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3.1 Tenancy Service Management Fees

e) Cleaning Fee by HMC:

Adelaide HMC $     

Brisbane HMC $   

Cairns HMC $     

Canberra HMC $     

Darwin HMC $   

Hunter Valley HMC $     

Ipswich HMC $   

Melbourne HMC $     

Nowra HMC $     

Perth HMC $     

Puckapunyal $     

Sale $     

Sydney HMC $     

Tasmania $     

Tindal HMC $   

Toowoomba HMC $   

Townsville HMC $   

Wagga Wagga HMC $   

Wodonga HMC $   

Allocation & Tenancy Management - Pricing Adjustments Effective 1 July 2015
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1 SCHEDULE 5 – HOUSING MAINTENANCE SERVICES 

1.1 Clause 2.4(e) of Schedule 5 (Housing Maintenance Services) to the Agreement has no 

effect in relation to any of the Services.  The following sections operate as new Clauses 

2.4(e) to (i) of Schedule 5 (Housing Maintenance Services) to the Agreement: 

(e) Where DHA considers repairs and/or Maintenance to be the DHA Tenant’s 
responsibility (for example, due to damage which is not considered fair wear 
and tear, as specified in a Tenancy Agreement or DHA Residence Agreement), 
DHA must discuss the matter and agree costs with the DHA Tenant before 
any expense is incurred by DHA or its Subcontractor.  Where possible and 
appropriate, DHA Tenants should be given the opportunity to effect the 
repairs themselves provided that trade standards and licensing requirements 
are met (this provision does not apply to Emergency Maintenance).   

(f) For the period commencing on the ATM Start Date and, subject to Clause 2.4 
(g), ending on the second anniversary of the ATM Start Date (or such other 
date agreed by the parties):  

(i) Defence will pay DHA for the costs of repairs arising from NFWT (and 
bears responsibility for recovery of those costs from the DHA Tenant) 
provided that: 

(A) the DHA Tenant has signed a TAF in respect of the Service 
Residence; 

(B) DHA has established the DHA Tenant's liability for the NFWT in 
accordance with the processes agreed by Defence and DHA in 
the HMIs; and 

(C) if requested by Defence, DHA is able to substantiate the cost of 
repairs; and 

(ii) DHA is liable for any other NFWT costs, including costs in respect of 
which the requirements in Clauses 2.4(f)(i)(A), (B) and (C) have not 
been satisfied, and bears responsibility for recovery of those costs 
from the DHA Tenant.  

(g) Subject to the parties implementing the agreed changes to the JHARC and 
related arrangements referred to in Clause 2.4(i), on and from the second 
anniversary of the ATM Start Date (or such other date agreed by the parties) 
DHA is liable for the costs of repairs arising from NFWT (and bears 
responsibility for recovery of those costs from the DHA Tenant). 

(h) The parties agree to work together to implement any necessary changes 
arising out of Clause 2.4(g), including arrangements for the recovery of costs 
through DHA Tenant's pay accounts, on or before the second anniversary of 
the ATM Start Date.  
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(i) Without limiting Clause 2.4(h), the parties will use best endeavours to 
implement the following changes to the JHARC and related arrangements, on 
or before the second anniversary of the ATM Start Date: 

(i) prior to referral to the JHARC, either the DHA Tenant or DHA may 
refer the dispute to an independent mediator;  

(ii) the JHARC will be constituted as an impartial review panel; 

(iii) neither DHA nor DHA Tenants will be permitted legal representation 
in any JHARC hearings; 

(iv) the JHARC will have the power to determine, in relation to a dispute 
between DHA and a DHA Tenant regarding wear and tear, that the 
relevant wear and tear constitutes fair wear and tear or NFWT; 

(v) where the JHARC determines that the relevant wear and tear is fair 
wear and tear, DHA will not be entitled to recover any NFWT charges 
from the DHA Tenant; 

(vi) where the JHARC determines that the relevant wear and tear is 
NFWT, the JHARC will have the power to enforce payment of NFWT 
charges by the DHA Tenant to DHA; and 

(vii) the JHARC will be required to determine disputes on the basis of the 
obligations of DHA and the DHA Tenant under the DHA Residence 
Agreement (or Tenancy Agreement), rather than the broader policy 
context. 

1.2 Clause 2.5(a)(ii) of Schedule 5 (Housing Maintenance Services) to the Agreement 

has no effect in relation to any of the Services.  The following section operates as a new 

Clause 2.5(a)(ii) of Schedule 5 (Housing Maintenance Services) to the Agreement: 

(ii) the repairs or Maintenance is required as a result of damage caused by the 
DHA Tenant (e.g. damage which is not caused by fair wear and tear) which 
has not been rectified by the DHA Tenant and is the ultimate responsibility of 
DHA in accordance Clause 2.4(f). 



SCHEDULE 5 – HOUSING MAINTENANCE SERVICES 

Note: The operation of Schedule 5 is affected by the operation of Clause Error! Reference 

source not found. and the First Addendum. 

1 MAINTENANCE DEFINITIONS AND INTERPRETATION 

1.1 Emergency Maintenance 

An Emergency Maintenance request includes any request for Maintenance arising 
from a failure of any one of the Essential Amenities, or that affects the immediate 
health, safety or security of Defence Tenants.  This service includes but is not limited 
to the following:   

(a) burst water pipes or no water;  

(b) serious flooding; 

(c) sewer blockage; 

(d) complete loss or power, electrical faults; 

(e) wet lights and power fittings (internal); 

(f) gas leaks; 

(g) fire or storm damage; and 

(h) loss of all toilet facilities. 

1.2 Essential Amenities 

Essential Amenities are: 

(a) hot water service; 

(b) heating or air-conditioning; and 

(c) oven or all hotplates.  

1.3 Routine Maintenance 

Routine Maintenance means Maintenance required to a Service Residence in respect 
of deterioration, defect or damages but excluding Emergency Maintenance. 

1.4 Respond 

In this Schedule, Respond or Response includes a returned phone call to provide any 
available details of the proposed Maintenance actions or assessment. 

2 MAINTENANCE MANAGEMENT  

2.1 General 
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DHA must provide Housing Maintenance Services for Service Residences which 
includes: 

(a) Emergency Maintenance; 

(b) Routine Maintenance; and 

(c) such other Maintenance as is specified in this Agreement. 

In providing Housing Maintenance Services, DHA must maintain a cost effective, 
responsive, high quality Maintenance arrangement for Service Residences so that all 
reasonable service requests from Defence Tenants are met promptly. 

2.2 Maintenance requests and responsiveness 

(a) For the convenience of Defence Tenants, DHA must provide a single, toll free 
contact telephone number for all Maintenance requests, which must be 
available: 

(i) 24 hours a Day, seven Days a week for Emergency Maintenance; and 

(ii) between the hours of 0830 and 1630 for Routine Maintenance, 

in accordance with Clause 2.3 and 2.4 of this Schedule. 

(b) DHA must organise completion of Maintenance work within the timeframe 
set out in Clause 2.3 and 2.4 of this Schedule. 

2.3 Emergency Maintenance 

(a) DHA must ensure that all requests for Emergency Maintenance are 
responded to within four hours of DHA receiving the request.  The 
Maintenance work must be completed within 24 hours of DHA receiving the 
request unless the scope of the work actually required, as identified by the 
Subcontractor or DHA Representative, is determined to be greater than 
initially anticipated or the result of other impacts outside the control of 
DHA.  

(b) DHA must advise Defence Tenants of the Response time placed by DHA on 
its Subcontractor to contact the Defence Tenant. 

2.4 Routine Maintenance 

(a) Subject to Clause 2.4(b) below, all Routine Maintenance requests must be 
completed within 28 Days after either a call by a Defence Tenant, or an 
inspection related request by a DHA Representative, whichever is the 
earlier.  DHA shall contact the Defence Tenant and advise a timeframe 
within which a Subcontractor will contact them to arrange access for the 
purpose of inspecting and/or completing the Maintenance work.   

(b) DHA may assess the request for Maintenance by inspection or by seeking 
further information from the Defence Tenant. A Routine Maintenance 
request is not required to be completed within the 28 Day period referred to 
in Clause 2.4(a) above where the scope of the work actually required, as 
identified by the Subcontractor or DHA Representative, is determined to be 



greater than initially anticipated or the result of other impacts outside the 
control of DHA.  Where this occurs, DHA is to advise the Defence Tenant of 
the revised completion date which must be reasonable reflecting the scope 
of work actually required.   

(c) DHA must ensure that its Subcontractors make appointments with the 
Defence Tenant to carry out Routine Maintenance work.  

(d) All appointments for Routine Maintenance are to be scheduled within 
Business Hours except where, at no additional cost to Defence, the Defence 
Tenant and DHA's Subcontractor agree to a mutually convenient time 
outside of Business Hours. 

(e) Where DHA considers repairs and/or Maintenance to be the Defence 
Tenant's responsibility (eg due to damage which is not considered fair wear 
and tear, as specified in a Tenancy Agreement), DHA must discuss the 
matter and agree costs with Defence's Tenant before any expense is 
incurred by DHA or its Subcontractor.  Where possible and appropriate, 
Defence Tenants should be given the opportunity to effect the repairs 
themselves provided that trade standards and licensing requirements are 
met (this provision does not apply to Emergency Maintenance).  In 
accordance with the Head Lease, Defence has ultimate responsibility for the 
costs of Maintenance arising from a Defence Tenant's negligence, breach of 
Tenancy Agreement, or other occupier or tenant liability or responsibility 
being established.   

2.5 Additional Maintenance Services 

(a) All Maintenance obligations which are specified in this Schedule 5 (Housing 
Maintenance Services) (or which are otherwise under this Agreement the 
responsibility of DHA) are included within the Assessed Rent, the Quality 
Maintenance Charge or the Property Holding Charge (as appropriate) unless: 

(i) they are Additional Maintenance Services (see Clause 2.5(b) below); 
or 

(ii) the repairs or Maintenance is required as a result of damage caused 
by the Defence Tenant (eg. damage which is not caused by fair wear 
and tear) which has not been rectified by the Defence Tenant and is 
the ultimate responsibility of Defence in accordance with Clause 
2.4(e). 

(b) Where Defence requests and approves Additional Maintenance services 
(including maintenance services pursuant to Clause 2.5(a)(ii) above), the 
expenses incurred by DHA in providing the approved Maintenance services 
are to be treated as Reimbursable Expenses and must be billed to Defence 
at cost in accordance with Schedule 8 (Contract Price).   

2.6 DHA Leased Service Residences 



(a) Defence's and Defence Tenants' responsibility for repairs, Maintenance and 
the care of Service Residences occupied by Defence Tenants, are the same 
regardless of the terms of the lease or if DHA owns the Service Residence. 

(b) For Maintenance work that is not of an emergency nature, DHA must 
complete the Maintenance work in accordance with Clause 2.4.  DHA must 
ensure that Defence Tenants are not disadvantaged with respect to 
Maintenance based on the terms of DHA's lease with property owners 
including a Pre-96 Lease. 

(c) Where a Pre-96 Lessor disputes the reasonableness of the potential cost of 
the non-emergency Maintenance that is the lessor's responsibility under the 
lease, DHA must undertake the Maintenance works and seek 
reimbursement from Defence for the difference between the cost of the 
Maintenance and the amount contributed by the Pre-96 Lessor.  Defence 
agrees to pay the difference as a Reimbursable Expense.  DHA must take all 
reasonable steps to recover the cost of non-emergency Maintenance from 
the Pre-96 Lessor.   

2.7 Maintenance between tenancies 

Subject to Clause 2.4, and where practicable, DHA may schedule Routine 
Maintenance work when Service Residences are vacant.   

2.8 Major and Minor Upgrade Works 

(a) DHA has responsibility for vacancy risk related to Major and Minor Upgrade 
Works on all DHA Owned or Leased Service Residences. DHA is responsible 
for Vacancy Costs from the commencement of work until its completion and 
all costs for the re-location of Defence Tenants.  In respect of Major or 
Minor Upgrades of Defence Owned or Annuity Service Residences, Defence 
bears these Vacancy Costs and all costs for the re-location of Defence 
Tenants. 

(b) A Service Residence is considered habitable if Maintenance would not 
prevent a Defence Tenant from continuing to occupy it – that is, the tenant 
has access to sleeping, cooking and ablution facilities, and the Service 
Residence has adequate security and amenity.  Some Maintenance and 
Minor Upgrades can be carried out while a tenant occupies a Service 
Residence.  Where a Service Residence is habitable and occupied, rent is still 
charged to Defence.   

(c) Where a DHA Owned or Leased Service Residence is uninhabitable due to a 
natural disaster, DHA will bear the Vacancy Costs and Defence will bear 
temporary accommodation and relocation expenses.   

(d) Where a Defence Owned and Annuity Service Residence is uninhabitable 
due to a natural disaster, Defence will bear the Vacancy Costs, temporary 
accommodation and relocation expenses. 



(e) Where a DHA Owned or Leased Service Residence is uninhabitable due to 
Emergency Maintenance, DHA will bear the cost of temporary 
accommodation and Defence will continue to pay the Rent and associated 
rent-related charges during the period that the Service Residence is 
uninhabitable.  Where a Defence Owned or Annuity Service Residence is 
uninhabitable due to Emergency Maintenance, Defence will bear the cost of 
temporary accommodation. 

2.9 Maintenance of Vacant Service Residences 

(a) DHA is responsible for all Maintenance in respect of vacant DHA Owned or 
Leased Service Residences including the costs of bringing a Service 
Residence up to a standard suitable for occupation.  

(b) DHA agrees that Defence may inspect allocated DHA Owned or Leased 
Service Residences by accompanying DHA staff visiting vacant Service 
Residences to prepare condition reports, to assess whether the Service 
Residence will be at an acceptable standard for occupation, including 
whether the external condition meets the requirements set out in 
Annexure A to this Schedule 5 (Housing Maintenance Services).  The 
Contract Manager and Service Manager may agree in writing a higher or 
lower percentage of Service Residences for inspection. 

(c) DHA is responsible for all Maintenance in respect of vacant Defence Owned 
and Annuity Service Residences necessary to ensure that the exterior, lawns 
and gardens of Vacant houses (Vacant Available, Vacant Allocated) are 
maintained in a condition suitable for occupation in accordance with the 
requirements set out in Annexure A to this Schedule 5 (Housing 
Maintenance Services). 

(d) DHA accepts the risk for the difference between temporary accommodation 
costs and Assessed Rent where a Service Residence is not available for 
occupation on the Confirmed Delivery Date for a reason within the control 
of DHA.  

3 QUALITY MAINTENANCE CHARGE 

DHA must provide the Quality Maintenance Service funded by the Quality 
Maintenance Charge set out in Schedule 8 (Contract Price) consisting of the 
following: 

(a) the provision of a dedicated service that Responds to Defence Tenants' 
Maintenance requests in a responsive manner for all Maintenance 
requirements including Emergency and Routine Maintenance issues; 

(b) the provision of a direct telephone line to take Maintenance requests in 
accordance with Clause 2.2; 

(c) the management of Routine Maintenance in accordance with Clause 2.4; 



(d) subject to Clause 2.4, undertaking all required Maintenance (including 
preventative Maintenance) on Service Residences in-between tenancies in 
such a way as to minimise the impact on the Defence Tenant; 

(e) Maintenance of all Capital Inclusions which are listed in Annexure B (Capital 
Inclusions) to Schedule 1 (Housing Forecast and Response); 

(f) maintaining a high level of presentation of Service Residences (including the 
Maintenance of gardens) and ensure Service Residences are fully functional 
at the time of commencement of each tenancy; 

(g) cleaning of gutters where they are above the height that could be reached 
by using a standard 1.8 metre step ladder, or the garden or structure 
prevents access; 

(h) lopping of trees where the cutting point of trees is above 2.5m; 

(i) changing of light fittings where lighting is above the height that could be 
reached by using a standard 1.8m step ladder, or a structure prevents access 
to the lighting; and 

(j) control/eradication of pests: 

(i) that threaten the Service Residence (eg termites, carpet beetles); 

(ii) where the infestation occurs due to plague movements (with the 
identification of a plague being determined by local government 
authorities); or 

(iii) where the infestation is identified within six weeks of a Service 
Residence being occupied. 



ANNEXURE A – SERVICE RESIDENCE STANDARD FOR OCCUPATION TO 
SCHEDULE 5 (HOUSING MAINTENANCE SERVICES)  

The minimum standard of a Service Residence to be suitable for occupation includes 
but is not limited to the following: 

Lawn 

 Lawn is substantially free of weeds.

 Lawns are to be mowed, healthy and watered with a high level of grass
coverage having regard to regional conditions.

 Edges to paths and fence lines are to be trimmed.

 No pet damage (holes, dog tracks, faeces, chewed irrigation equipment, etc.).

 Lawn clippings removed.

 Lawn irrigation systems working (where applicable).

Garden 

 Garden is substantially free of weeds.

 Gardens to be mulched (where previously mulched).

 No pet damage (holes, dog tracks, faeces, chewed irrigation equipment, etc).

 Garden bed edges are to be trimmed and defined.

 Gardens are to be healthy and watered having regard to regional conditions.

 Garden waste to be removed (eg dead trees, branches, dead flowers).

 Garden irrigation systems working (where applicable).

Exterior of house 

 Household rubbish removed from gardens, lawns and around the house (eg
broken objects, cigarette butts, sweepings from inside the house, other
debris, etc).

 Bushes trimmed away from the house, gutters, pathways and clotheslines.

 Cobwebs and dust removed.

 Gutters cleaned.

 Garbage bins to be cleaned and stored securely.

 Stains cleaned on pathways and driveways.

 Colorbond and wooden fencing to be in good condition.

 Gates move freely and latch correctly.

 Shed clean, power points and lights in operable conditions.

 Letter box clean and in good condition.



 Clothesline moves freely, pegs removed, lint, fluff, broken pegs removed
from around clothesline.

 Meter boxes clean.

 Water meter intact.
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