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Homes North o\cknowlcdsu and respects tHhe original custodians of the New
England North West land, and of all Australian lands, where we work and live. We
acknowledse the traditional owners »mique a\bilih\ to care for Co»mi-rw and tHhaeir

o\aee .sfirH-s\od connection to it.

We honour ¢lders past, present, and emerging, whose knowledge and wisdom has

and continues toprovide a connection to one of the oldest cultures in the world.

We celebrate the contribations of First Nations people to Australia.

nomesnortn

homes | lives | communities

contents

SEAtEMENT OF RECOGNITION ...ttt s bbbt bbb s 5
Vision & Mission.............

Board/Chair Statement

CEO MBSSAQE .ttt s ettt s
ADOUL HOMES NOTEN oo st n
Homes North: Part of the New ENgland NOTN WEST .........c.oviiiiieeciceceee et 13
ADOUE TNIS PIAN. ...t 15
OUE PIAN TN SUMMAIY ..ttt 16
Strategic Goal 1 Positive Change fOr INAIVIAUAIS «.......o.ouoiiiieiee ettt 18
Strategic Goal 2 Enhancing Communities, BUITAING PIACE ........c.iiioiieeicieiee e 20
Strategic Goal 3 Regional ChanGe MAKEIS ...ttt eeen 22
Strategic Goal 4 OperatioNal EXCEIIENCE .......oiiiiiieiieiieie et ses 24
RECONCITALION ACHON PIAN ...ttt ettt 26



4576 o

households are Aboriginal

/

0470,

Together Homes clients
are Aboriginal and ...

4 0 % of aﬁplications

for Rent Choice Youth are from
Aboriginal people

~Participants in ‘Share the Journey’ program supporting the wellbeing of Aboriginal women.

Statement of Recognition’

Akey relationship

Our clients are the heart of our work, and what motivates us in
providing safe, secure and affordable housing. Homes North is
one of the largest providers of housing for Aboriginal people
in NSW. Close to half of our properties house an Aboriginal
community member. In some locations there are significant
community groupings of Aboriginal tenancies. There is also
strong Aboriginal demand for our housing assistance services.
For example, 84% of our Together Homes clients are Aboriginal
and 40% of applications for Rent Choice Youth are from
Aboriginal people. The onus is on us to strive to understand
Aboriginal culture and history so we are able to provide more
sensitive services for Aboriginal clients. We acknowledge and
respect that cultural traditions live on.

Culturally appropriate service delivery

In 2020, 17% of our staff identified as Aboriginal and a further
15% had a direct family member who identified as Aboriginal
(either child or partner). We intend to increase the number of
staff who identify as Aboriginal, initially to 20% but ultimately
to a level that more closely reflects our clients. We have
taken the important step of ensuring our Board has Aboriginal
representation, with two respected Directors offering their
perspectives on our services.

' Any reference in this document to the term “Aboriginal” and “Aboriginal people” reflects the view held in the New England North WestNSW communities in which Homes North operates

Collaboration for the benefit of community

Our portfolio offers exciting opportunities for positive
outcomes, including contributions to Closing the Gap
outcomes. We will develop special plans for our Aboriginal
communities by walking alongside them at every stage as
they are more empowered for self-determination. We will
enhance and expand our existing partnerships with a wide
range of Aboriginal organisations—from land councils to youth
services, from health services to justice support—to help
support many of our clients.

that this is how Aboriginal people would like to be recognised. Any reference to these terms are inclusive of Aboriginal and Torres Strait Islander peoples.
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Our Mission

Todisrupt disadvantage by:

= Providing a secure home that takes into account the physical, social and economic environment.

= Working with individuals and the community across a promotion-to-prevention continuum that builds strengths and reduces
vulnerabilities.

= Taking a long-term, intergenerational outlook to change cycles of disadvantage, exclusion and isolation.

= Ensuring true security is achieved for individuals when there is a harmony and resilience existing across each of these
dimensions.

Armidale tenant and housing services

After howrs temparary accommadation line: 1800 152 152 | b
Emargency after houes répalrs: 1300 662 721 —
homesnorth.org.au 1
!r -

homesnorth |

homes | lives | communities

Disabled access — enter through
carpark at the rear of this office

OurVis
safe ho
positive

strong communities.

0.
Mes,
lives,
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Anew strategic direction

Homes North is at a place in its development where it is
embarking on new strategic directions. The tripling of stock
numbers, coupled with additional services in homelessness,
social housing and private housing assistance, has created
the opportunity to think about our approach in a bigger, more
connected way. This Strategic Plan points us in that direction,
giving us a framework for what we will do. As there is always
more to do than is possible when working in fields such as
social housing provision, this Strategic Plan also guides us in
what we won'’t take on at this time, even as we think about
our longer-term future.

COVID-19: our clients and staff

COVID-19 shook us, and the whole community. As always,
our focus is on our clients who have been affected by
COVID-19 as well as the safety of our incredible staff who are
determined to support vulnerable community members. The
ramifications of COVID-19 will continue in the coming years,
affecting our community’s financial, mental and emotional
wellbeing. Homes North will continue to work collaboratively
with regional service providers to extend our reach, factoring
in increased support needs and ensuring that the financial
stability of our business continues.

30ard/Chair Statement

Developing the plan

| want to share how we, the Board and Leadership Team,
developed this strategic plan. We reflected deeply on our
own hopes for the organisation, reviewed our performance
to find the strengths and growth areas for Homes North.

We considered recent research on social housing and
homelessness, to see what we could learn from it. We met
with our partners and listened carefully to their feedback. We
also listened to our staff, to what they loved about working
with us and what they thought we could improve.

Importantly, we placed our clients at the centre of our
considerations. This strategy development was not an ‘ivory
tower’ exercise, but one that involved walking the streets and
talking to residents to understand their hopes and goals, as
well as their experience in our housing. We shared cups of tea
and scones as our clients graciously hosted us in their homes.
That gave us a real understanding of why our strategy was
important: it was important because it could change lives.

Leaders inthe community

Homes North is now obligated, through the Social Housing
Management Transfer program, to be a leader in issues

of housing and homelessness in the New England North
West. This makes it our role to build connections across
services, working with people who are homeless or at

risk of homelessness, to support them in establishing and
maintaining stable accommodation.

Asound portfolio

Our portfolio of around 2,700 homes demands that we
operate with sound commercial practices. We act as stewards
of a community resource and our commitment is to preserve
the value of the properties we have and to look to increase
the number of properties where possible. Each year we
spend around $6M on planned and responsive maintenance
which, through careful planning and programming, will
maintain and restore property condition as well as providing
local businesses with a steady work stream. Our aim is to
both engage the local business sector to keep business
opportunities in our region and to make sure businesses
have the skills to deliver against the standards we and our
government partners demand.

Aboriginal communities

Currently, almost 45% of our tenancies provide housing for at
least one Aboriginal community member, with the likelihood of
even higher numbers in the future. Homes North is effectively
one of the largest providers of Aboriginal housing services

in NSW. We are committed to being a successful housing
provider for these tenants. That means that Homes North
must walk alongside the various Aboriginal communities, build
trust, listen carefully, sharing decision making when possible.
Listening to Aboriginal people will be crucial to culturally
appropriate service provision and skilling our organisation in
effective service practice.

Ken Done

Chair, Homes North

Refreshed governance

This plan was finalised at a time in which we are refreshing
our governance. | want to acknowledge the leadership of Jane
Michie, as former Chair, in the development of this strategic
direction. As | write, we are actively recruiting new Board
Directors to refresh, challenge and, ultimately, strengthen our
thinking. These are challenging but exciting times and | look
forward to steering Homes North through this next period.
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CEO Message

This Strategic Plan has come out of a time of rapid
and often life-threatening change; and yet it has
also been a time of opportunity,

Bushfires are an ever-present threat to those of us who live
and work in regional locations. The summer 2019/20 bushfires
were a stark reminder of our vulnerability. They emphasised
the importance of the safety and wellbeing of all our clients
and our staff, the susceptibility of our portfolio and also
reminded us of the importance of our environment, something
all those who live in the NENW are acutely aware of.

Hard on the tail of the bushfires, COVID-19 was an even
greater shock. And yet it also drove our staff, our clients, our
partners and our community together as we found new and
innovative ways to continue to offer support and opportunity,
while keeping everyone safe.

Alongside these environmental issues, Homes North
successfully received around 1,700 properties in the NSW
Government’s Social Housing Management Transfer in 2019.
The new clients and properties have seen us on a trajectory of
even more rapid growth than we had been on. The new scale
offers us opportunities: to work closely with clients to enable
them to attain wellbeing; to offer local jobs and contracts; to
revitalise our community, particularly in locations that have
been disenfranchised; to work more broadly with our partners
so that offering housing and combatting homelessness are
foremost in our service network. It also demands that we
become even more professional in the way we bring our
strategic intent to life.

All these pressures, challenges and opportunities have
shaped this Strategic Plan. You will see as you read

the Strategic Plan, an organisation that is bigger, more
professional, offering more opportunity, driven to do more.

And you will see an organisation that remains proudly
regional, deeply connected to the communities in the NENW
that we live and work in.

This Strategic Plan reflects our ambitions for us, our partners,
our clients and our communities, to be even better at how
we deliver services, connect people, act as stewards for our
portfolio, lead our region in housing practice and support our
staff in all these endeavours.

One thing these last years have taught us, is that we can
be sure that the period of this Strategic Plan will throw

up unexpected challenges. Clearly, though, it will also
offer opportunities for our clients, our partners and our
organisation to work collaboratively to do what we do
best: support our clients to sustain their housing and their
wellbeing. | am excited to be continuing the journey of
Homes North and privileged to be leading the organisation
through this Strategic Plan.

/h'\&urw /h’\oi(@vwxia

CEO, Homes North

About Homes North

Homes North is the leading provider of social and affordable
housing across the New England North West of NSW and is
one of Australia’s largest community housing providers. In our
2,700+ properties we provide homes for more than 5,000
people and we offer housing assistance to many more. We
have been managing properties and tenancies in this region
for over 30 years, and have built a reputation as a strong
provider with solid social housing tenancy services and

community connections that enhance the quality of tenancies.

Key figures

We provide a range of housing solutions, one of which is
social housing. We also offer private rental assistance and
temporary accommodation for people in housing need across
the New England North West.

Our offices are located across the region, in the larger cities
of Tamworth and Armidale, and in the main towns of Inverell,
Glen Innes, Gunnedah, Moree and a smaller office situated in
the estate area of Coledale in Tamworth. Our clients can also
contact us via our website and be in touch with social actvities
and events through our social media platform.

5’OOO+ People living in our properties
2,700 Properties under management

160/ Supported tenancies (where a specialist organisation is
O supporting our clients to sustain their tenancy)

24% A person with a disability

45% One or more Aboriginal occupants

27% b5+ years
33% 26-54 years

46% 25 years and younger
86’000 km The area we work across seven offices
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Housing solutions we offer:

Temporary accommodation

Offering homeless clients paid temporary accommodation in hotels,
motels, caravan parks. During their stay we work with the client to
find more permanent housing and refer to support agencies where
necessary.

Private Rental Subsidy (PRS)

Subsidies to support private rental for priority clients who need a
modified property due to disability.

Rentchoice—Start Safely

Subsidies for clients escaping domestic and family violence, and
brokerage for re-establishment assistance with support agencies.

Rentchoice Youth (RCY)

Subsidies for private rental with wrap around support for young people
who are engaged with or willing to undertake study or work. Provision for
brokerage support.

Bond Extra

A guarantee of additional bond to the landlord to provide confidence
when they agree to offer a private rental property to a HN client.

Rent Assist

Assistance with up to four weeks rent when a client has fallen into arrears
in a private rental.

Housing Register

Assisting and assessing clients to be listed for social housing. Where
there is complexity in clients” circumstances we assess for Priority
Housing.

Aboriginal Tenancies Count (ATC)

Intensive case management and support for tenants with complex needs.

Tenancy Facilitation

Staff remain in close and supportive contact with clients who are
homeless or at risk of homelessness to help them with services and
support to find a suitable housing solution. We also offer advocacy with
landlords and support agencies, particularly when these relationships
have previously broken down.

YEAH (Youth Entering Affordable

For exceptionally vulnerable youth with complexity, not yet ready for Rent
Choice Youth, who are internally case managed with support of external
stakeholders.

Housing)

HomeS NOrJ[h: part of the New England North West

We operate across the New England

North West area, from Armidale in the east

to Lightening Ridge in the west, Quirindi in the south to Tenterfield in the north.

188,350—>202,150
88,250->97,950
26%

19%

36%

Key NSW Government strategies® target sustaining vibrant
communities and beautiful centres, promoting growth in all
centres and delivering housing choices to meet the needs of
changing communities. The strategies suggests that regional
cities and centres will provide opportunities for new jobs,
housing, education and health services. Growth will centre
on regional cities and some strategic centres, with stable

or declining populations in other centres. Greater housing
diversity is required to support the growing number of single
person and couple-only households. There is a clear intention

to support new industries, community growth and connection,

and investment in regional economy.

5 New-England-North-West---Final-regional-plan-2017-09.pdf (nsw.gov.au)
¢ ABS
7 ABS
8 New-England-North-West---Final-regional-plan-2017-09.pdf (nsw.gov.au)

Population growth between 2016 and2036°

Predicted 11% growth in dwellings

Projected number of people 65+ years in
2036

The average household income is 19% lower
than the Australian average®

The percentage of people in NENW that have
completed Y12 or equivalent (compared to 52%
for Australian average)’

Homes North can offer insight and guidance for the future of

the New England North West. We understand affordable and

social housing, as well as what makes communities work. We
aim to work closely with local government and other partners
to realise the strategic future for our region. We are also well
placed to advocate to the NSW government for the needs of

our region.

We work closely in partnership with a wide range of
organisations to support our clients and communities, and

to promote the role that community housing can play in
achieving broad social outcomes. Our partners range from
support providers and Aboriginal community organisations to
local government, the Police, real estate agents and more.

13
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: TENTERFIELD

46 Tenancies

QMOREE
210 Tenancies
9 QGLEN INNES
INVERELL

. 102 Tenancies
198 Tenancies

9 QGUYRA
NARRABRI 9 Tenancies
154 Tenancies 9
9 ARMIDALE
URALLA

550 Tenancies

9 8 Tenancies
GUNNEDAH 9 QWALCHA
TA

179 Tenancies MWORTH 20 Tenancies
1,050 Tenancies

q.IVERPOOL PLAINS

27 Tenancies

Less than 100 Tenancies

100 - 200 Tenancies

200 - 500 Tenancies

500 - 1000 Tenancies

Q900090

More than 1000 Tenancies

CANBERRA

New England &

lenancies

9 8 O/ of our tenancies are Social Housing tenancies
O

with remainder Affordable Housing

About this Plan

This Strategic Plan guides our operations for the years 202110 2024. The
Plan sets high-level priorities, under which our projects and business-as-usual

North West Region

activities will sit.

For each of our four strategic goals, this plan includes:

= Adescription of the strategic goal, our philosophy and
the most important work that sits underneath that goal,
and highlights the key areas of activity.

= One or two near-term priorities which will assist us in
achieving improved operations in the coming year or so.

= One or two medium-term priorities, towards which our
current work will transition. For these priorities, we may
start work soon, but expect that our work will bear fruit
in the next 2-3 years.

= Measures of how we will assess our achievement in the
strategic goal.

The plan intentionally focuses on fewer, more important
priorities. As we grow, there is a temptation to have more and
more priorities; however, we know that too many priorities
means that we risk losing focus. We have consciously decided
to focus on the most important outcomes.

The actions in this plan are cascaded down into annual
business, divisional and team plans, and then into individual
performance plans. We report on the measures internally
every quarter, and will include an external report in our Annual
Report.

This Strategic Plan sits alongside other plans for Homes North,
notably our:

= 10-year Strategic Asset Management Plan, which outlines
the overall approach to assessing and protecting asset
condition.

= 1-year Maintenance Plans, which detail planned and
responsive maintenance priorities and budgets for the
year.

= Growth Plan, which identifies priorities for portfolio
enhancement.

= Risk Management Plan, which identifies key strategic
and operating risks, risk tolerances, risk appetite and
mitigation strategies.
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Our Pla

Our Vision... sa

Our strategic goals

GOAL

Positive change for
individuals

IN THE NEAR TERM

Create a connected and
engaged tenant and

IN THE MEDIUM
TERM

Develop a
complete client-

N in Summary
2 homes, positive lives, strong communities.

AREAS OF ACTIVITY

Social housing

Access to support and financial

Enhancing
communities,
building place

support system led approach assistance
Responding to homelessness
Increasing social andeconomic
inclusion
Understanding client experience of
services
Consolidate Design a new Collaborating with local service
the transfer of approach to place providers
property/tenancy making Develop Moree and Coledale
management from Play a greater (Tamworth) Plans
government to role in market

Homes North

affordability

Protect our assets for the future

Regional change
makers

Operational
excellence

Strengthen our Create: Create client-centred service
relationship with key “Homes,Lives, systems

partners Support” Development of Key Strategic
Advocating for better Partnerships

services to support clients Key stakeholder engagements

Ensure our systems and Look at Tools and systems that support our work
approaches sustain our systems

financial sustainability

Strengthen our
operational capability

innovation for
future needs

Employer of choice

Pathway to excellence in Aboriginal
service

Minimising environmental impact of
our operations

Key measures

Customer satisfaction Client outcomes Repairs & maintenance Property condition

Reputation Financial results

Employee engagement Safety

RAP results Governance and risk Tenant well-being Service system

Uur ValueS = Qurvalues guide our interactions with our tenants, our clients, partners and stakeholders, and ourselves.

We communicate in a positive, clear and concise manner using the appropriate method and
tone, listening without judgement.

We act with good faith; consciously choosing to believe that people are acting with good intent,
giving them the opportunity to clarify any misunderstandings.

We take responsibility and ownership of our own behaviour and actions.

We work ethically and with integrity; conducting ourselves professionally, maintaining
confidentiality and always being honest.

We are supportive and work as a team; showing understanding to one another and providing
encouragement.

We show respect at all times; valuing our differences and treating people how we want to be
treated. We understand and value cultural difference with Aboriginal communities and clients.




Strategic Goal 1

Positive change for individuals

Our focus is on creating a connected and engaged tenant and support system, one
that puts the clients at the centre of our work.

We are working towards a client-led and trauma-informed
approach . For us, a client-led approach takes down the
artificial barriers imposed by siloed programs with separate
requirements, and instead starts from where the client is now,
and how they might move towards achieving stable housing
and other life goals.

We want to make sure our clients have a safe and affordable
home, which may include access to support and the financial
assistance needed to sustain tenancies in the private market
and in social housing. We will focus on ongoing, intensive,
wrap-around support to prevent homelessness.

Every client, from the one who has just walked through our
door for the first time to the one who has been with us for
decades, matters to us. And so we will work with every client
to transition from where they are to where they want to be.

At Homes North, we believe that investing heavily upfront
with our engagement is critical. For example, for clients who
have experienced homelessness, listening to their story,
understanding their journey to homelessness, is absolutely
fundamental to finding the right long-term housing solution.

Responses like our Homelessness to Housed program

mean that we focus on what the client needs, not just

which eligibility criteria seems to fit. It’s a case coordination
approach, with appropriate support and advocacy for the
client from the beginning of the relationship to achieve longer
lasting results for the client and Homes North.

Our aims go well beyond housing: we are seeking increased
social and economic inclusion for those clients who are
capable and whose life goals drive them in that direction,
with increased engagement in volunteering, training and
employment. A key focus for us is younger people, those
not necessarily eligible for social housing; we help them to
access affordable housing with support through a tailored
case management plan that taps into our expertise and that
of our partners.

Understanding our clients’ experiences of our services—as
well as the barriers they encounter in working towards
their aspirations—is vital to ensuring we allocate resources
appropriately and effectively. We will use those experiences
to inform and influence our strategic directions, policy
development and service delivery improvement.

This Strategic Plan sees us working towards a well-thought
through and sophisticated approach that helps us to triage
people’s needs at the start of our engagement; connecting
those for whom gaining education and employment is a
possibility with the support needed to take the first steps
towards their own goals; develop sustainable transitional
pathways for those who can move into private market
housing; and working with clients to support them to enrich
their lives.

In the near term we will...

We will continue to put in place programs and partnerships that support
improved tenant engagement and connections with the support system,
particularly for our transferred locations. We will interrogate the best support
arrangements to achieve our objectives.

Create a connected
and engaged tenant
and support system

In the medium term we will...

We are deepening our practice so that every decision we make is made

with the client at the centre. This means scrutinising our practice so that we
remove artificial barriers between assistance and instead build connections
between programs and service providers, all in support of our clients and their
unique needs.

Develop a complete
client-led approach

Our measures...

= Client exits from Temporary Accommodation to stable housing at benchmark.
= Number of supported tenancies within our portfolio at benchmark.
= Well-being of tenants improving and is above sector average.
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Strategic Goal /

cnhancing communities, building place

We are committed to working collaboratively with our communities and
stakeholders to build long-term changes for people in vulnerable areas, while

continuing to strengthen our portfolio.

Place plays a significant role in neighbourhood cohesion and
individual well-being. Our current housing holdings give us a
unique perspective on place, particularly areas where there
are concentrations of disadvantage.

We are already collaborating with local service providers,
councils and other organisations on key goals and joint
outcomes. We are developing formal plans to bring about
long-term change in two key places, Moree and Coledale
(Tamworth). These areas have large social housing estates
with clients who experience considerable disadvantage

and are where change is most urgently needed. It will take
some time to define this approach fully and to develop
concrete plans for each site. We know from research that
taking it slowly, working with the individual strengths of each
community and creating lasting partnerships are some of the
steps we can take to increase the likelihood of long-lasting
change. We are working on building honest and trusting
relationships with Aboriginal communities and organisations
so we can work together on shared priorities. Over time, our
intention is to become leaders of amazing places.

Acting as steward for our properties underpins positive client
experiences and protects our assets for the future. We have
active plans in place to maintain and improve our already
high (98%) property condition score, while making sure of the
ongoing viability and performance of every property we own
or manage.

While the management transfer occurred some years
ago, the direct management of repairs and maintenance
only commenced in mid-2021. That shift gives us both
responsibility and opportunity.

Our first responsibility is to our clients, current and future,
who live in these properties, to ensure their homes are well
looked after. We are also responsible to government, as
property owners, to ensure our programs support the long-
term use of housing, maintaining their condition. This role
gives us a big opportunity to work with regional businesses.
The money we spend on repairs and maintenance can
support many regional jobs and businesses; we intend

to work with them to ensure that they are skilled up and
delivering at the standards we need.

In the near-term we will...

Consolidate the
transfer of property
management from
government to Homes
North

In the medium-term we will...

We are continuing a focus on our repairs and maintenance service as we

consolidate the transition from government-controlled maintenance. Our plans extend
to new contracts with local providers, optimising the value we get from expenditure and
close monitoring of the quality of maintenance services.

Design an approach to
placemaking

We are creating a new and well-considered approach to the role Homes

North will play in creating vibrant places that are full of hope. Our approach will build on
existing work with tenant engagement, and extend to decisions about capital growth,
place revitalisation and interventions in Moree and Coledale, and assessment of social
impact.

Play a greater role in
market affordability

Our measures...

We want to tap into our unique expertise to work with partners to improve the range
of housing options being delivered in the region. This builds on our connections with
local government and business and sees our influence increase as we move towards
becoming leaders in great places.

= Improving tenant satisfaction with property condition in Moree and Tamworth.

= Improving tenant satisfaction with repairs and maintenance services in Moree and Tamworth.

= Improving tenant satisfaction with their neighbourhood.

= Properties meeting acceptable standard.

= Responsive repairs and maintenance reducing in cost over the next three years as our planned maintenance program is

rolled out.

= Repairs and maintenance spend in the region at benchmark.
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Strategic Goal 3

Regional change makers

With Homes North’s rapid increase in size comes the responsibility to show our
commitment and leadership for the benefit of the broader community as well as our
clients. Our contract with government gives us a clear role as regional leaders and
change makers.

We have always been a strong voice for the region explaining
the vital role social and affordable housing plays in housing
markets, and in people’s lives. We are advocating for better
services to support clients who, for so many reasons, struggle
to find a stable home. We plan to leverage our knowledge

and reputation to build better services, and to change the way
social housing is perceived. We want living in social housing to
be a source of pride for our tenants.

Housing and homelessness are not discrete issues. For
those individuals experiencing challenges in these areas,
there are often multiple factors that have shaped their lives
and their current difficulties. It is rare that a pathway out of
homelessness just requires access to secure, affordable
housing.

Instead, it touches a range of sectors—across human services,
health, education, training and employment.

We will shape the regional discussion so we build connections
across sectors to create client-centred service systems. We
are already using our increased scale and capacity to be a
strong advocate and leader, influencing planning for social
housing in our region.

Our work across systems will translate to better support for
individuals, as we establish more and better partnerships with
key service providers.

In the near-term we will...

Strengthen our We work within a network of service provision. We are taking a
relationships with considered approach to foster and strengthen connections with key partners in service
key partners delivery. We particularly are focused on close and trusting relationships with our key

government stakeholders.

In the medium-term we will...

Create: ‘Homes, We plan for ‘Homes, Lives, Support’ to become a new and well-considered approach that

Lives, Support’ Homes North will deliver. Connecting with support can transform the lives of clients. This is
closely linked to our Strategic Goal 1 priority regarding ‘Client-led approach’, as we extend our
offering to those of others, or expand what we deliver ourselves.

Our measures...

= Organisational reputation

»  Submissions to Government inquiries

» Media and public relations activities every month

»  Relevant Ministerial and Local Member meetings at least once per quarter

»  Linking in with key local strategies including Moree Special Activation Precinct.
= Three year rolling service system coordination plan actions met

»  Community Support Hub in Armidale opened April 2022

» Monthly meetings with key support providers, local government and state government service providers.
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Strategic Goal 4

Operational excellence

Our staff and culture, finances and systems, all work in a complementary way
to support Homes North in its continued drive for excellence and long-term

sustainability as an organisation.

Any organisation is only as good as its staff. For Homes
North, our staff is the reason we can achieve excellence and
support our clients to change their lives. We will continue to
focus on being an employer of choice, because we want to
attract people with the right attitude, a range of professional
expertise, knowledge of our and other industries, and a
regional perspective. And once they are with us, our plan

is to keep them by offering access to extensive training
opportunities to help them grow and develop, by giving them
meaningful work as well as making sure we all have fun. Over
time, we will start to work on the arrangements we need for
the Homes North of the future, including team structures and
autonomy, as well as skills and capability enhancements.

The growth of any organisation—particularly at the rate that
Homes North has experienced—demands a thorough review
and strengthening of accountability systems. Our intent is

to use a cascading planning and reporting process to drive
and track change, so everyone from frontline staff to Board
Directors can see where we are focusing our effort. We are
drawing on evidence including our corporate data to shape
future approaches to work.

Working towards trust with Aboriginal partners and serving
Aboriginal clients and community members pervades every
action we do in each of our strategic goals. For us, the
pathway to excellence in Aboriginal service provision is

underpinned by culturally appropriate practices, policies and
training. We will continue to spotlight this important work
through our Reconciliation Action Plan and in every project we
undertake. This is key for Homes North to achieve excellence.

Financial sustainability is key to surviving in the near and long
term, and Homes North intends to be around for many years
to come. We are closely scrutinising our financial structures

to ensure we are financially sustainable, including making
sufficient provision for the repair and consolidation of our
current portfolio, meeting emergent expenditure needs, and
having the flexibility to shape assets and communities to meet
the needs of residents.

Finally, as an organisation that is proudly regional, we are
committed to minimising the impact our operations have
on our environment. We have already taken steps towards
resource efficiency in small ways, such as introducing
solar power for offices, using hybrid cars to reduce fuel
consumption and care in use of other resources. We will
continue to identify ways to minimise the impact of our
operations right across our business.

In the near-term we will...

Put in place an We are focused on establishing a solid foundation for monitoring our

approach to future financial position and assessing the impact of proposed initiatives on our financial
deliver financial health.

sustainability

Strengthen our
operational
capability

We are strengthening our operational capability to support our operations at current
and future scales. Projects include: cascading systems for planning and reporting; IT
enhancements, HR strategy, strategic use of trusted advisors.

In the medium-term we will...

Look at systems
innovation for
future needs

Once we have our current approaches bedded down, we want to step
back and look at what Homes North will need into the future to support staff and management
in the breadth and depth of work we do.

OUR MEASURES...

Employee engagement above sector average.

Percentage of Aboriginal staff meets RAP benchmark.

Staff training and development activity as a percentage of revenue.

Working capital ratio as a measure of the company’s ability to pay debts as they fall due.
Operational performance:

» rent arrears at benchmark

»  vacant days at benchmark.

Reportable WHS incidents at zero.
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Reconciliation Action Plan

Everything we do at Homes North includes consideration of Aboriginal culture,
community and individual needs. Our Reconciliation Action Plan brings together a range
of activities aimed at improving our services to Aboriginal community members.

Our Reconcilation Action Plan activities are based on the following principles:

Valuing diversity From the formal documents, like this plan, to our behaviours and practices,
we strive to value diversity.

Capacity for cultural We are building in self-assessment at all levels in our organisation, from
self-assessment our frontline workers to our Board, and have committed to this as a regular
practice.

Dynamics of cultural We strive to be conscious of the dynamics inherent when cultures interact.
interaction We aim to build trust through genuine and open dialogue, so we can have the
space to create understanding.

Institutionalised cultural We understand it is not enough to just have specialised staff with cultural

knowledge knowledge. Every single staff member in Homes North is key in building and
maintaining cultural knowledge, as well as the way we design our policies and
systems.

Adapting service We are adapting our service delivery in ways that reflect a deep
delivery understanding of cultural diversity, so services genuinely accommodate the
needs of individuals and community.

We plan to revise and strengthen our Reconciliation Action Plan, continuing to tap into the expertise of our
Aboriginal staff who have been so generous and open in providing guidance and leadership.
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