1997 (Tas)
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English:
If you need an interpreter, please call TIS National on 131 450 and ask them to call Housing Choices Australia on 1300 312
447. Our business hours are 9am to 5pm, Monday to Friday.
You can also visit the TIS National website for translated information about the service TIS National provides. Visit:
www.tisnational.gov.au

Arabic:

2 JhaiVl agie allal 5 131 450 A0 e Lih sl TIS 2 JuaiVl oa s can e ) dalay <€ 13)
Ly Aalall deall el 1300 312 447 ) s = Housing Choices Australia
.9am to 5pm, Monday to Friday

www.tisnational.gov.au 5L a8 Aih i TIS et (3l lesdl) J o Slaslae o Jpanll Gl o)l TIS adse 55 Liadf iy
Farsi (alt Persian):

Ll el 515 2,80 il 131 450 JUds i 0l o jledi b ikl eyl Sl aa jia 40 S
) 9am to 5pm, Monday to Friday L S celu 31,8 (e 1300 312 447 sl < Housing Choices Australia

43,05 4aa je 2 )8 JUE L 48 lead 3 5e 0 ile DUl (gl JUES (e Sl s 40 2155 e Cines Ledwww.tisnational.gov.au
Vietnamese:

Néu quy vi can thong dich vién, xin hay goi cho Dich vu Thong Phién dich Quéc gia (TIS Quéc gia) theo s6 131 450 va yéu cau
ho goi cho Housing Choices Australia theo s6 1300 312 447. Gio lam viéc cla chung toi la 9am to 5pm, Monday to Friday.

Quy vi ciing c6 thé vao tham trang mang cta TIS Quéc gia dé cé théng tin vé céc dich vu ma TIS Quéc gia cung cap. Hay vao
tham www. tisnational.gov.au

Somali:

Haddii aad u baahan tahay turjumaan, fadlan ka wac TIS National taleefanka 131 450 waxaad ka codsataa inay kuu wacaan
Housing Choices Australia iyo 1300 312 447. Saacadaha Shagadu waa 9am to 5pm, Monday to Friday.

Waxaad kaloo boogan kartaa website-ka TIS National ee macluumaadka turjuman oo ku saabsan adeegga TIS National ay
bixiso. Ka eeg: www.tisnational.gov.au

Simplified Chinese:

MBEFBEOFR - BRITTIS National FIEEIE131 450, Bt 13T EB1E 44Housing Choices Australia, 21551 © 1300 312
447, FENIWE Y82 9am to 5pm, Monday to Friday,

{RtL BT LLIAEITIS National BIRIEs, T #ZTIS NationaliZ2#ERIARSS - M1k : www.tisnational.gov.au

Traditional Chinese:

EARBEOEE > T TTIS National B 25131 45030155t [#%# Housing Choices Australia 172535 1300 312 447 - $ 989 T.{E
2 9am to 5pm, Monday to Friday -

IR AT LUZIEETIS National 49uhfsfA#ETIS National FYARFSEEN - 494F @ www.tisnational.gov.au
Spanish:

Si necesita un intérprete, por favor llame a TIS National en el 131 450 y pida que lo comuniquen con Housing Choices
Australia en el 1300 312 447. Nuestro horario de oficina es 9am to 5pm, Monday to Friday.

También puede visitar el sitio web de TIS National para obtener informacién acerca de los servicios que provee TIS National.
Visite www.tisnational.gov.au

Italian:

Se hai bisogno di un interprete, telefona a TIS National al numero 131 450 e chiedi di chiamare Housing Choices Australia al
1300 312 447. | nostri orari d’'ufficio sono 9am to 5pm, Monday to Friday.

Puoi visitare anche il sito web TIS National per informazioni tradotte sul servizio che TIS National fornisce. Visita il sito:
www.tisnational.gov.au

For other languages, access to an interpreter is available by contacting Housing Choices Australia on 1300 312 447.



