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Repairs & Maintenance Fact Sheet




We would like to hear from you as soon as you need any repairs or maintenance. You can report maintenance by contacting us by phone, email or via our website.
	Rental Provider Responsibilities
	Renter Responsibilities
	Help & Assistance

	The time it takes to do repairs depends on how urgent or complex the maintenance issue is.
Urgent repair examples (fixed within 1 day where possible)
· Burst water service 
· Blocked or broken toilet system
· Serious roof leak 
· Gas leak
· Dangerous electrical fault
· Flooding or serious flood damage
· Serious storm or fire damage
· An essential service or appliance for hot water, water, cooking, heating or laundering is not working
· The gas, electricity or water supply is not working
· A cooling appliance or service provided by the rental provider is not working
· The property does not meet minimum standards
· A safety related device, such as a smoke alarm or pool fence is not working
· An appliance, fitting or fixture that is not working and causes a lot of water to be wasted
· Any fault or damage that makes the property unsafe or insecure, including pests, mould or damp caused by or related to the building structure
· A serious fault with a lift or staircase.
Priority repairs
Priority repairs aren’t dangerous but are still important, like a dripping tap or running toilet.
Non-urgent repairs (14 days)
All other types of repairs such as broken internal doors or handles, damaged cupboards, a broken clothesline, or a broken light batten.
Note: We are not able to arrange repairs for your personal items (like a television, fridge or washing machine that you supplied).
	As a renter, you must look after your home and do small routine repairs, such as:
· Replacing light globes
· General cleaning
· Pest control
· Looking after your garden.
If there is a reason you cannot do these things (for health reasons or due to disability), please contact your [Housing Officer].
Please also ensure that you:
· Keep appointment times arranged with any contractors and allow them the space and freedom to complete the works at your property
· Keep pets safe and away from contractors and the area where the works are being completed
· Move any possessions that are in the way of works being completed so that contractors have clear access to the area.
· Respect the rights of others including contractors and [CHO] staff to feel safe. Threatening and intimidating behaviour will not be tolerated.
	MY REPAIRS ARE TAKING TOO LONG TO GET FIXED
Renters are to call [insert details] who will help follow up on work not done or work not done correctly. 
[CHO] also has a formal complaints and appeals process where renters can have their issues further investigated and resolved.
ADVOCACY & INFORMATION
You can have an advocate or support person with you when you talk to us. 
For information and assistance, you can contact: 
· Consumer Affairs Victoria - 1300 558 181
· Tenants Victoria – (03) 9416 2577
· Victoria Legal Aid - 1300 792 387.
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