
Customer
Service Charter 

Contact Us

Email:

info@regionalhousing.org.au

Monday to Friday 9:00am - 4:30pm
excluding public holidays

Phone:

07 4153 1239 or 1300 642 123 

Opening Hours

In person 
Bundaberg
58 - 62 Targo Street
Bundaberg QLD 4670

Townsville 
F4, 340 Ross River Road
Townsville QLD 4814

Hervey Bay 
Shop 6/12 Nissen Street
Pialba QLD 4655

Gladstone 
Building 2 1 Pengelly Street
West Gladstone QLD 4680

About Us
Regional Housing is a not-for-profit (PBI)
organisation managing emergency, transitional
and long-term social housing, affordable housing,
and a range of complimentary support programs
throughout regional Queensland. 

For more information, visit our website at
www.regionalhousing.org.au.

Translating &
Interpreting Services
Our office can arrange an interpreter service
for customers where required or requested. 

Our commitment to our
customers and what you can
expect from us 

Our Values
These values guide the way we think and act:

Respect 
Fairness and Equity 
Responsibility 
Participation 
Excellence 
Innovation 
Quality 

Our Vision
Every person has a home

Post:

PO Box 540 Bundaberg QLD 4670



Help us to understand your needs so we can
provide the best possible service for you.

Ensure you communicate with staff and participate
in appointments made.

If any of your contact details or circumstances
change, please let us know as soon as possible so
we can update our records. 

How you can help us meet our
service standards

Improving Our Service

We continually seek feedback from all customers
regarding the quality of our service.

In the event a customer is dissatisfied with a
service or outcome of a decision, a complaint and
appeal can be made by contacting our office. 

Responsibility and Accountability
Regional Housing is committed to upholding the
safety and wellbeing of children and young
people. Information about this commitment,
including Regional Housing’s Child Safety and
Wellbeing Policy and our Code of Conduct can be
found on our website.

We will provide up to date and accurate
information and explain our decision-making
process. 

If we are unable to provide assistance, we will do
our best to make referrals to an organisation that
can.

Participation
We encourage our customers to participate in all
decisions and help to empower a sense of
motivation and confidence. 

We encourage our customers to bring a support
person to an appointment or meeting with us.  

We actively seek participation from communities
and people who access our services in identifying
needs and developing solutions. 

We value the voices of communities and people
who access our services.

Courtesy and Respect
We treat our customers with courtesy and provide
a friendly service.

Every person has the right to be treated with
understanding, dignity and respect.

Contacting Regional Housing

We can be contacted by phone, in person, mail,
email or via our website.

If the person you contact cannot answer your
enquiry, they will forward you to someone who can
or will take your details and have 

       the appropriate person contact 
       you within a timely manner. 

We provide an after-hours option 
        for emergencies outside normal 
        business hours.

What you can expect
from us

We are committed to learning and growing to
always do our best to serve you.

We regularly review our customer service
processes to identify opportunities for
improvement.

Your feedback is invaluable, and we encourage
you to share your thoughts with us.

Fair, Equal and Transparent
Services

Continuous Improvement

Our staff are aware of the cultural diversity in our
communities and ensure every person is treated
in a fair and equitable way.

Every person will have equal opportunities and
resources without discrimination.

We act compatibly with human rights and give
proper consideration to human rights when
making decisions.

Customers are informed and encouraged to
exercise their right to involve an independent
advocate if required.

In cases where your enquiry requires ongoing
attention, we will provide regular updates on our
progress.

Privacy and Confidentiality
We treat all personal and confidential information
with sensitivity.

Please be aware in some circumstances, we may
be legally required to release your information
without your consent.

For more information, please refer to our Privacy
Policy Statement.

Customer Behaviour Standards
We are committed to providing a safe and
respectful environment for all. When accessing our
services, we expect customers to treat staff and
others with courtesy, communicate calmly and
constructively, refrain from aggressive or
discriminatory behaviour, provide accurate
information when requested, and actively engage
with support to meet their needs.


