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Vision

To be the preferred not-for-profit community housing and support service provider in Central and 
Western NSW.
      
Mission

To provide accommodation and support services which ensures quality delivery of care, excellence 
and diversity to our clients.

Values  

Care - 		 To respect our stakeholders and provide quality client care and service through 
		  engagement and empowerment. We will be transparent, approachable and accountable.
Excellence - 	 To provide skilled and professional staff and directors who are diligent, ethical and 
	            	 committed to the business objectives of the organisation.
Diversity - 	 To be an organisation committed to diversity and equality by delivering ethical,
		  non-discriminatory and culturally aware services. 

Housing Plus Business Objectives:

	 • Pursue expansion, growth and diversification opportunities.

	 • Actively promote and market the benefits of Housing Plus and community housing and 
	   participate in community initiatives and networks at all levels. 

	 • Operate with a community focus and to be consultative, resulting in quality and sustainable 
	   improvements in the wellbeing of our clients and communities.

	 • Provide high quality, flexible and responsive services in an environment of continuous quality 			 
	   improvement.

	 • Remain  viable, strong, ethical, competitive and accountable.

	 • Deliver the business in a rapidly changing environment with appropriate skills and support, 
	   respect and value the work of our employees and volunteers.
 
	 • Govern the organisation effectively and efficiently with an appropriately skilled Board through 			 
	   the application of best practice corporate governance.

Acknowledgement of Traditional Owners 

Housing Plus acknowledges that our properties and offices 
are located on land traditionally owned by the people of the 

Wiradjuri Nation. 
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Housing Plus Profile
Housing Plus operates as a social enterprise, where we combine dedication to a strong mission with an ability to harness 
professional expertise once reserved for private sector businesses. We provide high quality affordable rental housing and 
support services to people in need, and act as a key community partner in the regions and neighbourhoods where we 
operate. Our goal is to be the leading ‘community anchor’ in the Central West of NSW, through coordinating with service 
partners and giving them a local point of reference.

Geographic Spread 
Housing Plus operates over a wide geographical area taking in 8 Local 
Government Areas with an administration office in Orange, Branch offices in 
Orange, Bathurst and Mudgee and outreach services extended to Kandos, 
Rylstone, Gulgong, Molong, Wellington, Dubbo, Parkes, Forbes and Cowra. 
In this region we have strong links with local councils, welfare agencies, 
housing advocates and community members. 

Plus Services 
Central to our mission is a commitment to diversity and equality to our clients, and to increase social inclusion and  
consider the wider needs and aspirations of our clients. Housing Plus provides a number of plus programs which are 
funded by other Government Departments outside of traditional community housing.
Our involvement with ‘housing plus’ services helps stabilise the lives of people in our region. It makes it more likely that 
people will be able to sustain their tenancies with us, and other landlords, and move their lives forward. 

Governance & Compliance
The business and operation of the Company is governed by a skill based Board of Directors who operate utilising a model 
of strategic governance. The Directors are professional local people who are diligent, ethical and committed to the objec-
tives of the organisation. The Board links to the legal and moral ownership of the organisation, produce explicit govern-
ing policies and assure CEO performance by establishing clear expectations for performance and clear mechanisms for 
accountability. 

Commitment to Good Corporate Governance
Housing Plus is committed to the highest standards of corporate governance ensuring that :

• The organisation is accountable to its members and stakeholders, including service users, tenants, applicants, local 
  communities, partner organisations and government
• Clients receive high quality, cost effective services
• Stakeholders can have confidence in Housing Plus and in the services it provides.

In addition, the Board aspires at all times to comply with the ASX Corporate Governance Principles and strives to achieve 
continuous mprovement in corporate governance practices in order to meet these principles and be well 
placed to take up future opportunities.   
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End of year staff gathering 2012

Board and CEO Housing Alliance meeting 2013

Fiona Griffiths Reward and Recognition



	 Jim Couper  
	 Chairperson

Director since: 
10 March 2009
Skills Area/s: 
Marketing, Planning, 
Advertising, Market Research
HP Sub-Committees: 
Governance

Qualifications: 
•	 Graduate Diploma in Marketing 
•	 Production Engineering Certificate

Jim is the former Managing Director of CareCom - 
a Clemonger BBDO research company with 
experience as a marketing manager in healthcare 
and as a marketing academic at the University of 
Sydney. He is currently Principal of market 
research consultancy DIAD Pty Ltd. Jim has been a 
Director of NFP organisations in healthcare and 
education and is currently also a Board Member of 
The Catholic Development Fund for The Diocese of 
Bathurst.

	Lyall Sadler 
	Treasurer 

Director since: 
21 October 2010
Skills Area/s: Finance
HP Sub-Committees: Audit, 
Risk & Development

Qualification:
•	 Diploma in Technology (Commerce)

Lyall is currently employed with Nestle Australia Ltd as 
the Financial Controller at the Nestle Purina Petcare 
factory located at Blayney. He has had 38 years 
experience in the commercial manufacturing sector with 
financial roles including industries such as: metal 
fabrication; plastic extruding; coal miing; medium density 
fibre board manufacture and a three year stint with 
overseeing other Nestle Purina operations in New 
Zealand, South Africa and China. He is also involved in 
charitable work with his local church.

	 Kim Ferguson
	 Vice Chairperson
	 	

Director since: 
17 June 2010
Skills Area/s: 
Strategic Planning, 
Community Organisation 
Management, Human Resources 
Management, Business 

			   Development, WHS
			   HP Sub-Committees: 
			   Governance

Qualifications:
•	 Diploma of Occupational Health & Safety
•	 Diploma of Management
•	 Certificate IV Training & Assessment
•	 Certificate IV in Frontline Management
•	 Certificate IV in Business Sales

Kim currently focuses her professional efforts into 
developing the leadership, management and business 
development skills of local organisation’s key people 
since joining the Leadership Management Australia 
(LMA) network in 2005.
With a background as an Industrial Relations Advisor and 
Employment Law related Trainer, motherhood saw Kim 
enter into active involvement with Not-For-Profit 
Organisations prior to returning to the formal workforce in 
a Community Development and Education role. Her 
commitment to community service continues in 
volunteering with NSW Rural Fire Service. 

	 	Daryl Pike

Director since: 
21 February 2013
Skills Area/s: 
Law

Daryl is a solicitor having practiced in the Bathurst and 
Lithgow areas since 1976, specialising in litigation and 
more recently in areas of property, commercial, wills 
and probate. He has been a partner of two law firms 
and is currently a sole principal. Daryl has served on a 
number of Boards over the past 35 years.
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	 Carleen Cunningham
	
Director since: 
17 September 2009
Skills Area/s: 
Management, Law, Planning
HP Sub-Committees: 
Audit, Risk & Development

Qualifications:
•	 Bachelor Social Science
•	 Certificate in Management
•	 LEADER Mediation

Carleen has been employed in the Public Sector for the 
past 22 years and is currently the Community Liaison 
Coordinator for NSW Fair Trading. She has many years 
of management experience and for the past seven years 
has planned, developed and delivered education programs 
throughout the west region of NSW.

Brad Cam

Director since: 
19 January 2012
Skills Area/s: 
Construction and Project and 
Asset Management
HP Sub-Committees:
Audit, Risk & Development

Qualifications:
•	 Bachelor Building (construction & project 		
	 management)
•	 AICD: Company Director’s Course

Brad has always given his time helping organisations or 
sporting groups as a volunteer throughout his working life. 
Brad states that housing is one of our most basic needs 
and to be appointed to the board of Housing Plus is a 
privilege. Brad has an extensive construction and asset 
management background which will allow him to 
contribute a much needed expertise at Board level over 
the next few years, as Housing Plus enters a new phase 
of business through property development and addresses 
the ever demanding need for quality housing for the 
community.

Board Meetings
The Board met 11 times during the reporting period 
including one planning retreat. A Board discussion
 section is included in the beginning of the Meeting 
Agenda to ensure Directors have ample time to discuss 
issues of strategic importance, and a Consent Agenda is 
utilised to create time savings for more important 
discussions and decision making. Board Sub-Committees 
met in addition to Board Meetings, with the Audit, Risk 
and Development Sub-Committee meeting six times 
and the Governance Sub-Committee twice throughout 
the reporting period. Board Directors are not paid how-
ever a generous professional development and train-
ing budget is made available, meeting costs including 
accommodation,travel and conference costs are met as 
well as purchase cost of an iPad and ongoing data costs.

Board Director

Jim Couper

Lyall Sadler

Kim Ferguson

Carleen Cunningham

Jenny Hazelton

Brad Cam

Daryl Pike

8/11

10/11

8/11

10/11

10/11

10/11

4/5

2/2 Governance

6/6 ARDC

2/2 Governance

3/4 ARDC

6/6 ARDC

Attended Sub-Committee

Jenny Hazelton

Director since: 21 October 2010
Skills Area/s: Community 
Development & Management, 
Social Housing Planning and 
Provision

Qualifications:
•	 Bachelor Social Studies (Social Work)
•	 Graduate Diploma VET
•	 Graduate Certificate Social and Community Practice
•	 Diploma Training & Assessment
•	 Certificate IV Training & Education

Prior to the establishment of Housing Plus Jenny held a 
position on the CTHA Board since November 2010.
Jenny was attracted to the Board position because of her 
involvement over many years as Chairperson of a smaller 
NGO which provided accommodation and support services 
to young people who were homeless or at risk of becom-
ing homeless. She has worked in the community of Orange 
firstly as a social worker in the local health service, as a 
teacher, followed by her current position of Head Teacher of 
Welfare at Orange campus of TAFE, TAFE Western.



of the strategic plan and operational management of the 
organisation and all its projects. The CEO is assisted by 
both and Executive Team which includes the Chief 
Operating Officer and the Chief Financial Officer and a 
Senior Management Team as illustrated in the structure. 

Funding
Income for Housing Plus is gained from three main 
sources: through the collection of rents from tenants or 
client contributions, the Community Housing Leasing 
Program and Crisis Accommodation Program, recurrent 
grants, and fee for service for management of properties 
for other agencies. Department of Family & Community 
Services provided funding to Housing Plus for operation 
of the Operation Courage Domestic Violence Project and 
Emerge Youth and Family Service both located in  
Orange. 

Legal Aid Housing Plus under the Grants and Community 
Partnerships programs for the Central West Women’s 
Domestic Violence Court Advocacy Service.

Housing Plus has successfully diversified its business 
and the operations of the company to include a range of 
different funding providers that fund a variety of support 
projects, demonstrating our capacity to meet more that 
just the social housing need in the communities we serve.

Legal Status
Housing Plus is a not-for-profit social housing company 
limited by guarantee, subject to the Corporations Act 
2001, which is regulated by the Australian Securities and 
Investment Commission, the Charities and Not for Profit 
Commission and the Australian Tax Office. The organisa-
tion is also a Public Benevolent Institution with Deductible 
Gift Recipient Status, under Subdivision 30-BA of the
Income Tax Assessment Act 1997.

Registration - April 2013  R1008110812
Housing Plus operates in a highly 
regulated environment including 
compulsory regulation under the Housing 
Act 2001 and Housing Regulation 2009. 
Housing Plus is a Class 1 Housing 
Provider which are typically 

organisations managing a large portfolio of more than 
400 properties and undertaking community housing 
development projects utilising private sector funds and 
investments. Organisations in this class are subject to 
the highest level of regulatory requirements. 

In April 2013 following assessment, the Registrar  
determined that Housing Plus was fully compliant with 
the Housing Act and Regulatory Code, and that no 
remedial action was required.Two forms of positive 
practice we noted in the assessment, being the  Mystery 
Shopper process and formation of the  Housing Alliance.

Housing Plus will be assessed as a Tier 1 provider under 
the new National Regulatory System, which will 
commence early next year. This will position Housing 
Plus well for new growth and development opportunities.

Accreditation 2013
Following a comprehensive evaluation, 
the Global-Mark Community Housing 
Accreditation Council’s Panel awarded 
Housing Plus a full (three years) 
accreditation to 2 April 2016 against the 

National Community Housing Standards 3rd edition (May 
2010). Of the 30 applicable standards, Housing Plus 
were assessed as surpassing 10 standards, meeting 17 
and partially meeting 3.   
Accreditation is voluntary but is valuable in providing an 
avenue for looking at the organisation from the inside out 
from a quality improvement perspective. 

Staffing  
Housing Plus employs thirty-six staff led by the CEO who 
has overall responsibility for leadership, implementation

HOUSING PLUS 
BOARD OF DIRECTORS 

Chief Executive  
Officer 

Chief Financial 
Officer 

Chief Operating 
Officer 

Executive Assistant 

Audit, Risk & Development  
Sub-Committee 

Governance 
Sub-Committee 

Tenancy Services 
Manager 

Community Services 
Manager 

Property Services 
Manager Finance Assistant Bookkeeper 

Tenancy Services  
Assistant 

ORANGE 
Tenancy Officer  
Tenancy Assistant  
Tenancy Admin Assist  

BATHURST 
Tenancy Officer  
Tenancy Assistant  

MUDGEE 
Tenancy Officer 
Tenancy Assistant  
Tenancy Admin Assist  

Property Inspector 

Property Surveyor 

Case Worker 
Youth Workers 

Plus Services 
Coordinator 
CWWDVCAS 

 

 
SENIOR  

MANAGEMENT 
TEAM 

 
EXECUTIVE  

TEAM 

Property Officer 
Assets 

Plus Services 
Coordinator 

Operation Courage 

Plus Services 
Coordinator 

Emerge 

 
Court Advocate x 2 

Aboriginal Specialist Worker 

Registrar of Community 
Housing 

Property Officer 
Maintenance 

Sustainable Tenancies 
Officer 

 
Support Worker 
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Property Portfolio   
At the end of the reporting period Housing Plus was manag-
ing a total portfolio of 790 properties housing 1,631 people in 
the following programs:

Andrew Gee MP for Orange - Opening Housing Plus Orange Office

 

148 

424 

188 

9 17 4 

Leasehold 

Capital  

NBESP 

Cap 

Fee for Service 

SHIP  

 • Leasehold properties (rented on the private 
market)  

• Capital properties (leased from Housing NSW) 
• Nation Building Economic Stimulus Properties 

(NBESP) 
• Crisis Accommodation Program (CAP)  
• 17 fee for Service under management 

agreements (FFS) 
• 4 supported housing initiative program  (SHIP) 
 

Housing Plus thanks 
Local MP Andrew 
Gee for his support 
throughout the year 
particularly with the 
push for  
finalisation of the  
Nation Building  
Economic Stimulus  
Properties (NBESP) 
and subsequent 
opening of  
Margaret Street 
NBESP site and 
opening the new 
Housing Plus  
Office in Orange.
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Board Chairperson Report 2013
When I review my Chairperson 
reports for the past two AGMs 
I can’t help thinking of Housing 
Plus as being like someone wait-
ing for a bus that more and more 
looks like it is not going to come. 
But just when they are about to 
give up and walk, three buses ar-
rive at the same time. So in 2013 
I am happy to report that our 
buses have arrived, we have got 

on board and we are moving off in the right direction.
While our CEO will give you more details of our bus time-
table I will outline some of the important events of 2013.

Firstly we have now received title to 288 existing and 
new properties from the NSW Government. This was a 
critical event for Housing Plus as it now allows us to use 
the value of these properties to build affordable homes 
and to expand our services. We are in the process of 
commercially valuing these properties which should add 
something in excess of $49.3 million dollars to our bal-
ance sheet.

Secondly, we are now well underway in construction of 
53 affordable homes spread across Orange, Bathurst 
and Mudgee. Due for completion in mid 2014, these 
homes will increase the stock of affordable housing for 
key people in our communities...people like teachers and 
fire fighters... who are being squeezed out of local rental 
markets.

The third event I want to mention is the participation of 
Housing Plus in a novel form of collaboration in social 
housing. Over the past twelve months the CEO of 
Housing Plus has worked closely with the CEOs of 
Homes North Community Housing, Homes Out West and 
North Coast Community Housing to develop the Housing 
Alliance. The idea of the Housing Alliance is to reduce 
costs and to target new opportunities across a large part 
of regional NSW. While there is no intention to merge the 
four organisations, when viewed as a combined entity, 
the Housing Alliance manages almost 3,000 homes. This 
makes it collectively the fourth largest community housing 
provider in Australia.

Again in 2013, the Board has been active in ensuring the 
relevance of Housing Plus policies and in providing input 
into our strategic plan. As in past years, the Board 

assessed its current skills and professional development 
requirements early in the year to ensure it has the 
necessary skills to govern the organisation into the 
future. As a result of this a number of directors have 
attended external training courses to upgrade their skills.

The two Board sub-committees have continued to 
work well this year in developing and formalising 
recommendations for the Board to discuss as a whole. 
The Governance sub-committee managed an internal 
and, the first, external evaluation of our CEO; and the 
Audit, Risk and Development sub-committee has 
overseen our development activities and helped shape 
our tracking and management of business risk. I thank 
the members of both sub-committees for their hard work 
over the year.

The Board continues to excel in its governance of the 
organisation. It is forward thinking and committed to en-
suring that Housing Plus operates from a quality
improvement perspective while remaining true to its 
mission and role of governance. The Board understands 
that it is not just another level of management and that 
its role is a key strategic one. The Board remains active 
in ensuring that Directors have or develop the necessary 
skills to take Housing Plus into the future. 

Looking into the future of Housing Plus, I still see the 
same two opportunities noted in my past reports plus a 
new one:

•	 The most important is to take advantage of 
	 the capital available from the 288 titles we have 		
             gained. This will primarily go to creating 
	 additional affordable housing either as a 
	 developer in our own right or in partnership 
	 with appropriate partners and organisations. 
	 We have already developed relationships 
	 with financiers and developers and our first 
	 developments are well underway.

The Board Members



8

• 	 A secondary opportunity is to expand our range 		
	 of social services where we see a need not being 	
	 met by others and for which we can gain funding. 
	 Currently our successful Operation Courage, 		
	 Emerge Youth andFamily Program and Central 
	 West Women’s Domestic Violence Court 
	 Advocacy Program fall into this category.

•	 A new opportunity will be to leverage our 
	 membership of the Housing Alliance to reduce 		
	 our costs and to create new services. 

As we head into 2014, the strategic challenge facing 
Housing Plus continues to be the creation of a new 
identity for ourselves in very different community/affordable 
housing marketplace. This identity must take us away from 
being a “plain vanilla” housing and service provider 

and give us a unique signature in what is becoming a more 
competitive housing market. As I said last year and the year 
before, this will not be achieved in one plan but will be a key 
strategic task for Housing Plus Board and Management for 
many years to come. 
 
In closing my report for 2013, a number of acknowledge-
ments are necessary, firstly to the current members of the 
Board of Housing Plus who give their time freely and who 
continue to contribute greatly to the evolution of our organi-
sation....your professionalism sets the tone for the organisa-
tion. It has been an honour to be part of such a Board!

Having left the truly important people to last, I congratulate 
the staff of Housing Plus on another year of success and 
truly monumental achievement. On behalf of the Board, I 
thank you for your professionalism, your hard work and for 
the goodwill that makes a collaboration like Housing Plus 
possible.

Jim Couper
Board Chairperson

“Housing Plus has the appropriate governance, 
corporate structure, processes and personnel to 

support the organisation’s strategic 
directions and goals for the next 3-5 years”.

(Global-Mark Evaluation Report on Housing Plus)
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CEO Annual Report 
Once again I am pleased to 
report another very successful 
year of achievements and 
important outcomes while staying 
true to the organisations mission 
and values, which are at the 
forefront of everything that we do 
at every level of the organisation. 

An annual report is designed to 
provide an outline of the organi-

sations activities over the past year so in looking back I am 
struck by how much has been achieved, credit to the fan-
tastic and committed team of people who govern, manage 
and work for Housing Plus.

In reading this report you will note strong evidence of 
outstanding achievement, client satisfaction, excellence 
in service provision, successful collaboration and 
partnerships and robust commitment and focus on 
quality improvement and compliance. Focus is now on 
strengthening our place as a community anchor, 
demonstrating our ability and capacity and becoming a 
pillar to whom local governments can turn when faced 
with a problem or with an opportunity for example 
partnering in the use of surplus land for housing supply. 

This year has been challenging as we like all providers 
were forced to operate in uncertain economic and political 
environments, and where yet another year passed while 
waiting for confirmation that the vesting of 288 properties 
awarded to Housing Plus in successful tenders back in 
2010 would occur. Finally, 3 years later I am finally pleased 
to advise that confirmation has been provided, gazetting 
has occurred, contracts signed and delivery of Title 
Certificates imminent. 

A key business function for Housing Plus is strategic and 
organisational planning and this year we again 
implemented our planning framework which included 
consultation and feedback from clients, stakeholders, staff 
and directors to update our Strategic Business Plan. The   
facilitator of our Board Planning Session Dr Tony Gilmour, 
provided us with an outsider view of Housing Plus, 
stating in his opinion as a National and International 
Housing Expert, Housing Plus has industry-leading clarity 
of vision, mission and values and is a high capacity 
organisation in need of growth “all dressed up with 
nowhere to go!”. 

This was indeed true, as we stalled our property 
development business while waiting on the Government 
to fulfil its vesting obligations. 

Housing Plus has since commenced significant 
development activities relating to construction of the SAIF 
project in Dubbo and 53 NRAS affordable housing 
properties, however this is only the tip of the iceberg of 
what Housing Plus is capable of undertaking.
On this basis, both business and strategic objectives 
have been developed with a focus on growth, 
diversification of services, profile raising, creation of 
new funding streams, quality assurance and continuous 
improvement. 

The Executive Team continued to refine the 
organisational structure and internal processes 
with the realignment of tasks and creation of new 
positions as is noted further in this report. Our Plus 
Services are fully integrated with Housing Plus in every 
sense of the word, through active staff participation, 
integrated policies and IT and through direct and regular 
linkages to Management.

A new specialist Community Services Manager position 
was created as part of the staffing restructure, that 
will focus on community development and client 
engagement. This will provide the resources required 
to enrich existing partner relations including those with 
Local Government, develop new partnerships, provide 
leadership by Housing Plus in community development 
activities and cement Housing Plus as a community 
anchor.   

Housing Plus has also commenced work on activities that 
will assist with Placemaking strategies, so that we are not 
just providing housing but contributing to the creation of 
communities (which come in many forms). Working with 
other agencies and the people who live work and 
play in the area, we wi ll identify what it is people need 
outside their housing alone to create real communities 
they want to be part of in their area. A housing needs 
analysis was completed to define the profile of our 
communities that assists Housing Plus to better under-
stand the communities we work in and to inform priority 
of where resources should be directed. 

Housing Plus must keep up with other leaders in the sec-
tor to ensure we have equal access to additional housing 
opportunities and funding for social and support services 
that are required to meet the demand of clients in need in
our community.  
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I am proud to report that Housing Plus continues to 
be a financially sound, creative, skilled, innovative 
and client focussed organisation. Our foundations are 
strong, infrastructure sound and there is ample capacity 
ensuring we are very well positioned for further growth and 
diversification. 

A capability statement was developed this year that allows 
us to promote who we are, what we do and our capacity 
for innovation and to partner effectively with all tiers of 
government, community and commercial organisations.

It is now time for thanks, firstly to our community partners 
for their commitment to working collaboratively with us to 
ensure everything possible is done to enable our clients to 
sustain their tenancies.

To our non-government and government partners, thank 
you for the confidence you have in us and for assisting us to 
build capacity in the communities we work in, our success is 
yours also.

Our greatest asset continues to be our staff without whom 
we would not enjoy success and our clients would not be 
provided with the outstanding services they receive. 
While a number of staff have been recognised for service 
and contributions to Housing Plus throughout the year, I 
would like to publicly thank staff one and all for contributions 
they make to Housing Plus and for the dedication they have 
to making a difference in so many ways in the lives of their 
clients.  

To the Board Directors, thank you for the support you pro-
vide and confidence you have in my leadership and for your 
diligence and commitment in governing Housing Plus. I know 
that you join my team and I in looking forward to the planned 
and non doubt unplanned activities of the coming year that 
will enhance this exciting social enterprise, Housing Plus.  

Karen Andrew
Chief Executive Officer

“I am so pleased that the Housing Alliance has received such high 
praise from industry. It really is a terrific initiative in the housing 
sector and deserves to be recognised. I am certain that it will be a 
model for others and that you will reap the rewards in the years to 

come through a stronger and more influential presence collectively, and 
individually in serving your communities”.

(Roxane Shaw – Former NSW Registrar for Community Housing)

Susan Nadalini
Reward & Recognition Aug 2012

CEO & Andrew Gee
NBESP Handover
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Housing Plus Highlights 2012/13
•	 	 Class 1 Registration achieved 

•	 	 Full 3yr accreditation under the Nation Community Housing Standards to August 2016

•	 	 Director Recruitment and Induction Strategy developed and implemented

•	 	 Housing Plus Website constructed and operational 

•	 	 Complispace Fully Implemented and Operational

•	 	 Full policy review and integration into Complispace  

•	 	 Capability Statement developed, printed and communicated 

•	 	 Client and Staff Satisfaction Surveys Completed 

•	 	 Business Continuity Plan developed and staff trained

•	 	 Remote off-site back-up system operational and new document scanning process in place

•	 	 Boardroom Online activated & e-Governance fully operational 

•	 	 24 hour Emergency Maintenance Service in place and operational

•	 	 Area Housing Needs Analysis consultancy completed and report provided 

•	 	 50 week rent payment plan initiated for Clients 

•	 	 Construction of SAIF Project in Dubbo underway

•	 	 Property Acquisition and Disposal Policy Developed

•	 	 KPI traffic light system in place and reviewed for all teams

•	 	 Team Action & Improvement Plans developed and monitored by each team

•	 	 All relevant staff trained in Complaints Handling and Cultural Awareness

•	 	 Staff Consultative Committee formed, actively engaged in consultation and policy review

•	 	 Milestones and rewards are published on CompliSpace and staff newsletter

•	 	 Service & CEO Recognition Awards presented  

•	 	 Client feedback methods revised and new processes implemented

•	 	 Due Diligence for Banking and Construction Partners complete

•	 	 Transfer of NBESP properties complete (43 units) 

•	 	 Maintenance satisfaction surveys developed for Centralised Maintenance System

•	 	 Mobile technology introduced for LTAP inspections

•	 	 All program literature has been reviewed and updated

•	 	 Completion of Annual Staff Appraisals and Monthly Supervisions  
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Innovative Project
CWWDVCAS completed 
a major awareness project 
to highlight particular areas 
of domestic violence in the 
community. The Mother, 
Sister Daughter project 
sought to increase 
community and Service 
Provider interest, knowledge 
and support for domestic 
violence issues. 

The project included a 
range of consultations, 
focus groups and interviews 
with Service Providers in the area. The information gathered 
in these discussions has informed three key community 
resources; a DVD showing three women portraying stories 
of domestic violence, a 
resource with domestic violence information and contacts 
and a report back to the Service Providers that documents 
the stories, expertise and input they provided. 

Organisation Management
Complispace 
Complispace continues to be a fundamental tool to assist 
with the organisations compliance obligations. All staff are 
assigned training modules relating to specific policy areas 
followed by tests to ensures staff fully understand the policy 
and remain compliant. Since the program went live almost 
900 compliance tests have been issued to staff and 
Directors and completed. A sequence of compliance testing 
has been created and will be completed on an annual basis, 
this ensures all staff consistently remain compliant.

PreVue
The Executive have implemented a fully electronic 
recruitment system called PreVue, it also allows us to carry 
out detailed position description analysis as well as posi-
tion benchmarking. The recruitment system is linked into 
our website which enables applicants to be linked from our 
website to our recruitment site. 
PreVue also allows recruiting managers to assign an online 
physcometric test, decline the application, request further  
information, invite to interview and notify applicants they 
have been unsuccessful.

MOTHER SISTER DAUGHTER    Page 1

mother
sister
daughter:
conversations in the community

Proudly sponsored by:

Incorporating:

(Funded by Legal Aid NSW through The Women’s 
Domestic Violence Court Advocacy Program)
Phone: 02 6361 3345

Operation Courage
(Orange/Cabonne Domestic Violence Service)
Phone:  02 6361 1056

(This project was funded by Corrective Services NSW 
through the Victims of Violent Crime Program)

mother
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Website
The Housing Plus website has proven to be very popular 
with our clients and stakeholders. We have uploaded our 
factsheets and brochures as well as our client friendly 
policies. Clients can contact the organisation via the 
website by following the links and can also report a repair 
online.

Integrated IT
Work has continued this year with our Housing 
Alliance partners to look at procuring and implementing 
an Integrated IT System. The system we seek will 
allow our staff to operate effectively across tenancy, 
property maintenance and finance using one platform. 
We have completed the business review which 
enabled a commonality approach in terms of functional 
objectives and the risk framework for all four 
organisations. We have also visited various community 
housing organisations who use differing products to 
ascertain effectiveness. We are now close to 
recommending a product for purchase to the CEO 
and Board of Directors.

Key Performance Indicators 
Well into our second year of 
reporting against a formal 
performance monitoring process, 
the key performance indicator suite, 
complete with traffic lights for ease 
of monitoring, has been very 
successful. It allows service teams 
to constantly monitor performance 
and report to management against 
key targets inaddition to providing 
key information to benchmark 
our performance against other 
organisations. 

Strategic Planning
Team Action Improvement Plans 
(TAIPs) were initiated during 2011-
2012 as a way of monitoring performance against the 
annual opertional plan, this continued in the current 
operational year. All staff were involved in the planning 
phase, with each team determining what strategies their 
respective teams could implement with the aim to  
achieving particular strategic objectives. 



13

Staffing
As with any rapidly growing and developing organisation 
staffing reviews and restructures are critical to ensuring that 
the workforce remains appropriate and contains the skills 
required to achieve the vision and objectives of the 
organisation. Housing Plus undertook a review of staffing 
during the year which resulted in a small restructure 
including the realignment of tasks in some cases and the 
creation of two new positions. The first being the Sustainable 
Tenancies Officer, this position was created to provide 
complex case management to clients at risk of being made 
homeless, providing support designed to assist with the 
sustaining of tenancy and further providingmuch needed 
specialized assistance to the Tenancy Team. The second 
position created was a Property Inspector. This position is 
responsible for the Orange and Bathurst Property Portfolios 
and Workplace Health & Safety.

“I enjoy the opportunity to work for a company that is 
dynamic and growing and is recognised as a leader within 

the community and sector.”(Employee Engagement Survey)

Staff Engagement Survey 
In September 2012, we conducted an extensive staff 
engagement survey designed containing 128 questions to 
determine staff satisfaction, identify our strengths and areas 
for improvement and development. We achieved a 100% 
response rate and statements were rated by staff from 1-5 
strongly agree to strongly disagree with the statements 
presented. Staff were also encouraged to provide ideas for 
improvement and make comments about Housing Plus as 
an employer.

“Housing Plus is a great organisation to work for, its 
vision and direction excite me and the staff make the 

workplace an enjoyable place to be.”  
(Employee Engagement Survey)

We are very proud to report an average of 89% agreeable 
response, with 100% achieved for some questions 
particularly relating to mission and values, role clarity, 
diversity, staff safety, risk management, staff facilities. 

 
teamwork, organisation objectives and client satisfac-
tion. Staff identifies, commitment to excellence, our staff 
and working towards continual improvement and making 
change as the top three areas of strength for Housing 
Plus. Areas for improvement centred around cross team 
communications and information and technology.
 
Training
Housing Plus places significant emphasis on personal 
development for its entire staff team, validated by 
expenditure of around $65k on training, including staff 
travel across the region to attend conferences, 
networking meetings and tailored training for specific 
services. One member of staff completed Certificate 4 in 
Frontline Management through the Leadership 
Management Australia program. Staff also attended 
Complaints Handling Training delivered by the NSW 
Ombudsman as well 
as many other locally 
sourced 
training courses.

Personal Develop-
ment Plans
Another new process 
implemented this year 
has been Personal Development Plans (PDP), these en-
able staff to take charge of their own learning. Learning 
becomes a proactive as well as reactive process, de-
signed and prioritised to support immediate development 
needs as well as longer term ambitions.  A PDP enables 
staff to identify key areas of learning and development 
activity that will enable them 
to either acquire new or develop existing skills and 
behavioural attributes for the following purposes:

•	 Enhance performance in their current role
•	 Address anticipated changes in their current role
•	 Address career aspirations towards a future role 

The personal development planning process is 
undertaken initially by the staff member followed by 
discussion and agreement with their manager. This 
process takes place annually and forms part of the 
Staff Development and Review (Appraisal) process.  

$65k spent on staff training 
and development.
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Orange Office Relocation
In June 2013, the Orange based Tenancy Services Team, 
Operation Courage and the Central West Women’s 
Domestic Violence Court Advocacy Service moved from 
Suite five on the second floor, down to Suite one on the 
Ground floor. This move was deemed essential to ensure 
the front line, client facing services were easily accessible 
to clients and the community in general. This move ensures 
clients who have a disability, elderly clients and young 
parents with children can more easily access our services 
via a ramp to the building and spacious and comfortable 
waiting areas.

Operational Management
Plus Services
Housing Plus has three specialist programs; these are 
Operation Courage, Emerge Youth & Family Services and 
the Central West Woman’s Domestic Violence Court 
Advocacy Services. These services are provided centrally 
from Orange, with the Central Western Women’s Domestic 
Violence Court Advocacy Service (CWWDVCAS) also 
providing services in Cowra and Parkes/Forbes.

Housing Plus - Emerge Youth & Family Service 
Emerge Youth and Family Program has 21 years experience 
in supporting homeless youth and operates on a strengths 
based model of service delivery which develops client’s 
independent living skills. The program offers assistance 
with linkages to other support services, including crisis 
accommodation, transitional housing, living skills, specialist 
health services, employment, drug & alcohol services, court 
support and juvenile justice. 

Orange Suite

“I feel safe at Emerge and we get to have fun there, 
the workers are cool and always help us. We get to talk about stuff 

and learn how to cook and how to live by ourselves.”
( Emerge Client 2012)

Program Utilisation and Statistical Information:

•	 47 young people were accommodated at Emerge 
      for a total of 1501 bed nights 
•	 5 young people were supported in the 
      Transitional Youth Housing Project
•	 75 clients were supported via outreach.

“Housing Plus do a great job and I am 
very happy where I am.” ( Emerge Client 2012)
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is equipped to provide a culturally sensitive support 
service, and can assist as many Aboriginal clients as 
possible. The Aboriginal Specialist Workers have been 
active in attending Aboriginal Interagency meetings, and 
generally building relationships with other Aboriginal 
services.

During the reporting period, new partnerships have been 
built with key stakeholders and staff have attended a 
range of training opportunities developing new skills that 
enhance services delivery to clients. 

CWWDVCAS works extremely close with our local 
Police, particularly our Domestic Violence Liaison 
Officers (DVLOs) and court staff who rely on staff at 
court for our service provision and who regularly call 
the service to assist them with clients, issues and 
information. Of particular note, staff attended the 
Orange Police Domestic Violence two day training in 
May. This experience has cemented the relationship 
between the service and the Police. Extremely close 
working relationship have been established with the two 
DVLOs in our area and our staff and service is now well 
known by Police from a range of ranks and departments. 
Strong relationships are also in place with the Police 
Prosecutors.  

“I cannot thank the DVCAS team enough for their 
service and support. They are a great help to the Police, 

on AVO list day and at hearings. They are extremely 
passionate and hardworking and are a credit to their 

organisation”.  (David Rees, NSW Police)

This service has gone from strength to strength which is 
attributed to the staff team’s dedication to connect with 
as many women as possible in the communities they 
serve and by ensuring referral pathways are strong and 
our most marginalised are targeted.
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to a breakdown of family relationships.  

Emerge staff engaged in family 
mediation with young people 121 times 
through the reporting period.   
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people requiring support was attributed 
to a breakdown of family relationships.  

Emerge staff engaged in family 
mediation with young people 121 times 
through the reporting period.   

The Emerge staff provide an extensive range of programs 
and support services to the young people who access the 
service. The graph below demonstrates the number of 
instances that these particular services were provided 
during the year however, these are only a sample of 
services provided.
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Central West Women’s Domestic Violence Court 
Advocacy Service (CWWDVCAS)
CWWDVCAS aims to provide a holistic service providing 
women and children who have or are experiencing 
domestic violence, assistance to obtain effective legal 
protection from the NSW Courts through applications for 
Apprehended Domestic Violence Orders (ADVOs)

“I think the service was great, they came to all the court 
cases with me, supported me the whole way through. They 
were my go between for Operation Courage, Housing and 
the Police. They helped me with things when I didn’t even 

know where to start.” (Orange Client)

The graph demonstrates a 12.8% increase of clients 
assisted from last financial year, however of significant note 
is the total number of Aboriginal clients assisted which is an 
astounding 37.5% increase. 

Housing Plus employs 4 staff in the service, 2 of whom  
identify as Aboriginal, providing  assurance that the service
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accommodation and with our support worked to reclaim 
their lives after domestic violence.  The unique semi-
supported Safe House accommodation service we 
provide continued to provide transitional housing 
support to women and dependent children leaving 
domestic violence. The families moved into fully 
furnished properties and were provided with hampers 
of personal and household items to help them get 
established. 

A number of clients that were assisted had left 
domestic violence situations with just the clothes they 
were wearing at the time. Operation Courage provided 
them with crisis support of emergency overnight
accommodation, brokerage for petrol, taxi and buses, 
food vouchers, nightwear and school clothes, and 
personal items. 

There can be a number of barriers to women leaving 
violence, one barrier expressed by women is leaving 
pets behind. This year a partnership with Safe Beds for 
Pets was developed to assist women and children to 
place their pets in safe care whilst they secure permanent 
housing. This proved very successful with a number of 
families utilising the service.   

Tenancy Services
The Tenancy Services Team is based in each of the three 
largest operational areas; these being Bathurst, Mudgee 
and Orange. The Team employs 11 staff, managed by the 
Tenancy Services Manager, Mimi O’Reilly. This year has 
been a very busy year with the completion and handover 
of the remaining 43 of 188 units built under the National 
Economic Stimulus Package in addition to standard 
tenancy turnover.

Operation Courage 
Operation Courage is a community partnership project 
which is supported by the Orange Police. Operations 
Courage’s core business is meeting the needs, 
preferences and safety concerns of women (over 18), 
and their children who are experiencing or have 
experienced domestic and/or family violence in the 
Orange LGA and Cabonne Shire, NSW.

Operation Courage uses a strength-based approach to 
assisting women to leave domestic violence and reclaim 
their lives. A partnership and advocacy approach is taken 
with women to work through the complexities of life during 
and after domestic violence. The service also provided 
education in domestic violence, referral, safety planning, 
panic alarms and security monitoring.  

Operation Courage had an exciting year of growth and 
change, whilst successfully delivering a wide range of 
services to the women they assist. With a focus on quality 
improvement, a number of changes were made to enhance 
service provision with outstanding success evidenced by a 
161% increase in women and dependent children accessing 
the service. 

In the reporting period the service received 361 referrals of 
which there was a significant increase in referrals for clients 
with highly complex and escalated issues. The age group of 
women who predominantly accessed the service were 
between 30 and 39 years.    

Over the year many new relationships with community 
service providers, businesses and services, were 
developed and we strengthened partnerships with 
existing stakeholders. Clients benefited from these 
partnerships through increased client engagement 
with a greater capacity to meet their needs.

Staff have successfully worked 
to ensure the service was more 
accessible to women, particularly 
aboriginal and culturally 
linguistically diverse women. 

Partnerships with Wambigi 
Aboriginal Services, and 
Migrant Support Services, were 
strengthened to meet the specific 
needs and preferences of these
clients. A number of Aboriginal women 
accessed the Semi Supported Safe 
House
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Over the reporting period, 149 new tenancies commenced
in addition to 43 internal tenants transfers either to 
replacement properties or properties that better meet 
the clients’ changing needs. The rents paid by clients 
are reviewed on a regular basis as are changes in market 
rents. There has been a steady increase of single person 
households over the past three years, consistent with the 
demographics for this area. 

The property portfolio increased by 4.9% to 788 
tenanted properties at 30 June 2013. Of these properties, 
159 are leased from private landlords reflecting the 
excellent working relationship maintained with both real 
estate agents and private owners.

Housing Plus works in partnership with a number of 
support agencies to assist clients to sustain their tenancies. 
These agencies include mental health teams, youth 
services, disability support services and crisis housing 
organisations. At 30 June 2013, support agreements were 
attached to 40 tenancies, which represent 5% of all 
tenancies however is should be noted that support provided 
internally by the Housing Plus tenancy teams is also 
extensive.

Client Satisfaction
Housing Plus engaged a TAFE Welfare Student during 
September 2012 to carry out the annual Client 
Satisfaction Survey, this ensured the survey was 
carried out independently of Housing Plus. Satisfaction 
survey forms were sent out to all housing clients and an 
incentive given for all clients who returned their survey via 
entry into a draw to win a week free rent. Once the surveys 
were returned and the responses collated, we were able to 
assess the level of satisfaction amongst our clients for the 
services we deliver as an organisation. 

Housing Plus were disappointed that a response rate of 
only 18% was achieved however Housing Plus regularly 
collects client satisfaction feedback in many other different 
ways throughout the year. It is thought that perhaps we are 
seeking too much feedback, therefore more work will be 
done with client groups in the coming year to evaluate the 
way and frequency of seeking feedback. 

“The staff members at Housing Plus are 
always very courteous and pleasant. Repairs are done promptly 

and the contractors are always polite and tidy.”
( Client Survey 2012/13)

The following graph contains a selection of 
satisfaction scores; 

While some satisfaction percentages have dropped, they 
are still very high with a 90% overall satisfaction rating 
for services provided by Housing Plus. Results from the 
survey informed objectives for the 2013/13 business plan, 
focus is on increasing satisfaction.

Positively, 90% of respondents were satisfied 
with the services provided by Housing Plus
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The significant 
increase in ATSI 
households we 
experienced in 
2011/12 has not 
continued this year. 
The ATSI Households 
remain level at 
about 13.2% of all 
households

There has been a steady increase in the amount of tenancies held 
by single people over the last three years, this informs our needs 
analysis when we consider development activity.
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Housing Plus works with a number of support agencies to assist 
clients to sustain their tenancies. The graph indicates the type of 
agencies providing this support.

This reporting period has seen a significant increase in clients 
with an intellectual disability; however the number of clients with 
physical disability remains high and informs our Asset Planning to 
ensure we meet the needs of all clients.

“We are overcome with the support Housing Plus provided.”
(Client Survey 2012/13)
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Margaret Street

Property Services
The Property Services Team (PST) operate out of both  
Orange and Mudgee offices and provide a comprehen-
sive range of maintenance services for the Housing Plus  
portfolio and properties managed on a fee for service or  
contract basis. The team is managed by the Property  
Services Manager, Iain Oliver and his capable team of 4 staff.

The PST has seen both staffing and procedural chang-
es over the past twelves months, including the creation 
of a new position due to the expansion of business and 

strategy to provide increased quality assurance. 
Significant areas that the PST have been involved in 
over the past 12 months are, but are not limited to are the 
following:

Centralised Maintenance System- CMS
The PST manages all areas of property maintenance 
including cyclical repairs, planned repairs and responsive 
repairs. A total of 2,541 work orders were issued during 
the year with a total annualised value of $1,760,946. 

All work orders are distributed via the CMS based in 
Mudgee, additionally all invoices are initially processed 
from this location to ensure proper assessment of 
invoices and implementation of quality assurance 
processes prior to payment. 

Contractor Performance Evaluation Tool 
A Contractor Performance Evaluation Tool was developed 
by the PST this year to enable strict monitoring of 
contractor performance and compliance. Specifically, 
acknowledgement and thanks must go to Gary 
McCammont for his expertise in developing this 
innovative tool. The tool is currently in use and is 
completed on a quarterly basis to allow relevant 
information to be gathered to measure the quality, value 
for money, overall performance etc of our contractors. 
Feedback is collected from Property and Tenancy 
Services to capture a broader range of information.
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A total of 2,541 maintenance work orders were 
issued during the year with a total annualised 
value of $1,760,946, 80% client satisfaction

Contractor Information Pack 
A new Contractor Information Pack has been developed to 
provide incumbent and prospective contractors with a brief 
introduction to Housing Plus as well an opportunity for 
contractors to provide Housing Plus with important 
information about themselves. A key and new change to 
previous process was the adoption of a Schedule of Rates 
that will form the basis of all pricing that contractors will be 
required to follow. All incumbent contractors were advised in 
writing of this new process prior to disbursement of the 
documents and adverts for expressions of interest were 
placed in the local media in Orange, Bathurst and Mudgee 
to attract new contractors. Response to the adverts was 
encouraging with over 20 interested potential contractors 
receiving the Contractor Information Pack. The process of 
determining our new contractor base for the next 3 years has 
commenced and should be completed in November 2013.
 

80% of respondents were satisfied with the 
maintenance services of Housing Plus, lower 

than our target of 90%

Contractor Engagement Agreement 
Based on the new CIP all successful contractors are offered 
continued work with Housing Plus and enter into an official 
agreement to do so. The agreement outlines their specific 
responsibilities of service and also provides them with a 
code of conduct that they are required to adhere to in all 
facets of their work. Importantly, they are also required to 
provide a comprehensive safety management system which 
outlines how they are going to manage WH&S issues. This 
documentation includes any necessary risk assessments, 
safe work method statements, staff training etc and is an 
indication of their commitment in providing a safe working 
environment for all stakeholders. The purpose of this 
documentation is to minimise Housing Plus exposure to 
the risk that is associated with the all works that 
contractors undertake and ensure that contractors are 
aware of the responsibilities to WH&S and to ensure 
Housing Plus is compliant with our responsibilities in this 
area.

$16m investment in 53 new properties 
over 3 locations

Development
 

Nation Building Economic Stimulus Plan - 
NBESP
In addition to previous NBESP properties handed over to 
Housing Plus in the 2011-2012 fiscal year, Housing Plus 
have also received NBESP properties located in Dalton 
Street and in Matthews Avenue in Orange. 79-81 Dalton 
Street has a total of 20 Units including 4 specific disa-
bled units and was acquired on 7/12/12. The Matthews 
Avenue complex is built on both sides of the road and 
comprises of 12 units at 40-44 Matthews Avenue which 
were acquired on 7/11/12 and a further 11 units at 45-49 
Matthews Avenue which were acquired on 19/11/12. The 
Matthews Avenue units are all general usage. 

A large part of the work for the Property Service Team’s 
for the period was to manage the interests of Housing 
Plus through the NBESP defects liability period. The team 
encountered hundreds of issues ranging from simple to 
complex problems that could have become expensive 
and very problematic for Housing Plus had they not been 
resolved during the defects period.

Matthews Ave

Dalton Street
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Supported Accommodation 
Innovations Fund (SAIF)
Housing Plus is working in partnership with CareWest 
to build an Innovative styled group home in Dubbo. This 
project will provide five care places for young Aboriginal 
clients with severe and profound disabilities, along with 
an office and overnight accommodation for care staff and 
visitors. Funding of $1,818,949 for this project is provided 
by the Department of Social Services and the asset will be 
owned by Housing Plus.

Jim Sarantzouklis and his team from Barnson’s in Dubbo 
were appointed the Project Managers and  have excelled 
with this project, producing a fantastic design which will 
benefit all clients who have an opportunity to live there. 
The designed incorporates the villas in a cluster arrangement to allow both separation and independence for the clients, 
whilst also allowing them to share outdoor areas and provide social interaction that reflects their cultural needs. Input 
from local Aboriginal people has ensured the design is appropriate and is accepted by the Aboriginal people in the  
community.

David Payne Construction were appointed as the Builders, Stephen Wonderly and his team have worked efficiently and 
the project will be completed at least 3 months before the expected delivery date.

National Rental Affordability Scheme (NRAS)
Housing Plus are building 53 properties which will be used for Affordable Housing, providing access for the community to 
a new housing program. In October 2011 the organisation was awarded a reserve allocation of 53 NRAS 4 incentives. It 
proved difficult to progress these projects due to the uncertainty surrounding the Governments review of the whole title 
vesting program and the availability of suitable land. However, in March this year we were notified by the Minister for 
Finance that Housing Plus was successful and title vesting would commence giving us the assurances we required to 
proceed with this program. This provides investment in three regional communities and a $16m development for the or-
ganisation. Management are working very closely with Kylie Cameron, who is the Project Manager from Rawson Homes.

Matthews Ave
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Works have progressed including;

•	 An outlay of over $2.7m on land
•	 	 Mudgee – George Street
•	 	 Bathurst – 4 sites on Upfold Street
•	 	 Orange – Bletchington Street & Icely Road
•	 Commencement of Construction in Mudgee
•	 Pre DA lodgement meetings with Bathurst 		
	 and Orange Councils
•	 Concept designs & reporting methodology 		
	 agreed

The following graph demonstrates the configuration for the 53 
properties under development.

37 – 41 George Street, Mudgee (20 Properties)

Concept Plans

72A Icely Road, Orange (10 Properties)

The four bedroom design (two will be built in Bathurst and 
one in Orange)
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Alliance Partners
Homes North Community 

Housing Co Ltd
17/93 Faulkner Street
Armidale NSW 2350

PO Box 1146 Armidale
2350

T: (02) 6772 5133
F: (02) 6771 2362

www.homesnorth.org.au

Homes Out West
74 Wellington Street
Deniliquin NSW 2710

PO Box 922 Deniliquin NSW 
2710

T: (03) 5881 4182
F: (03) 5881 8361

www. homesoutwest.com.au

Housing Plus
Suite 8, Level 2, 113 Byng 

Street ORANGE NSW 2800
PO Box 968 ORANGE NSW 

2800
T: 02 6360 3433
F: 02 6361 1609

www.housingplus.com.au

North Coast Community
Housing Company

31 Carrington Street Lismore 
NSW

PO Box 145 LISMORE NSW 
2480

T: 02 6627 5310
F: 02 6622 4261

www.ncchc.org.au

Operating Locally & Collaborating Regionally
www.housingalliance.com.au

The Housing Alliance is a non-entity networking partnership between Homes North, 
Homes Out West, Housing Plus and North Coast Community Housing based on 
mutual openness and supportive sharing of approaches.
From a vision brainstormed by the managing executives of the four regional 
providers in 2010, the Housing Alliance has been carefully constructed through the 
reporting period into a specific, defined networking organisation grounded in solid 
governance and aspiring to collaborative best practice.  
The Alliance does not hold assets, have staff, or undertake development on behalf 
of the members.  Rather, it is a robust, mutually-recognised form of knowledge 
sharing and efficiency in group procurement and advocacy.
The Housing Alliance is a mechanism that allows the four members to remain viable, 
independent and anchored within their local communities while reaping some of the 
benefits of scale of a larger operation.
Achievements in the reporting period have included:

• Shared Integrated Management System Project
• Development of the Housing Alliance Positioning Paper – The Way Forward 

2013-14
• Signing of an MOU between members 
• Development of the Housing Alliance Strategic Business Plan 2013-14
• Development of the Housing Alliance Charter
• Holding of  the second annual Housing Alliance Forum in Sydney
• Active network groups across all organisational levels from Directors, CEO’s, 

Middle Managers and specialist workers.
Values of trust, openness, excellence and equity underpin the development of the 
Housing Alliance to date.  
Strategic Objectives that have been developed include:

• Evidence Based Research which enhances members ability to develop 
innovative solutions;

• Regional Representation to raise awareness of regional issues at a local, 
regional and national level;

• Best Practice Services to enrich practices across all levels of the 
organisations;

• Governance providing a clear and succinct framework based on the values of 
the Housing Alliance.

Housing Alliance
Chairperson’s at the 
signing of the MOU.
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Housing Plus Financial Report
Financial Summary
The annual turnover for Housing Plus in 2013 was $9.713 
million ($8.436 million in 2012). The growth in the property 
portfolio from the Nation Building Economic Stimulus 
Package properties continued with the last 43 properties 
handed over in November and December 2012. The 2013 
Net Surplus from operations was $2.196 million ($1.247 
million in 2012) which is a result of increased rents and 
funding received for the Supported Accommodation Initiation 
Fund (SAIF) project in Dubbo where expended funds have 
been capitalised and disclosed as additional funding.

Our Plus Services programs, namely Emerge Youth and 
Family Services, Operation Courage and Central West 
Women’s Domestic Violence Court Advocacy Service 
continue to complement the core business of Housing Plus. 
Where prior years funding were approved and carried over, 
Housing Plus was able to allocate additional hours to these 
services resulting in greater provision of services in the 
Central West. 

The financial support through donations from the businesses 
named below was greatly appreciated in assisting these 
programs. There were no significant changes to these 
programs in 2013 with recurrent funding enabling these 
valuable programs to continue to meet the needs of the 
clients and community. 

Donations
As Housing Plus has Deductible Gift Recipient status, 
donations can be made to the organisation. We thank the 
following businesses for their donations:
•	 Streetsmart - Financial Donation to Emerge
•	 Orange High School - Financial Donation to Emerge
•	 OCTEC Inc - Financial Donation to Emerge 
•	 Go Vita
•	 Dr Sandra Cabot Financial Donation to  Operation  

Courage

Net Profit

Cash at end of year

Retained Profit

Rent Arrears

Market Rent Loss to Vacancy

Ratio of Staff to Lettable Properties

FTE�s

2013

$8.552m

$9.573m

1.54%

0.46%

1:39.2

20.42

2012

$6.759m

7.377m

1.29%

0.91%

1:37

20.21

2013

$6.099m

$6.129m

1.07%

1.04%

1:40.7

17.42

Information Technology
Business Network Solutions have a strong presence 
in the community housing sector and provide remote 
IT support to Housing Plus. In the past year we have 
upgraded the server computer, installed new printing 
devices capable of scanning, implemented a remote 
back up system, and ensured that all staff across all sites 
are fully integrated and have access to the server. This 
allows all staff to have accessed to their own emails, 
our website, the centralised policies and procedures on 
our Intranet (Complispace) and ability to access all 
necessary network drives.

Finance Modelling and Property Transfer
A property development cashflow model has been
updated as land is secured and construction costs 
budgets provided for each site. The next steps are 
securing the loan facility and receiving title of 288 
properties. With title transfer of the Nation Building 
and Asset Ownership properties imminent, Housing 
Plus has engaged a local valuation company to provide 
Housing Plus with a detailed valuation report of these 
properties. Once title certificates have been received, 
the properties will be included on our balance sheet and 
monthly management reports.

Equal Pay Case
The workplace tribunal, Fair Work Australia, ruled that 
workers in the community and disability sectors are to 
receive equal pay to public service workers doing similar 
jobs. The first increment took place on 1st December 
2012 and these increments will continue over the next 
seven years.

General
The formalisation of the Housing Alliance has 
created extensive knowledge sharing across various 
aspects of the organisation including finance. 
Annual benchmarking data is shared and allows the 
organisations to benchmark themselves against each 
other in a meaningful way given the similarity of the 
organisations, a practice which will continue annually. 

In 2013, Housing Plus was successfully awarded the 
Crisis Outsourced Maintenance contract with Community 
and Private Market Housing (CAPMH) of several 
Crisis Accommodation properties which are managed 
through the centralised maintenance team. This includes 
a combination of planned and responsive repairs, 
receiving the same high level of quality assurance as 
other properties under our management.
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Clients
We would like to thank our clients for their participation in activities and honest feedback in completion of the client 

surveys, which advises us where we need to improve our services and also what we do well, your feedback is critical, 
valuable and much appreciated. Thank you also for the appreciation you show our staff in supporting you, it is greatly 

appreciated.

Acknowledgement of Support 
Success in achieving successful client outcomes across all our programs is in part due to the commitment and sup-

port of our partner agencies of which there are many. We thank you for your partnership support that assists our 
clients to sustain their tenancy, sometimes change their lives and create new beginnings and for participation in our 

planning sessions and providing constructive feedback. Our thanks go to:

Management
Mid Western Regional Council, CAPMH, Community Services, Legal Aid, Pigot Miller & Wilson,

Jobs Australia

Information & Technology
 Chris Koorey Business Network Solutions, Greg Wiltshire Business Network Solutions,

Phil Cassidy TMS

Tenancy Services
ADHC Mudgee & Bathurst, Barnardos, Bathurst Emergency Accommodation, Bathurst Family Support,

Bathurst Independent Living, Bathurst Women’s & Children’s Refuge, Benevolent Society,
Carewest, Empower OT, Brighter Futures, Family & Community Services, HASI 2,
Mental Health Teams, Mission Australia, Orange Youth Accommodation Service,

Mission – HAP Resource & Recovery, Mudgee Disability Support Service,
Orange Community Accommodation Service, Richmond PRA, SHIPS Orange, Veritas House Bathurst,

Wellington Multi Service Centre

CWDVCAS
NSW Police Canobolas & Lachlan Local Area Commands, Probation & Parole,
Orange, Cowra, Parkes & Forbes Local Courts, The Migrant Support Service,

Wambigi Indigenous Community Links, Interrelate, Cowra and Parkes Family Support,
Cowra Community Health, Parkes Health Centre,

Binaal Billa Family Violence Prevention Legal Service

Emerge
StreetSmart, Orange Police, Canobolas High School, Orange High School, Centrelink,

Community Services, Juvenile Justice, Police Youth Liaison Unit, PCYC, Mission Australia

Operation Courage
Orange Police, Police Child Wellbeing Unit, Probation and Parole, Department of Community Services,

Salvation Army, Bathurst Women’s Refuge, Wambigi Aboriginal Service, Migrant Support Service,
Benevolent Society, CPT Legal, RSPCA - Safe Beds for Pets, Go Vita 

We would like to especially thank Dr Sandra Cabot for her generous donation this year 
to Operation Courage.
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