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Shortlists and offer types

A shortlist contains a list of customers potentially suitable for the identified property features

{suburb, bedrooms etc). This list is then used to identify which customer is best suited to the
property and its features.

There are two different types of offers:

Shortlist offer - applies when the officer uses the Housing Register (waitlist) to match a suitable

applicant for the property.

A shortlist offer has 2 stages that may be used to manage the offer to the customer:

Pre-allocation stage - At time of pre-allocation, when eligibility checks are being perforrad on the
customer or if the Officer is pre-allocating while the property is vacant'untenantable; the Officer may
create a shortlist offer and select the pre-allocation stage to reserve'the property and the customer.
See - Pre-allocation offers, reserving a property and customer at pre-aiiocation stage for further

information.

Offer stage - this applies when pre-allocation checks have been completed, the customer has been
advised that the property is available and a formal offer to view or accept the property is made.

Manual Offers - a manual offer is selected when the customer is/already known and a shortlist is not

required. Manual offers may apply when:

e A Pathway conversation has taken place and it has'been determined that the customer is in

immediate need of allocation to a’property and a property is available
e To allocate a property to a customer who was impacted by a disaster event.

e Allocations using a headlease/praperty - headiease properties are private housing products
and therefore are not allocated fromi the housing register but they use the allocations

process to establish the headiease tenancy and tenancy agreement in the system.

o Next Step Home - Women on Parole - the pathway planning conversation has been

completed and the customer and property pre-determined.
o Helping Hand Headiease program {Public and Private) - the pathway planning

conversation has been completed and the customer and property have been pre-

determined

Direct Let combired with a Manual offer

A direct let combined with-a manual offer involves a specific waitlist type to be selected at the time
of creating the Housing Register Record and selecting a manual offer at the time of allocating a

property t¢'a customer. Direct Let options may be used in the following situations:

e Change of Tenancy (COT) - This is used for applications where there is a change in the

household circumstances, requiring a change to the legal tenants on the State Tenancy

Agreement.

e Remote Aboriginal and Torres Strait Islander Communities - Not all allocations for Remote
Aboriginal and Torres Strait Islander Communities will use a Direct Let and manual offer
option. This option is used specifically by the Aboriginal and Torres Strait Islander Housing

Unit for the Home Ownership program and emergency relocations
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e Community Housing Provider - this is used for applications where the applicant is nominated
by the provider under the nominations process.

When an offer is made, the property is removed from the vacancy list and the customer is removed
from the housing register (waitlist) so that the property and the customer are not allocated by
accident to an alternate property if multiple people are working from the housing register.

Pre-allocation offers, reserving a property and customer at pre-allocation stage

A formal offer in Reside can only be made when a property is vacant tenantable.; However, Reside
offers the ability to reserve a customer and property during the shortlisting stage. The Officer can do
this by selecting the option to create a shortlist offer and setting a status of pre-aliccation. An urgent
contact letter will be made available for the Officer to send to the customer when this option is
selected. It is important to note that when a pre-allocation offer is corapleted, this will complete the
shortlist and the Officer cannot continue to complete pre-allocation/checks or-other customers on
the shortlist. The offer would need to be withdrawn and a new shortlist generated.

Some examples of when the pre-allocation offer may be usediis:

e The Officer has determined that a customer is suitable for a/property but is waiting on
further information from a customer.

e A customer is waiting on disability modifications to be'made 1o a property before the
property is vacant tenantable for allocation

e The Officer is pre-allocating while the property is vacant untenantable.

If the pre-allocation offer is used and the customer is subsequently unsuitable, the offer is
withdrawn, the shortlist regenerated and the custemer is’bypassed.

A report is available (if required) to identity allHRRs where the pre-allocation offer has not been
removed.

Failure to contact a custoiner

If the customer cannot be contacted at first attempt, make further reasonable attempts to contact
the customer. Extra time to contact customers should be considered due to their location (e.g.
regional or remote}, longer postage times if a letter was sent, any other known factors about their
circumstances etc. Explore all alternate contacts for the customer including other agencies who
support the customer.

If contact can't be’'made and a shortlist, pre-allocation offer has been created to reserve the
property and customer in the system. Create withdrawn offer reason, generate applicant shortlist
and record Bypass reason against the customer's record in reside

If the custemer identifies as Aboriginal and/or Torres Strait Islander, see Unable to contact
Aboriginal orTotres Strait Islander customer

Properties under redevelopment

The department has a property redevelopment program that aims to upgrade, redevelop, dispose or
purchase properties to meet community needs and the department's portfolio requirements.
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Extra time to contact customers by phone, SMS or mail should be considered due to their location
{e.g. regional or remote), longer postage times if a letter was sent, any other known factors about
their circumstances etc.

There may be some situations where the customer may not be able to contact the department -
consider the following factors when a customer has not responded to a request for contact before
taking any further actions (e.g. bypassing the customer, cancelling the application):

e Customer may be away in hospital for medical treatment or rehabilitations facility.

e Customer is homeless and unable to access their mail or phone.

e {Customer may be overseas or interstate due to family bereavement or family care

e Customer may be unable to access their mail due to escaping domestic and family violence
e Customer may be incarcerated

Further information
Selecting pre-allocation offer withdrawn reason

Unable to contact Aboriginal or Torres Strait Islander customer

Unable to contact Aboriginal or Torres Strait'islander customer

Where possible, all communication with Aboriginal and Torres Strait Islander customers regarding an
offer of housing should be conducted in person whilst visiting the community.

The following reasons should be considered when a-customer has not responded to contact:

e Sorry Business - Aboriginal Ccmmunities

o Bad or Sad News - Torres Strait Isiander Communities

e  Murri Time - Aboriginal peopie

e [sland Time - Torres Strait Islander peuple

e Calendar of significant evenits - Attending cultural or sporting events
e Being transient - going from one place to another

e Experiencing domestic and family violence

e Away for medical treatment for themselves or to support a family member
e |Imprisonment

e Away for emplovment or training

e Visitingregional centres for business, shopping, or to access services
e Attending meetings

e Visiting traditional country

Some absences may be for short periods of time but others could be for longer periods {e.g. several
months) such as for seasonal employment.

Keeping in touch with customers and encouraging them to be open about their circumstances will
help the department be aware of their whereabouts and return.

Traditionally, a customer has 3 days to respond to, and accept an offer of housing. Due to
exceptional circumstances however, apply discretion where customers may have up to 21 days to
respond to an offer of housing.
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Household Groups
A Household Group represents the relationships of the family groups that can exist within a
tenancy or application. Each Household Group will have an assigned Head of Household and

there can be one or many Household Greups/within a tenancy or application.
73(2) - information is not about the allocailon-precess
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