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CHAIRPERSON’S REPORT CEO’S REPORT

David Campbell
At the outset I want to place on record my thanks to The Housing Trust for the opportunity to fill the role as board 
chairperson, I trust I shall be able to provide the leadership that has been entrusted to me. 

The staff of The Housing Trust is to be congratulated on a fine effort of customer service, care and 
sensitivity to our tenants. The professionalism of our staff is measured by the extremely positive and 
satisfying results of our annual tenant survey. 

The year in review has again been one of change and the resilience of our organisation has shone through in an  
extremely pleasing result, in service, financially and indeed in the spirit of teamwork amongst the board and staff of 
The Housing Trust. 

A big welcome to our CEO Joan Ferguson who has a wealth of experience in social housing policy, service delivery 
and governance in the community sector and government both in Australia and Britain. I express our thanks to Joe 
Gaudiosi who spent several months as an interim CEO towards the end of calendar year 2013. 

We have also seen some change in the board with long term director and previous chair Sandy Depers leaving the 
board along with Bill Feld. Sincere thanks and best wishes to both of them for significant service and effort.
We have welcomed Gareth McKeen and Michael Szafraniec as directors and acknowledge their 
contribution.
 
From a governance perspective the board has had a focus on policy review and renewal across the 
organisation from the board charter, to delegations, to procurement, for example. This effort has been 
targeted at ensuring contemporary policies that reflect best practise. We have also had a focus on risk 
review and profile with work continuing to finalise this task. 

Significantly, we have also allocated time and resources to commence an updated strategic plan which is expected 
to be completed late in Calendar year 2014 but outside this reporting period. Detailed work is also well advanced to 
ensure we can comply with requirements for National Registration under new sector regulation laws.  

I am pleased to report that construction has commenced on our housing growth project, Central Gardens at  
Shellharbour with our first tenants expected in quarter 1 2015. The board through its property committee has also  
applied strong effort to identifying options for building on the former Dapto Public School site. As a result of that  
options review work an EOI for joint venture partners will be undertaken. 

Notwithstanding a huge governance and development workload the board has remained focussed on oversight,  
performance review and the core business bottom line issues of customer service and financial performance. 
I thank the Board and the Senior Management Team for a combined effort that enables us to offer such a strong  
annual report to Company members and stakeholders. 
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CEO’S REPORT

Joan Ferguson
My personal purpose is to continue to do what I can to make the world a better place.  A place where everyone has a 
home, and our community has the opportunity to build the best possible lives.   

I was appointed and started in January 2014 with a solid 20 years plus in the social housing sector in both Australia 
and the UK. I am excited about the road ahead with huge opportunities for organisational growth expanding our 
capability to serve the community and play our part in addressing the ongoing housing crisis in our region as well as 
play a pivotal role in social change. 

It is so rewarding to join an organisation filled with people who care passionately about the people we work with and 
who deliver consistently good customer service experiences. The people here live the organisation’s values and 
deliver quality services to the  2000 people we house.  Over 85% of tenants extremely satisfied with the service they 
receive from The Housing Trust making it a pleasure to be here. 

The next twelve months is going to be focussed on working on the development of the future strategic direction for 
the organisation, which will include consolidation of the business, identification of strategic partnerships and building a 
roadmap for growth. 

In parallel, we are working through the tactical wins which include completing registration in NSW and finalising 
national registration. We have made significant progress on the Central Gardens project of 71 units for over 55’s and 
people living with a disability in Shellharbour, development of a brand and PR strategy to raise the profile and 
credibility of the organisation.  This combined with secured funding  for new technology infrastructure means we have 
a busy year ahead. 

To ensure we fulfil the wider strategic initiatives and organisational objectives, we are reviewing our internal structure 
and matching our objectives with the right resourcing and capabilities. 

Staff engagement survey results show that significant improvements organisationally have already happened with a 
31% increase in satisfaction in the area of Leadership compared to last year, combined with 100% scores in the areas 
of focus on results, high quality service and quality workplace environment. 

Financially we are moving forward with a review on restructure, process and capabilities with the changes reflected in 
improved results this year our total revenue is up over 18% compared to last year, and our financial and asset 
management has increased the surplus by 56% compared to last year. 

I am looking forward to the challenges, opportunities and continued growth that lie ahead and thank the board, our 
partners and especially our staff for their ongoing support. 
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BOARD OF  DIRECTORS

David Campbell - Chairperson

Ron De Jongh

John Storer Jennifer Macquarie

Gareth McKeen Michael Szafraniec

June Williams
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Jennifer Macquarie

Michael Szafraniec

ABOUT US
The Housing Trust is a non-profit community-based housing organisation that has been providing 
subsidised rental homes in the Illawarra for 30 years. We are governed by a skills-based Board of 
Directors and regulated by the NSW Registrar of Community Housing Providers according to a national 
registration system. 

First and foremost we provide long term rental housing to people on low and very low incomes. Our 
approach to housing management is very much about placing tenants at the centre of our service, a 
deep commitment to sustaining people in their homes, tenant participation, and in facilitating support 
services to those tenants who just need a helping hand. 

OUR TENANTS 
 
• We house a total of just over 2,000 people, including around 600 children 
• About 90% of tenants receive government income support (37% DSP, 20% aged pension)
• 53% of tenants are over the age of 50 
• 11% of our tenants are Aboriginal 
• About 75% of our tenants have held their tenancy more than 2 years 
• In a recent survey 94% of our tenants told us they are satisfied with our services 
• A large proportion of our tenants experience mental illness 

OUR PORTFOLIO 

• About 1,000 homes from Thirroul to Gerringong 
• Roughly 71% of our homes are in Wollongong LGA, 21% in Shellharbour LGA, 8% in Kiama LGA
• We manage properties that are owned by the NSW Government (~35%), those that we own or have 
  been vested to us (~35%), and we also lease properties in the private market (~25%)
• Compared with public housing, our portfolio is relatively new 
• Most of our homes are scattered in the community or in smaller complexes of units: 30% houses, 
  47% flats/units, 22% villas/townhouses 
• We have to acquire 54 new homes over 10 years as part of a government target 
• We are building 71 new homes at Shellharbour, which includes 33 units of affordable rental 
  accommodation under the commonwealth government’s NRAS scheme 

OUR CURRENT SERVICES 

• General management of about 1,000 social housing properties, including tenancy facilitation, 
   responsive and planned maintenance 
• A number of housing programs for several target client groups, typically with a support service
   partnership with external organisations 
• Paddys Place crisis accommodation partnership with Housing NSW 
• Outsourced maintenance contract of Specialist Homeless Services properties 
• Fee for service tenancy management & support to specialist homeless services 
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WORKPLACE MANAGEMENT & PLANNING

To ensure that we meet the ongoing demands of our continued growth our HR Manager has 
undertaken significant works to best manage our increasing resource requirements.   

In understanding the ongoing needs of the business, we have increased our resourcing and 
capability in areas including Management Accounting, Project Management, Business 
Development, Marketing and Human Resources.  We have an ongoing focus on structural de-
velopment and capability matching to continue to meet the needs of our growing organisation.   

As part of our Indigenous Commitment and Aboriginal Employment Strategy we have created 
new opportunities through three traineeships in Operations, Asset Management and Corporate 
Services.  

A big focus has been on the addition of customer service staff in the Housing Services and 
Tenancy Service teams with additional and ongoing training to ensure the best possible service 
to our clients. Training has included Enhancing Leadership and Supervision, Certificate 4 in 
Social Housing and various developmental courses to assist our teams in supporting tenants. 

To support our staff further, we have reviewed our WHS processes, and reviewed all policies, 
established a committee and improved our reporting to better understand our environment.  

Our newly implemented Wellness Initiatives include a Fresh Fruit Program, Weight Loss 
Challenges, Employee Assistance Program, Flu Immunisation Program and Lunch Time Yoga. 

All of these projects and initiatives can be positively reflected in our Employee Engagement 
Survey with the biggest improvement year on year was focussed on Leadership, largely driven 
by a 31% increase in employees believing that “The way the organisation is run has improved in 
the last year”.

WORKPLACE

100% 100%100%

I believe the organisation has a 
strong focus on achieving positive 

results

I believe the organisation offers
services that are of a high quality.

I believe that the buildings, grounds 
and facilities I use are in good

condition. 
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INDIGENOUS COMMITMENT  

The Housing Trust recognises the rich Aboriginal heritage of the Illawarra region and acknowledge and 
respect the ongoing contribution of the Traditional Custodians and Aboriginal people in our region. 

The Housing Trust has been very innovative around developing strong relationships with the Illawarra 
Aboriginal Corporation, the Illawarra Aboriginal Medical Service, the Koori Men’s Group and the Local 
Aboriginal Land Council just to name a few.  At the present time, The Housing Trust coordinates and 
facilitates the Illawarra Aboriginal Community Based Working Group’s Access to Housing Cluster Group.  

The Housing Trust is committed to closing the gap in Aboriginal Housing and Employment within the 
Illawarra region and as such have a structured and coordinated approach to achieving this outcome.  
 
Our work is increasingly bringing us into contact with our members of the Aboriginal community, as 
sadly Aboriginal people are significantly over represented when it comes to homelessness, a gap that 
through the ongoing work with our close partners, and the work we are doing as part of our Aboriginal 
Employment Strategy that our goal is to be part of projects that ultimately have a positive impact on the 
national crisis of our indigenous people focussed on housing, health, education and justice.  
Being an active part of “Closing the Gap” the national initiative.
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PARTNERSHIPS  
We are proud to have established and active relationships with other providers and agencies.  

Together, we have the same mission to provide support and service to the community and together, 
have worked hard to achieve this. 

Our partnership range from Youth, Family, Aboriginal, Disability housing and services to domestic 
violence and mental illness support for our tenants. We take pride in assisting our tenants to maintain 
successful and long term tenancies, that includes having the best support in their local communities.

Listed below are some of the partnerships and relationships The Housing Trust have formed with 
local providers and agencies, just to name a few.

• Wollongong Women’s refuge

• Neami National

• Illawarra Koori Men’s Support Group

• Family Services Illawarra 

• Family & Community Services (Ageing, disability & Home Care)

• Family & Community Services (Housing NSW)

• Illawarra Shoalhaven Local Health District

• Community Options Illawarra

• Wollongong Emergency Family Housing

• Care South

• Illawarra Aboriginal Corporation 

• Illawarra Brain Injury Association

• Shoalhaven Youth Accommodation

• Illawarra Youth Housing

Southern Youth and
Family Services
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PARTICIPATION  
The Housing Trust is committed to active participation in our community as well as directly with our 
tenants. We engage and a range of activities and events through the year that ensure we continue to 
demonstrate our commitment. 

These activities include regular visits to larger sites, implementation of the Sustaining Tenancies program, 
pursuing projects with tenants such as communal gardens.  

The Housing Trust also prides ourselves on developing partnerships with key bodies to assist in providing 
the best possible support service to tenants, such as Tenants Advice Service and the Illawarra Forum. 

The Housing Trust is also a proud and active participant in local events such as Reconciliation Week, 
Seniors Week, Kidswish Concert, NAIDOC, Tenant Christmas Party. 

Reconciliation Walk with Wollongong Primary school

Tenant Christmas Party 



12

SUPPORTING OUR TENANTS  

TENANTS

Total people housed  - 1499 adults
447 children under 13
78 children over 13

ABORIGINAL HOUSEHOLDS 
(where 1 or more person in the home is Aboriginal)

117 households = 12% of our portfolio
204 Aboriginal people total = 10% of total people housed

OUR SERVICE

The Housing Trust was nominated for Excellence in Customer Service’ Award at the IBC Business 
Awards. This is a reflection of the exceptional work delivered every day by our service teams. 

The great work that is delivered is also recognised in our Tenant Satisfaction Survey with over 85% 
of our tenants satisfied with the services they are provided by The Housing Trust. 

94% 
of tenants were fairly satisfied 

or very satisfied with our overall 
service

 

94% 
of tenants were fairly satisfied 

or very satisfied that we uphold 
tenants’ rights

92% 
of tenants were fairly satisfied 

or very satisfied with our overall 
communication

89% 
of tenants were fairly satisfied or 
very satisfied with the condition 

of their home
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COMPLIANCE

GOVERNANCE

Registration and Accreditation
 
The Housing Trust’s compliance assessment by the NSW Registrar for Community Housing has 
allowed a return to the standard compliant assessment schedule. The report recognized that 
substantial reviews for governance items were underway.

We are now committed to applying for accreditation under the National Regulatory System for 
community Housing.

Independent reviews  

KMPG has been retained to undertake a comprehensive risk review. The report has been used to 
establish risk management frameworks and will inform the development of performance 
benchmarks in 2015.

The Housing Trust Senior Management Team  
(L-R) Peter Andrews, Joan Ferguson (CEO), Peter Mitchell, Chris Lacey
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TENANTS STORY

Sarah

At 21 years of age, Sarah Sladek has had to move in and out of places more than 30 times. The young 
woman who was born and raised in Wollongong does not complain about her life experiences, she only 
uses them as motivation to help others. 

“I was probably depressed by six years of age,” Sarah explains. 

“My mum has got borderline personality disorder and there was a lot of domestic violence in my house 
and a lot of alcohol and drug abuse from my dad.  I figured, I’ve got to live for something and that’s what 
got me excited for pre-school teaching – helping the next generation to give them the best chance that 
they’ve got.”

At the age of 16, Sarah decided that she had to move away from her mother who supported her daugh-
ter, helping her find a place to rent. Some time later, Sarah met her ex-partner who she moved to Bowral 
with. 

“One day out of no where they came home and told me that I had to move back to Wollongong and that 
it was over. There was no warning or anything. I didn’t have a place to come back to when I got back so 
I spent a few months sleeping on trains or living in friends’ houses. Or pretty much anyone who would 
have me for the night.”

Devastated and in search of help, Sarah was offered youth housing. 

“It wasn’t the greatest place and it was on Wentworth Street so it was a bit rough but it was 
somewhere I could keep my stuff and not have it in storage. I was being looked after by people who 
didn’t even know me and they really cared. Then I got a Housing Trust place and I was even happier.”

Sarah feels that The Housing Trust gave her what she needed to complete her journey from 
homelessness to happiness. 

“Moving in here has made me realise that stuff can get better, it might not always be perfect but it does 
get better.”

Sarah is currently studying a Diploma in Early Education at TAFE and is deciding whether to go to 
university or start a business. A different type of decision to be made compared to those she was forced 
to make before.  

Sarah feels that The Housing Trust 
gave her what she needed to complete 
her journey from homelessness to 
happiness.



15

OUR TENANTS TENANTS STORY

Kevin & Valarie

Kevin and Valarie have had a long history of private rentals and are fantastic tenants. 

Unfortunately they were given notice on the property that they were renting, during this time they 
were supported by several local agencies trying to find them alternate accommodation but could not 
find anything that suited both their medical needs and budget. 

Kevin and Valarie found themselves only days away from homelessness, that’s when The 
Housing Trust stepped in. 
 
After being referred to us, Kevin and Valarie were then contacted by The Housing Trust and we 
were fortunate we could offer them a property in the northern suburbs temporarily while the Central 
Gardens development is being constructed. 

Valarie said ‘I felt very relieved when we received the call; it was very upsetting not being able to 
find a property. We are now looking forward to being closer to our friends in Windang and we are 
excited to set up our new home’. 

Central Gardens is an exciting new building development comprised of both social and affordable 
housing options that will cater for over 55’s and those with a disability. 

Although they are away from the community they lived in for so long they are happy knowing that 
they will be back down South early in the New Year.

Kevin and Valerie found themselves 
only days away from 
homelessness, that’s when The 
Housing Trust stepped in. 

Artist Impression - Central Gardens
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