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Maree McKenzie – CEO 

CHRISTMAS MESSAGE FROM CEOCHRISTMAS MESSAGE FROM CEOCHRISTMAS MESSAGE FROM CEO   

Homes North Website 

www.homesnorth.org.au 

Emergency after hours call centre 

1300 662 721 

The Offices of Homes North will 

be closed for the Christmas 

break from                                

Friday 25th December 2015 

and reopen on                     

Tuesday 12th January 2015 

 

 

 

 

 

I  bet you are all wondering, like I am, 

how it got to this time of the year again 

so quickly! 

..And because life can get so busy all the 

more reason to slow down and appreciate 

friends and community at Christmas time. 

So be sure to check out our Christmas 

party dates in your area (see page 5). 

On the topic of tenant gatherings, it has 

been wonderful to watch the activities of 

various tenant groups gather steam over 

past months. Positive activities by 

residents show your strengths and 

undermine the negative, sensationalist 

news stories about social housing. I would 

like to thank our tenant group members 

across the region for all their efforts and I 

have to admire your keenness, generosity 

and enthusiasm. I would also like to say 

thank you to tenants who have been open 

in sharing their stories both in our 

newsletter and in our annual report. These 

stories again show that our tenants make 

valuable contributions to our communities, 

often at the same time overcoming 

significant odds. 

Be sure to check out our annual report for 

2014/15 on our website, or ask at our 

front counters for a copy.                           

 

 

 

 

 

 

The report tells you what we have 

achieved throughout the year and how 

we are progressing against our strategic 

plan.  

Thank you to all tenants who completed 

our tenant satisfaction survey this year. 

Please be sure to read the results on page 

3, including competition winners. If you 

didn't complete the survey this year 

please reconsider when it comes around 

again next year. We use the results of the 

survey to improve our services and plan 

priorities for the coming year, so it’s 

important we hear from lots of you.  

And finally…. Enjoy the festive season! 

Happy Christmas and be positive about 

the possibilities of a New Year. 

Maree 

 

 

 

 

 

 

 



 

 

HOMES NORTH & YOU 
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I  was a women who lived under the tyranny of Domestic Violence. My 

value and self esteem was incredibly low. I felt useless and trapped. At 

the same time, I felt hopeful that the relationship might get better—it never 

did! One day after another abusive experience, I decided I had enough. I 

thought to myself I deserved better than this and my children deserved 

better and they did not need to live in fear. Something began to change in 

my life and I decided to seek help from a variety of service providers.   

It was hard to walk away, in fact one of the most difficult decisions I had to 

make, but my new found determination kept me pushing forward and with 

it came an additional sense of belief in myself. I wanted to be a good role 

model in my children’s lives and to show them they can have a better life.  

I wanted to teach my sons about  respecting women and  communicate to 

my daughters that it is unacceptable to be treated with such disrespect.  

Although I had moments of calmness working in my garden and when I 

exercised, they were only moments.   

As a single parent on Centrelink benefits and with income coming from a 

part-time cleaning job I found I needed to be frugal in my spending. I 

completed a Lifeline course and I became a telephone counsellor. It was 

while I was at the Lifeline office I became aware of a traineeship on offer 

from the Hunter Valley Training Company. However, I did not know the 

company where the traineeship would occur.   

I made it through my first interview and a short while after my second  

interview I was offered the traineeship with Homes North.   

 

                   

During the year I was asked to do a 

Certificate III in Business. Included 

in this certificate was a few units in 

Social Housing. I enjoyed my time 

at Homes North but knew it was 

only a traineeship for one year.  

However, a full-time position was 

advertised at Homes North for a  

Housing Officer. I applied and was  

successful.   

As a mother of 4 children, I feel 

secure in my position. It has built 

my self esteem and my  confidence 

has grown. I have a deep respect 

for my working colleagues and I 

experience from them a profound 

sense of appreciation and value. Although I enjoy the responsibilities of 

being a mother, having a full time job give me a purpose other than 

homemaking. The work is incredibly enjoyable and it has taught me that if 

you really put your mind to something you can achieve it. Having a great 

workplace provided me with an awesome support structure where I feel 

safe and valued. I love my job and enjoy assisting tenants. I appreciate 

their  experiences and working with them is a delight. 

Domestic Violence Line 1800 656 463 / TTY 1800 671 442— 24/7 

                   NEW HOUSING OFFICER SHARES HER STORY  

Above:  Jodie McNamara 

DID YOU KNOW: 

Individuals have the right to access any personal 

information Homes North holds about them. Requests for 

access to personal information are referred to our Privacy 

Officer who will consider each request on its individual 

merits. There are some limited exceptions to this right of 

access including where access would:- 

(1) Be unlawful and pose a serious threat to the life or 

health of another individual. 

(2) Unreasonable impact on the privacy of others and 

requires us to disclose evaluative information in    

connection with a commercially sensitive matter. 

(3) Be considered frivolous or vexatious; or involves   

legally privileged information during legal                

proceedings. 

(4) Adversely impact an investigation into unlawful     

activities. 

Where a request for access to personal information is made 

Homes North will respond within a reasonable time.  If    

access is denied Homes North will give written notice and 

the reasons for the refusal and the mechanisms available to 

complain about the refusal.  The Privacy Act allows Homes 

North to impose a charge that is designed to cover costs but 

this will be disclosed to the individual upfront. 

WHAT TO DO: 

When leaving a tenancy there are a few requirements a       

tenant needs to do. 

(1)  An “End of Tenancy form” will be given to tenants to fill 

out. 

(2)  When a tenant plans on vacating their Homes North 

property, they must give 21 days notice in writing.  

(3)  For a full return of the Bond, the premises must be 

returned in accordance with the Condition Report.  

However, Homes North will take in to account fair wear 

and tear. 

(4)  The Housing Officer and tenant will make a joint 

inspection of the premises, using the Condition Report, 

on the vacation date if possible. 

(5)  The Housing Officer will inform the tenant if        

deductions from the Bond are required. 

(6)  The refund of Bond form will be completed and  

returned to the Rental Bond Board. 

(7)  The tenant must return all keys. 

(8)  An “exit” interview will occur. 



 

 

TENANT SURVEY 

89% 

Results of  the 2015 Tenant Survey 

Homes North greatly values the opinions of our tenants which is why 

every year we ask you to complete our Tenant Satisfaction Survey—your 

feedback tells us what we are doing well, and areas of our service that 

we need to improve on.  

This year 256 of you, or 25%, completed our survey between the middle 

of August and the middle of September, and this is what you said: 

78% 

94% 

64% 

86% 

88% 

82% 

Overall Satisfaction with Housing Services 

Overall Satisfaction with Repairs 

Overall Satisfaction with  

Property Condition 

Overall Satisfaction with Complaints 

Overall Satisfaction with Neighbourhood 

Overall Satisfaction with Communication 

Overall Satisfaction with  

Tenant Engagement 

Homes North is very proud to have again exceeded the industry standard 

benchmarks in every category when compared to other Community 

Housing providers across the country. 

The four areas where our results are well above industry standard are: 

Complaints, Property Condition, Tenant Engagement, and Communication. 

 

WINNERS OF THE TENANT SURVEY 

$100 GIFT VOUCHERS 

Thank you to everyone who completed our Tenant Satisfaction Survey in 

2015, we appreciate you taking the time to tell us how we can deliver a 

better service to you. As one of our main feedback channels between 

tenants and Homes North, we hope that many more of you will see the 

benefits in completing the survey in 2016.  

Congratulations to the following winners of the $100 gift vouchers:  

ARMIDALE : Jayson O’Hara, Mr K. Styles, Murray Thomas 

GLEN INNES: Alexander Edgar Ross, Nichola James, Georgina Whitfield 

GUNNEDAH: Marie Condran, Danny Hubbard, Teresa McGrady 

INVERELL: Dorothy Finn, Grace Forte, Brett Womersley,  

TAMWORTH: Garry Raymond Angus, Milton Goff, Dawn Wheeler,  

TENTERFIELD: Amy Beesley, Kerry Riley, Melissa Smith 

 

The Top 3 Priorities for Improvement 

The top three priorities for service improvement from the 2015 survey 

results, which will be incorporated into our Operational Plan for next year 

are: Repairs and Maintenance, Neighbourhood and Complaints. 

Repairs and maintenance—while our results were good (78%) when 

compared to others, you have told us that this is your area of top priority. 

With 14% of you saying you are dissatisfied with our repairs and 

maintenance service, we know it’s important to you that we do better. 

Some of your criticisms about  our repairs and maintenance service were: 

1) Contractors showing up without calling first 

2) Taking too long for repairs to be completed 

3) Confusion about what maintenance is Homes North responsibility and 

what are tenant responsibilities 

Strategy:  

1) Part of the reason Contractors have been showing up without calling 

first is that we do not have current phone numbers for many of you, so 

we will soon start asking you to confirm your phone number when you 

ring up or visit a Homes North office. If you know that we don’t have 

your correct phone number, please let us know so that we can update 

our records.  

2) If a Contractor is unable to contact you to arrange access, many times 

your job will be pushed back and they will attend to those people that 

they can contact—this will result in a delay in service, particularly if we 

only have one of a particular contractor type, such as an electrician. 

(refer to strategy 1 above) Where this is the case Homes North will 

endeavour to get extra contractors of this type in each town in an 

attempt to reduce delays. We will also publish our repair time frames 

in an upcoming edition of the newsletter so that you know what 

expectation, we set for ourselves and our contractors, for repairs and 

maintenance to be completed. 

3) We received some criticism for not completing maintenance requests 

that are not the responsibility of Homes North, for example the 

cleaning of gutters, wood heater flu’s and pruning of trees are tenant 

responsibilities. We will clarify these responsibilities in another edition 

of the tenant newsletter. 

Neighbourhood: 17% of you told us that your neighbourhoods have 

declined; with noisy neighbours and drunk or rowdy behaviour being your 

top two concerns. We will remind everyone of our Community Wellbeing 

Policy by including it in an upcoming edition of our newsletter, so that 

expectations of both tenants and Homes North are made clear. We also 

feel this is an area where our Tenant Participation Groups may be able to 

provide advice on strategies to overcome these issues—so if you have a 

good idea and want to have a say, please go along to your local Tenant 

Participation Group. (Contact your Tenant Participation Officer for details 

of up coming meetings.) 

Complaints: even with satisfaction levels for our complaints service 

being 64%, which is 12% above the industry average, we know that this is 

the area with your highest levels of dissatisfaction. Improving the 

management of our complaints has already commenced and will continue 

to be a priority area for us to work on over the coming year.  
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DOLLS FOR DEMENTIA SUFFERERS 

K aren Jurd has been a tenant of Homes North since 2008. 

She is a woman who loves to give any type of craft a go, 

but over the last twenty years she has developed the very 

specialised skill of making beautiful heirloom, one of a kind, 

life-like dolls.  

Karen has always challenged herself to see what she is capable 

of doing and her passion and pride in what she does is clearly 

visible in the exquisite quality and realism of the dolls that she 

creates.  

“Making dolls helps me relax and reduces any anxiety I 

experience,” Karen says, “and these heirloom dolls can be 

passed down from generation to generation”. 

Recently Karen was approached by Uniting Care to make dolls 

for some of their clients who suffer from Alzheimer’s disease. 

There has been some research involving doll therapy which 

has shown repeatedly that dolls can soothe and comfort 

people with dementia. Apart from this calming effect on 

dementia sufferers, other observations have included a 

reduction in wandering, increased communication and 

improved speech. Some caregivers involved in the research 

felt that the effect was the result of the individuals having a 

sense of purpose or focus which was provided by the need to 

care for the doll. 

Karen was keen to use her doll 

making talents to assist dementia 

sufferers in this way. She makes very 

little profit from her dolls; considering 

her work a labour of love and a 

chance to do something meaningful 

for others. The dolls she supplies to 

Uniting Care come with a birth 

certificate, care instructions, a second 

hand-knitted outfit, bunny rug, toy 

brush and comb and a bottle.  

Above: Karen Jurd at work making her dolls.   

OUR STORIES 

 

THE GIFT OF GARDENING 

A  spectacular garden grows in one of the most challenging 

streets of Gunnedah and it is all due to a remarkable 

woman called Lorraine Smith.   

Having been a tenant with Homes North for more than seven 

years, Lorraine has used this time to develop a beautiful 

vegetable garden and a place of peace in her back yard. Her front 

yard is full of colour and charm which helps to brighten up her 

street. Lorraine says she enjoys the outdoors and seeing plants 

grow gives her a sense of pride and happiness; gardening also 

assists to eliminate boredom and helps her to relax.   

Originally coming from a farming property she has carried her 

love of gardening in to town with her, starting with a vegetable 

patch first.  Lorraine says, “Having vegetables saves me money 

and growing my own is much healthier”. Well on the way to 

being self-sufficient, Lorraine also has a small hen house where 

she keeps three chooks.  She makes good use of their manure on 

her garden and she gets the added benefit of also enjoying their 

fresh eggs. 

One would think Lorraine had enough to do with maintaining her 

garden, but she has also started propagating plants so that she 

can give them out to people in her 

community for free. She does this as a 

way of sharing the joy of plants and 

encourages others to find the 

therapeutic benefits of gardening. 

Lorraine’s gardening efforts not only 

help her to maintain her own health 

and wellbeing, but she also 

contributes to beautifying her 

neighbourhood. And now with her 

propagating endeavours she will be 

spreading these benefits to her 

community one plant at a time. 

Above: Lorraine Smith works in her propagating production area.   



 

 

OUR STORIES 

NEW ENGLAND FRUIT VEGETABLE 

P aul and Emma Nicol decided to move from Taree to 

Glen Innes for the sake of their kids’ education. That 

and the fact that Emma could no longer stand the 45 degree 

heat during the summer in Taree, particularly living in a 

house with windows that didn’t open.  

When Homes North staff rang and offered Paul the property 

in Glen Innes he couldn’t believe what he was seeing on 

google maps and accepted the property without even 

looking inside. 

Once moving to Glen Innes, Emma noticed that there wasn’t 

a fruit and vegetable shop in town, so she sent Paul to 

Rocklea in Queensland each week to collect fresh fruit and 

vegies which they then began selling via Facebook and 

word of mouth around town. It wasn’t long before Paul and 

Emma began supplying local clubs, pubs, restaurants and 

nursing homes in Glen Innes, Tenterfield and Inverell. By 

this stage they were selling up to 60 mixed boxes of fresh 

produce a week, and their business was becoming too big 

to operate from home, so they decided to open New 

England Fruit Vegetable shop in Grey Street Glen Innes. 

Above: Emma and Paul Nicol in their Fruit and  Veggie Shop. 

TENANT PARTICIPATION — PHOTO SNAPSHOTS 

Above: Roderick Street (Tamworth) residents enjoy a BBQ. Above: Tenants from Johnston Street (Tamworth) enjoy a morning tea. 

CHRISTMAS 
DECORATIONS 

Items needed: Buttons, Craft Glue, String,  

Paddle Pop and old Christmas Tree Branches. 

How to: Cut tree branches into three different sizes.  Glue paddle 
pop stick and lay branches across it and let dry.  Glue buttons for 

decoration and glue string to top of stick.  Place on Christmas Tree. 
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Paul said that the locals have told him that all the previous 

residents of the house they are living in have gone on to 

bigger and better things, and he hopes that the same will 

happen for them. And from the way things are looking, it 

certainly looks like they are on the right track! 

When asked what Paul thought of his house in Glen Innes 

he replied “Awesome!!” 

Above: Barney Street Residents’ Group Meeting (Armidale) 

Above: Uniting Care Tenant Aged Care Forum (Gunnedah) 



 

 

COMPETITION WINNERS 

GARDEN COMPETITION 
 

J udging of our annual Garden Competition has been 

difficult this year with our officials finding it challenging 

to select the winners, as all gardens were exceptional. The 

winners will be announced at their respective Homes North 

Christmas  Parties.  
 

CHRISTMAS PARTIES  
Homes North invites you to celebrate Christmas with us.   

Locations of local Christmas Parties and dates are below: 
 

Please RSVP to Homes North by 1/12/15  
if you would like to attend. 

 

Tamworth   
Tamworth West Leagues Club, 58 Phillip St, Tamworth,     

12:30pm to 3.00pm on Thursday 17th December.  
 

Gunnedah  

PCYC, View St, Gunnedah,  
11.30am to 1.00pm on Monday 7th December.                                           

 

Armidale  

Armidale Ex Services Memorial Club, 137 Dumaresq St,    
Armidale, 12noon to 2:00pm on Monday 14th December.   

 

Inverell 

Uniting Church Hall, 4 River St, Inverell,  
12 noon to 2:00pm on Thursday, 17th December.                   

 

Glen Innes 

 Glen Innes & District Services Club, 120 Grey St,  
Glen Innes, 12 noon to 2.00pm, on Friday 11th December.   

 

Moree 

Moree Services Club, 3 Albert St, Moree,  
12 noon to 2:00pm on Thursday 10th December.                

 

Tenterfield 

Tenterfield Golf Club, 252 Pelham St, Tenterfield,  
12 noon to 2.00pm on Wednesday 16th December.            

 

 

 

                                         RECIPE WINNERS 

     The winners of the tasty pizza’s,  

      kindly donated by Dominos and    

      Eagle Boys are listed below with 

               their recipe. Congratulations! 

 

SIMPLE SLICE 
1/2 cup of butter/margarine 

1/2 cup of brown sugar 

1/2 cup of coconut 

1 cup of self raising flour 

1 pinch of salt 

 

Melt butter and let cool   

Add all other ingredients and stir until combined 

Place mixture on greased tray 

Cook for approx. 15-20 minutes in 200C oven 

After the slice is cooked and while warm make up 

icing mixture with a splash of lemon essence   

Thickly spread on slice.  
 

- May Reilly (Tamworth) 

 
 

SALMON PUFF PASTRY ROLLS 
1 large tin salmon (red or pink) 

1 potato 

250 grams feta cheese 

1 onion 

1 egg 

Canola puff pastry 

 
 

Boil potato until soft 

Mash potato with a little butter 

Dice onion up small and sauté in a little butter 

Put all ingredients into a bowl and mix well 

Beat egg in separate bowl 

Cut pastry into 4 even squares 

Brush egg around edges 

Spoon small amount onto squares and roll 

Bake in oven at 200C for approx. 30 minutes. 

Enjoy with Sweet and Sour sauce. 
 

- Patricia Burley (Armidale) 

FRUIT SLICE 

1 cup of  self raising flour 

1 cup of brown sugar 

2 tablespoons of cocoa 

1/2 cup of mixed fruit 

1 packet crushed nuts (or extra mixed fruit) 

1 egg 

1/2 cup of butter or margarine 

Mix all dry ingredients in a basin then add beaten egg 
and melted butter 

Press into greased tin and cook at 70C  

for  20—30 minutes. 

After the slice is cooked and while warm make up 
chocolate icing mixture Thickly spread on slice.  

 

- Pat Raynor (Gunnedah) 6 



 

 

COMMUNITY SUPPORT 

Benefits of the Gold Senior/Pensioner Opal 
card     

 Fares are capped at no more than $2.50 a day 

 Customers can spend even less than $2.50 on 

many journeys with Opal 

 Never visit a shop or ticket office again to buy a 

paper ticket 

 No more fumbling for coins and rushing as your 

train or bus is approaching 

 Top up the card's value with a minimum $2.50 

cash at one of more than 1,400 Opal retailers 

 A customer doesn't have to worry if they lose 

their card – simply cancel the card and their     
balance will be transferred to a new card and 
mailed out to them 

 Set the Opal card to auto top up, just like 

having an e-tag in your pocket 

 Customers who travel more than 8 paid 

journeys in a week will get free trips after 
that for the rest of the week. 

Tap into public transport services across 
Sydney, the Blue Mountains, Central Coast, 
Hunter, Illawarra and Southern Highlands 
capped at $2.50* a day, no matter how 

much you travel. 

With Opal you can travel on the following 

services: 

 All Sydney Trains 

 All NSW Train Link Intercity services 

 All buses in Sydney, the Blue 

Mountains, Central Coast, Hunter and 
Illawarra 

 All Sydney Ferries and the Stockton 

Ferry in Newcastle. 

From 1st January 2016 Pensioner Excursion Tickets 
will no longer be sold. Apply for your OPAL card so 
you can travel on trains, buses, ferries and light rail, 
anywhere on the OPAL Network day after day. Just 

tap on and tap off to get the correct fare. 

Due to recent Government changes UnitingCare 

Ageing is pleased to offer Home Care Packages now 

with more flexibility than ever before. The changes 

will provide older Australians with more choice, 

control and easier access to a full range of services.  

You can choose the level of support you prefer, 

design your care to live the way you want to, within 

the budget determined by the Australian  

Government. For more information please contact 

UnitingCare Home Care Packages on 1800 486 484.   

The Gold Senior/Pensioner Opal card is 
available for NSW Seniors, Pensioner 
Concession card holders and NSW War 

Widow/ers. 

There are two simple ways to apply: Online 

opal.com.au or call 13 67 25 (13 OPAL) 

Hearing and speech impaired customers 
Call Opal Customer Care via the National 

Relay Services (NRS) on 1300 555 727 

TTY users please call 133 677 

Non-English speaking customers 
For support in your language call the 
Translating and Interpreting  Services (TIS) 

on 131 450. 

 

 

No more Pensioner 

Excursion Tickets 
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HOW TO SAVE WATER 
 

With the warmer weather 
approaching, it is important to 

look at water saving tips.   

Below are some hints you and 
your household can do in order 

to save water and save money. 
 

(1) Turn off the tap when you brush 
your teeth. This can save 6 litres of water per 
minute.  

(2) Take shorter showers. Showers can use anything 
between 6 litres to 45 litres per minute. 

(3) Always use full loads in your washing machine and 
dishwasher as this cuts out unnecessary washes in 
between. 

(4) Fix a dripping tap. A dripping tap can waste 15 litres 
of water per day. If you leave this tap dripping for a 
year 5,500 litres of water is wasted.  

(5) Add mulch to your garden such as bark chips, 
compost or straw and water in the early morning and 
late afternoon as this will reduce evaporation and 
also save water.  

(6) Fill a jug or container with water and place this in the 
refrigerator.  This will mean you do not have to leave 
the cold tap running for the water to run cold before 
you fill your glass. 

(7) Don’t use your toilet as an ashtray or rubbish bin.  
Every time you flush a cigarette butt, facial tissue or 
other small bit of rubbish, up to 33 litres is wasted. 

(8) Rinse your razor in the sink. Fill the sink with a few 
inches of warm water. This will rinse your razor just 
as well as running water with far less waste of water. 

(9) Don’t let the tap run while you clean your vegetables. 
Fill a bowl with water and wash them there. Once 
finished, empty the bowl of water onto your garden. 

(10) When washing your car try to wash this on the lawn 
rather than the 
driveway.   

(11) Use a broom to 
sweep your 
driveway and 
not the hose. 
This will save 
you a lot of 
water. 

 

 

KEEPING SNAKES AWAY 
With Summer almost upon us siting 
snakes  will be more prominent.   

Below are hints on  how to eliminate  
 snakes from your property.   

 
 

 

(1) Pest Problems are an issue as snakes are attracted 
to locations with plentiful food sources.  If you have 
mice or grasshoppers and cockroaches your odds of 
having a snake problem increases.   

(2) Keep your yard free of clutter. A messy yard is an 
open invitation for snakes because it provides them 
with a warm dark place for them to hide. Piles of cut 
grass are places snakes like to hid. Old tyres and 
boxes also provide a place for snakes. 

(3) Avoid tall-growing plants. Just like rubbish lying 
around the yard, shrubs and other plants provide the 
perfect hiding spot for a neighbourhood snake.  
Keep the lawns mowed and think out packed 
gardens. You can transplant plants away from the 
house. 

(4) Remove ground-level water sources. Snakes are 
drawn to water.  Even bird baths can cause a 
problem as they attract insects and rodents which in 
turn attract snakes. 

(5) Patch up any holes in your yard, especially in your 
foundation, garage and screen doors. Even holes as 
small as a 10 cent piece are large enough for certain 
types of snakes to squeeze through. 

(6) Store winter wood at least 2 
feet off the ground and keep 
mulch and compost away from 
the house. 
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HELPFUL HINTS 

Leszek Kosek, a tenant of 

Homes North gives a good 

hint regarding shower usage.  

He says, “When starting your 

shower in the morning, while 

adjusting the temperature, 

catch the water in a bucket 

and you will be surprised that 

this will result in saving 

yourself 30 litres of water. If 

you leave the bucket there 

while you shower you will 

catch more water which you 

can use on the garden.”. 

Right: Leszek Kosek and Buttons. 

RUNNING A SPRINKLER FOR TWO 

HOURS CAN USE UP TO 2,000 LITRES 

OF WATER 


