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SDA residency agreement 

This Agreement is made on:  

Date: / / 

At:  

 ......................................................................................................................................................................................  

[insert place of Agreement] 

Parties 

Between (SDA provider): ...............................................................................................................................................  

[insert name, ACN if SDA provider is a company, address] 

Whose Agent is:  ...........................................................................................................................................................  

[insert name, address, ACN if company, of the agent] 

And (SDA resident):.......................................................................................................................................................  

[insert name] 

Details of person providing support to the resident:  .....................................................................................................  

[Insert name, address, and whether person is the SDA resident's guardian or SDA resident’s administrator, family member, friend or 

carer; or if no person is chosen by the SDA resident, a person who the SDA provider considers can assist the SDA resident (and is not 

employed by, or is not a representative of, the SDA provider)] 

This Agreement is made by: 

A. The SDA provider and SDA resident entering into the Agreement and both signing the Agreement. 

or 

B. The SDA provider working with the SDA resident to establish the Agreement, and the SDA provider signing and dating the 

Agreement. 

1. Contact details 

(a) The SDA provider and SDA resident have inserted their contact details in Attachment 1 to this Agreement. 

(b) The SDA provider must attach a copy of Attachment 1 with updated contact details to this Agreement and give a copy to the 

SDA resident within 5 business days of any change in the contact details of the SDA provider or their agent. 

2. Room and furniture in SDA dwelling 
SDA dwelling  

[insert address of the SDA dwelling] 

A. The SDA resident is the only resident in the SDA dwelling 

[If there are other residents, strike out A and complete the information about the room in B] 

Or 

B. The SDA resident occupies the following room in the SDA dwelling: 

[Insert room number or other description/information that identifies the room] 

The SDA resident can use all common areas in the SDA dwelling except those specified below: 

[insert common areas that the SDA resident cannot use. If the SDA resident can use all common areas, leave this section blank] 

C. The SDA resident owns the furniture in the room or SDA dwelling set out in Attachment 2. 
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3. Length and extension of this agreement 

(a) This Agreement starts on  

[insert date (dd/mm/yyyy)]  

and runs for a period of  

[insert period]  

until it ends on  

[insert date (dd/mm/yyyy)] (the end date). 

(b) Unless this Agreement is terminated in accordance with Part 12A of the Residential Tenancies Act 1997, it is taken to have 

been automatically extended from the end date for the same period, and it will continue to be automatically extended any 

number of times until terminated. 

4. Terminating this agreement 
This Agreement can only be terminated in accordance with Part 12A of the Residential Tenancies Act 1997. 

A notice to vacate an SDA dwelling given by an SDA provider to an SDA resident must specify a termination date that is not less than 

90 days after the date on which the notice is given. 

Note 

See the Information statement for further information. 

5. Rent 
The SDA resident must pay rent to the SDA provider at the times and in the manner set out below. If this clause has been struck out, it 

must be paid at the times and in the manner set out in Attachment 3 to this Agreement.  

The total rent is: $ 

SDA resident’s maximum Reasonable Rent Contribution in the case of an SDA enrolled dwelling or a room in an SDA enrolled 

dwelling: $ 

The rent is paid  

[tick one box and circle the day, or insert the day or date of each month] 

 each week on Monday / Tuesday / Wednesday / Thursday / Friday 

 each fortnight on the first Monday / Tuesday / Wednesday / Thursday / Friday of the fortnight 

 each month  

[insert day or date of payment (dd/mm/yyyy)] 

The rent is paid by: 

Centrepay $ 

Direct Debit $ 

The SDA provider must give a written receipt if—  

(a) the rent is paid in person; or  

(b) within 5 business days, the rent is not paid in person and a receipt is requested at the time the rent is paid. 

If, at any time after this agreement has been entered into, the SDA provider and SDA resident agree to change the times or manner in 

which rent is to be paid, they must strike out this clause and complete Attachment 3 to this Agreement. If further changes are made, 

copies of Attachment 3 must be attached to this Agreement. 

6. Rent increases 

(a) The SDA provider must give the SDA resident a notice in writing of a proposed rent increase at least 60 days before the date 

on which the increased amount of rent is to be paid. 

(b) The SDA provider must complete Attachment 3 each time the rent is increased and attach it to this Agreement.
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7. Utilities 
The SDA resident must pay for ordinary usage of the electricity, gas, water and any other utilities supplied. 

Utility  Usage Amount to pay Name of person or company SDA 

resident makes payment to 

Electricity This is an agreement between you and the Supported 

Independent Living (SIL) provider. Please talk to your 

SIL provider  

  

Water This is an agreement between you and the Supported 

Independent Living (SIL) provider. Please talk to your 

SIL provider  

  

Gas This is an agreement between you and the Supported 

Independent Living (SIL) provider. Please talk to your 

SIL provider  

  

Other This is an agreement between you and the Supported 

Independent Living (SIL) provider. Please talk to your 

SIL provider  

  

Note: See Other charges in the Information statement 

8. Cleanliness of the room and SDA dwelling 
The SDA provider must ensure that the room or SDA dwelling is reasonably clean when this Agreement starts. 

9. Repairs and maintenance 
General repairs and maintenance 

(1) The SDA provider must ensure that the SDA dwelling is in a good state of repair and is appropriately maintained, having regard to 

the safety, security and privacy of the SDA resident. 

(2) The SDA resident may give a written notice to the SDA provider advising that repairs or maintenance are required to the SDA 
dwelling. 

(3) The SDA provider agrees to undertake the repairs or maintenance within 14 days after receiving the written notice. 

Urgent Repairs 

(4) The SDA resident may request urgent repairs to the SDA dwelling verbally or in writing. 

(5) The SDA provider agrees to undertake the urgent repairs as soon as possible after receiving the request. 

Note 

If the SDA provider does not undertake the repairs and maintenance, or urgent repairs, the SDA resident may apply to the Director of 

Consumer Affairs Victoria or the Victorian Civil and Administrative Tribunal for assistance. SDA resident in this clause includes a 

‘chosen person’. A ‘chosen person’ is defined in section 498O(2) of the Residential Tenancies Act 1997. (See Repairs and 

maintenance in the Information statement) 

10. Duties of SDA provider 
The SDA provider must— 

(a) take reasonable measures to ensure that the SDA resident is treated with dignity and respect and with due regard to their 

entitlement to privacy; and 

(b) ensure that the SDA dwelling and any fixtures and fittings are maintained in good repair; and 

(c) not unreasonably interfere with the SDA resident’s right to privacy; and 

(d) install fixtures required by the SDA resident to assist their daily living or proper use and enjoyment of the SDA dwelling; and 

(e) take reasonable measures to ensure the security of the SDA dwelling; and 

(f) minimise any inconvenience or disruption to the SDA resident when undertaking repairs or renovations to the SDA dwelling; 

and 

(g) take reasonable steps to ensure that any repairs or renovations to the SDA dwelling— 

i. are carried out by a suitably qualified person; and 

ii. are completed in a timely manner; and 

(h) not unreasonably refuse to give consent to the SDA resident’s request to keep a pet in the SDA dwelling.  
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11. House rules 
(a) The SDA resident must comply with the House rules for the SDA dwelling (if any) that are included at Attachment 7 of this 

Agreement. The House Rules cannot take away any of the rights and duties included in Part 12A of the Residential Tenancies 

Act 1997 or in the National Disability Insurance Scheme Act 2013 of the Commonwealth. 

(b) The SDA provider must explain the contents of the House Rules (if any) to the SDA resident— 

i. in the language, mode of communication and terms that the SDA resident is most likely to understand; and 

ii. must give the SDA resident an explanation of the House Rules both orally and in writing, where reasonable to do so. 

(c) The SDA provider may vary any House Rules from time to time. 

(d) Where an SDA provider varies House Rules, the varied House Rules must clearly state the date on which they are to come 

into effect and on which they will replace the existing House Rules. 

(e) If the SDA provider varies the House Rules, they must—  

(i) at least 14 days before the varied House Rules are to come into effect, give a written copy of the varied House Rules to 

the SDA resident and to any person providing support to the SDA resident listed in this agreement; and 

(ii) must explain the contents of the varied House Rules to the SDA resident: 

a. in the language, mode of communication and terms that the SDA resident is most likely to understand; and 

b. must give the SDA resident an explanation of the varied House Rules both orally and in writing, where reasonable to 

do so. 

12. Duties of SDA resident 
The SDA resident must— 

(a) maintain the SDA dwelling in a manner that does not create a fire, health or safety hazard; and 

(b) after becoming aware of any damage to the SDA dwelling, give notice to the SDA provider specifying the nature of the 

damage; and 

(c) contribute to the cost of repairing damage notified under paragraph (b) to the SDA provider that the SDA resident caused; and 

(d) pay the rent on the due date and in the manner specified in this Agreement; and 

(e) not use the SDA dwelling for a purpose that is illegal at common law or under an Act; and 

(f) not by act or omission endanger the safety of other SDA residents or staff at the SDA dwelling; and 

(g) not cause serious disruption to the proper use and enjoyment of the SDA dwelling by other SDA residents; and 

(h) not damage or destroy any part of the SDA dwelling; and 

(i) not install any fixtures in the SDA dwelling without first obtaining the consent in writing of the SDA provider; and 

(j) not keep a pet without obtaining the consent of the SDA provider and any other SDA residents living in the dwelling. 

13. Entry to the room or dwelling 

(1) The SDA provider or the SDA provider’s agent must not enter the room or the SDA dwelling excepting as provided in this clause. 

(2) The SDA resident agrees that the SDA provider or the SDA provider’s agent (together with any other person the SDA provider or 
the SDA provider's agent needs to assist in carrying out the reasons for entering the SDA dwelling or Room) can enter the room or 
SDA dwelling in accordance with this clause. 

(3) Entry without notice 

The SDA provider or the SDA provider's agent (together with any other person the SDA provider or the SDA provider's agent 

needs to assist in carrying out the reasons for entering the SDA dwelling or Room) can enter the SDA dwelling and any room 

without giving prior notice to the SDA resident in the following circumstances: 

(a) the resident agrees to let the SDA provider enter the SDA dwelling or room; 

(b) there is an emergency; 

(c) the SDA provider believes on reasonable grounds that they need to enter the SDA dwelling or room to protect the health or 

safety of the SDA resident or any other person in the SDA dwelling or room; 

(d) the SDA provider believes on reasonable grounds that the SDA resident has abandoned the SDA dwelling or room; 

(e) the SDA provider needs to enter the SDA dwelling or room to undertake urgent repairs. 

(4) Entry with notice 

The SDA provider or the SDA provider's agent can enter the SDA dwelling or room (together with any other persons they need to 

assist them in carrying out the reasons for entering the SDA dwelling or room) at any time between 8.00 am and 6.00 pm on any 

day other than a public holiday: 

(a) if they have given written notice to the SDA resident or SDA residents before the entry; and 

(b) only for one of the following reasons: 



 

 Page 5 of 18  

(i) to show the SDA dwelling or a room to a person who wishes to become an SDA resident or renter, but only if the SDA 

provider has given 48 hours’ notice of entry and: 

A. before the SDA provider served the written notice, the SDA provider has given a notice to vacate to the SDA resident 

of that room or SDA dwelling, or  

B. the SDA resident has given the SDA provider a notice of intention to vacate the room or SDA dwelling;  

(ii) to show the SDA dwelling to a person who wishes to purchase the SDA dwelling and the SDA provider has given 48 

hours’ notice of entry; 

(iii) to show the SDA dwelling to a person who seeks to use the SDA dwelling as security for a loan that they propose to 

make to the SDA provider and the SDA provider has given 48 hours’ notice of entry; 

(iv) to enable the SDA provider to carry out a duty that they have in relation to the SDA dwelling, the room or the SDA 

resident under the Residential Tenancies Act 1997 or any other Act and the SDA provider has given 24 hours’ notice of 

entry; 

(v) to allow the SDA dwelling to be the subject of a valuation and the SDA provider has given 7 days’ notice of entry; 

(vi) to carry out an inspection of the SDA dwelling or room but only if the SDA provider has not entered and carried out an 

inspection within the last 6 months and given 7 days’ notice of entry. If the SDA resident has moved into the SDA 

dwelling for the first time, the inspection cannot occur until after the expiry of 3 months; 

(vii) to prepare for, organise or undertake maintenance or repairs and the SDA provider has given 24 hours’ notice of entry. 

(5) If entry is for the purpose of showing the room or SDA dwelling to a person who wishes to become a resident (clause 12(4)(b)(i)), 
then the SDA provider or the SDA provider's agent (together with any other person the SDA provider or the SDA provider’s agent 
needs to assist in carrying out the reasons for entering the SDA dwelling or Room) can only enter the SDA dwelling or room up to 
twice a week for a period of no longer than one hour (unless otherwise agreed with the SDA resident or SDA residents) within 21 

days before the termination date specified in the notice to vacate or notice of intention to vacate. 

(6) If entry is for the purpose of showing the SDA dwelling to a person who wishes to purchase the SDA dwelling (clause 12(4)(b)(ii)), 
or to a person who seeks to use the SDA dwelling as security for a loan (clause 12(4)(b)(iii)), then: 

(a) the SDA provider or the SDA provider's agent (together with any other person the SDA provider or the SDA provider’s agent 
needs to assist in carrying out the reasons for entering the SDA dwelling or Room) can only enter the SDA dwelling or room 
up to twice a week for a period of no longer than one hour (unless otherwise agreed with the SDA resident or SDA residents); 

and 

(b) the SDA provider must notify the SDA resident or SDA residents of the intention to sell in the approved form at least 14 days 

before entry, and 

(c) the SDA provider and the SDA resident will make reasonable efforts to agree to the days and times for the inspections. 

(7) Entry with Agreement 

The SDA provider or the SDA provider's agent (together with any other person the SDA provider or the SDA provider’s agent 

needs to assist in carrying out the reasons for entering the SDA dwelling or Room) can enter the SDA dwelling or room at any time 

agreed with the SDA resident, provided that the SDA resident has agreed to the entry within the previous 7 days before the entry. 

Where there is more than one SDA resident in the SDA dwelling, each SDA resident must have agreed to the entry within the 

previous 7 days. 

Note: See the Information statement for further information. 

14. Right to see a community visitor 
1. The SDA resident has the right to contact a community visitor through the Office of the Public Advocate to arrange for a 

community visitor to visit them in their room or the SDA dwelling. The SDA provider must not prevent or interfere with the SDA 

resident contacting the community visitor or impede the entry of the community visitor. 

2. The SDA resident may ask the SDA provider to arrange for a community visitor to visit the SDA dwelling. The SDA provider 

must advise the Community Visitors Board through the Office of the Public Advocate that a request has been made for a visit 

by a community visitor within 72 hours of the request being made by the SDA resident. 

15. Complaints 
1. The SDA provider must have policies and procedures for responding to complaints by the SDA resident. The policies and 

procedures are set out in Attachment 4. 

2. If the policies and procedures set out in Attachment 4 are updated, the SDA provider must give the SDA resident the updated 

version at least 14 days before they come into effect. The SDA resident can contact the SDA provider to— 

(a) request repairs or maintenance to the room or the SDA dwelling; and 

(b) discuss any matter regarding their accommodation at the SDA dwelling; and 

(c) make a complaint about a dispute that the SDA resident has with another SDA resident. 
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16. Consent to electronic service of notices and other documents 
1. Express consent  

 The SDA resident: 

 (Check one box only) 

 consents to the electronic service of notices and other documents in accordance with the requirements of the Electronic 

Transactions (Victoria) Act 2000 at this email address:  

[insert email address] 

Or 

  does not consent to the electronic service of notices and other documents. 

 The SDA provider: 

(Check one box only) 

 consents to the electronic service of notices and other documents in accordance with the requirements of the Electronic 

Transactions (Victoria) Act 2000 at this email address: 

 

Or 

 does not consent to the electronic service of notices and other documents. 

2. Inferred consent 

If the SDA resident or the SDA provider (as the case may be) has not consented to electronic service under subclause 1, the 

SDA resident or the SDA provider must not infer consent to electronic service from the receipt or response to emails or other 

electronic communications. 

3. Change of electronic address 

The SDA resident or the SDA provider must immediately give notice in writing to the other party if the email address for 

electronic service under subclause 1 changes. 

4. Withdrawal of consent 

(a) The SDA resident or the SDA provider may withdraw their consent under subclause 1 to electronic service of notices and 

other documents only by giving notice in writing to the other party. 

(b) Following the giving of notice under paragraph (a) no further notices or other documents are to be served by electronic 

communication. 

17. Privacy 
The SDA provider must comply with all laws relevant to the personal and health information regarding the SDA resident that it holds, 

uses and shares with others as required. 

18. Additional terms 
The SDA resident and SDA provider may agree to additional terms in this Agreement. The additional terms are set out in Attachment 5. 

Additional terms cannot take away any of the rights and duties included in Part 12A of the Residential Tenancies Act 1997 or in the 

National Disability Insurance Scheme Act 2013 of the Commonwealth. 

Any additional terms must also comply with the Unfair Contract Terms under Part 23 of the Australian Consumer Law (Victoria). 

Contact Consumer Affairs Victoria on 1300 55 81 81 for further information or visit consumer.vic.gov.au. 

19. Records 
1. The SDA provider agrees to keep records of: 

(a) payments made for the occupation of the room or SDA dwelling by the SDA resident; and 

(b) requests for repairs and maintenance and what the SDA provider did in response to each request; and 

(c) complaints made by the SDA resident and what the SDA provider did in response to each complaint; and 

(d) every visit by the Community Visitor to the SDA dwelling. 

2. The SDA provider agrees to keep the record for 5 years after the record is made. 

3. The SDA provider agrees to allow the SDA resident to inspect the records. 

20. Conflict of interest 
The SDA provider has declared any conflict of interest in relation to other services provided to the SDA resident in Attachment 6 to this 

Agreement. 

Note: A conflict of interest that must be declared includes any affiliation with a provider of daily independent living support services to 

the SDA resident. 

file:///C:/Users/amacglas/AppData/Roaming/Hewlett-Packard/HP%20TRIM/Offline%20Records%20(P1)/Form%20-%20Specialist%20~%20SDA%20residency%20agreement(2)/https;/www.consumer.vic.gov.au
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21. Copies of this agreement - checklist 
The SDA provider must give a copy of this Agreement and the Information statement to the SDA resident, and the SDA resident’s 

guardian or SDA resident’s administrator (if any). 

 A copy of this Agreement and Information statement has been given to the SDA resident. 

 A copy of this Agreement and Information statement has been given to the SDA resident’s guardian or SDA resident’s administrator.  

The SDA provider agrees to give a copy of this Agreement and the Information statement to the person providing support to the SDA 

resident (if any). 

 A copy of this Agreement and the Information statement has been given to the person providing support to the SDA resident. 

The SDA provider must give the Director of Consumer Affairs Victoria written notice within 14 days of this Agreement being entered 

into or established. The written notice must state the following details: 

• the name and contact details of the SDA provider 

• the address of the SDA dwelling being provided under this Agreement 

• the term of this Agreement. 

 Written notice of the Agreement has been given to the Director, Consumer Affairs Victoria. 

If at any time any part of this Agreement is amended, the SDA provider must give a new copy to the SDA resident, or the SDA 

resident’s guardian or the SDA resident’s administrator, or person providing support to the SDA resident, as the case may be, 

immediately. 
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Signatures and dates 

Sign and date either A or B 

A. This Agreement is entered into by the SDA provider and SDA resident under section 498F(1)(a) of the Residential Tenancies 
Act 1997. 

The SDA provider has explained the contents of the Agreement, and the contents of any Attachment to this Agreement, to the 

SDA resident: 

(a) in the language, mode of communication and terms the SDA resident is most likely to understand; and 

(b) the explanation of the Agreement was given both orally and in writing where reasonable. 

SDA provider (or agent) 

  .................................................................................................  

[insert signature of SDA provider or agent] 

Date: / / 

(dd/mm/yyyy) 

SDA resident 

  .................................................................................................  

[insert signature of SDA resident] 

Date: / / 

(dd/mm/yyyy) 

Or 

B. This Agreement is established between the SDA provider and SDA resident under section 498F(1)(b) of the Residential 
Tenancies Act 1997.  

The SDA provider has explained the contents of the Agreement, and the contents of any Attachment to the Agreement, to the 

SDA resident: 

(a) in the language, mode of communication and terms the SDA resident is most likely to understand; and 

(b) the explanation of the Agreement was given both orally and in writing where reasonable. 

SDA provider (or agent) 

  .................................................................................................  

[insert signature of SDA provider or agent] 

Date: / / 

(dd/mm/yyyy) 
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Attachment 1 Clause 1 

Contact details 

Tables (Insert extra tables if extra contacts details are necessary) 

Contact details for SDA provider 

Name  

Phone 

 

Business hours 

After hours 

Mobile 

Email  

Address  

Contact details for the SDA provider's agent (if any) 

 Contact details for SDA resident 

 Contact details for person providing support to the SDA resident 

 

Name  

Phone 

 

Business hours 

After hours 

Mobile 

Email  

Address  

Name  

Phone 

 

Business hours 

After hours 

Mobile 

Email  

Address  

Name  

Phone 

 

Business hours 

After hours 

Mobile 

Email  

Address  



 

 Page 10 of 18  

Attachment 2 Clause 2 

Furnishings and equipment owned or supplied by the SDA resident 
[List of furniture and equipment owned or supplied by the SDA resident. For example, bed, wardrobe, television, 2 chairs] 
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Attachment 3 Clause 5 

Agreed change to timing or manner of payment of rent 
The SDA resident must pay rent to the SDA provider at the times and in the manner set out in this Attachment, which replaces Clause 

3 of this Agreement.  

The total rent is: $ 

SDA resident’s maximum Reasonable Rent Contribution in the case of a SDA enrolled dwelling or a Room in a SDA enrolled 

dwelling: $ 

The rent is paid:  

[strike through the options that do not apply and circle the day, or insert the day or date of each month as appropriate] 

• each week on Monday / Tuesday / Wednesday / Thursday / Friday 

• each fortnight on the first Monday / Tuesday / Wednesday / Thursday / Friday 

• each month  

[insert day or date of payment] 

The rent is paid by: 

Centrepay $ 

Direct debit $ 

 

The SDA provider must give a written receipt if—  

(a) the rent is paid in person; or  

(b) within 5 business days, the rent is not paid in person and a receipt is requested at the time the rent is paid. 

Signed 

SDA provider (or agent) 

 ..............................................................................................  

[insert signature of SDA provider or agent]      

Date: / / 

(dd/mm/yyyy) 

SDA resident (or agent) 

 ..............................................................................................  

[insert signature of SDA provider or agent]      

Date: / / 

(dd/mm/yyyy) 
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Complaints and Feedback Information 

Department of Families, Fairness and Housing  

 

Attachment 4 Clause 15 

 

What is this information sheet about? 

Our priority is to provide safe and high-quality homes for people who live in Specialist Disability Accommodation 

(SDA) owned and managed by the Department of Families, Fairness and Housing (the ‘department’). 

As a registered National Disability Insurance Scheme (NDIS) SDA provider, the department provides residents, 

carers and guardians or family members a fair and due process for addressing concerns.  

What can you make a complaint or provide feedback about? 

If you are a resident or a carer, guardian or family member of a resident, you can make a complaint or provide 
feedback about your SDA home or your experience with our service.  

This includes but not limited to the following:  

• Repairs or maintenance needed at your home 

• You need changes at the home to meet your needs 

• You did not receive enough information or choices about decisions about you 

• You were not treated with respect, with dignity or denied privacy 

• You were given unsatisfactory service 

• You have a dispute with other residents 

• Services provided made you feel unsafe, hurt or unhappy 

• You are worried about safety in your home, or there are any other concerns about your safety or the safety 

of the people you live with.  

Anonymous complaint 

Please let us know if you have any concerns about sharing your personal information. 

You can make a complaint without saying who you are. You’ll need to provide your name and contact details, but 

you can ask to have your complaint marked confidential.  

We will not pass on your information to anyone if you choose to make an anonymous complaint. However, we will 

not be able to contact you if we require more information or let you know the outcome of the complaint. 
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How to make a complaint  

You may ask someone else to lodge a complaint on your behalf if you give them your permission to so, for example 

a family member, friend or an advocate. 

Please contact us to tell us about a complaint or feedback on either of the following ways: 

Directly with the team who manage SDA homes 

1300 161 485 

 

 sda@dffh.vic.gov.au 

 

Directly with the department 

Submit your complaint online at https://www.dffh.vic.gov.au/making-complaint  

Call DFFH Feedback Service on 1300 884 706 

 Email the DFFH Feedback Service via feedback@dffh.vic.gov.au  

Mail complaints to GPO Box 4057, Melbourne, Victoria 3000.  

 

What happens when you make a complaint? 

After making a complaint or providing feedback you will not be treated differently, and your privacy and safety will 

be protected. We aim to resolve your issue as quickly as possible.  

As part of communicating with you to resolve your concerns we will:  

• provide information that is helpful, accurate, and easy to understand 

• promptly refer requests to the appropriate person 

• contact you to acknowledge your complaint within 3 working days  

• investigate, and respond to your complaint within 10 working days.  

If your complaint is complex, we may require more time to investigate and respond. If this is the case, we will 

contact you directly to advise you, and keep you informed of any progress or delay.  

You are entitled to access the information we collect about you. For further details, see our Making a Freedom of 

Information request page. 

 

What happens to the information collected about your complaint? 

Your personal information should only be used to respond to your complaint.  

The investigation of your complaint may involve sharing the information you have given us with other relevant areas 

within the department, to try and resolve it.  

We will speak to you about this process when we respond to your complaint.  

@ 

@ 

mailto:sda@dffh.vic.gov.au
https://www.dffh.vic.gov.au/making-complaint
mailto:feedback@dffh.vic.gov.au
https://www.dffh.vic.gov.au/making-freedom-information-request
https://www.dffh.vic.gov.au/making-freedom-information-request
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Where can I go to get further support? 
If you need assistance to submit a complaint, there are several supports available to you. 

 

Office of the Public Advocate can provide advice about your rights or provide advocacy support. 

1300 309 337 

 

 www.publicadvocate.vic.gov.au 

 

The National Relay Service can provide support if you have difficulty hearing or speaking. 

TTY - 133 677 then ask for the phone number you wish to contact 

Voice relay - 1300 555 727 

 

If you are non-English speaking and require an interpreter. 

 (03) 9280 1955 

 

Where else can I raise my complaint? 
You can also take your complaint to one of the following organisations: 

 

Consumer Affairs Victoria – regarding your SDA home and tenancy 

1300 40 43 19 

 

https://www.consumer.vic.gov.au/housing/specialist-disability-accommodation/for-residents/complaints-in-

sda-residents 

 

Post Consumer Affairs Victoria, GPO Box 123 Melbourne VIC 3001 

 

NDIS Commission – regarding your NDIS service provision 

1800 035 544 

 

https://www.ndiscommission.gov.au/participants/participants-make-complaint 

 

Victorian Ombudsman 

The Victorian Ombudsman has the power to investigate complaints about State and local government authorities. 

The Victorian Ombudsman investigates complaints made about decisions, actions or inaction by these bodies.  

             9613 6222    Regional Phone:  1800 806 314 

https://www.ombudsman.vic.gov.au/complaints/make-complaint/  

http://www.publicadvocate.vic.gov.au/
https://www.consumer.vic.gov.au/housing/specialist-disability-accommodation/for-residents/complaints-in-sda-residents
https://www.consumer.vic.gov.au/housing/specialist-disability-accommodation/for-residents/complaints-in-sda-residents
https://www.ndiscommission.gov.au/participants/participants-make-complaint
https://www.ombudsman.vic.gov.au/complaints/make-complaint/
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To receive this document in another format, phone 1300 161 485, using the National Relay Service 

13 36 77 if required, or email sda@dffh.vic.gov.au 

Authorised and published by the Victorian Government, 1 Treasury Place, Melbourne. 

© State of Victoria, Australia, Department of Families, Fairness and Housing, February 2024. 

mailto:sda@dffh.vic.gov.au
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Additional Terms 

 

 

 

Attachment 5 Clause 18 

 

Additional Terms include the following documents:  

1. NDIS Service Agreement 

2. Direct Debit Request Service Agreement 

3. Direct Debit Request Form 

4. Pet Request Form  
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Conflict of Interest 

 

 

Attachment 6 Clause 20 

 

Your Supported Independent Living Service (SIL) Provider has an agreement in place with your Specialist 

Disability Accommodation (SDA) provider who is managing the property.  

 

Where an SDA provider is delivering both SDA and other National Disability Insurance Scheme (NDIS) 

supports to you, there will be separate NDIS service agreements. 
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Attachment 7 Clause 11 

 

House Rules 

[No house rules apply] 

 


