Please:

= Pay your rent on the day it is due if you are
experiencing problems paying your rent,
contact your housing officer immediately;

= Let us know if there is any change in your household
income or a change in household members;

» ook after your home and use the rental property
for residential purposes only;

» Contact us if you are not happy with a decision
we have made or feel we have acted unfairly;

» Respect the rights of your neighbours; contact us
if you experience a problem with a neighbour;

* Maintain your obligations under your
tenancy agreement;

» Be accountable for the actions of your household
and visitors to your home

Please:

= Give us your contact name and telephone
number which will be provided to the
maintenance contractor to confirm or arrange
a time to attend your property;

» Contact us about unsatisfactory or unacceptable
work or behaviour by any contractor representing
AHV so that we can take action to remedy
the problem;

= Request to see the contractors identification on
arrival at your property; if the contractor does not
produce identification, you do not have to give
access to your property
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Customer Charter information confidential;

* Not release information to other external bodies
unless required to by law or by agreement
with you;

* Respond to your queries as quickly as possible;

» Refer you to other agencies if we cannot What can you expect from us
assist you If you have a maintenance
problem?

How do we make decisions?
We will:
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 Explain to you the reasons for decisions which
affect your housing;

= Where possible, involve you in decisions about
your housing options;

= Hear your complaint if you are not satisfied with
any part of our service; and

= Assist you to exercise your right to ask for a
review against a decision that we have made

Wha’[ Service you can expec’[ and which you think is wrong

from us? :
What housing can you expect

from us?
We will:

What we ask of you when you
apply for housing?

—led

= Ensure that your property is secure and that it is
in good condition before you move in;

= Give you an information folder when you
commence your tenancy;

= Fulfil our legal responsibilities to ensure your
home is maintained:;

* Give you 24 hours written notice when we need to
inspect your rental property




