
Ngalak kaadatj Noongar Wadjak moort wer birdiya nidja boodja-k ngalak nyin wer
waangkan. Nidja Noongar boodja koora-koora, yeui wer kalyakoorl.

We acknowledge Noongar Wadjak people and Elders on whose land we sit and
speak. 

This is Noongar country in the past, now and always.

Connect Community Housing
Tenant Handbook
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Connect Housing & Hub is operated by Connect Victoria Park In, a not-
for-profit organisation and registered charity operating since 1957.

Community Housing is government-subsidised rentals for people on low
incomes and assets. Our 70 Community Housing units on Mackie and
Cargill Streets are rented out exclusively to people over 60 with low
income and assets.

Connect is registered under the Western Australia Community Housing
Regulatory Framework as a Tier 3 provider, which means our operations
run in line with the Department of Communities’ Housing Authority
Rental Policy Manual, state community housing policies and our own
policies.

Connect also runs the first Village Hub in Western Australia. Created in
2018, the Village Hub is a community of people 55+ who share
experiences, have fun, socialise, exercise and keep learning together.
All tenants at Connect’s units are automatically members of the Village
Hub.

Our housing covers the basics of security and safety so people can
pursue other needs, and we offer ways of doing so through the Village
Hub. Each of our tenants and Village Hub members contributes in
unique ways to enrich our community.

About Us
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We value the leadership, lived experience and wisdom
of older people.

We actively work to ensure older people of all
backgrounds and abilities feel a sense of belonging.

We believe all older people should have the
opportunity to develop their physical, mental and
emotional wellbeing and enjoy the associated benefits.

We care for each other regardless of age or
background and provide support in time of need.

We take full responsibility for our actions and are
honest in all out interactions.

Respect 

Inclusivity

Resilience 

Compassion 

Integrity 

With our Housing & Hub nestled in vibrant Victoria Park, we help to
restore a village environment to the area, proving that older people are
a vital and important part of our communities. We also demonstrate that
it’s possible to age well, independently and interdependently, in the
place we love.

In everything we do, we abide to these values:

We are committed to providing a safe and welcoming space for
LGBTQI+ people.

If you have any queries about your unit, our Housing or the Village Hub,
please contact our friendly staff. Our office, at 5 Mackie St, is open
Monday to Friday, from 8.30am to 4.30pm.

You can reach us by phone (9361 2904) or email
housing@connectvictoriapark.org. 2



Housing Team

Connect Community Housing has a small but mighty team.

Maintenance Officer: Peter works full time (Monday to Friday) and
spends most of his time around the units. He is responsible for cyclical
and long-term maintenance (more on pages 15 & 16), as well as
responsive maintenance, which means attending to requests by tenants
for repairs in their units.

To request a repair, please fill out the Maintenance Form available in
the office and communal laundries, and bring it to reception at 5 Mackie
St or email Peter directly.

Housing Officer: Pat works part time (Wednesday - Friday) and is
responsible for all your tenancy issues: your lease agreement, Property
Condition Report, bond, inspection, rent reviews, as well as leasing
vacant units.

Housing Officer - Tenant Engagement: Flavia works part time
(Mondays & Tuesdays) and is responsible for communication and
engagement with tenants. With Anne, our garderner, Flavia also helps
tenants with waste and recycling issues. 

Accounts Officer: Sue works part time (Tuesdays and Thursdays) and
can help with questions around rent payment, electricity bill and other
charges. To contact Sue, please call the office or email
accounts@connectvictoriapark.org.

Operations Manager: Ashlyn’s primary responsibility is to manage. the
Community Housing operations, including tenancy & assets
management, policy and procedure development and ensuring
Connect’s compliance with the Registrar’s requirements.
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Name Position Contact

N/A
General
Phone

(08) 9361 2904

Pat
Housing
Officer

housing@connectvictoriapark.org

Flavia
Housing
Officer

project@connectvictoriapark.org

Peter
Maintenance

Officer
Maintenance@connectvictoriapark.org

Ashlyn
Operations
Manager

operations@connectvictoriapark.org

Sue
Accounts

Officer
accounts@connectvictoriapark.org

Luke CEO ceo@connectvictoriapark.org

CEO: Luke sets the direction and pursues opportunities for growth of
our Housing & Hub. He liaises with Connect’s Board, supervises our
team and makes sure we are always focused on our vision of
collaborating with older people to increase wellbeing and support
ageing in community.
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Community 
Housing

Community Housing is a vital part of Australia’s housing landscape.
The sector manages approximately 20% of the Social Housing stock
in Western Australia. The rest is Public Housing, managed by the
State.

A higher proportion of Community Housing tenants in WA are satisfied
with the overall services from their provider (85%) compared to Public
Housing tenants (76%). At Connect, 90.2% say they are satisfied with
overall housing services.

Community Housing providers engage tenants on issues that impact
on them and adopt a supportive landlord approach to managing
tenancies.

At Connect, we are invested in ensuring our tenants not only benefit
from safe and secure housing, but also have every opportunity to age
well in their homes, access the support they need and live
independently for as long as possible.

As a tenant at Connect, if you get along with your neighbours, pay
rent on time and maintain your unit well, you may live in your unit for
as long as you wish. If you have difficulties with the above, or need a
hand staying independent at home, we’ll help you access support.

In WA, providers like Connect are subject to externally monitored
standards set by the Community Housing Regulatory.
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Connect’s Community Housing Policies are available for tenants to
peruse in the Village Hub’s Library as well as on our website
(www.connectvictoriapark.org)

Tenants in Community Housing can access additional support through
the Commonwealth Rental Assistance (CRA) program. That means
your rent to Connect is subsidised by the Federal Government, leaving
more of your pension in your pocket after paying rent.

Because Community Housing is scarce, Connect allocates units
according to need. We require tenants to regularly advise on their
financial situation and on time absent from their units in order to ensure
we offer housing to the people most in need. We do review rents
annually.
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Connect Victoria Park Village Hub is a community of people 55+ that
operates from our community centre situated at 5 Mackie St.

As a Connect tenant, you automatically receive a Village Hub
membership (value $50 per annum).

The Village Hub is inspired by a growing movement that started in the
United States in the late 90’s. It is the first of its kind in Western
Australia and the second in Australia, after the Waverton Hub in New
South Wales.

Village Hub members share experiences, have fun, socialise, exercise
and learn together, and help each other age well.

The Village Hub offers a range of classes, courses and events, and
provides a venue for groups to meet and run activities of interest.
Examples of member-led activities are the social cycling, mahjohg and
creative writing groups, book club & community choir.

The Village Hub’s Be Connected series offers information on
technology, while the Independence & Wellbeing sessions help you live
independently for longer.

All members can access support from the Village Hub Help Centre, and
request or offer help through the Ask a Member volunteering program.

The Village Hub also offers services such as hairdressing and podiatry,
and you can see Reception for the days these run and make a booking,
as required.

Village 
Hub
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A community lunch is held every Tuesday, usually having 2 courses, for
$10.00 for members and $12.00 for non-members and guests. The
menu for upcoming lunches can be found at the Village Hub reception.

As a member, you can take classes and attend events at discounted
rates. You will receive regular updates on Village Hub activities by
email or post.

Regularly scheduled and special events can be found on the back
pages of the current The Ageless issue. This is released quarterly and
available from the Village Hub reception, but should also be delivered
to your mailbox.

There are often events added, so pop in to the Village Hub to see the
latest events advertised.

For more information on the Village Hub and your membership, please
talk to Village Hub staff at 5 Mackie St or visit
www.connectvictoriapark.org.
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We are always keen to hear your views and comments, as they allow
us to improve our service to you and future tenants.

Whenever there are important matters to communicate about your
housing, we will circulate a Tenant Newsletter. It will be posted to your
mailbox. You will also receive a quarterly Village Hub newsletter (The
Ageless).

For urgent or time-sensitive notices, we use SMS messages to your
mobile phone and/or email. Please ensure to let us know of any
changes to your contact details.

An important way to keep informed and provide feedback is to attend
our regular Tenant Meetings. They occur twice a year, and details are
informed to tenants with advanced notice.

We will circulate Tenant Surveys annually. Answering a survey and
adding your comments is the best way for tenants to give us feedback.

There is a Feedback Box in the hall at the Village Hub library, and we
encourage you to leave us a note whenever you have any feedback
about your unit, common areas or your Village Hub membership.

The Housing Team are always happy to have a chat, please stop by
the office or drop us an email with any requests or feedback.
Alternately, you can request that we come to your unit, as required.

Communication
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Staff work Monday to Friday, between 8:30am and 4:30pm.

For URGENT matters after hours or on weekends, please call our main
number - (08) 9361 2904 - and choose options 2. Your call will be
directed to a Connect staff member for assistance.

Please note that after hours calls should only be for emergencies,
including maintenance that has to be addressed immediately (see the
maintenance and repairs section of this handbook).

It is your responsibility to ensure that you have a lockbox at your unit
holding a spare key, or that you have someone near by who you have
given a spare key, to assist you if you lock yourself out.
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Bonds are legislated for under the Residential Tenancy Act (WA) 1987.
A bond must not equal to more than 4 weeks rent, and should be
lodged with the Bonds Administrator at the start of your tenancy.

A bond is a security deposit paid by you to Connect, and remains in
place until the end of your tenancy. It is held by the Bonds
Administrator so that you cannot access it, and neither can your
landlord, until the end of your tenancy where both parties agree how it
is to be dispersed. 

To ensure you receive a bond refund, it is important to leave the
property in the same condition as when you moved in, less normal wear
and tear.

A bond is in place to cover damage outside of fair wear and tear,
unpaid rent or other tenant liability charges. If there is a Pet Bond in
place, this is to cover the cost of a pest inspection and potential
fumigation of the property.

If you received a Bond Assistance Loan from the Department of
Communities, and the loan is not paid in full by the time you vacate
your unit, your bond will be used to repay the Department. Any balance
will then be refunded to you.

Tenancy
Bond
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Connect encourages and supports community living, and we ask that
you are considerate of your neighbours just as they should be
considerate of you.

If issues arise, please try and talk to your neighbours to solve the
situation. If the problem persists, please see our Housing Officer.

Tenants are responsible for caring for their own health and wellbeing.
But living in a block of units means you are very close to others and
there is always a helping hand around if you need it.

Several of our tenants have good friends in their neighbours and have
made arrangements to ensure everyone is safe and healthy every day.
We encourage you to find someone living nearby to check on your
welfare every day, and that you do the same for others.

If you are concerned with the welfare of a neighbour, you may contact
our office.

Connect has zero tolerance for threatening and intimidating behaviours,
or behaviours which threaten the physical or psychological safety of
staff, residents or visitors. You do not have to be friendly, however we
do expect everyone to exercise common courtesy and to be tolerant of
differences so that everyone can co-exist peacefully.

Being
Neighbourly 
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There is a communal laundry in each block of units and all residents
have access to the laundry in their block. You will receive keys to the
laundry in your block after you sign your Tenancy Agreement. We ask
that you do no use laundries in blocks other than your own.

Remember to keep doors to the laundry area closed when not using the
site.

If the washing machine and drier in your laundry require tokens, you
can buy them from reception in our office. Please source your own
laundry detergent and other laundry products, and be mindful to not
over-use those products.

Sun and wind are free, so we encourage you to use the drier as last
resort. If you use the drier, please ensure to run a full load. Please do
not hang clothes or any other items outside of clotheslines or
designated areas.

Cleaning and upkeep of laundry areas is responsibility of all residents –
please leave the area clean and tidy after using it. Please clean any
filters when done using the machines, and ensure all your belongings
are removed.

As always, please be courteous and respectful of others when using
the laundries and common spaces.

Laundry 
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The Connect gardens at the complexes on Mackie and Cargill Streets
are the result of many years of work by our tenants, gardeners and
community, and are an important part of our Housing, providing a green
space for everyones enjoyment.

The gardens comprise of mature and establishing exotic and native
trees and shrubs, more than 40 fruit trees, an urban forest of local
plants, a small bush food garden, herbs and vegetables, flowers and
lawn areas. 

While the gardens are all part of and managed by Connect, as a tenant,
you are strongly encouraged to partner in their care. Gardening can
provide a connection to the land and nature, and have a positive impact
on your overall wellbeing.

Many tenants take pride in looking after their own and/or shared
gardens. Connect aims to provide opportunities for tenants at all levels
of interest and abilities in the communal garden areas. 

For more information on gardening, including what you can and can’t
do, please refer to the Garden Guide for Tenants or catch Anne when
she is in your complex.

Grounds 
& Gardens
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Maintenance
& Repairs
Connect is committed to providing you with a home that is safe, secure
and free of damage. With your assistance, we can ensure your home is
maintained in the same condition, subject to normal wear and tear, as
when you first moved in.

If you notice any issue with your home, please fill out a Maintenance
Request Form and take it to the office so we can address it effectively.
You will find paper copies of the form at our office (5 Mackie St) and in
the communal laundry in your block. 

You can also place a request for URGENT maintenance by calling the
office and providing:

Your name and unit address 
Type of service (plumbing, gas, electrical, gardening, handyman)
Details of the request
Permission for Maintenance Officer/contractors to enter if you are
not home

We will prioritise requests according to urgency. We will endeavour to
respond to non-urgent maintenance requests within 10 business days. 

As well as responding when things are broken or damaged, we also
undertake regular work to our properties to maintain them in good
condition. This works falls into 2 categories: cyclical work and long-term
work. 

We plan cyclical work in advance to take place at regular intervals
during the year. A good example is inspection of smoke alarms in all
units.

Long-term maintenance is the repair or replacement of key components
of our housing units when they reach the end of their useful lives, such
as kitchens or hot water systems. 15



Category
Response

Time
Example

Emergency 12 Hours

Emergency works impact on immediate health and safety
• Burst pipe
• Loss of power 
• Broken window or external door
• Blocked toilet

Urgent
24-48
Hours

Does not affect health and safety but may do if not
addressed 
• No hot water
• Faulty smoke alarm
• Roof leak
• Blocked drain

Priority <7 Days

Does not affect health and safety but may worsen over time
• Faulty stove or oven
• Dripping taps
• Slow draining drains
• Loose or uneven paving

Routine <21 Days

Does not affect health and safety, or pose serious risk of
further damage
• Broken cupboard hinge
• Loose towel rail or toilet roll holder
• Loose or broken internal door handle
• Broken or faulty blinds

We strive to ensure that both cyclical and long term work is carried out
with minimum disruption, and we will keep you informed of upcoming
maintenance work.

If there is an urgent issue on weekends or after business hours, please
call our main number (08 9361 2904) and choose option 2. Your call
will be directed to a Connect staff member.
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How to Test RCD’s & Smoke Alarms
To Test your RCD’s push the test button and the lever will click and flick to
the off position. If it does not switch to the off position, gets stuck, or reacts
very slowly. Contact theConnect staff or Maintenance Officer immediately.
Once testing has been completed, you can push the lever back to the on
position.

To test your smoke alarm, you first need to turn your power off at the mains,
and then push the test button on your smoke alarm. If you cannot reach the
test button, you can use a broom handle to gentle press the button. If there
are any issues or concerns with your test, do not tamper with the alarm, but
notify Connect staff or the Maintenance Officer immediately.

Residual Current Devices 
(RCD’s) & Smoke Alarms

Did you know?
Tenants should test their smoke alarms monthly and RCD’s every 3 months?

What are RCD’s and Smoke Alarms?
RCD’s are compulsory in all rental properties in WA and are installed to
provide protection against electric shocks. If the RCD detects a fault, it
immediately cuts the electricity to prevent electrocution.
Smoke Alarms are compulsory in all WA rentals, and alert tenants to the
prescence of smoke in their home.
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If you wish to make any alterations to your unit, please contact our
Housing Officer to discuss the matter.

Any alterations to the property for disability access or to support ageing
in place needs to be requested in writing before making the change.
These will be looked at on a case by case basis and a decision will be
made by taking into consideration the property, location of the
modification, and the impact on the property and the tenant.

Alterations can be made to upgrade your home security, in the case of
Family and Domestic Violence, without permission, however you still
need to notify us that you are making the alterations, as outlined in your
tenancy agreement.

Minor modifications like picture hooks, wall mounting items or anchors
for furniture still need to be requested and approved, and our
maintenance officer may be able to install these, free of charge.

All alterations requested in writing require a response from Connect
within 14 days to notify you of the outcome.

Decisions on all modifications and alterations consider the below: 
impact on our ability to return the unit to previous state, 
restrictions included in your tenancy agreement,
local council approvals, 
qualifications of tradespersons employed,  
the impact on you if it is not approved.

Tenant 
Alterations
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There are 2 types of inspections that Connect Victoria Park undertake
as part of our tenancy and property management. They are routine
property inspections, and property condition reports (PCR).

PCR’s are conducted before you move into the property, and after you
vacate the property. However if you have lived in the property for a
substantial amount of time, we may conduct PCR’s during your tenancy
to better track long term property condition and forecast maintenance.

Under the Residential Tenancies Act, Landlords can conduct up to 4
routine inspections in a 12 month period, by providing you with 7-14
days notice. Generally, Connect will arrange at least 1 inspection a
year, with the potential for a second depending on the property, and the
tenants needs.

During routine property inspections we may take photographs so that
we can monitor the progress of cleaning or of developing maintenance,
as well as tracking the condition of the property over time.

Routine inspections are not just about how you are maintaining the
property, or us monitoring the condition of the structure, they also play
an important role in allowing us to regularly meet with, and check on,
our tenants wellbeing. Inspections allow;

All of us to have a chat and make sure you are keeping well
You the opportunity to raise any issues you may have;
Us to ensure that property is kept clean and tidy;
Us to identify any maintenance needed.

Property 
Inspections
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InspectionInspection  
ChecklistChecklist  

Scrub tiles and grout

Clean away mould and scale

Wash shower curtain/screen

Wipe over basin & cupboards

Clean toilet seat, bowl & Cistern

Clean and polish mirror

Vacuum & mop floor

Dust furniture

Spot clean walls

Vacuum & mop floors

 Kitchen
Clean cabinets inside & out

Wipe splashback & benchtop

Clean sink

Deep clean stove and oven

Vacuum & Mop flooring

Sweep balcony/patio

Sweep away cobwebs

Wipe over bannisters

Clean window glass (if able)

 Exterior

Bedroom
Vacuum & Mop Flooring

Wipe over blinds

Dust surfaces

Spot clean walls

Living Area

 Bathroom
Cleaning Tips:
Baking powder + white vinegar are separately
great substitutes for cleaning chemicals, and
together are great for unclogging drains.

Lemon juice is great for cleaning and de-
scaling, and half a lemon in your fridge for
half an hour can also help remove odours.

Natural Loofah sponge is great for cleaning
build up on shower screens and tiles.

Did you know that you should not use bleach
or ammonia on your vinyl flooring?
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Ventilation
Ventilation is important to remove any warm, moist air from the area.
This will help reduce the build up of condensation, and stop the moist
air getting trapped in a small area. What is good ventilation?

Crack open a window to allow constant fresh air into the area
Keep internal doors open when using a heater
Run your exhaust fan for an extra 10 minutes after showering
Run your kitchen extractor for 10 minutes after finishing cooking
Leave the bathroom window cracked open 
Leave the bathroom door open for 30 minutes after showering

Preventing 
Mould

Mould generally forms from an excess of condensation. Condensation
can occur from showering, cooking, drying clothes inside, and even
from extreme humidity. To help prevent condensation build up, and the
formation of mould, we recommend one, or a combination of, the
below strategies.

Regular Cleaning
Ensuring that there is regular cleaning in your home, especially the wet
areas, can preven the build up of materials mould feeds off. This can
be as simple as wiping over surfaces after using them. Removing
moisture from surfaces can help prevent mould from forming in the first
place. 

Squeegee or dry tiles in the shower after using
Clean up water spray around your basins and sinks once finished
Wipe over window sills, frames and glass if using indoor heaters
Use a solution of white vinegar and water or tea tree oil and water
to clean away any mould, and regularly clean the affected areas

If mould persists despite following these strategies, report it to
your Housing Officer ASAP so Connect can investigate
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What Goes 
in the Bins?

YES Recycling

For all councils in the Perth Metropolitan Area there is a consistent list of
what can and can’t be recycled in your yellow lid bin.

The following items should be
placed in your recycling bin rinsed,
loose and with lids removed:

Aluminum and steel cans
Paper (not shredded paper) 
Cardboard
Clean plastic bottles, tubs and
containers
Glass bottles and jars

NO Recycling

The following items should be
placed in your General Waste bins:

Soft “scrunchable” plastics
Meat trays
Coffee cups & lids
Polystyrene
Food waste and scraps
Fabric products
Sanitary & hygiene products

What doesn’t go in either bin?

Hazardous and electronic waste cannot be put in your bins. See your
laundry for aerosol can drop off points. Batteries and bottle tops can be
dropped into the Village Hub. All other hazardous and E-waste needs to be
disposed of at designated locations, and the Village Hub can assist you with
locating these.
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Bin day in our area is Tuesday, with general waste bins (red-lid)
collected weekly. Recycling bins (yellow-lid) and organic waste bins
(light-green-lid) are collected fortnightly.

Tenants who are physically able are asked to take responsiblility for
taking bins out to the verge on Monday evenings and bringing bins
back after collection. 

Residents in your block of units may already have an arrangement to
ensure the task is divided fairly, or may have a roster in place. Please
chat to them and help out as you can, where you can.

For general waste, please securely wrap any food waste before placing
it in the red-lid bin, and close the lid. If you would like to compost your
raw food waste, there are composting stations available in our
properties. Please speak to Anne, our gardener, if you need information
on how to use them.

For recycling, please place items loose (not wrapped or bagged) in the
yellow-lid bin. Items that can be put in the recycling bin are: paper and
cardboard (flattened), containers and bottles (plastic and glass) without
lids, aluminium and steel cans.

You can deposit plastic and metal lids in dedicated boxes available in
the Village Hub Hall. We also collect household batteries.

Please note that we have dedicated bin for containers that carry the
10c refund. If you wish to donate to Connect, please rinse the
containers, remove lids, and place them loose (no bags or boxes) in the
white-lid bin at the Village Hub (5 Mackie St).

Rubbish
Disposal 
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Please do not leave rubbish on the ground in the bin areas. For large
items that do not fit in bins, it is your responsibility to arrange private
disposal or store them until there is a bulk pick up in our area. Peter
can help with moving some bigger items to the verge ahead of bulk pick
up, please contact the office.

We also organize a Hazardous Waste (fluoro globes, batteries, aerosol
cans) collection annually. Details are informed to tenants in advance.

Gardener Anne is available every first Tuesday of the month, from
10:00 to 10.30am, at the 19-21 Mackie Street Gazebo, to answer
tenants’ questions about recycling and composting.

Living in a community also means that everyone who can, should
contribute to the upkeep and maintenance of common areas and
gardens, which means if you see rubbish laying around, please pick it
up and put it in the correct bins,

24



While Connect does not monitor the comings and goings of our tenants,
we do like to know when you are going to be away for a few days or
more. This is for several reasons, including access for maintenance
and knowing that you are safe and well when we, or your neighbours,
do not see your for a few days.

Connect understands and respects the need for tenants to be away
from their homes from time to time. We are also aware that Community
Housing is a scarce resource and a valuable asset for those in need.

To balance those needs, we ask that tenants limit time away from their
units. If you’re going away for any period of time, as a courtesy, please
let the office know. You will need to submit a request to stay away from
your unit for more than 30 continuous days, or 90 days total, in a 12
month interval.

Please make sure to lodge a request, informing us of the dates you will
be away and the reason for your absence, at least 2 weeks before your
intended departure date. We will inform our decision regarding your
absence within 2 business days.

If you do not inform us you are going to be absent for an extended
period of time, and we are unable to contact you or your emergency
contacts to verify your whereabouts, this may trigger the abandoned
property process.

Absence 
From Property 
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Connect’s goal is to provide long term housing, and to support ageing
in place, so that you can remain in your home for as long as possible.

There may be a time when you are no longer able to manage in your
unit, but still want to remain here at Connect. This could be for a
number of reasons including health or mobility. For instance, it may be
that stairs become a challenge, and you need to be on the ground floor
to be able to remain housed here.

If you have a reason to request a transfer, please talk to our Housing
Officer and if suitable we can add you to our transfer request waiting
list.

As vacancies arise, we will determine whether to make a vacant unit
available to an existing tenant or whether there is a greater need from
an applicant on the waiting list for our Community Housing.

For more details on transfers, please see our Eligibility and Allocations
Policy.

Unit 
Transfers
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Complaints and feedback are an important way to improve our housing
and services. Connect Victoria Park will receive all complaints and
manage them fairly, and in a timely manner.

Feedback is someones response to Connects service delivery, facilities
or a persons performance of a task which does not require a response,
but can help inform continuous improvement. This could be a
compliment or constructive feedback on what was liked or disliked.

A complaint is an expression of dissatisfaction with Connects’ housing
service, staff, or the handling of a prior complaint which requires a
resolution or response from Connect.

Requests for maintenance or action by staff, reports of hazards (e.g.
fallen tree) and requests for information are NOT complaints. If you are
dissatisfied with how Connect handled any of these, however, you may
lodge a complaint.

If you do have a complaint about our housing or services, please put it
in writing or fill out an Action Form (available at the office), and hand it
to staff or post to 5 Mackie Street, Victoria Park WA 6100.

We will address your complaint according to our Feedback, Complaints
and Appeals Policy, available on our website and at the Village Hub
Library. You can keep your complaint anonymous if you do not want to
be identified, however this limits how we can respond to your complaint.

The complaint manager will generally be the Housing Officer, unless
the complaint concerns them, then it will be handled by the Operations
Manager. If the complaint is about the Housing team, it will
automatically be escallated to the CEO.

Feedback,
Complaints & Appeals
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If you are unhappy with the management of a complaint by the Housing
Officer or Operations Manager, you can request it to be escalated to
the CEO. If you are unhappy with the management by the CEO, your
complaint can be escalated to the Connect boards governance sub-
committee to reviewed and provide you with an outcome.

If you disagree with an outcome provided to you, you have the option to
appeal the decision. Appeals are managed directly by the CEO and
need to me made within 3 months of the inital outcome being provided
to you. If you are unhappy with the outcome of the appeal, you can
request review by the Connect boards governance sub-committee
within 28 days of the appeal outcome being provided to you.

Below is a summary of the complaints process.

Complaint
Received in

Writing
Investigation Outcome 

Request to
Escalate

Appeal 

1 2 3 4 5

Connect
recieves the

complaint from
the tenant in

writing. If it is not
made

anonymously
Connect’s team
will acknowledge

receipt of this
complaint within
2 business days

The complaint
manager will

follow up on the
report, which
may include

speaking with
other tenants

and staff about
the issue, to
ensure clarity

The complaint
manager will

respond to the
complainant no

later than 10
business days
later with an

outcome

The complainant
can request to

have their
complaint

escalated to the
CEO for review
at any time or
within 28 days
of the outcome

being given

The complainant
has 3 months

from the date of
their complaint

outcome to
appeal the

decision to the
CEO or to

escalate the
appeal to the
Board’s sub-
commiittee
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Pets are generally not allowed in our properties.

We understand, however, the companionship a pet can offer and will
consider requests for small pets (excluding dogs) based on exceptional
circumstances or compassionate grounds.

If permission is granted for you to keep a pet, you will need to pay a
$260 Pet Bond to cover any fumigation or repairs required when you
vacate the property. If there are no such costs, you will be entitled to a
full bond refund.

You are responsible for emptying, securing and maintaining your
mailbox, as well as organising mail collection if you are away for more
than a couple of days.
If you do not want to receive junk mail, please place a suitable sign on
your individual letterbox – you may purchase signs from hardware
stores.

Mail, Pets
& Parking

Mail

Pets

Parking availability at our properties is limited.

If you are assigned a parking space at the beginning of your tenancy,
please ensure to park your vehicle in the allocated bay. Visitors may
only park in the few bays marked accordingly.

Keeping unlicensed vehicles or vehicles in state of disrepair on the
premises is not permitted. There is no capacity to store a boat, caravan
or trailer on the premises.

Parking
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Tenants who smoke must be mindful of the right of other tenants to
enjoy their homes and surrounds without having to breathe in or smell
smoke.

Smoking should only occur where it does not impact negatively on
other people, and smokers must act on requests from Connect staff or
other tenants to cease smoking in a particular area if their smoking is
causing concern.

Smoking inside units is strongly discouraged.

Guests are welcome to stay with you for a short time. However, any
visit over a few days requires prior permission, in writing, from Connect.
We do reserve the right of reassessing rental charges in case of
extended stay by visitors.

To be considered a guest, you must be present at the property for the
duration of their stay, or it may be considered sub-letting.

Please note that you are responsible for the behavior of your guests &
subletting or accommodating lodgers is not permitted.

Guests, Noise
& Smoking

One of the most important social considerations of complex living is to
not make noise that intrudes into the lives of other residents. Here are a
few reminders:

Music or TV that is audible outside your unit is too loud
Sometimes closing a balcony door/window will reduce noise travel
Acceptable noise levels are lower at night

Guests

Noise

Smoking

30



Connect has developed a set of policies to guide us in delivering
Community Housing for people over 60 on low incomes. They detail
several of the issues touched on this Handbook and are available on
our website (www.connectvictoriapark.org).

All policies are developed in line with requirements under the
Community Housing Registration Compliance Guidelines, and with a
person centred and trauma informed, supportive landlord approach.

We also maintain a policy folder at the Village Hub Library, available to
tenants Monday to Friday, from 8.30am to 4.30pm (except at times the
Library is in use). Policies include:

Absence from Property
Asset Maintenance Policy
Feedback, Complaints & Appeals
Eligibility and Allocation
Maintenance Standards Manual
Privacy and Confidentiality
Property Inspection
Rent Arrears
Rent Setting
Sustainable Tenancies
Tenant Engagement

Connect
Policies
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Most tenancies at Connect are ended by tenants as they move to a
different location or need to receive more care than they are currently
getting.

Connect will end a tenancy as a last resort, particularly for unresolved
matters such as rent arrears, poor property maintenance, continued
anti-social behaviour or other significant breaches of the Tenancy
Agreement.

If you decide to move out, you must provide our Housing Officer with a
letter stating your intention. You must give 21 days’ notice if yours is a
periodic lease and 30 days if it is a fixed lease. If Connect decides to
terminate your lease, we will provide you with written notice of at least
60 days.

Connect will charge rent until you hand your keys back to the office.
When you return the keys, our Housing Officer will carry out a final
inspection of your unit. We will inform you of date and time and you or
your representative are welcome to attend.

On moving out, you are required to leave the property in a clean and
sound condition, remove all your possessions, arrange disconnection
and final readings for utilities, inform Connect of your forwarding
address and redirect mail to your new address.

If you leave any property behind after moving out, it will be disposed of
in accordance to the Residential Tenancies Act’s abandoned property
procedure.

Moving 
Out
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As we get older, some people may require a little more help with
everyday tasks around the home and in the community. 

Some of our tenants currently receive home support services, it may be
useful to ask these people how it has supported them to continue living
independently.

If it has been suggested by someone that you may benefit from some
support, or if you feel that this may assist you to remain as independent
as possible, then My Aged Care is where you should start.

Depending on your needs, you may be eligible to receive:
transport to appointments and activities 
domestic help (e.g. house cleaning, washing clothes)
personal care (e.g. help with showering or dressing) 
minor home modifications (e.g. getting a grab rail installed) 
aids and equipment (e.g. bath seat, raised toilet seat, mobility aids)
respite (care for you while your carer takes a break) 
And Much More.........

After contacting My Aged Care, they will arrange for an assessor to
come to your home, where they will help you to work out what services
you’re eligible for. This home support assessment is completely free.

For more information you can visit myagedcare.gov.au or if you need
assistance making the initial call you can come in and see your
Housing Officer for support.

My Aged
Care 

1800 200 422
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Useful
Contacts

Connect Victoria Park 
After-hours emergencies

(08) 9361 2904
Option 2

Town of Victoria Park  (08) 9311 8111

Police, Fire, Ambulance (Emergency) 000 

Non-Emergency
Ambulance

Police  
Fire 

9334 1222
131 444
1300 657 209

Centrelink Self Service
Seniors

Disability, Sickness, Carers

 13 62 40
13 23 00
13 27 17

State Emergency Services (SES) 132 500

Advocare 
Elder Abuse Helpline

1800 655 566
1300 724 679

Royal Perth Hospital (08) 9224 2244
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