
TENANT 
HANDBOOK



WELCOME TO YOUR NEW 
HOME AND THANK YOU  
FOR CHOOSING TO RENT 
THROUGH US.

HELLO



We want you to enjoy living at the property  
and are genuinely committed to providing  
you with an exceptional level of service along 
the way.

Please take the time to read this handbook  
as it provides you with all the key information 
that you will need to know and assist in the 
smooth running of your tenancy.
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OUR SERVICE COMMITMENT TO YOU 

• To provide you with a property which is clean, 
appropriately maintained and presentable for when  
you take possession of your new home

• To provide you with all the relevant information  
and instructions to assist you in the smooth running  
of your tenancy

• To ensure that our friendly property management and 
support services team are easily accessible in order to 
provide you with prompt and efficient service and support

• To have any maintenance effectively reported, tracked 
and managed through the use of our Maintenance 
Manager System. This will make it easier for you to report 
maintenance requests and enable us to ensure that they 
are attended to appropriately and as efficiently as possible.

• To operate with a proactive approach to communication 
whilst keeping communications relevant and effective  
so as not to bombard you with irrelevant emails, calls  
or SMS’s

Our underlying commitment is to provide you with the 
ultimate customer service experience. Your property 
manager and support services team are always there  
and willing to help and assist.

If you do ever have any concerns at any stage or simply want 
to provide feedback (good, bad or otherwise), then please do 
not hesitate to contact our Group Customer Service Manager, 
Tia Cornwell directly on 08 9310 0444.

CONTACTING US

Your property manager will be your main point of contact. 
They are ultimately responsible for the management of  
the property, your tenancy and are the key liaison point  
with the property owner. We have a wider service and  
support team which will also be involved in the management 
and care of you and your property along with the property 
manager. Each of our property managers has a direct dial 
telephone number which you will be provided with. Should 
they not be available then our support services team will be 
able to help you and are contactable on our main number 
which is 08 9310 0444.

All emails should be directed to our dedicated service email 
which is service@vividpropertyperth.com.au – your property 
manager or the relevant team members will receive the 
email and act on it accordingly.

This document goes onto outline the process for reporting 
maintenance requests through our dedicated maintenance 
system, please note that maintenance requests must not  
be reported via email.

OUR 
COMMITMENT
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PROPERTY HANDOVER 

We always take the time to conduct a personal handover  
of your new home. During which you will be provided  
with an induction to the property and we will hand  
over all keys and access devices and any other relevant  
items which are applicable to the property. You will  
be provided with copies of all relevant documentation 
relating to your lease and the property and we shall also 
provide you with your ingoing property condition report.

We will also take the time to explain and important 
information which we consider that you need to be aware  
of including what you need to do in respect of reviewing  
your ingoing property condition report.

YOUR TENANCY AGREEMENT IS IMPORTANT

Your Tenancy Agreement is governed by the Residential 
Tenancies Act. Whilst you will find this handbook useful 
in terms of providing high level information, it is not 
conclusive, you should therefore take the time to read  
your Tenancy Agreement and any other relevant  
information provided, as this will assist you in ensuring  
that you understand your obligations and arrangements  
in more detail.

GETTING 
STARTED
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PAYING YOUR RENT & OUTGOINGS 

In summary
• Please ensure that you pay your rent and other  

payments on time and when due:

• Your rent is due period in advance as per your  
lease agreement; and

• Invoices (for items such as water consumption)  
are payable within 14 days of issue

• You have been provided with a BSB, account number  
and reference which is contained in your lease.

• Please note that the account number we have provided  
you with is unique and clears the money into our  
payment system so that it can be effectively allocated  
to your account, so please ensure you enter the 
information correctly when making payment

• You should note that due to the nature of our bank  
clearing facility you should allow 3 working days for  
the payment to reach us and credit to your account

• All payments for rent and any other invoices, such  
as water consumption, should be paid to that account 
and the reference used every time. Please pay exact rent 
amounts and also exact amounts for invoices due – this  
way the payments can be effectively allocated

We recommend
• Setting up a re-occurring payment via your internet 

banking for your rent payment with no end date, this 
can be changed at any time in the future or indeed easily 
cancelled by you when the tenancy ends and you move out; 

• Also, paying any other invoices due via your internet 
banking for the exact amount due and payable against 
each individual invoice issued

Avoid late payments
Please ensure you are on time with your payments so  
as to meet your obligations under the terms of your lease.  
If you fail to pay monies when due and in accordance  
with your lease, then we shall automatically commence  
the process to make a full recovery of the monies owed 
including the issue of a Termination Notice or undertake 
any other proceedings as we may see fit from time to time  
in accordance with the Residential Tenancies Act.

If you are experiencing financial difficulties
If you ever find yourself in financial difficulty  
and are unable to meet your rent payments or other obligations 
under your lease agreement, we are here to help and we do 
care. So it is really important that you contact your Property 
Manager immediately if you are in such a position. If we are 
not made aware of such circumstances, then we have no way 
of knowing and can only consider non-payment as a default 
without cause.

LOOKING AFTER THE PROPERTY

Our commitment is to provide you with a property which is clean, 
appropriately maintained and presentable at the outset of your 
lease. A key obligation under your tenancy agreement is to ensure 
that the property is looked after and reasonably maintained to  
the condition it was provided. It should be noted that this will form 
the minimum standard that the property should be returned at 
the end of your lease. Please bear this in mind, we want you to live 
and enjoy the use of the property, but you must take reasonable 
care of it and should remember that if you do not maintain the 
standard throughout your lease it will leave a lot more to be done 
when you eventually vacate the property.

In summary and in respect of the property itself, your 
responsibilities include, but are not limited to, ensuring that:

• the property is kept clean and cared for;

• the lawns and gardens are maintained;

• the upkeep and maintenance of swimming pools,  
spas and hot tubs (if the property has such);

• that fixtures, fittings and any equipment at the property  
are working properly and are reasonably cared for; and

• that if you identify any maintenance requirements,  
these are reported without delay using the Maintenance 
Manager System (refer to Maintenance herein)

ROUTINE INSPECTIONS

We will attend the property to undertake routine inspections 
during the course of your tenancy. These will take place  
about 6 weeks after you first move in and then every 13  
weeks thereafter. The objective of a routine inspection is  
to ensure the reasonable upkeep of the property by you and 
also to identify any issues that may require attention from 
your Landlord. We will provide you with advance notice  
of the routine inspection by email which shall also include 
a Routine Inspection Guide & Checklist.

BASIC 
POINTERS
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REPORTING MAINTENANCE REQUESTS 

All maintenance issues or requests must be made via  
our maintenance system which enables requests to  
be appropriately attended to as promptly as possible.

Maintenance can be logged via a handy QR code which 
should be located on the inside door of the cupboard under  
your kitchen sink, alternatively, if you cannot locate your  
QR code these requests can be submitted via our website  
at www.vividpropertyperth.com.au/maintenance 

It should be noted that any maintenance or repairs and  
the associated expense are generally subject to Owner 
approval and we always use independent recognised 
contractors to undertake repairs. We will work to obtain 
approvals and get any works carried out as promptly  
as possible however, it should be noted that from time  
to time we can experience minor delays which are beyond  
our control. 

EMERGENCY & URGENT REPAIRS 

If you have an emergency repair which requires immediate 
attention please report this through the maintenance system 
as normal and follow up with a call to our office on 9310 0444.

If you have an emergency repair after-hours please report this 
through the maintenance system as normal and follow this up 
with a call to our After Hours Assistance and Support team on 
0448 008 004. 

You can find some helpful information on the below 
webpages for common electrical and plumbing issues: 

Electrical:
www.responseelectricianperth.com.au/how-tos 

Plumbing: 
Blocked sink and basin drains:  
www.youtube.com/watch?v=AarkNrR1jbc 

Blocked toilet:  
www.youtube.com/watch?v=mgsZ5mGDBfY 

We draw your attention to the Emergency & Urgent Repairs 
Guide for Tenants which is on the following pages. Please 
take the time to read and understand this as it explains 
what you need to do if you have an emergency or urgent 
requirement which falls outside of the need for a standard 
contractor, for example an electrician or plumber. 

MAINTENANCE, URGENT 
REPAIRS & EMERGENCIES 
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WHAT IS AN EMERGENCY/URGENT REPAIR? 

An emergency/urgent repair is when you have a situation 
that arises where your essential services are not functional, 
the property cannot be secured or if there is a situation 
causing the property to not be safe. Essential services  
are defined as: 

• Hot and cold water 

• Electricity 

• Gas 

• Sewerage 

• Functioning refrigerator (only if supplied  
 with the premises) 

WHAT IS NOT AN EMERGENCY/URGENT REPAIR? 

The following situations are not classified as an  
emergency/urgent repair and must be reported  
as general maintenance: 

• Blocked toilet (when another toilet  
is functional in the property) 

• Blocked drains 

• Air conditioning / heating not working 

• Stove top not working 

• Oven not working 

• Trouble with reticulation 

• Leaking taps 

• Pest control 

IF YOU HAVE A BREAK IN & DAMAGE TO GLASS 

It is essential that you immediately contact the Police and 
report the break in or vandalism. The police will provide you 
with a Police Report Number – you must report this to the 
office immediately or if out of hours, the next working day. 

In the event of a break in or vandalism resulting in the 
property not being able to be immediately secure, you 
should contact either of the contractors below. You should 
instruct them to send any account directly to our office 
marked for the attention of your property manager.

Prompt Glass: 
0411 872 938 

Imperial Glass:  
1300 721 122 

Please note: if you proceed to instruct for works to be 
carried out without obtaining a police report number, the 
cost of any works shall be invoiced and payable by yourself.  
Furthermore, if any damage is as a result of an act 
attributable to yourself, you may call any such contractor  
to undertake repairs however, this shall be at your expense 
and should be paid for directly by yourself.

WHEN TO CALL THE SES  
(STATE EMERGENCY SERVICE) – 132 500 
The SES can provide a wide range of services to help cope 
with the effects of natural disasters. 

They can provide emergency repairs to protect persons or 
property from danger or potential danger associated with 
the emergency. If there is structural damage to the house, 
flooding or electrical problems do not stay at the property.

Your Property Manager will contact the building insurer  
the next working day, who may need to send out an assessor. 
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OUT OF 
HOURS 

OUT OF HOURS ASSISTANCE & SUPPORT 

Our usual operating hours are Monday to Friday, 9am to 
5pm excluding public holidays. We understand that there 
may be times when outside of these hours you just need  
that little bit of help and support for urgent items which  
just cannot wait.

We provide an out of hours support service for evenings  
and weekends. This operates between:

7am - 9am and 5pm – 9pm on weekdays; and 
7am - 9pm on weekends and public holidays*

If you have an urgent matter which is not covered in this 
handbook or require urgent assistance in relation to your 
property which cannot reasonably wait until the next working 
day, then please call our out of hours assistance and support 
number which is 0448 008 004.

This number is always manned by one of our dedicated 
property management team members who will do everything 
possible to assist you.
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ALWAYS LET US KNOW IF YOU HAVE ANY CONCERNS 

Your safety is our number one concern. We provide the 
following advisory around specific areas of safety however, 
this is not conclusive and is only provided as a guide.  
As the occupant of the property it is your responsibility  
to ensure that the property remains safe for you and your 
occupants at all times. If you ever have any concerns over 
safety at the property we ask that you advise your property 
manager immediately.

ELECTRICAL SAFETY – RCD’S 

Your property will have a minimum of two RCD’s installed 
in order to protect all power and lighting circuits.  
These are a safety device designed to prevent a person  
from getting a fatal electric shock should they touch 
something live.

You should check your RCD’s every three months to ensure 
their reliability, you should inform us immediately if an 
RCD does not operate, as any faulty RCD must be replaced 
immediately by a licensed electrician.

Details on how to test your RCD’s along with a video on how 
to do it can be found on the Department of Mines, Industry 
Regulation and Safety website at www.commerce.wa.gov.au/
building-and-energy/testing-rcds

FIRE SAFETY 

Smoke alarms
Your property has a smoke alarm system installed.  
The property owner’s responsibility is to ensure that  
the smoke alarm is compliant and in working order. 

You as the tenant are responsible for:

• testing the smoke alarm once per month to ensure  
that the alarm is operating by pressing the test button;

• that alarms are clean and free from dust and cobwebs – 
this can be done by vacuuming with a soft brush around 
the smoke alarm vents;

• if need be, applying a surface inspect spray to prevent 
insects nesting inside the smoke alarm

With the exception of pressing the test button, under no 
circumstance must you interfere with the smoke alarm 
including but not limited to; covering it, painting it,  
removing the cover, disconnecting it or removing the  
battery. If the alarm is found not to work upon your  
regular testing of it, then please advise us immediately  
so that we can get it attended to.

Developing a home fire escape plan
The development of a home escape plan will assist you and 
all occupants of the property to know how to leave quickly in 
the event of a fire in any room. For guidance on establishing 
a home fire escape plan visit the DFES (Department of Fire & 
Emergency) website at www.dfes.wa.gov.au/safetyinformation/
fire/fireinthehome/pages/homeescapeplan.aspx

SAFETY IN  
THE HOME 
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SWIMMING POOLS 

If the property has a pool, great and we are sure you will 
enjoy it, you must however be mindful of the risks associated 
with them. There are a significant volume of drowning 
incidents and deaths each year in WA and it is really 
important that pool safety must remain at the front of your 
mind at all times.

It is the property owners responsibility to ensure that any 
pool, its fencing and any other relevant items meet all 
legislative safety requirements. The local authority will 
undertake mandatory pool inspections at the property  
every 2-3 years.

You as the tenants are responsible for ensuring that the  
ool, its fencing and access gates/doors remain effective  
and intact at all times and that safety is not compromised in  
any way, shape or form. This includes, but is not limited to:

Fences, access gates and doors:

• Ensuring that pool access gates and doors remain  
fully operable and secure;

• That all fencing remains intact and is not broken  
or compromised;

• That pool access gates or doors are not propped  
open at any time;

• That noting that there are no climbable objects  
left near the pool fence or access gates; and

• That toys and any other easily movable object are  
stored away after use so that they cannot be used  
by a child to scale up and over a pool fence

When using the pool:

• Always ensure that it is safe to use the pool and that 
heightened levels of chemicals are not present in the  
pool so as to make it unsafe

• That children are adequately supervised by an adult  
at all times;

• That users know how to switch off the pool/spa pump  
in the event of an emergency; and

• That people with long hair have it tied back when  
in the pool

Equipment and chemicals:

• That pool equipment is checked and working;

• That all grates and covers are securely in place  
and in good condition;

• That chemicals are stored securely and out of view  
and reach of children; and

• That chemicals are handled with care, in accordance  
with instructions and with the adequate protection  
worn at all times

Equal care and responsibility must be taken in respect  
of spas and hot tubs

SWIMMING 
POOLS

If you identify maintenance requirements in respect of the 
pool, its equipment, fencing, access gates, doors or otherwise 
please report it to us immediately. Please do not take chances 
with pool safety.
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WATERING OF LAWNS & GARDENS 

If your property has lawns and/or gardens then it is your 
responsibility to ensure that they are effectively maintained 
and that includes sufficient watering. Where the property 
has an automated reticulation (sprinkler) system you must 
ensure that it is set up correctly so as to comply with the 
Water Corporation Regulations of operation which include:

• Ensuring that automatic reticulation systems are turned 
off for the sprinkler ban which is in place between 1st 
June and 31st August every year; and

• That when sprinkler operation is permitted, that you only 
water on your property’s designated watering days in 
accordance with the Water Corporation Regulations

We therefore ask that when the sprinkler ban comes into 
effect any automatic reticulation systems are switched off. 
And when the sprinkler ban is lifted that you:

1. Turn your reticulation system back on; ensuring that  
your controller is set so that watering takes place on  
the designated watering days for your property, before 
9am or after 6pm and in accordance with Water 
Corporation directives.

2. Check the battery in the reticulation controller; most 
reticulation controllers have a back-up battery to ensure 

that settings are maintained should there be a disruption 
to power supply. Check that the controller operates with 
the mains turned off and if not, change the battery and 
check the settings are in order.

3. Test your reticulation; check the operation of your 
reticulation system to ensure that the sprinkler heads 
are all functioning correctly and covering all areas which 
require watering to assist in your lawns and gardens 
staying healthy for our long, hot summer.

4. Optimise your watering times; set your watering times for 
early morning or late evening to get maximum benefit

5. Help your lawn; regular lawn maintenance with a 
granular wetting agent and fertiliser will greatly assist  
in maintaining a green and healthy lawn

6. Hand water if necessary; always undertake additional 
hand watering if required to ensure that your lawns  
and gardens remain healthy and in good order

7. If you have a bore; please ensure that you prime the 
pump before you switch on your reticulation controller

You should also check the operation of your reticulation 
when you first take possession of the property subject  
to Water Corporation regulations of course.

OTHER USEFUL 
INFORMATION

LAST DIGIT OF YOUR 
HOUSE NUMBER

PERMITTED  
WATERING DAYS

ADDITIONAL WATERING DAY 
FOR PROPERTIES WITH A BORE

1 Wednesday Saturday Monday

2 Thursday Sunday Tuesday

3 Friday Monday Wednesday

4 Saturday Tuesday Thursday

5 Sunday Wednesday Friday

6 Monday Thursday Saturday

7 Tuesday Friday Sunday

8 Wednesday Saturday Monday

9 Thursday Sunday Tuesday

0 Friday Monday Wednesday

WATERING DAYS 

Each property is allocated with designated watering days under the Water Corporation Regulations, 
this is based on the last digit of your house number, if a property has a bore it is permitted a third 
watering day.
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PETS 

Only approved pets may be kept at the property
Approval from the property owner must be obtained  
by us and documented accordingly for any pet to be kept  
at the property (approved pet).

All existing pets to be applied for at the outset of a lease
When applying for a property, each pet must be included 
in the application. Subject to the property owners approval, 
each approved pet shall be documented as part of the lease 
and a pet bond will be payable at the prevailing rate.

Unapproved pets must not be kept at the property
You must not keep unapproved pets at the property 
under any circumstances (even temporarily), keeping 
an unapproved pet is a direct breach of your Tenancy 
Agreement.

Considering a new pet or looking after a pet for someone else?  
– contact your property manager to obtain approval
Once you have moved into a property, should you be 
considering acquiring a new pet or looking after one  
for someone else (even if temporary), please contact  
your property manager first whom will:

1. advise as to if the property owner will generally allow pets;

2. will obtain the relevant information about the proposed 
pet and seek approval from the property owner;

3. should your request be approved, proceed to formalise  
and document any such approval; and

4. shall organise for you to pay the required pet bond  
for the approved pet

Never get or keep the pet before obtaining formal approval  
in writing
Please do not, under any circumstances proceed to acquire  
or keep a pet at the property until approval has been 
formally provided in writing and all formalities finalised.

If you have approved pets at the property
Please ensure that;

1. you clean up after your pet thoroughly, inside and  
outside, including any communal areas associated  
with your property;

2. you abide by any terms relating to the approved  
pet throughout the term of your lease;

3. you do not allow your pet to become a nuisance  
to your neighbours or other members of the public;

4. if your pet does cause any damage to the property 
(including to any communal areas) that you advise  
your property manager immediately; and

5. please remember to ensure that at the end of your lease 
any additional undertakings relating to the keeping of 
an approved pet are met including but not limited to flea 
treatment of the internal property for which a receipt must 
be provided to us upon you vacating the property.

If in doubt, contact your property manager
Always enquire with your property manager whom will be 
happy to help and advise accordingly, please do not hesitate 
to contact them.
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VACATING YOUR PROPERTY  
AT THE END OF YOUR LEASE 

Remember at the outset of your lease, our commitment  
was to provide you with a property which is clean, 
appropriately maintained and presentable? When it comes 
to the time for you to vacate the property, we ask the same 
of you so as to make the property appropriately ready for 
the next occupant.

At the end of the lease it is your responsibility to ensure 
that in accordance with your lease the property is 
appropriately prepared, maintained, cleaned and vacated 
including, but not limited to ensuring that;

1. all vacate requirements stipulated under your lease  
are met including items such as professional cleaning 
inside and out, presentation of gardens and lawns etc.;

2. you return the property in the condition which it was 
provided save for any improvements or reasonable  
wear and tear;

3. that the property is cleared of all your furniture  
and possessions;

4. that the council bins are empty and fully clean; and

5. that you follow all reasonable instruction in preparing 
the property

Once it is established and confirmed that you will be 
vacating the property, we will take the time to assist you 
in preparing for all that needs to be done. In doing so, we 
will provide you with a Tenant Vacate Guide and Cleaning 
Checklist along with a list of reputable and recognised 
contractors whom can assist you with preparing the 
property for vacate, you are not obliged to use them 
however, it may be beneficial to do so as they are proven 
and understand the standards required.

Your property manager will be there to help you every 
step of the way through the vacate process. Once you have 
vacated and have handed back the keys we will undertake  
a final inspection of the property, so long as the property  
is in order, we shall then proceed to get your bond released. 
If there are items which you have not addressed in 
accordance with the lease then, acting fair and reasonably 
we reserve the right to get such items attended by our 
approved contractors and the cost for such shall be 
deducted from your bond.

THE END OF 
YOUR LEASE
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We hope that you have found this guide 
useful. If you have any queries or require 
any assistance then please do not hesitate 
to contact your property manager directly 
or our service team on 08 9310 0444.

FINALLY
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a brighter life, in a vivid home
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