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The purpose of this policy is to ensure that all accommodation properties managed by AmeCare are maintained to the highest standards of safety, accessibility, and comfort. This commitment is designed to:
· Protect the wellbeing, dignity, and rights of all participants by providing environments that are safe, hazard-free, and responsive to individual needs.
· Comply with all relevant legislation and standards, including:
· NDIS Practice Standards (covering provision of supports, risk management, worker screening, and rights and responsibilities)
· Occupational Health and Safety Act 2004 (Vic) and OHS Regulations 2017
· Disability Act 2006 (Vic)
· Building, tenancy, and fire safety regulations.
· Ensure proactive and reactive maintenance systems are in place, so that repairs and scheduled servicing are conducted promptly and efficiently, minimizing risks and disruptions.
· Uphold minimum standards for rental dwellings, including secure locks, safe heating and ventilation, functional kitchen and bathroom facilities, electrical and gas safety checks, structural soundness, privacy, and health/amenity compliance.
· Meet NDIS Practice Standards for safety, accessibility, comfort, dignity, prompt repairs, essential services, hazard-free environments, and reasonable adjustments for participants.
· Facilitate transparent reporting and record-keeping, ensuring that all maintenance activities are logged, tracked, and retained for at least seven years for compliance and audit purposes.
· Promote participant involvement, consulting with residents about maintenance work that may impact their living environment and making reasonable adjustments to minimize disruption.
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This policy applies to:
· All properties owned, leased, or managed by AmeCare for the delivery of accommodation supports. This includes individual dwellings, shared accommodation, and properties subject to rooming house legislation.
· All AmeCare workers, including permanent, casual, and agency staff, who are responsible for reporting, managing, or overseeing maintenance activities.
· Contractors and maintenance providers engaged by AmeCare to perform repairs, preventative maintenance, or essential services. All contractors must comply with licensing, insurance, and workplace health and safety requirements.
· Tenants and participants residing in AmeCare managed properties, who are encouraged to report maintenance issues and will be consulted regarding works that may impact their living environment.
· All types of maintenance activities, including:
· Reactive maintenance (repairs in response to faults or breakdowns)
· Planned or preventative maintenance (scheduled servicing and inspections)
· Essential services maintenance (fire safety, electrical, lifts, hoists, heating/cooling, water supply).
· Record-keeping and compliance obligations, ensuring that all maintenance activities are logged, tracked, and retained for a minimum of seven years for audit and regulatory purposes.
· Participant involvement, ensuring that residents are informed and consulted about maintenance works, and that reasonable adjustments are made to minimize disruption.
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	Term
	Definition

	Reactive Maintenance
	Repairs carried out in response to an identified fault or breakdown (e.g., plumbing, electrical fault, broken furniture).

	Planned or preventative maintenance
	Regular scheduled activities to prevent breakdowns and extend the life of property assets (e.g., fire equipment servicing, electrical tagging, pest control, heating/cooling servicing).

	Essential Services
	Services required to maintain safety, including fire alarms, exit lighting, emergency lighting, lifts, hoists, heating/cooling, and water supply

	Maintenance Register
	The central record where all maintenance activities, inspections, and repairs are logged, including dates, contractors, costs, and outcomes.

	Preventative Maintenance Schedule (PMS)
	A planned timetable of inspections and servicing activities designed to prevent breakdowns and ensure compliance with legislation and standards

	Minimum Standards for Rental Dwellings
	Legislative requirements under the Residential Tenancies Act 1997 (Vic), Residential Tenancies Regulations 2021 (Vic), and Rooming House Standards Regulations 2012 (Vic) that ensure properties are safe, functional, and habitable

	Gas Safety Check
	Biennial inspection conducted by a licensed gasfitter to ensure appliances and installations are safe and compliant with Victorian tenancy legislation.

	Electrical Safety Check

	Biennial inspection conducted by a licensed electrician to ensure electrical installations are safe and compliant with Victorian tenancy legislation.

	Hazard
	Any source of potential harm or adverse health effect on participants, staff, or contractors (e.g., exposed wiring, slippery surfaces, broken locks).
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AmeCare is committed to providing safe, well-maintained, and accessible accommodation that upholds the rights, dignity, and wellbeing of participants. All accommodation facilities will be:
· Maintained in compliance with relevant legislation and NDIS Practice Standards
· Subject to proactive and reactive maintenance systems
· Accessible, functional, and responsive to participants’ individual needs and preferences
· Free from hazards that may place participants, visitors, or staff at risk
Minimum Standards for Rental Dwellings
All AmeCare‑managed properties, including those subject to rooming house legislation, must comply with the Victorian minimum standards for rental dwellings under the Residential Tenancies Act 1997 (Vic), Residential Tenancies Regulations 2021 (Vic), and Residential Tenancies (Rooming House Standards) Regulations 2012 (Vic).
These standards include:
· Secure locks and security measures on all external doors and windows
· Safe heating and ventilation appropriate to the dwelling type
· Functional kitchen and bathroom facilities with hot/cold water supply
· Electrical and gas safety – biennial checks by licensed professionals
· Structural soundness – free from damp, mould, or hazards
· Window coverings for privacy and comfort
· Health and amenity compliance – adequate lighting, drainage, and sanitation
NDIS Practice Standards 
In addition to tenancy legislation, AmeCare ensures all properties meet NDIS Practice Standards for:
· Safety and accessibility
· Comfort and dignity
· Prompt repairs and essential services
· Hazard‑free environments
· Reasonable adjustments for participants
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PROCEDURE

1. Channels for reporting: 
a. Verbal report to on‑duty staff or Maintenance Officer
b. Email to maintenance@amecare.org.au
c. Completion of the AmeCare Maintenance Request Form (paper or digital) AmeCare Maintenance Request Form . Form is available on the staff portal accessible via phone app. 

2. Risk Classification & Response Times
· Emergency (6–12 hours) 
· Examples: fire system fault, major flooding, electrical hazard, broken external locks, security risks.
· Reported immediately to the Maintenance Officer or On‑Call Manager.
· Staff must take interim safety measures (e.g., isolating the area, signage, temporary relocation of participants).
· 
· Urgent (12–24 hours) 
· Examples: broken appliances, moderate plumbing/electrical issues, lost keys.
· Interim action: provide temporary replacement equipment or secure area.
· Necessary (2–5 days) 
· Examples: minor plumbing, locks, furniture repairs.
· Interim action: hazard signage or temporary workaround.
· Routine (within 14 days) 
· Examples: garden maintenance, touch‑up painting, minor door adjustments.
· Escalation: 
· If a repair cannot be completed within timeframe, Maintenance Officer must escalate to Executive Management and document reason for delay.

All reports must be logged in the Maintenance Register within 24 hours.


3. Preventative Maintenance Schedule
· Property inspections: Bi‑yearly, with written reports filed.
· Fire safety equipment: Serviced every 6 months (AS 1851:2012).
· Electrical testing & tagging: Annually (AS/NZS 3760:2022).
· Gas safety check: Biennially by licensed gasfitter (Residential Tenancies Regulations 2021).
· Electrical safety check: Biennially by licensed electrician (Residential Tenancies Regulations 2021).
· Heating/cooling servicing: Annually.
· Pest control: Annually.
· Hot water & plumbing: Annually.
· Accessibility equipment: Serviced per manufacturer instructions (hoists, lifts, rails, ramps).
· Gardens, paths, outdoor areas: Quarterly.
· Vehicle inspections: Annually, logged in Maintenance Register.
· Compliance note: All records retained for minimum 7 years.

4. Contractor Management
· Pre‑engagement requirements: 
· Current licence/qualification
· Public liability insurance
· On‑site requirements: 
· Sign in/out at facility register
· Follow AmeCare WHS procedures and participant privacy protocols
· Wear PPE as required
· Induction checklist: 
· Site orientation
· Emergency exits and fire safety briefing
· Participant rights and privacy reminder

5. Record‑Keeping
· Maintenance Register: 
· Date, issue, action taken, contractor, cost, outcome.
· Essential Services Register (ESR): 
· Fire, electrical, lifts, hoists, gas/electrical safety checks.
· ESR/ESM located under fire box at each facility.
· Retention: 
· Records must be kept for minimum 7 years.
· Reporting: 
· Quarterly reports provided to Executive Management for review.
· Annual summary prepared for Director oversight.

6. Participant Involvement
· Consultation: 
· Participants informed of maintenance work that may impact their environment.
· Adjustments: 
· Reasonable steps taken to minimise disruption (e.g., scheduling around participant routines).
· Preferences: 
· Timing and contractor entry preferences respected where possible.
· Feedback loop: 
· Participants may provide feedback after maintenance completion, logged in Complaints & Feedback Register if concerns arise.

7. Continuous Improvement
· Trend analysis: 
· Annual review of maintenance requests to identify recurring issues.
· Adjust preventative schedule based on trends.
· Ensure all registers are complete, accessible, and cross‑referenced with compliance requirements.


ROLES RESPONSIBILITIES

Director
• Provide strategic oversight of all maintenance systems and ensure compliance with NDIS Practice Standards, tenancy legislation, and OHS requirements.
• Approve budgets and allocate resources for maintenance, repairs, and preventative schedules.
• Review quarterly and annual maintenance reports to identify systemic issues and approve corrective actions.
• Ensure organisational policies are updated to reflect changes in legislation or standards.
• Act as final escalation point for unresolved or high‑risk maintenance issues.

Executive Management
• Develop and maintain contracts with licensed contractors and service providers.
• Ensure preventative maintenance schedules are implemented across all AmeCare properties.
• Monitor compliance with tenancy legislation, NDIS standards, and essential safety measures.
• Review quarterly reports from Maintenance Officer and provide feedback or directives.
• Ensure staff training includes maintenance reporting procedures and hazard awareness.
• Escalate systemic risks or repeated failures to the Director.

Maintenance Officer / Team Leader
• Act as primary contact for all maintenance requests and issues.
• Classify reported issues according to risk level (Emergency, Urgent, Necessary, Routine).
• Schedule and oversee both reactive and preventative maintenance tasks.
• Liaise with contractors, ensuring they meet licensing, insurance, and screening requirements.
• Maintain the Maintenance Register and Essential Services Register (ESR), ensuring records are complete and retained for minimum 7 years.
• Conduct bi‑yearly property inspections and document findings.
• Ensure compliance with biennial gas and electrical safety checks.
• Provide quarterly maintenance reports to Executive Management.
• Implement interim safety measures when hazards cannot be immediately resolved.



Support Staff
• Promptly report maintenance issues via approved channels (verbal, email, Maintenance Request Form).
• Take immediate steps to minimise hazards until repairs are completed (e.g., signage, isolating area, temporary relocation of participants).
• Communicate with participants about maintenance activities that may affect them.
• Support participants in providing feedback about maintenance outcomes.
• Ensure contractors are signed in/out and follow site protocols.
• Escalate unresolved or repeated issues to the Maintenance Officer.

Contractors
• Provide evidence of current licence/qualification, public liability insurance, and NDIS Worker Screening (if applicable).
• Sign in/out at each facility and comply with AmeCare WHS procedures.
• Follow site induction requirements, including emergency exits, PPE, and participant privacy protocols.
• Complete maintenance tasks to required standards and within agreed timeframes.
• Provide written reports of work completed, including compliance certificates for gas/electrical safety checks.
• Report any additional hazards identified during work to the Maintenance Officer.

Participants
• Report maintenance issues to staff or directly via the Maintenance Request Form.
• Provide input on timing and contractor access preferences.
• Participate in consultation regarding maintenance activities that affect their living environment.
• Provide feedback after maintenance completion to support continuous improvement.
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· AmeCare Safe Environment Policy and Procedure
· AmeCare Risk Management Policy
· AmeCare Emergency Management Policy and Procedure
· Infection Control Policy
· Complaints & Feedback Policy
· AmeCare Safe Environment Policy and Procedure
· AmeCare Risk Management Policy
· AmeCare Emergency Management Policy and Procedure
· Infection Control Policy
· Complaints & Feedback Policy
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· National Disability Insurance Scheme Act 2013 (Cth)
· NDIS Practice Standards and Quality Indicators – November 2021
· Occupational Health and Safety Act 2004 (Vic)
· Building Act 1993 (Vic) and Building Regulations 2018 (Vic)
· Essential Safety Measures (Building Code of Australia, Section I, Vic)
· Disability Act 2006 (Vic)
· Residential Tenancies Act 1997 (Vic)
· Residential Tenancies Regulations 2021 (Vic)
· Residential Tenancies (Rooming House Standards) Regulations 2012 (Vic)
· Australian Standards: 
· AS/NZS 3760:2022 – In‑service safety inspection and testing of electrical equipment
· AS 1851:2012 – Routine service of fire protection systems and equipment
· AS/NZS ISO 31000:2018 – Risk management principles
· Tenancy and Rooming House Compliance Policy 
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