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Housing Plus is unique within the NSW Community Housing 
Sector as we offer an integrated service model of Community 
Housing and Community Services across Regional NSW. We 
provide a range of accommodation services and community 
programs that support both our tenants and individuals within 
the communities in which we operate. We believe that safe, 
secure housing is the foundation for improving the quality of 
an individual’s life and creating vibrant communities, with better 
outcomes for our tenants and clients alike.

OUR VISION
Thriving 

people, vibrant 
communities.

OUR MISSION
To empower people 
and communities 
through affordable 
accommodation, 
integrated support 
services and achieving 
social justice.

OUR VALUES

EMPOWERMENT
To respect our stakeholders 
and provide quality  
client care and services 
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 
and are leaders within the 
sector.

DIVERSITY
To be an organisation committed  

to diversity and equality  
by delivering  

ethical, non-discriminatory  
and culturally aware services.



Experienced in our field – We have 
been operating for over 30 years in 
Regional NSW

A Tier 1 Registered Community Housing 
Provider based and operating in 
regional areas

A registered NDIS provider  
(Specialist Disability Accommodation)

An accredited Specialist 
Homelessness Service (SHS) 
provider 

A recognised leader within the 
domestic and family violence (DFV) 
sector in NSW 

Leading innovations in service 
delivery and provision of affordable 
housing

A provider of the Initial Transitional 
Service

A provider of support to clients to 
access education, training and work 
opportunities

Leading on the largest regional 
affordable homes building program in 
Regional NSW

Committed to improving social 
outcomes and wellbeing for our 
customers 
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Housing Plus is a leading outcomes focused 
housing and community services provider who 
has been operating in Central and Far West 
regional NSW for over 30 years. 

Last year saw the completion of our 2019-2021 
Strategic Plan and a number of notable achievements. 
Housing Plus was selected to build and manage 280 
new social and affordable homes across the Central 
West. This program, one of the largest regional house 
building programs, is currently ahead of schedule and 
will be completed in 2022. It brings much needed 
affordable housing to the Region. More affordable 
housing remains a priority as the unmet demand for 
housing continues to grow in Regional NSW. 

We also completed The Orchard in Orange. This is the 
first NSW domestic family violence accommodation 
and service facility built using “core and cluster” 
design principles. The approach supports greater 
independence for clients and builds resilience. We 
remain committed to expanding accommodation for 
victims of domestic abuse across the Region and is a 
priority for our future. Last year also saw a number of 
other important achievements including the expansion 
of the Women’s Domestic Family Violence Court 
Advocacy Service which we now provide across the 
Central and Western regions. We will also introduced 
a new men’s behavioural change program, Commit 

and Change. We hope to expand the delivery of this 
service over the coming years. 

We also completed a number of investment programs 
to improve the energy efficiency of the properties. 
Its important as energy costs rise that we seek ways 
to minimise the impact on our tenants. All our new 
properties are built to a very high energy efficiency 
standard and we are actively retro fitting our existing 
stock with new energy efficiency measures.

In preparation of the next Strategic Plan the Board 
and Leadership Group undertook a comprehensive 
review of our operating environment. I would like 
to thank our stakeholders for engaging with us and 
completing our stakeholder survey? This helped 
inform our priorities and risks as well as inform how 
we can improve our communications. 

The priorities that we have agreed for the next 
3-year build upon the same three strategic aims of 
Impact; Culture, Customer Experience and Reputation 
and Effectiveness. We have retained these and the 
Outcomes Framework that we will measure our 
success against from the last Strategic Plan. As before 
using the same format we have identified 9 Strategic 
priorities to achieve these 3 Strategic Aims which are 
detailed in this Plan. 

We will continue during the next Strategic Plan to seek 
new ways to provide a range of accommodation; crisis, 
transitional, social, affordable, private and disability 
to meet the diverse needs in our communities and 
provide a range of wrap around support services 
to sustain tenancies and provide access to services 
that empower our tenants and clients to reach their 
full potential, including exiting social housing into the 
private rental market or home ownership.

The Strategic Plan is ambitious, it seeks to have 
positive impacts in the communities across regional 
NSW. To achieve these objectives we will continue 
to seek alliances and collaboration from our partners 
that share our vision and values. Can I thank the many 
partners that support our work and on behalf of the 
Board and Executive thank you for your continued 
support and we look forward to working with you in 
the future.

An introduction to  
Housing Plus from the  
Chair of our Board, Brad Cam 
and CEO, David Fisher

BRAD CAM - CHAIR

BRAD CAM - CHAIR                  DAVID FISHER - CEO

DAVID FISHER - CEO
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Our organisation is focused on improving a range of social outcomes and improving the wellbeing of our 
customers. Aligned to our vision and values and based upon consultation with stakeholders, we have 
identified 3 Strategic Aims supported by 9 strategic priorities for Housing Plus, across the next three years.

The 9 Strategic Priorities 
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During 2020, Housing Plus undertook a review of our existing strategic plan and surveyed its key 
stakeholders on the alignment of our objectives with their expectations, the impact the organisation was 
achieving and the priorities and risks that it faces in the future.  The outcomes that we are seeking 
to achieve for each of our Strategic Priorities are listed on the following pages. We have adopted an 
Outcomes Framework to measure the impact of our Strategic Plan, the details of this framework are on 
Page 12.

We thank our stakeholders for engaging with us in the development of this strategic plan and look forward 
to working together to achieve its objectives.

The Development of our Strategic Plan

Our Planning Approach

adopting the 
Australian 
Business 

Excellence 
Framework 
principles

analysis of 
current and 

emerging 
markets

face to face 
meetings  

and surveys

to support our 
three-year 

strategic aims

for Board 
members  

and Executive 
(with Facilitator 

Alison Plant)

and Risk 
Registers, 
KPI’s were 

reviewed and 
incorporated

INTERNAL 
ENVIRONMENTAL 

SCAN

EXTERNAL 
ENVIRONMENTAL 

SCAN

STAKEHOLDER 
AND CUSTOMER 
CONSULTATIONS

DEVELOPMENT 
OF  
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FINALISATION 
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THE 9 PRIORITIES

IMPACT

Vibrant Communities
We will create a safe and secure place that connects vulnerable people with service 
providers, creates a sense of place and meets their needs, contributing to vibrant 
communities in which people wish to live.

1

How will we succeed? Outcome for Customers

•  We will sustain 
tenancies

•  We will contribute 
towards 
strengthening and 
healing Aboriginal 
communities

•  We will contribute 
to stronger, safer 
and connected 
communities

•  We will contribute 
to pride of place, 
and a better physical 
environment

•  We will provide quality 
housing that meets the 
needs of our customers

•  The Orchards: We will 
open specialised core & 
cluster accommodation 
for women escaping 
domestic and family 
violence in Bathurst, 
Dubbo and Mudgee

•  2.2  Increased sense 
of personal safety

•  2.3  Improved customer 
satisfaction rating

• 2.5  Improved 
neighbourhood 
satisfaction

8

The Housing Plus Board and Leadership Group 
have developed our next three year strategy 
using the aforementioned strategy development 
approach. The strategies are outlined in the 
following pages focus our strategic aims with the 
expected outcomes for our customers linked to 
our Outcome Measurement Framework on page 12.
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Increase access to Social and Affordable Housing 
We will seek to develop new sustainable accommodation models that provide a range of 
affordable housing solutions with wraparound support services in regional areas.

3

How will we succeed? Outcome for Customers

•  We will understand 
the housing markets 
we operate in 
and the need for 
affordable housing

•  We will develop new, 
sustainable funding 
models to support 
the supply of new 
affordable housing

•  We will expand 
our ‘housing first’ 
service model to new 
regional areas

•  We will develop new 
pathways to exit social 
housing into longer 
term housing

•  We will develop new 
models to prevent 
homelessness 
and provide DFV 
accommodation

•  1.1  Increase sustainable 
transitions from social 
housing into private 
market

•  1.4  Reduce number of 
“opportunity” clients 
who enter social 
housing

• 2.4  Increased access to 
social & affordable 
housing 

•  4.1  Acessed support 
services

8

Thriving People
We will expand, diversify and enhance our services to achieve improved social outcomes for 
vulnerable people in regional areas.

2

How will we succeed? Outcome for Customers

•  Our service model 
will develop and 
expand the range of 
wraparound services 
to support our 
vulnerable customers

•  We will work 
to reduce 
homelessness, 
domestic and 
family violence, 
and reoffending

•  We will develop new, 
sustainable service 
models that achieve 
greater quality of life 
and independence 
for vulnerable people 
facilitating access to 
education, employment 
and health services

• 2.2  Increased sense of 
personal safety

•  3.1  Engaged in education

•  3.4  Increase employment 
rates for customers

• 4.4 Improved wellness

8
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THE 9 PRIORITIES

CULTURE, CUSTOMER EXPERIENCE & IDENTITY

Culture
Our organisational culture will reflect our values, and will strengthen our performance and 
accountability.

4

How will we succeed? Outcome for Customers

•  We will improve 
overall employee 
satisfaction with 
Housing Plus as an 
employer of choice

•  We will define and 
adopt a common 
culture across the 
organisation

•  Our culture will 
drive customer 
satisfaction and service 
improvement

•  We will attract and 
retain quality staff in 
line with our Values 
and Organisational 
objectives

•  2.3  Improved customer 
satisfaction rating

• 5.1 Employees feel engaged

•  5.4  Best practice

8



9.     Housing Plus — 2021-2024 Strategic Plan 

Research, Inform and Develop Policy Practice 
We will research, develop and inform policy and practice and raise awareness to better 
address housing, social and economic issues affecting communities in regional Australia by 
having a clearer position and more proactive approach.

6

How will we succeed? Outcome for Customers

•  We will better 
understand our 
communities, their 
needs, how they access 
services and review the 
role of Housing Plus to 
better meet their needs

•   We will develop 
solutions to the 
problems of 
homelessness, DFV & 
affordable housing in 
regional Australia

•  We will inform public 
policy debate in an 
objective, constructive 
manner

•  We will be the national 
‘thought leader’ within 
the DFV sector through 
the core and cluster 
model

•  We will maintain 
and develop local 
collaborations 
and organisational 
networks

•   Our brand will reflect 
our vision and attract 
our customers

•  2.3  Improved customer 
satisfaction rating

•  5.3  Advocacy and 
representation

• 5.4 Best practice

8

Customer Experience
We will delight our customers.

5

How will we succeed? Outcome for Customers

•   Our services will be built 
upon understanding 
of the range of needs 
of our customers and 
communities, and 
delivering services or 
connecting customers 
with service providers to 
meet those needs

•   Customers will 
experience consistent, 
high quality customer 
experience

•   Our employees will be 
flexible and able to 
respond to a variety of 
customer needs

•   Our customers will have 
a range of opportunities 
to participate in the 
delivery of services

•   We will communicate 
in a range of effective 
ways reflective of our 
customer’s preferences

•   We will be transparent 
and accountable to 
our customers and 
stakeholders

•   2.3  Improved customer 
satisfaction rating

• 3.5 Customers feel engaged

8
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THE 9 PRIORITIES

OPERATIONAL EFFECTIVENESS

Policies and Processes
We will continue to standardise, simplify and embed our policies and processes so that they 
are effective, clearly understood and applied across all levels of the organisation.

7

How will we succeed? Outcome for Customers

•  Our employees will 
be supported and 
developed to deliver 
services that delight 
our customers

•  Our policies, 
procedures and 
frameworks will be 
current and reflective 
of our customers’ 
needs, and will be 
relevant, standardised, 
simple and embedded.

•  We will further 
improve our 
governance and 
risk management 
systems

•  2.3  Improved customer 
satisfaction rating

• 5.1 Employees feel engaged

• 5.4 Best practice

8
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Finance
We will manage our operations efficiently and in a financially sustainable manner using 
contemporary financial management tools.

9

How will we succeed? Outcome for Customers

•  We will meet or 
exceed our ‘Golden 
Rules’, the key 
financial ratios 
used to measure 
the financial 
sustainability of the 
organisation

•  We will provide 
value for money for 
our customers and 
stakeholders

•  2.3  Improved customer 
satisfaction rating

• 5.2 Financial sustainability

• 5.4  Best practice

8

Information and Communication Technologies
We will continue to invest in our ICT to maintain and improve the sustainability and operations 
of the organisation.

8

How will we succeed? Outcome for Customers

•  Our ICT strategy 
will be relevant to 
the vision of the 
organisation

•  Our ICT systems will 
be cost effective and 
support effective 
processes and 
customer service 
outcomes 

•  Our ICT Strategy will 
support and protect our 
organisation against 
cyber attack

•  2.3   Improved customer 
satisfaction rating

•  5.2  Financial sustainability

• 5.4  Best practice
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Housing Plus has adopted an outcomes-based 
framework to measure the impact of its 
Strategic Plan. Using the Australian Social Value 
Bank, program evaluations will be undertaken 
to measure the social impact of some of our 
services.

We established 22 measures that reflected our 
vision and mission, and the Premier’s priorities 
for housing, child protection, domestic violence 
and homelessness. Following the identification of 

the outcomes, we determined data sources and 
methods of collection as well as measurement 
and then created survey and reporting documents 
to support these processes. The Outcome 
Measurement Framework was rolled out across 
the entirety of our services in January 2018 and 
is now fully integrated into our operations. The 
development and implementation of the Outcomes 
Measurement Framework has provided improved 
visibility into the effectiveness of our programs and 
services, with the ability to benchmark internally 
and externally. 

Creating an Impact: Measuring Outcomes

PROGRAM EVALUATIONS

OUTCOMES 
The changes 
experienced by 
customers

CLIENT 
OUTCOME 
INDICATORS
Measure 
the changes 
experienced by 
customers

PROGRAM 
EVALUATIONS 
Provide evidence 
on why change 
has or has not 
occurred

THE OUTCOMES MEASUREMENT FRAMEWORK

BUSINESS 
SUSTAINABILITY

1.1 Increase sustainable 
transitions from  

social housing into 
private market

1.2 Increase people 
exiting homelessness 
services into stable 
accommodation

1.3 Reduce number 
of children who 

grow up and stay in 
social housing

1.4 Reduce number 
of “opportunity” 
clients who enter 

social housing

INCREASE HOUSING 
INDEPENDENCE

2.1 Improved condition 
of social housing 

property

2.2 Increased sense  
of personal safety

2.3 Improved 
customer satisfaction 

rating

2.4  Increase access 
to social &  

affordable housing 

2.5  Improved 
neighbourhood 

satisfaction

MEETING HOUSING 
NEEDS

3.1 Engaged  
in education

4.1 Accessed 
support services

5.1  Employees feel 
engaged

3.2  Improved job 
readiness 4.2  Improved 

overall health
5.2 Financial 
sustainability

3.3  Reduced  
crowding

4.3
Feel in control

5.3  Advocacy and 
representation

3.5  Customers feel 
engaged

3.4  Increase 
employment

4.4 Improved 
wellness

5.4  
Best practice

ABILITY TO TAKE 
ACTION TO OBTAIN 

SUPPORT WHEN 
REQUIRED

ACHIEVING 
PERSONAL GOALS



HOUSINGPLUS.COM.AU

1800 603 300

@HousingPlusAU

housingplusau

@HousingPlusAU

Housing Plus respectfully acknowledges the 
traditional custodians of the country on which we 
work, and is committed to building relationships, 
respect and opportunities with First Nations people. 


