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INTRODUCING  
REGIONAL HOUSING LIMITED
Regional Housing Limited is a registered Tier 2 Community Housing Provider.  
Established over 24 years ago, Regional Housing Limited has evolved into a ‘one stop 
shop’ reducing homelessness and assisting the vulnerable within our communities to 
improve their lifestyle through the provision of quality, secure and affordable housing. 

Regional Housing Limited (RHL) 

is a not-for-profit (PBL) company 

managing emergency, transitional 

and long term social housing as well 

as a range of complimentary support 

programs throughout the Central 

Queensland Region.

We currently operate in five 

Local Government Areas and are 

recognised as one of the largest 

community housing providers in 

regional Queensland. Our head 

office is in Bundaberg, with a 

regional office in Hervey Bay and a 

satellite service in Kingaroy. 

With a fresh perspective on our 

mission, understanding what we 

do well and the environment in 

which we operate, Regional Housing 

Limited has four new strategic 

priority areas driving the direction of 

our business.

These are:

 ( Performance & Capacity

 ( Strategic Partnerships

 ( Organisational Culture

 ( Reputation & Image

Did you know?
The 2011 Census indicates: 

 0  Over 105,000 people experience 

homelessness every night across 

Australia. This figure represents 

an 8% increase since the 2006 

Census.

 0  Over 6,000 homeless people 

were residing in improvised 

dwellings, tents or sleeping out.

 0  60% of homeless people in 2011 

were aged 35 years or under.

 0  Over 21,000 people use 

supported accommodation every 

night across Australia. This is an 

increase from 17,000 in 2006.

 0  Over 17,000 homeless people 

use boarding houses every night 

across Australia.

 0  Over 60,000 Australians 

experiencing homelessness are 

living in overcrowed dwellings.

Our story began in 1990 with a group 

of passionate community members 

addressing the high rate of men’s 

homelessness in the local area at 

that time.

Initially Regional Housing Limited 

managed a single men’s share 

house on behalf of the Queensland 

Government, with one staff 

member and less than a hand full 

of volunteers making up a small 

management committee. 

Today Regional Housing Limited 

owns 13 dwellings and manages 

438 for both Government and 

private landlords. We employ 24 

staff members and have a high 

functioning skill based Board of 

Directors.

Our sector is growing rapidly. With 

the anticipated transfer of stock 

from the Government to community 

housing providers, Regional Housing 

Limited is well positioned for 

growth. Our tested business model 

(which also has a focus on social 

enterprise) and finely tuned internal 

processes, ensure our viability and 

capacity to deliver positive impacts 

in the communities we service, 

and strong, sustainable outcomes 

for clients, tenants, residents and 

stakeholders.
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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
These values guide the way we think and act:

Respect
Every person is unique and of equal value and has the right to be treated with 

understanding, dignity and respect.

Fairness & Equity
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.

Responsibility
We take responsibility and are accountable for the actions and consequences of our 

organisation for other people.

Participation
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.

Excellence
We strive for a level of excellence through continuous learning and improvement that 

helps elevate RHL to a leadership role in the community housing sector.

Innovation
We continually search for creative models of housing management and innovative 

community development initiatives.

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

quality solutions to problems.
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PROGRAMS DELIVERED BY 
REGIONAL HOUSING LIMITED 
DURING 2013 / 2014
Specialist Homelessness Service (SHS)
SHS is primarily funded by the Department of Housing and Public Works 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 

clients 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.

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.

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 program that range from 1 to 3 bedroom units up to 5 bedroom detached houses. 

Tenants housed in this program may come through referrals from the Department of Housing and Public Works, or 

through SHS or CAP referrals.

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-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 37 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 owns and manages 318 properties throughout the Bundaberg, Fraser Coast and South Burnett Regions. 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 and Hervey Bay. 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 still 

relatively new to our portfolio and is long term housing, it is expected vacancies will be rare.

Emergency Relief Program (ERP)
RHL receives funding from Department of Social Services 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 Department of Social Services to deliver the Commonwealth Financial Counselling service 

throughout the cities of Bundaberg, Hervey Bay, 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)
HESS is a Department of Social Services funded program that falls 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.

RHL delivers the HESS program across the entire Wide-Bay Burnett Region however the majority of home visits are limited 

to 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.
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Obtaining registration under the National Regulatory 

System for Community Housing (NRSCH) has been a 

solid focus for us for over the past two years. Due to the 

hard work of the staff, we were the first organisation 

in Queensland to apply for registration which is a huge 

achievement. 

The application for registration was followed by many 

more requests for information, including a site visit and 

interview with staff and board members by the registrar 

and our analyst. To see our staff and board members able 

to handle questions on the spot, and be able to answer 

everything that the registrar threw our way was evidence 

of the commitment and enthusiasm that our people have 

for our goals and the service we provide. 

Two years of hard work culminated in RHL achieving 

NRSCH registration as a Tier 2 organisation in September, 

with no recommendations or issues to address. 

The dedication of our staff in this regard also means that 

we are now a leader in the area of NRSCH, and have been 

able to support other organisations in the region with 

questions along their registration journey. 

Our organisation has also continued our commitment to 

community engagement this year with involvement in 

ongoing and one-off forums, meetings, program launches, 

special events and awareness campaigns. 

My sincere thanks and appreciation go to all staff for their 

hard work this year. Overcoming some big hurdles, such 

as NRSCH registration, moving back into our Tantitha 

Street office after the floods, navigating the changing 

environment within the sector and the de-funding of the 

TAAS and HESS programs while still managing to continue 

our high level of service to the community and increasing 

our profile is an incredible achievement. 

With such a big year under our belt, I would also like to 

personally thank all of the board members for their time, 

input and dedication to our organisation. In particular, I 

wish to thank Patrick Perrett who will be retiring from the 

board at the upcoming Annual General Meeting. Patrick 

is a life member of the organisation, a past secretary 

and someone who cares deeply about our organisation 

and what we do for members of the community. His 

compassion and commitment over many years has made 

him a valuable member of our board, and I sincerely thank 

him for all that he has done. 

Our achievements 
This has been a year of great achievements and 

progression for our organisation. Some highlights of the 

year are: 

 ( Completion of our application for NRSCH registration, 

being the first in the state to lodge this

 ( Establishment of two Committees, the Audit and 

Risk Committee and the Planning and Development 

Committee, to advise and support the board

 ( Completion of the successful tenancy management 

of three North Burnett Caravan Parks temporarily 

accommodating flood victims 

 ( Purchase, development and implementation of the 

integrated database system “Greentree”, which has 

positioned us  well for future development and growth 

 ( Development of a Housing Needs Analysis focused on 

the communities we service 

 ( Development of a Business Continuity Plan 

 ( Successful application in the area of Emergency 

Response to the NRMA Community Grants Program 

 ( Engagement of professional and qualified independent 

contractors in the areas of Work Health and Safety and 

Human Resources Management to support the board 

and minimise risk 

 ( Maintaining a strong, transparent, open and respectful 

relationship with the Government

 ( Development and implementation of our Risk 

Management Manual 

 ( Development and implementation of our Quality 

Management System 

 ( Successful application to the Gambling Community 

Benefit Fund to purchase a new Toyota Corolla 

This year has been a very exciting and positive year for 
Regional Housing Limited. Following a difficult year 
in which many of our properties and our office were 
inundated in the worst floods Bundaberg has ever seen, we 
have managed to recover strongly and focus on the future. 

Chairperson’s Annual Report 
Lucinda Doughty
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Looking to the Future 
The biggest event in the upcoming year will be 

the merger of RHL with Youthcare Inc, a Hervey 

Bay based organisation focussed on providing 

housing and other services to homeless youth.

Youthcare is a fantastic organisation which 

shares our values and vision. Youthcare has 

earnt a great deal of respect within the 

community. 

We expect this merger to build a strong and 

professional organisation ensuring that youth 

homelessness services on the Fraser Coast can 

continue well into the future. The board and 

staff of RHL are excited to be expanding our 

service to the community, and hope that this will 

enable youth housing services to be expanded 

and strengthened in both the Fraser Coast and 

the Central Queensland region. 

We currently have a very strong and dedicated 

board with a diverse range of skills, which 

I am proud to say has been commended by 

other organisations, advisors and government 

representatives. The fact that we continue 

to have reputable people in the community 

approach us with an interest in joining our board 

or committees is a testament to the dedication 

of the board and our staff. 

The coming year looks like it will be another 

exciting year for Regional Housing Limited, 

with some major projects on the horizon that 

will ensure our service to the community will 

improve and grow. The board and staff are 

committed to realising our vision –  

that every person has a home. 

Lucinda Doughty – Chairperson
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Our highlights this year
We’ve been busy…

 ( Successful registration as a Tier 2 provider under the National Regulatory System for Community Housing  

(NRSCH) in September 2014.

 ( Establishment of our Audit and Risk Committee.

 ( Establishment of our Planning and Development Committee.

 ( Clear progress towards our Business and Strategic goals. 

 ( Successful tenancy management of three North Burnett Caravan Parks temporarily accommodating flood victims.

 ( Effective development and implementation of the integrated database system Greentree.

 ( Defunding of the Home Energy Saver Scheme (HESS) program. 

 ( Valuable community engagement with continuous commitment to ongoing and one off forums, meetings, program 

launches, special events and awareness campaigns.

 ( Development of a Housing Needs Analysis focused on the communities we service.

 ( Development of a Business Continuity Plan.

 ( Successful application in the area of Emergency Response to NRMA Community Grants Program.

 ( Ability to meet and improve vacancy rates and rent arrears benchmarks.

 ( Risk mitigation through the engagement of professional and qualified independent contractors in the areas of 

Workplace Health and Safety and Human Resources management.

 ( Implementation of a new company structure.

 ( Strong, transparent, open and respectful relationship with Government. 

 ( Development and implementation of our Risk Management Manual

 ( Development and implementation of our Quality Management System

 ( Relocated back in to our Tantitha Street office after being rebuilt from the January 2013 “Australia Day” floods

 ( Successful application to the Gambling Community Benefit Fund to purchase a new Toyota Corolla 
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REPORT CARD
Regional Housing Limited aspires through its Strategic Plan to achieve far beyond  
high quality housing, supports and services for people with housing needs.  
It is about changing the environment within the community that makes living a  
fulfilling life possible for every person.

Our Strategic Plan sets out our priority areas and intended outcomes over the  
next three years in our four Key Results Areas:

Performance & Capacity
Strengthen effective governance through development of Board capabilities

This year we:

 (  Engaged an external consultant to provide professional board advisory services

 (  Convened 100% of all meetings as scheduled

 (  10 out of 12 meetings were attended by all Directors

 (  Attended Effective Governance Training

Review Financial Management Plan, Business Plan and Asset Management Plan

This year we:

 (  Managed financial performance to achieve registration with the National Regulatory System for Community Housing 

Providers (NRSCH) with successful completion of the Financial Performance Report

 (  Engaged a professional consultant to prepare  and complete the Business Plan in conjunction with Senior Management 

and the Board of Directors

Review Risk Management Systems and establish Audit and Risk Committee

This year we:

 (  Engaged an external consultant to facilitate the development of the Risk Management Plan

 (  Implemented and reported against the Risk Management Plan

 (  Purchased and successfully implemented a Quality Management System

 (  Began to review and further develop Audit and Review procedures and tools

Review digital technology to improve financial, tenancy and asset management

This year we:

 (  Purchased and successfully implemented a Greentree Integrated Database System

Strategic Partnerships
Investigate and implement preferred models for partnerships to undertake ongoing property development

This year we:

 (  Implemented a Planning and Development Committee forming alliances with suitably qualified individuals and entities 

in the property development arena

 (  Pursued successful merger opportunities which build RHL’s business capacity while increasing benefits to community, 

clients and tenants

 (  Developed a comprehensive Growth and Development Plan which makes up a component of the Business Plan
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Establish formalised partnerships with other housing providers with the purpose of sharing systems, resources, skills 
and other benefits as they are identified

This year we:

 (  Established formal partnerships with selected housing providers of specialised target groups

Organisational Culture
Invest in the development of our staff through training and professional development opportunities

This year we:

 (  Improved our HR system through the engagement of an external HR professional

 (  Reviewed HR policies and procedures

 ( Continued professional development days and professional supervision for staff including a multitude of training, 

workshops and forum opportunities

Enhance client relationships through a coordinated tenant participation program

This year we:

 (  Reviewed and further developed our Tenant Participation policies and procedures

Outsource Human Resource and Professional Development processes to industry professionals

This year we:

 (  Engaged an external consultant specialising in HR

 ( Performance reviews resulted in a high level of staff satisfaction. Performance reviews for staff gave clear direction, 

expectation and opportunity to give and receive feedback.

Reputation & Image
Finalise the development of an interactive website for the benefit of clients and other stakeholders

This year we:

 (  Reviewed and updated our website to include user-friendly enhancements, including tenant focused resources

Development of a marketing plan to ensure the image of the organisation and the broader social housing sector is 
upheld

This year we:

 (  Engaged an industry professional to assist in the development of a Media and Communications Plan

Review digital technology and social media opportunities with a view to improving access and communication with 
clients

This year we:

 (  Implemented an integrated database system to improve effectiveness and efficiencies

 (  Introduced a SMS service to communicate with tenants

Develop a communication strategy to enhance engagement with key stakeholders at national and local levels

This year we:

 (  Have ensured the representation of RHL staff, management and Directors at key platforms including advisory groups, 

boards, peak bodies, forums, councils, conferences

 (  Promoted and ensured RHL is recognised as an innovative leader following good business practice

 (  Ensured RHL is an effective advocate for affordable housing supply in our geographical footprint boasting a strong, 

transparent and respectful relationship with Government
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CEO Report
Brett Hanna

Having just completed my 10th year with Regional Housing Limited 
(RHL), I feel extremely fortunate and proud to be the CEO of such 
a fantastic organisation. I have seen RHL mature significantly over 
the last 12 months and the culture of the organisation makes it a 
pleasure to go to work each day.

The 2013-14 year has been one of stabilisation, navigating 

change and positioning for the future through focusing 

on internal performance, capacity building and strategic 

partnerships. The year started with much uncertainty 

around the future of Government funding at a time when 

RHL was still recovering from the effects of the 2013 flood. 

Returning to our rebuilt offices in August, the priority, as 

for most other Community Housing Organisations, was 

to focus on our application for registration under the 

National Regulatory System which was fortunately delayed 

until January 2014, giving us back the six months we had 

lost because of the flood.

The registration process involved every layer of our 

organisation and we are excited to have been successful 

in achieving Tier 2 registration, and also receive a report 

from the registrar advising that RHL’s limited ability to 

undertake regular and ongoing property development 

at scale is the only barrier to achieving Tier 1. With 

the formation of the RHL Planning and Development 

Committee, we are already making strong progress 

towards being able to commence the first of several 

developments in the coming months.

For several years RHL has recognised the need for an 

integrated database system to meet our current and 

future needs in managing, monitoring and reporting on 

the various housing and funding streams in our portfolio. 

With the Queensland Government’s plan to transfer 

public housing stock and the likely growth ahead for 

RHL, a decision was made to purchase and implement an 

integrated database. This proved to be a major project 

taking six months to review the available systems and 

another six months to build and customise the IDS to suit 

the complex needs of our organisation. RHL successfully 

rolled over completely to the Greentree system in July 

2014 and we are already seeing the huge benefits of this 

decision.

Other achievements for the year have been the 

appointment of an external Board Advisor and the 

formation of an Audit and Risk Committee, both of 

which have helped to strengthen the governance of the 

organisation. These have been key to ensuring that our 

strategic and business planning processes are relevant and 

that we are adequately monitoring risk as we plan for the 

growth ahead.

Included in the strategic objectives of RHL is a plan to grow 

through strategic partnerships. RHL has taken its learnings 

from past negotiations and applied them in formal merger 

negotiations with a small number of NGO’s in Regional 

Queensland over the last year. Through these negotiations 

we formed a strong relationship with Youthcare 

(Hervey Bay), a very well respected and high performing 

organisation based in the Fraser Coast Region where 

RHL already has a strong long term housing portfolio. I 

am very excited to report that Youthcare have decided 

to merge with RHL in October 2014 and look forward 

to the benefits that this will bring to the clients of our 

organisations through the ability to provide more holistic 

and streamlined services to meet their complex needs.

The past year has seen the highest turnover and greatest 

outcomes for clients in my 10 year history with the 

organisation. RHL staff have not only met but exceeded all 

internal and external performance benchmarks throughout 

the year and I recognise and thank them for their efforts. 

However I am more pleased because their motive behind 

the performance is the genuine care and compassion 

they have for our thousands of clients. This client-focused 

attitude is driven by the RHL Board and upheld through 

every layer of our organisation and has helped to form one 

of the strongest and highest performing teams I have ever 

had the opportunity to be a part of. 

I would personally like to thank the RHL Directors and 

Staff for their support during 2013-14. I must also thank 

key staff in the Non-Government and Government 

agencies that we communicate with almost every day. Your 

friendship and support of our organisation is contributing 

to the success of RHL, which is ultimately making a positive 

difference to the lives of people who have the greatest 

needs in our society.

Brett Hanna – CEO
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OUR CUSTOMERS
Commonwealth Financial Counselling ‘Good News’ 
Case Study:
Melissa and Sam are the two loving parents of five children. All children are living at home, three of which are dependent 

school age children. The Newstart Allowance and Disability Support Pension is the family’s only income.

In February 2014 Melissa was diagnosed with cancer. To receive treatment for the illness she was forced to spend the 

majority of her time in Brisbane. Her husband Sam and the three school aged dependent children were also residing in 

Brisbane to provide family support. 

In the appointment Melissa and Sam disclosed that the family had travelled back to Hervey Bay especially to attend the 

Financial Counselling appointment as their situation was getting desperate. They had planned to drive back to Brisbane 

that afternoon for more scheduled testing; surgery was also booked for early the following week.

Prior to the Financial Counselling appointment, the family had applied for the Home Energy Emergency Assistance Scheme 

(HEEAS) grant for a $740.00 electricity bill, however the application was declined. The family had also tried to negotiate 

a payment plan with Telstra for a $1619.80 bill but were unable to come to an arrangement with Telstra that was within 

their budget.

Before Melissa and Sam met with RHL’s Financial Counsellor they were faced with electricity and mobile phone 

disconnection, two large outstanding accounts with no means of paying them as the majority of the family’s income 

was going towards excessive fuel costs, away from home accommodation and medical costs and treatment in Brisbane. 

Electricity still needed to be connected at the Hervey Bay residence as the two older children were still residing there. 

Mobile phones were essential to maintain contact with family and doctors. With their five children to consider who were 

being home schooled whilst away in Brisbane, Melissa and Sam were extremely stressed and anxious when arriving at the 

appointment.

RHL’s Financial Counsellor assisted the family to draft an affordable and realistic budget. The Financial Counsellor 

contacted HEEAS and appealed to have the previous decision overturned due to the family’s current situation and medical 

expenses. Telstra was also contacted and a manageable, ongoing payment plan within the family’s budget was arranged. 

RHL’s Financial Counsellor also made contact with another community organisation that was able to assist the family with 

$500.00 worth of Telstra vouchers towards their outstanding account.

After the family met with RHL’s Financial Counsellor they were no longer faced with disconnection notices for either 

the electricity or Telstra account. With the Telstra vouchers provided reducing the debt and the manageable payment 

plan, approval of the HEEAS application appealed and realistic budget in place, pressure was taken off the family at this 

stressful time.

The positive outcomes from the 

assistance received resulted in the 

family being able to focus on Melissa’s 

health and recovery as well as the 

children who were struggling with 

adjusting to being away from home, 

school and their mum being ill and 

undergoing treatment. Melissa and Sam 

were very appreciative and relieved 

at the conclusion of the three hour 

appointment.
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Service Delivery Statistics:
New Tenancies per program during 2013 - 2014 Total

Crisis Accommodation (CAP) 59

Same House Different Landlord (SDHL) 6

Long Term Community Housing Program (LTCHP) 88

Community Managed Studio Units (CMSU) 21

Community Rent Scheme (CRS) 51

National Rental Affordability Scheme (NRAS) 7

Geographic Region for New Tenancies during 2013 - 2014 Total

Bundaberg 200

Hervey Bay 29

South Burnett 3

Property Total

New Tenancy Agreements 232

Portfolio Size 438

Rent Arrears 0.44%

Vacancy Rates - Vacant Tenantable 4 days (average)

Support Programs Total

Demand for Crisis Accommodation 420 individuals/families

HESS Client Contacts 330

HESS Home Visits 322

CFC Client Contacts 668

Emergency Relief Client Contacts 349
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Supporting Through Partnerships
Some of our tenants and residents would not be able to maintain their tenancies without 
the support of specialised services. Complex needs require comprehensive solutions.

Partnerships with support and specialised services mean that we are able to assist individuals with special or complex 

needs by connecting them with appropriate, expert support. 

Some of the people we support:

 #  Aboriginal and Torres Strait Islanders

 #  Women and families escaping domestic violence

 #  People with physical disabilities or health conditions

 #  People with mental health issues

 #  Seniors and young people

 #  People experiencing homelessness or at risk of homelessness

 #  People from Non-English speaking backgrounds

 #  Low to medium income earners

 # Newly arrived migrants

 #  Single people, couples and families

Regional Housing Limited is fortunate to have strong partnerships with professional organisations.  
The following are just some of the organisations that have contributed to the success of  
Regional Housing Limited throughout 2013 / 2014:

 0  Department of Housing and Public Works

 0  Department of Social Services

 0  Centacare (Kingaroy)

 0  EDON Place

 0  Australian Red Cross

 0  National Affordable Housing Consortium

 0  Southern Cross Support Services

 0  Ozcare

 0  The Salvation Army

 0  Centacare (Hervey Bay)

 0  Youthcare Hervey Bay Inc.

 0  Centrelink

Regional Housing Limited prides itself on being recognised as an innovative leader assisting and mentoring smaller 
Community Housing Providers and not-for-profit organisations in our local areas and throughout Queensland. 
Regional Housing Limited strives for social inclusion and a positive social impact within the communities it  
services through:

 ǒ  A lead role in facilitating and chairing the Bundaberg Housing and Homelessness Forum

 ǒ  Facilitating the Bundaberg and District DV Forum and developing the DV Flow Chart

 ǒ  A current partnership with EDON Place Women’s Domestic Violence Service to deliver the  

Safety Upgrades Initiative (SUI)

 ǒ  Attending the North Burnett Community Services Network

 ǒ  Contributing to the Bundaberg Interagency Meeting

 ǒ  Participation in the Fraser Coast Housing Forum

 ǒ  Participation in Youth Homeless Matters Day

 ǒ  A key participant in the Case Coordination Meetings for flood victims in the North Burnett and has formed strong 

relationships within the community

 ǒ  Strong representation in the South Burnett through its satellite service at Centacare Kingaroy

 ǒ  Participation in Case Coordination Meetings in the Bundaberg and Fraser Coast regions with key  

community support organisations

 ǒ Lead agency in establishing the working party for the Bundaberg Homeless Community Day

 ǒ Participation in the Bundaberg Seniors Forum

 ǒ Regular network meetings with the Department of Housing and Public Works
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Boards, Committees and Memberships:

 Å  Regional Partnerships Group

 Å  QLD Shelter Advisory Board

 Å  CHP’s for QLD

 Å  Bundaberg and District Chamber of Commerce

 Å  Australasian Housing Institute

 Å  Financial Counselling Association of QLD

 Å  Jobs Australia

 Å  Community Rent Scheme Association

 Å  QLD Women’s Health Network
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Property Portfolio
Total number of properties: 438

Owned by Regional Housing Limited

Distribution of Portfolio Ownership

Managed on behalf of Private Owners

Leased from Private Rental Market

Leased from Queensland Government

Bundaberg

Distribution of Properties by
Local Governement Area

Fraser Coast

South Burnett

CAP

Property Portfolio by Stream

CRS

LTCHP

CMSU

SHDL

NRAS

368

288

318

50
18

37
12

3

16

134

1312

45

17 REGIONAL HOUSING LIMITED   |   2013-14 ANNUAL REPORT



Maintaining Our Homes
In 2013 / 2014 we spent more than  
$340k maintaining our homes.
Regional Housing Limited inspects each property every year to assist in planning 
maintenance and ensure homes remain in good condition for our tenants. We also 
maintain the lawns, grounds and cleaning of common areas in unit complexes and share 
houses.

We only engage qualified and / or experienced contractors to carry out work on our properties. Contractors engaged by 

Regional Housing Limited are approved through a strict application process which ensures contractor qualifications and 

insurances. Contractors must sign a “Contractors Agreement” before starting work with us. This agreement is reviewed 

annually and work completed by the Contractor is also reviewed to ensure quality standards for us and our tenants.  

Smoke alarms are also important for fire safety. Smoke alarms in our properties are tested annually and at the beginning 

of each new tenancy. If smoke alarms are missing or damaged, they are immediately replaced.

Regional Housing Limited strives to ensure our tenants are receiving the best possible service. We now have a qualified 

and dedicated Maintenance Team to improve service, response times and safety for our tenants and residents.

We value the feedback of our tenants and residents and want to focus on improving where needed.  Earlier this year we 

completed a Maintenance Satisfaction Survey, here’s what our customers thought:

35%

Very Satisfied

Fairly Satisfied

Neutral

Dissatisfied

Quality of
Maintenance 12%

35%

6%
47%

Very Satisfied

Fairly Satisfied

Neutral

Dissatisfied

Overall Property
Condition 72%23%

4%

1%

35%

Very Satisfied

Fairly Satisfied

Neutral

Dissatisfied

Contractor
Professionalism 18% 43%

4%

35%

32%

Very Satisfied

Fairly Satisfied

Neutral

Dissatisfied

Response
Times 27%15%

26%

32%
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Our Team
What make us special…
It’s our culture, our attitude, our people, our passion.

“It is exciting, challenging and rewarding to work for such an innovative, progressive organisation. Why we exist has not been 

forgotten, it’s at our core, making a positive difference in the lives of those in need. Our team culture is second to none; it is a 

pleasure coming to work every day.”

Erin
Business Development Officer

“RHL provides me a sense of purpose and commitment. Team culture and the drive to provide the best possible service to the 

community, is an exciting environment to be involved in. We offer assistance & hopefully make a difference to someone’s life 

everyday, whether short term or long.”

Michael
Maintenance Officer

“I love the welcoming attitude that RHL has, as well as the ‘can do’ approach to no matter what is thrown at us. I enjoy coming 

to work and appreciate the flexible approach to work hours and the great culture we have.”

Kahla
Junior Accountant

“I long to accomplish a great and noble task, but it is my chief duty to accomplish humble tasks as though they were great and 

noble. The world is moved along, not only by the mighty shoves of its heroes, but also by the aggregate of the tiny pushes of 

each honest worker.”

Our Governance Officer Judy believes this quote from Helen Keller is a reflection of the RHL Team. 

“As one of the newer members of the team here at RHL, I enjoy my role because it is so good to see the positive results that we 

are able to produce for so many people and make such a difference in their lives when things are at their most stressful.

The team here at RHL is exceptional and always an absolute pleasure to work with and for. I enjoy coming to work every day, 

and while some days can be more challenging than others, it is always satisfying and every day is different.”

Maxine 
Receptionist

“I have been a part of RHL for quite a few years now and I can say that I still look forward to arriving every morning to do my 

job, which we do exceptionally well; and greeting my work mates, enjoy having a good laugh and chocolate sometimes.”

Graeme
Social Inclusion Team Leader

“Why I like working with RHL is that - My up line of management is a great support to me and give me the reason to stay. We 

can all have a laugh at times when they’re tough.”

Grace
Tenancy Support Officer

Benefits of working for Regional Housing Limited:
Personal development and training opportunities, fringe benefits, flexibility, study leave, 
supportive team culture, strong focus on workplace health and safety.

Regional Housing Limited strongly values health, wellbeing and personal growth. We are proud of our Family Friendly 

Policy which is firmly embedded in the organisation. We recognise the needs of employees with family responsibilities, and 

we support staff in meeting these without conflict between their employment and family commitments. 
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We believe that the adoption of our Family Friendly Policy assists in the operation of the organisation. We have maintained 

a high level of staff satisfaction and engagement which is ultimately reflected in the level of service we provide and our 

outcome accomplishments.

Regional Housing Limited undertook a staff restructure in late 2013, introducing new positions to continue to strengthen 

our organisation and grow our people. We have also engaged a HR Consultant to assist in our commitment to staff 

satisfaction, leadership development, organisational capacity and customer service. 

Regional Housing Limited’s organisational structure now divides into three key areas of operation. 

Business
This is the engine room of RHL and is responsible for overseeing the organisations finances, administration, safety, 

compliance, insurance, funding agreements, financial reporting, purchasing, budgets, financial modelling, scenario 

testing, IT, asset management and property maintenance.

Service Delivery
This team focuses on delivering our front-line services. Staff who work in this area include case managers/support 

workers, tenancy service officers 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. The Service 

Delivery Team is also responsible for community engagement and education.

Business Development
The Business Development Team works directly with the Chief Executive Officer. This team focuses on the growth of 

our organisation, obtaining new funding opportunities and project management. This team manages our profile within 

the community, media engagement and maintains and nurtures new and existing formal and informal partnerships.    

Staff Statistics:

Staff in Business Services: 6

Staff in Service Delivery: 12

Staff in Business Development: 3

Staff in the Management Team: 3

Gender Diversity:

71% Females

29%
Males

We are ready for the future. With our new structure, strong internal processes and 
committed and skilled staff, management and Board, we have positioned ourselves to 
thrive and succeed in this transforming sector.

Team Composition:
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Work Health and Safety
Regional Housing Limited has a robust commitment to providing a safe work place for its employees. We have engaged 

a professional, local safety organisation who understands our industry and the risks involved in our day to day work. Our 

comprehensive Safety Management Plan ensures we comply with all Workplace Health and Safety laws and regulations 

that apply to our operations. 

Regional Housing Limited is committed to “Zero Harm” and believes that all accidents are preventable. Accordingly we 

are committed to eliminating all injuries, illnesses and incidents in all business operations and sustaining Zero Harm 

performance through continuous improvement practices.

Risk Management
In January 2014 Regional Housing Limited held its inaugural Audit and Risk Committee Meeting. The objective of the Audit 

and Risk Committee is to provide independent oversight and assistance to the Board of Regional Housing Limited on risk 

management, control, governance and external accountability responsibilities. 

Good corporate governance of the Board ensures that our clients and stakeholders receive various service provided in 

an effective and efficient manner and delivered with honesty and integrity. Effective internal control of our financial and 

related records and activities is an important element of good governance.

The responsibilities of the Audit and Risk Committee are as follows:

 ǒ Risk Management

 ǒ Control Framework and Corruption Prevention

 ǒ External Accountability

 ǒ Legislative Compliance

 ǒ Internal Audits

 ǒ External Audits

Quality Management
Regional Housing Limited is committed to the constant improvement of the quality of the services provided to our clients 

and stakeholders. We constantly develop and implement quality improvement systems that further enhance the quality of 

our service.

Our Quality Management System ensures we continue to function at a high level maintaining our image and the 

reputation of the Community Housing Sector in the community. The Quality Management System aligns with the Audit and 

Risk Committee assisting in the quality control of risk, managing performance and compliance and monitoring critical tasks 

and incidents.
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Planning and Development
In May 2014 there was another first for Regional Housing Limited, holding its first Planning and Development Committee 

Meeting. The objective of the Planning and Development Committee is to provide independent oversight and assistance 

to the Board of Regional Housing Limited on property acquisition, property development activities, future partnerships, 

funding applications and growth opportunities.

The Planning and Development Committee is not delegated any decision making powers and is unable to commit the 

organisation. Our Board of Directors retains full decision making responsibility.

Governance
Regional Housing Limited is committed to the highest standards of ethical behaviour and a culture where strong corporate 

governance is encouraged. Effective governance structures allow organisations to create value, through innovation, 

development and exploration, and provide accountability and control systems commensurate with the risks involved.   

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

 ( Australian Securities and Investment Commission (ASIC)

 ( Australian Charities and Not-for-profits Commission (ACNC)

 ( Corporations Act 2001

 ( Skills-based 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. 

Directors and management are committed to ensuring sound governance principles are maintained and applied in 

governing Regional Housing Limited. Our statement of Corporate Governance is derived from the ASX’s Corporate 

Governance Council Principles of Good Corporate Governance. 

The ASX has outlined eight key principles for Corporate Governance. Although RHL is not a listed entity, we believe that 

this provides a robust framework for Regional Housing Limited’s Governance. Our governance principles are:

1. Lay solid foundations for Management and oversight

2. Structure the Board to add value

3. Promote ethical and responsible decision-making

4. Safeguard integrity in financial reporting

5. Make timely and balanced disclosure

6. Respect the rights of RHL members

7. Recognise and manage risk

8. Renumerate fairly and responsibly
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Board of Directors
Lucinda Doughty | Chairperson

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.

 0  Bachelor of Law – University of Queensland

Jeff Kirchner | Treasurer

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.

 0  Financial Expertise

 0  Experience working with State Government Departments, processes, procedures 

and governance

 0  Bachelor of Business Accounting with Distinction

 0  Certified Practising Accountant

 0  Past Branch Chair and Treasurer of CPA Australia – Bundaberg

Denise Tomlin | Vice Chairperson

Denise brings with her a wealth of experience as a local community person and a 

higher education professional. 

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).

 0  Past CQ University Lecturer in Human Resource Management and Management

 0  Masters of Business Administration (General Management, Operations 

Management, Human Resource Management, Financial Management and  

Logistics Management)

 0  Bachelor of Business (Human Resource Management and Public Administration)

 0  Certificate IV in Board Governance

 0  Professional Member of Australian Human Resource Management Institute (AHRI)

 0  Professional Member of Australian Institute of Management (AIM)
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Lou Gatti | Secretary

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) and established 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.

 0  Secretary of Phoenix House Management Committee

 0  Secretary of Regional Housing Limited

Patrick Perrett | Director

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 is a member of the Operational Sub Committee.

 0  Happy to serve the people of the community

 0  In 2000 Patrick was honoured to be an Olympic torch carrier

 0  Qualified Justice of the Peace

 0  Retired and committed community volunteer

 0  Leadership Roles within Welfare

 0  Commitment with a diverse number of organisations

Dot De La Rue | Director

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 is a member of the Operational Sub Committee.

 0  Part of Homicide Support Group

 0  Years of experience working with Indigenous Issues

 0  Diploma in Counselling

 0  Degree in Social Work

 0  Degree in Behaviour Management

 0  Registered Nurse
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Ross Hunter | Director

‘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 is a part of the Governance Sub Committee.

 0  Member Bundaberg local group branch of Engineers Australia

 0  Extensive experience and knowledge in operational works in local government

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

officials

 0  Extensive experience and knowledge of local government

 0  Experience and Knowledge of regulations at processes

 0  Extensive experience liaising with Civil Contractors, Designers and Utility providers

Judy Peters | Director

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’.

 0  Dip. Local Government (Administration)

 0  Dip. Business (Frontline Management)

 0  JP Qualified
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CONTACT US
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 Emergencies: 0412 699 087

Website: www.regionalhousing.org.au

Email: info@regionalhousing.org.au

ABN: 14 139 284 647

FORMAL ACKNOWLEDGEMENTS
Regional Housing Limited wishes to formally acknowledge the following partners and funding providers:

Regional
Housing 
Limited 

partner in living


