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2 Regional Housing Limited

vision ‘Every person has a home’
mission 
statement
Regional Housing Limited develops, 
manages and facilitates housing and 
support for people in need with a 
range of communities and partners.

values

Every person is unique and of equal value and has the right to be treated with 
understanding, dignity and respect.

Every person will have a fair share of opportunities and resources and be 
treated fairly and equitably, despite their age, sex, race, abilities, sexual 
orientation, status, or income level.

We take responsibility and are accountable for the actions and consequences 
of our organisation for other people.

We recognise that when people have a sense of personal power, they are 
more motivated to act responsibly. Therefore we support every person’s 
right to information to enable participation in decisions that affect them and 
to have power in shaping their lives.

We strive for a level of excellence through continuous learning and 
improvement that helps elevates RHL to a leadership role in the 
community-housing sector.

We continually search for creative models of housing management and 
innovative community development initiatives.

We regularly evaluate the quality of our services and build on past experience 

to find quality solutions to problems.

These values guide The way we Think and acT:

Respect

Fairness 
& Equity

Responsibility

Participation

Excellence

Innovation

Quality



3

Annual Report 2012 / 2013

mission 
statement

about 
this report
The Regional Housing Limited Annual Report provides key stakeholders with a summary of our 
operational and financial performance throughout the 2012 – 13 financial year.

We wish to tell the story of what we do, why we do it and how our work affects the people and 
communities we service.

Street Address: BundABERg OfficE 
 30 Tantitha Street, Bundaberg QLd 4670

 HERvEy BAy OfficE 
 6/12 nissen Street, Pialba QLd 4655

Postal Address: PO Box 540, Bundaberg QLd 4670

Telephone: 1300 642 123 or (07) 4153 1239

Bundaberg fax: (07) 4153 4000 

Hervey Bay fax: (07) 4194 5399

After Hour 0412 699 087
Emergencies:

Website:  www.regionalhousing.org.au

Email: info@regionalhousing.org.au

ABn: 14139284647

audience
y  Residents, tenants, applicants and recipients of our housing management and support services.

y  federal and State government partners who fund and regulate Regional Housing Limited.

y  Support partners that provide services to our most vulnerable tenants and clients.

y  Regional Housing Limited staff who deliver our services.
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y  commencement of the Home Energy Saver Scheme (HESS) Program.

y  gaming fund grant application successful to purchase a new vehicle (Toyota Rav 4).

y  community Engagement with attendance at community expos.

y  community Engagement with continuous attendance to the Housing and Homelessness 
     forums in Bundaberg and Hervey Bay, dv forum and interagency Meeting.

y  Became a national Rental Affordability Scheme (nRAS) provider.

y  increased our property portfolio by 30 properties.

y  Our outstanding resilience and effort through the January flood disaster to continue 
     servicing our clients, our commitment to the recovery efforts, networking and 
     engagement with community and key stakeholders.

y  Successful management of the temporary accommodation site, finemore caravan Park, 
     housing flood victims.

y  Preparation to commence the tenancy management of three north Burnett caravan Parks 
     temporarily housing flood victims. 

y  unity as a team whilst being displaced through the floods.

y  Ability to continue to meet and improve vacancy rates and rent arrears benchmarks through 
     the upheaval and recovery of the floods.

y  End of the long standing service Tenant Advice and Advocacy Service (TAAS).  

y  improvement of our fire Safety Management by engaging a professional organisation 
     specialising in fire safety.

y  implementation of a Quality Management System.

y  Successful submission and commencement of a formal partnership with EdOn Place 
     Women’s domestic violence Service to deliver the Safety upgrade initiative.

y  focus on strengthening relationships with the Bundaberg and Maryborough 
     Housing Service centres.

y  improved management of our Workplace Health and Safety with the appointment of two 
     qualified independent contractors.  

y  Engagement of a consultant for the provision of a Board Advisory Role.

y  development and launch of RHL Website. 
 

highlights
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company profile
geographic service area

Regional Housing Limited operates from a head office in Bundaberg, a regional office in Hervey 
Bay to service the fraser coast Region, and a satellite service delivered in Kingaroy to service 
the South Burnett Region.

Each funded program delivered by Regional Housing Limited has a specified target area for 
service delivery and currently these include the Bundaberg, fraser coast, north Burnett and 
South Burnett Regions.

programs delivered by 
regional housing limiTed 
during 2012-13
Regional Housing Limited currently provides 
a number of services that support improved 
outcomes for individuals and families 
experiencing a complex range of personal and 
social issues. These include crisis, transitional, 
and long term housing options, a tenant 
advocate, support workers, and emergency 
relief for people who are experiencing financial 
pressures. These programs are funded 
through a variety of State and commonwealth 
government agencies and are all targeted to 
low-income and high needs target groups 
as follows:

supported accommodation 
assistance program (saap) 
SAAP is primarily funded by department 
of communities (dOc) to provide case 
management to individuals and families who 
are homeless or at risk of homelessness. The 
focus of this case management is to support the 
transition of the client/s through to independent 
living by assisting them to address barriers and 
issues they may have with their housing, health, 
education, living skills, budgeting, relationships 
etc. There are currently 21 clients being case 
managed under this program.

Comminglah
BundabergMonto

Gin Gin
Mt Perry

Childers

Hervey
Bay

MaryboroughCheltenham

Speedwell
Rainbow Beach

Gympie

Kingaroy
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crisis accommodation program 
(cap)
Regional Housing Limited houses an average 
of 18 households in a range of crisis housing 
properties including detached houses and units 
with a range of target groups. Tenancies are 
generally for a period of up to 12 weeks or 
until a suitable social or private housing exit 
point becomes available. Tenants housed in this 
program either self-refer, or are referred by a 
range of community and government agencies.

same house different landlord 
program (shdl)
This is the smallest housing program managed 
by RHL with 3 properties and is classed as 
Transitional Housing. clients of this program 
are provided with intensive support for up to 
6 months at which time support is gradually 
withdrawn over a period of months. Once 
the household is able to maintain a successful 
independent tenancy, the property is transferred 
to public housing along with the tenants and a 
replacement property is provided for RHL to 
allocate and support another household. Tenants 
housed in this program come through referrals 
from the department of Housing and 
Public Works.

community rent scheme (crs) 
This Transitional Housing program incorporates 
a range of State government owned 
properties as well as privately owned head-
leased properties used to house low income 
households for a transitional period of up to 
12 months. RHL manages approximately 50 
properties in the cRS that range from 1-3 
bedroom units up to 5 bedroom detached 
houses. Tenants housed in this program come 
through referrals from the department of 
Housing and Public Works.

community-housing managed studio 
units program (cmsu) 
This program is also classed as Transitional 
Housing and provides affordable self-contained 
and furnished units to single persons with a low 
income. The program encourages the residents 
to find support and build community within the 
unit complex in which they are housed. RHL 
manages 2 separate unit complexes with a total 
of 38 tenants in this program. Tenants housed in 
this program come through referrals from the 
department of Housing and Public Works.

long Term community housing 
program (lTchp) 
RHL has recently experienced rapid growth in 
this part of our property portfolio. RHL has been 
successful in gaining the tenancy management 
of over 300 new department-owned properties 
being constructed throughout the Bundaberg, 
fraser coast and South Burnett Regions during 
2010-11. To deliver services in these areas RHL 
has established a regional office in Hervey Bay 
and has negotiated a management contract 
with an agency in Kingaroy to establish the 
first satellite service for RHL. Tenants housed 
in this program come through referrals from 
the department of Housing and Public Works. 
Properties managed under this program are 
predominantly 1 & 2 bedroom units with only 
a small number of 3 or 4 bedroom housing 
options available.
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national rental affordability scheme (nras) 
Regional Housing Limited manages a growing number of nRAS properties in Bundaberg. These 
properties are rented at a discount to market rent instead of a percentage of assessable income as with 
all other housing within our portfolio. nRAS properties are classed as affordable housing and applicants 
must meet eligibility requirements and apply through the department of Housing & Public Works 
website before being considered for a vacancy. As nRAS is new to our portfolio and is long term 
housing, it is expected vacancies will be rare.

Tenant advice & advocacy service (TaasQ)
currently funded by faHcSiA the workers in the TAASQ program are specifically trained to provide 
support and assistance to tenants who are experiencing issues with their lessor or rental property 
within the scope of the Residential Tenancies Act. The TAASQ program also provides community 
education to schools and other relevant groups throughout the Bundaberg Region as well as telephone 
advice to clients in rural areas. The TAASQ program provides assistance to tenants to prepare for 
QcAT hearings and regularly assists clients to have their listings removed from tenancy databases. 

emergency relief program (erp)
RHL receives funding from faHcSiA to provide financial assistance to people experiencing financial 
difficulty. Assistance provided can be financial and/or material assistance and can range from food, 
medication, and utilities through to rent relief and emergency motel accommodation. Assistance often 
also includes advice and referrals to other relevant community and government agencies appropriately 
skilled and equipped to meet the range of complex needs of the clients.

commonwealth Financial counselling (cFc)
RHL receives funding from faHcSiA to deliver the commonwealth financial counselling service 
throughout the cities of Bundaberg, Hervey Bay, and Maryborough and surrounding regions. Services 
in the fraser coast Region are delivered out of the RHL office in Hervey Bay and the Maryborough 
neighbourhood centre. This program is voluntary, free, confidential, and available to all people who 
are experiencing personal financial difficulties due to circumstances such as unemployment, sickness, 
credit over-commitment and family breakdown, or who want to build their financial skills. Services 
may include direct casework (e.g. provision of advice and information), advocacy and/or negotiation; 
referral; community education and networking/liaison.

home energy saver scheme (hess)
Recently added to the suite of faHcSiA funded programs that fall under the umbrella 
called financial Management Programs. HESS provides access to energy efficiency and 
financial management information and education, advice, advocacy, support, referral to 
the no interest Loans Scheme if appropriate, and integrated service coordination around 
energy efficiency and financial management.

RHL delivers the HESS program across the entire Wide-Bay Burnett Region however 
the majority of home visits conducted in Bundaberg, Hervey Bay and Maryborough with 
clients in the remote parts of the region receiving assistance through in-office and phone 
appointments, and community education activities.



8 Regional Housing Limited

Regional Housing Limited 
currently manages a total 
portfolio of 431 properties 
accommodating over 700 
people in a mix of single 
and family households 
across the central 
Queensland Region.

The portfolio consists of:
y  326  Long Term Properties                            
y  87 Transitional Housing Properties
y  18 crisis Accommodation Properties

The tenure of the properties 
includes:
y  13 properties owned by RHL
y  363 properties leased from Qld 
     government
y  47 properties leased from the 
     private rental market
y  8 managed on behalf of private owners

cabability 
Regional Housing Limited has well established 
systems for managing tenancies including 
integrated property management software, 
vacancy and arrears management systems, 
asset management planning and fire safety 
management. We also deliver efficient responsive 
and planned property maintenance services 
through approved contractors.

Our tenants include people with low-medium 
income, people with disabilities, aged, young 
people, indigenous, people from culturally 
diverse backgrounds, single people and large 
families.  All tenancies are managed in accordance 
with legislative requirements.

Our company undertakes strategic and business 
planning as part of our ongoing commitment to 
fulfilling our vision and Mission Statement and 
delivering quality services to our clients.

partnerships 
Regional Housing Limited has, over the past 
20 years, formed successful partnerships with 
a wide range of housing and support agencies 
throughout the region. These partnerships 
are established to ensure quality outcomes for 
our clients to assist them to move through to 
independence and to maintain satisfying lives.

An important part of our ability to deliver quality 
outcomes for clients is our commitment to 
building strong working relationships with other 
agencies. RHL encourages and commissions 
all staff to take turns in participating in local, 
regional, state and national forums, conferences, 
advisory panels and working groups. RHL 
regularly attends Housing & Homelessness Area 
network Meetings throughout the central 
Queensland Region.

property portfolio
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governance
As a company limited by guarantee, Regional 
Housing Limited is regulated by the:

y  Australian Securities and investment 
     commission (ASic)

y  Australian charities and not-for-profits 
     commission (Acnc)

y  corporations Act 2001

y  Skills Board of directors

RHL operates in accordance with its constitution 
and regularly reviewed Policies and Procedures 
which provide guidance and direction to all 
employees of the organisation.

Quality 
Regional Housing Limited is committed to the 
constant improvement of the quality of the 
services provided to our clients. We constantly 
develop and implement quality improvement 
systems that further enhance the quality 
of our service.

RHL is also subject to triennial accreditation 
audits against the national community Housing 
Standards and the community Service Standards. 
The organisation was last accredited in 2011 
and is preparing to become registered under 
the national Regulatory System for community 
Housing which commences during 2014.

structure
Regional Housing Limited has an organisational 
structure that divides into 2 key areas of 
operation beneath the general Manager. These 
include Business and Service delivery activities.

business 
This is the engine room of RHL and is responsible 
for overseeing the organisation’s finances, 
administration, safety, compliance, insurance, 
funding agreements, financial reporting, 
purchasing, budgets, funding submissions and iT.

service delivery
This team focuses on delivering our front-line 
services. Staff who work in this area include case 
managers/support workers, tenancy managers, 
maintenance officers, tenant advice workers, and 
financial counsellors and other key support staff. 
The team focuses on quality outcomes for our 
clients and collects the data for reporting on our 
performance to our funding bodies.
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economic Factors 
The year started with some tough financial 
decisions. due to a variety of factors outside 
of our control, including the pay equity 
decision,  insurance costs and changes to the 
funding of the Tenant Advisory and Advocacy 
Service, our costs were significantly increased 
and we unfortunately had to effect some staff 
redundancies.

This decision was not taken lightly, and the 
fact that it was necessary was disappointing to 
everyone in the organisation, and the loss of 
these staff members has been felt by everyone 
throughout the year.

We decided that this year our focus should be 
very much about core business, to ensure our 
organisation was in the best possible shape to 
meet the future demands of the sector, and 
i am pleased to see that the hard work and 
dedication of everyone in the organisation is 
paying off. 

australia day Flood
Just as we were recovering from the loss of 
staff and starting to focus on the future, ex-
cyclone Oswald rained down on Bundaberg 
for three days creating a record flood for the 
region. This impacted Regional Housing on 
many levels. 

Sadly, we had some staff and directors whose 
homes were inundated, marking the beginning 
of a long recovery for them, which is still 
ongoing. 

Eighteen of our properties were also inundated, 
meaning RHL staff had to try and assist those 
tenants in the short term, as well as attend to the 
repairs for the property after the flood water had 
subsided.

To make this time even more difficult, our offices 
in Tantitha Street flooded by about 70cm. So 
while our staff were trying to assist flood affected 
tenants in the region, they were also dealing with 
being relocated due to flood themselves. Over 
the next 6 months, our staff survived difficult 
working conditions, working out of two separate 
offices in Bundaberg with temporary furniture 
and ongoing phone and iT difficulties. 

When we were asked to manage the temporary 
accommodation camp set up by the Queensland 
government at finemore caravan Park, the staff 
of RHL took on this additional workload with 
enthusiasm and supported many flood affected 
people back into sustainable long term housing. 

despite all of this, the staff (including our Hervey 
Bay office) pulled together to excel at their 
work, assisting the people of Bundaberg during 
our most difficult time. incredibly, during this 
time RHL has still managed to meet and exceed 
internal and external benchmarks.

chairperson’s report
This year has been a challenging year 
for Regional Housing Ltd, where we 
have learnt a lot about ourselves and 
what we are capable of achieving.
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our achievemenTs
in a year that has brought so many difficulties, we have still achieved so much. 
Some of the standouts are: 

y  commencement of the Home Energy Saver Scheme (HESS) Program

y  gaming fund grant application successful to purchase a new vehicle 

y  community Engagement with attendance at the following two Bring the Bills day Expos, 
      Job Expos, youth Homelessness Matters Expo and the Human Service network Bus

y  community Engagement with continuous attendance to the Housing and 
     Homelessness forums in Bundaberg and Hervey Bay, dv forum and interagency Meeting

y  Became an national Rental Affordability Scheme (nRAS) provider, managing 8 new properties 
     under this program 

y  Accepting two new property leases to manage on behalf of the department of Housing 
     and Public Works

y  Successful tender and commencement of a formal partnership with EdOn Place 
     Women’s domestic violence Service to deliver the Safety upgrade initiative 

y  Welcoming two new board members and welcoming back two previous board members

y  development and launch of RHL Website

looking to the Future 
We currently have a very strong and 
dedicated board with a diverse range of 
skills. it is very heartening to receive good 
feedback from other parties on the strength 
and professionalism of our volunteer board 
members. 

To further assist the board members in their 
role we have recently engaged Rowan Wallace 
from uHy Haines norton as our Board 
Advisor. His advice has been invaluable in 
continuing to improve the skills and procedures 
of the board, and we are sure this will continue 
in the future. 

The strengths of our board, staff and the 
organisation as a whole has been rewarded 
with some larger organisations and developers 
looking to partner with us for future projects. 

The introduction of the national Regulatory 
System for community Housing (nRScH) in 
2014 is now a strong focus of RHL. We have 
been working on meeting the requirements for 
nRScH all year, and are confident that we will 
meet all requirements by the time this system 
commences. 

Our organisation has come through this difficult 
year stronger than ever. We are now well 
placed to meet the challenges of a changing 
sector and to continue to grow our high level 
of service to meet our primary objective - to 
ensure that every person has a home.

Lucinda Doughty 
Chairperson
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These included increases in insurance costs of 
approximately 40% and the Pay Equity decision 
and subsequent increases to the Award pay 
rates resulting in significant backpay obligations 
and future workforce budget pressures.

The unstable political environment resulted 
in the loss of funding for the Tenant Advice & 
Advocacy Service which is where RHL began in 
1992. There was much uncertainty during this 
period as it seemed that all funding was at risk.

Sadly these influences were greater than our 
organisations capacity to absorb within a single 
financial year and for the first time RHL was 
forced to effect staff redundancies. These staff 
left a large hole in our organisation and are 
sadly missed by all. 

The Flood!!!
Australia day 2013 will be remembered as 
the day that changed RHL forever. The event 
started with several frightening tornados 
throughout the region two of which were 
far too close to my house for comfort. The 
destruction, loss of electricity supplies, 
telecommunication, and cut road networks 
from this event alone were already challenging 
as we tried to ensure that our directors, staff 
and 430 tenancies were all safe and unaffected.

Just as this was easing the realisation that 
the Bundaberg cBd was at risk of flooding 
emerged. during the 2011 flood RHL played 
an integral role in assisting flood affected 
households in the community but none of its 
properties or offices were close to 
being affected.

gm’s report

in a year when we were hoping to dedicate 
our entire focus to ensuring readiness for the 
national Regulatory System for community 
Housing, instead the organisation was focusing 
on rapid adjustments to financial pressures and 
a record breaking flood event that combined 
have been the ultimate test of the capacity of 
our staff, managers, and Board.

However the news is not all negative, i am 
very pleased to report that through this 
adversity, Regional Housing has emerged as an 
organisation that has a deeper understanding of 
our capacity and a stronger united team that is 
well positioned for growth. Through the hard 
work of every single person in RHL, we have 
been able to improve our performance both 
financially and operationally. We have made 
significant progress toward our readiness for 
the nRScH, and have taken on a lead role in 
responding to community needs to house and 
support some of the 4000 displaced households 
from the flood. finally we have learned a 
valuable lesson on the value of our team which 
has changed the shape of our organisation 
forever.

adjustments to economic influences
unfortunately the year started with a 
negative undertone as RHL was forced to 
make adjustments due to external economic 
influences that were impacting the organisation.

Regional Housing Limited performed 
well during 2012-13, despite what some 
would consider monumental barriers 
that might normally stop an organisation 
in its tracks.
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The 2013 flood event saw not only the RHL 
head office flood to a depth of around 70cm, 
but also 18 of our properties, some of which 
were located in the tragic zone of incredible 
destruction on the north side with water to a 
depth of 210cm.

Within 48 hours of the water draining out of our 
office, RHL was operational out of alternative 
premises with primitive phone and computer 
systems and was housing the first flood affected 
household. Over the course of the next 6 
months staff put up with a very difficult working 
environment and excelled in the process. Our 
Service delivery team were not only able to 
maintain required KPi benchmarks but were 
able to improve on them with things like vacancy 
rates and rent arrears at their lowest rates ever.

Likewise the Business Team suffered working 
through remote access to our servers whilst 
communication networks were considerably 
damaged and stretched to capacity. The 
insurance claim has consumed hundreds of staff 
hours and is continuing as i write this report six 
months later. Staff demonstrated considerable 
patience during this period and their effort is the 
single reason that this flood event did not break 
our organisation.

RHL in the Australia Day Floods, January 2013

our achievemenTs
y  Finemore caravan park
RHL’s most significant achievement during 
the flood event was the management of the 
temporary accommodation camp set up by 
the Queensland government in the finemore 
caravan Park. A difficult environment at the 
best of times made worse by the circumstances 
under which residents found themselves living 
in the camp. RHL staff in partnership with staff 
from the Bundaberg Housing Service centre 
and Ozcare Men’s Hostel successfully managed 
over 60 tenancies and supported over 100 
people into sustainable long term housing in 
90 days.

y  north burnett
As a result of achievements at finemore 
caravan Park, RHL was successful in 
negotiating a similar role in the management 
of flood affected tenancies in temporary 
accommodation camps in the north Burnett 
Region. We expect our role will continue in 
these camps until december 2013.

y  safety upgrade initiative
RHL is very excited to be working under a 
formalised partnership arrangement with 
EdOn Place (Women’s domestic violence 
Service) to deliver the Safety upgrade initiative 
in Bundaberg. A joint submission was drafted 
that combined the strengths and expertise of 
each organisation to deliver the program which 
is resulting in increased safety to families at risk 
of domestic and family violence and allowing 
them to remain in their own home. EdOn 
Place do fantastic work in our community and 
RHL is excited to be working closely with them.

y  home energy saving scheme
Officially commencing in July 2012, the HESS 
is assisting people right throughout the entire 
Wide Bay-Burnett region to reduce their costs 
associated with energy consumption. This is 
achieved through a combination of community 
education activities, advocacy, and in-home 
audits on energy consumption.



y  Quality management system
RHL has purchased and implemented a QMS 
during the year which has taken many headaches 
out of tracking and ensuring that we meet our 
internal and external KPi’s and other benchmarks.

y  asset maintenance system
RHL has developed a customised Asset 
Maintenance System for the coordination and 
recording of long term maintenance activities 
and to enable financial projections for cyclical 
maintenance and budgeting purposes.

y  Fire safety management
One of the single greatest areas of risk to our 
organisation is fire safety. RHL has been successful 
in negotiating a contract to outsource both the 
maintenance and the compliance obligations 
relating to fire safety in our residential properties 
and offices.

y  workplace safety
An outsourcing arrangement has also been 
sourced for both the operational and the 
overseeing of our workplace safety obligations to 
ensure ongoing compliance.

y  risk management
RHL has undertaken a comprehensive Risk Audit 
and development of a Risk Management Plan for 
the organisation. An audit and risk committee has 
been established for the strategic oversight of this 
important area.

y  website
it was an exciting day when the new RHL website 
went live to the outside world. developed with 
nRScH in mind we will continue to develop 
and add features to this website with the aim of 
ensuring that information about RHL is accessible 
to all of our stakeholders, especially our clients.

y  board advisor
RHL has engaged an external consultant to 
provide Board Advisory services at all Board 
meetings and at other times as required. The 
consultant is able to provide advice directly on 
governance matters and obtain or facilitate access 
to specialist advice as required.
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our Future
it certainly is a time of change for the social 
housing sector. in the midst of a season when 
housing providers and other ngO’s have 
been adjusting to the impacts of de-funding 
of programs and other economic pressures, 
emerges the largest opportunity for growth ever 
experienced by the sector.

The changing landscape resulting from the 
introduction of a national registration system is 
seeing providers attempt to strategically position 
themselves to try and make the most of the 
opportunity.

for RHL this means significant investment in 
systems, infrastructure and a review of almost 
every policy, procedure and other guiding 
documents to ensure that it can demonstrate 
accountability and capacity both to the nRS 
Registrar and the Queensland government.

it is important that growth occurs for 
organisations that have capacity to grow. for 
this reason RHL’s four primary goals for growth 
are to grow in Performance & capacity, image & 
Reputation, Organisation culture, and Strategic 
Partnerships. Achievement of these goals will 
ensure RHL is best positioned to take advantage 
of the opportunity to increase it’s housing 
portfolio significantly.

What an exciting time to be working in the social 
housing sector!!!

Brett Hanna 

General Manager
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our flood experience

January 28, 2013

The Burnett River rose to 8.5m exceeding the 
peak of 7.9m in the 2011 floods ... and still rising.

January 29, 2013

Overnight the Burnett River reached over 
9 metres and still rising..
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The Burnett River finally peaked at 9.53 metres, only then did it become surreal.

As the water started to receed, the devastation became evident.

Assessing the damage 
(with a smile); the water 
level inside the office 
was 660mm. 

The clean up begins ...  
and the rebuild starts.

4 days after RHL was 
inundated, we housed 
our first flood affected 
client.
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strategic plan

Regional Housing Limited is well positioned to 
embrace the housing stock growth opportunity with 
the required infrastructure and resource capacity and 
capability development.

Regional Housing Limited focuses its service delivery 
to Regional Australia.

Regional Housing Limited will harness its commercially 
valuable professional skills and develop new 
independent funding sources that supplement current 
government funding.

Regional Housing Limited delivers and operates 
consistent and efficient governance, business services 
and infrastructure to agreed standards utilising 
recognised quality systems. Stakeholder engagement is 
planned and given priority. capability requirements of 
Board and staff are identified and developed.

Regional Housing Limited is seen as a leader in the 
provision of innovative approaches to public housing, 
community housing and affordable housing.

sTraTegic obJecTives
The company’s strategic objectives are to:

Position for growth in 
tenancy management 

Regionalise 

Commercialise

Achieve Business Excellence

Leadership 
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long Term obJecTives
The company’s long term objectives are to:

y  Promote the relief of poverty by providing 
affordable housing and support services 
to people in Australia who are in need, 
including members of low income 
households.

y  Provide equitable non-discriminatory 
access to housing in Australia on the 
basis of and with priority graded to meet 
identified need.

y  Offer secure rental tenure to tenants who 
meet their tenancy obligations.

y  Provide cost effective and efficient housing 
management in Australia, while providing 
well maintained housing as part of the 
delivery of a timely, quality client service.

y  Promote and seek to provide quality living 
environments and housing forms that 
reflect cultural and community values, 
energy efficient and ecologically sustainable 
development, cost effectiveness and access 
to community and retail services, transport 
and employment opportunities.

y  develop and support a variety of consumer 
participation choices that offer meaningful 
involvement with the community and 
tenants in the management of the 
company’s rental housing. 

y  Work with existing local communities 
and other service providers, charities and 
all spheres of government to develop an 
integrated, coordinated and cooperative 
approach to housing issues.

y  Remain financially self-sufficient and 
manage prudently in accordance with good 
commercial practice.

sTraTegy For achieving 
The obJecTives and how 
principal acTiviTies assisTed 
in achieving The obJecTives
To achieve these objectives, the organisation 
has adopted the following strategies:

position for growth in tenancy 
management 
1.1  identify staff capability development 

requirements e.g. Working with larger 
volumes of tenants; adapting to new 
technology; understanding new/changed 
reporting requirements.

1.2  develop recommendations, priorities & 
proposed costings for resources required 
and present to Board for consideration/
approval.

1.3  conduct research & develop a program 
of work for each of the required systems/
process improvements needed. 
These could include:  

y  Quality system

y  iSO Accreditation

y  Reporting systems

y  Asset management

y  iT systems including 
expansion of remote access

y  Tenancy management system 
refined/expanded

1.4  increase HR capacity by procurement 
of contractors/additional hours for staff/
redeployment of staff/relief staff etc. 

20
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Regionalise 
2.1 Continue to promote Regional Housing 

Limited in Regional Queensland – working 
with Department of Communities.

2.2 Identify and assess key community service 
providers in Central Queensland with a 
view to partnerships.

2.3  Offer business skills and leadership 
capabilities to other community 
organisations in Regional Australia.

2.4  Review assessment process for Regional 
Queensland to ascertain whether it is 
transferable to Regional Australia.

Commercialise 
3.1  Continue to explore appropriate 

governance and structural models for 
additional income sources.

3.2  Establish &/or formalise relationships 
with other organisations with a view to 
sharing & supporting each other’s business 
success.

3.3  Seek opportunities for consolidation with 
other community organisations.

Achieve Business Excellence 
4.1 Continue to develop an internal culture of 

service excellence to our clients, internal 
and external stakeholders.

4.2 Continue to develop Board governance 
capability.

4.3 Develop a framework for stakeholder 
engagement.

4.4 Adopt a continuous improvement approach 
to the development of staff capability.

4.5 Continuous improvement of our business 
systems and processes.

Leadership
5.1  y  Continue to increase media profile

y  Promote Regional Housing Limited as a 
regional leader   

y  Review and implement revised 
communication and media plan.

5.2 Influence policy outcomes at all levels of 
government to support achievement of 
better outcomes for community housing. 



perFormance measures
The following measures are used within the 
company to monitor performance:

positioning for growth in tenancy 
management  
1.1  directors and staff capabilities required 

for working with higher volume of stock 
and tenants; new / improved systems / 
reporting etc has been identified and a 
short term skills matrix is in place.

1.2  y  Annual Operational Budget

y  Workplace Plan

y  Organisational Restructure

y  Asset Management Plan 

1.3  y  Programs of work for each area of 
business development have been 
developed in order of priority & logical 
sequence. Some systems are now 
complete whilst others are in progress.

y  Work begins and finishes in alignment 
with projected dates in program of 
work.

1.4  Human resources / other services required 
to achieve the program of work are in 
place as per program of work targets as 
per Workforce Plan.

regionalise
2.1  y  continue to develop profile as a key 

housing provider in South Burnett & 
Hervey Bay regions.

y  negotiations for securing housing stock 
in north Burnett region ongoing.

y  Leading role in community recovery 
from the Australia day 2013 floods, 
including: 

¡  Presence at all Bundaberg flood 
Recovery centres.

¡  Management of finemore caravan 
Park, temporarily housing flood 
victims.

¡  Management of tenancies in three 
caravan Parks in north Burnett, 
temporarily housing flood victims.

2.2 y  Key providers have been identified and 
      relationships established.

y  viability of consolidation continues to be 
assessed with other community housing 
services throughout the region.

2.3 y  Partnerships with Ozcare and EdOn 
      Place providing guidance and support.

y  Participation in the Regional Partnerships 
Working group, providing information 
and support to regional housing 
providers.

2.4  y  Assessments ongoing as 
opportunities arise.

commercialise 
3.1  y  no alternative governance or structural 

models were identified that had potential 
to increase income.

y  continue to research additional funding 
streams as opportunities arise.

3.2  y  Memorandum of understanding (MOu) 
formalised with Regional Partnership 
group.

y  Memorandum of understanding (MOu) 
formalised with EdOn Place.

y  contract remains in place with centacare 
South Burnett.

3.3  y  Partnership opportunity identified and 
investigated.

y  Joint funding application submitted by 
partnership.

y  funding application successful and 
partnership ongoing.

Regional Housing Limited22
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achieve business excellence  
4.1 y  Our desired service culture is defined.

y  Service standards are aligned with 
The national community Housing 
Standards.

y  community Service Standards.

y  no progress towards iSO.

4.2  y  The current and future capability for 
the RHL directors is assessed and gaps 
identified.

y  directors are up skilled to meet 
the governance requirements of the 
immediate growth opportunities.

y  A targeted recruitment program 
is implemented to fill gaps of the 
capabilities of the directors.

y  The directors are provided with 
ongoing relevant information, skills and 
training.

y  Appointment of a Board Advisory 
consultant.

4.3  y  A framework for developing and 
maintaining stakeholder relationships 
is completed.

y  Systematic implementation & recording 
of stakeholder engagement activity is 
reported quarterly.

4.4  y  Staff capabilities are identified to 
meet the business growth and future 
direction.

y  A staff training and development plan 
has been completed.

y  Team and individual partnership plans 
to align with Strategic Plan outcomes.

4.5  y  Project plan developed & completed for 
nRScH implementation.

y  commenced system review & 
implementation in line with nRScH 
Project plan.

y  Purchase & implementation of Quality 
Management System.

y  no progress on compliance against the 
iSO quality system.

leadership  
5.1  y  RHL maintains a credible media profile 

in both regional and state media.

y  Enhanced profile through the branding 
of RHL. 

y  Maintaining a high media profile now 
standard operating practice.

5.2  y  Membership of and participation in 
peak Housing associations that regularly 
meet Politicians to highlight the work 
of regional community housing issues, 
including local, state and federal.

y  Participation in regional planning forums 
and networks.

y  Participation in state and federal forums 
and networks.

y  Regular delegations to Political Ministers 
to highlight regional housing issues.
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management team

commencing with the organisation in 2004, Brett has played an integral role in the restructure, 
development and growth of Regional Housing Limited into one of the leaders of community Housing 
in Regional Queensland.

Brett has an extensive history in management roles in the construction and human services industries.

With a background of building, developing, and supervising large commercial developments on the 
gold coast, as well as managing resorts and asset maintenance companies, Brett’s distinctly different 
career paths have come together as the social housing sector has evolved in recent years.

Brett has worked for over 20 years in frontline homeless services and in management roles in large 
youth organisations both on the gold coast and in Bundaberg.

He has a graduate diploma in Social Science (Housing Management & Policy) as well as a number of 
relevant certificate qualifications in management and community services fields.

Brett is also heavily involved in a number of regional, state, and national networks and has a vast 
history spanning over 25 years of volunteering his time to homelessness services.

Brett’s vision, ‘Every Person has a Home’, also became the vision for Regional Housing Limited. 
With Social Housing becoming much more commercially oriented, Brett is excited about the future 
direction for the sector and is looking forward to combining his development experience with his 
deep knowledge of housing & homelessness to result in quality housing outcomes for people in need.

breTT hanna  general manager

Regional Housing Limited24
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Renae joined Regional Housing Limited in October 
2010. Renae holds a Bachelor of Business (Accounting), 
is a qualified cPA and has over 20 years experience in 
accounting roles within the commercial, health and not for 
profit sectors.

Renae is responsible for the overall management of the 
accounting, iT, and compliance requirements of the 
organisation. This responsibility extends to financial 
strategic planning for the organisation including cash 
flow management, budget preparation and other 
treasury functions as well as responsibility of Regional 
Housing Limited’s financial reporting requirements, 
ensuring compliance with legislative, statutory, taxation 
requirements and audit liaison and assistance in preparation 
of the Statutory Accounts.

renae clayTon  business manager

Wendy joined Regional Housing Limited in June 2012.

Prior to joining Regional Housing Limited, Wendy worked in the state government housing sector 
for 18 years and has spent the last six years in senior manager positions. Wendy has worked in 
social housing offices around Queensland including Bundaberg, Logan, Toowoomba, Mackay and 
Maryborough. Wendy’s career has been centred around people management, service delivery 
and portfolio management. Wendy has been able to build and sustain positive relationships with 
team members, stakeholders and clients across all of these regions and brings this experience and 
knowledge to Regional Housing Limited.

wendy masTers  service delivery manager
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As well as achievements in the office, we are 
also proud to report our RHL team is made up 
of many active and socially aware individuals, 
who contribute to many community initiatives.

human services mobile 
community expo 
Throughout May 2013, RHL teamed up with 
the Human Services Mobile community 
Expo travelling to rural and remote locations 
including Mundubbera, Eidsvold, gin gin, 
childers, gayndah and Tin can Bay. The 
Mobile community Expo aims to bring a 
full range of services to these communities 
providing residents with a wide range of 
material that also includes information about 
local and regional programs and services.

bring the bills day
Bring the Bills day aims to offer support and 
answer questions the public have concerning 
their electricity, water, telephone bills and 
any other debts they may have. Our financial 
counsellors and Home Energy Saver Scheme 
(HESS) Officer attended these successful 
events in Hervey Bay in September 2012 and 
Bundaberg in november 2012. Our financial 
counsellors also had information on hand to 
help people manage persistent creditors.

RHL in the community
youth homelessness matters day
youth Homelessness Matters day raises 
awareness for young people who have no 
place to go. in April 2013, RHL with other 
community support organisations set up in the 
Bundaberg cBd to celebrate the resilience 
of young people by providing information 
to the general public about how they can 
help end youth homelessness and conveying 
the message that with good support and 
accommodation young people can move 
forward and live their lives productively.

bundaberg careers expo
in May 2013 RHL attended the Bundaberg 
careers Expo with a range of other local 
business and support organisation to raise 
community awareness. A diverse range of job 
seekers, parents and students came through 
the doors to take advantage of this great 
opportunity to gain knowledge and contacts 
available in the local area. Over 60 exhibitors 
attended the expo.
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our partners
An organisation is only as good as its partners. These organisations have contributed substantially to the success 
of RHL throughout 2012-13. Regional Housing Limited is fortunate to have strong partnerships with professional 
organisations that are the best in their field. There are too many to mention in this report but several that deserve 
special note due to the role they have played alongside RHL during the recovery from the flood. These are: 

edon place
Partner and lead role in the delivery of the Safety upgrade initiative and much support in other ways.

salvation army
Partner in assisting residents of the finemore Park and contracted to reinstate lawns and gardens 
on flooded properties.

gainspare developments
Our generous landlords and developers kindly offered vacant office space to use during our six month 
displacement. Support also given in numerous other ways.

ozcare
fantastic partnership in the management and support of residents in finemore caravan Park.

centacare (kingaroy)
Long term partnership in the management of properties in the South Burnett Region.

centacare (hervey bay)
The Homestay Program in Bundaberg and crisis Accommodation Program in Hervey Bay. 
Together our organisations have brought about fantastic outcomes for clients.

coast2bay housing
The first and most regular offers of assistance throughout the flood were from c2B. 
This has laid the foundation for ongoing discussions and future partnerships.

australian red cross
The youth Housing and Reintegration Service in Maryborough plays a crucial role in providing 
support to the young people living in the Transition to independent Living units in Hervey Bay.

southern cross support services
The lead agency providing support to many of our clients with disabilities.

department of housing & public works 
Who fund community Managed Studio units (cMSu), community Rent Scheme (cRS), 
Same House different Landlord (SHdL), Long Term community Housing Program (LTcHP), and were a 
strong partner throughout the flood recovery efforts.

department of communities
Who fund our Supported Accommodation Assistance Program (SAAP) and the Safety upgrade initiative.

Fahcsia
Who fund our commonwealth financial counsellors, Home Energy Saving Scheme and 
Emergency Relief Program.

centrelink
Offered an office for our financial counsellor to work from while we were displaced. 
Our financial counsellor worked from the local centrelink Office for approximately six months. 

national affordable housing consortium
Partnership to manage properties under the national Rental Affordable Scheme (nRAS) properties. 
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work, health & safety
Regional Housing Limited has a strong commitment to 
providing a safe workplace for its employees. We have 
developed a Work Health and Safety Plan to ensure we meet 
the requirements of the Work Health and Safety Act 2011.
As part of our Plan, we have engaged two qualified Work Health and Safety consultants to 
ensure our ongoing compliance. The first is our ‘hands on the ground’, who deals with day-to-
day operational safety issues. The second takes care of the high level compliance and provides 
comprehensive reports to the Board on a monthly basis.

risk 
management
A consultant specialising in risk management 
was engaged in early 2013 to assist RHL 
develop a strategic Risk Management Plan. 
Throughout this process RHL undertook a 
comprehensive Risk Audit and developed 
systems to minimise, monitor, and control 
the likelihood and/or impact of unfortunate 
events. 

quality
management
system
in early 2013 RHL purchased and implemented 
a Quality Management System. This system 
was implemented to ensure RHL continues to 
function at a high level maintaining its image and 
the reputation of the community Housing Sector 
in the community.

This system has strengthened our organisation 
by assisting in improvement of quality control 
and risk, managing performance and compliance 
and monitoring critical tasks and incidents. 
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board of directors

Lucinda has been a member of the Board of directors for Regional 
Housing Limited since 2009, and more recently has become 
chairperson in 2012. Lucinda’s vision is to have Regional Housing 
Limited continue to expand the provision of housing in the community, 
both here in the Bundaberg area and throughout Queensland. Lucinda 
continues to support the community through involvement with 
Bundaberg Basketball.

lucinda doughTy  chairperson
Bachelor of Law – University of Queensland

Jeff has been serving the Board of Regional Housing Limited since 
its inception in 2009. His vision for Regional Housing Limited is for 
organisational growth so that Regional Housing Limited will become a 
significant and efficient provider of housing services in the community.

JeFF kirchner  Treasurer
Financial Expertise

Experience working with State Government Departments, processes, procedures and 
governance

Bachelor of Business Accounting with Distinction

Certified Practising Accountant

Past Branch Chair and Treasurer of CPA Australia – Bundaberg

denise is a recently appointed director on the Board of Regional Housing Limited and brings with her 
a wealth of experience as a local community person and a higher education professional. community 
engagement is a passionate and dedicated component of denise’s role not only as a long standing local 
community member but also as part of her university academic position. denise is keen to make a 
valuable contribution to the already established intentions and future growth possibilities of Regional 
Housing Limited in its quest to provide affordable housing. Additionally, denise continues to support the 
local community through active participation with EdOn Place, Women’s domestic violence Service inc. 
(President) and indigenous Well Being centre on the indigenous Health Advisory Board (director).

denise Tomlin  vice chairperson
CQ University Lecturer in Human Resource Management and Management

Masters of Business Administration 
(General Management, Operations Management, Human Resource Management, 
Financial Management and Logistics Management)

Bachelor of Business 
(Human Resource Management and Public Administration)

Certificate IV in Board Governance

Professional Member of Australian Human Resource Management Institute (AHRI)

Professional Member of Australian Institute of Management (AIM)



Lou spent his first 25 years of his working life in far north Queensland, 
involved in small business, real estate, insurance and horticulture as an 
employee, manager and business owner. Lou then moved into employment 
with community organisations commencing with the community youth 
Support Scheme (cySS) which then became the Skill Share Program 
(employment and training). Moving to Bundaberg in 1989 to manage the Bundaberg Area youth Service (BAyS), 
Lou also established the Bundaberg Area Sexual Assault Service now operating as Phoenix House.

Lou has a passion to assist disadvantaged people within his community and since moving to Bundaberg Lou has 
been working with community based organisations in the areas of housing, employment services and mental 
health until his retirement in January 2013. Lou has experience in staff management, project and infrastructure 
development and the intricacies of community organisations. Lou has a firm belief that everyone is entitled to 
safe and affordable housing.

lou gaTTi  secreTary
Secretary of Phoenix House Management Committee

Secretary of Regional Housing Limited

dot’s vision for Regional Housing Limited is to provide housing in 
regional Queensland to multicultural families and singles, helping those 
with social disadvantages to overcome barriers. dot has been with 
Regional Housing Limited since 2009.

doT de la rue  direcTor
Part of Homicide Support Group

Years of experience dealing with Indigenous Issues

Diploma in Counselling

Degree in Social Work

Degree in Behaviour Management

Registered Nurse

danny is a founding member of Regional Housing Limited. Since 2009 danny has been on the Board of directors 
of Regional Housing Limited. danny has been the driving force for organisational change and improvement. danny 
enjoys community involvement and values localised government. danny’s vision is for Regional Housing Limited to 
continue being a self-sustaining, client focused organisation, which is professionally driven and community orientated.

danny green  direcTor
General Manager

Bundaberg Regional Council Audit and Risk Committee

Bachelor of Commerce

Masters of Business Administration

Fellow Certified Practicing Accountants

Senior Management in public and private sectors

Strategic and financial planning

Governance and community engagement

Member Australian Institute of Company Directors

Member Community Reference Group, Bundaberg Regional Council

Member Wide Bay Planning Advisory Committee
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Since 2009 Patrick has been offering his service to Regional Housing 
Limited. during this time, Patrick has been able to help with the cultural 
and structural changes within the organisation. Searching for 
opportunities and acting on those that are appropriate for our organisation, 
‘Seize the day’ is Patrick’s vision for Regional Housing Limited. 

paTrick perreTT  direcTor
Happy to serve the people of the community

In 2000 Patrick was honoured to be an Olympic torch carrier

Qualified Justice of the Peace

Retired and committed community volunteer

Leadership Roles within Welfare

Commitment with a diverse number of Organisations

Judy has spent the last 20 years working in Local government with 
particular focus on community services. She is a Member of ALgWA 
(Qld) empowering women in leadership and is currently a member/
Executive member of a number of community organisations. Judy 
has a background in business, policy development and stakeholder 
engagement. As a member of the Board of Regional Housing Limited 
her vision is to ‘deliver sustainable appropriate housing for residents to 
live comfortably and affordably’.

Judy peTers  direcTor
Dip. Local Government (Administration)

Dip. Business (Frontline Management)

JP Qualified

‘To support and deliver an acceptable social housing opportunity to regional Queensland and beyond’, is 
Ross’ vision for Regional Housing Limited. Ross has been on the Board of directors for Regional Housing 
Limited for two years and for more than three years Ross was a member of the Board of directors for 
Bundaberg Housing Services inc.

ross hunTer  direcTor
Member Bundaberg local group branch of Engineers Australia

Extensive experience and knowledge in operational works in local government

Networking and liaising with builders, Architects, civil engineers and government officials

Extensive experience and knowledge of local government

Experience and Knowledge of regulations at processes

Extensive experience liaising with Civil Contractors, Designers and Utility providers
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our statistics during 2012-2013

properTy
monThly 
average ToTal

new Tenancies Agreements 13 164

vacancy Rates 2.2%

Rent Arrears 1.2%

Portfolio Size 413 427

supporT programs
monThly 
average ToTal

demand for crisis Accommodation 40 478

HESS client contacts 32 384

HESS Home visits 11 134

cfc client contacts 55 656

TAASQ individual Advocacy Hours 

(november 2012 – June 2013)
26 204

TAASQ Other Output Hours 

(november 2012 – June 2013) 
103 824

Emergency Relief client contacts 23 274
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new tenancies during 2012-2013

geographical region for new tenancies

crisis Accommodation Program (cAP) - 26

Same House different Landlord (SHdL) - 2

Long Term community Housing Program (LTcHP) - 94

community Managed Studio units (cMSu) - 18

community Rent Scheme (cRS) - 24

national Rental Affordability Scheme (nRAS) - 8

Bundaberg - 135

Herrvey Bay - 23

South Burnett - 6

tenant satisfaction with RHL overall
Excellent - 58.11%

good - 35.14%

Satisfactory - 5.41%

could be better - 1.35%

Bad - 1.35%
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formal acknowledgments

Regional Housing Limited wishes to formally 
acknowledge the following as they:

‘Are proudly funded by the
Australian government’

and


