
Module 6 takes a closer look at the SDA performance area Tenancy Management and the 
requirements for an SDA provider to establish the policies and procedures that guide tenancy 
support services. 

In this module you will learn about: 

• The tenancy management role and responsibilities of an SDA provider
• The policies and procedures that an SDA provider must establish to guide tenancy management 

practices

Disclaimer
The information provided in this education package and accompanying films and podcasts is 
intended as a guide only. It is not suitable for assessing specific compliance risks for individual SDA 
providers undergoing a certification audit. It does not constitute formal advice, and does not take 
into consideration the particular circumstances and needs of your organisation. Every effort has 
been made to ensure the accuracy and completeness of information in this education package at 
the date of publication. The Summer Foundation cannot be held responsible and extends no 
warranties as to the suitability of the information in this resource package for any particular purpose 
and for actions taken by third parties.

This publication is copyright. All intellectual property rights vests in the Summer Foundation. 
Material which is reproduced from this publication must include an acknowledgement of the source. 
Prior permission should be sought from the Summer Foundation.

Welcome Home 

Module 6: Tenancy Management



Introduction 
An SDA provider has a responsibility to establish tenancy management policies and procedures that support  
person-centred practices and a tenant’s right to exercise choice and control. In this Welcome Home video, 
SDA tenants talk about their good and bad experiences with tenancy support services. 

Click here to watch the Tenancy Management – Achieving Tenant Focused Outcomes. 

What’s Next? 
The following sections walk you through the performance outcome and indicators for this standard,  
with management tools and resources to download along the way. 

To complete Module 6, work through each section and then have a go at the quick quiz. 
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Performance Outcome 
The final performance area in the SDA Practice Standards concerns tenancy management. The 
performance outcome sets a broad service objective for management practices to support a tenant’s choice 
and control, including over who they live with and how they are supported in their home. Tenancy 
management procedures must also be adaptable, to suit the communication and decision-making needs of 
a tenant, and ensure their safety, security and privacy. 

Each participant accessing an SDA dwelling is able to exercise choice and control and is supported  
by effective tenancy management. 

Tenancy Management Policies and Procedures 
All SDA providers have a responsibility to develop policies and procedures to: 

• Ensure service providers have appropriate access to an SDA dwelling 
• Maintain a dwelling in a good state of repair 
• Respond to a tenant’s changing housing support needs 
• Issue tenancy notices in accordance with applicable laws and standards 
• Manage and report serious incidents and 
• Manage tenant feedback and complaints 

SDA providers who manage shared housing must also have policies and procedures in place to:  

• Manage vacancies in consultation with existing tenants  
• Work with tenants and SIL providers to ensure shared service arrangements are working well 
• Manage conflicts, behaviours of concern or serious incidents that involve a tenant or impact  

on an SDA dwelling 
• Establish emergency management procedures that ensure continuity of support 

An SDA tenant has a right to receive tenancy support services that are responsive to their needs  
and allow them to: 

• Participate in decisions about service delivery arrangements 
• Participate in decisions about who they live with 
• Access housing that is safe, secure and fit for purpose 
• Live free from violence, abuse, neglect and exploitation 

What does this mean for an SDA provider? 
Whether a registered SDA provider directly fills the tenancy management role or subcontracts to a third 
party, such as a community housing provider, they are responsible for establishing the policies and 
procedures that govern tenancy management practices. 

An SDA provider should: 

• Establish policies and procedures that support a person-centred approach to service delivery 
• Ensure policies and procedures comply with applicable laws and standards 
• Ensure tenancy management staff have appropriate knowledge and training to comply with policies  

and procedures  
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• Ensure a tenant understands the different roles and responsibilities of the SDA and SIL providers  
and any other support roles involved with tenancy management matters 

• Establish a comprehensive and transparent record keeping system to document routine tenancy 
management procedures and any feedback, requests, reports or complaints made by a tenant 

What’s next? 
There are 9 performance indicators for the Tenancy Management standard. 

The remaining sections of this module explore each indicator separately, outlining the policies and 
procedures that an SDA provider should establish. 
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Performance Indicator 1 
Demonstrated adherence to the requirements established in the NDIS (SDA Conditions) Rules 2018 

This performance indicator requires an SDA provider to manage an SDA dwelling to maintain the conditions 
under which a property has been enrolled and in line with the terms and conditions contained in a tenant’s  
SDA service agreement. 

What’s next? 
The following topic provides additional information about this performance indicator. 

Topic Content 
• Conditions for dwelling enrolment 

Service Objectives/ Policy Intent Good Practice Tenant Focused Outcomes

Policies and procedures are in place  
to manage service provider access  
to an SDA dwelling, maintenance  
of the dwelling and any changes  
to the conditions under which the 
dwelling has been enrolled. 

Welcome Home Maintenance and 
Repair Policy Guide Download PDF | 
Download DOC 

Welcome Home Dwelling Access Policy 
Guide Download PDF | Download DOC

Establish a comprehensive record 
keeping system to record tenant 
details, tenancy management issues 
raised by a tenant and the SDA 
provider response or outcome  

Establish a system to monitor SDA 
dwelling conditions and any changes to 
those conditions 

See Module 2: Rights and 
Responsibilities for the Welcome Home 
Tenant Register 

See Module 5: Enrolment of SDA 
Properties for the Welcome Home 
Property Enrolment Register

A tenant’s home is consistently 
maintained throughout their tenancy 
and they are notified of any changes  
to the conditions of its enrolment with 
the NDIS. 

A tenant is supported to receive  
support services in their home that is 
responsive to their needs, safety, 
security and privacy 
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Conditions for dwelling enrolment 

Dwelling access 
Under the SDA Conditions Rule an SDA provider must ensure service providers working with a tenant have 
appropriate dwelling access.  

Under the SDA Rules, a registered provider of supports who is also delivering SDA to a tenant must not 
deny dwelling access to other service providers.  

All access arrangements should be made in consultation with a tenant and documented by the SDA 
provider. 

Changes to enrolment conditions 
An SDA provider must notify the NDIA of any changes to the conditions under which an SDA dwelling has 
been enrolled, including:  

• If a tenant gives notice to end their tenancy and an SDA vacancy is created 

• If refurbishments exceed the existing SDA design category  

• If the SDA provider decides to change occupancy limits 
Tenants should be made aware of any changes to a dwelling’s enrolment conditions and the property should  
be re-enrolled under the new conditions. 

Good state or repair 
An SDA provider must ensure a dwelling is maintained in a good state of repair to ensure a tenant’s safety, 
security and privacy. (See Module 4: Service Agreements and Module 5: Enrolment of SDA Properties for  
more information about dwelling maintenance.) 
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Performance Indicator 2 
Where applicable, policies and procedures are in place about how a provider will declare, advertise and fill 
vacancies in shared living, including how each participant’s views, preferences and needs are documented  
and taken into account. The policies are made available to participants in the language, mode of 
communication and terms which each participant is most likely to understand. 

This performance indicator requires an SDA provider to establish policies and procedures for the 
management of vacancies in shared housing, in consultation with existing tenants. 

The following topic provides additional information about this performance indicator. 

Topic Content 
• Vacancy management 

Service Objectives/ Policy Intent Good Practice Tenant Focused Outcomes

A vacancy management policy outlines 
procedures for declaring, advertising 
and filling vacancies. 

Procedures are in place to record the 
views and preferences of existing 
tenants with regard to filling a vacancy. 

Welcome Home Vacancy Management 
Policy Guide Download PDF | 
Download DOC

The Vacancy Management Policy 
commits to a tenant’s right to exercise 
choice and control. 

The Vacancy Management Policy  
and procedures comply with the 
relevant conditions in the  
SDA Rule 2020 and the SDA  
Pricing Arrangements. 

A dedicated tenancy management 
role(s) is created to manage vacancies. 

Procedures are in place to ensure:  

• A tenant is aware of any 
arrangements with other 
service providers regarding 
the referral of vacancy 
applicants. 

• A tenant has access to 
appropriate information and 
support  
to participate in decision-
making  
about existing vacancies in 
their home. 

• A tenant understands the  
roles and responsibilities of 
the SDA provider to manage 
vacancies and  
any other roles supporting 
them  
to participate in the vacancy 
management process. 

• A tenant has adequate time  
to consider information about 
vacancy applicants, express 
their views  
and trial new living 
arrangements.

A tenant and their supporters have 
access to information about the 
procedures for filling a vacancy in their 
home and are given the opportunity  
to participate in the decision-making 
process.
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Vacancy management 
This performance indicator applies to SDA providers managing shared housing occupied by 2 or more SDA-
funded tenants. It supports a tenants right to decide who they live with.  

All stages of the vacancy management process should be documented by the SDA provider, including any 
arrangements with other service providers to refer applicants for vacancies. 

An SDA provider must establish procedures that allow existing tenants to have a say about who moves into 
their home. It is not appropriate to simply notify tenants about an existing vacancy and then advise them 
when it is filled. The rights and views of a prospective tenant should also be taken into account. 

A tenant should be given an opportunity to nominate any supporters they want to involve in the consultation 
process and have their views heard and recorded in a way that is most appropriate for them. This includes 
giving an individual adequate time to consider information about an applicant and  
a period for trialling any new living arrangement. 

Consultation can occur in a number of ways, including: 

• House meetings or other discussion forums 
• Invitations to individual tenants to provide their views and wishes e.g. email, surveys 
• Establishing meetings between existing tenants and applicants 
• Establishing trial tenancy periods to assess and provide feedback on new living arrangements 

An SDA provider is free to involve a SIL provider in the consultation process with tenants, however, a SIL 
provider should not independently drive the consultation process or make independent decisions about 
eventual tenancy offers.  

An SDA provider must give consideration to the appropriateness of the tenant ‘mix’ in a household, including  
the compatibility of tenants’ support needs, lifestyle preferences and backgrounds and any risks that a 
particular combination of individuals may create. 

A cooling off period should be established that gives adequate time for all tenants to trial new living 
arrangements and provide feedback. Some SDA providers allow up to six months for this process. 

SDA providers who are concerned about the cost of delays caused by tenant consultations or trial living 
periods should consider that an incompatible mix of tenants can lead to a high level of disruption in a 
household and result in frequent or persistent vacancies. 
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Performance Indicator 3 
Documented arrangements are in place with each participant and each participant’s other NDIS providers 
that deliver supported independent living supports within an SDA dwelling. At a minimum the arrangements 
should outline the party or parties responsible for the following matters. 

This performance indicator requires an SDA provider to collaborate with a tenant and a SIL provider to 
establish arrangements for delivering shared support services. 

What’s next? 
The following topics provide information about the policies and procedures an SDA provider should establish  
to support coordinated service delivery. The tools and resources are designed to support good practice. 

Service Objectives/ Policy Intent Good Practice Tenant Focused Outcomes

(a)  How the specialist disability 
accommodation provider will work with 
other providers who deliver supported 
independent living supports to ensure 
the shared living arrangement is 
working for all tenants.

Procedures supporting coordinated 
service delivery should be consistent 
with a tenant’s right to make informed 
decisions and exercise choice and 
control over their other NDIS services. 

Coordinated service arrangements 
should include: 

• Dwelling access arrangements 
• How tenant information will be 

shared and the SDA provider 
notified about any housing or 
tenancy matters  
that arise. 

• Defining the separate roles and 
responsibilities of the SDA provider 
and the SIL provider to address 
tenancy matters with a tenant. 

A procedure is established to work with 
a tenant to help them understands the 
separate roles and responsibilities of 
the SDA and SIL providers with regard 
to tenancy matters. 

A tenant has appropriate information 
and support to understand how to notify 
the SDA provider if they wish to change 
their service arrangements. 

Coordianted service arrangements are 
regularly reviewed with a tenant and a 
SIL provider.

A tenant is consulted about how they 
received shared support services and 
they understand the separate 
responsibilities of the SDA and SIL 
providers. 

A tenant is confident about their right  
to participate in decision-making about 
the delivery of services in their home.
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Topic Content 
• Coordinating shared service delivery 
• Conflict management 
• Incidents impacting an SDA dwelling 
• Tenant concerns about an SDA dwelling 
• Behaviours of concern 
• Changing support needs 
• Emergency management 
• Vacancy management 

Coordinating shared service delivery 
The SDA Conditions Rule requires an SDA provider to establish a collaborative relationship with a tenant 
and their support service providers and document the arrangements for delivering shared supports. 

SDA Conditions Rule 2018 – Part 2 Conditions of registration 10. Access for providers  
of other supports 
The section applies where a specialist disability accommodation provider, provides this support  
to a participant that also requires supports from other NDIS providers. 

2. The registration of a specialist disability accommodation provider is subject to the following 
conditions: 

a) where possible, that provider must have documented arrangements with each participant,  
and each participant’s other NDIS providers who deliver supported independent living  
in an SDA dwelling; and 

b) that the specialist disability accommodation provider ensures that access to an SDA dwelling  
is provided to providers of other supports to participants residing in each SDA dwelling that  
they provide. 

3. If documented arrangements are put in place into pursuant to paragraph (2)(a),  
the arrangements must: 

a) establish parameters that facilitate a collaborative working arrangement between the  
participant and all of the participants’ NDIS providers to ensure smooth delivery of  
services; and 

b) set out the rights and responsibilities of the specialist disability accommodation provider,  
the participant’s other NDIS providers and the participant. 

It is not uncommon for SDA providers to underestimate the extent of their tenancy management 
responsibilities and ascribe these to a SIL provider, on the basis that the SIL is onsite and likely to be 
actively making decisions to manage emerging issues. 

While some areas of tenancy management, such as conflict management, may require on-the-spot 
decisions by a SIL provider, it remains the SDA provider’s responsibility to establish the policies and 
procedures that guide tenancy management practices that ensure a tenant’s safety and security and that 
their rights are upheld. 

“We were audited a year ago…We only had one area of non-compliance, that was abuse and neglect 
because at that point we didn’t realise it was our responsibility, we thought it would be on the support 
provider.” (SDA provider)
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Coordinated service delivery arrangements should address how and when a SIL provider will have access 
to a dwelling and/or a tenant’s private room and how information related to a tenant’s safety, security or 
concerns about the dwelling will be communicated to the SDA provider. 

If a tenant does not wish to consent to coordinated service arrangements, the SDA provider should 
document the details of the circumstance and work with the tenant and the SIL provider to resolve any 
issues. 

A tenant should be supported to understand who they can contact to address any matter concerning the 
SDA dwelling, or their safety, security or privacy in their home.  

A SIL provider should have clear procedures that they can follow to respond to any tenancy management 
matter. 

What does this mean for an SDA provider? 
An SDA provider must: 

• Define and document the separate roles and responsibilities of the SDA and SIL providers as they relate 
to all tenancy management matters 

• Establish dedicated tenancy management roles to respond to particular issues raised by a tenant 
including feedback, maintenance or dwelling modification requests, incident reports or other concerns 
and complaints 

• Document all service arrangements made with a tenant and their SIL provider and ensure the tenant  
has a copy of these arrangements, including clear contact details for dedicated tenancy management 
roles 

What’s Next? 
The remaining topics in this section look at the areas of tenancy management that require co-ordinated  
service delivery. 

Conflict management 

Service Objectives/ Policy Intent Good Practice

(b)  How potential conflicts involving the 
participant will be managed. 

Welcome Home Conflict Management 
Policy Guide Download PDF | 
Download DOC

• Ensure a tenant understands the separate roles and responsibilities of the 
SDA and SIL providers to manage conflict in an SDA dwelling. 

• Ensure a tenant has up to date contact details for relevant tenancy 
management staff. 

• Ensure a tenant has appropriate and practical information and support to 
report or raise concerns about a conflict situation in their SDA dwelling. 

• Ensure any policies and procedures related to conflict management align with 
related policy areas i.e. tenant feedback, behaviour management, incident 
management, complaints management.
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Incidents impacting an SDA dwelling 

Tenant concerns about an SDA dwelling 

Service Objectives/ Policy Intent Good Practice

(c)  Policies and procedures for 
responding to violence, abuse, 
exploitation or conflict involving  
one or more participant which may 
impact on the condition of the 
dwelling. 

See the Welcome Home Incident 
Management Policy Guide in 
Performance Indicator 4 for this 
module.

• Ensure policies and procedures related to dispute resolution prioritise a 
tenant's personal safety in all issues involving damage to an SDA dwelling. 

• Ensure a tenant understands the separate roles and responsibilities of the 
SDA and SIL providers to manage incidents in an SDA dwelling. 

• Ensure a tenant has up to date contact details for relevant tenancy 
management staff. 

• Ensure a tenant has appropriate information and support them to report or 
raise concerns about a conflict situation or incident in their SDA dwelling. 

• Ensure conflict management policies and procedures align with related policy 
areas i.e. tenant feedback, behaviour management, incident management, 
complaints management.

Service Objectives/ Policy Intent Good Practice

(d)  How each participant’s concerns 
about the specialist disability 
accommodation dwelling will be 
communicated to and addressed  
by the specialist disability 
accommodation provider; 

Welcome Home Tenant Feedback 
Policy Guide Download PDF | 
Download DOC

• Ensure a tenant understands the separate roles and responsibilities of the 
SDA and SIL providers to manage any concerns raised about the SDA 
dwelling. 

• Ensure a tenant has up to date contact details for relevant tenancy 
management staff. 

• Ensure a tenant has appropriate information and support to report or raise 
concerns about their SDA dwelling. 

• Ensure any policies and procedures related to managing tenant concerns 
about a dwelling align with related policy areas i.e. maintenance and repair, 
tenant feedback, behaviour management, incident management, complaints 
management
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Behaviours of concern 

Changing support needs 

Service Objectives/ 
Policy Intent

Good Practice

(e)  How behaviours of 
concern will be 
managed, if this is a 
relevant issue for the 
participant; 

Welcome Home 
Behaviour Management 
Policy Guide  
Download PDF | 
Download DOC 

• Establish policies that commit to reducing, eliminating or prohibiting  
the use of restrictive practices in an SDA dwelling. 

• Ensure all policies and procedures comply with applicable laws and standards for the use 
of regulated restrictive practices. 

• Ensure a tenant’s behaviour support needs are compatible with the needs  
of other tenants living in the SDA dwelling. 

• Ensure a tenant is comfortable with the behaviour management policies  
and procedures before establishing a tenancy. 

• Ensure a tenant understands their legal rights as they relate to the implementation of their 
Behaviour Support Plan (BSP) in an SDA dwelling including the use of regulated restrictive 
practices. 

• Establish and document ‘implementing provider’ status and the responsibilities of the SDA 
and SIL providers as they relate to implementing a tenant’s BSP and the use of regulated 
restrictive practices. 

• Ensure a tenant with a BSP understands the roles and responsibilities of the SDA and SIL 
providers to implement their Plan including the use of regulated restrictive practices. 

• Establish procedures for documenting all instances of behaviour management including the 
use of regulated restrictive practices in an SDA dwelling. 

• Ensure the tenant has contact details for independent advocates or other support services 
if they wish to raise concerns regarding behaviour management in their SDA dwelling.

Service Objectives/ Policy 
Intent

Good Practice

(f)   How changes to a participant’s 
circumstances or supports will  
be agreed and communicated; 

See the Welcome Home Dwelling 
Modification Policy Guide in 
Performance Indicator 5

• Ensure a tenant understands the separate roles and responsibilities of the 
SDA and SIL providers to notify, record and respond to any changes in 
their housing support needs. 

• Ensure a tenant has up to date contact details for relevant tenancy 
management staff. 

• Ensure a tenant has appropriate information about the procedures for 
notifying their SDA provider about changes to their housing support needs 
and details about response times and options. 

• Establish procedures to review a tenant’s housing support needs to 
ensure their SDA services remain fit for purpose. 

• Establish a Tenant Register or comprehensive record keeping system to 
document all tenant feedback, requests or complaints and responses 
concerning changes to a tenant’s housing support needs.
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Emergency management 

Vacancy management 

Service Objectives/ Policy 
Intent

Good Practice

(f)   Arrangements for continuity of 
supports (including specialist 
disability accommodation) in  
the event of a natural disaster  
or other emergency; 

Welcome Home Emergency 
Management Policy Guide  
Download PDF | Download DOC 

• Establish a policy and procedures to ensure that in the event a tenant 
must leave an SDA dwelling due to an emergency, the person can 
continue to access housing and support that is safe and secure and 
appropriate to their housing support needs. 

• Ensure a tenant understands the separate roles and responsibilities  
of the SDA and SIL providers in the event the person must be rehoused  
due to an emergency event. 

• Ensure a tenant has appropriate and practical information and support to 
understand key emergency management procedures and any 
implications for their service delivery. 

• Establish a Tenant Register or comprehensive record keeping system  
to record details about a tenant’s support needs and service 
arrangements to facilitate continuity of support.

Service Objectives/ Policy 
Intent

Good Practice

(h)  In shared living, how vacancies  
will be filled including the 
participant’s right to have  
their needs, wishes, choices  
and situation taken into account 

See The Welcome Home Vacancy 
Management Policy Guide in 
Performance Indicator 2

See Performance indicator 2 Topic: Vacancy management for good practice  
tips and examples.
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Performance Indicator 4 
Allegations and incidents of violence, abuse, neglect, exploitation or discrimination, are acted upon, each 
participant affected is supported and assisted, records are made of any details and outcomes of reviews  
and investigations (where applicable), and action is taken to prevent similar incidents occurring in the future. 

This performance indicator requires an SDA provider to establish policies and procedures to manage  
conflicts and serious incidents that involve tenants in an SDA dwelling. 

What’s next? 
The following topic provides additional information about this performance indicator. 

Topic Content 
• Dispute resolution 

Service Objectives/ Policy Intent Good Practice Tenant Focused Outcomes

Policies and procedures are in place to 
manage conflicts, disputes, grievances 
and serious and reportable incidents. 

Welcome Home Incident Management 
Policy Guide Download PDF | 
Download DOC 

See the Welcome Home Conflict 
Management Policy Guide  
in Performance Indicator 3 

See the Welcome Home Behaviour 
Management Policy Guide  
in Performance Indicator 3. 

See the Welcome Home Complaints 
Management Policy Guide  
in Performance Indicator 6

Ensure all policies and procedures 
comply with applicable laws and 
standards. 

Ensure related policies and procedures 
align including for conflict management, 
behaviour management, incident 
management and complaints 
management. 

Establish a transparent and 
comprehensive record keeping system 
to document all conflicts, disputes and 
incidents, including responses and 
outcomes. 

Establish dedicated tenancy 
management roles or responsibilities 
for documenting and regularly 
reviewing applicable laws and 
standards related to dispute resolution. 

Establish dedicated roles or 
responsibilities for recording, 
responding to and resolving disputes. 

Ensure a tenant understands the 
responsibilities of the SDA provider for 
managing tenant concerns, all levels of 
dispute or incidents and complaints. 

Ensure a tenant has appropriate 
information and support to understand 
the procedures that support dispute 
resolution. 

Ensure a tenant has contact details for 
relevant tenancy management staff. 

Regularly review policies, procedures 
and dispute resolution data to identify 
emerging trends or systemic issues.

A tenant understands the procedures 
and contact points for raising concerns 
about conflicts or incidents that occur in 
their home. 

A tenant is confident and comfortable to 
raise concerns about their safety or 
security.
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Dispute resolution 
An SDA provider should establish a dispute resolution system to manage any risks to the safety and welfare  
of a tenant in their home. 

A tiered responses system will enable staff and service providers to act promptly and appropriately  
to a broad range of scenarios, from minor grievances and conflicts to serious and reportable incidents. 

A tiered response to dispute resolution relies on all related policies and procedures being in alignment,  
including for conflict management, tenant feedback, incident management, behaviour management  
and complaints management. 

An SDA provider should ensure all relevant officers, employees, agents, sub-contractors and service  
providers have the knowledge and skills to: 

• Assess a situation to establish the most appropriate response 
• Ensure a small problem does not escalate in seriousness 
• Provide the appropriate level of support to a tenant involved in a serious or reportable incident 

An SDA provider should regularly review their tenant feedback, complaints and incidents reports to ensure  
their policies and procedures are adequately supporting the safety, security and welfare of tenants. 
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Performance Indicator 5 
This performance indicator requires an SDA provider to ensure a tenant’s housing and tenancy support  
services are responsive to any changes in their housing support needs. 

Where a change in participant needs or circumstances occurs, reasonable adjustments are made to 
accommodate the changes. If the changed support needs exceed the design category or functionality  
of the dwelling, work is undertaken to modify the dwelling, following consideration of the impact of the 
modifications on the other tenants (if applicable). Where the participant’s needs or circumstances cannot  
be accommodated, the participant, and any relevant support providers are made aware of the need  
to find alternative accommodation. 

See also Module 2: Rights and Responsibilities for more information about dwelling modifications. 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

Policies and procedures are in  
place for monitoring, assessing  
and responding to changes in a 
tenant’s housing support needs. 

Welcome Home Dwelling 
Modifications Policy Guide Download 
PDF | Download DOC 

Welcome Home Tenant Feedback 
Policy Guide Download PDF | 
Download DOC 

See Module 2: Rights and 
Responsibilities for the Welcome 
Home Tenant Register

Ensure policies commit to the 
provision of services that are fit for 
purpose. 

Establish a Tenant Register or 
comprehensive record keeping  
system to record, review and monitor  
a tenant’s housing support needs  
and any requests a tenant makes 
regarding changes to their housing 
support needs. 

Establish dedicated roles or 
responsibilities for monitoring  
a tenant’s housing support  
needs throughout their tenancy. 

Ensure a tenant understands the 
responsibilities of the SDA provider  
to respond to changes in their 
housing support needs. 

Ensure a tenant has appropriate  
and practical information and support 
to understand the procedures for 
raising and responding to any 
changes in their housing support 
needs. 

Ensure a tenant has contact details  
for relevant tenancy management 
staff.

A tenant is confident about the 
procedure and contact points for 
raising any changes to their housing 
support needs with their SDA 
provider.
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Performance Indicator 6 
A complaints management and resolution system is maintained that meets the requirement of the NDIS 
(Complaints Management and Resolution) Rules 2018 and follows the principles of procedural fairness  
and natural justice 

This performance indicator requires an SDA provider to establish a complaints management system that 
complies with all applicable laws and standards. 

What’s next? 
The following topic provides additional information about this performance indicator. 

Service Objectives/ Policy Intent Good Practice Tenant Focused Outcomes

A comprehensive complaints 
management system is in place  
that complies with the NDIS 
(Complaints Management and 
Resolution) Rules 2018 and  
any other applicable laws. 

Welcome Home Complaints 
Management Policy Guide 
Download PDF | Download DOC

The Complaints Management Policy 
defines and commits to principles of 
fairness and natural justice. 
Ensure the Complaints Management 
Policy and procedures comply with  
all applicable laws. 

Establish a dedicated role for 
documenting and regularly reviewing 
your responsibilities under the NDIS 
Incident Management and Reportable 
Incidents Rules. 
Adopt a whole of organisation approach 
to complaints management, including  
a reporting line for tenants that extends 
from on the ground staff to the CEO. 

Establish responsibilities for recording, 
responding to and resolving complaints. 

Establish a dedicated role to receive 
formal complaints from a tenant. 

Ensure a tenant understands the 
responsibilities of the SDA provider for 
receiving and managing complaints. 
Ensure a tenant has appropriate 
information and support to distinguish 
between the circumstances and 
procedures for making a complaint, 
raising a concern about their SDA 
dwelling and providing feedback to the 
SDA provider. 
Ensure the Complaints Management 
Policy and procedures align with other 
related policy areas i.e. tenant feedback, 
behaviour management, incident 
management and conflict management. 

Regularly review your policy, procedures 
and complaints data  
to identify any emerging trends  
or systemic issues.

A tenant is confident and comfortable 
about making a complaint about their 
housing or tenancy support services  
to their SDA provider.
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Performance Indicator 7 
This performance indicator requires an SDA provider to establish an incident management system that  
complies with applicable laws and standards. 

An incident management system is maintained in accordance with the NDIS Incident Management  
and Reportable Incident Rules. 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

An Incident Management Policy and 
procedures are in place that complies 
with the NDIS (Incident Management 
and Reportable Incidents) Rules 
2018 and any other applicable laws. 

See the Welcome Home Incident 
Management Policy Guide in 
Performance Indicator 4

The Incident Management Policy 
commits to a tenant’s right to live  
free from violence, abuse, neglect  
and discrimination. 

Ensure the Incident Management 
Policy and procedures comply with  
the NDIS Incident Management and 
Reportable Incidents Rules and all 
other applicable laws. 

Establish a dedicated role  
for documenting and regularly 
reviewing applicable laws. 

Establish dedicated roles or 
responsibilities for recording, 
responding to and reporting  
serious and reportable incidents. 

Ensure a tenant understands the 
responsibilities of the SDA provider  
to manage incidents that occur  
in their SDA dwelling. 

Ensure a tenant has appropriate  
and practical information and support 
to understand the procedures for 
reporting an incident that occurs  
in their SDA dwelling. 

Ensure the Incident Management 
Policy and procedures align with  
other relevant policy areas i.e. 
conflict management, behaviour 
management, complaints 
management. 

Regularly review incident data  
to identify emerging trends of  
systemic issues.

A tenant is confident about the 
procedures and contact points for 
reporting and managing incidents 
that occur in an SDA dwelling.
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Performance Indicator 8 
State or territory legislative requirements regarding the provision of tenancy-related notices are adhered to.  
Each participant is aware of their right to seek review of a decision where applicable. 

This performance indicator requires an SDA provider to ensure all tenancy notices are served in accordance  
with state residential tenancy law. 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

All agreements, policies and 
procedures comply with state 
residential tenancy laws concerning  
the issuing of notices to a tenant, 
including for: 
• Changes in rent, board  

or bond conditions 

• Changes to an SDA  
provider’s details 

• Changes to an SDA  
service agreement 

• The termination by a tenant  
or an SDA provider of an  
SDA service agreement.

The SDA agreements includes 
details about minimum notice periods 
for the issuing of tenancy notices. 

Ensure a tenant has appropriate 
information and support to 
understand the minimum notice 
periods that  
must be given when a tenancy  
notice is issued. 

Ensure a tenant has information 
about independent advocacy and 
support available to them if they have 
concerns about a tenancy notice.

A tenant is confident that in the event 
they are served with a notice by their 
SDA provider, their legal rights  
are upheld.
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Performance Indicator 9 
Policies, procedures and agreements relating to any tenancy management are provided in the language,  
mode of communication and terms with which each participant is most likely to understand. 

This performance indicator requires an SDA provider to ensure a tenant has appropriate information  
and support to understand the policies and procedures for the delivery of their tenancy support services. 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

Procedures are in place to ensure a 
tenant receives appropriate support 
and information to understand all 
tenancy management policies and 
procedures.

Ensure information is available to  
a tenant about the separate roles  
and responsibilities related to  
providing tenancy support. 

Ensure a tenant has appropriate 
information about tenancy 
management procedures including 
practical examples  
of the circumstances in which those 
procedures apply. 

Ensure a tenant has adequate  
support to discuss or make decisions 
about any tenancy management 
matters. 

Ensure a tenant has up to date  
contact details for relevant tenancy 
management staff. 

Ensure a tenant understands  
their legal rights with regard  
to all tenancy matters. 

Ensure a tenant has information  
about independent advocacy  
and support if they have concerns 
about a tenancy matter. 

Ensure a tenant and their supporters 
have access to information in their 
preferred formats.

A tenant is confident about the 
procedures and associated roles  
and responsibilities for managing  
their tenancy and SDA dwelling.
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Quick Quiz: Tenancy Management 
(Answers are listed on page 21) 

1. The agency providing tenancy management services is responsible for establishing  
relevant policies and procedures. 

• True 
• False 

2. All SDA providers have the same tenancy management responsibilities 
• True 
• False 

3.  When managing a vacancy in an SDA dwelling, the SDA provider must consider: 
a) The views of the existing tenants 

b)  The views of the applicant's support coordinator 

c)  The views of the SIL provider 

d)  All of the above 

e)  None of the above 

4. An SDA provider must give a tenant a written record of any service arrangements they make  
with a SIL provider. 

• True 
• False 

5. An SDA provider must keep detailed records about all serious and reportable incidents that occur  
in an SDA dwelling. 

• True 
• False 
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Quick Quiz: Tenancy Management 

Answers 
1. False 

2. False 
3. A 
4. True 

5. True
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