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VISION, MISSION & VALUES
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:

Housing Plus receives funding from the Departments
above to provide community housing services, the
Operation Courage Domestic Violence Project, Central
West Women’s Domestic Violence Court Advocacy
Service, Emerge Youth and Family Services and the
Wellington Short Stay Accommodation Service. We
thank the staﬀ who work with us from these
Departments for their ongoing support .
Acknowledgements of Support

Excellence ‐ To provide skilled and professional staﬀ and
directors who are diligent, ethical and committed to the
business objectives of the organisation.

A significant part of success in achieving successful
client outcomes and sustainable tenancies is in part due
to the commitment and support of our partnerships
agencies of which there are now to many to mention
individually. We thank you for your partnership support
and participation in our planning sessions, surveys and
consultations. Your feedback is critical to keeping us
focused and to ensure that we remain accountable to
our communities and clients.

Diversity ‐ To be an organisation committed to diversity
and equality by delivering ethical, non‐discriminatory and
culturally aware services.

In addition we thank Chris Koorey and Phil Cassidy for
their endless patience with us in providing our
information and technology services support.

Care ‐ To respect our stakeholders and provide quality
client care and service through engagement and
empowerment. We will be transparent, approachable and
accountable.

Clients

ACKNOWLEDGEMENTS
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.

Finally, we would like to thank our tenants and clients
for their participation and completion of the tenant
surveys which let us know where we need to improve
our services and what we do well, your feedback is
critical and much appreciated.

ORGANISATIONAL INFORMATION
History
We have been delivering Community housing in our
local communities since the early 1980s, first as
Community Tenancy Schemes and then as a result of
amalgamation, from 1 July 1997 as Central Tablelands
Housing Association Inc. (CTHA).
Acknowledgement of Funding
Housing Plus acknowledges receipt of funding from:





Human Services – Community Housing Division of
Housing NSW
Human Services ‐ Community Services
FAHCSIA
Legal Aid

Housing Plus is a not‐ for ‐profit social housing and
support provider which has been in operation for two
years after transitioning from the previous entity CTHA,
and changing its legal status to become a Company
Limited by Guarantee. Housing plus has gone from
strength to strength, achieving considerable growth by
building on prior successes and achievements.
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Governance
The business and operation of the Company are managed and controlled by a centralised governance model Board
of Directors. The Directors have demonstrated skill and/or experience in relation to a number of selection criteria.
The Board operates under a model of strategic governance, whereby the Board links to the legal and moral
ownership of the organisation, produce explicit governing policies and assure CEO performance by establishing clear
expectations for performance and clear mechanisms for accountability.
Policy Governance is essentially a sophisticated ‘management by objectives’ approach to governance whereby the
Board actively communicates a set of strategic instructions to the CEO through policies which reflect its values and
priorities.
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 will aspire to comply with the ASX Corporate Governance Principles and strives to achieve
continuous improvement in corporate governance practices in order to meet these principles and take up future
opportunities.

Board of Directors

Jim Couper

Kim Ferguson

Lyall Sadler

Chairperson

Vice Chairperson

Treasurer

Carleen Cunningham

Jenny Hazelton

Brad Cam
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Staﬃng
Housing Plus employs thirty‐six staﬀ led by the CEO who has overall responsibility for leadership,
implementation of the strategic plan and operational management of the organisation and all its projects.

Housing Plus staﬀ ‐ End of year celebration 2011
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Regulation

Property Portfolio (as at 30 June 2012)

Housing Plus operates in a highly regulated
environment including the Performance Based
Registration System which monitors and regulates the
sector and voluntary Accreditation undertaken every
three years which assess the quality of all aspects of
our housing, property, financial, management and
tenant work. Housing Plus has achieved full
accreditation and registration against these systems
and is registered as a Class 1 community housing
provider.

Housing Plus currently manages a total portfolio of 749
properties under the following programs:
148 leasehold properties (rented on the private market)
7 designated specifically for youth;
573 capital properties (owned by government, but for
which the company has full management
responsibility);
10 properties under the Crisis Accommodation Program
(CAP) including 2 properties in partnerships with Veritas
House Youth Service for youth exit housing from refuge
accommodation, 2 properties for BEAS, 4 properties for
safe house accommodation for the Orange Domestic
Violence Project, 1 property for the OCAS program and
1 property designated to crisis accommodation for
youth in Mudgee.

Funding
Income for Housing Plus is from three main sources:
through the collection of rebated 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.

The organisation has developed a number of fee for
service management agreements including; 12 units of
accommodation at Mudgee and Gulgong with Mid
Western Regional Council, 4 properties for family crisis
accommodation for Orange Community
Accommodation Service, 1 fee for service for Veritas
House and 1 property managed for the Oﬃce of
Community Housing under the old Home Purchase
Authority Program.

In addition Human Services ‐ Community Services
provided recurrent funding to Housing Plus for
the Operation Courage Domestic Violence Project,
Central West Women’s Domestic Violence Court
Advocacy Service and Emerge Youth and Family
Services located in Orange. In 2009/10 funding was
provided to CTHA/Housing Plus from FaHCSIA to
auspice the Wellington Short Stay
Accommodation Project, which provides
accommodation to families visiting inmates at the
Wellington Correctional Facility.
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
special projects, demonstrating our capacity to meet
more that just the social housing need in the
communities we serve.

Property in Orange
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Chairperson Report ‐ Jim Couper
Another operating year for Housing
Plus has come and gone and once
again it is time for me to comment on
yet another year of outstanding work
and achievement. I wish to report
that Housing Plus has retained its
focus on and commitment to social
justice and it continues to provide appropriate housing
at aﬀordable rental coupled with a high level of
professional service to its tenants.
While it is apparent that the need for community and
aﬀordable housing continues to grow at a rapid pace I
unfortunately have to report that to date the promised
vesting of title from the NSW Government to Housing
Plus has still not occurred. We are confident that it will,
but the delay of 18 months while a new government
has been finding its feet has meant that we have not
been able to proceed as rapidly as planned with our
aﬀordable housing developments.
As our CEO will touch on this and on operational
matters in more detail, I will concentrate on two issues
important to the Board of Housing Plus being
governance of the organisation and future
opportunities.
As for a number of years now, the Board has been
extremely active in the past year with the bedding
down of the still relatively new Housing Plus in terms of
its policies and our strategic plan. 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
rapidly changing future. As a result of this a number of
Directors have attended external training courses to
upgrade and compliment their skills
The two Board Sub‐committees have both worked well
this year in developing and formalising
recommendations for the Board to discuss as a whole.
The Governance Sub‐committee has been instrumental
in keeping our strategic policies up to date and in
helping formalise the way we evaluate our
performance; the Audit and Risk Sub‐committee has
helped shape our risk program 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
ensuring that Housing Plus operates from a quality
improvement perspective while remaining true to its
role of governance and not as just another level of
management.
The Board remains active in ensuring that Directors
have or develop the necessary skills to take Housing
Plus into the future, further complimented by the
purchase of expertise as and when is required.
Looking into the future of Housing Plus, I still see the
same two opportunities noted in my past reports:
The most important is to take advantage of the capital
available from the 288 freehold titles we will hopefully
gain soon. This will primarily go to creating additional
aﬀordable housing either as a developer in our own
right or in partnership with appropriate organisations.
We have already engaged with development
consultancies, builders and with financial institutions
and have purchased some land for aﬀordable housing
to ensure we can hit the ground running.
Next is to expand and diversify our range of social
services, where we see a need not being met by others
and for which we can gain funding, building on our
success with Operation Courage, Emerge Youth and
Family Program and Central West Women’s Domestic
Violence Court Advocacy Program.
In closing my report for 2012, a number of
acknowledgements are necessary, firstly to the current
members of the Board of Housing Plus who give their
time freely and who are continuing to create the new
approach to governance necessary for our new
organisation. We also acknowledge the contribution of
Board Member Ken Crofts who resigned as Treasurer in
2012.
Having left the truly important people to last, I
congratulate the Management and Staﬀ of Housing Plus
on another year of success and monumental
achievement. On behalf of the Board, I thank you for
bearing up under the enormous pressure of what
seems like never ending change and for making
Housing Plus an organisation to be proud of.
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Chief Executive Oﬃcer’s Report ‐ Karen Andrew
I am pleased to report that we have
proficiently concluded our second
year as the entity Housing Plus, a
year in which I can confidently
report outstanding achievement,
excellence in service provision,
successful collaboration and
partnerships with a retained commitment and
focus on quality improvement and compliance.
In recognition of the fantastic work done by my
executive and management teams, the Chief Operating
Oﬃcer and Chief Finance Oﬃcer will provide a report
for each of their Departments to enable them to
highlight the work of their teams and to showcase our
successes.
For two years now I have referred to our success under
the 2010 Nation Building and Asset Ownership Tenders,
whereby we were to be vested by Government
freehold title to 288 properties, following which we
would leverage considerable finance to develop new
social and aﬀordable housing opportunities.

On a more positive note, the significant delays of the
two projects mentioned above provided us with
additional time to prepare for our future in asset
ownership and property development including the
completion of due diligence processes to select our
development and finance partners, further reported in
the Executive Oﬃcer Reports.
We have continued to refine our organisational
structure and processes with the creation of the Chief
Operating Oﬃcer position, resulting in the creation of a
skilled executive team which supports the CEO through
the provision of information and advice in making
proficient and appropriate decisions.
Integration strategies continue to be applied to our Plus
Services to assist with providing staﬀ and clients with a
true sense of belonging to the organisation which is
natural and productive.
Housing Plus has an ongoing priority of continuous
improvement which results in the provision of the best
services possible for our clients. A key development for
us this year has been the implementation of the
CompliSpace Governance, Risk and Compliance
Programs which now enables us to eﬀectively monitor
performance and use technology‐enabled solutions to
maintain our company and regulatory compliance.

Regrettably I must yet again report that vesting has still
not occurred as under a new government, the Land and
Housing Corporation elected to undertake an
independent review of vesting arrangements which
thankfully resulted in a recommendation that vesting
should proceed, with strengthened contractual
commitments and reporting. As of November 2012, we
await advice of completion of vesting but still expect
that this will eventuate in the very near future.

Staﬀ have embraced this new technology and the
benefits it brings them in terms of internal training
programs, an Intranet including a noticeboard as an
eﬀective communication tool and a platform for
accessing all Housing Plus information including
policies, plans, and key statements all in one place.

Whilst thinking about the frustration of delay, I am
required to report that while the transfer of properties
under the Nation Building Economic Stimulus Program
housing in Bathurst were completed on target,
unfortunately in Orange 43 properties were delayed
due to not one, but two construction authorities on the
projects going into voluntary administration.

In addition to this, a significant amount of work has
been done by the Executive Team in developing
appropriate monitoring tools including key
performance indicators and performance measures for
each department within the organisation, in addition to
some specific to the CEO, which are used to monitor
CEO performance directly by the Board of Directors.

This has caused significant delays, in fact for more than
two years since the original scheduled completion
dates, resulting in lost housing opportunities for those
people in housing need, loss of potential income to
support additional housing opportunities and
frustration for my property and tenancy teams who are
forced to deal with the fall out of this delay, for which
we are in no way responsible. Work is now progressing
well on these properties and completion is in sight so
we are hopeful it will be third time lucky.

Our Strategic Alliance with Homes North, Homes Out
West and North Coast Community Housing has been
further progressed this year with the development of a
formal MOU, benchmarking of annual and quarterly
data and the inaugural annual planning workshop at
which each level of governance and management in the
alliance met to discuss how we could work together to
create eﬃciencies and cost savings and the benefits of
regular management meetings for the sharing of
information and support to and for each other.
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As reported by the Chairperson, the Board has
conducted its self review and development processes
to identify any training requirements for Directors to
ensure the Board would have the necessary skills to
govern Housing Plus through its next stages of
development and growth. Board expertise was
enhanced with the inclusion of Director expertise in the
area of construction and property development along
with the purchase of external advice from a local
business transaction broker, engaged to assist the
Board with selection and appointment of both
development and finance partners.
A Boardroom online has been introduced for use by
Board Directors which provides a secure site for
Directors and Executives Staﬀ to access to board
materials, key information and tools designed to
streamline board communications, processes and
procedures. The Board also implemented an
e‐governance policy this year which provides for all
material to be provided electronically rather than in
hard copy, assisting with the reduction of our carbon
footprint.
The Business & Strategic Plan has been reviewed as our
focus changed from implementation of the new entity
Housing Plus to readiness of our future in asset
ownership and development. Scenario Planning and
testing has become appropriate tools used to assist the
company to explore the wide range of options that
could present to Housing Plus and enable us to prepare
for such opportunities.

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 also yours.
I am so very proud to lead the team at Housing Plus and
for our ongoing commitment to excellence and
providing high quality services no matter the barriers
placed in front of us.
We have a strong team of directors, management and
staﬀ that will ensure our success going forward. The
future looks ever exciting and interesting as we
progress our desire for new partnerships, programs,
opportunities for diversity and continued excellence.
In December 2011, I completed 25 years of service to
community housing and Housing Plus which was
celebrated with a surprise gathering for me attended by
Directors, staﬀ and key associates I have known over
the years. I again thank the Board and staﬀ for
recognition of my achievement.
Thank you to the Board of Directors for providing
strong and competent governance, for having vision,
setting the direction and for the commitment and skills
you bring to the organisation. I also thank you for your
guidance and support and the confidence you have in
my leadership of Housing Plus.

Once again this year I served as Treasurer of the NSW
Federation of Housing Board of Directors and also as a
member of the Federation Audit and Risk
Sub‐Committee.
In recognition of the contribution and commitment of
our staﬀ, this year with support of the Board of
Directors, I awarded a staﬀ picnic day to be held
annually on the Friday of the long weekend in June.
Two staﬀ were nominated and approved for reward
and recognition during the year for going over and
beyond their roles, Leonie McGarry from the Bathurst
Tenancy Team and Fionna Griﬃths from the Mudgee
Tenancy Team, congratulations and thanks to them
both.

25 year service celebration for CEO ‐ Karen Andrew

It is now time for thanks, firstly to our community
partners for their commitment to working with us to
ensure together we do everything possible to enable
our clients to sustain their tenancies.
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Chief Operating Oﬃcer’s Report ‐ Vic Cox
Organisation Management
CompliSpace
Housing Plus has placed innovation to
the forefront of our continued
progression, one key area of this
innovation was the creation of an
Intranet system called CompliSpace, and this system is
available to all staﬀ within the organisation. There are
two elements to CompliSpace;
CompliSpace Fundamentals – This element of
CompliSpace provides the organisation with an online
content management system. Allowing all Policies,
Procedures and other formal documents to be available
to all staﬀ. It also gives the organisation total control of
policy content publication, together with the ability to
train staﬀ via the training module and testing process.
CompliSpace Assurance – This element is a secure, online
workflow engine designed to capture, assign, monitor and
control key compliance, risk management and incident
based tasks which include Complaints. CompliSpace
Assurance provides a transparent view of governance
performance and integrating compliance, risk, incident
and strategy management systems.
Website
The organisation commenced work on the new Housing
Plus website in July 2011. The aim was to implement a
new professional site to reflect the change from CTHA to
Housing Plus. The new website contains information
about the history of CTHA and Housing Plus, the
mission, vision and values and the organisational and the
Governance structures. All the services Housing Plus pro‐
vides are included on the site as well as
frequently asked questions and in the near future,
brochures and fact sheets will also be available. Clients
can contact the organisation via the website by
following the links and can also report a repair online.
Integrated IT
Another area of intended progression is to implement a
software system that can incorporate our Tenancy
Services, Property Services and Financial Services under
one platform. To assist with this aim, Housing NSW made
funds totalling $1m available to the housing
association sector to assist the implementation of
appropriate IT systems. The aim of these funds is to sup‐
port housing providers that need access to an
integrated IT system to support current operations and
expand their services to clients.

A Project Group of our Alliance was formed which
contained Housing Plus, Homes North, Homes Out
West and North Coast. The project group are
responsible for appointing a specialist IT consulting
Company to carry out the Business Review,
Procurement and Implementation phases of an
Integrated IT Project.
Following an in‐depth Tendering process, Housing
Information Systems were successful and have been
appointed as the IT project management company.
Key Performance Indicators
Housing Plus prides itself on the performance of its
service teams and the outcomes we consistently
achieve. However, it was decided that we would
implement a formal performance recording process
which would capture the great work that our staﬀ
produce and also use this system to benchmark against
other organisations. A Key Performance Indicator Suite
was developed with staﬀ input at all levels of the
organisation.
The suites are separated into four sections being
Corporate, Customers, Business Processes and
Financial. This suite of Performance Indicators ensures
we achieve the standards of service delivery expected
of us from our clients.
Strategic Planning
We implemented a new approach to strategic planning,
this approach was to involve all staﬀ in the planning
phase, and each team held various meetings to discuss
what strategies their respective teams should
implement, with the aim to achieving particular
Strategic Objectives.
They had to ensure that all strategies were achievable,
relevant and measurable. The outcome was the
development of Team Action Improvement Plans, these
are now a sub section of the main Business plan as it
was deemed important to implement the TAIP’s in
order for staﬀ to maintain ownership over their
workload and also for them to be aware of what they
achieve and how what they do on a daily basis fits into
the organisations Business and Strategic Objectives.
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Organisational Review
An organisational review was carried out during this
reporting period, the necessity was based on two areas,
the first being the changing demand on Housing staﬀ,
and the second was the equal pay case. With the
introduction of the Centralised Maintenance System
and the newly created Financial Assistant position it
was apparent that our Housing Teams focus was now
on Tenancy Management, this resulted in a change in
position titles moving away from the traditional
‘Housing’ titles to the more relevant ‘Tenancy’ titles.
We also took advantage of the review to streamline
other services as well. The equal pay case required all
staﬀ to have the Position Description reviewed to
ensure it is relevant to the roles they undertake. We
carried out this process alongside the review of the
Position Titles. This was carried out in full consultation
with all staﬀ resulting in accurate descriptions of the
roles and tasks that they perform on a daily basis.
Staﬃng
Three new positions were created during 2011 – 2012,
the first being the Finance Assistant position, this was
created to provide valuable assistance to the Finance
and Tenancy Team, the Finance Assistant carry’s out all
the rent rebate and market rent reviews as well as
many other financial related duties. The second
position created was the Chief Operating Oﬃcer’s
position. This position is responsible for the day to day
operational management of the organisation and
reports directly to the Chief Executive Oﬃcer. The last
position was the Property Oﬃcer Maintenance
Position. The primary focus for this position is to
operate the newly implemented Centralised
Maintenance System.

All of Staﬀ Meeting 2012

Housing Plus said goodbye to Felice Flanagan (Housing
Manager, Orange), Marie Maiden (Assets Oﬃcer,
Mudgee), Charlie Mills (Caseworker, Emerge).
We welcomed Vic Cox (Chief Operating Oﬃcer), Charles
King (Finance Assistant, Orange), Stacey Addison
(Property Oﬃcer Maintenance, Mudgee), Gary
McCammont (Property Oﬃcer Assets, Mudgee), Helen
Ferris (Caseworker, Emerge), Kim Oliver (CWWDVCAS),
Katie Townrow (Operation Courage).
Performance Management
We carried out a review of our current Performance
Management processes and introduced a more robust
process , staﬀ now has regular monthly supervisions
where they have the ability to raise concerns, incidents
and work place health and safety issues on a regular
basis.
Also, we reviewed the annual appraisal process and
implemented a new process which places an emphasis
on both the manager and the staﬀ member to carry out
preparation and review of the reporting period. Also
alongside this is a core competency process, which
allows staﬀ to assess themselves against a set scoring
criteria, this has proven beneficial in ensuring staﬀ are
aware of where their performance lies against the
scoring criteria.
Training
Housing Plus places an emphasis on personal
development for its entire staﬀ, we spent around $65k
on training, this includes staﬀ travelling across the
region to attend conferences, networking meetings and
tailored training for specific services. Two members of
staﬀ completed their Certificate 4 in Frontline
Management through the Leadership Management
Australia Program. Staﬀ also attended Cultural
Awareness Training as well as many other locally
sourced training courses.
Client satisfaction
Housing Plus carried out a Client Satisfaction Survey
during December 2011, satisfaction survey forms was
sent out to all clients, the timing of the survey being
December 2011 and very close to the festive period
created an uncertainty to the expected level of
responses. Once the surveys were returned and the
responses collated, we was able to assess the level of
satisfaction amongst our clients for the services we
deliver as an organisation.
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The following list contains a selection of satisfaction
scores;
Response Rate ‐ 20%
Satisfaction with Repairs and Maintenance ‐ 76.25%
Satisfaction with the services provided ‐ 88%
How easy was it to contact the right member of staﬀ ‐
92%
Satisfaction with the Complaints Process ‐ 67%
Satisfaction with Rent Management ‐ 92%
Satisfaction with the written information provided by
Housing Plus ‐ 99%
Satisfaction with the changeover from CTHA to Housing
Plus ‐ 87%
Mudgee Oﬃce Relocation
In November 2011 the Mudgee branch of Housing Plus
relocated oﬃces. Members of the Property Services
team were involved in selecting and designing the
space that we and the Mudgee Tenancy Team now
work in. Clients and staﬀ agree that the new oﬃces are
welcoming, professional and a nice place to work.

Operational Management
Plus Services
Plus services are provided from our oﬃce in Orange,
with the Central Western Women’s Domestic Violence
Court Advocacy Service (CWWDVCAS) also providing
services in Cowra and Parkes/Forbes. They are
managed by the Services & Compliance Manager
Kerry Ann Bertrams; Kerry Ann is also a member of the
Housing plus Senior Management Team.
Emerge Youth & Family Services
Funding for the Emerge Youth & Family Services is
provided by the Department of Human Services,
Community Services. Emerge has been a key stake
holder in addressing youth homelessness in Orange and
surrounding districts for over 23 years being a specialist
24/7 youth service accommodation service.
2011‐2012 has been a successful period for Emerge,
achieving positive change, reaching targets and
retaining skilled, dedicated and motivated staﬀ.
The service welcomed a new Caseworker to Emerge
who has brought an abundance of fresh ideas and
enthusiasm to the team. It is anticipated that this role
will strengthen the case management & outreach
services arm of Emerge, whilst also assisting with the
day to day operations of the service.
The Emerge outreach program provides support,
referral and advocacy for disadvantaged young people
who are 16–24 years old who have a variety of needs,
which includes support whilst living at home.

View as you walk into the new Mudgee branch of Housing
Plus.

Emerge partners with Mission Australia’s Orange Youth
Accommodation Service and Housing Plus’s Tenancy
Services to provide a Transitional Youth Housing
Program ‐ TYHP. This program provides youth support
to young people between the ages of 16‐24.
Emerge places a lot of importance in the nurturing and
development of partnerships with local services that
are sustainable and meet the needs of young people.
Emerge would like to thank Orange Police, Canobolas
High School, Orange High School, Centrelink and
community support services for their support
throughout the reporting period.
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The Emerge property

Orange Community Support & Donations
In the last financial year Emerge has received an
overwhelming amount of support from the local
community. Housing Plus would like to sincerely thank
all the individuals and business for their valuable
contributions, donations and strong support of the
young people and families that the service works with.
2011‐2012 Emerge in Review

Central West Women’s Domestic Violence Court
Advocacy Service (CWWDVCAS)
The CWWDVCAS is funded by Legal Aid NSW and aims
to provide a holistic service which provides women and
children who have experienced or are experiencing
domestic violence, assistance to obtain eﬀective legal
protection from NSW Local Courts through applications
for Apprehended Domestic Violence Orders (ADVOs).
The service also facilitates access for clients to a
network of professional services that can assist them
with their other legal and social/welfare needs.
The service operates in Orange, Parkes/Forbes and
Cowra local Courts. Court Advocates build relationships
with other key partners (such as Police, Local Courts,
legal representatives) in order to gain specialist
knowledge about the systems and services available to
assist women and children experiencing domestic
violence.
This past 12 month period has been characterised by
the changeover of the service being managed by
Housing Plus under a brokerage model with Stronger
Families Central West, to the entire service being
managed by Housing Plus.
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As a result of the focus on stakeholder relationship
building, the service has gained greater recognition in
court by the Court Staﬀ, the Police, the Domestic
Violence Liaison Oﬃcer and Police Prosecutors. Our
success in this regard is reflected in our statistics, with
both interim and final orders increasing significantly
this financial year.

Operation Courage is uniquely diﬀerent in the way it
delivers safe crisis accommodation, it has three safe
houses which are fully furnished house and fitted with a
security alarm.

A focus for the year has been on referral pathways
which has seen a 368% increase in referral made by the
service during the 2011‐2012 financial year.

The service provided safe house accommodation to 15
families during the reporting period, a total of 3667 bed
nights.
Operation Courage
Operation Courage is funded by State and Federal
Government’s under the Special Homelessness Service
Program (SHS) which is managed by Human Services,
Community Services. The service is a community
partnership project which is also supported by the
Orange Police. Operation Courage’s core business is
meeting the needs, preferences and safety concerns of
women (over 18 years), and their children, who are
experiencing/or have experienced, domestic and family
violence in the Orange LGA and Cabonne Shire, NSW.
This year 254 women had contact with Operation
Courage across the range of our services. The service
received a total of 226 referrals from community
service providers. Our clients experienced a smooth
and supportive transition into other services.

Operation Courage also issued 19 Panic Alarms to
clients in addition to the 3 Safe House alarms.
Operation Courage plays an important role in educating
women on domestic and family violence. The service
runs an 8 week workshop called the ‘Great Escape’,
providing current information, resources and support
with domestic and family violence. These workshops
are attended by women who are experiencing/or have
experienced domestic or family violence. Participants
reported that the workshops gave them a better
understanding of their personal situation and how to
empower themselves.
Operation Courage has worked with the Benevolent
Society on the Keeping Children Safe program, worked
with Lands Council Traineeship Program to deliver talks
to Aboriginal men on domestic violence and the eﬀect
on children along with many other information
sessions.
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The service works closely with Orange Police who have
made 158 referrals to Operation Courage during the
reporting period. Orange Police provide a valuable
service to Operation Courage clients with ‘Home Safety
Security Checks’.
On behalf of Operation Courage, Housing Plus would
like to thank Orange Police, Mission Australia,
Aboriginal Lands Council, Benevolent Society,
Barnardo’s, Orange TAFE, the community of Orange
and Cabonne Shire and finally a special thanks our
clients for their courage and determination.
The Wellington Short Stay Accommodation Service
(WSSAS) first opened it doors to guests on 24 April,
2009 and provided short term accommodation to
family and friends visiting inmates at the Wellington
Correctional Centre. The service oﬀered safe,
aﬀordable and family friendly accommodation, a
supportive environment, all meals and staﬀ on hand 24
hours while guests were in residence.
The service was open to guests on Friday to Sunday
nights. The majority of guests staying on Friday and
Saturday nights as they needed to get their children
back to school or they had to return to work.

Tenancy Services
The Tenancy Services Team are based in the three
largest operational areas, these being Orange, Mudgee
and Bathurst, the team are managed by the Tenancy
Services Manager Mimi O’Reilly, Mimi is also a member
of the Housing Plus Senior Management team.
2011/12 has been a very busy year with the continued
handover of units completed under the National
Economic Stimulus Package funding and the continued
implementation of the Housing Pathways common
waiting list across NSW which commenced on 27 April
2010. Pathways is a single housing application system
and a single waiting list for both Housing NSW and
participating community housing providers. From an
administrative perspective Housing Pathways
streamlines service delivery and improves eﬃciency in
a multi‐provider environment through information
sharing and common procedures.
Our property portfolio has increased during this busy
period by almost 6% resulting in Housing Plus managing
a total of 749 properties. Of these 749 properties, 163
are leased from private landlords reflecting the
excellent working relationship maintained with both
real estate agents and owners

While the service was successful, employed local
Aboriginal people, ran without incident and enjoyed
support from the Wellington community, Housing Plus
was unable to secure recurrent funding to keep the
service operational and sadly, the service closed its
doors towards the end of 2011.
Since the service opened, inmates have received visits
from 980 family members, 391 of which were children.

Over the twelve months, 167 new tenancies
commenced plus 64 clients transferred internally to
either replacement properties or properties that meet
the clients changing needs. The rents our clients pay
are reviewed annually and, where rents increase,
clients have been given a sixty day formal notification
of these changes.
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Housing Plus works with a number of support agencies
to assist tenants sustain their tenancies. These agencies
range from mental health teams, youth services,
disability support services and crisis housing
organisations. As at June 2012 support agreements
covered 48 tenancies, which represent 6.5% of all
tenancies.

There has been a steady increase in the amount of
tenancies held by single people over the last three
years, this forms part of our needs analysis when we
consider development potential.

Property Services
The Property Services Team is based in Mudgee and
provide the complete range of maintenance services for
the whole of the Housing Plus portfolio, they are
managed by the Property Services Manager Joshua
Smith, Joshua is also a member of the Housing Plus
Senior Management team.
It has been another fast paced year of significant
change and achievement for the team.
Centralised Maintenance System (CMS)
Housing Plus has implemented a new Centralised
Maintenance System. This involves the Property
Services Team, located in Mudgee, distributing all
maintenance orders from a centralised base.

2011 – 2012 has seen a significant increase in clients
with a Physical disability; we have to take these
increases into consideration when carrying out our
Asset Planning to ensure we meet the needs of all
clients.

Housing Plus benefits by having one point of
maintenance reporting, improved eﬃciency in order
distribution, elimination of duplicate orders, and
consistency in assessment of accounts payable.
Tenants experiencing a speedy resolution of their
reported fault and better value for monies expended.
Water Eﬃciency Program
Last year we embarked on the ambitious task of
upgrading all of our capital properties to meet a three
star water eﬃciency rating. This is in line with new
requirements of the Residential Tenancies Act targeted
at all rental homes in NSW.
The whole program cost $169,928 to deliver and for the
most part was very well received by tenants who have,
like most of us, experienced large increases in the cost
of town water.
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Disability Modifications
During the year we received requests to significantly
modify three properties with accessibility aids such as
wheelchair ramps, widened doorways and hobless
showers. Funding was provided through Housing NSW
and were approved to spend a recoverable total of
$54,451. These upgrades assist our clients and
applicants with severe and profound disabilities to live
independently or with a carer in their own home.

We worked closely with CareWest in preparing
proposals for the centres of Dubbo and Bathurst and
we were successful in securing funding to design and
construct a project in Dubbo. This project will provide
five care places for young Aboriginal clients with severe
and profound disabilities, along with oﬃce and
overnight accommodation for care staﬀ and visitors. A
Project Control Group has been formed and a Project
Manager appointed with completion of this project is
anticipated for June 2014.

Wheelchair friendly hobless shower installation

Maintenance
The day to day work of ensuring we continue to provide
safe, secure and well maintained housing continues as
the main focus of the Property Services Team. During
the year Housing Plus:





Carried out 83 Long Term Asset Planning (LTAP)
Inspections
Spent $668,382.48 on our planned maintenance
program
Spent $607,557.73 on our responsive
maintenance program
Completed over 3,300 work orders

Development
Nation Building Economic Stimulus Plan
By the end of the last period June 2011, 39% of the 188
NBESP dwellings had been handed over to the
management of Housing Plus. During this year a further
38% of the units handed over before the Housing NSW
Project Management Oﬃce began to experience
significant delivery issues completing the remaining 43
dwellings in the program, the three incomplete projects
are now being managed directly by NSW Public Works
and delivery is anticipated before the end of 2012.
Supported Accommodation Innovations Fund (SAIF)
This was an opportunity that came up during the year
to partner with CareWest in tendering for funding to
build a group home with innovative inclusions and
design features.

One of the concepts worked up for the SAIF Project Dubbo.

Denison Street Community Partnership Project
This year, the successful and proven Partnership
between Housing Plus and TAFE Western College
recently delivered its fifth construction project in
Central West NSW. Also supported by Community
Housing Division, this latest project comprises a duplex
of two bedroom villas in Mudgee.
The project demonstrates the commitment of Housing
Plus to engage with our communities and build
community capital through flexibility, partnering,
education and learning. The local building
pre‐apprenticeship students of 2011 and 2012 have
gained valuable real life work experience on the Project
and now have something to look back on with pride.
This is the first exposure to a Not‐For‐Profit Community
Project for many of the young people involved, and
Several commented on the good feeling that comes
from this type of work.
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We hope this is something they can now take forward
with them into their working lives.
Working closely with Community Housing Division the
Project has also contributed to the de‐concentration of
an existing housing estate in Mudgee and has been
delivered at a significantly reduced cost when
compared with that of a conventional construction
contract. In addition each dwelling is wheelchair
accessible including such features as hobless showers
and adaptable kitchens allowing a wider range of
tenants to ‘age in place’.
Low maintenance design features include hard floor
surfaces to all living areas and no externally exposed
painted surfaces.

National Rental Aﬀordability Scheme (NRAS)
In October 2011 the organisation was awarded a
reserve allocation of 53 NRAS incentives. Work has
been progressing ever since to finalise our plans to
build Aﬀordable Housing in Orange, Bathurst and
Mudgee. This strategy is tightly linked to our
commitments to leverage new assets from property
titles still yet to be vested into Housing Plus.
It has been diﬃcult to progress these projects due to
the uncertainty surrounding the new Liberal
Governments review of the whole title vesting
program. Housing Plus has taken several large steps in
preparation for the all clear to proceed with our
building plans. These includes the:


Tenants will also benefit from environmentally friendly
features including full wall, floor and roof insulation and
rainwater recycling to toilets and gardens.



Purchase of a site in George Street Mudgee
suitable to deliver the majority of our
commitment to Mudgee
Identification of substantial Building and Project
Management companies capable of delivering
our projects in the central west, and a due
diligence report short listing preferred partners

Guests arriving for the Denison Street Project Handover ‐ May 2012
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Aﬀordable Housing concept plan for the George Street site in Mudgee.






Identification of our preferred development
partner, Rawson Homes
Due diligence and identification of our preferred
banking partner for the projects.
Preliminary land searches in Bathurst and Orange
and identification of opportunities there
Development of concept plans for the Mudgee
site and community consultation with
surrounding owners and residents.
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Chief Financial Oﬃcer’s Report ‐ Kevin Laughton
Financial Summary
The annual turnover for Housing Plus
in 2012 was $8.436 million ($7.24
million in 2011). The growth in the
property portfolio from the Nation
Building Economic Stimulus Package properties was a
major factor in this increase. 2012 Net Surplus from
operations was $1.247 million ($1.006 million in 2011)
which is a pleasing result considering the increased
costs for additional staﬃng, insurances, rents on
leasehold properties and property maintenance.
Our Plus services programs, namely Emerge Youth and
Family Services, Operation Courage, Central West
Women’s Domestic Violence Court Advocacy Service
and Wellington Short Stay Accommodation Service, all
performed exceptional well, operating within budget.
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 2012 with recurrent
funding enabling these valuable programs to continue
to meet the needs of the community and clients.
Unfortunately the Wellington Short Stay
Accommodation Service was unable to secure recurring
funding and surplus funds from prior years allowed the
service to operate up to October 2011 following which
the service was closed.
Donations
As Housing Plus has DGR status, donations can be made
to the organisation. We thank the following businesses
for their donations:
AGL ‐ Financial Donation to Emerge Youth & Family
Services
Newlife City Church ‐ Financial Donation to Emerge
Youth & Family Services
Streetsmart ‐ Financial Donation to Emerge Youth &
Family Services
Zonta ‐ 2 Financial Donations to Operation Courage

Information Technology
The use of Skype within Housing Plus has increased
productivity with the ability to conduct meetings
between oﬃces without the need for travelling.
Housing Plus will continue to utilise the benefits of
Skype with external organisations and networks.
Business Network Solutions have a strong presence in
the Housing Sector and provide remote IT support to
Housing Plus. In the coming year we will implement
strategies to move to a remote back up system,
requiring significant expenditure on server upgrades
but ensuring we are well prepared for implementation
of an integrated software systems when the most
suitable product is identified that is capable of meeting
all our needs, is aﬀordable and can consolidate the
functions the three programs we currently use.
Finance Modelling and Partner
A property development cashflow model was
presented to the Board and financiers incorporating the
development projects proposed in Bathurst, Mudgee
and Orange. These developments will create new
‘Aﬀordable Housing’ properties for Housing Plus and be
supplemented by the National Rental Aﬀordability
Scheme in which Housing Plus was awarded 53
incentives.
As Housing Plus moves into debt and leveraging, JPA
Business was engaged in a two step process of
obtaining ‘Expressions of Interest’ and an ‘Indicative
Letter of Oﬀer’, Of the six financiers approached, we
have shortlisted two and will a final decision will be
made following consultation with the Audit And Risk
Sub‐committee and the Board.
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.

Net profit

2012

2011

Cash at end of year

$6.759m

$6.099m

Retained profit

$7.377m

$6.129m

Rent arrears

1.29%

1.07%

Market rent loss to vacancy

0.91%

1.04%

Ratio of staﬀ to lettable properties

1:37

1:40.7

FTE’s

20.21

17.42

Financial Report Card
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Housing Plus has operated under the SCHADS Award
since July 2010 which is impacted by the equal pay
decision which takes eﬀect on 1st December 2012. In
April this year, all staﬀ were consulted and reclassified
within this award which moved from six classifications
to eight.
General
The development of the Finance Team KPI suite, allows
monitoring and tracking of key financial ratios and
performance measures on a monthly basis. The data
collated allows for internal monitoring as well as
benchmarking Housing Plus against other providers
within the sector.
The Finance Team expanded in August 2011 where
Charles King joined the company as the new Finance
Assistant. This new position is full time and involves
many of the finance related tenancy tasks previously
performed separately within each branch.
I would like to acknowledge the support of the Board,
the CEO, management teams and staﬀ who have
assisted over the past year in ensuring timely reporting,
adopting new forms, and enhancement of the monthly
management reports. Thanks you also to Mid‐Western
Regional Council, Orange Crisis Accommodation Service
and Veritas House for the ongoing agreements which
enable Housing Plus to provide additional housing for
members of the community.
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