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It is the responsibility of the user of this document to ensure that only the current version is being 
used. City West Housing Pty Ltd may amend this document at any time. 
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This document can be downloaded from www.citywesthousing.com.au. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

All correspondence should be directed to: 

City West Housing Pty Ltd 

PO Box 141, Pyrmont NSW 2009 

 

For Enquiries: 

Email address: enquiries@citywesthousing.com.au 

Phone number: (02) 8584 7500  

http://www.citywesthousing.com.au/
mailto:enquiries@citywesthousing.com.au
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1. PURPOSE 
All tenants living in City West Housing (CWH) homes will be required to pay rent (where they have 
signed a lease under the Residential Tenancy Act 2010).  Tenants may also be charged non rent 
elements such as water usage, tenant damage, removal costs and debt owed from a previous 
tenancy/occupancy agreement. 

The purpose of this Policy is to provide clarity for the management and collection of rent and non-
rent charges in accordance with the Residential Tenancies Act 2010.  Charges for tenant damage 
are covered separately in the Resident Charges Policy. 

2. SCOPE 
This Policy applies to all current and former CWH residential tenants and provides guidance in 
relation to the debt management service that we provide. 

3. INTRODUCTION 
CWH uses the rent and income it collects from other charges (such as water usage) to meet its 
operating commitments; however it recognises that for many of our tenants, paying rent is one of 
many financial burdens that they have to manage.   

CWH will take a sensitive and proactive approach to debt management where it will seek to: 

 Reinforce to tenants at sign up and during other contacts of the importance of paying rent 
and other charges. 

 Make paying rent and other charges as easy as possible. 
 Ensure CWH staff are available to discuss money worries with our tenants. 
 Have an early intervention approach to notifying tenants when they go into arrears. 
 Communicate regularly and in a way that tenants can understand. 
 Facilitate access to specialist debt counselling services if appropriate. 
 Provide easy access to rent statements. 
 Undertake regular rent reviews. 

4. OUR RESPONSE TO DEBT 
When a tenant falls into rent or non-rent debt, we will respond quickly by seeking to implement 
one or more of the following: 

 Notifying the tenant promptly once an account has gone into arrears. This will be done 
either by letter, email, SMS or a home visit. 

 Agreeing a Repayment Plan. 
 Engaging with tenant advocates where authority to do so has been provided. 
 Seek a Specific Performance Order (SPO) through the NSW Civil and Administrative 

Tribunal (NCAT) if a Repayment Plan cannot be agreed or fails to be adhered to. 
 Apply to NCAT for an Order of Termination and Possession - this action will only be sought 

where there has been repeated failure to comply with a Repayment Agreement or the 
terms of the SPO. If the tenant has not left the property by the date specified in the Order, 
CWH will seek a Warrant of Possession which authorises the NSW Sheriff to evict the 
tenant. 
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5. DISPUTING A RENT ADJUSTMENT 
Where a tenant is disputing a rent increase following a change in circumstances, they will be 
required to pay the lesser of the two amounts until the dispute is finalised.  If, following the 
dispute, it is found that the tenant should have been paying the higher amount then the tenant will 
be expected to clear the accrued debt. Where the debt is not cleared this Debt Management Policy 
will apply. 

6. OUTSTANDING DEBT AT THE END OF A TENANCY 
When a tenant leaves a CWH home all payments and fees will be reconciled, and a final statement 
provided.  If there is an outstanding debt, and the new address of the former tenant is known, CWH 
will firstly use the bond and then, with the former tenant’s permission, any credit which exists on 
other accounts to pay off or reduce the debt.  

Where money remains outstanding, CWH will try to negotiate a realistic Repayment Plan, 
acknowledging that the former tenant will have ongoing housing costs to meet. 

Where a satisfactory Repayment Plan cannot be agreed, CWH may apply to NCAT for an Order of 
Payment of Monies Owing and request a certified copy of the Money Order. For debt over $2,000 
CWH may engage a Mercantile Agent to recover the money.  

Ordinarily a tenant will not be allowed to transfer between CWH properties if a debt is 
outstanding.  However, in exceptional circumstances this may occur. Where CWH agrees that the 
circumstances require special consideration and where outstanding monies are owed on a 
previous tenancy CWH will seek to agree to a repayment plan with the tenant.  Where this is not 
possible or the tenant fails to maintain the agreement, under section 140 of the Residential 
Tenancies Act 2010 CWH will seek either an SPO or termination of the tenancy through NCAT.   

Where a tenant has a credit on an account, that credit can be used to pay off or reduce a debt on 
another account if agreed by the tenant. If no other debt exists, then the credit will be refunded to 
the former tenant. 

7. COMPLAINTS AND APPEALS 
If a tenant is not satisfied with the service provided by CWH, they can lodge a complaint. Equally, if 
a tenant does not agree with a decision that has been made, they can lodge an appeal. Complaints 
and appeals are dealt with through the CWH Complaints Policy and the CWH Appeals Policy. 
These policies are available on the website www.citywesthousing.com.au. 

8. RELATED SOURCES 
 Residential Tenancies Act 2010 
 Residential Tenancies Regulation 2010 
 Rent Policy 
 Eligibility and Allocations Policy 
 Tenant Transfer Policy 
 Water Charges Fact Sheet 
 Resident Charges Policy 
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