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OVERVIEW
Welcome to Argyle Community Housing Ltd 
(Argyle). We are delighted that you are a tenant 
and part of our community. Argyle is committed 
to providing you not only with secure, sustainable 
housing but also a high standard of service. This 
handbook has been developed to provide you with 
general information about your tenancy with Argyle. 

WHO WE ARE
Argyle is a not-for-profit Tier 1 Community 
Housing Provider that has provided community 
housing to those in need since 1998.  

We are governed by a Board of Directors who 
bring a diverse set of skills and community 
knowledge to the management of our business. 
Our day to day operations are managed by our 
Chief Executive Officer, a Management Team, 
Operations, Finance and Asset Management staff.  
Argyle currently manages over 2000 properties 
in the local government areas of Goulburn, Yass, 
Wingecarribee, Wollondilly, Queanbeyan, Camden, 
Campbelltown, Young, Wagga Wagga and Griffith 
in NSW and Ainslie Village, Tuggeranong and 
Gungahlin in the ACT. 

WHAT WE DO
Argyle’s main objective is to provide and manage 
secure, affordable housing for people on a low to 
moderate income and vulnerable people who need 
support in order to maintain independent living.  
As a Community Housing Provider (CHP) we are 
linked into and responsive to local needs, have the 
interests of our tenants as a key focus and are 
committed to building sustainable communities.

Argyle actively encourages our tenants to be 
involved in the organisation’s activities. This 
involvement helps our tenants build friendships, feel 
part of a community and teaches new skills. It also 
provides Argyle with a valuable source of knowledge 
and information about our tenants’ communities 
and how we can service these communities more 
effectively.  Regardless of our future growth or how 
we conduct our business, our tenants will continue 
to be part of everything we do. 

WELCOME TO  
ARGYLE HOUSING
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HEAD OFFICE
Level 1, 32 – 36 Wingecarribee Street 
Bowral 2576
P.O. Box 1026 Bowral
Phone: 02 4861 2753
info@argylehousing.com.au

ACT
Ainslie Village
23 Quick Street
Campbell ACT 2612
Phone: 02 6162 6800
ainslievillage@argylehousing.com.au

COMMON GROUND
130 The Valley Avenue
Gungahlin ACT 2912
02 6241 0352
commonground@argylehousing.com.au

BOWRAL
Level 1, 32 – 36 Wingecarribee Street 
Bowral 2576 
PO Box 1026 Bowral
Phone: 02 4861 2753
bowral@argylehousing.com.au

CAMPBELLTOWN
14 Browne Street
Campbelltown 2560
P.O. Box 1121, Campbelltown
Phone: 02 4627 0002
campbelltown@argylehousing.com.au

GOULBURN
Level 1, 56 Clinton Street
Goulburn 2580
Phone: 02 6297 5929
goulburn@argylehousing.com.au

GRIFFITH
2/ 136-140 Yambil Street
Griffith 2680
P.O. Box 389, Griffith
Phone: 02 6962 6830
griffith@argylehousing.com.au

QUEANBEYAN
114 Crawford Street
Queanbeyan NSW 2620
P.O Box 502 Queanbeyan
Phone: 02 6297 5929 
queanbeyan@argylehousing.com.au

WAGGA WAGGA
8 Fitzhardinge Street
Wagga Wagga 2650
P.O. Box 550, Wagga Wagga
Phone: 02 6921 6479
wagga@argylehousing.com.au

YASS
135 Comur Street
Yass 2582
Phone: 02 6297 5929
yass@argylehousing.com.au

YOUNG
Shop 4, 33 Clarke Street
Young 2594
P.O. Box 402 Young
Phone 02 6382 7818
young@argylehousing.com.au

WOLLONGONG
Suite 3, Level 1 
3/65-67 Burelli Street, 
Wollongong NSW 2500
hspwollongong@argylehousing.com.au

OUR
LOCATIONS

VISITING YOUR LOCAL OFFICE
Our Tenancy Officers are often out of the office so if you wish to see your Tenancy 
Officer, it is a good idea to make an appointment before you come to the office. 
All our offices have disability access. Office opening hours are Monday to Friday 
9am to 5pm. Yass - Monday to Friday 9am to 4pm. Goulburn - Tuesday, Thursday, 
Friday 9am to 5pm.

1300 274 953
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YOUR RIGHTS
AT ARGYLE

WE 
RESPECT 
YOUR 
RIGHT TO

 Receive flexible, innovative support that best  
meets your needs

 Have an opportunity to make decisions about  
the care and support you receive

 Freely express your views and beliefs, and  
have your concerns heard and addressed  
with respect

 Receive a service in an environment free from 
discrimination, abuse, neglect and exploitation

 Receive a service which is provided in an 
environment free from discrimination, financial, 
sexual, physical and emotional abuse, neglect 
and exploitation

 Have privacy and confidentiality in the services  
you receive

 Access the personal information we collect 
about you

 Receive information and make referrals to other 
community services where appropriate

 Be supported to live, work and participate in the 
community without discrimination

 Have an opportunity to be involved in the 
development of the services we provide

 Have complaints investigated and  
resolved fairly

 Have the opportunity to nominate a person at 
Argyle as a key contact regarding complaints

YOU 
CAN 
HELP 
US BY

 Providing complete, accurate and  
timely information

 Keeping us informed if your personal  
circumstances change

 Being respectful and courteous to staff, 
contractors and your neighbours

 Letting us know if you need support or 
assistance (such as translation services or 
support from specialist services etc.)

 Managing all your responsibilities outlined in 
your Tenancy Agreement, such as paying your 
rent and any utilities included in your tenancy on 
time and keeping your home in good condition

 Granting us access to your home should we 
need to complete inspection, home visits or 
repair work

 Contacting us and negotiating a payment plan  
should you be facing any difficulties paying your  
rent and/or utilities

 Providing us with feedback about the quality  
of our services
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TYPES OF PROPERTIES 

What are the different types of properties  
that we manage?

The majority of properties managed by Argyle are 
either Leasehold or Capital properties. We also have 
properties through the National Rental Affordability 
Scheme (NRAS and supported housing).

LEASEHOLD
If you are a tenant of a leasehold property, it means 
that we have rented your home from a
real estate agent or a private owner. As with any 
private rental, the owner may end the agreement 
at some time in the future and you may have to 
move. If this happens, Argyle will try to rehouse you 
as long as you are still eligible for housing and your 
rent is up to date. 

It is unlikely that you will have any contact with the 
owner or real estate agent apart from property 
inspections and repairs. Argyle will contact the 
owner about any property issues on your behalf.   

CAPITAL
These are properties managed by Argyle on behalf 
of either the NSW or ACT governments and you 
are unlikely to move locations once you become a 
tenant. Because you now have ongoing housing, 
Housing NSW or ACT will not keep you on their 
waiting list. Our aim is to provide you with housing 
support until you no longer need it.  

Argyle is also responsible for all repairs and 
maintenance on the property. For repairs and 
maintenance, please contact your area 
Argyle office.

AFFORDABLE HOUSING PROGRAM
These are properties that are owned and managed by 
Argyle. Tenants pay a percentage of the market rent. 

SUPPORTED HOUSING
In conjunction with our support partners we also 
manage housing for tenants with special needs.

OWNED HOUSING
Argyle owns over 300 properties throughout NSW 
and in the ACT. Properties are both social and 
affordable housing and several have been 
purchased to meet the needs of a special group i.e. 
older women. 

BEFORE YOU 
MOVE IN
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All information about your tenancy is kept in our 
office both as a tenant file and as a computer 
record. Information collected includes your 
application, lease, condition reports, rent reviews 
and all correspondence between you and the 
office. This information is mainly used by your 
Tenancy Officer but may be accessed by other staff 
if necessary. 

Your privacy is very important to us and we will 
not, without your consent, give your personal 
information to anyone outside the organisation 
except in the following circumstances if we need to:

•  Confirm your name, address and lease start date 
with essential services (electricity, gas, phone);

•  Provide your phone number to contractors in 
order for repairs to be undertaken;

•  Discuss tenancy issues with a support worker if 
appropriate, so long as prior consent has been given;

•  Release information where this is required by law 
such as written requests from Centrelink, the 
Australian Taxation Office or the Police.

All tenants have the right to look at their own 
information. If you need to do this please contact 
your Tenancy Officer.

AUDITS AND EVALUATIONS
From time to time, auditors or evaluators from 
the accreditation unit may inspect a sample of 
applicant and tenant files. This is to make sure that 
we are keeping proper records and are complying 
with best practice guidelines. These auditors and 
evaluators keep all your information confidential 
but if you do not want your file looked at please let 
your Tenancy Officer know in writing.

PRIVACY AND 
CONFIDENTIALITY

CALCULATING YOUR RENT

The current market rent for your home is the rent 
that is on your lease. This is the amount that 
Argyle pays the owner where the property is 
leased or, for capital properties, the amount that 
similar homes in the area would cost to rent.  
This is the most you can be required to pay. 
However, nearly all of our tenants are entitled to 
apply for a rebated or reduced rent payment. 

The amount you will be asked to pay Argyle each 
fortnight is based on your household income and 
calculated according to the NSW or ACT 
Community Housing Rent Policy or the NRAS 
Affordable Housing Guidelines depending on the 
type of property you are renting. For more  

information on how your rent payment is 
calculated please ask us for a copy of the Housing 
NSW or ACT Community Rent Policy or the 
Affordable Housing Guidelines.

Your income before tax is income from all sources 
including wages, pensions and benefits, rent 
assistance, interest and child maintenance.  
For full details of how your rent is calculated please 
ask your Tenancy Officer. 

Argyle undertakes six monthly income reviews for 
social housing tenancies and 12 monthly income 
reviews for affordable housing tenancies to 
ensure that you are paying the correct rent. 
We will inform you of any changes and give you 
plenty of notice about any rent increases.

PAYING FOR  
YOUR PROPERTY
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COMMONWEALTH RENT ASSISTANCE

If you receive a Centrelink Benefit, you may be 
eligible for Commonwealth Rent Assistance (CRA. 
We will print a Centrelink Rent Assistance letter 
showing your rebated rent at the time you sign 
up as a tenant. You will need to provide this letter 
to Centrelink as verification of the rent you pay 
so you will receive the correct Rent Assistance.  
We assume that all Centrelink beneficiaries 
have applied for rent assistance and your rent is 
calculated on this assumption. If you do not lodge 
the Centrelink Rent Assistance letter as soon 
as possible after receiving it, this may result in a 
period of your tenancy being charged at a higher 
rate than you are comfortable paying.

PAYING RENT
There are several ways that you can pay your rent 
to Argyle.

CENTREPAY is a voluntary bill-paying service 
which is free for Centrelink customers. Use 
Centrepay to arrange regular deductions from 
your Centrelink payment. You can start or change a 
deduction at any time. The quickest way to do it is 
through your Centrelink account online. 

RENT CARD enables you to pay your rent at the 
Post Office, over the phone or via Internet banking.  
Ask your Tenancy Officer about this option when 
you sign your tenancy agreement. 

DIRECT DEPOSIT means that you can pay your 
rent directly into Argyle’s Bank Account. We will 
give you details of Argyle Account number etc.
if you choose this option.

EFTPOS payments are available at our at all of 
our offices.

CHEQUE OR MONEY ORDER can be made out to 
Argyle Community Housing Ltd and either posted 
or presented at your Area office. If you are mailing 
it to Argyle, it is important that you write your 
name and address on the back of the cheque/
money order so we know who it is from. 

CENTRELINK AUTHORISATION FOR 
INCOME DETAILS

Centrelink has an internet based scheme that 
allows Argyle to access tenants’ income details 
via the internet. We can only do this with 
your consent.

If you do consent it means that you and your family 
members do not have to visit your Centrelink 
office for an income statement as part of our 
income review.

PLEASE BE AWARE THAT 
ARGYLE DOES NOT ACCEPT 
CASH PAYMENTS.
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If you have not already given your consent and 
would like to do so, please contact your Tenancy 
Officer for the appropriate form. 

CHANGES TO YOUR  
HOUSEHOLD INCOME

If there are any significant changes for any 
member of your household, it is important that 
you tell Argyle and provide confirmation from 
employers or Centrelink within 14 days of the 
change taking place.

Some examples of what these changes 
might include:

•  You or someone else in your household starts or 
stops working;

•  A change in the amount of wages you or 
someone in your household receives;

•  A change in the type of benefit or pension 
you receive;

•  One of your children reaches 18 years of age or 
you have another child; or

•  You start or stop receiving maintenance 
payments.

RENT ARREARS

When you signed your Tenancy Agreement, you 
agreed to pay your rent when it is due and in 
advance. If you have any problems paying your rent, 
please ring your Tenancy Officer to see if we can 
work out a payment arrangement.

It is important that you do not get behind in your 
rent because it may mean that:
• We cannot rehouse you if you are a leasehold 

tenant and the owner of your home ends 
the lease;

•  You will not be able to get a transfer to another 
Argyle property if you need one; and

• You can lose your home if you get too far behind 
and we take the matter to the NSW Consumer 
and Administrative Tribunal.

Our aim is to maintain your tenancy, so if you are 
having problems please work with your Tenancy 
Officer to arrange for payment of your arrears.

NON-RENT DEBTS

As part of your tenancy agreement you are 
responsible for:

•  Paying for the water that you use;

•  Any damage that you cause to the property; and

•  The cost of a locksmith to replace locks or to 
provide new keys.

These are all non-rent debts.  It is important that 
you pay these debts. Argyle may go to the tribunal 
to terminate the tenancy if you have not paid these 
debts. We can arrange for you to pay an extra 
amount to Argyle each fortnight to cover these 
debts once your rent is paid in advance. Please talk 
to your Tenancy Officer about arrangements for 
non-rent debts.

BOND 
All Argyle tenants must pay a bond. Social housing 
tenants must pay two times the amount of weekly 
rebated rent, to be paid in full on the signing of the 
lease. Affordable housing tenants must pay two 
times the amount of weekly affordable rent in full 
on signing the lease.

All bonds are then lodged with the relevant Rental 
Bond Board state or territory bond authority. The 
bond plus any interest earned will be refunded to 
you when you leave the property as long as you do 
not owe any rent and you leave the property in the 
same condition as when you started the lease. 

Rental Bond Online is an electronic bond lodgment 
option which will also be offered to you when you 
sign your lease.

NSW and ACT tenants in affordable rental 
properties may be eligible for a Bond Loan. This 
can be discussed with an Argyle staff member 
when applying for tenancy.
NSW - Rentstart Bond Loan
ACT - ACT Government Community Services 
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CONNECTING UTILITIES

Before you move in, do not forget to have the 
electricity, gas and phone connected in your name. 
You are responsible for paying all connection and 
usage costs. If you are on a pension, check with the 
service company to see if you are eligible for a rebate. 

Argyle will arrange for your water to be connected 
and you are responsible for paying for the water 
you use. Water payments need to be made to 
Argyle and can be paid by cheque, money order, 
EFTPOS (available at all of our offices) or by using 
your rent card.

Once you have the keys to your home, make sure 
that you check that the switches are all on in your 
fuse box. In houses, the fuse box is likely to be on 
the front or side of your house.  In units, you will 
most likely find your fuse box inside the unit.

PETS

You must let us know if you want to have a pet, 
particularly a dog or a cat. If your home is leasehold, 
most real estate agents and owners will not let you 
have pets. In Argyle properties, pets may be 
allowed provided the house is fully fenced and has 
a reasonably sized yard. You must also comply with 
all local council requirements. Please get written 
permission from us before getting a pet.

PROPERTY CONDITION REPORT

When you sign your lease you will receive a 
Condition Report prepared by Argyle. This report 
will give details of the condition of the house 
before you move in. You should check to make sure 
that the report is correct and then return it to us 
within seven days from the start of your tenancy. 
Make sure that you write details of any items that 
may have been missed in the report. 

The condition report will be referred to at the end 
of your tenancy to determine whether or not your 
bond will be refunded. 

PROPERTY INSPECTIONS

As part of our commitment to the owner of your 
home and for us to make sure that your home is 
being properly maintained, we will make regular 
inspections of all the properties we manage. This 
generally occurs every six months. We will give you 
at least seven days notice in writing prior to the 
inspection date.

SMOKE ALARMS

Smoke alarms are  required by law to be in every 
property. They save lives and are there to protect 
you. Never disconnect or damage smoke alarms. 
This could put you and other people in your 
household in danger. Talk to your Tenancy Officer if 
you have any problems with the smoke alarm.

Capital Properties or Argyle owned properties 
have hardwired alarms and it is our responsibility 
to inspect the smoke alarm at least every 12 
months. As a tenant you may be responsible for 
replacing the batteries when needed. If you are 
physically unable to do this, or have any other 
concerns about your smoke alarm, please contact 
your Tenancy Officer.

LEASEHOLD PROPERTIES: These are properties 
that are leased from real estate agents or private 
owners. Owners of these properties are required 
by law to have smoke alarms fitted. If you have a 
smoke alarm that has a replaceable battery, the 
landlord must ensure that it is in working order 
when you start your tenancy.  After that you are 
responsible for replacing the batteries when 
needed. If you are physically unable to do this 
please contact your Tenancy Officer so we 
can assist. 

MOVING INTO, AND 
LIVING IN, YOUR NEW 
ARGYLE PROPERTY
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MAKING CHANGES

It is important that your home is kept in much the 
same condition it was when you moved in, unless 
the landlord makes changes or you have written 
permission to make changes.You must not make 
any changes to the house or garden without first 
getting consent, even if you pay for it. This 
includes changing floor coverings, painting inside 
or outside, changing fittings, improving security 
with doors, grills or locks, attaching insect screens, 
removing plants or lawns or creating gardens. 

If there is an improvement you would like to make, 
please write to your Tenancy Officer and we will 
reply in writing or contact the owner for you.

REPAIRS AND MAINTENANCE

During office hours please refer all repairs to your 
nearest area office. Alternatively, you may like to 
complete our request for repairs form, which is 
available from any Argyle office, and email it to us 
for attention. Repairs can also be logged on our 
website at argylehousing.com.au

When requesting repairs over the phone, online or 
in writing, make sure you have all the information.  
The better the information the more likely the 
repairs will be done quickly and properly. 
For example, the following information will help 
us get the problem fixed;

STOVE
Make, model, gas or electric.

WATER HEATER
Make, model, gas or electric.

ENERGY SUPPLY
 Is the gas or electric supply still on. If it is 
electric check the fuse box to see if the 
switches are still on.

BROKEN GLASS
 Tell us if is a door or window, where in the 
house it is, how did it happen, is it a timber 
or aluminium frame and whether it is fixed 
or sliding.

OTHER
 Give us as much information as possible 
about the problem including a police event 
number if necessary.

In addition, you will need to tell us your telephone 
number, the days and time you will be at home and 
whether you are happy for us to pass on your 
details to the repairman.

Please tell us if the repairs have not been 
completed within a reasonable timeframe so that 
we can follow-up with our contractors.
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EMERGENCY REPAIRS 
An emergency repair is defined as one or more of 
the following situations:

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

  failure or breakdown of the gas, electricity 
or water supply to the premises

 failure of any essential service for hot 
water, cooking, heating or laundering

 any fault or damage that causes the 
premises to be unsafe or not secure

COMMON AREAS

Parking and garbage can be a cause of arguments 
between neighbours. Please make sure that you do 
not block or park in other people’s parking spots, 
garbage areas, common areas or garages.

We will give you information when you sign up about 
the days when your garbage will be collected.  It is 
important that you put out your garbage bins on the 
correct day. If you need help taking out and bringing 
in the bins please let your Tenancy Officer know. 

Most local councils will do a pick up of discarded 
furniture and other items that you cannot put in 
your bin. Please contact your local council to find out 
what items what items you can put out for collection 
and on what dates they will be making the collection.

CHANGES TO PEOPLE LIVING 
IN YOUR HOME

When you signed your tenancy agreement with 
Argyle, we agreed on how many people could live in 
your home and who those people are.  However, 
we recognise that families change – partnerships 
start or break up, children are born or grow up and 
leave home. Please keep us informed of the 
changes in your household as this could affect the 
rent you are paying.

NEW LIVE-IN PARTNERS

If you wish your partner to move in, please contact 
your Tenancy Officer. If approved, you will need to 
list the person as an “additional household 
occupant”, supply new details and pay new rent. 

You will, however, continue to be the leaseholder 
with responsibility for paying the total rent. It also 
means that if you and your partner no longer live 
together, you will keep your home and your rent 
may be readjusted once we are notified.

OTHER ADDITIONAL OCCUPANTS

When we offer you a home, we have taken into 
account how many people will be living there to 
make sure it is suitable for that number. Therefore, 
it is unlikely that we will be able to approve 
additional adults moving in. 

PLEASE REFER TO THE 
BOTTOM OF YOUR LEASE 
AGREEMENT FOR WHO 
YOU NEED TO CALL FOR 
EMERGENCY REPAIRS. 



ARGYLE | Tenant Handbook NSW | 13

You cannot sublet, take in boarders or set up a 
share house in an Argyle property. If you want 
another family member to move in, please contact 
your Tenancy Officer. 

You can, of course have guests to stay. However, if 
they stay for more than 28 days in a year or three 
days per week they are no longer considered 
guests and you will need to talk to your Tenancy 
Officer about the situation. 

GOING AWAY

If you are leaving your home for more than four 
weeks, you must apply to Argyle in writing. We will 
approve your absence if we are satisfied that:

•  Arrangements have been made to pay the rent 
and water usage charges while you are away;

•  Your home will be properly looked after while 
you are away; and

•  There is a good reason for you being absent for 
more than four weeks.

Generally, it is not possible for you to leave your 
property for more than three months. If you are 
leaving for longer than this you may need to give up 
your home and reapply when you return.

NEIGHBOURS

Everyone has the right to quiet and peaceful 
enjoyment of their home.  Having good 
relationships with neighbours makes your home a 
safer and more pleasant place to live.  Please think 
about your neighbours if you are playing music, 

having friends over or coming home late at night. 
If you have problems with a neighbour try sorting 
it out with them first. If this doesn’t work, talk to 
your Tenancy Officer who may be able to provide 
you with other options.

GETTING INVOLVED

Argyle works with all its tenants to empower them 
to make informed decisions about their housing 
needs by encouraging their input into community 
developments, local committees, surveys and 
local events. Such participation ensures that our 
tenants feel part of their communities and that 
decisions that need to be made are done so for the 
benefit of all concerned.

Argyle also encourages tenant participation in a 
broad range of events including:

• Attending our Annual General Meeting and 
planning events so tenants have the 
opportunity to voice their opinions and meet 
with board members and staff;

• Recreational bus trips to places of interest;

• Garden competitions to encourage tenants to 
take pride in their communities; and

• Participation in local events.

If you are a tenant and are interested in joining 
one of our Tenant Participation Committees  
please contact your area office.
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REHOUSING - THIS SECTION APPLIES 
TO SOCIAL HOUSING TENANTS ONLY

When you can no longer live in your home

If you live in a home that is leased from a private 
owner and the owner ends the lease, or you cannot 
live in your home for other reasons (eg: serious 
fire and storm damage), Argyle will do its best to 

find you a similar home. For us to find you 
another home you must:

•  Have no rent or non-rent debt;

•  Have no Tribunal orders or serious complaints 
against you; and

•  Not be the cause of the owner terminating the 
lease.

LEAVING ARGYLE 
HOUSING 
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TRANSFERS

This section applies to Social Housing tenants only

If  your circumstances change so that home is no 
longer suitable, we may be able to assist you in 
finding another home in one of our areas.

To be accepted to go onto the transfer list:

•  Your rent and non-rent payments must be up 
to date;

•  There are no Tribunal orders or serious 
complaints against you; and

If you are accepted onto the transfer waiting 
list you need to:

•  Wait for a suitable property to be available. 
This may take some time especially if you have 
special requirements; and

•  Meet the cost of moving.

GETTING YOUR BOND BACK

When you leave your Argyle property, we would 
like to be able to return your full bond and offer the 
home to someone from our waiting list as soon as 
possible.  You can help us do this by:

•  NSW - You must provide us with 14 days notice in 
writing before your lease expires.
ACT - You must provide us with 21 days notice in 
writing before your lease expires.

•  Removing all rubbish, both inside and outside;

•  Cleaning the property - further guidance can be 
provided by your Tenancy Officer;

•  Repairing or replacing anything you have damaged 
to be of the same standard;

•  Arranging an inspection of the property with your 
Tenancy Officer;

•  Returning the keys without delay; and 

•  Providing us your new address or bank account 
details for the refund of your bond.

SUCCESSION

In a situation where the person who is the 
leaseholder dies or is permanently hospitalised, 
it may be possible for another member of the 
household to take over the lease if:

•  There  is written evidence of death or 
permanent hospitalisation;

•  The application is in writing;

•  The person applying is eligible to be on or is on a 
Housing Pathways waiting list; or

•  The person applying has been included as a 
household member and their income included in 
the rent assessment for at least 12 months.

• This does not apply to Ainslie Village tenants.

Please be aware that even if you are approved to 
succeed as a leaseholder, if the house is not 
suitable because of size or special needs, we 
may offer you another property.

FEEDBACK
If you are leaving Argyle, you can help us 
improve our services for other tenants by giving 
us feedback.  Please ask your Tenancy Officer for 
a feedback form. 
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COMPLAINTS
If you are not happy with our service, standards, 
practices or policies, you have the right to 
complain. For example, you might think we have 
done something unreasonable, unfair or have 
treated you badly.  

In the first instance we hope you will tell us what 
the problem is so we can try and sort it out. We 
want to offer an excellent service to everyone in 
our community and we will listen carefully to all 
your suggestions and complaints.

You may also want to talk with someone who is not 
directly involved in the problem. They can help you 
be clear about what the problem is and what you 
want done about it.  They can also talk to us on 
your behalf.

MAKING A FORMAL COMPLAINT
If you feel that we have not resolved your 
complaint by talking with us then you can put your 
complaint in writing.  You can use an “I want to 
complain form”, available from any Argyle office or 

the Argyle website, or write us a letter describing 
what happened and why you are not satisfied.  
You should address to the “Complaints and 
Appeals Officer” c/- Argyle Head Office, P.O Box 
1026, Bowral 2576.

When we receive a written record of your complaint 
we will investigate your problem and hopefully find 
a solution.  We will put our response in writing and 
this may include:

•  An apology;

•  An explanation of why things happen that way; or

•  A description of what action we have taken to 
ensure you do not have that problem in the future.

You are also entitled to ask for someone to 
advocate on your behalf.  For example you could 
ask help from a Tenancy Advice and Advocacy 
Service Worker, a community worker or a friend. 

COMPLAINTS 
AND APPEALS
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You can also ask for help from an organisation that 
helps resolve disputes such as the Community 
Justice Centre. Please ask your Tenancy Officer for 
information on how to contact these organisations.

OTHER SERVICES THAT MAY ASSIST YOU 
A formal complaint to Argyle Housing does not 
deny you the right to follow any other actions. 
These may include;

•  Making an application to the NSW Civil and 
Administrative Tribunal (NCAT) or Australian 
Capital Territory Civil and Administration 
Tribunal (ACAT). The Tribunal is available for 
tenants who feel the conditions of their rental 
agreement have been breached by Argyle 
Housing. Tenants who are unable to resolve such 
tenancy matters through negotiation or 
mediation can take the matter up with NCAT or 
ACAT. The NCAT or ACAT is also the forum in 
which Argyle Housing may seek resolution of 
tenancy issues. You can contact the NCAT by 
telephoning them on 1300 006 228 or ACAT 
(02)6207 1740;

•  Seeking support from their local Member of 
Parliament; and

•  Contacting their nearest Tenants Advice Service or 
Community Legal Centre for advice and assistance

We will keep a copy of your complaint on your file.  
This will be kept confidential and destroyed at the 
end of your tenancy.

APPEALS

We make decisions based on a set of policies 
and procedures that aim to be fair to everyone. 
These policies and procedures are designed to 
meet agreed standards of service for community 
housing and to comply with the law.

You may not always agree with a decision we make.  
If you do not agree, it important that you ask us to 
review our decision.  It is also your right as tenant 
to appeal decisions. Some of the decisions you 
may want us to reconsider are:

•  The level of your rent rebate;

•  Being refused rehousing or transfer;

•  Being refused a rent rebate; and

•  Being refused permission to make modifications 
to your property.

INTERNAL REVIEW AND APPEAL
Step 1 is to complete our appeals form which is 
available from your Area Office, from the Argyle 
website or you can ask us to send you out a form. You 
can ask somebody to help you complete the form. 

You are entitled to ask someone to advocate on 
your behalf.  For example you could ask help from 
a Tenancy Advice and Advocacy Service worker, 
a community worker or a friend. You can also ask 
for help from an organisation that helps resolve 
disputes such as the Community Justice Centre.

Step 2 is to send the Appeals form addressed to the 
Complaints and Appeals Officer c/- Head Office, 
Argyle Community Housing Ltd, P.O. Box 1026 
Bowral 2576. 

The appeal will be reviewed by an Argyle team 
leader or Manager who was not involved in making 
the original decision. 

After the information has been reviewed, we will either;

•  Change our original decision in part or in full; or

•  Reject the appeal.

A written response will be sent to you informing 
you of the result of your appeal. Where an appeal 
has been rejected, the written response will also 
contain a summary of why the appeal was rejected.

EXTERNAL APPEAL
As well as the internal review and appeal 
process, tenants also have the right to access an 
independent review process if they are unhappy 
with the decision of their housing providers. 
In NSW this process is managed by the Housing 
Appeals Committee (HAC) which is the external 
body that hears appeals from community and 
affordable housing tenants in NSW or Housing 
ACT Client Liaison.

An information sheet can be obtained from your 
Argyle area office or from the HAC Website at 
www.hac.nsw.gov.au/pubs/ or you can contact 
the office on (02) 8741 2555 or 
Freecall 1800 629 794.
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