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Homes North acknowledges and respects the original custodians 
of the New England North West land, and of all Australian 

lands, where we work and live. We acknowledge the traditional 
owners unique ability to care for Country and their deep spiritual 

connection to it.

We honour Elders past, present, and emerging, whose knowledge 
and wisdom has and continues to provide a connection to one of the 

oldest cultures in the world.

We celebrate the contributions of First Nations people to Australia.

Note: Any reference in this document to the term ‘Aboriginal people’ reflects the view held by the Aboriginal communities in the New 
England North West NSW region where Homes North operates, regarding how they wish to be recognised. Any reference to these 

terms is inclusive of Aboriginal and Torres Strait Island peoples.
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Acknowledgement, Recognition and 
Commitment to Country
Acknowledgement and Recognition
Homes North acknowledges Traditional Custodians and Owners of the land, the skies and waterways. 

We recognise Traditional Custodians’ and Owners’ continual connection to the land, skies and waterways. 

We pay respect to the Elders, past and present. 

Homes North recognises, respects and supports the unique culture of Traditional Custodians and Owners, and their right to self-determination and 
self-sufficiency.

Homes North acknowledges that Traditional Custodians and Owners have suffered from historic injustices as a direct result of colonisation and 
dispossession of their lands, skies and waterways. 

We acknowledge the survival, resilience and successes of Traditional Custodians and Owners, families and communities in the face of the 
devastating impacts of colonisation, dispossession, assimilation and successive policies. This has prevented Traditional Custodians and Owners 
from their right to social, economic and domestic development in accordance with their cultural values and beliefs.

Commitment to Cultural Sensitivity and Advocacy
At Homes North we are committed to being a change agent to provide 
culturally sensitive and safe services and programs to our social and 
affordable housing clients. This includes ongoing cultural awareness 
education to board members, executive, staff and the broader community. 
This is Homes North commitment - to be champions of continual 
development and improvement to achieve cultural proficiency.

Homes North will advocate for the truth telling of genocide in Traditional 
Custodians’ and Owners’ history and the reprehensible past laws, 
practices and policies of white colonisation which has and is still causing 
transgenerational trauma. 

Homes North will continue to advocate for equality and equity and is 
committed to increasing our Traditional Custodians and Owners employment 
which is commensurate with the proportion of Traditional Custodians and 
Owners community members we serve in our region.

Homes North is committed to the common purpose of making a difference that endeavours to 
empower Traditional Custodians and Owners in this region to stand proud and strong on Country.

Honouring Significant Events and Dates
Homes North pledges to honour and pay 
homage on the significant events and 
celebration dates of the Traditional Custodians 
and Owners, including Survival Day (January 
26), National Sorry Day (May 26), Reconciliation 
Week (May, annually), Mabo Day (June 3), 
NAIDOC Week (July, annually), NSW Aboriginal 
Football Koori Knockout (October long 
weekend), and other local significant and 
commemorative events.



(and a further 9.5% through a 
partner or child)  identified as Aboriginal

20% of Homes North sta	

24% of Homes North
Board of Directors are Aboriginal

46 % of our households are 
Aboriginal

67% of HYPAR (youth) clients 
are Aboriginal people

61% of our Rent Choice Youth clients 
are Aboriginal people

68% of our Together Home Program 
clients are Aboriginal people

2024 As at June 30:
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Our Mission
To disrupt intergenerational disadvantage and isolation by providing safe homes, building community strength and resilience, 
reducing vulnerability, and breaking cycles of poverty through education and employment pathways.
Homes North’s mission spans a continuum from promotion to prevention, where community engagement and empowerment 
provides the foundation for building strength that leads to reducing vulnerability in our communities.

PROMOTION

Comprehensive 
Support and Service 
Excellence
	Ensuring excellence in 

service delivery and 
sustained tenancies
	Providing robust 

support systems

Tenant Engagement 
and Service Excellence
	Tenant activities to 

support engagement and 
wellbeing
	Developing programs 

and initiatives for tenant 
support

Community 
Engagement and 
Empowerment
	Cultivating supportive 

environments
	Fostering tenant 

engagement and 
community development

Providing More 
Housing
	Increasing Homes North 

portfolio of Social and 
Affordable Housing
	Offering housing options 

for homeless and at risk 
of homelessness

 BUILDING STRENGTHS

P r o m o t i o n  t o  P r e v e n t i o n



Our Vision
Safe Homes - Empowered Lives - Strong Communities

Cultural Safety and 
Inclusion
	Tenant activities to support 

engagement and wellbeing
	Developing programs and 

initiatives for tenant support

Innovation and 
Sustainability
	Leveraging technology
	Integrating 

environmental 
sustainability 
strategies	

Collaborative 
Partnerships and 
Financial Stability
	Building strong 

partnerships
	Advocating for the 

needs of our clients

REDUCING VULNERABILITY
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Board/Chair Statement
As I write this, both the Commonwealth 
and State Governments have stepped back 
into the barren field of housing policy and 
provision.  However, decades of absence 
will take considerable resources, policy 
change, and commitment over a long 
period to deal with that absence and the 
accompanying market failure.

Community Housing and Service Provision
Community housing organisations stand ready to 
be a willing partner, dealing with a problem that has 
built over many years to be a significant threat to 
the wellbeing of many Australians.  We need to be 
bold, we need to be critical of proposals and policies, 
we need to be ready to work with communities and 
Governments.  We need to continue to work for 
increased positive impact on housing for those outside 
of, or on the margins of, the housing market. 
Critically, we need to position ourselves to be a cost 
effective and empathetic provider of service in a 
situation that is likely to be fluid and challenging.  
Homes North itself will take many years to overcome a 
range of legacy issues from arrangements and policies 
that still persist. 
Ensuring that we have a sound commercial basis 
for service provision and an accompanying ability to 
support investment and service coordination, 
remains a challenge. 

Addressing Client Needs and Community Engagement
The challenge of ancillary services to our clients remains a major issue.  
Maintaining a tenancy for many of our clients is largely a question 
of access to other services whether they are mental health services, 
support to deal with domestic violence, or access to training and the 
job market.  We need to significantly lift our effort in this space. 
We particularly need to continue to explore approaches to housing and 
services that meet the needs of our First Nations clients.  We are not 
seeing outcomes for these clients that we consider effective in meeting 
the challenges they face. 
Notwithstanding all the difficulties of what we see in housing, we do 
see a new determination in our state and regional communities to see 
things change and we need to grab that determination and run with it.  

Ken Bone 
Chair, Homes North

It’s an interesting time to be embarking on a new strategic plan.   



CEO Message
I am pleased to present the Strategic Plan for 
Homes North Community Housing 2024-2027.
As our last Strategic Plan unfolded, we experienced greater 
and greater challenges as we responded to an ever-increasing 
demand for our housing and homelessness services within 
the context of an Australia wide “housing crisis”. We have 
experienced record numbers of community members in need of 
temporary accommodation with fewer and fewer stable housing 
options on offer. Cost of living pressures added to an already 
challenging environment.
Our new plan acknowledges demands on our services and that 
circumstances are unlikely to ease in the short-term. The plan 
sets in place the foundations for the long-term.

Commitment to providing affordable  
housing options
At Homes North, we remain steadfast in our commitment 
to social justice. As the availability of affordable homes for 
Australians continues to diminish, we have needed to step 
up our response. Fundamentally, we cannot support lasting 
outcomes for communities without increasing the supply of 
affordable housing options. This will be a focus in coming years. 
We will continue to advocate at all levels of Government for 
a pipeline approach to developing more affordable housing 
options in our region for lower income households.
We need to continue to advocate widely the need for affordable 
and safe housing to support regional communities. Local 
economies, businesses and all levels of Government are feeling 
the negative impacts of inadequate housing in Australia. It 
has taken too long, but the desperate situation has resulted 
in green shoots that have provided us with opportunities. The 
Federal Government’s new initiative, the Housing Australia 
Future Fund (HAFF), will effectively subsidise the development 
of affordable housing solutions across Australia. Round 1 funding 
applications are yet to be assessed and we are hopeful that 
our submission for new housing in the New England North West 
will be successful. Our new strategic plan sees us continuing in 
this vein, pursuing all viable options to increase the supply of 
affordable housing options in the region. We will partner with 
local Councils, and other agencies and services to optimise 
outcomes for communities and individuals as we develop new 
housing supply. Innovative building methods will be explored 
to reduce living costs and ensure liveability of homes through 
climate changes.

Social Justice and Disrupting Disadvantage
The ongoing cost of living crisis has deeply affected the communities where 
we work. Rising living costs, exacerbated by back-to-back interest rate 
rises, have ultimately placed the most pressure on low to medium-income 
households. Many clients seeking our assistance are spending well over 50% 
of their income on private rentals. Many of our tenants, even though they have 
the benefit of rents pegged to their income, cannot budget their way out of 
rising food and electricity bills.
This Strategic Plan acknowledges that we need to provide additional supports 
to tenants if we are to ensure tenancies are sustained.
We are putting more emphasis on sustaining tenancies for an increasingly 
complex and financially dispossessed section of society, to ensure they do not 
return to homelessness within an increasingly precarious environment. To do 
this we are developing more sophisticated frameworks, measures and tools 
to monitor our performance and understand what works, and do more of it. 
Current support levels and standards are not meeting the needs of our tenants 
and have ripple effects on our viability. In this plan we will fill in the gaps of 
support provision ourselves with our own support service, when needed.
In our plan we will increasingly connect people with opportunities to break 
cycles of poverty, isolation, marginalisation, and sub-optimal wellbeing. We 
will support the specific housing needs of survivors of domestic and family 
violence, people experiencing chronic homelessness, and young people and 
older people who cannot access affordable housing.

Culturally Safe Services for Aboriginal Clients
Central to our strategy is the provision of culturally safe services to Aboriginal 
clients, who comprise approximately 46% of our tenancies. We recognise 
the importance of delivering services that are embedded in principles of 
healing, trust, and respect. By fostering strong partnerships with Aboriginal 
communities and organisations, we strive to empower individuals and families 
to achieve sustainable housing outcomes while honouring their cultural 
heritage and identity.

Maree McKenzie
CEO, Homes North
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About Homes North
Homes North is a large community housing provider 
with a Tier 1 accredited status that reflects our 
commitment to high standards of governance, 
accountability, and continuous improvement in our 
service delivery of housing solutions to the New 
England North West region of NSW, where we are 
recognised as the leading provider of social and 
affordable housing, and related services in the 
private market.
We have grown from managing five properties in 1985 when 
we first started, to more than 2,600 properties nearly 40 years 
later, which provide safe homes and security to more than 5,000 
people across the New England North West region. Our other 
housing solutions and wraparound services support even more 
members of our community who are for example, homeless or 
at risk of homelessness, escaping domestic violence or have 
complex needs that require careful management and support 
from our external stakeholders.

Homes North is continually striving to maintain a 
culturally safe and trusted service for Aboriginal 
communities. Homes North continues to build our 
staffing team to reflect our tenant composition and 
through the strong leadership of our Board, we are 
working towards ensuring that cultural security is 
offered to both our tenants and staff.
We operate across the New England North West 
region, covering 86,000 km2 from Lightning Ridge in 
the West to Armidale in the East, Quirindi in the South 
to Tenterfield in the North. 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, a smaller office situated in 
the estate area of Coledale in Tamworth and Narrabri 
through our partnership with Summit Community 
Services. Our clients can also contact us via our 
website (homesnorth.org.au) and keep up to date 
with our social activities and events on our social 
media accounts.



5,238 The number of clients we support in these 
properties

2,609 The number of properties we manage

16%
Tenancies supported by specialist 
organisations to support clients to sustain 
their tenancy

86,000 
km2

The total area we work across in NSW from 
seven offices

Some key facts about our clients:
45% Aged under 26

32% Aged 26-54

23% Aged 55+

23% Have a disability

46% One or more Aboriginal occupants per 
property

63% Tenancies are female

HN Strategic Plan 2024-202711



ARMIDALE
604

GLEN INNES
101

GUNNEDAH
177

GUYRA
 14

TENTERFIELD
46

URALLA
 11

WALCHA
20

LIVERPOOL PLAINS 
27

INVERELL
208

NARRABRI
 158

WALGETT
3

MOREE
215

TAMWORTH
1,081

 New England
North West Region
Tenancies

CANBERRA

DUBBO
SYDNEY

It has been estimated that our region will require 
an additional 8,542 new homes by 2041



Over the coming years the New England 
North West region faces significant 
housing needs driven by economic 
development, population growth, 
migration, and demographic changes 
resulting in continued employment 
growth opportunities in the agriculture, 
renewable energy, mining, health care 
and support, and education and training 
sectors. It has been estimated that our 
region will require an additional 8,542 
new homes by 20411  to meet this need.

1 New England North West Regional Plan 2041, NSW Department of Planning and Environment, September 2022

Working across the New England North West
Housing diversity is also critical to attract younger residents 
and support older adults who want to remain in their local 
communities. It is anticipated that growth will be concentrated in 
Tamworth, Moree, Armidale, Gunnedah, and Inverell, where local 
councils will need to monitor supply and demand to prevent long-
term shortages. 
Homes North works within one of the four new Renewable Energy 
Zones (REZs) that have been nominated across our State by the 
NSW Government. However, the growth in renewable energy 
infrastructure and the associated need for construction workers 
to be housed as these projects are developed, will have an 
unintentional impact on an already tight housing market and our 
lower-income workers.
Homes North continues to be well-placed to advocate for the 
region’s needs to the NSW Government, ensuring the strategic 
future of housing, community building, and economic inclusion in 
the New England North West is realised through collaboration and 
effective planning.
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Housing Solutions and Services 
Offered by Homes North
In addition to the 2,600+ properties we manage in the Homes North portfolio, we provide a range of housing options and support 
services to our New England North West communities to help ensure everyone has access to a safe and secure home for both their 
physical and emotional wellbeing.



Client Challenge Our Housing Solution

Homeless or at Risk 
of Homelessness

Temporary 
Accommodation

Homes North offers clients who are homeless, or at risk of homelessness, 
paid temporary accommodation (TA) in either hotels, motels or caravan 
parks. During their stay we work with the client to find more permanent 
housing and make referrals to support agencies where necessary.

Tenancy 
Facilitation

Homes North 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.

Domestic and  
Family Violence

Rent Choice 
Start Safely

Homes North provides rental subsidies for our clients escaping domestic 
and family violence, and brokerage for relocation and re-establishment 
assistance through the Rent Choice Start Safely Program.

Private Rental 
Housing Support

Rent Choice 
Youth

Through the Rent Choice Youth (RCY) program, Homes North can 
provide subsidies for private rental support with wraparound services to 
young people who are engaged with, or who are willing to undertake 
study or work. There is also provision for brokerage support through the 
RCY program.

Bond Extra Through Bond Extra, Homes North can guarantee an additional bond to 
landlords, giving them confidence to offer a private rental property to one 
of our clients.

Rent Assist With Rent Assist, Homes North can provide up to four weeks rent to an 
eligible client when they have fallen into arrears in a private rental.

Social Housing Housing 
Register

Homes North can assist and assess clients to be listed for social housing. 
Where there is complexity in clients’ circumstances e.g. mobility issues, 
we assess for Priority Housing.

Specialist Services 
for Complex Needs 

and Youth

Together Home 
Program

With the Together Home program, Homes North aims to move very 
vulnerable people from street sleeping into a tenancy, with the support of 
additional wraparound services.

HYPAR (Helping 
Youth Progress, 
Achieve, Retain)

Through our partnership with Joblink Plus, Homes North is able to offer 
HYPAR for exceptionally vulnerable youth with complex issues who are 
not yet eligible for the RCY program. They are provided with internal case 
management with the support of external stakeholders.

HN Strategic Plan 2024-202715



About this Plan
This Strategic Plan guides Homes 
North operations for the years 2024 
to 2027. The Plan outlines high-
level priorities that encompass our 
projects and business-as-usual 
activities and are focused into four 
strategic goals.

This Plan includes the following under each one of our 
strategic goals:

	An outline of the strategic purpose and our philosophy 
behind it.

	The strategic domain outlining specific goals, objectives, 
key activities, and performance measures to evaluate our 
success and track progress toward the final strategic goal.

	One or more short-term activities that we have prioritised 
to assist us in achieving improved operations over the next 
12- to 18-months.

	One or two medium-term priorities that our ongoing work 
will transition towards. We may begin working on these in 
the short-term but anticipate seeing results within the next 
two to three years.

	Our performance measures that will ensure we monitor 
our targets against our results.

Like our previous Strategic Plan for 2021-2023, 
which has successfully guided us over the past 
four years, this new plan deliberately prioritises 
fewer, more crucial objectives to ensure 
we remain focused on the most significant 
outcomes for our clients, our communities and 
our organisation.
The actions in this plan are cascaded down 
into annual operational, unit 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, of which the most 
important are our:

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

	One-year Maintenance Plans, which details 
planned and responsive maintenance 
priorities and budgets for the year.

	Risk Management Plan, which identifies 
key strategic and operating risks, risk 
tolerances, risk appetite and mitigation 
strategies.
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Our Vision
Safe Homes

Empowered Lives
Strong Communities

Our 2024 -2027 Strategic Plan in Summary:
Disrupting Disadvantage

• Place makers 
• Design a replicable model for regional social housing
• Tamworth Hub
• Environmental sustainability strategies enhance the lives of tenants 

and benefits the local community
• Advocacy at the national, state and local level for regionally specific 

and equitable housing solutions
• Integrated services systems for social housing and people who are 

homeless and at risk - including strengthened partnerships

• Digital transformation (BAU+)
• Service delivery excellence (BAU+) 
• Homes North reputation is strong 
• Portfolio is maintained to a high standard  
• Data and outcomes driven performance 
• Financial sustainability 
• Transform our organisation into a model of financial excellence and sustainability, 

where financial reporting and analysis support strategic decisions and ensure 
long-term stability

• Growth and diversification to support financial sustainability  
• Homes North portfolio increased 
• Economies of scale

Our 
Values 

Communicate
Respect
Responsibility

Good Faith
Support
Integrity
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Our Mission
To disrupt intergenerational disadvantage and isolation by providing 

safe homes, building community strength and resilience, reducing 
vulnerability, and breaking cycles of poverty through

education and employment pathways.
Homes North’s mission spans a continuum from promotion to prevention, 

where community engagement and empowerment provides 
the foundation for building strength that leads to 

reducing vulnerability
in our communities.

• Provide more housing for individuals by increasing our portfolio of Social and A�ordable Housing 
• Excellence in tenancy services supports sustained tenancies (BAU+) 
• Tenant engagement and wellbeing   
• Develop Cultural Safety Framework 
• Increased internal support provision to ensure quality of approach and outcomes where gaps are 

identified 
 • Pathways for tenants that break the cycle of intergenerational disadvantage via training and 

employment
• Housing options for homeless (BAU+)

• Our values drive our outcomes and underpins our delivery 
• Providing learning and professional development opportunities to build 

capacity for a high performing, agile workforce 
• Our capacity to deliver culturally safe services 
• Sta� and Board Director capability is developed to underpin the delivery of the 

Cultural Safety Framework 
• Disrupt disadvantage for Homes North clients through positive employment 

programs with Homes North 
• Mentally safe workplace
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Strategic Goal 1
Positive Change for Individuals
Our strategic goal is to cultivate a connected and supportive housing 
environment where every client is central to our operations. 

We are dedicated to fostering active engagement and community 
development, which empowers our tenants to maintain their tenancies and 
actively participate in and contribute to their communities. 

This goal aims to transform the individual experiences of our clients through 
comprehensive support systems and community integration initiatives that 
promote stability and personal growth.

1

In Goal 1 we focus on seven priority areas that 
emphasise our holistic approach to housing and 
tenant support, focusing on stability, empowerment, 
engagement, and inclusive, culturally safe practices 
for our clients.

Community and tenant engagement
C o m p r e h e n s i v e  s u p p o r t  s y s t e m s

Housing provision and stability
Personal and community empowerment

Cultural safety and inclusion

Leveraging technology, systems and processes 



Strategic Domain Short-term Activities Medium-term Activities Measures

Provide more housing for 
individuals by increasing 
our portfolio of Social and 
Affordable Housing 

•	 Submit applications for opportunities to expand the portfolio •	 Submit applications for 
opportunities to expand the 
portfolio

Target of 200 properties

Excellence in tenancy 
services supports 
sustained tenancies (BAU+) 
 
 

•	 Commencement of Customer Care Team 
•	 High performing teams 
•	 Sophisticated tools and systems, including effective utilisation 

of technology, that support tenant outcomes   

•	 Customer Care Team is fully 
functional 

•	 Tenant and Contract Portals 
fully operational  

 
 

•	 Customer Service Survey 
(mystery shopping) above 
sector benchmarks across 
all domains

•	 All teams consistently  
meeting minimum 90% of 
team KPIs

Tenant engagement and 
wellbeing  i.e. waste, pets, 
smoking and Share the 
Journey programs, good 
use of technology for 
individuals 

•	 Whole of service offerings are complementary and work 
seamlessly to improve the tenant’s experience  

•	 Emphasis on tenancy readiness 

•	 Grow our effective partnership 
networks within the community 
to improve client support 
provision and outcomes 

•	 82% achieved for tenant 
engagement

•	 75% of Temporary 
Accommodation clients 
engage in our tenancy 
readiness course Ready, 
Set, Rent!

Develop Cultural Safety 
Framework 

•	 Initiate and develop the Cultural Safety Framework  •	 Embed the delivery of the 
Framework across our day- 
to-day operations to improve 
outcomes for tenants.

Increase in Aboriginal tenant 
satisfaction by 10%

Increased internal support 
provision to ensure quality 
of approach and outcomes 
where gaps are identified 
 

•	 Design a company structure that supports expanded delivery, 
including support service framework and outcome measures

•	 Be ready for opportunities that align with the replicable 
model for regional social housing that is focused on improved 
outcomes for tenants and people who are homeless or at risk 

•	 Expanded delivery that will 
continue to drive positive 
outcomes for our clients 

•	 Homes North direct support 
for tenancies increased by 
50%

•	 Support service framework 
completed. Outcome 
measures reported

Pathways for tenants 
that break the cycle 
of intergenerational 
disadvantage via training 
and employment 

•	 Fully activate the AIM Plan (pathways to training, employment, 
and social inclusion) 

•	 Develop a methodology to monitor intergenerational tenancy 
and determine capacity for uplift  

•	 Develop a business case for Homes North Social Enterprise  

•	 Lay the foundational work for 
our Social Enterprise 

•	 Investigate further and/
or implement a process to 
monitor intergenerational 
tenancy and determine 
capacity for uplift  

•	 Methodology developed
•	 Business case developed 

and approved

Housing options for 
homeless (BAU+)

•	 Continue delivering our range of housing options for people 
who are homeless or at risk 

•	 Positive housing options for clients in Temporary 
Accommodation

•	 Utilise the window when the client is in Temporary 
Accommodation to support transition into sustained tenancy 
and long-term stable housing 

•	 Additional Temporary 
Accommodation motel – 
develop a business case and 
appropriate location 

People transitioning from 
Temporary Accommodation to 
social housing tenancies are 
sustained with NIL evictions

HN Strategic Plan 2024-202721



In Goal 2 we focus on five priority areas that 
emphasise a focus on regional community 
development through collaboration, sustainability, 
economic growth, advocacy, and innovative housing 
solutions tailored to regional needs. 

2

Community strengthening and development

Collaborative approachEconomic development

Sustainable growth and well-being
A d v o c a c y  f o r  r e g i o n a l  h o u s i n g  s o l u t i o n s

Innovative housing models.

Strategic Goal 2
Enhancing Regional Communities
Our strategic goal is to continue to work to strengthen the regional 
communities where we deliver our programs and services by developing 
infrastructure and services that address specific local needs.

Our approach involves deep collaboration with community leaders, local 
governments, and stakeholders to ensure that our projects not only provide 
housing but also contribute to the disruption of disadvantage, economic 
development, enhance local amenities, and improve overall quality of life. 

This goal emphasises our role as a catalyst for positive change, driving 
sustainable growth and community wellbeing across our diverse region. 



Strategic Domain Short-term Activities Medium-term Activities Measures

Place makers 
Design a replicable model for 
regional social housing

•	 Moree Place Plan complete and 
reflects current environment 
and opportunities. 

•	 Develop a Place Plan for 
Tamworth 

•	 Place Plan Working Groups 
operational for each placed 
based plan

•	 Moree estate transformation – a replicable 
best practice model of regional place 
making  

•	 Place Plans complete for all Homes North 
locations 

•	 Satisfaction of tenants across all 
measures in Moree at or greater 
than sector benchmark

Tamworth Hub •	 Apply for funding to deliver this 
initiative and actively monitor 
opportunities in Tamworth 

•	 Relocation occurs with appropriate 
partners to deliver a good service mix to 
the community  

•	 Integrated service delivery for Tamworth 

Environmental sustainability 
strategies enhance the lives of 
tenants and benefits the local 
community

•	 Implement the National ESG 
Framework for Community 
Housing  

•	 Educate and train all levels of 
the organisation on ESG  

•	 All new construction is low 
carbon 

•	 Improve the energy efficiency of 
our properties 

•	 Develop an Action Plan where 
our tenants and our operations 
support the Circular Economy  

•	 Continued implementation of our ESG Plan 
•	 Comply with relevant regulatory standards 

and/or legislation and have all our 
measures in place 

•	 Develop a Decarbonisation Plan

•	 100% of staff trained in ESG 
principles

•	 Action Plan developed: 50% of 
activities completed

Advocacy at the national, state 
and local level for regionally 
specific and equitable housing 
solutions 

•	 Ongoing advocacy for 
increased funding and policy 
initiatives that deliver critical 
housing infrastructure to 
regional communities and to 
allow greater uplift of existing 
managed portfolio 

•	 Target new social housing policy directions 
and decision makers at all levels to ensure 
equitable outcomes for the regions 

•	 Contribute to 80% of sector 
submissions

Integrated services systems 
for social housing and people 
who are homeless and at 
risk - including strengthened 
partnerships

•	 Participate in service system 
integration initiatives at all levels 
of Homes North: The Housing 
and Mental Health agreement, 
NDIS reforms, Youth Justice 
reforms, DFV new initiatives etc. 

•	 Continue strong presence at 
localised inter-agency focussed 
meetings 

•	 Participation in initiatives has a positive 
impact on sustaining tenancies and 
financial sustainability

•	 100% of Memorandums and 
agreements reviewed and 
current
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Strategic Goal 3
Systems Innovation and 
Excellence
Our strategic goal is delivering efficiency and effectiveness through 
innovative solutions and continuous improvement in all aspects of 
our operations. 

By integrating advanced technologies, adopting best practices in 
financial management, and ensuring robust governance, we strive 
to exceed the expectations of our stakeholders and enhance our 
service delivery. 

This goal supports our mission by ensuring that our foundational 
processes are both resilient and dynamic, adapting to challenges 
and opportunities alike. 

In Goal 3 we focus on seven priority areas that 
emphasise the importance of innovation, excellence 
in service delivery, strong reputation, data-driven 
decision-making, financial stability, and ongoing 
improvement within Homes North. In the near-term 
we will...
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Innovation and technology
Service delivery excellence

Organisational reputation
Data-driven performance
F i n a n c i a l  s u s t a i n a b i l i t y

Efficiency and Continuous Improvement 



Strategic Domain Short-term Activities Medium-term Activities Measures

Digital transformation (BAU+) •	 Implementation of cyber security 
enhancements according to the annual cyber 
security plan

•	 Automation and latest 
technologies used to streamline 
business systems and support 
client and business outcomes

•	 Review one IT system per year

•	 100% implementation of cyber 
security enhancements

•	 IT Business Continuity is sustained
•	 Review of one system per year: 

confirm it is fit for purpose, or plans 
for upgrades are in place

Service delivery excellence 
(BAU+) 

•	 Customer Care Team have adequate tools to 
support their effectiveness 

•	 Consolidation of existing systems  
•	 Environmental strategies commenced

•	 Implement plan to meet 
environmental standards within 
the National ESG standards for 
social housing

•	 Satisfaction with repairs and 
maintenance services improves 
by 10%

•	 Contractor and tenant portal 
adoption consistently increases 
from base line

•	 Meet National ESG standards for 
Community Housing

Homes North reputation is 
strong 

•	 We have a renewed communication plan 
aligned to our new strategic plan

•	 Homes North branding and 
messaging is fully aligned to its 
communication strategy

•	 Traffic on social media and website 
increases by 20%

Portfolio is maintained to a high 
standard  

•	 Strategic Asset Management Plan (SAMP) and 
high performing teams are data driven 

•	 Implement our SAMP to ensure all properties 
are upgraded to a high standard 

•	 Identify redevelopment sites for funding 
opportunities 

•	 Redevelopment of sites has 
commenced

•	 90% of key indicators in Strategic 
Asset Management Plan (SAMP) 
are met

•	 Tenant satisfaction with property 
condition at  benchmark

Data and outcomes driven 
performance 

•	 Teams commence the move to outcomes 
measurement of social impact 

•	 Systems automation uses data to drive 
improved performance and monitoring 

•	 Outcomes measurement of social 
impact is extended across other 
tenant support teams 

•	 Qualitative and quantitative 
outcomes are fully measurable 
and linked to our goals

•	 Annual social impact report 
completed

•	 Financial sustainability 
•	 Transform our organisation 

into a model of financial 
excellence and sustainability, 
where cash flow 
management and financial 
reporting and analysis 
support strategic decisions 
and ensure long-term stability 

•	 Effectively utilise data visualisation and 
intelligence tools to assist with deep dive 
analysis and predictive analyses.  

•	  All delivery programs fully costed with positive 
financial surplus  

•	 Establish dynamic dashboard for real-time KPI 
tracking 

•	 Enhance financial timeliness and data accuracy 
with automated tools 

•	 Introduce digital financial tools 
to assist with deep dive and 
predictive analysis 

•	 All delivery programs fully costed 
with positive financial surplus 

•	 Tenancy rent arrears at benchmark
•	 Tenancy non-rent debt reduced 

by 20%
•	 Vacancy turnaround is consistently 

at benchmark
•	 Positive operating surplus each year
•	 Positive operating cash flow each 

year

•	 Growth and diversification 
to support financial 
sustainability  

•	 Homes North portfolio 
increased 

•	 Economies of scale

•	 Apply for funding and deliver new social and 
affordable housing   

•	 Investigate other delivery options for NDIS, SDA 
etc 

•	 Continue work to identify close partnerships 
with suitable organisations where there is a 
values-based affinity 

•	 Tenders for aligned new business opportunities 
is ongoing

•	 Decision on Business Case 
options for diversification made 
by Board 

•	 Financial model for sustainability 
developed

•	 Aligned new business opportunities 
commenced
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Strategic Goal 4
Empowered People 
and Inclusive Culture
Our strategic goal is having people who clearly understand their purpose so that we can 
maintain a high performing, resilient and dynamic organisational culture that empowers our 
teams through continuous learning, open communication, and mutual respect. 

We are committed to an inclusive culture that embeds the importance of Aboriginal cultural 
knowledge and custodianship, is diverse and provides insight into the lived experience of 
the clients and communities we live and work within.  

We prioritise the professional development and well-being of our staff and foster an 
environment where innovation thrives, and diverse perspectives are valued. This goal 
supports our commitment to adaptability and leadership in the face of evolving industry 
challenges, ensuring that our workforce is not only prepared but also enthusiastic about 
driving forward our mission and strategic goals. 

In Goal 4 we focus on five priority areas that highlight 
the importance of a purpose-driven and inclusive 
culture, continuous development, cultural safety, 
employee wellbeing, innovation, and adaptability 
within the organisation. 
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Purpose-driven culture
High performance and resilience

Continuous learning and professional development
Inclusive and diverse environment

Cultural safety and capability

Innovation and adaptability

Positive employment programs



Strategic Domain Short-term Activities Medium-term Activities Measures

Our values drive our outcomes 
and underpins our delivery

•	 Review and refresh of Homes North values  •	 Continual embedding of our values 
in our culture and through induction 
and Learning and Development 
opportunities 

•	 Staff turnover less than 25%
•	 $1,600 per annum per staff member 
•	 Staff engagement 80% or higher

Providing learning and 
professional development 
opportunities to build capacity for 
a high performing, agile workforce 

•	 Ongoing delivery of high-quality Learning and 
Development opportunities linked  

•	 Development and delivery of a leadership 
development program 

•	 Working collaboratively within the sector 
and with PEAKS to advocate for the best 
opportunities for our people  

•	 Development of career development 
pathways within social housing 

•	 Key partner or provider of Learning 
and Development opportunities in 
the sector

•	 Firstt year of Leadership Program 
completed

Our capacity to deliver culturally 
safe services 
 
Staff and Board Director capability 
is developed to underpin the 
delivery of the Cultural Safety 
Framework 

•	 Cultural safety framework developed 
•	 Allow time for yarning and embed this practice 

in work team culture

•	 Cultural safety framework embedded
•	 Including staff and Board Director 

training - Cultural Competency and 
Trauma Informed training continued 

•	 Framework completed and 
implemented

•	 Annual Cultural Competency 
Training provided to all staff and 
board

Disrupt disadvantage for Homes 
North clients through positive 
employment programs with 
Homes North 

•	 Continue delivery of supported traineeships 
and cadetships

•	 Reviewing how we deliver the 
program and how we want to commit 
to the program into the future

•	 Minimum of 2 Cadets or Trainees 
per annum

•	 75% completion & retention 
rate with HN within Cadetship/
Traineeship programs

Mentally safe workplace 

 

•	 Proactive psychosocial risk management 
•	 Develop strategies and programs to support 

staff impacted by psychosocial hazards

•	 Reviewing our delivery and 
continuously improving our work 

•	 Collaborating with sector leaders and 
ensuring that we are implementing 
best practice 

•	 Wellbeing Committee established 
and programs ongoing

•	 Top 13 psychosocial hazards 
reviewed and in hazard register

Cultural safety and capability
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Homes North Aboriginal 
Cultural Safety Framework
Our current Innovate Reconciliation Action Plan (RAP) continues the important work of 
reconciliation begun by Homes North in 2016 and reinforces our commitment to recognising, 
acknowledging and respecting Aboriginal people, their cultures, histories and knowledge. We 
are now expanding our commitment to Aboriginal people beyond a RAP. We are committed to 
developing a culturally safe service through our Cultural Safety Framework.

The Framework aims to respect Aboriginal Cultural values in all aspects of our housing services and policies.
The development of the Framework will commence in 2024 with tenant consultations with the aim of a finalised 
Framework by the end of 2025. Our Cultural Safety Framework will be guided by what our tenants believe are the 
core principles of a culturally safe service
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homes  | lives  | communities

Our Offices
Armidale (Head Office | Tenant and Housing Services)
246-248 Beardy Street
Armidale NSW 2350
T 02 6772 5133	

Gunnedah
162 Conadilly Street
Gunnedah NSW 2380
T 02 6742 0363	

Moree
2/25 Auburn Street
Moree NSW 2400
T 02 6752 4440	

Coledale
2 Kenny Drive
Tamworth NSW 2340
T 02 6765 8879	

Glen Innes/Tenterfield
131 Bourke Street
Glen Innes NSW 2370
T 02 6732 3652

Inverell
23 Oliver Street
Inverell NSW 2360
T 02 6722 5137

Tamworth
3-5 White Street
Tamworth NSW 2340
T 02 6766 6897

Narrabri
Provided on behalf of Homes North by
Summit Community Services
2/116 Barwan Street
Narrabri NSW 2390
T 02 6792 1478
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