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INTRODUCTION
A joint introduction to Homes North and our Strategic Plan from the Chair and CEO

HOM
ES NORTH’S VISION

2016 / 2017 was an intensive period of investing in the 
future of Homes North
In October 2016 the Minister for Family and Community 
Services announced the locations targeted for transfer of 
the management of 14,000 public housing properties from 
Government across to the Community Housing sector. The 
New England and North West of NSW was identified as one 
of the districts slated for transfer. The package comprised the 
second largest on offer at approximately 1,800 properties. The 
geographic boundaries matched the footprint of Homes North 
and aligned with our strategic goal to be experts in rural and 
regional Social Housing services. 

Homes North wins landmark Social Housing Management 
Transfer tender 
Our Strategic Plan 2016-2020 prepared us well for this tender 
opportunity. Strategies in our plan aligned with the outcomes 
sought by the Government in transferring properties to the 
Community Housing sector. We had already prepared our 2016/17 
budget aiming to invest in our capacity to deliver more for 
applicants and tenants. We were seeing gains from a revamped 
organisational structure that increased resources in service 
development, tenant engagement and tenant participation. 

This additional investment provided us with ample opportunities 
to demonstrate to Government what we had achieved and how 
this could be migrated to the transferred portfolio. 

With our intimate understanding and knowledge of what it takes 
to deliver Social Housing services in a rural and regional context 
we felt passionately that we had a lot to offer the region and 
Government. It was a whole-of-organisation effort which resulted 
in a well thought out and realistic offering that addresses the 
specific needs and challenges of the region. Winning the tender 
provides our whole organisation with a very clear and united 
vision to make Social Housing services in the New England North 
West a valued and integral part of the housing market and human 
services sector. 

Our plans for the management of the new portfolio and delivery 
of ancillary private rental products and services relies on strong 
collaboration with support services and local agencies across the 
New England North West. We look forward to creating an impact 
with our partners in this significant opportunity for change.

Homes North Strategic Plan 2018-2020 
As a specialist regional provider Homes North understands the complexities of 
rural and regional housing and homelessness in Australia. We have worked in the 
New England North West of NSW for over 30 years and have the experience and 
expertise to manage the challenges of delivering housing within a rural context. 

Our purpose is to advocate for safe and appropriate housing for people on low to 
moderate incomes who may through financial and social difficulties be unable to 
secure housing for themselves and their families. Homes North believes this is not 
achieved in isolation and continues to develop and strengthen strong ties with the 
broader rural community as well as other services in the region to help support our 
tenants achieve their goals and strengthen the wellbeing of our communities.

Planning, coordinating and implementing a successful 
transfer of tenancies from Government to Homes North 

will be our prime focus for the next 2 years.

2018-2020 - investing in transition 
Our focus for the management transfer of the New England North West package in May 2019 is on building sound 
foundations for a significantly scaled-up service delivery model: skilled staff, additional operational support functions, 
additional community development functions and expanded offices and reception services. Additional resources are also 
required to implement a comprehensive communication plan. These activities require significant upfront investment that 
will be funded by future rental income. 

Pathway to our Strategic Plan
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The key changes that will take place to 
achieve this vision are:

HOM
ES NORTH’S VISION

Our clients will be engaged in opportunities provided 
by the services we offer by:
 ◦ Providing access to products and services that support 
housing independence
 ◦ Resourcing activities that support tenants to have input 
into services
 ◦ Supporting tenants’ aspirations through opportunity 
pathways

Our neighbourhood communities will be more 
cohesive and support the wellbeing of individuals by:
 ◦ Sustaining tenancies through strong support systems 
and an early intervention culture
 ◦ Engaging in appropriate community development 
activities using a collective impact approach
 ◦ Actively developing opportunities for our tenants to 
access education and employment

Our staff will be highly skilled, feel valued, achieve 
positive outcomes and excel by:
 ◦ The rolling out of a comprehensive training program 
specifically aimed at achieving the outcomes of the 
strategic plan
 ◦ Supporting the staff to achieve performance excellence
 ◦ Resourcing activities that support staff well-being

Our Partners will be effectively supporting our clients 
to achieve shared outcomes by:
 ◦ Implementing a strong relationship management culture 
across all areas of the organisation
 ◦ Measuring our performance, establishing benchmarks 
and developing a shared culture of innovation and 
evaluation
 ◦ Provide leadership that supports an effective social 
housing service system

OUR VISION 
Homes North is focussed on changing what is 
possible for social and community housing. 

Our vision is that every community member on 
low to moderate incomes in the New England 
North West region has a secure place that they 
call home, and which they can independently 
sustain into the foreseeable future. 

This vision recognises the continuum of housing 
needs - from emergency and short-term 
accommodation to address homelessness, 
through supported and community housing 
and over the long-term pathways to secure 
and affordable home ownership. Community 
members may move in different directions along 
this continuum as their circumstances change, 
as a result of their financial, health and family 
wellbeing and situation. 

We will be well managed and have appropriate 
systems to operate efficient and excellent services 
at scale by:
 ◦ Establishing a comprehensive suite of services that 
reflect our clients’ needs for the future
 ◦ Ensuring we have in place effective management 
techniques, and the tools and systems to drive 
efficiencies
 ◦ Maintaining strong financial management and 
governance

Our housing portfolio will be diverse, innovative 
and appropriate to community needs by:
 ◦ Understanding the housing needs in our region, and 
developing a broad range of appropriate housing 
options
 ◦ Building our capacity to increase the supply of 
affordable housing, including the capacity to manage 
large scale and multiple developments
 ◦ Maintaining our portfolio of properties to a 
consistently high standard to support the wellbeing of 
our tenants and our ongoing financial viability
 ◦ Maximising stable housing opportunities to promote 
effective outcomes from support or treatment

We will be recognised by our community for our 
contribution to re-imagining social housing by:
 ◦ Providing a safe and positive environment that 
supports the wellbeing of individuals
 ◦ Developing a strong communication strategy that 
broadcasts the positive changes in social housing 
and articulates the benefits it brings
 ◦ Supporting cohesive neighbourhoods and engaged 
communities

Our community members will be able to:

• independently sustain a home into the foreseeable 
future and as a result improve their wellbeing

Homes North will:

• work with individuals and the community across the 
promotion-to-prevention continuum that focusses 
on building strengths and reducing vulnerabilities

• take a long-term and intergenerational outlook to 
positively change cycles of disadvantage, exclusion 
and isolation

• provide a secure home that takes into account the 
physical, social and economic environment. True 
security is achieved when there is a harmony and 
resilience existing across each of these dimensions.

Homes for the future well-being of our community 

“With our intimate understanding and knowledge of what it takes to 
deliver Social Housing services in a rural and regional context we felt 
passionately that we had a lot to offer the region and Government.”

Maree McKenzie CEO Homes North4 Homes North Strategic Plan 2018-2020



Our challenges
are our

opportunities

Communities valuing the 
role of Social Housing

Raising of Homes North’s profile

Property developments that are 
innovative and that support reduced 

living costs for tenants

Providing environmentally 
responsible developments

Meeting predicted growing 
demand for high quality and 

a�ordable housing

Accessing a�ordable finance 
through social impact 

investors and other alternative 
market solutions

Developing our capacity to 
support social enterprises 

across the region

Having the capacity to take 
advantage of appropriate 

opportunities as they arise

Expanding the business but 
keeping our strong customer 

focus, culture and values

Developing a viable financial 
model for growth

Community & Affordable Housing Context

HOM
ES NORTH’S VISIONHomes North is a regional specialist providing social and affordable 
housing in the New England North West. Our vision is to provide and 
manage safe and stable homes for our tenants in a way that public 
housing is seen as a valuable asset in our communities. The Social 
Housing Management Transfer (SHMT}, with almost 1700 properties 
moving from Government management to Homes North, will stimulate 
how community and affordable housing is thought of. This will be achieved 
through our fostering of strong local and regional partnerships, our focus 
on strong tenancy management and our work in community revitalisation. 

More access to 
private rental 

products

Targeted 
improvements in 
employment and 

training 
outcomes

Access to 
Commonwealth 
Rent Assistance 

and improving the 
viability of social 

housing

A focus on the 
delivery of supports 

to tenants and 
communities rather 
than increasing the 
supply of housing

Homes North is preparing for a step-change in growth in 2019 with our winning 
bid to manage Social Housing in the New England North West of NSW.

The SHMT provides: 
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S T R A T E G I E S
LET OUR TENANTS GUIDE US INTO THE FUTURE
Our tenants will remain our reference point for all strategic and operational 
planning. Understanding our tenants’ experience of our service, as well as the 
barriers they experience in achieving their aspirations, is vital to ensuring we 
allocate resources appropriately and effectively. 

Key initiatives of this strategy are:
yy Update current Client Engagement Strategy with a greater focus on 
tenant support needs
yy Address the needs of specific demographics: Aboriginal Community 
members, older people, people with disabilities, younger people
yy Use our tenants’ experiences to inform and influence policy and improve 
service delivery, including implementing social impact measurements
yy Support tenant initiatives, including tenant enterprises

SUPPORT OUR STAFF TO MAKE A DIFFERENCE
Homes North acknowledges that our staff is the key to our success. We will focus on maintaining a 
stable and strong culture that will sustain the organisation through growth and change 
Key strategies include:
yy Encourage strong, supportive and proactive leadership and teams
yy Become an employer of choice 
 ◦ Foster professional learning and development that meet the needs of our changing work 
environment
 ◦ Support professional excellence and a performance culture
 ◦ Support our team’s wellbeing and resilience through growth and change
 ◦ Support our team to continue to provide understanding and validation of our client’s  
experience in housing and the community
 ◦ Develop skills in change management and project management
 ◦ Ensure our organisational structure is appropriate, robust and cohesive
 ◦ Encourage and support a robust culture of innovation and engagement
 ◦ Ensure continual reference to our Aboriginal Employment and Support Plan

DEVELOP OUR DYNAMIC RANGE OF HOUSING SOLUTIONS
Homes North recognises the need to be responsive to the changing housing needs of 
the New England North West.

Key strategies include: :
yy Identify opportunities to contribute to urban renewal
yy Ensure community members in the region have access to affordable housing 
options in the private market
yy Research and develop shared equity products and services to facilitate access to 
home ownership for low and moderate income households
yy Develop and acquire new properties as appropriate for social and affordable 
housing across the New England North West NSW
yy Identify potential opportunities for development partnerships that align with Homes 
North’s values and vision and community needs

SERVICE EXCELLENCE: MORE THAN JUST HOUSES
Homes North is committed to using our increased capacity to better support healthy homes, 
lives and communities. Through this growth period Homes North will continue to focus on 
stable, strong leadership and governance. 

Key aims of this strategy are:
yy Transform the capacity of the organisation to manage at scale
yy Improve our service delivery options and systems to better support complex clients
yy Realise our tenant’s aspirations, including the implementation of person centred needs 
assessments and plans
yy Demonstrate and advocate for a collective impact approach to meeting shared 
outcomes across the human services sector. Engagment is achieved through extensive 
stakeholder relationship management within homelessness, health, education and 
training, employment and social well being
yy Maintain sector leading tenant satisfaction levels
yy Apply for additional funding to support the aspirations of our tenants
yy Implement our Reconciliation Action Plan (RAP} to better serve our Aboriginal 
community members
yy Initiate projects and events that connect clients to services along the housing 
continuum: Domestic and Family Violence projects; sustaining tenancy projects; 
projects to increase access to housing including private rental access
yy Use dynamic place based initiatives to improve tenant outcomes and build resilience 
and independence in challenging neighbourhoods

OPERATIONAL  EXCELLENCE
Homes North will demonstrate financial strength and effective business 
practices building on our proven capacity to manage our business efficiently, 
and offer excellent services 

Key strategies include:
yy Develop and sustain a culture of operational excellence and continuous 
improvement including a focus on embedding project planning and 
evaluation methodology across the organisation
yy Continuous improvement of management systems and record keeping 
that supports the enhanced reporting and strategic analysis required with 
the growth of the organisation
yy Professional rebranding of the organisation that reflects the values and 
commitments of the team
yy Develop strong communication principles across the organisation 
yy Sustain our compliance and quality assurance culture and maintain 
accreditation
yy Manage growth within a strong change and risk management framework
yy Ensure corporate governance activities are appropriate for the nature 
and size of the business as it grows and develops 
yy Maintain robust organisational systems across our asset, finance and 
housing teams to support intensive growth 
yy Improve our financial position through the development of impact 
investments and innovative financial models
yy Sound planning and asset management to ensure quality housing for 
our tenants and value for money

[Photograph ~ Tenant group reviewing 
policy or meeting with REOs] [Photograph ~ J

STRATEGIES
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Homes North acknowledges that Aboriginal and 
Torres Strait Islander people are the traditional 
owners of the land upon which we work and live 

across the New England North West, and we 
pay our respects to elders past and present.

 Homes North will be committing additional resources to ensure we meet the strategies outlined in this plan.

Homes North Community Housing Co. Ltd | ABN: 78 014 531 758

Homes North’s record of successful and sustainable growth is due to strong operational planning and clear 
strategic evaluation of past performances. 

E a c h  y e a r  w e  r e p o r t  a g a i n s t  o u r  s t r a t e g i c  p l a n  i n  o u r  p u b l i s h e d  A n n u a l  R e p o r t .

Key Planning Documents
yy Strategic Plan
yy Risk Management Plan
yy Strategic Asset 
Management Plan  HOMES NORTH’S 

GOVERNANCE 
SYSTEM

Regulatory bodies & 
reporting- National Registrar 
for Community Housing; NSW 
Department of Family and 
Community Services

Independent Tenant Satisfaction Surveys; 
Complaints Management System

Board of Directors

Organisation Structure

Operational Plan & Budget
yy Reconciliation Action Plan
yy Recovery Integration Plan
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