
The importance of 
customer feedback
If you want to make a 
complaint, appeal a decision, 
or give us a compliment the 
process should be:

•	 Accessible – anyone can 
voice their concerns or 
dissatisfaction.

•	 Easy – all our customers 
feel valued and heard.

•	 Transparent – we 
demonstrate we are open 
to feedback and fair in our 
decision making.

What is a compliment?

A compliment is positive 
feedback about our employees 
or services and lets us know 
what we are doing well and 
what our customers value.

What is a complaint?

A complaint is an expression 
of dissatisfaction with the 
standard or type of service  
we have provided.

What is an appeal?

An appeal is a request to have 
an official decision reviewed, 
as you don’t agree with the 
outcome.

The following are appealable 
decisions:

•	 Succession of tenancy outcomes 

•	 Modification requests 

•	 Alteration requests 

•	 Eligibility for social or affordable 
housing 

•	 Priority Housing approvals 

•	 Emergency Housing approval 

•	 Private Rental Subsidy Assistance 

•	 Transfer application outcomes 

•	 Calculation of a rental  
subsidy 

Who can submit a complaint 
or appeal?

•	 Customer 

•	 Family member or friend 

•	 Community member 

•	 Hume employee 

•	 Legal representative 

•	 Local Member of Parliament 

•	 Minister 

•	 Registrar of Community Housing 

•	 NSW Ombudsman 

•	 NDIS Quality and Safeguards 
Commission 

Compliments, complaints, and appeals are important because  
they serve as a feedback mechanism, drive improvements,  
and enhance customer satisfaction.

Compliments, Complaints 
and Appeals  
Fact Sheet
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What is not a complaint?
If you are experiencing problems 
with your neighbours, we will 
manage the investigation under  
our anti-social behaviour policy  
and timeframes.

Standard service enquiries or 
requests to Hume Housing for 
information, approval or action.

Feedback including opinions and 
comments which do not require a 
response.

How do I give you a 
compliment, or make a 
complaint or appeal?
Contact us first by phone or speak 
to us in person and we can try and 
resolve the issue straight away. If we 
are unable to, or you are not happy 
with our proposed resolution, then 
you are welcome to submit a written 
complaint.

If you would like to submit a 
formal complaint or appeal:

You can email us at:  
feedback@humehousing.com.au

Call us on: 1800 004 300
Complete the form on our website: 
www.humehousing.com.au

We will provide you with a reference 
number when you submit a complaint 
or appeal, if you need to follow up on 
the progress or outcome.

How long does the process 
take?
We will acknowledge your complaint 
or appeal within 2 working days.

We aim to resolve your complaints 
or appeal in 20 working days.

If it is going to take longer, we will 
contact you and let you know.

External Appeals and Advice
•	 If you submit an appeal to Hume 

and are not satisfied with the 
outcome, you can contact the 
Housing Appeals Committee (HAC). 
They will complete an independent 
review of the decision.

You can contact them at:  
1800 629 794.

For more information:   
www.hac.nsw.gov.au

•	 If you would like some advice on 
your tenancy, you can contact the 
Tenants Advice and Advocacy 
Service. For more information  
www.tenants.org.au

•	 Customers who are NDIS 
participants living in specialist 
disability accommodation can 
contact the NDIS Commission. 

You can contact them at:  
1800 035 544.

For more information  
www.ndiscommission.gov.au
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Translation Service
If you need an interpreter to assist 
with this document, please call the 
Translating and Interpreting Service  
(TIS National) for free on 131 450. 
Ask them to call Hume Community 
Housing on 1800 004 300.

AssyrianEn Assyrian Neo-Arameic 
If you need an interpreter to 
assist with this document, please 
call the Translating and 
Interpreting Service (TIS National) 
for free on 131 450. 
 

ܪܓܸܡܵܢܵܐ   ܐ ܝܬܘܢܿ ܡܬܼܿ ܐܢܸ ܣܢܝܼܩ ܹ̈
ܪܵܩܵܐ،  ܪܵܩܵܐ ܘܼܿ ܝܸܪܵܘܟܼܘܢܿ ܒܐܵܗܵܐ ܘܼܿ ܡܗܼܿ ܕܼܿ
ܐ ܡܘܢܿ   ܐܢܸ ܒܵܣܡܵܐ ܠܵܘܟܼܘܢܿ ܩܪܹ̈

ܐ  ܪܓܘܿܡܹ̈ ܡܬܼܿ  (TIS National)ܠܬܸܫܡܸܫܬܵܐ ܕܼܿ

ܠ  ܓܵܢ ܥܼܿ  . 450 131ܒܡܼܿ
Ask them to call Hume 
Community Housing on 1800 004 
300. 

ܝܗܝ ܕܩܵܪܝܼ ܗܝܘܼܡ   ܛܠܘܿܒܘܢܿ ܡܸܢܼܿ
ܫܟܘܿܢܹ̈  ܠ  ܠܡܼܿ . 300 004 1800ܐ ܟܢܘܼܫܝܵܝܵܐ ܥܼܿ
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TIS National
131 450

1800 004 300

Arabic
 Hume ـب لاصتلاا مھنم بلطا  .450 131 ىلع اًناجم )TIS National( ةیروفلاو ةیریرحتلا ةمجرتلا ةمدخب لاصتلاا ىجرُیف ،دنتسملا اذھ مھف يف ةدعاسملل يروف مجرتم ىلإ ةجاحب تنك اذإ
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Chinese
如果您需要口译员帮助您阅读此文
档，请拨打免费电话131 450, 以联系
口笔译服务机构 (TIS National)。 
接通后,请翻译员拨打1800 004 
300, 以联 系 Hume Community 
Housing。

Spanish
Si necesita los servicios de un 
intérprete para este documento, 
llame gratis al Servicio de Traducción 
e Interpretación (TIS National) en el 
número 131 450.  Pídales que llamen 
a Hume Community Housing en el 
número 1800 004 300.

Vietnamese
Nếu bạn cần thông dịch viên để hỗ 
trợ tài liệu này, thì vui lòng gọi cho 
Dịch vụ Biên dịch và Phiên dịch 
(TIS National) miễn phí theo số  
131 450.  Yêu cầu họ gọi cho Công 
ty Nhà ở Cộng đồng Hume (Hume 
Community Housing) theo số  
1800 004 300.


