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welcome to city west housing
Contact us

We are open weekdays, 8am to 4pm

City West Housing
Building B, 33-35 Saunders Street, Pyrmont NSW 2009

Phone 02 8584 7500

Fax 02 9518 6600

Email our office enquiries@citywesthousing.com.au
Need a repair? repairs@citywesthousing.com.au
Contact CWH communication team comms@citywesthousing.com.au
Website citywesthousing.com.au
@cwh.citywesthousing
@citywestsydney
City West Housing Pty Ltd
CWH has an out-of-hours hotline operating from 4pm to 8am,
Monday to Friday and all-day Saturday, Sunday and public holidays.
It’s the same phone number as above. But please use the hotline
for emergencies only.
Phone us to make an appointment to meet with your
Housing Manager.
Contact us to arrange a council collection of furniture,
white goods and more.
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This handbook is to help you settle into your new home at
City West Housing. It provides information on our services
and will be a useful guide for the whole time you’re with us.
Keep it handy!
We may change our policies and procedures from time to
time to meet your needs (and ours). The latest copies of all
our policies can be found on our website.

Tenancy information
YOUR NAME
YOUR RENT ACCOUNT

YOUR NON-RENT ACCOUNT

YOUR HOUSING MANAGER
PHONE

EMAIL

CWH Resident handbook
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build stronger
communities and
improve people's lives
by providing affordable
housing
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You and
City West Housing
Welcome to your home at
City West Housing (CWH)
This handbook will give you all
the information you need to know
about looking after your home,
including practical information,
contacts and tips on safety.
We hope it will answer any
questions you have about rent,
visitors, repairs, neighbours and
anything else.
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Definitions
Premises

Discounted market rent

Your apartment or home. Where you live. Also
known as ‘the property’.

The discounted market rent (DMR) is 74.9% of the
market rent.

Resident

Rent rebate

That’s you. The person who is staying in the premises.
We call you a ‘resident’ but in legal documents, you
are referred to as the ‘tenant’. There is a main ‘tenant’
who signs agreements and represents everyone else
who lives at the property, whether they’re family,
relatives, partners or friends.

This is the difference between the market rent and
the amount that CWH tenants pay towards their rent.

Rent account number
Every tenant has an account where all the rent
charges from CWH and all the rent payments go.
This account is the rent account and it starts with
an R and is followed by six numbers (example:
R123456). It is important to use the rent account
number when you make rent payments so that the
money ends up in your account.

CRA
Centrelink will provide a payment called
Commonwealth Rent Assistance (CRA) to those
that meet the eligibility criteria, which is collected
by CWH. CRA helps with the cost of housing.

Arrears
Arrears means money that is owed and should have
been paid earlier at an agreed deadline. Another
way of saying that rent is late is that it is in ‘arrears’.

Non-rent account number

Fair wear and tear

Every tenant has a non-rent account where water
usage and other tenant charges go. This account is
the non-rent account and it starts with a W and is
followed by six numbers (example: W123456). It is
important to use the non-rent account number when
you make payments for water usage and other tenant
charges so that the money ends up in your account.

It’s expected that your premises will have ‘fair wear
and tear’ with time. This means that from its regular
use, it won’t look as new as it was.

Resident portal
The Residential Portal is a link on the CWH website
that allows you to pay rent, change your circumstances
or access your rent statement online.

INCOME BAND
Your income band determines the percentage
of rent you are charged and whether you remain
eligible for our housing.
Depending on your income band (Very low, Low,
Moderate) you will be charged between 25% to
30% of your household income as rent.

CWH Resident handbook
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Talk to us
At CWH, we believe in the importance of
communicating with our residents. We’ll try our
hardest to make sure we talk with you in the easiest
way and give you the information you need about
our services and any other issues that could affect
your tenancy.
As a CWH resident, you will be automatically
subscribed to our resident newsletter which will
give quarterly updates about everything we’ve been
up to. You can unsubscribe from this list
at any time.
You can follow us on Twitter @citywestsydney or
like us on facebook-f @cwh.citywesthousing.
If you need to see our policies, you can find them on
our website LAPTOP citywesthousing.com.au or just
ask for hard copies.

your personal information
CWH’s privacy policy explains the circumstances
under which CWH collects, uses, stores and discloses
personal and health information and under which
circumstances CWH will share this information with
other parties.
When we ask you for personal information,
we promise:

»
»

To make sure you know why we need it.

»

To protect it and make sure nobody has access to it
who shouldn’t.

»

That all information provided by you remains
confidential and will not be passed on to any other
organisation without your permission unless
required by law.

Interpreter service
Is English your second or third
language? If you need an
interpreter, just contact the
Translating and Interpreting
Service (TIS) National on 131 450.
This is a free service for all of CWH’s
applicants and residents.

To only ask for what we need and not to collect
irrelevant information.

In return, we ask you to:

»
»

Give us accurate information.
Tell us as soon as possible if there are any changes
to your household, such as the birth of a child, or if
someone is leaving or joining your household. This
helps us to keep any information we have accurate
and reliable.

You can find our Privacy Policy on the
LAPTOP CWH website.
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The Residential Tenancy Agreement is a contract between
you and CWH. It lists the rights and responsibilities of both the
tenant (that’s you) and the landlord (that’s us).
Read over it and get to know it. If you have any questions, talk
about it with your Housing Manager.
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CWH’s responsibilities are to

The resident’s responsibilities are to

»
»

»

Pay your rent on time, or make an arrangement if
you fall behind with your payments.

»
»
»
»

Clean up after yourself in the communal areas.

»

CWH has the right to enter your house to carry out
repairs and inspections.

Let us know if you’re going away for more than
six weeks.

»

We'll always try to ask you when we can enter
your home before we visit you, but in the case of
an emergency, we have the right to enter your
premises if necessary.

Let us know promptly of any significant changes
in your income.

»
»

Notify us right away of any damage to the property.

»

Not cause damage to the property, intentionally
or through neglect.

»

Leave your property in a similar condition as to
when you moved in, except for fair wear and tear.

»

Not make any changes to the property without
approval from CWH.

»

Only allow registered household members to live
in your property.

Provide a safe, clean and habitable property.
Maintain and repair the property to a reasonable
standard throughout the tenancy.

»

Look after common areas so that residents have a
pleasant environment to live in.

»

Involve residents, wherever possible, in decisions
which affect their home.

»

Ensure repairs are carried out within a set timeframe

CWH resident handbook

Control pets and clean up after them in common areas.
Put all rubbish in the bins provided.
Avoid disturbing neighbours with persistent noise,
particularly at unsociable hours.

Provide access to your home for repairs and
maintenance as required.

your tenancy

Moving in

Housing Manager

For new residents, when you receive the keys to

You will be assigned a Housing Manager during
your time with CWH. They can offer you advice,
discuss your rent account with you, help you to
enter a payment plan if you’re behind in rent, and
refer you to a professional financial counselling
service and other support services if required. They
are available to talk about anything to do with your
tenancy and answer your questions.

your new home, we’ll ask you to:

»
»

Make arrangements for paying your rent
Find a gas and electricity supplier

We’ll make sure that any necessary repairs have
been made to your property and that we’ve checked
the gas and electricity fixtures. If there are any
outstanding repairs needed, we’ll tell you and make
arrangements with you to carry out these works.

Property Condition Report
The Property Condition Report is part of your
Residential Tenancy Agreement. It is proof of
the condition of the property at the start of your
tenancy. Keep a copy of it for when you move out,
as it will be used to assess the condition of the
property at the end of your tenancy. Your copy
needs to be filled out and returned to CWH within 7
days of signing up.

Property inspections
We’ll come to visit your home within the
first 6 weeks of you moving in to see how
you’re settling in. Under the Residential
Tenancy Agreement, we have the right to
inspect your property up to 4 times a year
and will conduct a routine inspection of
the property at least once a year, to check
if it is in good order, being kept clean and
if there is any damage or need for repairs.
We will give you a minimum of 7 days’
notice before any inspection. There will
also be a mandatory inspection if you
move out.

Water
Your property usually has a separate water meter
and we will mail you an invoice quarterly. The
water meter reading at the start of your tenancy is
shown on your Property Condition Report which is
provided to you at the start of your tenancy. Please
report leaking taps as soon as you notice them to
avoid extra water usage charges.

Phone
You are responsible for the costs of the connection,
line and handset rental charges as well as phone
calls being made to and from your property.

Keys
You will receive keys to all the external doors,
security screen doors, window locks, and where
applicable, internal and garage doors for your
apartment. Take care of them! You are responsible
for the keys that are issued to you. If you lose your
keys or lock yourself out of your home, you need
to contact us to arrange for a CWH-approved
locksmith to provide keys. Also, you must not
replace any locks without our approval. If you would
like additional sets of keys, these can be arranged
through our office. You can’t make copies yourself.

CWH Resident handbook
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Electricity
You’re responsible for the cost of connection and
use of electricity. Any faults with the wiring and
meter are our responsibility. The electricity mains
switch and fuses are typically located in the hallway
or kitchen. If the power or lights stop working, the
first thing to check is whether one of these switches
is in the ‘off’ position. If it is, one of your appliances
might be faulty! Check that out before organising a
repair through CWH.

Damage
If there is damage to the property that is caused
by you, or your household members or guests, you
may be liable for the cost of repairs and returning
the property to the condition it was in when you
moved in. This does not apply when the damage is
caused by domestic or family violence.
For other damage to your property, see the
Resident Charge Policy on the LAPTOP CWH website.

Pests and vermin
Pests and vermin such as mice, rats and
fleas are the most common household
pests. It’s important you know what to
do if they invade your home.
CWH will arrange annual spraying in the building’s
common areas for pest control and maintenance.
We’ll give you the opportunity to use the services of
our contractor to treat your own homes at the same
time (at your expense).
If you notice pests in the common areas, such as the
bin storage area, please contact CWH. We’ll check it
out and do what’s needed.
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Can I have visitors
and relatives stay?
We understand you might want to have family
members or friends stay with you from time to time.
But you need to let us know if a guest is planning to
stay for more than 12 days in any 28-day period.
Your Residential Tenancy Agreement says how
many occupants can stay in your home. Let us know
right away if your circumstances have changed.
Please remember that you’re responsible for
the behaviour of any family members (including
children), visitors and guests that are visiting
your property. Let them know that they need to be
respectful and considerate to others.

Can I sublet my home?
No, it’s strictly forbidden to sublet your home.
Subletting is where you allow another person to
live in all or part of your home and you charge them
rent. Airbnb is included in this! If you’re found to be
subletting your home, we’ll apply to the NSW Civil
and Administrative Tribunal to end your tenancy.

What if I go away?
If you, as the main tenant, are
planning to be away from your
home for more than 6 weeks,
you need to advise your Housing
Manager. Even if other members of your family will
remain at home, we need to know that you will be
away. Rent must still be paid for the period you’re
away from your home. As it says above, no sub-letting!
We also ask that you provide us with an emergency
contact number so that we can reach you in case of
an emergency while you’re away. Please see the CWH
Approved Absences Policy for more information,
which can be found on the LAPTOP CWH website.

your tenancy

Ending your tenancy
The amount of notice you need to give us depends
on when you signed your lease and if you’re leaving
to join another housing provider.
14 days
If you are in the first 6 months of your tenancy
or if you’re leaving to join another community
or public housing provider.
21 days
If you are past 6 months since the start of
your tenancy and are leaving to buy your own
home or to rent privately.
On the date you give notice, here’s what happens:
Once you give notice
Your Housing Manager will provide you with an
‘Ending your Tenancy Checklist’ and arrange a time
to do an inspection before you vacate. This is when
they’ll confirm for you what you will need to pay up
until the date you vacate. At the inspection, you’ll
get a list of items to fix before you vacate your unit
and you’ll be asked to complete an exit form.
When you leave your property, you must remove
all furniture and personal belongings. We will
make a final inspection visit and you’ll be charged
for any works that we have to carry out that are not
the result of fair wear and tear.

Once you have vacated
A final property inspection will take place, and a
report will be completed about the condition of the
property. Any outstanding rent and/or non-rent
owing (including end of tenancy charges) will be
notified to you in writing.
For end of tenancy charges, see the Resident
Charge Policy on the LAPTOP CWH website.
If you don’t give notice
Where there are no exceptional circumstances,
you will be charged rent for either 14 or 21 days
after keys are returned to us.
Ending tenancy due to domestic violence
Tenants in circumstances of domestic violence are
now able to end their tenancy early by serving a
termination notice with relevant evidence.
Evidence which needs to be attached to the notice
can be found at the Tenants Union of New South
Wales website on LAPTOP tenants.org.au.

CWH Resident handbook
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Changes in circumstances
CWH understands that people’s circumstances
change and that sometimes this means your
housing is no longer right for you. You can change
your details by logging into the Residential Portal
on the LAPTOP CWH website. Alternatively you can
contact us and we will send you a form to complete.
It is important to let us know if someone moves
in or out of your home. If there is a change in the
number of people in your household, you can apply
for a transfer to another unit that better meets your
needs. However, there’s a big waiting list and the
availability of properties for transfer is limited.
See the Eligibility Policy for more details. You can
find it on the LAPTOP CWH website.
If CWH believes your property is too big or small for
you because your household now has a different
number of people in it, you may be listed for
transfer to more suitable accommodation.
If there are changes to your household, you must
let us know as soon as possible, and provide the
following documentation:

A household member stops working
A separation certificate or a letter from their
employer and confirmation of their new income,
eg. an income statement from Centrelink.
A household member starts work or a new job
The most recent payslip if it has a year to date
figure and evidence of the employment start date.
There is a new household member
Proof of their income (such as pay slips or an
income statement from Centrelink), proof of
identity and proof of citizenship.
There is a new addition to your household: a
baby!
A birth certificate.
A household member leaves
Documentation of their alternative housing.
A household member’s work hours or pay
rate changes
Pay slips confirming the new hours or rate.
A Centrelink benefit changes for any reason
An up-to-date income statement.
A child turns 18
Proof of their income such as wage slips or an
income statement from Centrelink.
NOTE: If you don’t advise CWH of these changes,
you could be paying the incorrect rental
contribution and you may incur a debt. Please
refer to our Rent Policy on the LAPTOP CWH website
for more information.
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Being a good
neighbour
We hope that all our residents can get along. Like
many apartment complexes, most of our homes
are very close together and have shared common
areas, such as lifts, foyers and stairwells. Some
homes cater for families and some for single people
of different ages and backgrounds. So, we expect
that there’s going to be a certain amount of noise
that can’t be avoided. We ask that all our residents,
their family and guests are considerate of the people
living around them. Residents must follow the
guidelines for nuisance and annoyance under their
Residential Tenancy Agreement.
If a problem does occur, please try and solve the
problem by raising the issue with the neighbour
directly. Your neighbour may not be aware that
they’re disturbing you and you could find a solution
without the need to involve other people. However,
if the problem continues or you do not wish to speak
to your neighbour about the issue, you can speak to
your Housing Manager.
Your Housing Manager can also refer you and your
neighbour to a local Community Justice Centre where
a trained mediator may be able to resolve the dispute.
You can contact the Community Justice Centre directly
at mobile-alt 1800 990 777. If, at any time, you have concerns
regarding your safety or well-being, contact the
police. You can find our Good Neighbour Policy on the
LAPTOP CWH website.
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Common areas
We regularly inspect all common areas of our
buildings – such as entrance foyers, stairways
and landings, shared gardens, garbage areas, fire
exits and parking spaces – to ensure they’re safe,
clean and tidy. If you’re unhappy with anything in
the common areas or see something that could be
dangerous or unsightly, please contact us right away.
It is one of your responsibilities to make sure these
areas aren’t blocked by items or garbage and that
they’re kept tidy. You can’t use any of these areas
– such as stairways and landings – for storage of
any kind. Items stored in the common areas will be
removed and disposed of.

Bins and recycling
When you sign up for your tenancy, we’ll tell you
where the bins are located and when your bins will
be collected. There is weekly garbage collection of
the Council bins. It’s free. Please recycle anything
you can. There’s a handy guide to recycling on the
LAPTOP City of Sydney website.

Your building

Illegal dumping
Illegal dumping is a crime. The NSW Environment
Protection Authority (EPA) has a detailed definition
of illegal dumping: placing unwanted household

If you are allocated a parking space you must not
park in a way that blocks access for other residents,
emergency vehicles or services. You are not permitted
to park in the allocated disabled spaces unless you
have a Registered Disabled Badge and have been
approved for that spot.
CWH also has a partnership with a car share
company, GoGet. As a CWH resident you can apply
for membership and do not have to pay for the
membership fee if you meet the criteria.

items on the footpath when there is no council
collection or dumping rubbish or green waste in the
bush or on the side of a road.
If you need to dispose of any big items that don’t fit in
the bins, talk with us about Council collections which
include furniture, white goods and more. The City of
Sydney Council also has special days for disposing of
electronic waste and chemicals, which shouldn’t go
into the regular garbage.
You can report illegal dumping by calling the City of
Sydney Council on mobile-alt 02 9265 9333.

Parking
While many of the CWH buildings do have parking,
spaces are limited. Luckily, all CWH residents live
within the City of Sydney which has lots of options
for getting around that are affordable and good for
the environment.

Can I have a pet?
All CWH residents are
entitled to apply for
permission to keep a pet. In
most instances applications
to keep pets will be
approved. CWH recognises
the valuable contribution that pets can make to the
lives of their owners and that keeping a pet is an
important part of feeling at home.
If you are keeping a pet without our permission, then
you’re in breach of your tenancy. If we find that you’re
mistreating your pet or unable to look after your pet,
we will need to report it to animal welfare services.
Read more about our Pet Policy
on the LAPTOP CWH website.

So, how do we allocate the parking spaces we do
have? This decision comes down to who needs it
the most. CWH considers residents with mobility
issues, who care for young children and who work
irregular hours as priority for our limited spots. We
do an annual review of parking and residents are
free to apply at that time. Make sure you have your
registration and any supporting documents ready.

CWH Resident handbook

17

get
involved

18

CWH resident handbook

Get involved

How can I get involved?

Annual resident survey

Engaging with our residents and the communities
we work in is at the heart of our organisation. One
of the ways we do this is by encouraging residents
to get involved with us.

As a resident, you’ll receive a survey each year from
CHIA (Community Housing Industry Association)
NSW and be asked to complete it .

Resident participation is about residents taking
part in decision-making processes and influencing
decisions about our housing policies.

Resident advisory group
Come join us. It’s important for the people living
in our buildings to create communities and enjoy
each other’s company. That’s why we created
CWH Tenants’ Voice (CWH TV), our resident
advisory group, to encourage and support
the participation of residents in community
life, linking people to opportunities, promoting
learning and reducing isolation.
We believe that by providing opportunities for
residents to take an active role in the healthy
functioning of their communities, we can also
encourage mutually respectful relationships
between residents, neighbours and staff.
Individuals are chosen based on a range of skills,
experience and interests.

The survey is an opportunity for you to
anonymously provide feedback on our services.
The survey is very important to us because
it provides us with key information about our
services, and helps us to understand our strengths
and where we need to improve.
We also carry out regular short surveys throughout
the year on the range of services we offer.

Resident newsletter
We publish a resident newsletter
every quarter which we send
to you via email. We welcome
residents to contribute to the
newsletter.
You can download previous
resident newsletters from the LAPTOP CWH website.

For more information on how you can get involved,
contact our office on mobile-alt 02 8584 7500 and ask to
speak to our Community Engagement Team.
You can also find out more about CWH TV on the
LAPTOP CWH website.

CWH Resident handbook
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Repairs and

maintenance

repairs and maintenance

Who’s responsible for what?
While most repairs are CWH’s responsibility,
there are some that will be at your cost. This table
should help you to know whose responsibility it is.

Repair type
Replacing glass in windows

CWH

Resident

check

check

If you caused the damage, it is at your
expense.
CWH is responsible for programming
and cutting keys. Any lost or stolen
keys or fobs are at your expense.

Replacing lost keys and door entry
fobs

check

check

Maintenance of heating appliances

check

check

Maintenance of common areas

check

Floor coverings including carpet vinyl
and laminate flooring

check

check

Washing machine and dishwasher

check

check

Sink plugs

check

check

Fuses to sub-boards

check

Comments

CWH’s cleaners attend the buildings
weekly.
If you caused the damage, it is at your
expense.

Light bulbs

check

check

CWH is responsible at the start of the
tenancy but you are responsible during
the tenancy.

Shower curtain and rails

check

check

You’re responsible for supplying your
own shower curtain.

Intercom system

check

Letter boxes

check
check

CWH conducts a spray of the common
areas every 6 months around June and
December. You are responsible for all
internal areas of your apartment.

check

We ask all residents to attempt to
unblock all drain pipes. If CWH has
to call out a contractor, you may be
charged for the call out.

Pests: cockroaches and vermin

Clearing blocked waste pipes

check

check

CWH Resident handbook
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Repair type

CWH

Damage caused through neglect or
misuse, by you, your family, visitors
or pets

check

Roof

check

Pathways, steps or other means
of access

check

Toilet seat

check

check

TV aerials

Comments

check

Cleaning of common stairwells

Making good damage caused by acts
of vandalism or criminal behaviour

Resident

check

Wardrobe rails

check

Garden paths

check

Clotheslines and clothes dryer

check

check

Each circumstance is different. You may
be charged for damages depending
on the situation. Victims of domestic
violence are exempt from costs of
property damage.

check

For seats that are showing signs of fair
wear and tear, it is CWH’s responsibility
to maintain. If it is damaged by you, you
may be charged.

check

CWH is responsible for the supply of TV
reception. It is up to you to connect the
TV correctly and tune the TV.

check

For wardrobes that are showing
signs of fair wear and tear, it is CWH’s
responsibility to maintain them. If it is
damaged by you, you may
be charged.

As it describes above, if any of the above items show signs of fair wear and tear or if
items like a stove or clothes dryer have broken down, it is our responsibility to fix or
replace them. But if the problem is that you’re not maintaining or have neglected and/or
damaged the item then you’ll be charged the cost of repair or replacement.
The list above is not exhaustive. For further information or to answer any questions read
the Resident Charge Policy on LAPTOP CWH website or contact us on mobile-alt 02 8584 7500 to
speak to our Assets Team.

22

CWH resident handbook

repairs and maintenance

What can I get repaired?
CWH is committed to providing and maintaining our
properties in a good state of repair. We’ve developed
benchmarks for the standards of properties, and
we’ll make sure the properties meet them. So, we’ll
attend to big issues that need repair or renewal,
such as new kitchens, carpets and paintings, and we
can take care of smaller issues like rehanging doors.
If it’s you who has broken or damaged a fixture,
fitting or another part of the property, you are
responsible for its repair or replacement. CWH will
undertake the repair and then you will be charged.

Repair response times
Our repair team is highly trained and will help
diagnose what needs repair. Then, they’ll assess
whether your request is an emergency, urgent or a
routine repair.
Response times for repairs are split into three
categories of works that determine the status and
response time:
Urgent repairs
We’ll respond within 4 hours if the issue is an
emergency, presenting an imminent threat
to your safety or if there is a risk of serious
property damage such as a fire or flood.
Emergency repairs
We’ll respond within 24 hours for an urgent
issue like the loss of power, a leaking tap or
security issues.
Responsive repairs
We’ll respond within 14 days for all general
repairs and problems like a broken soap holder
or a loose shower rail.

How to report a repair
There are many ways you can report a repair:

»
»
»

Call us on mobile-alt 02 8584 7500.

»

Drop into our office and tell our friendly staff.

»

Point out what needs to be repaired during the
routine property inspections conducted by our
Housing Service or Asset Teams.

Email us at envelope repairs@citywesthousing.com.au.
Use the online form on the CWH website
(under CWH resident > How to report a repair) at
LAPTOP citywesthousing.com.au.

We want to get things right the first time. The more
information you can give us about the problem,
the better the chance of getting the repair done
correctly.
What we need is:

»
»
»
»

Your name and address
Nature of the problem
Access details
Does it only affect you or does it impact on your
neighbours or common area?

CWH Resident handbook
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What happens once a repair is
reported?

Out-of-hours emergency repairs
service

When we receive your report, we’ll let you know
what category your repair falls into. We’ll then tell
you how long it will take to complete and make
arrangements for access.

If you wish to report an emergency repair out of
office hours, 8am to 4pm, Monday to Friday, please

Our tradespeople will then contact you and make
an appointment before they arrive to do the repairs.
If you make an appointment for a repair, and don’t
keep it and don’t tell us, we’ll charge you for it. If
you call for out-of-hours urgent help, but your
repair is not urgent, you may be charged for the
repair and for the call-out fee for the out-of-hours
contractor.

call our office on mobile-alt 02 8584 7500
You’ll be redirected to our emergency repair team.

What if I have problems with
the repairs?
CWH undertakes maintenance audits, to ensure
work has been completed and that you’re satisfied
with the repairs. If you have any problems with
tradespeople or the quality of repairs, please let
us know.
Also, let us know if you think things are taking too
long to get fixed, to follow up on work not done or
if you think the work hasn’t been done correctly. If
you don’t agree with our response, you can make
a complaint. For more information on complaints
refer to page 32 of the handbook.

Planned maintenance
Planned maintenance involves the renewal
of items such as kitchens, bathrooms, external
doors and windows when they reach the end
of their useful life.
We’ll notify you in advance of any works that we
plan to carry out in your home.
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Can I make alterations to the
property?
You need to get permission from CWH in writing
before you make any alterations, additions or
modifications to where you’re living.
We understand that your needs may change in
relation to where you’re living. Some people who
have ill health or a disability will need modifications
made to the property to make it more accessible
and to make life easier. So, if it’s possible and
there’s a good reason for it, we’ll modify the
property to meet your new needs or circumstances.
You also need permission for any changes or
installations, including painting, any furniture that
needs to be bolted into the walls, and nails and
screws put in for hanging pictures. If you make
changes without approval, they’ll need to be
changed back – at your expense.
Just make a request to us and we’ll assess it on a
case-by-case basis.
To make a request, go to the LAPTOP CWH website
under CWH residents – alterations request.

Can I do work on my apartment unit
if I’m willing to pay for it?
If you want to do maintenance, repairs or alterations
of your unit, you need to apply to us in writing.
If approved, someone from the Assets Team will be
in touch and will tell you the conditions you have to
meet. These conditions will depend on the type of
work being done and who will be doing it.

Can I install pay TV?
You may be able to install pay TV, a satellite dish or
an antenna, but you need to get written permission
from us first.

Can I install air conditioning?
Sorry, we don’t allow you to install air conditioning,
except in exceptional circumstances for certain
buildings and with prior approval from us.

Gas
The cost of connection and use of gas is your
responsibility. Any faults with the gas pipes are our
responsibility. Contact your utility provider if you
have questions about the gas meters.

Home and contents insurance
It’s a great idea to take out a home and contents
insurance policy. This is to insure your personal
belongings such as electronics, clothes, furniture
and artwork against damage or loss, due to water,
fire or burglary.
CWH has insured the structure of your home
against damage to the fixtures, fittings and fabric
of the building, but this doesn’t cover your own
possessions. If you have a storage cage, the contents
aren’t covered by CWH so make sure they’re included
in your home and contents insurance.

CWH Resident handbook
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your rent
Account

Your rent account

How is my rent set?

Other charges

CWH is committed to providing long-term, secure
and affordable housing. So, our residents typically
pay a percentage of their gross household income
towards rent. This varies between 25%, 27.5%
and 30% depending on whether your household is
classified very low, low or moderate income.

All tenants are charged for water usage. Each
quarter, CWH sends out a bill for water usage.

The market rent for your property is the amount of
rent that CWH could collect if it rented the property
in the private rental market. The Discounted Market
Rent (DMR) is 74.9% of the market rent.
Depending on your gross annual household income,
you may be eligible to pay either the discounted market
rent or a percentage of your income in rent – whichever
is lower. The percentage paid depends on the type of
income and the income band that you are in.
CWH conducts regular rent reviews and requires
residents to provide accurate and up-to-date
information about their household including the
income of everyone in the household aged 18 and
over. Providing false or misleading information is
an offence and a serious breach of your Tenancy
Agreement with CWH. You must notify us within
21 days of any changes to your household income
during your tenancy to enable us to review your
rent. Failure to comply may put your tenancy at risk
of termination.

As described above, some maintenance and repair
costs may be passed onto the tenant and CWH will
send you a bill. This is called a tenant recharge. This
would only happen in limited situations which are
outlined in the Resident Charges Policy.
Water and tenant recharge bills need to be paid on
time. The same consequences for not paying rent
can apply for not paying your non-rent charges.

What if I have problems paying
my rent?
We understand that circumstances may affect your
ability to pay your rent from time to time – but if you
don’t pay your rent, you may not be able to stay in
your unit. Please contact your Housing Manager
immediately if you’re having financial difficulties
and they will work with you to find a solution.
Check out our Rent Policy on the
LAPTOP CWH website for more information.

If you exceed the income eligibility limit, your
Housing Manager will contact you to discuss
the next steps. If the increased income is likely
to continue at the current rate or to continue to
increase, we’ll chat with you about how we can help
you to transition out of your CWH property. CWH
needs to make sure that its properties are used by
those who continue to require housing assistance.
Check out our Rent Policy on the
LAPTOP CWH website for more information.
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How can I pay my rent?
We provide various options so you can pay your rent
in the way that’s easiest for you:
Resident Portal
Residents who have selected to do business with
us digitally can made a secure payment through our
Resident Portal, accessed via the LAPTOP CWH website.
Once logged onto the portal you will be taken to
a secure BPOINT site. You can then choose which
account to pay, either rent or a non-rent account,
and the amount. Once completed, you will receive
confirmation of the payment on the screen. You can
also request a rent statement via the Resident Portal.
Internet banking
Please pay your rent into the following account
ACCOUNT NAME City West Housing
BANK Commonwealth Bank
BSB 062 006
ACCOUNT NUMBER 102 936 79
YOUR RENT ACCOUNT NUMBER Use your
Rent Account Number as the reference.
You can find this number at the front of your
Residential Tenancy Agreement and in the
deposit book supplied by CWH. This is very
important to include so we know who is
paying us.
Centrepay
With Centrepay, your rent gets paid directly to CWH
from your Centrelink benefits each fortnight. We
can do this on your behalf without you having to
contact Centrelink. We’ll just need you to fill out a
form so your Housing Manager can set up, change
or cancel Centrepay arrangements on your behalf.
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Deposit books
Deposit your rent at any Commonwealth Bank
with your Rent Account Number as the reference.
As mentioned above, this is in the deposit book
supplied by CWH and on your Residential Tenancy
Agreement. Contact our office to request new
deposit books for your rent and non-rent account.
Sorry, we don’t accept cash payments.
You can also pay over the phone or visit our office.
All you need to do is call our office or drop by and
pay with your credit or debit card.

Income eligibility
If a rent review identifies that your household has
gone over the income limit, your Housing Manager
will get in touch with you to discuss the next steps.
If your property is under the National Rental
Affordability Scheme (NRAS), there are different
income limits that will apply to you. See the Rent
Policy for more details.

Rent reviews
CWH will ask you to complete a rent review either
6 monthly or annually depending on your income.
You need to notify CWH within 21 days if your
income changes so that another rent review can be
completed.
All household members over the age of 18 will need
to supply details of their income for a rent review.

Your
Safety
at home

Security
Never allow access to the building to anyone you
don’t recognise. This is particularly important when
using the intercom. Do not leave or prop doors
open, even for a short period of time. Never attach
your address to your house keys! If you lose your
keys and a thief finds them, they could use the
address to find and enter your place.

Smoke alarms
Smoke alarms can greatly increase your chances
of survival in a fire. They give you an early warning
of the presence of smoke. As part of our efforts to
provide a safe home for your family, we provide
a smoke alarm or heat detector to all properties,
making sure that we meet the legal requirements
for the number of alarms and where they’re
positioned. We ensure that all smoke alarms,
in apartments and buildings, and fire doors are
tested annually. All faulty smoke alarms should be
reported to CWH. If any batteries need replacing,
we’ll replace them.

Evacuation alarms
CWH has a number of buildings fitted with occupant
warning systems, in case you need to evacuate the
building. The systems are connected to a central
panel called a Fire Indicator Panel. If the panel is
tripped, an alarm will go off.
If that happens:
NEVER ignore the alarm, never assume the
alarm is false, and never assume it is only a
fire alarm test.
Everyone MUST evacuate the building
through the safest and closest exit and/or
stairway.
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NEVER use an elevator to get out of the
building during a fire alarm activation.
Once outside the building, move away from
the building. Assemble in a safe location
indicated on all evacuation diagrams.
Familiarise yourself with the evacuation
diagrams located on each level.
The front of the building is where the
firefighters and fire trucks will be operating.
Don’t block their access to the building or get
in their way.
If something happens on the upper floors and
glass is being blown out of the windows, the
area below is a hazard zone. Stay away from
there to avoid serious injuries.
Once you’re outside, do not go back into the
building until you are told it is safe to do so by
the fire department or police.

Evacuation plans
You should have an evacuation plan in case of a fire
so that, when the smoke alarm is activated, you will
know exactly how to get out of the apartment and
have picked a safe place to meet.
All CWH buildings have evacuation plans located in
the common areas. Make yourself familiar with the
plans and ensure that all members of the family are
aware of the evacuation points.
Remember, in case of a fire, call mobile-alt 000.

complaints

compliments
and appeals

Complaints,
Complaints and compliments
Our aim is to provide you with quality housing
services.
We value your feedback. If you have a question or
concern about the quality of our services, please
let us know so we can resolve the issue. We’ll do
our best to solve any and all issues, but things don’t
always go as planned. Let’s work together to make
sure you’re happy with the results.
We encourage you to first discuss any problems
with your Housing Manager so that we can try and
resolve them quickly. If you’re not comfortable
talking with your Housing Manager or you’ve tried
and aren’t happy with the outcome, you can contact
the Head of Housing Services on mobile-alt 02 8584 7500.

If you don’t agree with a decision CWH has made
regarding your tenancy, it’s your right to appeal.
However, we recommend you first talk to your
Housing Manager or the Allocations Coordinator, so
that we can review the decision informally. If you’re
still dissatisfied with our response, you can lodge
a formal appeal. The types of decisions that can be
appealed include:

If you’re still not satisfied with the outcome,
you can lodge a formal complaint.

– Rent subsidy assessment

Complaints can be lodged by mail or by emailing
envelope complaints@citywesthousing.com.au.

– Absence from a dwelling

You will receive a written acknowledgment
within 7 days and a response will take no longer
than 28 days.
Please refer to our Complaints Policy for
more information, which can be found on the
LAPTOP CWH website.
We’re always happy to get compliments too!
Knowing what we’ve done right helps us to continue
to do so in the future, and look at what needs
improving.
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– Application for housing transfer

Appeals can be lodged via post or by emailing
envelope complaints@citywesthousing.com.au.
Appeals will be reviewed by the Complaints and
Appeals Manager.
You will receive a written acknowledgment
within 7 days and a response will take no longer
than 28 days.
If you’re unsatisfied with the outcome of your
appeal, you can escalate it.
Please refer to our Appeals Policy for more
information, which can be found on the
LAPTOP CWH website.

Other
contact
info

Emergency telephone numbers
Emergencies or a crime in progress

000

Police assistance line and general enquiries

13 14 44

Crime Stoppers

1800 333 000

Lifeline (crisis support and suicide prevention)

13 11 14

Gas and electricity suppliers
Energy Australia (connections)

13 34 66

Emergencies and power outages

13 13 88

AGL connections

13 12 45

Gas leaks (emergencies)

13 19 09

Sydney Water (emergencies)

13 20 90

Energy and Water Ombudsman NSW

1800 246 545

Tenant advice and advocacy services
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Tenants Advice Line

1800 251 101

Pensioners and Superannuants Association

1800 451 488

Aboriginal Tenants Advice and Advocacy Services

(02) 9698 0873

NSW Civil and Administrative Tribunal

1300 006 228

NSW Housing Appeals Committee

1800 629 794

NSW Fair Trading

13 32 20
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Other contact info

Centrelink
Information/appointments

13 23 07

Multilingual information line

13 12 02

Newstart and employment enquiries

13 28 50

Families and parenting

13 61 50

Disability, sickness and carers

13 27 17

Age pension and retirement

13 23 00

Youth and students

13 24 90

ABSTUDY

1800 132 317

Community Justice Centre
Mediation is free, voluntary and confidential

1800 990 777			

Translating and Interpreting Service (TIS)
Immediate phone interpreting 24 hours, every day of the year

13 14 50
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Phone 02 8584 7500
Email enquiries@citywesthousing.com.au
Website citywesthousing.com.au
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