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Our three key strategies in this previous plan foreshadowed 
much of the emphasis in “Future Directions”.  They were: 

1.	 Supporting Individuals 2.	 Strengthening Communities 3.	 Service Excellence

The strategies outlined in Future Directions are:
yy More social housing
yy More opportunities, support and incentives to avoid 

and/or leave social housing
yy A better social housing experience

Our 2016-2020 strategic plan builds on activities achieved or 
underway in service development, expanding our capacity and 
delivering more diverse and comprehensive housing products and 
services. These existing activities and achievements serve as an 
excellent foundation for our new strategies. 

Homes North’s Strategic Plan specifically aims to meet the outcomes, 
challenges and opportunities set out in “Future Directions”. 

Introduction

To ensure the development of a clear and comprehensive 
plan that would guide our strategic direction the Board 
and staff of Homes North commenced an extensive 
consultation process in February 2016.  

This planning process revealed a strong alignment 
between the Board, staff and our communities for Homes 
North to invest in a  re-imagining of social housing and 
the expansion of our  role as a strong, viable community 
housing provider in our region. 

The outgoing 2013-2016 strategic plan has placed Homes 
North in a strong position for the changes outlined in the 
NSW Government’s “Future Directions”. 

Jo Heslin & Maree McKenzie

Future Directions

An introduction to the Strategic Plan and Homes North, jointly from the Chair and CEO
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Our vision is that every community member on low to moderate income in the New England North West region has 
a secure place to 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 a result of changes to 
their financial, health and family wellbeing.

Homes for the well-being of our community

Our community members will be able to:
yy independently sustain a home into the future, and as a result 
improve their wellbeing

focussed on changing what is possible 
for social and community housing

In early 2016 the NSW Government released “Future Directions” the first strategic 
plan for Social Housing in over a decade. This plan provided a key reference point 
for a review of Homes North’s strategic direction. 
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Homes North will:
yy work with individuals and the community 
across the promotion-to-prevention 
continuum that focusses on building 
strengths and reducing vulnerabilities

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

yy provide a secure home that takes into 
account the physical, social and economic 
environment

yy ensure true security is achieved when 
there is a harmony and resilience existing 
across each of these dimensions
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Our strategic vision is 
that by 2020 . . .

◦◦ Sustaining tenancies through strong support systems and an 
early intervention culture
◦◦ Engaging in community development activities
◦◦ Actively developing and accessing opportunities for work for 
our tenants and communities

◦◦ Implementing a strong relationship management 
culture across all areas of the organisation
◦◦ Measuring performance, establishing benchmarks 
and developing a shared culture of evaluation

◦◦ Offering 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 wellbeing

◦◦ 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 

◦◦ Understanding the housing needs in our region and developing a broad range of housing options that meet these needs
◦◦ 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

•	 Providing a safe and positive environment that supports and provides growth and opportunities for our tenants
•	 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

We will be pro-actively seeking 
opportunities that align with our vision, be 

well managed and will operate smoothly by:

Neighbourhood communities will 
be more cohesive and support the 

wellbeing of individuals by:

Partners will be effectively 
supporting our clients to achieve 

shared outcomes by:

Our Organisation will be recognised by 
our community for our contribution to 

re-imagining social housing by:

Homes North’s  housing 
portfolio will be diverse, 

innovative and appropriate to 
community needs by:
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Staff  will be highly skilled, feel valued, achieve 
positive outcomes and excel by:

◦◦ Supporting tenants’ aspirations through 
opportunity pathways
◦◦ Resourcing activities that support tenants to 
have their say about the services we offer

Clients will be engaged in 
opportunities provided by the 

services we offer through:
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Community & Affordable Housing Context

SEEING VALUE
Communities valuing the role of Social Housing  

PROFILE RAISING

Raising of Homes North’s profile 

INNOVATIVE LIVING
Property developments that are innovative and support reduced living costs for tenants 

EARTH FRIENDLY
Providing environmentally responsible developments 

AFFORDABLE SOLUTIONS

Accessing affordable finance through social impact investors and other innovative market solutions

SHARING COSTSContinuing to increase our cost sharing opportunities through the Housing Alliance

DEVELOPING CAPACITYDeveloping our capacity to support social enterprises across the region

SEIZE OPPORTUNITY

Having the capacity to take advantage of appropriate opportunities as they arise

VIABLE GROWTH
Developing a viable financial model for growth

EXPAND & MAINTAIN

Expanding the business but keeping our strong customer focus, culture and values

MEETING DEMAND

Meeting predicted growing demand for high quality and affordable housing The Housing Alliance
Impact, Success, Assets & Strengths
Homes North’s continued membership and commitment to the 
Housing Alliance supports key initiatives articulated throughout 
this plan.

The Housing Alliance  is a productive partnership with two other 
large regional community housing providers; Housing Plus based 
in the Central West and North Coast Community Housing based 
in the Northern Rivers area of NSW. 
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Our plan provides for the development of a range of 
housing options allowing Homes North the flexibility to 
deliver housing solutions as needed and appropriate in 
each location.

Homes North has identified shared equity as an 
affordable home ownership opportunity for low to 
moderate income households across our region. By 
offering this opportunity to our tenants and others, 
Homes North will help to improve home ownership 
options and increase community stability.

The Housing Alliance has been successful in raising the profile of 
regional issues to decision makers in Government. It has delivered 
significant savings through cost sharing activities and continues to 
stimulate best practice through various business streams. 

The Housing Alliance is a unique initiative that increases our capacity 
to deliver services and innovations in this plan.

As the largest community housing provider in the New England 
North West, Homes North has a responsibility to implement 
initiatives that reflect the aims of the NSW Government’s Future 
Directions for Social Housing strategy.

The key aims of our 2016-2020 strategic plan align with and 
reflect the intent of “Future Directions”.

As part of the strategic planning process Home North undertook a 
Housing Market Analysis.  This has informed key decisions about 
the allocation of resources, the selection of initiatives and the 
building of capacity.

Homes North operates across a large geographical area with 
significant local variation in terms of housing costs, income levels, 
housing supply and social need. This variability is driven by 
inconsistent relative economic prosperity where some areas are in 
decline and others boom. 
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OPERATIONAL  EXCELLENCE
Homes North will demonstrate financial 
strength through our proven capacity to 
manage our business efficiently,  contribute to 
the development of new housing supply and 
offer our tenant excellent service. 

Key aims of this strategy are:
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 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

yy Improve our financial position through the 
development of impact investments and 
innovative financial models

STRATEG
IES

SUPPORT OUR STAFF TO MAKE A DIFFERENCE
Homes North acknowledges that our staff is the key to our success and will focus on stable and 
strong leadership across our team

Key aims of this strategy are:
yy Become an employer of choice 

◦◦ Foster professional learning and development 
◦◦ Support professional excellence and a performance culture
◦◦ Support our team’s wellbeing and resilience through growth and change
◦◦ Develop skills in change management and project management 
◦◦ Ensure our organisational structure is appropriate, robust and cohesive

yy Encourage strong, supportive and proactive leadership and teams 

SERVICE EXCELLENCE: MORE THAN JUST HOUSES
Homes North is committed to being a housing provider of choice by supporting healthy homes, 
lives and communities. Homes North recognises the importance of increasing our capacity across 
all areas of our organisation, especially in service excellence. We will maintain our focus on stable, 
strong leadership and governance. Homes North will leverage collaborative advantage nationally 
and state-wide through the Housing Alliance and regionally through our network of strategic 
partnerships.

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 aims of this strategy are:
yy Develop and acquire new properties 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 

yy Strengthen our development and contract management capacity

yy Identify opportunities to contribute to urban renewal 

yy Research and develop shared equity products and services to facilitate access to 
homeownership for low and moderate income households

yy Leverage collaborative advantage with the Housing Alliance and with our regional 
network of strategic partnerships.

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 aims of this strategy are:
yy Develop an overarching Client Engagement Strategy that drives our operations

yy Initiate projects and events that connect services to clients along the housing continuum: 
Domestic and Family Violence projects; sustaining tenancy projects; projects to increase 
access to housing 

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

yy Develop tenant enterprises and support tenant initiatives

Tenant group reviewing policy

Strategies

Key aims of this strategy are:
yy Develop the capacity for growth and adaption through strong organisational systems

yy Improve our operations to optimise our support for complex clients

yy Be strategic about partner organisation relationships to develop a more dynamic approach to 
meeting shared outcomes across human services, health, education and training, and employment

yy Maintain sector leading tenant satisfaction levels and quality

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 Implement our Recovery Integration Plan (RIP) to better serve our clients experiencing 
challenges with their mental wellbeing
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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’s record of successful and sustainable growth is due to strong 

operational planning and clear strategic evaluation of past performances. 

This current strategic plan is based on a review of our performance against our 
previous strategic plan, with excellent progress reflected in the three key areas of 

Strengthening Communities, Supporting Individuals and Providing Excellent Service.

This 2016-2020 plan is building on those strengths to maintain excellent service and 
increase our ability to deliver more to support our communities. 

 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

Key strategic documents
Housing Market Analysis
Strategic Growth Plan
Strategic Asset Management Plan

www.homesnorth.org.au

External•	 National Registrar for Community Housing
•	 NSW Department of Family and Community Services

Internal
•	 Board of Directors
•	 Audit and Risk Committee
•	 Strategic Plan
•	 Risk Management Plan

•	 Strategic Asset Management Plan
•	 Annual Operational Plan and Budget
•	 Housing Alliance Business Plan
•	 Quality Improvement Plan

•	 Independent Tenant Satisfaction Surveys
•	 Complaints Management System

Service 
Users

•	 Reconciliation Action Plan
•	 Recovery Integration Plan

Governance System
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Jo Heslin Chair and tenant

Rex Gream Deputy Chair, tenant and Maree McKenzie CEO

10 Homes North Strategic Plan 2016-2020



Homes North Community Housing Company Ltd
ABN 78 014 531 758
17/93 Faulkner Street, Armidale NSW, 2350
T (02) 6772 5133 | F (02) 6771 2362
www.homesnorth.org.au
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