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Welcome to your
new home!

Dear Resident,

Welcome to your new home with BHC! We hope
you have a long and enjoyable tenancy.

This handbook provides key information about
your home and tenancy. You can also find updates
and community events on our website:
www.bhcl.com.au.

Tenant details

Tenancy Agreement ID

If you have any questions, please contact our
Client Services Hub on (07) 3307 3000 or email
reception@bhcl.com.au — we're happy to assist.

Yours Sincerely,

| Your Address Rebecca Oelkers

Chief Executive Officer

s | [IEAN

Housing Program

K

In the spirit of reconciliation, BHC acknowledges the Traditional
Custodians of country throughout Australia and their
connections to land, sea and community. We pay our respect
to their Elders past and present and extend that respect to all
Aboriginal and Torres Strait Islander peoples today.

J Your Housing Manager

Housing Manager Email

@bhcl.com.au Our organisation is a place where human rights are respected

and people of diverse genders and sexual orientation are
welcomed and supported.
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Creating Homes
Empowering Lives

Enabling Transformation

BHC's vision is delivered by building
and maintaining quality affordable
homes for people in need and
engaging with and supporting people
to sustain their tenancies.




About us

BHC is a leading provider of affordable housing,
delivering innovative solutions since 2002. As a
registered Tier 1 Community Housing Provider
(CHP), we manage 1,700 social and affordable homes
and have developed award-winning properties for
Queenslanders from all walks of life.

Governed by an experienced board and led by
CEO Rebecca Oelkers, BHC works closely with
communities, service providers, charities, and
government to provide secure, affordable housing.

As a not-for-profit company, BHC is backed by
a diverse group of shareholders committed to
advancing affordable housing:

e Queensland Government

* Brisbane City Council

® Property Council of Australia

e Australian Property Institute

® Planning Institute of Australia

e Q-Shelter

e Communify Queensland

e Churches of Christ Queensland
e Centacare

e Committee for Brisbane



Our promise to you

Good service is our promise to you. BHC will do our
best to provide you with good service by:

Showing you respect

* Inform you of decisions affecting your tenancy

e Provide prompt service

Being honest and acting with integrity
® Provide accurate, complete, timely and
clear information

e Follow through and doing what we say we
will do

e Acknowledging and fixing mistakes.

Valuing differences

e Working in a non-discriminatory, judgement-free
manner.

* Providing services that are sensitive to your
needs.

e Discussing your housing options and choices.

e Working with you to find the best housing
solution.

Our expectations of you

We have expectations of our tenants and residents,
all of which assist us to provide quality service.
Please,

* Be respectful towards your Housing Manager,
BHC staff and contractors. We are here to help.

* Be a good neighbour - be respectful, reasonable
with noise, and leave shared/common spaces
clean and tidy.

* Meet your tenancy obligations of paying rent on
time and maintaining the property appropriately,
reporting issues as required.

® Provide us with accurate information and keep
your contact information up to date.

e Do not harm, harass, threaten, bully or
defame our staff or contractors — in person, via
telephone, in writing or on social media.

BHC will not tolerate behaviour towards our staff and
contractors that is:

e Aggressive;
e Offensive; or

® Disrespectful

BHC Tenant Handbook
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Starting your tenancy

BHC manages your tenancy in line with the
Queensland Residential Tenancies and Rooming
Accommodation Act 2008 (RTRA Act).

Key Documents

* Tenancy Agreement (Lease Form 18a or Rooming
Accommodation Form 18)

e Special Terms and Conditions (forms part of the
Tenancy Agreement)

e Boarding Room House Rules (for boarding room
tenancies only)

e Entry Condition Report (Form 1a) or Condition
Report (Form R1) for rooming accommodation —
records the property’s condition at move-in. Return
a signed copy to your Housing Manager within 7
days.

You can find additional information
and download various documents
on our new tenant information page. [=]

The fh'tf
.j,'lllil [.F) Scan QR code
by to visit site

Rent Payment Options

Centrepay: If you receive Centrelink benefits, you

can set up Centrepay through your MyGov app for

automatic rent payments for phone or visit Services
Australia.

The relevant Centrepay account is highlighted
for you:

BHC Creating Liveable Communities
Our CRN: 555-055-085-A

BHC Affordable Living
Our CRN: 555-143-276-T

www.bhcl.com.au

Commonwealth Rent
Assistance

If you receive Centrelink benefits, you will likely be
eligible for Commonwealth Rent Assistance (CRA).
It is your responsibility to apply. You can do this by:

e Signing into your MyGov account
* Using the MyGov / Express Plus Centrelink app

e Visiting a Department of Human Services
(Centrelink) office

Required Document for Human Services/Centrelink:
Proof of rent, e.g. a copy of your Tenancy Agreement
with BHC.

Apply as soon as possible after signing your Tenancy
Agreement to avoid delays.

Direct Deposit: You can pay rent via direct deposit.
The correct bank account for your tenancy is
highlighted below. Please include your agreement
number as a reference.

BHC Creating Liveable Communities
BSB: 034000
Account number: 27 13 91

BHC Affordable Living
BSB: 084004

Account number: 261 608 444
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Insurance is important

BHC encourages all tenants to obtain contents
insurance cover for possessions and valuables. BHC
insures the property against damage, but this only
covers the building, not contents. You are responsible
for insuring your belongings against any loss or
damage.

Update your contacts

Once you have moved in, it is important to let people
know you have moved. This might seem obvious, but
it is surprising how many companies and people you
know!

e Post Office

e Electricity/Gas

e Centrelink - Services Australia
® Phone Company

e Banks

e Doctors/Dentist

e The Australian Taxation Office
e Department of Transport

e Electoral Commission

e Employer/Superannuation Fund
e Medicare

e Schools

Emergency contacts

We require the name and contact number of at
least one emergency contact. This information is
collected at the time of sign-up.

It is reviewed and updated as part of our annual
income and asset review process.

You are encouraged to notify us at any time if you
wish to update your emergency contact details.

BHC Rent Setting Policy

BHC's Rent Setting Policy uses different rent
calculation methods based on the housing
program. Your Tenancy Agreement specifies
which program your tenancy
falls under.

3  Scan QR code
L] [+ . .
to visit site

For more details, scan the QR
code or visit our website

Rent for self-contained accommodation is set at
up to 74.9% of market rate.

Boarding room rent aligns with similar
accommodation standards.

The BHC Rent Setting Policy may change over
time.

You will always receive written notice in advance
of any changes to your rent amount. As the
tenant, it is your responsibility to ensure your rent
payments are updated accordingly to remain
current.

BHC Tenant Handbook



Sustaining your tenancy

BHC aims to support tenants in having a long and
successful tenancy. A stable tenancy helps people
reach their potential.

To maintain a positive tenancy, tenants should:
e Keep rent payments up to date.

e Take care of the property.

® Be a good neighbour.

e Engage respectfully with BHC and our
contractors.

If you are struggling to meet your tenancy
obligations, please speak with your Housing Manager
- we may be able to assist.

Having Difficulty Paying Rent

We understand that circumstances can change. If
you're having trouble paying your rent, please let us
know as early as possible as we may be able to help.

* Paying rent on time is important. If rent falls into
arrears, BHC will follow a formal process, which
may include issuing a Notice to Remedy Breach
(Form 11) and ultimately a Notice to Leave
(Form 12).

e |f you're experiencing financial stress, contact
your Housing Manager without delay — we may
be able to assist by setting up a payment plan.

® You can also seek support from a financial
counsellor for free advice (see the Important
Contacts section of this handbook).

www.bhcl.com.au

Support Available

If challenges arise that affect your tenancy, BHC
encourages you to speak with your Housing Manager.
We may be able to help directly or connect you with
support and advocacy agencies.

Additional information and resources are available in
the Resident and Communities Team (RCT) section
(page 26)

Breaches of tenancy

If you breach your Tenancy Agreement, BHC or your
Housing Manager will formally notify you via a Notice
to Remedy Breach (Form 11).

Serious or ongoing breaches may result in:
¢ An Acceptable Behaviour Agreement;
* A Notice to Leave (Form 12); or

® A case being brought before the Queensland
Civil and Administrative Tribunal (QCAT).

Disputing a Breach Notice

If you disagree with a breach notice, you have the
right to challenge it.

1. First Step — Discuss the issue with your Housing
Manager to try to resolve it.

2. Next Step - If unresolved, you can apply for
free dispute resolution through the Residential
Tenancies Authority (RTA).

I
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How to Apply for Dispute Resolution:

¢ Submit a Dispute Resolution Request via the RTA
website or call 1300 366 311.

e |f the dispute cannot be resolved, the RTA will
issue a Notice of Unresolved Dispute.

e At this stage, you may apply for your dispute to
be heard by QCAT.

Annual income and
assets review

BHC conducts annual eligibility reviews to ensure
household income and assets remain within the
required limits. This is an important component of
living in social and affordable housing.

When requested, tenants must return declarations
and provide documents such as:

® Proof of income;
e Employment details;
e Taxreturns; or

e Bank statements.

Not providing required documents is a breach
of the Tenancy Agreement and we may issue
a Notice to Leave for the ending of Housing
Assistance.

If two consecutive annual income reviews confirm
that household income exceeds the limits, or if an
annual asset review determines that household assets
surpass eligibility requirements, BHC may issue a
Notice to Leave (Form 12), requiring you to vacate.
We will provide reasonable timelines and as much
information and support as possible.

Routine inspections

® Routine inspections are conducted no more than
every three months in line with the RTRA Act.

e Tenants must allow reasonable access for
inspections, with or without the tenant being
present.

e BHC may take photos during inspections to
record property condition.

Planning a holiday?

If you plan to be away for more than four weeks,
please notify us.

Please ensure a system is in place so rent remains
paid on time during your absence.

BHC Tenant Handbook









Ending Your Tenancy

Notice to Leave

Please give us as much notice as possible.

If you're in general tenancy, you need to provide
at least 2 weeks' notice. It must be written
notice, and may be an email/letter, or you may
complete a Notice of Intention to Leave (Form

13).

If you're in boarding room accommodation, you
need to provide at least 7 days’ notice. It must
be written notice, and may be an email/letter, or
you may complete a Notice of Intention to Leave
(Form R13).

These forms can be found E 2
on the Residential

Tenancies Authority (RTA)
website www.rta.qld.gov.au. [=]%2

Scan QR code
to visit site

Please provide your email address and a
forwarding address.

Leaving the property

The property should be left in the same condition
as when you moved in, except for fair wear and
tear.

Damage, including from pets, is not considered
fair wear and tear.

Complete an Exit Condition Report — General
Tenancies (Form 14a) and submit it to BHC.
Refer also to your Entry Condition Report —
General Tenancies (Form 1a) from the start of
your tenancy.

www.bhcl.com.au

Bond refund

Your bond will be returned by the RTA, after:
e All rent and invoices are paid; and

* Any cleaning, damage, or other charges are
cleared.

¢ See the Residential
Tenancies Authority
(RTA) website for more

A . Scan QR code
information on bonds.

to visit site

Pets and moving out

If you've had a pet during your tenancy, additional
cleaning and inspection requirements will apply.
We require carpet steam cleaning and flea pest
control (and this applies whether the pet was
approved or not approved, and also applies to
service animals).

15






Your Housing Manager provides the necessary keys
for your home. If you lose them, replacement of keys/
locks is at your cost. Consider keeping a spare set in
a safe place with a trusted friend to avoid locksmith
expenses.

e Contact the Client Services Hub - Maintenance
Line for key purchases.

* Insome cases, BHC may approve small key
safes, check with your Housing Manager.

e All keys must be returned at the end of your
tenancy or a change of lock and keys fee will

apply.

Lock changes and new keys must be arranged
through BHC.

If locks are changed by a non-BHC locksmith, the
cost to return it to the BHC key system will be at the
tenants cost.

Tenants are responsible for managing their keys
and access to their apartment.

® |Lockouts due to lost keys or keys left inside the
apartment are not considered a maintenance or
repair issue.

® In such cases, tenants may need to arrange for
a locksmith at their own expense. Ensure the
locksmith lets you in but does not change the
locks.

Options during business hours:
e You may call us to check if a spare key is available.

e |f a spare is available, visit BHC head office to
collect and borrow it.

e Return the key within one business day - failure to
return will result in a charge.

If no spare key is available, BHC may try to
arrange a locksmith at your expense. If that's not
possible, you will be responsible for organising
the locksmith. Please ensure the locks are not
changed.

Options after hours:
e Consider staying with a family or friend.

e |f this is not an option you may phone the BHC
After Hours service (call 3307 3000), to arrange a
BHC preferred locksmith on your behalf. You will
be responsible for the cost.

e Alternatively, you may call a locksmith to provide
access. (Note- a locksmith who is not a BHC
preferred locksmith may not be able to access
front entry of a secure building).

e Ensure locksmiths do not change the locks.

Tenants experiencing domestic and family violence
(DFV) have options to manage their tenancy
arrangements and enact plans to end the violence.

As BHC is on a master key system, if a lock change

is required due to a domestic and family violence
situation - contact your BHC Housing Manager and
we will change the locks without charge. While other
options exist under legislation (such as changing
locks yourself), contacting BHC will be the most cost
effective option. For more information on this please
speak to your Housing Manager.

Need support? DV Connect contact details for

women and men are included at the end of this
handbook.

17
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Maintenance, repairs and modifications
Non urgent repairs

Our response to maintenance
and repairs

We are committed to maintaining safe and
functional BHC properties. If you have maintenance
concerns, please report them as soon as practicably
possible so we can assist. We work closely with
contractors to ensure quality repairs, though
response times may vary based on urgency, priority

and circumstances such as tradesperson availability.

Tenant Charges

Tenants are responsible for costs related to damage
or repairs caused by:

* Household members, visitors, or pets; and

e Forced access (e.g., police entry for urgent
matters).

Even if charges apply, please report all damage so
we can manage repairs appropriately. We can also
discuss payment plans if needed.

Non urgent repairs

® Dripping taps

e Faulty stove

e Faulty light fitting or power outlet

e |Leaking shower sill

e Damage caused by an emergency repair
e Non working range hood

e Leaking gutters or downpipes

® Loose internal door handles

e Kitchen cupboard doors not closing properly
e Internal doors not closing properly

e And other non urgent repairs

Email repairs@bhcl.com.au; or

Phone our Client Services Hub — Maintenance
line — 3307 3000

Fill in a Non Urgent Repair Advice Form (scan
the QR Code or see our Website
at bhcl.com.au/tenants/current-

tenants/repairs-maintenance/ A
E Scan QR code
to visit site

Urgent repairs / maintenance
emergencies

Business Hours: Call the Client Services Hub -
Maintenance line at 3307 3000.

After Hours: Call BHC on 3307 3000 and select
the After Hours Emergency option. A call centre
will manage emergencies—keep your phone with
you so contractors can reach you for access.

Urgent repairs

Risk of fatality or serious injury

Building insecure after forced entry

Gas leak or exposed electrical component

Flood from water, sewerage or storm

Blocked or broken toilet

Serious roof leak

Failure or breakdown of gas, electricity or water
Fault or damage to essential service or appliance
Fire alarm

And other urgent repairs

BHC Tenant Handbook



Lockouts

Locking yourself out is not an emergency repair.
Please refer to the Lockouts section under Keys and
Locks.

Planned maintenance

BHC may conduct planned and cyclical
maintenance. |t may include refurbishments of
bathrooms, kitchens, roofs and floor coverings
due to natural wear or end-of-life replacements.

Maintenance self-help

Before reporting issues, try these steps.

No Electricity

e Check if street lights or neighbours’ lights are
working - there may be a blackout.

e Check your switchboard - ensure the main switch,
safety switch and circuit breakers are ON.

e [f the safety switch is OFF, unplug all electrical
items, turn it back ON, then plug items back in
one by one to identify a faulty appliance.

* |f power isn't restored, contact the Client Service
Hub - Maintenance Line on 3307 3000.

Blocked Toilet

95% of blockages are caused by foreign material or
excessive use of toilet paper. Do not flush repeatedly
- this can worsen the blockage.

Try One or More of These Methods:

* Hot Water and Dish Soap: Pour hot (not boiling)
water into the bowl, add dish soap, wait 10-15

www.bhcl.com.au

minutes. Wait for the water to return to a normal
level, then try flushing.

Plunger Method: Use a plunger (available at
hardware stores), pump firmly several times, then
check if the water drains. No plunger? You can
also improvise by using a small non-abrasive
object to poke and push the blockage through
(e.g. wooden stick).

Check for Obstructions: Wear gloves and/or use
a toilet auger to check for foreign objects that
may be causing the blockage.

If the toilet remains blocked, call the Client Services
Hub — Maintenance Line on 3307 3000 (Maintenance
Line or Emergency After Hours).

Toilet Cistern Running

Turn off the tap under the cistern.

You can still flush by allowing the cistern to fill,
then turning the tap off again - or using a bucket
of water.

Report the issue to the Client Services Hub -
Maintenance Line on 3307 3000 during office
hours.

Water Leaks

Know where your main isolation valve is, if your
unit is fitted with an isolation valve, it's usually
under a sink or in the laundry.

If a leak occurs, turn the valve OFF.

Contact BHC if you are unsure where your isolation
valve is located.

19
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Modifications to the property:
Approval to attach fixtures or
make changes

Approval Required

* Any changes or modifications must have written
consent from BHC before proceeding.

e Submit requests via the Modification Application
Form (or the Residential Tenancies Authority
Form 23) to our office via reception@bhcl.com.au

* Do not begin modifications until written
approval is received.

The Modification Application
Form is available on our

website bhcl.com.au or scan
the QR code.

! FEd®  Scan QR code
ki - o
1 to visit site

You may also contact our Client Services Hub - 3307
3000 for a copy.

Do you need more information? Speak to the Client
Services Hub on 3307 3000.

Conditions on Approval

Depending on the modification, BHC may require
certain conditions to be met including but not
limited to:

® Provision of plans, drawings or certification.
e Use of a licensed contractor.
® Inspection upon completion.
® Removal at the end of tenancy if necessary.

Unauthorised modifications must be removed within

14 days at the tenant’s cost.
Examples of Modifications

e Installing handrails.

e Fixing items to walls.

Modifications for Disability or Mobility
Needs

e Tenants requiring home adjustments due to aging

or disability must submit a written request to
BHC.

e |f modifications are being done by a home
modification service, approval is still required.

e Ourteam can assist in finding relevant home
modification services if needed.

Employee and contractor
safety

The safety and wellbeing of our staff and
contractors is important.

Footwear Requirement:

e While we recognise tenants may have a
preference for shoe removal for religious or
personal reasons, staff and contractors must
wear footwear in your home for workplace
health and safety.

Tenant Contributions to Safety

® Respectful interactions with staff and
contractors.

¢ Restraining pets (especially dogs) during
inspections and maintenance.

* Minimising trip hazards to ensure safe
movement within the property.

BHC Tenant Handbook



Car parking at BHC
properties

At BHC, we prioritise affordable housing. As a
result, parking is limited at many of our properties.
We encourage tenants to consider alternative
transport options where possible.

Car parking details will be explained by your Housing
Manager.

Allocated Parking

e Available in Some Buildings: Parking spots
may be offered, subject to a fee, and reviewed
periodically.

e Tenant Requirements: Tenants must provide
vehicle registration, make, and model details,
and keep vehicle registered.

e Waitlist System: Parking spots are allocated
based on need and waitlist duration. Notify your
Housing Manager to be considered.

www.bhcl.com.au

Use of Service Bays

® Restricted Access: Reserved for BHC staff
and tradespeople, emergency vehicles, and
registered businesses with professional carers.

Towing of vehicles

BHC may have vehicles towed if they breach car park
management rules, for example:

e Block an entry/exit;
e Impact on fire safety equipment or safe exit of
people; or

* Are unauthorised, unregistered or non-standard
(eg. truck or caravan).

Towing notices with the towing company’s phone
number are visible in BHC car parks. Impounded cars
will be released to owners at their own expense.

BHC has contracts in place with registered towing
companies. Only BHC representatives are authorised
to have a car impounded.

For any specific car parking inquiries, please contact
your Housing Manager.
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Fire and Electrical Safety

Ensure you are familiar with fire exits and evacuation
assembly areas. Report any broken or missing
equipment immediately.

* Smoke detectors are inspected at least annually
(at BHC's expense).

e Fire doors, included in some apartments,
undergo regular compliance inspections.

e Annual evacuation drills are conducted for most
complexes - your participation is voluntary but
highly encouraged.

e Tampering with smoke detectors or fire
equipment puts your safety and tenancy at risk

Preventing Fire Hazards
e Keep a fire blanket and small extinguisher in
your apartment.

* Never leave cooking or open flames (e.g.,
candles, oil burners) unattended.

e Clean dryer lint after each use.

* Avoid overloading power points, switch off
when not in use.

e Keep exit paths clear - avoid clutter.

e Do not smoke indoors, it can set off smoke
alarms and you will be responsible for any
property damage caused by smoking.

Emergency? Call 000 immediately

Lithium-ion batteries — e-bikes,

e-scooters and Light Electric
Vehicles (LEV)

Lithium-ion batteries and LEVs pose fire, explosion,
radiation, heat, chemical and electrical risks.

If charging an LEV in or around your apartment,

you are responsible for its safety. Some complexes
may have designated charging areas—if there is

a designated area in your complex, you may only
charge in that space. Please ensure you research safe
charging practices.

Safety Tips to Minimise Risk:

* Never leave LEV batteries/devices unattended
while charging.

e Disconnect from the charger as soon as fully
charged.

® Buy from reputable manufacturers and suppliers

e Use only the charger provided or a certified,
compatible third-party charger - incorrect voltage

or current can cause fires. E

Regulatory
Compliance Mark

e Check for the Regulatory Compliance
Mark to ensure chargers meet
Australian Standards.

* Charge devices outdoors when possible - avoid
placing them on combustible or insulating
surfaces (e.g. beds, sofas, carpet, blankets,

paper).

BHC Tenant Handbook



Personal property in common
areas - safety

To ensure a safe and welcoming environment for all
residents and to comply with essential fire and health
safety regulations - personal belongings must not be
left in shared spaces.

* No Personal Items: Do not place or store items
such as pot plants, doormats, furniture, shoes,
or décor in foyers, corridors, outside apartment
doors, or other common areas.

¢ Clear Shared Spaces: Hallways, walkways,
foyers, elevators, BBQ and recreational areas
must remain unobstructed at all times. Blocked
pathways present serious fire safety risks and may
hinder emergency access.

e Health & Safety First: Items left in communal
areas can create trip hazards, collect dust and
pests, and interfere with scheduled cleaning and
maintenance.

¢ Removal & Costs: BHC may remove any
personal items found in shared spaces without
notice. The tenant responsible may be charged
for removal and associated costs.

e Breach Notices: Improper storage of personal
property in communal areas may result in formal
action, including a Notice to Remedy Breach
(Form 11) in accordance with tenancy regulations.

Maintaining safe, clear common areas is everyone’s
responsibility and shows respect for your neighbours
and the community.

www.bhcl.com.au




Pets and animals

Applying for and keeping a pet

At BHC, we understand the value of pets
and support tenants in having one where
possible.

Application Process

e Before bringing a pet into your home,
review BHC's Pet Policy on our
website.

e Submit a Pet Application online, via
email (pets@bhcl.com.au), or by post
(GPO Box 544, Brisbane QLD 4001).

¢ Do not give applications to your
Housing Manager or leave them in the
building letterbox.

e BHC will notify you if your application is
approved and outline any conditions.

For details on applications, expectations,
documentation, emergency plans and
consequences of breaches, visit the

BHC website or speak to your Housing
Manager.

':'_ Scan QR code
: to visit site

Please note: not all BHC properties are
suitable for a pet.

BHC Tenant Handbook



Things to consider before getting a pet

Adding a pet to your home is a long-term
commitment; it's important for both you and your pet
that you take the time to be fully prepared.

* Time: Consider how much time you can dedicate
to caring for your pet.

e Costs: Factor in expenses like food, vaccinations,
vet fees, and council registration.

e Grooming: Some pets require regular grooming
and upkeep.

® Space: Make sure your home is suitable for the
pet’s needs.

Working Dogs

BHC supports the rights of tenants who rely on work-
ing dogs.

® You do not need BHC'’s approval to have a work-
ing dog if it is:

® an assistance dog, guide dog, or hearing dog
(as defined under Queensland law); or

® acorrective services dog or a police dog.

e However, you must provide documentation that
confirms the dog is officially certified as a working
dog. You must also have a current Handler Identi-
ty Card and ensure that the dog wears a harness
or identifying coat when outside your unit.

e Tenants with working dogs still need to follow the
general pet requirements outlined in BHC's Pet
Policy and any relevant local council rules, body
corporate by-laws or house rules.

® Please note: emotional support animals are not
automatically considered service animals under
current Australian legislation.

www.bhcl.com.au

Need Support or Have Questions?

If you are unsure whether your animal qualifies, or
would like help with the process, please contact our
team. We're here to assist you.

Visiting Pets and Animals

To maintain a safe and comfortable environment
for all tenants, only pets that have been formally
approved by BHC are allowed on the premises.

e Visiting animals - including dogs, cats, or other

animals - are not permitted at any BHC property.

* In exceptional circumstances, we may grant
approval for visiting animals. Please discuss with
your Housing Manager and submit a formal
request via reception@bhcl.com.au, and we will
provide our decision in writing

e Working dogs, as described on this page, may
visit BHC properties.

e This policy helps to ensure the wellbeing of all
residents, protect common areas, and support
our obligations under tenancy and safety
regulations.

25
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Resident and Communities Team

Did you know that BHC has a dedicated Resident and
Communities Team (RCT) who offer:

e Short term individual wellbeing support and
pathways to local support services

e Assistance to access employment, volunteering,
education, and training opportunities

e Place- based (BHC building) events and initiatives.
We also share helpful resources through:

e Our newsletter, The Bugle. If you'd like to
contribute to The Bugle, please email
bugle@bhcl.com.au

e Qur website and social media channels

Impact Grant

Financial assistance for residents facing hardship,
covering digital inclusion, education, employment,
and community connection. Visit the BHC website or
speak with our team for details.

Resident Voice

BHC encourages our residents to ‘Have a Say’ on a
variety of initiatives via Resident Voice program.
Our team provides consultation opportunities via
surveys, face to face consultation sessions and
building specific events.

If you would like to become a member of the BHC
Resident Voice group, please contact the Resident
and Communities Team via phone (07) 3307 3000 or
email connect@bhcl.com.au for further information.

ResidentConnect

Established during the COVID-19 pandemic,
ResidentConnect continues to assist residents with
information on local services, emergency relief, and

community resources. Contact connect@bhcl.com.au
or call (07) 3307 3000.

See our website or scan the QR

code to learn more about the

Scan QR code
to visit site

BHC Bugle

Our resident focused newsletter is published
throughout the year. Shared with all residents
electronically, and available in hard copy on request,
The Bugle includes updates from BHC about new
buildings, services, and events, explores issues
which may affect residents, and highlights upcoming
community events. Resident contributions are always
welcome. To find out more
contact the RCT by calling 3307
3000 or email bugle@bhcl.com.
au. You can also find past issues
of The Bugle on our website.

BHC socials

Follow us on social media and check out the BHC
website to stay informed. We post regularly about
important resident and tenancy information, local
events and services, community info, giveaways and
more! Like and follow us on:

%XE  Scan QR code
. to visit site

@brisbanehousingcompany

@bhc_communities
BHC Tenant Handbook









Other Information

Announcements and
emergency information

From time to time, BHC publishes important
announcements and emergency response updates

on our website. These may O r\

include changes to office hours

or our response to events such Scan QR code
. to visit the

as flooding or cyclones. [m]® BHC website

Natural disasters and
emergency situations

We aim to support tenants and safeguard our
properties during emergencies. However, not all
emergency responses are within our direct control.

Our Role

e BHC and our contractors will prepare for and
respond to emergencies wherever possible.

e Some services, like restoring power, are
managed by external providers and may be
outside our control.

e Contractors will only attend sites when it is safe
to do so.

e After an emergency event, repair times,
especially for items like lifts, may be delayed
due to increased demand.

Your Role in Being Prepared - Plan ahead

e Keep a battery-operated torch and radio on

hand.

e Stock some non-perishable food items.

www.bhcl.com.au

e Consider the need to store drinking water as
emergencies approach.

e Think ahead about your support network —
such as friends or family — who may be able to
assist you.

Life support medical
equipment

If you have life support equipment requiring
electricity supply, it is your responsibility to register
this with Energex or your electricity retailer. A
doctor will need to complete i

a confirmation form. More *':':" E
information is available on the ¥
Energex website.

Scan QR code
to visit site

Concessions and
supplements

Electricity Rebates: certain Queensland residents
(e.g. those on Centrelink/Services Australia
pensions) are likely eligible for an electricity rebate.
Contact your electricity retailer to ensure you are
registered or apply to be registered. (O'Brien Place
has an alternative electricity arrangement and
rebate does not apply).

Other concessions: concessions
may be available in areas such as
transport and vehicle registration.
Take a look at the Queensland
Government website to check if you
are eligible.

E  Scan QR code
to visit site
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Your feedback helps us improve and monitor our
customer service. We appreciate hearing what we
are doing well and where we can improve. You are
welcome to submit feedback by email at
feedback@bhcl.com.au

To request a copy of BHC's Complaints and
Feedback Policy, please:

e Email: reception@bhcl.com.au

e Phone: 3307 3000 [=]%4-[=]
k; N

e Refer to our website

Scan OR cod
www.bhcl.com.au can =R eode

to visit site

BHC provides independent affordable housing for
individuals capable of managing day-to-day living.
Where conflicts arise between tenants, we expect
the parties involved to attempt initial resolution.
BHC can only step in when the issue falls under the
Residential Tenancies and Rooming Accommodation
Act 2008.

For specific issues:

e lllegal activity should be reported directly to
Queensland Police, and then to BHC.

* Animal complaints (e.g. excessive barking,
dangerous dogs) should be referred to your local
Council.

e |fthereis a risk of or actual violence, contact
police immediately by dialling 000.

Please also report serious incidents to your Housing
Manager, clearly stating the issue in writing, with
dates, times, and a description of what occurred.

For assistance in resolving neighbourhood disputes,
you may also contact the South Queensland Dispute
Resolution Centre, a free Queensland Government
mediation service (see Important Contacts).

If you're unhappy with our services or a decision
made, we encourage you to raise your concerns
through the following steps:

Step 1: Informal Resolution

Speak directly with your Housing Manager - many
issues can be resolved quickly through conversation
and clarification. We encourage you to call or email
your Housing Manager as a first step.

Step 2: Formal Complaint
If the issue remains unresolved:

e Submit a formal complaint to
feedback@bhcl.com.au or post it to us.

e We're happy to help you write your complaint

if needed.

* Your Housing Manager will usually handle it, but
it may be referred to another team depending on
the subject.

When writing your complaint, please include:

e A clear description of the issue

BHC Tenant Handbook



e Relevant dates, times, and circumstances

* Any witnesses or supporting details

We will acknowledge your complaint within 3
business days of receiving it and will aim to respond
in writing within 15 business days though in most
cases it will take less time than this.

If the matter is complex, we may need additional
time to investigate and respond. We will keep you
informed of the expected timeframe for resolution
and any reasons for the delay.

Step 3: Complaint Review

Still not satisfied with the outcome? You may request
a review.

e Email feedback@bhcl.com.au or write to us

e A senior staff member (not involved in the
original decision) will assess your complaint
independently.

The Residential Tenancies Authority (RTA) provides
information and support regarding tenant rights and
responsibilities. Tenants Queensland (QSTARS) can
also assist. Please refer to the Important Contacts
section at the end of this booklet.

www.bhcl.com.au

If you are an NDIS participant and are not satisfied
with how your complaint has been managed, you
may contact the NDIS Quality and Safeguards
Commission.

Refer to Important Contacts on page 33 of this
booklet for details.

* Tenants are welcome to lodge complaints
anonymously.

e We will investigate all anonymous complaints to
the extent possible.

* Please note: our ability to follow up or provide
outcomes may be limited when complaints are
made anonymously.
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BHC respects your privacy and is committed to
protecting your personal information.

e We comply with the Australian Privacy Principles
when collecting and handling your personal
details.

* We collect your information to help provide you
with housing assistance and related support
services.

¢ To assist with your housing, we may share
relevant personal information with service
providers, related entities, and partner
organisations who help us deliver these services.

e We are not likely to disclose your information
overseas.

® Your sensitive personal information will never be
shared with anyone else unless you give consent
or it is required or authorised by law.

You can view our full Privacy and Confidentiality
Policy on our website, visit:
www.bhcl.com.au/about-bhc/privacy or request a
copy from our team.

Privacy complaints

If you have a concern about how your privacy has
been handled, BHC will manage your complaint in
line with our Complaints and Feedback Policy.

e You can submit a privacy complaint to
feedback@bhcl.com.au or post it to us. Please
mark your email Attention: Privacy Officer.

e If you are not satisfied with BHC's response, you
may escalate your complaint to the Office of the
Australian Information Commissioner (QAIC).




Important contacts

Emergencies

Fire, Ambulance, Police
Ph: 000

Police Support and Reporting
Police Link
Ph: 131 444

www.police.gld.gov.au/
policelink-reporting

®  Scan QR code
to visit site

Crime Stoppers
Ph: 1800 333 000
www.crimestoppersgld.com.au

Support services

1800 RESPECT

Supporting people impacted by domestic, family
and sexual violence

Call 1800 737 732 or Text 0458 737 732
www.1800respect.org.au

Aboriginal & Torres Strait Islander Community
Health Service

Ph: 3240 8900
www.atsichsbrisbane.org.au

Communify Qld
(including Sustaining Tenancies Program)

Services and support for mental health, aged care,
NDIS, emergency support and more

Ph: 3510 2700
communify.org.au

www.bhcl.com.au

DV Connect for Women
Ph: 1800 811 811

www.dvconnect.org/womensline

DV Connect for Men
Ph: 1800 600 636

www.dvconnect.org/mensline

Financial Counselling and Debt Helpline

Free, confidential and independent assistance with
financial stress

Ph: 1800 007 007
ndh.org.au

Footprints
Ph: 3252 3488
footprintscommunity.org.au

Headspace

Early intervention mental health services for young
people aged 12 to 25 years.

Ph: 1800 650 890
healthdirect.gov.au/partners/headspace

Hello Home Doctor for After Hours
Ph: 134 100
www.hellohomedoctor.com.au

Inala Indigenous Health Service
Ph: 3101 4222

E: inala_indig@health.gld.gov.au
www.health.qgld.gov.au/iihs
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Lifeline Crisis Support and Suicide Prevention
Ph: 1311 14 or Text: 0477 131 114
www.lifeline.org.au

Micah Projects
Support and advocacy services

Ph: 3029 7000
micahprojects.org.au

MIFA - Mental lliness Fellowship Australia

Response for people living with mental illness and
their family/friends; NDIS provider

Ph: 3358 4424 (Herston) or 07 2145 7332 (National)
www.mifa.org.au

Multicultural Development Australia (MDA)

Support service for refugees, international students,

people seeking asylum and migrants
Ph: 3337 5400

My Aged Care
Ph: 1800 200 422
myagedcare.gov.au

Narcotics Anonymous
Ph: 1300 652 820

www.na.org.au

Queenslanders with Disability Network (QDN)
Ph: 3252 8566 or 1300 363 783
gdn.org.au

Safe Space
After hours support if feeling distressed
Bardon Safe Space, 180 Jubilee Terrace, Bardon

Ph: 3004 0101 or 0420 698 783
communify.org.au/safe-space

Salvation Army: Brisbane Recovery Services
Centre (Moonyah)
Residential rehabilitation

Ph: 3369 0922

South Queensland Dispute Resolution Centre
Resolving conflict; mediation; dispute resolution

Ph: 3738 7000 or 1800 017 288

StandBy - Support After Suicide

Person-centred support and follow-up

Ph: 0438 150 180 or 1300 727 247 - contactable 24/7
E: standby.bne@uccommunity.org.au
www.standbysupport.com.au

Stepping Stone Clubhouse
Pathways for better mental health
Ph: 3847 1058
www.steppingstoneclubhouse.org.au

St Vincent De Paul (Vinnies)

Seeking assistance (food, clothing, furniture,
household items)

Ph: 3010 1000 or 1800 VINNIES (1800 846 643)

www.vinnies.org.au

Wesley Mission Queensland
Ph: 1800 448 448

WWW.Wwmg.org.au
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Other useful contacts

National Regulatory System for Community
Housing

Ph: 3013 2666

www.nrsch.gov.au

NDIS Quality and Safeguards Commission
Ph: 1800 035 544 or TTY 133 677

Post: PO Box 210, Penrith, NSW, 2750
www.ndiscommission.gov.au

Office of the Australian Information
Commissioner

Ph: 1300 363 992

www.oaic.gov.au

QSTARS (Queensland Statewide Tenant Advice
and Referral Service)

Ph: 1300 744 263
gstars.org.au

Queensland Human Rights Commission
1300 130 670
www.ghrc.gld.gov.au

Queensland Ombudsman
Ph: 3005 7000
www.ombudsman.qgld.gov.au

www.bhcl.com.au

Residential Tenancies Authority (RTA)
Ph: 1300 366 311

Ph: 1800 524 212 (Dedicated line for First Nations
customers)

www.rta.gld.gov.au

TIS National (Translating and Interpreting
Service National)

Ph: 131 450
www.tisnational.gov.au

Tenants Queensland

Free advice for tenants; also includes financial
counselling

Ph: 1300 744 263
www.tenantsqgld.org.au
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Contact us

General enquiries
Phone: (07) 3307 3000

Fax: (07) 3839 2000

Email: reception@bhcl.com.au

Visit us

BHC Head Office is located at:
Level 17/333 Ann Street
Brisbane City QLD 4000

Opening Hours:
Monday to Friday 8:30am — 4:30pm

Postal address

BHC Creating Liveable Communities
GPO Box 544

Brisbane QLD 4001

Website

www.bhcl.com.au

Feedback email
feedback@bhcl.com.au
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