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We’ve acted on your feedback
While we strive to get things
right and provide tenants and
residents with great customer
service, we recognise that
sometimes things might not
go to plan. We respect the
right of tenants and residents
to make a complaint or appeal
a decision and we want you to
know that your tenancy won’t
be affected if you do.

understand, and all tenants and
residents will know how they
can make a complaint, appeal or
provide feedback if the need arises.

The 2019 tenant survey results
indicated that, as an organisation,
we needed to make improvements
to our complaints and appeals
process, so that is what we
have done. We hope changes
to our policies and procedures
for managing complaints and
appeals will make them easier to

What has been changed?

Members of our Tenant Advisory
Group were consulted on the
proposed changes and put forward
some important recommendations
that have been incorporated into
the new policies and procedures.
We are grateful for their
assistance.
•

•

We have separated the
complaints and appeals policy
into two seperate policies
to make them easier to
understand
We have added more
information to our website,.

•
•

We have updated the Information
Sheet and Feedback Form.
Staff have been informed of the
changes and will be provided with
refresher training.

How can you make a complaint?
If at any time during your tenancy you
are unhappy with the service you have
received from us or a contractor, we
encourage you to first speak with your
Coordinator.
If they can’t assist you, they will remind
you of how you can make a complaint,
appeal a decision made by Foundation
Housing, or provide feedback.
There are a number of ways you
can do this, and we can organise an
interpreter if required.
You can:
•

call 9422 0700
•

Appeal sees water bill reduced and leak fixed
A long-term tenant of over five
years raised the issue of an
unusually high water bill with his
Housing Coordinator, who advised
him to lodge an appeal.

Once the appeal was received, it
was investigated by a Foundation
Housing Manager. It was
discovered that there was likely an
underground leak that was causing
the high water bill.
A work order was raised to have the leak repaired and the excess water
charges were deducted from the bill.

•
•

email feedback@
foundationhousing.org.au
use the online form on our
website
fill in a Feedback Form and
send it via email or post

We would like to thank everyone
who provided this feedback to
us via our annual tenant survey
so that we were aware these
changes needed to be made.
Complaints, appeals and feedback
can help us work together to
ensure you have a positive
tenancy with Foundation Housing.

Scholarship recipients announced
We marked National
Reconciliation Week by
awarding the inaugural
Kathleen Gregory Scholarship
to further the study goals
of Aboriginal and Torres
Straight Islander tenants.
The number and quality of
applications received for the
Kathleen Gregory Scholarship
prompted Foundation Housing to
award an additional scholarship
to enable two equally deserving
applicants to have the opportunity
to undertake study. Another
educational and development
scholarship open to all tenants and
residents was also awarded.
One of the Kathleen Gregory
recipients Mahala Woods (pictured
with Kathleen Gregory and
Foundation Housing’s current CEO
Chris Smith) said she couldn’t

believe it when she had
received the call. Mum to two
young boys and a Foundation
Housing tenant since 2017,
she thought she would take
the chance and apply. Mahala
says she is extremely grateful
for the scholarship that will
help her finish her Diploma of
Nursing.
Mahala joins Melissa* who will
use her scholarship to assist
with her Diploma of Graphic
Design, and Jonathon Stoney
who will commence a dual
qualification in Aged Care and
Health Assistance Studies.
We would like to thank
everyone who applied this
year. If you missed out this
year, we encourage you to
submit another application for
the 2021 program.

* Melissa has requested we don’t disclose her identity publicly due to personal
reasons.

2021 Applications
We are happy to announce that we will
be opening scholarship applications in
Nov/Dec for 2021. More details to be
announced soon.

Community
Engagement
With Government restrictions easing in WA, we
are happy to see our Community Engagement
Coordinator Neal back out and engaging with our
customers.
Recently the tenants living in the Markham Way complex in
Balga reached out to ask for help with a project to brighten
fellow tenant Van’s front garden. Van has recently been
unwell and his garden had become overgrown.

Pictured: Colin, Van, Neal and Ali

Van’s friends in the complex worked together to clear the
small garden. With Neal’s help, they brought in new soil and
planted a selection of flowering plants.

Ali, who has lived at the complex for nine years and who has transformed his own
garden into a small paradise, said that having attractive gardens helped to make
everyone living there feel good about their home.
Neal said the tenants, who are all seniors, had a clear idea of what they wanted
to achieve and he was happy to facilitate the project that has bought them closer
together as a community.
Great work by everyone involved!
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Have an idea?
Got a suggestion for a
community engagement
activity or event? Email Neal at
neal@foundationhousing.org.au

Inspections recommence
We recently started to reintroduce some of our face to face
services, including inspections.
Even though the number of COVID-19 cases in WA is low, we cannot
be complacent and still need to follow strict guidelines to ensure
everyone stays safe and well.
There can be a number of ways inspections can take place to ensure
your own safety and comfort, and that of our staff. Our preferred
options for inspections are for them to:
•

take place when you are not at home, or

•

take place in person while you are at home with no more than
two people present.

The process for inspections will remain the same, with an added step
of contacting you the day before to ask some questions about the
wellbeing of your household. Tenants will still receive a Form 19 in the
mail and a text message confirming the inspection date.

Staying
in touch

We want to make sure you
are receiving our latest
updates and news. The best
way to do this is
• Let your Coordinator
know if you update your
phone or email address
• Adding our email
addresses to your
contacts, so they don’t
end up in your spam
folder
• Add your email account
to your phone
• Follow us on Facebook
and Instagram

Hobbies help to keep an active mind
Daily craft mornings are what tenant Rozalia does to
keep herself active and happy. An experienced corn
husk weaver and an expert of cross-stitch, Rozalia’s
passion started when she was just a young girl living in
Hungary.
Rozalia learned the art of creating beauty from corn husks from
her parents and sisters as a child and has been doing it ever
since. Prior to migrating to Australia with her former husband,
she had been invted to participate in several exhibitions and even
received a medal honouring her talents at a major exhibition in
Budapest in 1996.
Even though her exhibition days might be behind her, she
still gets up every morning, makes a coffee and sits down to
make her beautiful creations, using the tools she brought with
her from Hungary. These days she is happy to give them as
gifts or sends them back to Budapest to her daughter and
granddaughter.
Rozalia has been a tenant of Foundation Housing since 2001 and
has turned her current unit into a beautiful home, where she not
only loves to craft, but cooks and spends time in her garden.
Keeping busy is something Rozalia has always done and now she
would like to donate her time to anyone who would like to learn
to crossstich or corn husk weave. If you think this is something
you would like to learn, or if you would like to donate some corn
husks, please get in contact and email
marketing@foundationhousing.org.au
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How we keep your personal
information private

Need to report a repair?

We’ve recently updated our Privacy Statement which explains why we
collect your personal information, who we need to share it with and
how we store it.
We need to collect personal information from all of our customers –
including applicants, tenants and residents – so that we can provide
services to them. Some of this information is sensitive so it is important
that it is collected, stored and managed in a way that conforms to the
Australian Privacy Principles.
Our Privacy Statement is available from our website. You can also request
a printed copy of it from your coordinator or by phoning our office. A full
privacy policy is also available from our website

Call our property services team on
1300 895 205
Monday to Friday 8.30am - 4.30pm.
Outside of office hours are for
emergency repairs only.
You can also email
repairs@foundationhousing.org.au
or fill in the online form on our
website
www.foundationhousing.org.au

Noticeboard
Tenant Advisory Group
We are looking for Expressions of
Interest from tenants to be part of
the Tenant Advisory Group (TAG).
The TAG is a community of tenants
who represent the views and
opinions of our broader mainstream
tenants. The TAG is responsible
for informing policy, designing
better services, generating ideas
for continuous improvement and
becoming involved in projects to
support and engage with other
tenants. If you think this might be of
interest, contact
neal@foundationhousing.org.au

Winter hazards
Keep safe during colder months.
• Keep curtains, tablecloths and
bedding away from portable
heaters
• Keep wet clothes at least 1 metre
away from heaters and never
place clothes or towels on your
heater.
• Never leave burning candles or
any open flame unattended.

Volunteers for photos

First Nations Focus Group

We are currently looking for
volunteers to have their photo
taken professionally. Your photo
would be used to promote
Foundation Housing through
its social media, website and
publications. You would be
provided with a gift voucher for
your time. Email
marketing@foundationhousing.org.au
to register your interest

We are looking for additional
members to join the First Nations
Focus Group. Due to COVID-19 the
first meeting had to be postponed,
but it is now set for late August. This
focus group is open to all Aboriginal
and Torres Strait Islander residents
and tenants who would like to
provide feedback on policy, designing
better services and generate ideas
for continuous improvement. Email
neal@foundationhousing.org.au

Centrelink payments
Centrelink are currently waiving
the newly arrived resident’s waiting
period that applies to a range of
income support payments include
JobSeeker, Youth Allowance and
Parenting Payment. The waiting
periods are being waived until 24
September. Visit servicesaustralia.
gov.au and search for newly arrived
resident for more information.

Winter reticulation
Now that it’s the middle of winter
and we have been experiencing
some nice rain. Don’t forget to turn
off your reticulation. Don’t worry,
we will remind you to turn it back
on!

Emerge Stronger
Tenants living within the City of
Joondalup can now access the city’s
Emerge Stronger program. One
of the programs offered is Digital
Helpline . The Digital Helpline team
can assist you with your questions
about how to get online.
If you are new to technology,
searching the internet or doing
things online like shopping and
communicating with family - they
can help.
Call the Helpline on 9400 4180
Monday - Friday 9am - 5pm.
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