
Maintaining the property and reporting maintenance issues

As a tenant, it’s important to know what 
responsibilities fall to you when it comes to 
maintaining the property, as well as how to report 
any potential maintenance you run into during 
your tenancy.

We’ve listed our most frequently asked questions 
to ensure you’ll be ready to deal with any 
maintenance you might encounter.

What constitutes maintenance?

The term maintenance refers to anything that isn’t 
working as it’s supposed to; including appliances, 
plumbing issues, electrical problems (beyond the 
changing of lightbulbs and batteries), faulty door 
locks and more.

What am I responsible for maintaining?

Broadly speaking, you are responsible for 
maintaining gardens (where applicable), as well as 
changing batteries and lightbulbs where it is safe 
to do so. The rest of the property’s upkeep is the 
responsibility of the owner.

How do I report maintenance?

Any maintenance need to be reported as quickly 
as possible; via our maintenance hub. Include as 
much information as you can, with photos. This will 
help us troubleshoot and save us bothering you 
with more questions. It’s important to report even 
seemingly small issues, as these could potentially 
worsen overtime.

What do I do in the case of a major issue?

If you’re experiencing a major maintenance issue 
that’s in need of urgent repair, still log the issue 
through our maintenance hub and include as 
much information as you can, with photos if 
possible. Give us a call too, to ensure we can get on 
to it right away for you.

If the repair happens to be after hours, you can find 
our urgent repair procedures here.

What constitutes a major issue?

Major issues requiring urgent repair come in the 
following forms:

 — a blocked/broken toilet system

 — a burst/broken water system

 — a gas leak

 — a flood or flood damage

 — a serious roof leak

 — damage from a storm or fire

 — a significant electrical fault

 — a failure of gas, electricity or water supply to 
the premises

 — the failure of a refrigerator (if supplied with 
the  premises)

 — the failure/breakdown of any service on the 
premises essential for hot water, heating, 
cooling, cooking or laundering

 — a serious fault in any door, staircase, lift 
or other common area which prevents or 
inconveniences the tenant in gaining access 
to, or using the premises

 — any fault that is likely to cause injury to a 
person or property.

How long will maintenance take to be fixed?

In the case of urgent repairs, these should be 
tended to as soon as possible and as a matter of 
urgency. For general maintenance, the owner has 
four weeks to tend to the issue, but we try to get on 
to any repairs proactively once reported.

When will the work be completed?

Once the problem has been identified (and where 
applicable) quotes obtained, the relevant tradie 
will contact you to organise a convenient time to 
complete the work.

If you don’t hear anything within a couple of days, 
be sure to let us know—and ensure you answer any 
calls from unknown numbers during this time, as it 
is likely to be a tradie attempting to reach you.

You can also give us permission to hand out our 
office set of keys for the tradie to access the 
property when you’re not home, just let us know if 
this is more convenient and we’re happy to arrange 
it for you.
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