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This policy applies to Co-operation Housings’ tenancy management services. Where policy and procedure for
management of retirement village housing differs from processes relevant to management of community housing,
those differences are identified.

Members have slightly varying policies by which they select and manage tenancies. Co-operation Housing
recommends that these are audited for consistency with the base policies endorsed in this document. The principle
variation is tenant selection, which, while still unbiased, recognizes the diversity and specific requirements of each
Member.

In order to ensure a fair level of service and compliance with registration and legal requirements, Co-operation
Housing will develop policies that outline common tenancy management requirements.

As a registered housing provider, Co-operation Housing will ensure tenancy management policy and procedure
complies with the Residential Tenancies Act 1987 and Department of Communities Community Housing Regulatory
Framework, the Retirement Villages Act 1992 and any other relevant legislation by:

e Developing proforma policy and procedures;

e Providing information and training on compliance with relevant legislation;

e C(Circulating updates to policy and procedures adapted to confirm with legislative changes;

e Reviewing the policies and procedures of its Members on an ongoing basis, not longer than three years

apart, or more frequently, if required.

If a policy or procedure is found to be in contradiction to a statutory, regulatory or registration requirement, Co-
operation Housing will initiate an immediate review and update the policy to ensure compliance.

Tenant Communication

Successful tenancy management ultimately comes down to communication. The quality of the communication and
the supporting documents that outline tenant rights and responsibilities, determines how informed tenants are and
reduces instances of non-compliance due to ignorance and misunderstanding.

When information is shared and duplicated in a variety of formats and communicated progressively, tenants are
more likely to learn and remember the content. They know what is expected of them and are more likely to
comply.

Co-operation Housing endeavours to communicate with tenants in a variety of ways, commencing at first contact
and progressing through the term of their tenancy, including:

e Making information available on the website

e Written format, e.g. brochures, fact sheets, forms, hand books

e Direct mail and email

e Phone calls

e One-on-one, meetings residents meetings, committee meetings

o Newsletters

e Digital and video (where possible)

e FEvents
Every challenge, conflict and failure is an opportunity to review our communication, update our policy and
procedure manuals and improve our processes.



By working with tenants to request and collect feedback on the quality and timeliness of tenancy management,
weaknesses are addressed and strengths are compounded. Quality of content and dissemination of information is
continuously improved.



