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Welcome 

Welcome to your new home with North Coast 
Community Housing.  

This Tenant Handbook has been prepared to assist 
you to move into your new home.  It contains 
information about many of the matters you need to 
know about NCCH and about your tenancy with us. It 
also sets out your rights and responsibilities along 
with some hints to help you maintain your tenancy. 

Tenant Involvement 

We encourage our tenants to get involved with our 
organisation.  

During your tenancy we will also: 

 Seek your feedback or comments on the way we run our service by responding to 
our Tenancy Survey 

 Give you an opportunity to become a member of our Tenant Council and from time 
to time invite you to attend an open Tenant Forum  

 Send you a copy of our Tenant Newsletter on a quarterly basis.  You can also 
contribute to the newsletter if you have something to say 

If you are interested in becoming involved with our Tenant Council or would like more 
information on any of the above, then please contact your local NCCH office. 

 

North Coast Community Housing 
ABN: 97 002 685 761 | ACN: 002-685-761 

Lismore Branch 

Level 1 

107 Molesworth Street 

PO Box 145 

Lismore NSW 2480  

P: (02) 6627 5300   

tenancylismore@ncchc.org.au  

Tweed Branch 

Units 9 & 10 

2 Blundell Boulevard 

PO Box 6423 

Tweed Heads South 2486  

P: (07) 5523 5800  

tenancytweed@ncchc.org.au  

Grafton Branch 

119 Pound Street 

PO Box 948 

Grafton NSW 2460  

P: (02) 6642 9100 

 

tenancygrafton@ncchc.org.au  
 

 

 

 

NCCH acknowledges all traditional custodians and their ancestral connection to 
Country for land that comprises the Northern Rivers of New South Wales. 

mailto:tenancylismore@ncchc.org.au
mailto:tenancytweed@ncchc.org.au
mailto:tenancygrafton@ncchc.org.au
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Who are we? 
North Coast Community Housing 
(NCCH) is a not-for-profit company 
managing long-term social and 
affordable housing as well as disability 
and transitional housing for eligible 
people with special needs and people 
on low and moderate incomes in the 
far north coast of New South Wales.   

NCCH covers a wide geographic area 
and our local government areas 
include Tweed Shire, Byron Shire, 
Lismore, Richmond Valley, Ballina and 
the Clarence Valley. 

Our Aspirations 

North Coast Community Housing 
aspires to be the most respected and 
innovative provider of social and 
affordable housing services in the 
communities in which we operate. 

For more than 30 years, we have 
been providing professional housing services and have built an excellent reputation. We 
have forged strong links with our communities and our tenants confirm that we consistently 
meet the highest standards of service and professionalism. We will continue to meet these 
high standards. 

We will enhance our reputation by providing more homes and expanding services to our 
tenants. 

Our commitment is to: 

 Increase the supply and diversity of housing 

 Provide homes in safe and supportive communities 

 Improve the lives and wellbeing of our tenants 

 Diversify and expand our range of services 

 Connect to our communities through collaboration 

 Provide opportunities for tenants through education, training and employment 

 Develop pathways into affordable private housing and home ownership 

Our aspiration is underpinned by organisational sustainability and excellence in governance. 
It is supported by a commitment to our values, people and culture. 
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Our Values 

Respect:  We are a people focused organisation, respecting the diversity and different 
needs of the individuals we work with 

Social Responsibility:  We support people with housing needs, striving for equality and 

fairness in housing outcomes 

Professionalism:  We work with integrity to provide quality, innovative services and are 

accountable for our decisions and actions 

Safety & Wellbeing:  We are committed to a work environment that values health, safety 

and wellbeing 
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Before You Move In 
Your Rent Assessment 

Market rent The current market rent is the amount that we pay the owner (on leasehold 
properties) or the amount that similar homes in your area cost to rent.  It is 
the most that you will be asked to pay.  Many NCCH tenants will be entitled 
to a subsidised rent.  You will be advised in writing of any changes to your 
rent. 

Subsidised 
rent 

Your subsidised rent is based on your household income and calculated 
according to the NSW State Government’s Community Housing Rent 
Policy.  Generally, the amount of rent you pay is calculated at 25% of the 
gross income of your household plus 100% of Commonwealth Rent 
Assistance (CRA) to which you are entitled. Some other allowances and 
benefits, e.g. Family Tax Benefit, are assessed at a lower rate.  For some 
tenants rent is calculated at 27% or 30% of the gross income.   

Affordable 
Housing 
rent 

Generally less than 80% of the market rent for the specific property.   

Please note that your subsidised rent may change during your tenancy.  We will inform you of 
any changes and give you adequate notice of any rent increases. 

We will give you a copy of your rent assessment when you sign your lease agreement. 

If your income changes (or the income of any other persons residing in your property 
changes), please notify us immediately so we can make the necessary adjustments to your 

rent.  It is your responsibility to give us this information. 

 

Commonwealth Rent Assistance (RA)  

If you receive a Centrelink Benefit, you may 
be eligible for Commonwealth Rent 
Assistance.  

After you have signed your Residential 
Tenancy Agreement, you will have to 
contact your local Centrelink office and fill 
out a form to claim the CRA.  The rent 
assistance will be based on the subsidised 
rent you pay to us. Centrelink calculate your 
CRA and we will charge 100% of this 
entitlement. 
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Your Housing Application 

For most of our new tenants, any application they have listed on the NSW Housing Register 
will be closed once they have accepted an offer of housing from us. This means that our 
tenants will not receive any further offers of public or community housing and they would need 
to apply for a transfer if they wish to be considered for another property. 

This policy applies throughout NSW, according to the State Government’s Housing Pathways 
system, and there are very few exceptions to this policy.  

If you have a transitional (or fixed-term tenancy) with NCCH, 
you may be able to remain on the NSW Housing Register 
during your tenancy with us. More information about 
transitional tenancies is available in this handbook. 

Bond 

We charge a rental bond on all of our premises.  The bond 
amount is four weeks of your calculated weekly rent or minimum of $400.  The bond can be 
paid during your tenancy in regular instalments and the first instalment must be paid in 
advance when you sign your Residential Tenancy Agreement.   

As your bond is paid, we are required by law to lodge your payments regularly with the 
Department of Fair Trading. 

The bond will be refunded to you at the end of your tenancy as long as you don’t have any 
money owing to NCCH and you leave the property in the same condition as when you began 
your tenancy, allowing for normal wear and tear.  

Essential Services 

It is your responsibility to have ELECTRICITY, GAS AND TELEPHONE connected in your 
name. You are responsible for all connection and usage charges.  If you are on a pension, 
check with the service provider regarding your eligibility for any available concessions. 

As a tenant, you are responsible for paying for your water usage. There are a number of 
options available for you to pay for your water usage.  Your Tenancy Manager will discuss 
your water payment options with you when you sign your lease agreement.   

NCCH can also charge water when your property is on a shared water meter, in such 
instances the water consumption is calculated as follows:  

It is NCCH policy to reduce the water usage charged by 20% to allow for irregularities and 
water usage in common areas.  Therefore 20% of the water usage bill is not passed onto 
tenants.  The remainder of the water usage charges are split between residents based on the 
total number of residents’ residing in the complex and charged based on the number of 
residents in each unit.   

It is your responsibility to have the accounts finalised when you vacate the premises. 
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Pets 

Tenants are not allowed to keep animals that are prohibited 
under local Council or other legislation.   You cannot keep a 
dog or a cat in your property unless we have provided you with 
written permission. 

Assistance Animals 

Even if the strata scheme has a by-law that ban pets, 
assistance animals must be allowed. Assistance animals are 
specially trained, and usually certified by a training 
organisation to provide assistance to people with special needs. These can include people 
with sight or hearing impairment and those susceptible to seizures.  

The owner must, if required by the owners corporation, provide evidence demonstrating that 
the animal is an assistance animal, as defined in the Disability Discrimination Act 1992 of the 
Commonwealth. Examples of evidence could include:  

 accreditation from a recognised assistance animal training body, or  

 a signed statement that the animal has been trained to assist a person with a 
disability and meet hygiene and behaviour standards for an animal in a public place.  

A current or prospective resident can apply to the Tribunal if an owners corporation refuses to 
approve an assistance animal. 

FACT: Most leases/agreements for leasehold properties have clauses added by the property 
owners and real estate agents that prevent tenants from keeping cats or dogs or other larger 

pets at the premises, other than assistive animals. 

Property Condition Report (PCR) 

When you sign your tenancy agreement you will 
receive a Property Condition Report which is part of 
your tenancy agreement. This details the condition of 
your home before you move in.  Make sure you: 

 Carefully check through the PCR.  It is 
important to write Y if you agree or N if you 
disagree under the column marked “Tenant”. 
If you feel you would like to add any 
additional comments to the PCR please do 
so. 

 You must return your completed PCR to North Coast Community Housing within 7 
days from the start of your tenancy 

 We will give you one copy and keep the other copy in your file.   

Keep your copy in a safe place so that you can check it if you leave your property. The 
Property Condition Report will be referred to at the end of your tenancy to assess whether or 
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not you have left the property in the same condition.  This may affect your entitlement to a 
bond refund or any tenant charges for damages to the property. 

Living in a Supported Tenancy 

Through our Housing Partnerships Program, we work in formal partnerships with other local 
community services to assist tenants who require support to help them maintain their tenancy. 

If your new tenancy is part of such a program, you have also agreed to a plan for ongoing 
support with another local agency. Therefore it is important that these arrangements that you 
have agreed to are kept in place because this is a condition of your tenancy with NCCH.  

Transitional Housing 

Most new tenancies provided by NCCH are long-term, i.e. tenants are able to stay as long as 
they continue to meet the responsibilities of their tenancy agreement with us. However, some 
of our supported housing partnerships are for “transitional housing” only. Transitional housing 
means that you will be given an agreement for a fixed period only and you will need to move 
out when the agreement expires. 

If you are living in transitional housing, our support service will support you to find somewhere 
else to live at the end of your NCCH tenancy. Please contact your Tenancy Manager if you 
require any further information about the arrangements that are in place for ending your 

tenancy with us. 

Affordable Housing Programs 

NCCH provides a range of affordable housing programs. These programs are generally 
directed to assisting local people who may be working and cannot afford to live in the private 
rental market close to their place of employment. If you are moving into one of our affordable 
housing properties, NCCH will have provided you with additional information about how these 
properties are managed. You will also have been provided with an opportunity to ask any 
questions about how these programs operate. 

There are some very important differences with affordable housing, NCCH suggests you 
thoroughly read all the information provided to you. Please contact our local office if you have 
any questions about your affordable housing tenancy with NCCH. 
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Tenancy Information 
Your Rights 

We are committed to the fair 
and just treatment of all of our 
tenants.   

The rights and responsibilities 
of tenants and landlords are 
set down in law in the 
Residential Tenancies Act. 

You were also provided with 
further information about your 
rights when you first moved in 
to your home.  Please make 
sure you read it and keep it 
handy for future use. 

Your Tenancy Agreement 

When you accept an offer of 
housing you must sign a 
Residential Tenancy 
Agreement before you can move into the property.  It is a standard lease agreement that sets 
out the terms and conditions of your tenancy with us.  Your Tenancy Manager will explain the 
agreement before you sign it. 

Your tenancy agreement will contain the following information: 

 your name and the property which is being let to you 

 the market rent for the property 

 the period of the agreement 

 additional terms 

Additional Terms  

Additional terms are added to each Residential Tenancy Agreement and include:  

 Water usage – the tenant agrees to pay for all metered water usage at the property 

 Income assessments – the tenant agrees to notify NCCH in writing within 14 days 
of any change in the tenant’s income or the income of any other persons residing in 
the premises  

 Employment – If anyone in the household has commenced employment or if there 
has been a change in employment conditions (i.e. additional hours being worked 
and paid for, a move from casual or part time work to permanent employment) 

Access to safe, 
secure, appropriate 

and affordable 
housing

To be treated 
in a fair and 

non-
discriminatory 

way

To be 
consulted 

about 
your 

housing 
needs

To be 
treated 

with 
respect at 
all times

To Privacy & 
Confidentiality 

unless 
disclosure 

consent is given

To security of 
tenure within the 

constraints of 
funding and 

program guidelines

To use 
advocates to 

assist you 
when dealing 

with our 
Company

To be fully 
informed about 
your rights and 
responsibilities 

To be kept 
informed of 
all action in 
relation to 

your tenancy 
& rent 

payments

To lodge a 
complaint 

and 
appeal 

decisions



 
NCCH TENANT 

HANDBOOK 

 

 

Page 11 

 

 Additional Occupants – the tenant agrees to notify the landlord in writing within 7 
days of any change in the number of persons residing in the residential premises 

 Pets – A copy of our Pets Policy is provided to tenants where applicable 

There may be some special conditions attached to some properties (for example, for tenants 
who are housed in a property which we lease from a private owner or a real estate agent).  If 
special conditions apply to your tenancy, they will be explained in detail when you sign your 
lease agreement. You will be given a copy of your lease agreement and a copy of any other 
documents that you sign. 

If you require tenancy advice from an independent source, you can contact the Department of 
Fair Trading on 13 32 20 or your local Tenants’ Advice Service 

Your Responsibilities 

Your responsibilities as a tenant include: 

 To pay your rent on time;  

 To pay non-rent charges such as water/repairs on time; 

 To notify NCCH of any damage to the property or any repairs (See “Property 
Information” in this booklet); 

 To mow your lawns and maintain the gardens; 

 To ask permission before making any alterations or having any repairs done. For 
example, putting hooks in the wall, painting, putting up shelves, installing air 
conditioners or Pay-TV; 

 To change light globes and fuses as needed; 

 To use your property for residential purposes only; 

 To be a good neighbour and not to cause a nuisance to the people living near you 
(people visiting your home must also do the same); 

 To keep the property in a similar condition to the way it was when you moved in, 
except for fair wear and tear. You are also required by law to leave it in the same 
condition (except for fair wear and tear) if you end your tenancy with us; 

 To notify us if you leave the property for more than 4 weeks; 

 To treat the employees of NCCH with respect and refrain from making any 
offensive, insulting or threatening comments or taking inappropriate actions. NCCH 
will not hesitate to exercise its right to take appropriate action against tenants if 
threats are made to staff. 

Our Responsibilities 

Our responsibilities include: 

 To keep your home in good repair; 

 To speak to you if we have to change your agreement or any of our policies that may 
affect you; 

 To complete reported repairs within a reasonable time (See Section 4 Property 
Information). 
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You are responsible for any damage caused by yourself, your family or anyone you let come 
onto the premises. We will not pay for any damage caused by our tenants. 

We will not pay for any repairs, or painting, or pest fumigation you do to the property without 
our permission. 

Complaints and Appeals 

If you are unhappy with a service or decision, you should 
use our Complaints or Appeals process. 

Sometimes we might make a mistake or make a decision 
that is actually contrary to our own policy. If this happens, 
it is important that you let us know so that we can address 
the problem and improve our service. 

We have factsheets which provide information on our 
Appeals and Complaints process and how you can use it. 

We guarantee that: 

 You can have an advocate or support person help you at any point; 

 Tenants will not be “victimised” for appealing a decision or raising a complaint about 
our services. 

If you have lodged an appeal with us and were not successful, you may access the 
independent Housing Appeals Committee (www.hac.nsw.gov.au or 1800 629 794) for further 
assistance.   

Factsheets about NCCH’s Appeals and Complaints procedures are available on our website 

Paying Rent  

You are required to pay two weeks subsidised rent in advance at the beginning of your 
tenancy.  It is important that you keep your rent in advance at all times. 

Methods of Payment 

Your rent can be paid using any of the following methods: 

 Centrepay – the easy way to pay your bills and expenses 

Centrepay is a voluntary bill-paying service which is free for Centrelink customers.  
Use Centrepay to arrange regular deductions from your Centrelink payment.  You can 
start or change a deduction at any time. The quickest way to do this is through your 
Centrelink account online. 

You can use Centrepay to pay bills and ongoing expenses like accommodation, 
education and employment, health, financial products, legal and professional services, 
utilities, travel and transport, as well as other household costs.   

 

http://www.hac.nsw.gov.au/
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 Deposit Book  

We will give you an account number and a bank deposit book which allows you to 
deposit your rent into the nominated NCCH bank account.  

 Electronic Funds Transfer from your bank account 

You can also arrange for your bank to transfer funds directly from your account into 
our account on a regular basis. Please make sure that the unique reference number 
we gave you and your surname are noted in each transaction. 

 Cheque or Money Order or EFTPOS 

You can post the cheque or money orders to our offices made out to “North Coast 
Community Housing Company” or pay it in person at your local branch office.  If 
posting to NCCH, you must write your name and address on the back of the cheque or 
money order otherwise we may not know who it is from. We also have EFTPOS 
facilities in all of our offices. 

For security reasons, we do not accept cash payments at any of our offices. 

Income Confirmation Service 

Centrelink has an internet-based service that allows NCCH to access our tenants’ income 
details via the internet. We can only do this with your authorisation. 

The advantage of this service for you and your family members is that you no longer need to 
visit or contact your local Centrelink office to request an income statement for rent review 
purposes only.   

You will be given a form to sign at the beginning of your tenancy or you can contact your 
Tenancy Manager at any time and request a form to give us authorisation. 

Changes in Your Household Income 

If there are any significant income changes for any household members, you will need to notify 
us within two weeks of the change and provide confirmation from employers or Centrelink.  
Examples of changes are when you or a member of your household: 

 Commence or cease working 

 Change from full-time to part-time work or vice-versa 

 Receive a pay rise 

 Change jobs and increases or decreases income 

 Commence or cease to receive maintenance payments 

You must seek permission from NCCH if you have plans on letting anyone move into your 
property. 

Income Reviews 

As your rent payments are based on your income, we conduct an income 
review at least twice a year. This is in accordance with our funding requirements. 
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If you have not authorised NCCH to check your Centrelink income details automatically, you 
will be sent a written notice of our intention to review your rent. You will also be requested to 
provide proof of your household’s gross wages, pension or benefit.  You will need to fill out 
and sign the Application for Rental Subsidy which tells us who is living in the house, and to 
supply new income details for you and all other household members.   

The Application for Rental Subsidy must be returned by the date specified in the Income 
Review letter. 

Once we receive this information, your rent will be reassessed. We will advise you in writing of 
your new rent and also the date you need to start paying it.   

If we do not receive this information by the due date this means that you no longer require a 
subsidised rent and your rent will be increased to market rent. 

If you participate in Centrelink’s Income Confirmation Service, you do not usually have to 
provide any documentation during each income review. The assessment of your rent will be 

completed automatically and we will advise you of any rent change. 

Rent Receipts 

Rent receipts can be provided for any rent payment, upon request.  We will issue rent receipts 
for all rent payments made at the office.  Rent receipts will contain the information required by 
the Residential Tenancies Act. 

Rent Arrears - What happens if you don’t pay rent on time? 

You should be 14 days in advance with your rent at all times.   If you fall behind in your rent by 
more than 14 days you are in breach of your tenancy agreement.  

If you fail to make a mutually agreeable arrangement to repay your arrears or if you fail to 
honour existing repayment arrangements, we may start proceedings with the NSW Civil and 
Administrative Tribunal (NCAT).    

If you are in rent arrears: 

You will not be able to get a transfer to another NCCH property if you 
need one. 

You may lose your housing if you get too far behind to catch up and 
the NCAT orders termination of your tenancy. 

Please see our FACT SHEET which is available from your local 
branch office or Tenancy Manager on our Rent Arrears Procedure. 

 

 

If you can’t pay your rent on time, for whatever reason, please contact your Tenancy Manager 
immediately to discuss the situation and work out a solution. 
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Non-Rent Account 

As part of your tenancy agreement you are responsible for: 

 Paying for water usage; 

 Any damage to the property; 

 The cost of a locksmith to replace locks or provide new keys, when you lose your 
keys; 

 Ensuring the property is clean and rubbish is removed, after you have vacated or 
transferred. 

You can make an arrangement to pay an extra amount for non-rent charges.  Alternatively, 
you can pay within 21 days of receiving the invoice.  Your Tenancy Manager can give you 
more information on payment options. 

We have the right to apply to the NSW Civil and Administrative Tribunal (NCAT) to terminate 
your tenancy if you do not pay your non-rent charges. 

Visitors and Additional Occupants  

When you signed your tenancy agreement, we agreed on 
how many people could live in your home and who these 
people are.  However, we recognise that circumstances 
change. 

Please keep us informed of any changes in your household 
as approval is needed for any additional household 
members and changes usually affect your rent. 

If you wish your partner to move in to your property, please 
contact your Tenancy Manager.  You will need to supply us 
with their income details and pay rent based on your 
changed household income.   

You will continue to be the legal tenant. This means that you 
are responsible for the total rent payment and you will keep 
your housing if you and your partner no longer want to live together. 

Other Additional Occupants 

You can, of course, have visitors.  If they stay for longer than three weeks, they are no longer 
classified as guests and you must let your Tenancy Manager know. 

You cannot sublet, take in boarders or set up a share house in a NCCH property.  If you want 
to have another family member move in, please talk to your Tenancy Manager. 
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If you allow people other than short-term visitors to live at your house without paying rent, or 
notifying NCCH of the change in your household numbers, you are in breach of your 
residential tenancy agreement. 

NCCH takes matters of households failing to declare all current residents and their true 
incomes seriously. We have processes in place to undertake formal investigations where 

allegations are made about rental subsidy non-disclosure or fraud matters. 

 

Transfers 

Tenants can apply for a transfer based on changing housing circumstances. A needs-based 
assessment will be applied to all tenants requesting a transfer.  Each transfer application will 
be assessed and you will be notified in writing of the outcome. 

To be accepted to go on the transfer list: 

 Your rent and non-rent payments must be up to date; and 

 There must be no current NCAT orders or serious complaints against you; and 

 You must have established a need for alternative housing under the relevant Housing 
Pathways criteria and have provided the necessary evidence to support your need to 
move 

If you are accepted onto the transfer list you need to wait for a suitable property to become 
available.  This may take some time, especially if you have special needs such as ground floor 
access, require a specific location or you need a larger property.  

When a suitable property becomes available you will be made an offer, if you do not accept 
the offer you are eligible for one more offer unless the first offer is considered unreasonable.  

Tenants who are being transferred must meet their own removal expenses. However, some 
tenants may qualify for an assistance payment from NCCH.  Please contact the local office for 

more details. 

Taking Over Another Tenancy (Succession) 

Succession of tenancy is the situation where a household member applies to continue to live 
in the property in circumstances where the head tenant is no longer residing at the property.  
This can be due to death, ill health or disability.   
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When deciding whether to approve a succession of tenancy, NCCH will balance the rights of 
access to social housing through succession of tenancy against the need for social housing to 
clients on the social housing register.   

If the person is approved for succession (but the property 
is not suitable because of size or special needs), another 
property may be offered. If you would like more 
information on our Succession Policy, please contact your 
local office. 

 

 

You and Your Neighbours 

Having a good relationship with your neighbours is important.  Everyone has the right to quiet 
and peaceful enjoyment of their home and getting along with your neighbours makes your 
home a safer and more pleasant place to live.  If neighbours disagree or cause a nuisance, it 
can lead to problems for all concerned.   

Please always consider your neighbours: 

 If you are having a party or a get-together that may cause more noise than usual, let 
your neighbours know in advance; 

 If you enjoy listening to music or TV, try and keep your TV, radio or stereo or other 
sources of noise away from shared walls.  This is especially important for those living 
in units, flats or duplexes; 

 All NCCH properties are strictly no-smoking.  If you are a smoker, please be aware 
that you are responsible for any smoke-drift from your toxic cigarette smoke that 
affects your neighbours; 

 Refrain from using noisy machinery or appliances when your neighbours are likely to 
be sleeping. 

We are all different and we do not expect all people to agree with each other. But we expect 
you to show consideration for your neighbours and not cause nuisance or disturbance for them 
or their visitors. If you have problems with a neighbour, it is always best to try and sort it out 
with them first. If this doesn’t work, please contact your Tenancy Manager.   

Depending on the problem we may be able to: 

 Contact the neighbour to discuss the matter; 

 Call a tenant meeting; 

 Assist you with accessing mediation services. 

Harassment 

NCCH treats people in a non-discriminatory manner with proper regard for their rights and 
dignity.  In this regard, we expect our tenants to treat people equally.  If you are being 
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harassed by neighbours because of your race, disability, sexual preference, religion or age 
please contact your Tenancy Manager for assistance. We will do everything we can to 
eliminate harassment or violence of any kind. 

Confidentiality & Access to Information 

We accept that you have a right to privacy, and NCCH is committed to keeping your 
information confidential. 

When you signed your tenancy agreement with NCCH, we provided you with an important 
document called a “Privacy Statement”. This document outlines our commitment to keeping 
the information we collect from you confidential. It also informs you of when NCCH may be 
required, by law, to provide information about you to others. 

All information about your tenancy is kept in your local branch office either in your tenant file 
and/or in our electronic filing systems.  These include items such as your tenancy agreement, 
rent reviews, copies of all letters sent and received, or notes we may make about your contact 
with one of our offices.  

You have a right of access to any personal information held about you by our Company 
(provided supplying it to you, does not breach the privacy of others). 

You must give us your written authority to speak to anyone else or to provide them with any 
information about your tenancy. Please contact your local office if you wish to organise this 

type of authority. 
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Property Information 
Keys & Locks 

Your Tenancy Manager will give you a set of keys for your 
new home.   

Keys are your responsibility and if you lose them you will 
have to pay for the cost of new locks and keys.  This can be 
expensive so make a copy and leave them with a trusted 
friend, neighbour or family member.  If you are locked out 
and do not have a spare key available, you will need to call 
a locksmith. You will be responsible for paying the 
locksmith. All keys need to be returned to us at the end of 
your tenancy.   

PLEASE REMEMBER: NCCH do not keep any spare keys for your home. 

Property Inspections 

Our staff will regularly inspect the property (under residential tenancy laws in NSW, our staff 
may inspect your property up to four times each year).   

We will give you at least seven days’ notice in writing and will come at a time that is 
convenient for you. It is a good idea to make a note of any repairs or maintenance that you 
want to show your Tenancy Manager when they visit your property. 

Property inspections are to make sure that everything is working and in good order and that 
the property is in a similar state to its condition at the start of your tenancy. 

We seek the co-operation of all our tenants to ensure properties are smoke free when our 
employees are in your home and also to ensure that any dogs are appropriately restrained. 

Repairs & Maintenance 

Requesting Repairs 

If your home needs repairs, contact your local NCCH office.  The more information you can 
give us regarding the nature of the repair, the quicker it can be rectified.   

Always provide phone or mobile contact details when you request a repair and confirm that it 
is alright for us to give your details to the contractor. If you do not have a phone or mobile, 
leave details of days and times when you will definitely be at home.  If you do not have a 
phone, or don’t want to give out your number, we will need to make some other arrangement 
with you for access to the property. 

When the job is finished the contractor will ask you to sign a form saying the work has been 
completed. If the repair is not done as expected or you are not happy with the work, please 
contact the office and let us know. Your feedback on repairs is important to us. 
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What about Emergency Repairs? 

Some repairs are urgent and need immediate attention.  The law says urgent repairs are: 

 A burst water service 

 A blocked or broken toilet (if it is the only toilet in the house) 

 A serious roof leak 

 A gas leak 

 A dangerous electrical fault 

 Flooding or serious flood damage 

 A failure or break down of the gas, electricity or water supply to the property 

 A failure or break down of any essential service such as hot water, cooking facilities, 
heating or laundering 

 Any fault that causes the residential premises to be unsafe or insecure. 

If the repair is urgent, please call your local NCCH office. 

If something happens that is serious or dangerous out of our usual operating hours and cannot 
wait until our office is open, you will need to arrange an emergency repair.  The phone 
contacts for emergencies will be found in the second page of your Residential Tenancy 
Agreement or on the NCCH website www.ncch.org.au or our current newsletter.   

If you live in a leasehold property, the emergency contact numbers will be different to the 
standard NCCH emergency numbers.  Your emergency numbers will be on your Residential 
Tenancy Agreement.  Please check with your Tenancy Manager if you are unsure and keep 
the numbers in a safe easily locatable place.   

The contact information for emergencies can change over time, but NCCH will always provide 
you with updated information about who to contact. Our regular newsletters will contain this 
type of information for you, particularly during holiday periods.  This is likely to be different for 
leasehold properties, please check your Residential Tenancy Agreement.   

Don’t throw away that last newsletter from NCCH! It will have the updated list of our 
contractors for you to use in the case of an after-hours emergency. 

If you live in a leasehold property and the repair is a landlord responsibility, the emergency 
contractor will also be in the second page of your Residential Tenancy Agreement. 

How long will it take? 

The following table provides guidelines for the completion times for varying categories of 
maintenance works: 

Category Description Time Frame 

Emergency Threat of injury or serious damage to property 4 hours 

http://www.ncch.org.au/
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Urgent As defined by the Residential Tenancies Act 24 hours 

Inspection required Non-emergency and non-urgent maintenance 7 days 

Routine All other repairs, of no threat to the security or 
safety of the tenants 

21 days 

If the repairs have not been completed within a reasonable period of time, please contact the 
office and let us know.  Repair contractors should keep to the access arrangement made 
between you and NCCH, e.g., contacting you before they come to your property.   

You should never let someone without identification into your home. Contractors sent by 
NCCH should show you identification that proves they are authorised to do the repair. They 

should also have a written “purchase order” from NCCH (unless the repair is an emergency).  

Smoke Alarms 

Smoke alarms save lives and are there to protect you and your household members.  
Different types of properties have different smoke alarm systems in place: 

NCCH Properties 

All NCCH properties have hard-wired alarms and we are responsible for maintaining these 
alarms.  We will call at your property routinely to check your smoke alarm and to make sure 
that it is working properly. However, tenants are responsible for changing the batteries in the 
smoke detectors installed. 

Leasehold Properties 

Leasehold properties are properties which NCCH leases on 
the private rental market. Owners of these properties are 
required, by law, to have smoke alarms fitted. 

If you have a smoke alarm that has a replaceable battery, the 
landlord must put a new battery in when your tenancy starts; 
after that, you are responsible for replacing the battery if 
required. 

If you are physically unable to replace the battery, you must 
notify your Tenancy Manager who will notify the landlord. 

It is important for your safety that you follow the safe practices noted below:  
 
 
Safe Practices:  

 Ensure smoke detector is working correctly  

 Ensure fire exits are left clear  

 Do not leave cooking on your stove and in your oven unattended  
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 Do not overload powerpoints, or “piggy back” power leads  

 Do not leave electrical equipment such as laptops and tablets on beds/sofas etc. 
as the batteries can overheat  

 Ensure candles and cigarettes are appropriately extinguished when leaving a room  

 Do not use gas cylinders or stove tops inside your property or on your balcony  

 Ensure heaters are correctly installed and serviced  

 Keep materials a safe distance from heaters  

 Think about and plan your escape route if there was a fire  

If you have a non working smoke alarm or one that has been taken down, please advise 
your Tenancy Manager immediately as this is an urgent repair. If the smoke alarm is 
found to be faulty then NCCH will pay for the repair but in the case of a missing smoke 
alarm or one that has been disconnected then it will be a tenant charge. 

What repairs might tenants have to pay for? 

Tenants are generally responsible for those repairs which are not the result of “fair wear and 
tear” or have been caused by damage or neglect.  

Please contact your local office for a copy of our Repairs factsheet, for more detailed 
information about the responsibilities of landlords and tenants for property repairs. 

 

Common areas in complexes 

If you share a common area such as parking, washing lines or garbage storage area, please 
be sensitive to the following issues as they can become a source of conflict: 

Parking 

 

Please make sure that cars are parked only in the designated parking 
area and not on common property such as grass strips or lawn areas.  
Do not block people’s parking spots or garages. 

Garbage 

 

Check with your neighbour or local council about which days your 
garbage is collected.  Rubbish must be placed in the proper bin and 
there are separate bins for items which can be recycled.  Please 
familiarise yourself with which items can be recycled and which bins 
you should use.  Your local council can also give you some 
information regarding recycling. Please note that if your bin goes 
missing during your tenancy, please contact the Police Assistance 
Line on 131 444 to report lost/stolen rubbish bin(s) and obtain an 
event number. You will need to phone NCCH with the event number 
to advise us of lost/stolen bin(s) and we will organise replacement 
bin(s) with the relevant council.   

Drying areas If you share a common clothes line please remember to remove your 
clothes once they have dried to allow other tenants access to the line. 
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Smoking NCCH bans all tenants, including their visitors, from smoking in any 
common areas. 

Lawns & Gardens 

If you have yard areas with gardens and lawn you are responsible for: 

 Keeping gardens free of weeds; 

 Keeping lawns mown and edges trimmed regularly. 

Making Changes 

Your property must be kept in much the same condition as when you moved in, unless NCCH 
or your landlord (if a leasehold property) makes changes or you have written permission to do 
so.  It is very important that you don’t make any changes to the house or garden without 
consent, even if you pay for it.  This includes taking up or changing floor coverings, painting 
inside or out, changing fittings, improving security with doors, grills or locks, removing plants or 
lawns and creating gardens and other changes to the property.   

Most people like to have a garden, but trees planted in the wrong place can be very expensive 
to remove. Also damage to the property can be caused by large trees. 

If there is an improvement that you would like to make, please contact your Tenancy Manager 
and we will reply in writing or contact the owner for you.  Making changes without our 
permission is not permitted.  Tenants are responsible for the cost of restoring the property to 
its original condition.   
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Living in a Leasehold Property 
This section applies to properties that are leased by NCCH from the private rental market, i.e. 
from Real Estates or private Landlords, and are sub-let to you, the tenant.   

Do I stay on the 
Housing Register if I 
accept an offer of a 
leasehold property? 

Under the NSW State Government’s Housing Pathways system, 
the offer and acceptance of a leasehold property is managed 
exactly the same way as for any other social housing property. 
Therefore clients are unable to accept an offer of a leasehold 
property and also remain on the Housing Register for a further 
offer of housing. 

Do I report any 
repairs directly to 
the property owner 
or real estate agent? 

All repairs should be reported to your local NCCH office. We will 
contact the owner (or agent) and follow through the matters for 
you. 

What happens if the 
owner of the 
property decides to 
sell the property?  

If the property is listed for sale, we will begin discussions with you 
about how this might affect your tenancy. We would also discuss 
with you alternative housing options at this time. However it is 
unlikely we would consider moving you until the property has 
actually been sold. 

If NCCH were required to give the property back to the landlord 
for any reason, our commitment is to provide you with alternative 
housing. The housing would be similar to the standard, location 
and size of your current property. 

Who does the 
property 
inspections at my 
home? 

The law allows for up to 4 regular property inspections each year. 
This includes visits from EITHER the agent or NCCH. Often we 
will accompany a real estate agent on their inspections of your 
home, so we lessen any inconvenience to you. 

Can NCCH refuse to 
rehouse me or take 
any other action if 
my household is no 
longer eligible for 
social housing?  

If you are forced to leave your home, and your household income 
exceeds the social housing eligibility limits at the time, NCCH will 
still rehouse you.  

However, if we have an order from the NCAT in relation to a 
breach of your agreement with NCCH (e.g. unpaid rent, 
disturbances to neighbours, etc.), we may refuse to rehouse you. 

Some other changes in your eligibility may affect your rehousing 
by NCCH. For example, if you purchased a property of your own, 
then NCCH would immediately withdraw your rental subsidy. We 
would then not assist you further with social housing if you 
needed to leave your leasehold home. 

Can I apply for a 
transfer at any 
time? 

All tenants can apply for a transfer at any time. However we 
would not approve a transfer for you solely for the reason that 
you would prefer to live in a “NCCH” property rather than a 
property that is being leasehold. 



 
NCCH TENANT 

HANDBOOK 

 

 

Page 25 

 

Leaving Us?  
Going Away?   

If you are leaving your property for more than 4 weeks 
then you must let us know. We will need keys to your 
home or contact details of someone who has keys in 
case there is an emergency while you are away.  

If possible, arrange for a friend or family member to 
check your property on a regular basis and to collect 
your mail.  Also, make sure your rent is paid while you 
are gone. 

Except in exceptional circumstances, it is not possible 
for you to leave a NCCH property for more than 3 
months.  If you are leaving for an extended period, you 
may need to give up your housing and reapply when you return. 

Hospital or Temporary Accommodation 

If you need to enter hospital, a hostel or a rehabilitation service for an extended period, then 
you should contact your local office and discuss the matter with us. 

We can help some tenants, i.e. those who need to pay for temporary accommodation costs 
elsewhere, by lowering the rent we charge during this period. In these cases, our tenants need 
to provide proof of their additional accommodation charges and this lower rent can only be 
granted for a maximum of 13 weeks. 

Ending your Tenancy  

When you leave a NCCH property, we would like to return your full bond and offer the property 
to someone else from the NSW Housing Register as soon as possible.  You can help by: 

 Giving us as much notice as possible of your moving date.  Depending on your lease 
agreement you must either give us 14 or 21 days notice in writing;  

 Leaving the property in a clean and tidy condition.   

 Repair or replace anything that you have damaged.   

 Remove all rubbish, both inside and outside. 

 Remove all personal goods, including disused furniture and electrical equipment. 

 Make sure your rent is paid up to the end of your tenancy.  It is in your interest to 
ensure that any unpaid accounts you have with us are settled before your leave. 

 Return the keys.  Rent will be charged until all keys are returned. 

NCCH will charge you for costs incurred if you have not left the property in a satisfactory 
condition.   

NCCH will charge rent until all keys are returned.   
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If you have not provided us with sufficient notice, NCCH will charge rent for the applicable 
notice period.   

You should also: 

 Arrange for final meter readings for gas and electricity; 

 Inform your telephone company you are moving, if applicable; 

 Provide your new address so that we can refund your bond. 

Your Tenancy Manager will contact you and arrange to visit your home before you leave your 
property. 

Debt  

NCCH may choose to recover any unpaid debts.  These debts may include unpaid bills or the 
cost of repairs caused by tenant damage, and unpaid bills for cleaning and rubbish removal or 
unpaid rent.  

A debt with NCCH will affect your future eligibility for social housing anywhere in NSW. 

 

When you leave NCCH, your feedback would be appreciated as it can help us to improve our 
service to the tenants who remain with the Company.  Please let your Tenancy Manager know 

why you are leaving and send us your comments and suggestions. 
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Need More Information or Help? 
Contacting our Offices 

If you need any more information about NCCH or your 
tenancy with us, please contact any of our local offices (the 
contact details for each of our offices can be found on page 2 
of this booklet). We would be happy to help you. 

Our website 

You can always get up-to-date information about NCCH by 
visiting our website at ncchc.org.au. 

Factsheets 

We have a range of free factsheets available for our tenants on our website www.ncch.org.au.  
Our factsheets cover matters such as appealing decisions; Centrelink schemes for clients; 
transfers; problems with neighbours; rents and other charges; mould; and your application for 
a rental subsidy. 

Regular Newsletters 

NCCH provides regular newsletters to its tenants. These newsletters will often contain 
important information about: 

 Any matters or changes that may affect your tenancy with NCCH; 

 Contact information for emergencies during upcoming holiday periods; 

 Any upcoming events; 

 Answers to any issues or matters that we have noticed are being regularly raised by 
our tenants. 

Independent Advice 

Our tenants are always welcome to seek independent advice from other organisations. 

Local tenants' advice services are funded by the State Government and can assist our 
tenants, including advocating on their behalf where requested. These services can assist you 
with such matters as rent and other charges, tenancy terminations or matters relating to the 
NSW Civil and Administrative Tribunal (NCAT). 

The Northern Rivers Tenants’ Advice and Advocacy Service can be contacted on Freecall 
1800 649 135. 

Tenants can appeal to the Housing Appeals Committee (Freecall 1800 629 794) in matters 
where an appeal against a decision made by NCCH has not been successful. 

http://www.ncch.org.au/

