Repairs and
Maintenance

Hume are committed to providing our customers with safe, clean, and habitable

homes.

HUME

Community Housing

We want to make it easy for you to request arepair and tell us about issues in your

home.

Toreport arepairyou can:

e Callus24/70n1800 004 300
and select Report a Repair

o Fillout our online repairs form
atwww.humehousing.com.au

e Email us at:
repairs@humehousing.com.au

e Reportitinpersonatone of
our offices

Try to provide as muchrelevant
information as possible
regarding the repair.

What the problemis, where the
problemis and howlongthe
issue has been goingonfor.

If you have photographs of the
problem, send those through as
well.

If there is an emergency that
requires an urgent repair, call 1800
004 300 and speak with our
afterhours service. They will arrange
foracontractorto attendifitisan
emergency.

Ifitis noturgent, they willlog the
request and amember of the
Customer Service team will contact
you the next day.

Urgent Repairs

When a part of yourhome is
impacting your safety and/or your
level of security, thisis considered
anurgentrepair.

If the repairis urgent, we will try to fix
it within 4 hours.

Repair Category Timeframe for
Attendance
Category 1 24 hours
Category 2 48-72hours
Category 3 10 days
Category 3 20 days
Planned Works As scheduled

e Significant security threat - to
property or people

e Dangerous electrical fault

e Serious faultinlift or staircase

e Any fault ordamage that makes
the home unsafe/insecure

e Blocked or broken toilet

e Excessive waterwastage froma
Hume provided appliance

e Failure/breakdown of services or
appliances (hot water, cooking,
heating, orlaundry)

e Failure/breakdown of gas,
electricity, orwater supply

e Gasleak

e Serious roof leak

e Flooding or serious floor damage

e Burst water pipe
Repair Examples

Lights not working, blocked drains.

Stoves, common area washing machines and
dryers, external doorlocks.

Repairs for Specialist Disability Accommodation
properties.

General repairs and maintenance that can’t wait
for Planned Works.

Kitchen or bathroom upgrades, flooring, internal
orexternal painting, fencing.

If your repair is not urgent, it will be responded to in the timeframes listed above.

For more information visit www.humehousing.com.au or call 1800 004 300 (free call)
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If you have not been contacted by a
contractor within the timeframe
provided, callus on1800 004 300.

If the problem cannot be solved
right away and needs more work or
specialist help, we will make it safe,
assessitand prepare areport for
furtheraction.

We will let you know when to expect
the problem to be fixed and you will
be given ajobreference number.

If you live inahome that Hume rents
from a private owner orreal estate
agent, we must report your repair
request to themforapproval. The
owner or agent will then organise for
someone to come out and fix the
problem.

Ifitis taking toolong forsomeone
to come out, please call your
Property Coordinator who will
followitup.

A contractor that visits yourhome
will contactyouto bookan
appointment.

They must show you ID if requested,
before entering yourhome.

We encourage you to provide us
with feedback if you think the
quality of work carried outis notup
to standard.

Our expectationis that all our
contractors are polite and friendly
andrespect bothyouand your
home.

You canemail us at
feedback@humehousing.com.au
orcall1800 004 300.

You are responsible for doing some
minor repairs; we have listed some
examples of these below. If you are
physically unable to carry out these
repairs, oritisunsafe, call our
Repairsteamon 1800 004 300.

o Keeping the property clean

» Removing cobwebs

e Pest control - e.g. managing ants,
cockroaches, mice andrats

e Replacinglight bulbs and tubes
e Cleaning gutters

¢ Yard maintenance

e Replacing the locks if youlose
your keys

¢ Wiping away condensation and
mould removal

Repairs you may be charged for

Hume will charge you forrepairs
when the repairs are because you or
someone inyourhome has
deliberately damaged orneglected
the property, forexample:

e The damageis caused
intentionally by you, a household
memober, visitor, or pet.

e Youneglecttotake care to
prevent damage.

e Youneglect to keep yourhomein
areasonably clean condition.

e Youhave notrestoredthe
property to areasonable condition
atthe end of yourtenancy.
Examples of repairs that would be
chargedtoyou:

e Broken windows or punctured
walls/doors

e Burns orotherdamages to carpet
(notincluding wear and tear)

e Damaged locks andlocksmith
charges because of lost keys

e Removal costs forabandoned
furniture, appliances, rubbish, or
vehicles

e Damaged clotheslines

e Blocked water pipes/sewers
because of inappropriate items
being placed down the drain

Anytime you request arepair from
Hume Housing, you should be told if
the costs willgo toyouornot. Ifin
doubt, please ask amember of the
team and they will advise you.

For more information visit www.humehousing.com.au or call 1800 004 300 (free call)
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Hume are committed to providing our customers with safe, clean, and habitable
homes.
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home.

If youneed aninterpreter to assist with this
document, please call the Translating and
Interpreting Service (TIS National) for free
on131450.

Ask them to callHume Community
Housing on1800 004 300.
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Spanish

Sinecesitalos servicios de unintérprete
para este documento,

llame gratis al Servicio de Traduccion e
Interpretacion

(TIS National) en el nUmero 131450.
Pidales que llamen a Hume Community
Housing

enelnimero1800 004 300.

Viethamese

Né&u ban can thdng dich vién dé hé trg tai
liéunay,

thivuilong goicho Dich vu Bién dichva
Phién dich

(TIS National) mién phitheo s6131450.
Yéu cau ho goi cho Céng dong Hume
(Hume Community Housing) theo s6 1800
004 300.

For more information visit www.humehousing.com.au or call 1800 004 300 (free call)




