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Welcome to your new home. We’re delighted  
that you have chosen to be part of CORT 
Community Housing. 

Who we are
CORT Community Housing was started in 1987 by a small Baptist church in 
Ponsonby. Members of the congregation wanted to demonstrate the Christian value 
of ‘loving your neighbour’ in a practical way. So they created Community of Refuge 
Trust, a not-for-profit charitable housing trust, with the aim of providing affordable 
housing for people on very low incomes. The name Community of Refuge came from 
the congregation, in acknowledgement that many of us at some time in our lives will 
need a place of refuge, a place that is safe – a place to call home. 
  
What is community housing and who runs the trust?
Often referred to as third-sector housing, community housing is not privately 
owned or government owned. It is owned by a community organisation and 
operated for the good of the community. 
 
CORT Community Housing is administered by a board 
of voluntary trustees who employ staff to run its 
day-to-day activities. The organisation relies on 
the support of its tenants and a wide range of 
people and community groups to deliver its 
services. Without this support CORT  
would not exist. 
 
Community housing thrives 
when tenants look out for their 
neighbours and get involved  
in their communities.
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At CORT Community Housing we recognise that our tenants are our greatest 
assets. Building a successful tenant-landlord relationship involves goodwill on 
both sides.

For us, it means we make sure that your home is well maintained and continues 
to be a safe and secure place to live.  For you, it means taking good care of your 
home and being a considerate and helpful neighbour. 

In this Tenants’ Handbook you’ll find everything you need to know about our 
services and more about what you can and can’t do as a tenant.

Please keep this booklet handy so that you can refer to it throughout your 
tenancy whenever you have any questions. 

From time to time, our services and policies may change. If this happens  
we’ll update our Tenants’ Handbook and provide you with a new one.

How to obtain more information
If you need more detailed information about a particular aspect of your  
tenancy, please call our office or your tenancy manager or look at our  
website www.cort.org.nz. 
 
If you have any comments or suggestions for information that you would like 
included in future issues of this handbook, please let us know.

1. What’s in this handbook?

$

This issue was published December 2015. 
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Changing your address
You need to inform organisations such as your bank and power company about 
your change of address. NZ Post can redirect your mail for a fee (unless you are 
a senior citizen, when it’s free).  

Updating your contact details
Once your new contact details are available, for example a landline phone 
number and postal address (if different from your residential rental property 
address), please call your tenancy manager or email these details to us at 
admin@cort.org.nz

Keys 
As soon as you move into your property, please check that you have keys that fit 
your door and any window locks, if they have been provided. You may also need 
to check if there is a key for the letterbox. 

It is your responsibility to ensure that your keys work effectively right from 
the start. If you later report missing or broken keys, you may be charged for 
replacements. 

Important: when you leave you will be required to return all of the keys given to 
you at the start of the tenancy, as well as any extra copies that you have created 
during your tenancy period.

Payment and lodgment of your bond
We will lodge your bond payment with Tenancy Services who will then contact  
you with a lodgment number to confirm they have received it.

$

2. Moving into your home
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Property Condition Report 
Please ensure that you have checked and signed your copy of the Property 
Condition Report (PCR) ready for your tenancy manager to collect at the first 
Welcome Home visit, usually within twenty one (21) days of the tenancy  
start date. 

If you fail to return this signed report by the date requested, please be aware  
that the original inspection will be used for the end of tenancy comparison, 
regardless of whether or not you agree with the original report.

Utility connections – getting connected
It is your responsibility as a tenant to ensure that utilities such as electricity, gas, 
the telephone and internet have been connected in your name.

Please ensure these services are registered from your tenancy start date. It is up 
to you which company you choose as your service provider.

Tenant contents insurance
It is your responsibility to take out contents’ insurance to insure your belongings. 
It is important to note that your possessions are not covered by CORT’s 
insurance if your goods are damaged or destroyed by circumstances affecting 
the property (e.g. fire, storm damage, power outages, etc.) 

WE ARE NOT LIABLE FOR DAMAGED OR DESTROYED TENANT POSSESSIONS.
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Reporting maintenance 
All maintenance requests must be reported on 09 376 3049 or to your  
tenancy manager. ONLY emergency calls will be accepted after office hours.

Maintenance must be carried out by our own contractors. CORT will not be 
held responsible for payment to any other contractors arranged by the tenant 
without CORT’s prior approval.

Tenants are not permitted to contact our contractors directly to report 
maintenance.

Emergency repairs
Emergency items include anything that could cause injury to the tenant or 
damage to the property. Examples of emergency maintenance include:

 • Fire/flood/disaster (call emergency services if required – Dial 111)
 • No power (Check RCD switches and/or call your power company to check)
 • Electrical sparks/shocks
 • Gas leak
 • Burst water pipe
 • Blocked or broken toilet (if a second toilet is not available) 
 • Broken window or glass (external only)
 • Faulty door lock (access cannot be gained to property/persons trapped)
 • Major roof leak (water entering the premises)
 • Fault or damage that makes premises unsafe or insecure 
 • Fault likely to injure a person, or cause damage or extreme inconvenience 

After-hours emergency repairs
If emergency maintenance is required after hours you will still need to  
call 09 376 3049.  You will hear an answerphone message and be asked to 
‘press 2’, which will be answered by our after hours on-call staff.

The on-call staff member will determine if it is an emergency or a general repair 
and advise you of what will happen next. If you are not sure about an after-hours 
maintenance issue you should still ring through as it may be costly if the repair is 
urgent and is not attended to after hours.

$3. Maintenance and property upkeep 
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Response times 
If the maintenance you request is deemed an emergency, you MUST stay at 
home until the contractor arrives and completes the job. Failure to do so may 
result in any costs associated with the call-out being charged to you.  
The minimum call-out fee is usually around $200.

Misplaced keys
If you have misplaced your keys during business hours, we have a set of master 
keys at the office. A new set can be cut from these at your own cost. 

If you have misplaced your keys after hours, you must call 09 376 3049 and 
assistance will be organised to help you to gain entry to the property. 

Note: You will be liable for any additional costs associated with this.

Water leaks
Please report water leaks from taps, the toilet or hot water systems as soon 
as possible to the CORT office on 09 376 3049. Please refer to the emergency 
repairs section of this booklet. If you are unsure how serious the leak is you can 
call the CORT office after hours to raise your concerns and ask for advice about 
what to do next.

Smoke alarms
If you believe that the smoke alarm(s) installed are not working or the batteries  
are not functioning, please let your tenancy manager know immediately  
on 09 376 3049. 

Note: Tenants must not disconnect or remove smoke alarms.

Pest control 
CORT Community Housing is responsible for ensuring that the property  
is free of vermin and pests at the start of a new tenancy. As the tenant you 
are responsible for ensuring that the property remains vermin and pest-free 
throughout your tenancy.
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Property damage
If property damage has occurred, you must let us know immediately, or on  
the next business day if it happens on a weekend or public holiday. 

Fair wear and tear
Fair wear and tear is defined as the acceptable depreciation of an asset due 
to ordinary use. A reasonable and normal amount of fair wear and tear is 
considered acceptable and tenants are not charged for this. 

Disability modifications
You may be eligible for assistance from organisations such as the Disability 
Support Service for house modifications that may help you.

Note: Before you make your application you must contact your tenancy  
manager to get approval for the proposed modifications.

Decorating and improvements
You must make a request to your tenancy manager in writing in advance if you 
want to carry out any such work on your property. This work includes removing  
or installing any fixtures or fittings. 

Pets at the property 
You can only keep a pet that has been approved in your Residential Tenancy 
Agreement. If you are given permission by CORT to keep a pet, you must also 
comply with the Auckland Council Animal Management Bylaw 2015. You can  
ask for a copy from the council, your local library or by contacting the council  
on 09 301 0101.

You must ensure your pet does not cause any sort of nuisance or disturbance  
to neighbours at any time. 

You must also take care to prevent your pet causing damage. You must 
immediately fix any damage that does occur – at your cost. This includes 
damage to the garden. Any plants or vegetation damaged or destroyed directly 
or indirectly by your pet must be replaced.
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Your first property inspection will be conducted within twenty-one (21) days of 
you moving in.  Your tenancy manager will collect the signed Property Condition 
Report.  We will then conduct a routine inspection at the property usually at least 
every six (6) months. 

At the inspection we will check that you are maintaining the property in good 
order and identify any repairs necessary for the upkeep of the property. 

Please refer to the Cleaning guide for inspection at the end of this booklet for 
guidance on our inspection requirements.

Please note that the inspection may involve taking photos of any repairs 
required and photos of the grounds front and back. 

New properties
If your property is new it may still be under the Builder’s Maintenance Warranty. 
You will be advised if this is the case when you move in.  Please report to 
your tenancy manager any defects or maintenance issues that you have not 
identified on the Property Condition Report.

Your property manager will carry out an inspection when the warranty period is 
due to expire and will ask for your list of defects/repairs. 

$

4. Routine inspections
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Noise/disruption
It is important to note that the utmost care must be taken to ensure that you do 
not unduly disturb your neighbours with any form of noise, including loud music. 
Noisy parties can disrupt a neighbour’s right to peace and the quiet enjoyment 
of their residence. Particular care must also be taken if you live in a unit or in an 
apartment. 

You must also ensure that visitors to your property do not disrupt your 
neighbours when walking to or from your premises or to their parked vehicles. 

Strata titles/body corporate 
If you are renting a strata-titled/body corporate property, including a unit, 
apartment, townhouse or duplex, there are some extra things that you need to 
be aware of. 
These include the by-laws of the building complex and any areas of common 
property or exclusive use.

Common property
Within the strata/body corporate complex there will be areas assigned  
as common property. 

 •  You must not use any part of the common area to plant/maintain  
your own garden or vegetable patch.

 •  You must not obstruct any person’s legitimate and lawful use of  
the common property.

 •  No child under your control can be permitted to play in areas that could  
be dangerous to children (around rubbish bin areas, etc.).

Parking
 • Only parking bays assigned to you can be used by you and your visitors. 
 • In some cases visitors are not permitted to park on the property. 
 • You must not use parking bays assigned to other residents.

$

5. Neighbourly considerations
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Rent calculations
Your rent is calculated in accordance with the terms of your Residential Tenancy 
Agreement.  Once a year we set the maximum rent for the property, which is 
based on government figures set at that time. 

Income-Related Rent Subsidy
For social housing tenants who are eligible for Income-Related Rent Subsidy 
(IRRS), the rent you will be charged will be determined by your level of household 
income. This is normally 25% of the agreed market rent with the Ministry of Social 
Development.  As the amount of your rent subsidy (reduction) is dependent on 
your household income, it is very important to let us know immediately if:

 • Someone permanently leaves or moves into your household.
 • Your household income changes.

Accommodation Supplement
If you are not eligible for IRRS, the most you will pay is the maximum market rent 
for the property. Depending on your household income, the Accommodation 
Supplement (AS) may subsidise (reduce) your rent. Contact WINZ to find out 
whether you are eligible for the Accommodation Supplement. 

Note: It is your responsibility to inform WINZ and your tenancy manager if your 
household income changes.

Rent Assessments
Your rent will not be increased or decreased at intervals of less than six (6) months. 
Rents will be assessed:

 • At the time of allocation and tenancy sign-up. 
 • Annually. 
 • At the request of the tenant. 
 • At the request of the tenancy manager or
 • At the annual IRRS review.

Changes we need to know about
As your household income affects the amount of rent subsidy you receive, you 
must notify us within 14 days of any changes that impact on your household 
income. You must tell us if anyone moves in or out of your rental property.

Payment Frequency
Your rent is due two weeks (fortnightly) in advance.

$ 6. Your rent payments
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$

Notice in writing 
When you intend to vacate the property, in all instances we require your notice in 
writing at least twenty one (21) days in advance. 

Getting your bond back 
For your full bond to be paid back at the end of your tenancy, you will need to 
ensure the following:

1.  Rent – is paid in full to the date of vacation.
2.  Property ready – the property has been cleaned, carpets cleaned and the 

grounds are tidy and well maintained. The property must also pass the final 
inspection conducted by CORT Community Housing. 

3.  Outstanding accounts – please ensure that any monies outstanding, such 
as water and tenant liability accounts, are paid in full.

4.  Keys – ensure that all keys, remote controls, etc., have been returned.

Once these criteria have been met we will then refund your bond. 

Tenants are liable for paying the rent until the written notice expires.

Outstanding rent
Please note that it is against tenancy legislation to withhold rent at the end of 
your tenancy with the intention that this to be deducted from the bond. Your rent 
must be paid in full, leaving your bond intact.

Cleaning
Please refer to the Getting the Property Ready for Vacating guide on the CORT 
website under Tenant information or the checklist at the end of this booklet.

If you do not thoroughly complete the cleaning process, this can result in extra 
costs associated with remedying any cleaning issues. It will also delay the return 
of the bond.

Carpet cleaning
Please ensure that carpets are clean. Be aware that using cheap do-it-yourself 
carpet cleaning hire machines may initially save on cost, but in the long run 
may cost you a lot more as they generally do not have the power to get carpets 
properly clean. This can result in CORT needing to hire a professional carpet 
cleaner the costs for which you will be laible. 

7. Ending the tenancy
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Fumigation
If you have had any pets on the property you will need to arrange for flea 
fumigation of the property prior to vacating the premises. This cost will be borne 
by the tenant.

The final inspection
Only once the property has been fully vacated, cleaned, grounds made ready  
and keys returned can we commence our final inspection. It is important to note  
that if a final inspection time has been made and you are aware that you will not  
be fully ready for the inspection, please call us as soon as possible to reschedule 
another time.

8. Privacy and confidentiality

Information kept by CORT Community Housing will be kept confidential in 
accordance with its obligations under the Privacy Act 1993 and the Health 
Information Privacy Code 1994. 

This means that we will only disclose and share your information with your  
written consent, store all personal information in a secure location and  
use information only for lawful purposes as specified by legislation. 

$
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If you are not happy about any aspect of CORT’s service, we will deal with your 
concerns quickly and fairly. If you want to make a complaint you can:

 • Talk to your tenancy manager or phone 09 376 3049.
 • Get a friend or support person to assist you to make a complaint.
 •  Write a letter of complaint or complete CORT’s official Complaint Form  

(refer to our website under ‘Tenant information’). 

Send your completed form to the CEO of CORT Community Housing. 
Likewise, if there are aspects of our service that you are very happy about, 
please let us know. It’s just as useful to us to receive affirmation of what we’re 
doing right as for us to be able to address any concerns you may have. We work 
very hard to ensure that our tenants are comfortably and safely accommodated 
and that your unit feels like a home.

Alternative advocacy services
A. If your complaint is about tenancy issues in regards to your Residential 
Tenancy Agreement, rent or about CORT as a landlord, you can raise your 
concerns with a Department of Building and Housing on 0800 83 62 62. 
They will advise you about your rights under the tenancy law and the options 
available to you.  

Information on this process is contained on their website  
www.tenancy.govt.nz or in the free booklet provided to you at your  
tenancy sign up.  Renting and you – a guide for landlords and tenant available 
at CORT’s office.

B. If you are part of CORT’s Independent Living Programme (ILP) as a user  
of mental health services and not satisfied with any aspect of our service,  
you can contact:

 •  Auckland District Health Board Consumer Liaison Team on 375 7048  
or 307 4949.

 •  Consumer Liaison Department, Quality and Safety Unit, Auckland District 
Health Board, Private Bag 92024, Auckland.

 •  The Health Advocacy Service on 09 623 5799 who can help you direct  
your concerns to the appropriate department. 

$

9. Complaints and compliments 
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Kitchen

£   Cleaning of the stove should include element dishes, sides of stove,  
the oven, and  
removing any baked-on food or oil from oven racks and element rings.

£   Remove and clean the rangehood filters.

£   Clean walls and ceiling to remove fly marks and cooking stains.

£   Clean any marks to cupboard doors and any stains on shelves.

£   Clean the bench and floor surfaces.

Bathroom

£   Clean the shower. It is important to remove shampoo and soap residue from 
doors/curtains and shower linings. For showers with doors, clean the bottom 
door tracks. If the sealant around shower or bath edges is getting black, 
spray with an anti-mould solution.

£   Remove the shower drain trap and clean out hair, etc. Spray with anti-mould 
solution.

£   Remove any mould on walls and ceilings.

£   Clean vanity and toilet.

£   Clean bench and floor surfaces.

£   Remove dust from vents or fans.

Laundry

£   Clean walls and ceilings to remove dirt and dust.

£   Clean the laundry tub.

£   Remove dust from vents or fans.

$

10. Cleaning guide for inspections 

continued
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General

£   Wipe all window sills and frames to remove mould and dirt.

£   Wipe all lower skirting boards between walls and floor.

£   Clean fly marks and dirt from light shades/fittings.

£   Clean hand marks from doors and light switches.

£   Remove cobwebs.

£   Spot clean marks on curtains with a damp cloth.

£   Spot clean any marks on walls or ceilings.

Carpets

£   Remove stains immediately when they appear. Use water and dab with a  
clean towel. Do not rub. If the stain remains, contact your CORT tenancy  
or property manager.

Tiles/Wood/Vinyl Floors

£   Mop the floors clean and remove marks and scuffs.

£   Scrub the grout between tiles to remove mould and dirt.

Grounds

£   Ensure the grass is mown

£   Ensure the garden is free from weeds.

£   Remove all litter and rubbish.
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The CORT car park is behind 68 Grafton Road.
Turn into Grafton Mews (next to 64 Grafton Road). 
Turn right between the buildings at the bottom of the slope. You’ll see  
marked car spaces ahead.
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