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SECTION 1: TENANT RIGHTS & RESPONSIBILITY

Policy B1: Access and Equity

Purpose and Scope:

Actively orientating our service provision to our agreed target group will ensure that appropriate services are provided to people who most need them. This can be achieved by carefully defining our target group and then identifying, minimising and, wherever possible, removing barriers to access. 

This policy area provides an underpinning framework for how we provide our services - tenancy and property management - and is reflected throughout all our processes. 

Informing Documents

Housing Regulation 2003:

· s23 Information about the service

· s24 Access to the service

· s31 Hours of operation

National Community Housing Standards:

· 3.4 Access to services of the organisation

· 6.4 Office environment

Policy Statement:

Jacaranda Housing is committed to providing equitable access to everyone within our agreed target group.  We aim to provide services that are relevant and responsive to the individual needs of all eligible tenants and will ensure services are delivered in non-discriminatory, culturally sensitive ways. Within available resources, we will endeavour to ensure that the facilities and services offered are available and accessible for people who need our services. 

To ensure access is equitable and we do not discriminate on the grounds of gender, race, religion, sexuality, ethnicity, disability or age, we will aim to:

· identify and address barriers to access 

· plan service delivery to maximise accessibility

· implement information strategies which increase knowledge and understanding of the organisation and its services. 

Policy B2: Statement of Tenant Rights & Responsibilities

Purpose and Scope:

Our Statement of Tenant Rights and Responsibilities makes clear statements about the nature and standard of the service we will provide to our tenants. 

Informing Documents

National Community Housing Standards – 3.1 Tenant Rights

Residential Tenancies & Rooming Accommodation Act 2008

Policy Statement

Jacaranda Housing’s Statement of Tenant Rights and Responsibilities outlines our tenant’s rights and responsibilities in a way that is accessible and easily understood by our tenants. 
We will ensure that tenants are made aware of our Statement of Tenant Rights and Responsibilities at the earliest appropriate time of their contact with our organisation and are assisted to exercise their rights at all times.

Supporting Procedures

B2.1 Statement of Tenant Rights and Responsibilities Distribution 

B2.2 Statement of Tenant Rights and Responsibilities 

F3.1 Tenancy Sign Up Meeting

B2.1 Statement of Tenant Rights & Responsibilities Distribution

Tenants are provided a copy of their Rights and Responsibilities when they sign their Tenancy Agreement. The Housing Manager goes through the Statement as part of the Sign Up process, allowing opportunities for clarification. 

This Statement is also displayed in our reception area and on our website. All staff are given a copy in their Staff Induction Kit and are regularly reminded throughout their employment. 

B2.2 Statement of Tenant Rights and Responsibilities

See Attached. 

Supporting Documents/Tools

· Statement of Tenant Rights & Responsibilities

Policy B3 Participation and Empowerment

Purpose and Scope

As we believe that empowering people assists them to be aware of, and take responsibility for, choices over their lives, we want our tenants to be empowered by their experience with us. We aim to assist them to develop their skills and self-confidence by involving them in decision making that affects them and by helping them to become more aware of, and take responsibility for choices in their lives. Where appropriate, we aim to assist them to move towards self-reliance. 

By making clear statements about how we promote participation and how we intend to support tenants in decision making processes that affect their lives, we are actively promoting choice and opening pathways to inclusion, skills development and self reliance. Our policy expresses the value we place on what our tenants think about us, and explains how we draw on the unique experiences of tenants to shape our services and our organisation. 

Informing Documents

National Community Housing Standards – 3.1 Tenant Rights and 3.2 Tenant Participation

Policy Statement:

Jacaranda Housing is committed to empowering our tenants to play an active role in decisions that affect their lives and make choices for themselves. Our tenants will have opportunities for participation throughout their tenancy with us. They will be encouraged and supported in exercising choice in the way they access and receive our services.

Specifically, we will:

· inform tenants about the opportunities for participation and choices available and support them to take advantage of these opportunities

· aim to enable and build self-reliance and social-inclusion

· enable tenants to be involved in decisions that affect them and the service they receive, including broader participation in service development, evaluation, planning and in organisational management

· encourage tenants to provide feedback on services and activities

· consult on proposals for change.

Policy B4 Confidentiality & Information Privacy

Purpose and Scope: 

Our tenants have legislated rights to confidentiality and privacy, including processes for tenant records management. It is essential that we protect and uphold these rights, and also that we act correctly in those circumstances where the right to confidentiality or privacy may be overridden 

To provide an effective and high-quality service and to maintain appropriate accountability, we must collect, store and sometimes share relevant personal information about our tenants. Personal information is information that directly or indirectly identifies a person. 

It is important that we are consistent and careful in the way we manage tenant records, including what is written and said about a tenant, how we decide who can see or hear this information and how we protect and uphold the legislated rights of our tenants to access to their own records.

Informing Documents

Privacy Act 1988 (Commonwealth)

Information Privacy Act 2009 (Qld)

Housing Regulation 2003 - s17 Compliance with information privacy principles

National Community Housing Standards – 3.5 Confidentiality and Privacy

Policy Statement:

Jacaranda Housing is committed to meeting our legal and ethical obligations in relation to protecting and upholding the rights of our tenants to confidentiality and privacy. 

In protecting the privacy of our tenants, we ensure they are well informed about their rights and that we take our responsibilities seriously. We pay attention to the physical layout of our premises in regard to privacy.
Jacaranda Housing is committed to protecting the privacy of personal information that we collect, hold and administer for the purpose of providing appropriate services to tenants. 

We are committed to:

· maintaining privacy in the way we collect, store and use information about tenants, their needs and the services we provide to them

· collecting, keeping and disposing of tenant information and records in ways that protect our tenants’ privacy, ensure their confidentiality is maintained, and enable us to provide the most appropriate service to each tenant.

· making sure no personal information about a tenant is shared with anyone, on purpose or by omission, unless the tenant has given their informed consent or in special circumstances where the law allows an exception

· preventing unauthorised persons gaining access to a tenant’s confidential records and to permitting a tenant access to their own records when this is reasonable and appropriate.

Supporting Procedures

4.1 Principles of Confidentiality and Information Privacy

4.2 Protecting Privacy

Procedures for Confidentiality and Information Privacy

B4.1 Principles of Confidentiality and Information Privacy

Our principles for ensuring confidentiality and information privacy include: 

· providing tenants with information about our confidentiality policy, including why we collect information and how we manage the information collected

· collecting and recording information only if it is necessary for effective service provision

· being professional and appropriate in the language used in tenant records

· being unbiased and non-judgemental in comments and assessments that are recorded

· keeping tenant information secure and making sure that only those who are authorised to do so can gain access

· making sure information is up to date and accurate before it is used

· providing tenants with access to their own information, and the right to seek its correction

· having written consent from a tenant prior to information sharing with other agencies (except in special circumstances where the law allows an exception)

· disposing of records safely, or transferring them to a more appropriate agency, when they are no longer required by our service. 

These principles are based on the requirements of privacy legislation, specifically:

· the Queensland Information Privacy Act 2009 Chapter 2, Part 1 & 3 (as directed by Housing Regulation 2003) 

B4.2 Protecting Privacy

B4.2 1 Advising Tenants. 

Jacaranda Housing is committed to ensuring that tenants are advised of their rights regarding privacy and confidentiality.  

The Housing Manager (F3.1 Tenancy Sign Up Meeting) will provide and explain to the tenant, Jacaranda Housing Protection of Privacy Statement that outlines their rights regarding privacy and confidentiality and the procedures we follow in collecting, storing and using information about them, including what records are kept about them.
B4.2.2Physical Privacy 

We enure the provision for privacy when interviewing tenants or talking with them about matters of a sensitive or personal nature. 

Supporting Documents/Tools

· Jacaranda Housing Protection of Privacy Statement

· Consent to Disclose Form 

Policy B5 Complaints and Appeals

Purpose & Scope

Effectively managing disputes, complaints and appeals helps Jacaranda Housing ensure tenants have their issues resolved while also providing us with opportunities for improving service quality. Disputes, complaints and appeal processes give tenants a way of expressing any dissatisfaction with our service and of having their concern dealt with quickly, effectively and fairly. 

The following issues are addressed in other sections of this Manual: staff disputes are addressed in Human Resource Management; tenancy issues such as disputes with neighbours are addressed in Tenancy Management.

Informing Documents

Housing Regulation 2003 - s29 Dispute resolution and review of decisions

Community Housing Practice Guide: Complaints, dispute resolution and review of decisions 

National Community Housing Standards – 3.6 Complaints and Appeals

Policy Statement:

Jacaranda Housing is committed to facilitating our tenants’ right to make a complaint about our service and to appeal a decision we have made that directly concerns them. We are committed to ensuring that their complaint or appeal is fairly addressed and responded to promptly. 

Jacaranda Housing recognises that feedback, both positive and negative, is essential in order to provide a quality service and that settling disputes and resolving complaints can provide the organisation with important information that can assist us to be more effective. 

We are committed to having transparent and accessible processes for managing complaints and appeals that are legal, ethical, consistent and systematic. This includes ensuring that people who approach Jacaranda Housing to resolve a dispute and/or those who make a complaint about our service will not suffer any retribution, loss of service or reduction in the quality of the service they receive, and they will continue to be treated professionally and respectfully in their dealings with the organisation. 

Supporting Procedures

B5.1 Definitions and Application

B5.2 Informing Tenants about Dispute, Complaints and Appeal Procedures

B5.3 How tenants can make a complaint or appeal a decision

B5.4 Receiving and Recording Disputes and Complaints 

B5.5 Investigation and Internal Resolution

B5.6 Reporting and Organisational Improvement 

F5.4 Dealing With Neighbourhood Disputes

Procedures for Complaints and Appeals

B5.1 Definitions and Application

B5.1.1 Definitions

Disputes are significant disagreements between people that can lead to arguments or bad feelings if the issue is not dealt with effectively.

A complaint is an expression of dissatisfaction with, or concern about, the standard of service provided by Jacaranda Housing or the conduct or performance of Jacaranda Housing staff, volunteers or Board members. 

Appeals occur when people request the organisation to reconsider or review a decision that has been made by the organisation that affects the person making the appeal. A review of a decision involves checking that Jacaranda Housing has implemented its policies and procedures correctly when arriving at the original decision. Appeals are not about seeking to change policies or procedures. 

For the purpose of the following procedures, people requesting dispute resolution and those making a formal complaint are both referred to as “the complainant”. Unless indicted otherwise, procedures for disputes, complaints and appeals are the same. 

B5.1.2 Application

This policy and related procedures applies to:

· Disputes that arise between tenants (or applicants for housing) and Jacaranda Housing e.g. disputes about rent payments; or

· Complaints from tenants (or applicants for housing) about the quality of service they have received from Jacaranda Housing e.g. complaints about the quality of repairs or the time taken to carry out a repair; or

· Complaints from tenants (or applicants for housing) about how they have been treated by a member of Jacaranda Housing staff or Board Member e.g. complaints about the way a staff member spoke to a tenant when they came into the office; or

· Appeals from tenants (or applicants for housing) about decisions that directly affect them. 

This policy and corresponding procedures do not apply to:

· Disputes about matters that do not relate to housing services provided by Jacaranda Housing eg neighbourhood disputes not related to Jacaranda Housing (refer: F5.4 Dealing With Neighbourhood Disputes);

· Domestic disputes, e.g. between household members;

· Disputes between tenants. 

If any disputes/complaints are made about any of these areas, Jacaranda Housing will respond in accordance with Residential Tenancies and Rooming Accommodation Act 2008 legislation if the nature of the complaint is covered by that Act. If the nature of the complaint is not covered by the Act but is of a personal nature, the complainant will be advised to address the issue directly with the tenant concerned. Where appropriate, information will be provided about support and advocacy organisations, e.g. TAASQ, RTA, Community Mediation Service, Legal Aid, Small Claims Tribunal and the Community Justice Program.

B5.2 Informing tenants about dispute, complaints and appeals procedures

All tenants are informed of their rights and responsibilities and our Disputes, Complaints & Appeals Policy at the earliest possible stage of their involvement with Jacaranda Housing. 

Information will be made available to tenants and other agencies by:

· Including our Policy Statement and information on how to make a complaint in brochures, leaflets and publications.

· Providing information about our dispute, complaints and appeal processes in the organisation’s public areas, e.g. a poster in reception.

· Including information about our dispute, complaints and appeal processes in the information that we provide to applicants and tenants, both verbally and in writing.

Tenants will be reminded of these processes on a regular basis using normal communication opportunities such as tenant newsletters and eligibility/rent reviews. 

B5.3 How tenants can make a complaint or appeal a decision

Tenants can raise concerns in person, by telephone, by email or in writing. Sometimes the concerns of tenants can be dealt with promptly through discussion with relevant staff – this will constitute an informal complaint. These matters may be dealt with using the normal processes of problem solving and documentation. 

If clarity is required regarding the formalising of a complaint/appeal, it may be appropriate to dispel any doubts by specifically asking whether the person wishes concerns to be registered as a formal complaint/appeal.

Each complaint/appeal should be considered in its own right and not disregarded because of any past complaints or actions of the person making the complaint/appeal.

A request for resolution of a dispute/appeal or a complaint can be made by or on behalf of a tenant of Jacaranda Housing, however written evidence will be required to show that consent has been given for that person to make a complaint on their behalf. 

B5.4 Receiving and Recording Disputes and Complaints

Any member of Jacaranda Housing staff may be responsible for receiving and recording a verbal complaint or request for dispute resolution/appeal received in person or by telephone.  Requests or complaints made in person or by telephone will be documented (using the “Disputes, Complaints & Appeals Form”) and a copy will be provided to the complainant for verification and signing. 

This ensures that everyone involved is clear about what is being disputed or alleged and all parties to the complaint/appeal have the opportunity to comment on information that may be adverse to their interests, according to the principle of natural justice. 

Complaints and/or requests for dispute resolution that are received in writing must be noted with the date received. 

All complaints and/or requests for dispute resolution/appeal that are received must be forwarded to the General Manager within one (1) working day of having been received and/or documented.

If the Chief Executive Officer  is the subject of any complaint or request for dispute resolution/appeal received, the matter must be forwarded to the Chairperson of Jacaranda Housing within the same timeframe.

All staff members must ensure that the confidentiality and privacy of all parties is maintained in respect of any complaints/appeals that they receive including ensuring:

· When possible, telephone conversations and face-to-face meetings cannot be overheard by others; and

· Documentation and electronic records are securely stored. 

(see B4 Confidentiality & Information Privacy) 

B5.5 Investigation and internal resolution

B5.5.1 Responsibilities for dispute resolution and complaints handling

Where a complaint/dispute involves a member of staff or board member, complainants will be encouraged to try to resolve their dispute or address their complaint directly with the person concerned unless the nature of the complaint means that informal methods are inappropriate (e.g. a complaint of sexual harassment).  

Where a complaint/dispute relates to service delivery issues and/or where informal methods have been rejected by the complainant or have not resulted in a satisfactory resolution of the dispute, the Chief Executive Officer will either attempt to resolve the dispute/investigate the complaint or will delegate the matter to another staff member who has the appropriate level of delegation and relevant dispute resolution skills and experience.

In the case of a dispute or complaint involving the Chief Executive Officer or a member of the board, the Chairperson is responsible for attempting to resolve the dispute and/or investigating the complaint. If the Chairperson is involved, another board member will be delegated responsibility or an appropriate, independent external person will be appointed to deal with the issue. 

B5.5.2 Responsibilities for review of decisions

Disputes and/or complaints that have been handled by the Chief Executive Officer (or their delegate) or by the Chairperson of the Board will be reviewed by a Review Panel consisting of three members of the Board. Membership of the Review Panel will be determined on a case-by-case basis with due regard to potential conflicts of interest. Where necessary or desirable, an independent person may be co-opted on to the Review Panel.

Where the complainant is unhappy with the decision of the Review Panel, the decision will be reviewed by a full meeting of the Board.

If the complainant is still not satisfied with the outcome of their complaint, they will be advised of any external review options available.

B5.5.3 Timeframes

All requests for dispute/appeal resolution and/or complaints received in writing or by email must be acknowledged within five (5) working days of receipt. Those that are received in person or by telephone must be documented and a copy provided to the complainant within five (5) working days.

Jacaranda Housing aims to resolve disputes and complaints within 28 days of receipt. Where this is not possible due to the nature of the issue, the complainant will be notified of progress, in writing, within 28 days and every 14 days thereafter until the complaint or appeal is resolved or the internal review process has been exhausted.

B5.5.4 Investigation Process

The methods used and timeframes for resolution of a dispute or investigation of a complaint will vary according to the type and nature of each dispute or complaint, however the following key steps in the process must be followed in every case:

· Identify issues for investigation and possible sources of information;

· Properly record relevant information obtained during any investigation, paying due regard to confidentiality and privacy issues;

· Assess information and sources impartially, including avoiding any possible conflicts of interest;

· Give people an opportunity to comment on information that may be adverse to their interests (natural justice);

· Ensure findings are soundly based and properly recorded;

B5.5.5 Types of remedies

Where a dispute or complaint is upheld, one or more of the following remedies may be applied:

· A written apology

· A written explanation

· Correction of incorrect or misleading records or information

· Review of policy, procedure and/or practice

· System change

B5.5.6 Keeping Tenants Informed

Throughout the whole process of dispute/complaint resolution or decision review the relevant person managing the issue will need to keep the complainant informed of progress. 

Following investigation, the Chief Executive Officer/Chairperson will provide written information on the outcome of the dispute/complaint/appeal including:

· adequate reasons for decisions made

· any remedy to be offered 

· and/or their options for review of the decision if they are not satisfied with the outcome.
B5.6 Reporting and Organisational Improvement

All reports and documents relating to a dispute, complaint or appeal will be treated confidentially. 

The Chief Executive Officer will keep records for the purposes of reporting to the Board on the handling of disputes, complaints and appeals received and to improving the policies, procedures and operations of the organisation. 

B5.6.1 Complaints Register

A Complaints Register will be established to record non-identifying information about disputes, complaints and appeals. Reports compiled using this register will be presented to the Board to enable its members to monitor progress in the resolution of disputes, complaints and appeals, and to take appropriate action where there are wider implications for the policies, procedures and operations of the organisation.

B5.6.2 Recording and tracking system

Using the Disputes/Complaints/Appeals Data Form, the following non-identifying information will be recorded and used to track both the progress of disputes and complaints and the disputes and complaints handling system:

· When the dispute/complaint was received, acknowledged and who is dealing with it 

· The nature of the dispute/complaint 

· Actions taken to resolve the dispute/investigate the complaint

· The outcome of the dispute resolution/complaint investigation and at what stage in the process

· Any remedy offered

· Information provided to the complainant

· Date the dispute/complaint was resolved and/or file closed

B5.6.3 Reporting

The Chief Executive Officer will provide regular reports to the Board on the number and types of disputes and/or complaints received, outcomes of dispute resolution/complaints investigation processes and any apparent trends. The report will also outline any proposals for organisational improvement based on disputes and complaints data.

Supporting Documents/Tools

· Disputes/Complaints/Appeals Form

· Letter templates for acknowledging and responding to disputes/complaints/appeals (to be developed)

· Information Sheets/flowcharts for tenants (to be developed)

· Disputes/Complaints/Appeals Data Form

· Complaints Register

· Chief Executive Officer’s Monthly Report

SECTION 2: WORKING WITH THE COMMUNITY

Policy B6: Referrals

Purpose and Scope

This policy area focuses on processes for making referrals for our tenants. This helps us to make appropriate and successful referrals for tenants – both people who are not eligible for our service and tenants who would benefit from other services

This policy area is expanded in Tenancy Management Policy Area G2 Application & Allocation. 

Informing Documents

Housing Regulation 2003 - 25 Referrals policy

National Community Housing Standards- 4.1 Tenants’ Access to Support

Policy Statement

Jacaranda Housing values interagency cooperation and collaboration in our service delivery to individual tenants. Establishing and maintaining relationships with other relevant agencies provides tenants with the opportunity to access a range of providers and networks that meets the full range of their needs.

We will take a consistent and systematic approach to how we:

· make appropriate and successful referrals for all tenants who are ineligible for our service or who require the service of other agencies

· assist tenants to build relationships with other agencies

· work collaboratively with other agencies at all stages of service planning, delivery, review and closure when this is appropriate and helpful for the tenant (with tenant permission only)

Supporting Procedures

B6.1 Support Agencies

B6.2 Making Referrals

B6.1 Support Agencies

Jacaranda Housing will establish effective referral and support links with relevant agencies to facilitate tenant’s access to support and maintain an up to date list of relevant support agencies and groups. 

B6.2 Making Referrals 

Jacaranda Housing will refer tenants to support agencies as appropriate in the format required by the support agency and with the consent of the tenant.

Policy B7: Participation In The Wider Community

Purpose and Scope

Participating in the wider community and collaborating with other service agencies is an important way of ensuring that our tenants have access to a full range of well-coordinated services to meet their individual needs, and that service provision is managed to provide the best possible resolution of their needs.

This policy area focuses on processes for working productively with other agencies. This helps us to:

· maintain effective links with other agencies relevant to our target group;

· maintain good working relationships with appropriate agencies that will benefit our tenants during all stages of their contact with our service;

· ensure clear allocation of roles and responsibilities between us and any partner agencies.

Informing Documents

National Community Housing Standards- 4.2 Building community capacity

Policy Statement

Jacaranda Housing is committed to building sustainable improvements in the lives of tenants and the community that will assist the long term viability of our organisation and increase the likelihood of sustainable tenancies. We value interagency cooperation and collaboration in our service delivery. 

We take a consistent and systematic approach to how we:

· establish and maintain collaborative relationships and protocols; 

· participate in networks with relevant agencies;

· promote positive community outcomes;

· establish strategies to improve social relationships between people;

· improve the physical environment and outcomes for tenants;

· collect and disseminate relevant information.
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