


C O N T E N T S

R E S P E C T
Every person is unique and of equal value and has 
the right to be treated with understanding, dignity 
and respect.

FA I R N E S S  &  E Q U I T Y
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, and status or income level.

R E S P O N S I B I L I T Y
We take responsibility and are accountable for the 
actions and consequences of our organization for 
other people.

PA R T I C I PAT I O N
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.

E X C E L L E N C E
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.

I N N O VAT I O N
We continually search for creative models of 
housing management and innovative community 
development initiatives.

Q U A L I T Y
We regularly evaluate the quality of our services 
and build on past experience to find quality 
solutions to problems.

O U R  C O R E  VA L U E S

O U R  V I S I O N
Every person has a home.

M I S S I O N  S TAT E M E N T
Regional Housing Limited develops, 
manages and facilitates housing and 
support for people in need with a range of 
communities and partners.
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Regional Housing Limited (RHL) is a Registered Tier 
Two Community Housing Provider recognised for our 
high standard of performance and for our ability to 
consistently achieve quality outcomes for both our 
clients and the community.

As a not-for-profit (PBI) company and registered 
charity, RHL’s core business is the provision of quality, 
secure and affordable housing for those most in need.

With a broad portfolio of crisis, transitional and long 
term social housing, as well as specialised disability 
accommodation and affordable housing options, RHL 
helps individuals and families in need achieve stability 
and meaningful, sustainable outcomes.

In addition to our core housing services, RHL partners 
with government agencies and support partners 
to provide a range of wrap around services and 
opportunities which benefit our tenants, our clients and 
the wider community.

Services such as Emergency Relief, Mobile Support, 
case management, and our Youthcare accommodation 
program are an important part of RHL’s ongoing 
commitment to addressing and preventing 
homelessness.

Over time RHL has evolved into a ‘one stop shop’ 
for reducing homelessness and assisting the most 

vulnerable within our community, improving the lives of 
hundreds of people in need throughout the Wide Bay-
Burnett.

More recently RHL has expanded upon its tradition of 
excellence, leadership and innovation with additional 
services such as Home Assist Secure in Hervey Bay; 
award winning Specialist Disability Accommodation 
(SDA) in Bundaberg; its Property Maintenance Planning 
social enterprise; and registration as an NDIS Provider 
for both SDA and Home Modifications.

RHL operates in all four local government areas 
across the Wide Bay Burnett, from our head office in 
Bundaberg, a regional office, youth shelter and Home 
Assist Secure office in Hervey Bay, and a satellite 
service in Kingaroy.

We are currently the largest Community Housing 
Provider in the Wide Bay Burnett region providing 
homes to over 1,000 people and additional housing and 
homelessness services and/or emergency relief to more 
than 2,000 people each year.

3 7 9
D E PA R T M E N T 
O F  H O U S I N G 
A N D  P U B L I C 

W O R K S

5 7
P R I VAT E 

O W N E R S H I P

P
O

R
T

F
O

L
IO

 O
W

N
E

R
S

H
IP

3 3
R E G I O N A L 
H O U S I N G 
L I M I T E D

S E R V I C E S
Crisis Accommodation

Transitional Housing

Long Term Housing

Specialist Disability 
Accommodation

Emergency Relief
 
Specialist Homelessness 
Services

Mobile Support

Youthcare (Hervey Bay)

Home Assist Secure 
(Hervey Bay)

3% 4% 71% 3% 18% 1%

11
F R A S E R  C O A S T 

R E G I O N A L 
C O U N C I L

2     RHL 2018 ANNUAL REPORT RHL 2018 ANNUAL REPORT     3



C H A I R P E R S O N ’ S  R E P O R T  
The 2018 Annual General Meeting will be my last as 
chairperson. As our constitution limits board members 
to a maximum of nine years, and I was a board member 
when we incorporated in 2009, I will be stepping down 
from the board this year. 

Unsurprisingly, this has given me reason to reflect not 
just on the 2017/2018 financial year, but on the past 
nine years with Regional Housing Limited (RHL). It 
really has been quite an incredible time. 

During this time I have seen RHL grow in size, capacity, 
resilience, professionalism and culture to become one 
of Queensland’s most respected Community Housing 
Providers.

While there have been many noteworthy achievements 
for RHL over the past nine years, there are some that 
stand out in my mind. I am particularly proud of our 
organisation for these successes, and grateful that I 
had the opportunity to be a part of this.  

RHL’S HIGH LEVEL OF GOVERNANCE  
When I started on the Board, we had one board meeting 
every quarter. We now have monthly meetings, three 
sub-committees, a Board Advisor, a specialist lawyer, 
a HR consultant, an annual review process for the 
board and an overall focus on governance rarely seen in 
organisations with volunteer boards. Although NRSCH 
necessitated some of these changes, we have driven 
many ourselves. 
 
We have built a strong Board of Directors with a diverse 
range of skillsets and a genuine passion for RHL’s 
vision. We also now have a formal induction process 
in place which assists new board members to be 
productive in their role from the very beginning.

Winning the Chamber of Commerce Business 
Excellence Award for Community Organisation of 
the Year was both a surprise and an honour. I am 
particularly proud of this award because the criteria 
for judging were based on business qualities, including 
financial viability. For our organisation to be able show 
strength in this regard, particularly at a time when 
funding streams are tightening is a credit to RHL’s staff 
and governance.
 

The strength of our governance culture has really 
become apparent to me over the last few months as 
we began approaching people to fill the upcoming 
vacancies on our Board. I cannot explain how nice it is 
to be able to ask people to join an organisation that is 
high-functioning, not facing any crises, with a strong 
culture, good relationships between board members 
and staff, and with strong professional relationships 
that mean potential board members are not being 
asked to provide professional assistance for free. 

CULTURE  
The culture of an organisation is so important, and yet 
difficult to define or measure. Over the last 6 years or 
so, culture has been an integral part of every discussion 
and decision we have made as a board. Everything from 
trying to find new board and committee members, to 
the merger with Youthcare, through to the strategic, 
business and succession plans we’ve created, we have 
consciously tried to make sure that everything we do 
fits within RHL’s enviable culture. I feel that we have 
largely succeeded in achieving this and am heartened 
to see our staff reviews and engagement reflecting 
a strong commitment to maintaining this culture 
throughout the organisation. 

INNOVATION  
I realise “innovation” is a bit of a buzz word at the 
moment, but I really do feel that it’s an appropriate 
descriptor for Regional Housing. Our (SDA) disability 
housing is an obvious example of this, with RHL’s 
Australasian AHI Award for Leading Housing 
Development a wonderful recognition of our efforts in 
this emerging space. But I also think we have managed 
to be quite innovative in our governance. Very few 
organisations invest as we do in ongoing relationships 
with external experts, like our HR consultant and our 
Board Advisor. We also introduced a Youth Internship to 
the Board program last year, to help encourage young 
people to gain Board experience. Although we did not 
invent this concept, it is another new idea that we have 
introduced to strengthen both our organisation and 
the community. I’m pleased to say that our first intern, 
Ben Brown, has far exceeded our expectations and we 
have invited him to join our Board as a Director at the 
completion of his internship.

RESILIENCE 
Much of my tenure as chair has been in an uncertain 
and changing political environment, making it 
difficult for us to make firm long-term plans. As an 
organisation, we have moved to address this by creating 
alternative income streams not reliant on government 
funding, such as our Property Maintenance Planning 
service. We have also continued our focus on back-
end systems and efficiencies to ensure that we are 
ready for opportunities as they present themselves. 
This strengthening of our back-of-house systems is 
the reason we were able to put our hand up for, among 
others, the Home Assist Secure program, the EPCII and 
APIRAC disability housing programs and the merger 
with Youthcare in 2014.  
 
And of course I can’t talk about resilience without 
recalling the major floods that RHL and our staff 
worked through in 2011 and 2013. The 2013 Bundaberg 
flood inundated our head office, cutting staff off 
from their usual base of operations and testing the 
organisations resilience and resourcefulness to the 
limit, forever strengthening our continuity planning and 
disaster response preparations. 
 
I’m truly proud of the way in which RHL and its staff 
rose to meet this challenge, restoring services to 
clients within hours before setting-up and adapting to 
an alternative service delivery model under the most 
trying of circumstances. RHL’s ‘can do’ response to 
these disasters, including the clean-up of, and eventual 
return to our flood ravaged office in Tantitha Street is 
now a source of great pride among staff and directors, 
and an important part of our cultural DNA.

The people of Regional Housing have always been 
our strength. I really cannot give enough credit to our 
staff for the incredible work they do. Their passion is 
evident in our discussions, in the feedback we get from 
clients and stakeholders, and the quality of our service. 
In particular, I would like to acknowledge our Senior 
Managers and their dedication to the organisation and 
passion for what we do.

I would also like to personally thank our CEO, Brett 
Hanna for his support and loyalty and acknowledge 
how lucky Regional Housing is to have Brett. Brett and 
I have had a fantastic working relationship over the 
past 5 years and having him at RHL has made my job 
as Chairperson so much easier than it might otherwise 
have been.

I also thank my fellow Board Members (both past and 
present) for their unwavering commitment to our 
organisation. I have learnt so much personally from all 
of you, and sincerely appreciate the support you have 
given me in both a personal and organisational sense.

Our focus as a board has, for some time, been on 
strengthening the spine of our organisation with high 
functioning governance and efficient systems which 
will ensure that we are ready for opportunities as they 
present themselves. We have already seized a number 
of opportunities as a result of this approach and I take 
pride in the fact that I am leaving RHL in a particularly 
strong position for growth. 

RHL’s conscientious program of professionalism, high 
performance and ongoing self-improvement over 
the past nine years means that the organisation now 
has the capability, the capacity and the will to take on 
larger and more impactful projects, to grow (rapidly if 
required) into a self-sustaining force for good, and to 
ultimately make an even greater difference in the lives 
of vulnerable Queenslanders.

It has been an honour and a privilege to serve both 
RHL and the wider community in my capacity as 
Chairperson. I take with me cherished memories of 
resilience, triumph, and positive change; a strong sense 
of pride in RHL’s achievements and the difference we 
have made, and continue to make in people’s lives; and 
the comfort of knowing that RHL has a bright future 
ahead.

LUCINDA DOUGHTY 
CHAIRPERSON
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The 2017-18 FY has been one of innovation and 
reflection, of embracing opportunity, and of looking 
back on RHL’s journey till now in order to better 
understand and plan for our future.

In the spirit of sharing, I’ve decided to break with 
tradition this year by extending my CEO report to 
go beyond simply summarising Regional Housing 
Limited’s challenges and successes throughout the 
year, and go to the core of what makes RHL unique.

Earlier this year a peer asked me to articulate 
RHL’s ‘Secret Formula’, to explain how RHL 
maintains such a positive organisational culture, 
and to recommend the sort of management style 
that someone might adopt in order to mirror our 
success.

I have been reflecting on these questions ever 
since, and looking more closely at the sorts of 
things that consume the majority of our time and 
energy. What is it that RHL’s staff, managers and 
Board of Directors spend the majority of their time 
focusing on and discussing, both in their formal 
meetings and lunch room conversations regarding 
the work that we do?

After much observation and reflection, I’ve arrived 
at what I believe are the ‘essential ingredients’ 
underpinning RHL’s success.

C E O ’ S  R E P O R T  

1 .  N E V E R  F O R G E T  W H Y  W E  E X I S T   
M A I N TA I N  A  C U S T O M E R  F O C U S

I think the best way to explain this is to look at each 
element individually, providing examples of how these 
approaches have profoundly shaped RHL and the work that 
we do, and highlighting the meaningful outcomes which we 
achieved in the 2017-18 year as a result of this philosophy.

I started my career in human services working frontline 
homelessness roles on the streets of the Gold Coast 
over 30 years ago. The passion and concern I have 
for offering appropriate housing and support to some 
of the most challenged and vulnerable people in our 
communities has never waned and I try each day 
to ensure our staff are reminded of why we exist. 
Overwhelmingly the conversations within RHL are about 
our customers. On any day you can walk into any one 
of our teams and you will witness conversations about 
how to best meet the needs of our clients. You would of 
course expect this from our frontline team members, 
but you will also find these conversations occurring 
regularly within our asset management, finance, 
business development, and management teams.

Focusing on the best outcomes for our tenants
Our staff work hard to sustain tenancies that are at 
risk of falling-over by providing advocacy and intensive 
support when and wherever it’s required. Our clients 
often present with significant and complex barriers to 
obtaining and sustaining appropriate housing and our 
dedicated team continues to facilitate life-changing 
outcomes for some of our community’s most vulnerable 
people.
 
Reaching out to the most vulnerable
Of course we do much more than simply housing people 
at RHL. This year we have again hosted the “Breakfast 
Stop”, a free (monthly) cooked breakfast prepared and 
served in our carpark for homeless and vulnerable 
people in Bundaberg. Over 155 breakfasts were 
provided though this initiative during 2017-18 with RHL 
staff taking the opportunity to interact with participants 
and build trust. Several of these interactions have since 
led to stable housing outcomes for Breakfast Stop 
attendees.

Providing hope to our vulnerable youth
RHL’s also operates the Youthcare homeless youth 
shelter in Hervey Bay which can accommodate up 
to eight young people aged 16 to 21. This can be a 
challenging job at times and the team do an exceptional 
job of maintaining harmony in the home while each 

young person is assisted to deal with a myriad of 
personal issues. There is generally a lot of pain behind 
the stories of young people who end up in a homeless 
shelter and the compassion and empathy of our youth 
workers is both genuine and heartfelt. 

Of the 21 young people accommodated at the shelter 
this year, 6 have been re-united with their families, 
11 have been supported to exit into suitable long term 
housing and 4 still reside at the shelter.

Five residents were encouraged and assisted to 
complete their studies with 2 graduating high school 
and commencing studies at university. The two 
residents who went on to tertiary study represent 
particularly strong outcomes for the Youthcare team, 
with both of these residents having been assisted to 
overcome significant personal and family related issues. 

It’s outcomes like these that motivate staff to excel in 
their role, despite the daily challenges that come with 
their chosen career path.

Assistance with home maintenance
I’m proud to say that RHL’s Home Assist Secure 
program in Hervey Bay has had a successful first year. 
The team worked tirelessly to deliver a service that 
provides eligible clients with quality and efficient home 
maintenance and repairs, assisting vulnerable clients 
to remain safe and secure within their own homes. 
We have had a wonderful response from clients who 
are predominantly very pleased with the service they 
are able to receive through the Home Assist Secure 
program. In our first year, we assisted households with 
home maintenance services 1,890 times and provided 
information and referral services to households on 
1,972 occasions. With a combination of field Staff and 
qualified contractors, we have provided a total of 4,395 
hours of Home Maintenance services in our first year 
alone. The team has received excellent feedback from 
clients throughout the year, not only regarding the 
quality service they have provided but also the friendly 
manner in which they interact with clients.

During the 2017/18 FY RHL directly housed 218 
new households and provided homes for a total 
of 1,096 individuals. Of the 213 households that 
moved out of RHL’s community housing, almost 1/3 
(32%) exited into either the private rental market 
or home ownership. This is an astounding result 
and a testament to the great work our team does in 
equipping our clients for life beyond social housing.

Our Social Inclusion Team does an amazing job case-
managing and supporting individuals and families to 
address the barriers they have in obtaining suitable 
housing. In 2017-18 this team conducted over 409 
interviews, 467 home visits, provided 81 referrals, 
and distributed $29,166 in emergency relief including 
essentials cards and immediate accommodation.

Organisational 
Success

MEANINGFUL 
RELATIONSHIPS

FOCUSED 
GOVERNANCE

SETTING
GOALS

HIGH 
PERFORMANCE

APPRECIATE 
STAFF

NEVER 
FORGET WHY 

WE EXIST

SYSTEMS 
& CAPACITY

So here it is, my ‘(not so) secret formula’ for high 
performance, a positive culture and meaningful outcomes:
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Winning the Australasian AHI Award for 
Leading Housing Development Project

Winning Community Organisation of 
the Year at the Bundaberg Chamber of 
Commerce Business Excellence Awards

Commencement of a client focused 
pilot program in partnership with the 
Department of Housing and Public Works

32% of vacating households exited into 
either the private rental market or home 
ownership.

The enrolment of 9 Specialist Disability 
Accommodation (SDA) properties providing 
13 SDA Places in Bundaberg.

I won’t deny that RHL is, like many others,  still finding 
its’ way in the world of NDIS, but I am proud to say we 
have very much enjoyed seeing the significant impact 
on quality of life that a well-designed home can have 
in the life of someone living with disability. RHL’s 
Specialist Disability Accommodation has proved to be 
life-changing for the residents that are now living in 
these fully adaptable units, which have been fitted-out 
with a range of assistive technologies. We’ve received 
some amazing feedback from residents and their

families, much of it bringing us to tears, regarding how 
lucky they feel to be living in such a beautiful home at 
a time when they were instead expecting to be living 
out their days in a nursing home. We now have 12 
tenants living in purpose built SDA properties and they 
are teaching us so much about the challenges they 
face every day. I am grateful for the unique opportunity 
that RHL now has to better understand the housing 
needs of people living with disability and know RHL will 
ultimately become a better organisation as result of 
these experiences.

With a housing portfolio of almost 500 properties, it 
is necessary to focus a significant portion of our time 
on our housing assets. Yet, despite a portfolio insured 
for of over $100M, RHL’s single most valuable asset is 
our staff. All of our successes can be attributed to their 
hard work, positive attitudes, and genuine passion for 
making a difference in the lives of vulnerable people.

When you are in the business of caring about people, 
it is critical that you demonstrate that same care 
internally with your own staff. It would be unreasonable 
to expect staff to act with any real care or concern for 
the clients we serve, if they were themselves not being 
looked after.

We put a lot of effort into nurturing RHL’s unique 
culture which has this year attracted additional outside 
interest. We have had people drop-in resumes stating 
they have heard RHL is a fantastic place to work. I have 
also had requests from peer organisations to have 
key members of their staff spend a few days in our 
office shadowing our team members in the hope that 
they might pick-up valuable tips and become more 
motivated and engaged within their own workplace.

An important part of looking after our staff during 
2018-19 was the continuation of 6 monthly performance 
reviews facilitated by East Coast Human Resource 
Group. These reviews provide staff with the opportunity 
to meet one-on-one with their line manager, without 
the distraction of daily tasks, to discuss their role, 
concerns, ideas, performance, dreams and aspirations. 
On completion of these reviews we develop and 
implement an action plan to improve our organisation 
based on the suggestions and feedback received from 
staff.

RHL managers maintain an open door policy at all 
times to, allowing staff to obtain any answers, guidance 
and resources needed to continue to do their jobs 
efficiently and effectively. 

RHL also offers its staff direct access to multiple 
external support services. This includes access to East 
Coast Human Resource Group for HR support and our 
separate Employee Assistance Program provided by 
Benestar. We also have regular staff and team meetings 
to ensure staff are included and informed at all times.

At RHL we truly want staff to be happy in their roles 
and supported in their work. We offer our employees 
the opportunity to be mentored, and to act in and apply 
for higher level positions, with management providing 
feedback on how individuals might reach their career 
goals.

I want to express my gratitude for the commitment and 
enthusiasm shown by our staff this year. You are and 
always will be RHL’s single greatest asset and I truly 
appreciate the dedication and drive that each and every 
one of you brings to your respective roles. Thank you 
for the part that you play in making RHL a leader in the 
provision of meaningful outcomes.

2 .  A P P R E C I AT E  S TA F F  
O U R  M O S T  VA L U A B L E  A S S E T S

3 .  H I G H  P E R F O R M A N C E 
I S  W I T H I N  Y O U R  C O N T R O L

A key part of our culture at RHL is that we set the 
bar high for ourselves. Our organisation maintains 
high expectations regarding the conduct of our staff, 
our performance and the quality of the outcomes 
we deliver. It really doesn’t matter whether it is 
government set benchmarks, an internal KPI, or a new 
business activity, we don’t do anything by halves.

I am extremely proud of what our organisation has 
been able to achieve this year including exceeding 
KPI’s in challenging areas such as vacancy rates and 
rent arrears, presenting at conferences & training 
workshops and winning multiple awards.

Ensuring the team remains focused on RHL’s reason 
for being and our greater goals, while empowering all 
staff to positively contribute to organisational change, is 

key to high performance. Unlike some cultures where 
staff are expected to conform without reason and are 
discouraged from speaking their mind, RHL staff are 
actively encouraged to share and discuss ideas for 
ongoing improvement and to provide feedback on all 
aspects of our organisation.

Each team member has KPI’s (Key Performance 
Indicators) that relate to both performance and 
behaviour or attitude. The performance related KPI’s 
align with those set by our funders, regulators and our 
Board of Directors to ensure that we meet all of our 
statutory and contractual obligations. The behavioural 
based KPI’s on the other hand are in place to ensure 
that our culture remains positive, supportive and 
inclusive.

R H L’ S  M O S T  N O TA B L E  A C H I E V E M E N T S  T H I S  Y E A R  I N C L U D E : 

Specialised housing for people with disability

Staff are supported and encouraged to attend a 
wide range of industry relevant training with over 66 
attendances by staff during the last year.

RHL’s staff retention rate is quite high with an 
average term of service across our workforce sitting 
at 4.8 years.
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Regular readers of our annual report will know that 
RHL has introduced a number of systems in recent 
years to ensure we remain well positioned for growth. 
Having strong systems in place not only increases 
efficiency, but also minimises the chances of fraud 
and human error. It also helps ensure that we remain 
on the front foot with our regulatory and compliance 
requirements.

Although we’ve not introduced any new systems this 
year, our existing systems include the Greentree 
integrated database which is used for tenancy, 
property, finance and HR management. All of RHL’s 
approval and financial delegations are built into the 
back end of this system providing piece of mind that 
there are no shortcuts being taken. 
 
SPM Assets is used for strategic asset management 
of our housing portfolio and includes assessment 
tools, long term maintenance projections and financial 
forecasting.  

85 RHL managed properties and a further 81 PMP 
client properties were assessed using SPM Assets 
during 2017/18.

LOGIQC is a quality management system which we 
use for document control, incident and complaint 
management, internal audit tracking, and a host of 
registers such as training and feedback. 
Other compulsory systems such as SHIP and QHIP 
are used for case management planning and record 
keeping.

These systems represent a significant investment for 
an organisation of our size, but are all scalable and key 
to our capacity for growth. They also take some of the 
stress out of reporting, compliance and accreditation 
reviews and audits each year by keeping data up to date 
and easily accessible.

This system’s based approach provides RHL’s Board 
and Senior Management with confidence that RHL is 
able to meet all of its business obligations. 

Our Quality Team members for example, leverage 
the capacity of multiple systems to help ensure that 
our organisation is compliant in an ever evolving 
sector. This small but dedicated team is responsible 
for assisting RHL to monitor compliance and risk 
across a number of plans and activities including risk 
management, fire safety, workplace health and safety, 
internal performance and quality audits, NRSCH 
registration, HSQF accreditation and co-ordinates the 
review of countless internal templates every year. The 
volume and quality of work completed by this team 
would not be possible without access to efficient, 
collaborative systems.

5 .  M E A N I N G F U L  R E L AT I O N S H I P S  R E S U LT 
I N  G R E AT  O U T C O M E S

True organisational success comes from focusing on 
our core business, and resisting the temptation to try 
and become all things to all people. At RHL we stick 
to the things we are good at and simply try to do them 
better than our competitors, or to the very best of our 
ability. 

RHL’s core business is tenancy, property and asset 
management with complementary support services 
focused on people who are homeless or at risk of 
homelessness. 

Clients often present with a myriad of complex personal 
issues and challenging backgrounds that include 
mental health, domestic violence, sexual abuse, family 
breakdown, loss of employment, gambling, substance 
abuse….the list goes on and on. As a frontline 
community service it can be tempting to bid for funding 
which would allow RHL to employ specific internal 
expertise for all of these cohorts. 

But this type of strategy (having all the skills under one 
roof) can silo an organisation from the greater support 
network, and will often result in an inward focused 
culture that can become toxic in the long term. It also 
increases organisational risk on a number of levels and 
often leads to greater compliance requirements.

At RHL we don’t try to be all things to all people. 
Instead we look for key partners who have a like-
minded culture that aligns with RHL’s philosophy of 

high quality, professional services which result in 
meaningful client outcomes. I regularly remind my staff 
that it is relationships that get outcomes.

RHL has relationships of substance with a large and 
varied group of stakeholders who are outlined in detail 
elsewhere in this report. These stakeholders range 
from funding bodies, peak bodies, and non-government 
organisations through to private investors, landlords, 
maintenance contractors, support services, and client 
advocates.

I’d like to take this opportunity to collectively thank 
the many stakeholders that make it possible for RHL 
to do the important work that we do. Our landlords, 
contractors, consultants, peer organisations, industry 
representative groups and government departments 
each provide essential support and services which 
underpin the quality of RHL’s client outcomes. 

I sincerely thank you for your support and ongoing 
contribution to RHL’s success, and for helping to make 
a difference in the lives of vulnerable and disadvantage 
people in our community.

Provided both formal and informal mentoring 
to a number of peer organisations

Presented on our Award Winning SDA housing 
at the AHI Housing Excellence Showcase in 
Brisbane

Shared our SDA development and 
management experience at the NDS Disability 
Housing conference in Brisbane

Presented on RHL’s Property Maintenance 
Planning initiative at the annual SPM Assets 
conference in Sydney

Presented on RHL’s Asset management 
framework as part of a QShelter Asset 
Management Workshop for Community 
Housing Providers

Participated in an NDIA case study regarding 
the realities of developing and managing SDA 
properties under the current NDIS system

Negotiated MOU’s and formal partnerships 
with the Department of Housing and Public 
Works, South Burnett CTC, Open Minds, and 
Red Cross

Participated in the QLD TOM Makeathon in 
Bundaberg

Represented RHL at Options Day Bundaberg

Participated in an NDIS Provider Expo at 
CQUniversity

I N  2 0 1 7 - 1 8  O U R  S TA F F

4 .  T H E  L I N K  B E T W E E N  S Y S T E M S  &  C A PA C I T Y 

In the 2017/2018 FY the Quality team undertook 
150 audits, reviewed 115 documents, policies 
and procedures and actioned 130 Continual 
Improvement items.

RHL’s management team attended 231 network 
& stakeholder meetings this year, with non-
management staff attending a further 194 similar 
meetings.
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6 .  F O C U S E D  G O V E R N A N C E 7 .  S E T  G O A L S 
A LW AY S  B E  F U T U R E  F O C U S E D

At RHL we recognise the importance of good 
governance and are very protective of the culture of our 
Board. All of our Directors truly are working in the best 
interests of the organisation at all times and commit to 
attending monthly Board meetings, as well as a range 
of sub-committee and ad-hoc obligations.

We have an exceptional Board with a comprehensive 
range of skills and qualifications relevant to our 
business. We learned many years ago however that in 
a regional area, as hard as you might try to build and 
retain a comprehensive skills based Board, there will 
almost always be a gap somewhere. 

To account for this we engage the services of a highly 
skilled Board/Business Advisor in Rowan Wallace, 
from RAW Consulting. Rowan helps to ensure that the 
board gives due consideration to important matters and 
adequately address any risks or concerns. 

It is comforting to have Rowan supporting the Board 
and a passionate Management Team willing to 
question, guide and support the Board and I where 

necessary to keep the organisation true to its core 
ideology and firmly on its path.

RHL truly values the time that our Directors give of 
their own lives to sit through a 3 hour meeting straight 
after work (in some cases travelling 90 minutes to be 
here) once a month or more.

The 2017/2018 financial year saw our Board steering 
RHL through exciting new opportunities while 
maintaining our overall focus on the provision of quality 
services to those in need.

I would like to personally thank RHL’s Directors for 
volunteering so much of their time to ensure that we 
remain true to our vision and maintain a culture of 
quality, performance and transparency. I would also 
like to thank the many members of our various sub-
committees who continue to provide RHL and its Board 
of Directors with invaluable expertise and advice. 
We would not be the high achieving, high performing 
organisation that we are, without your input.

My final ingredient for a successful organisation is that 
it needs to focus on the future. As good managers it 
is our responsibility to do our very best to predict the 
future, monitor trends, ensure that our organisation 
remains relevant, and maintain as much control as we 
can over our organisations destiny. 

It can be challenging at times to balance the needs 
of the business with those of our customers, funders 
and partners. Many organisations look to Government, 
awaiting the next morsel of funding, but with funding 
sources drying up, now more than ever not-for-profit 
organisations need to be looking at commercialising 
their operations and making long term business plans 
which span 10 years or more.

Being able to accurately paint a vision of our future, 
and then communicate that vision throughout the 
organisation has been an integral part of RHL’s 
continued success. 

When each director, manager and employee is able 
to clearly identify their role within that vision and 
work collectively toward our organisational goals, the 
team unites and starts to walk as one. Conversely 
without a clear vision or goals, team members tend 
to become inwardly focused and competitive and 
begin to demonstrate behaviours that divide the team, 
stagnating progress and limiting success.

A comprehensive review of RHL’s 
governance.

CEO Performance reviews

Review of all Role Descriptions

Review of 16 policies and procedures.

Attendance at governance related training

The creation of an new sub-committee 
with a sole focus on the ongoing financial 
viability and sustainability of RHL

4 Audit and Risk Committee meetings

Registering as an NDIS Provider for 
Specialist Disability Accommodation

Growing our Property Maintenance 
Planning (PMP) social enterprise to provide 
an additional $45,000 in revenue for RHL

Enrolling our SDA properties with the NDIS

Diversifying our support programs by 
adding and successfully running Home 
Assist Secure (HAS) in Hervey Bay

W O R K  U N D E R TA K E N  B Y  O U R  B O A R D  T H I S  Y E A R  I N C L U D E S :

G O A L S  W E  A C H I E V E D  D U R I N G  T H E  2 0 1 7 / 2 0 1 8  F Y  I N C L U D E

G E O R G E  S T R E E T ,  B U N D A B E R G
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C H A N G I N G  O F  T H E  G U A R D 

This AGM and the year that follows will be different 
for our Board as we farewell our Chairperson Lucinda 
Doughty, Secretary Ross Hunter, and Jeff Kirchner (who 
served as RHL’s Treasurer for over 8½ years), all of 
whom have reached the maximum 9 year term outlined 
in our Company Constitution. 

All of these Directors also served on the Board of RHL’s 
predecessor Bundaberg Housing Services, bringing 
their full terms of volunteer service to between 9 and 
11 years!

The Board have been planning for this transition for 
two years now with Jeff stepping down as Treasurer 
in February 2018, and Lucinda and Ross to stand 
down at the 2018 AGM from their respective roles as 
Chairperson and Secretary.

Having worked together to navigate the strategic 
and operational minefield that is running a not-for-
profit organisation for 11 years, we obviously know 
each other pretty well. Together we have survived a 
number of difficult challenges including defunding 
and redundancies, fires, floods, and budget blowouts. 
But we have also celebrated some amazing successes 
including RHL’s growth period in 2010, where we added 
330 properties to our portfolio, and more recently with 
our award winning Specialist Disability Housing. 

Lucinda, Ross and Jeff have barely missed a meeting 
and have been instrumental in creating the organisation 
that is RHL today. Their tireless work has ultimately 
resulted in the provision of housing and support to over 
10,000 people in the Wide Bay-Burnett Region. 

I know I speak on behalf of all remaining Directors, staff 
and the community when I say “we will miss them.”

LO O K I N G  T O  T H E  F U T U R E 

As I complete my 14th year at RHL, I can honestly say 
that I still love this job. There is never a day when I don’t 
want to come to work or where I have felt powerless to 
make a difference. 

RHL’s performance this year, the work that our staff 
are doing, the fantastic outcomes we’ve achieved for 
our community, the innovative approaches that we are 
trialling but cannot yet talk about and the hard earned 
knowledge that we continue to share with our peers, all 
re-enforce for me that RHL is, and will continue to be a 
leader in the community housing sector.

Things may not always progress at the speed we 
would like them to, nor do they always pan out the way 
we expect, but I believe there is great opportunity in 
our future and I intend to ensure that RHL takes full 
advantage of that.

New image for Brett

As we continue to build on our formula for success 
and our culture of professionalism, innovation and 
high performance, I’m confident that RHL is as 
well positioned as it can be for the growth that will 
inevitably take Queensland and indeed Australia’s 
community housing sector to the next level. 

A level at which our sector matures into an industry 
which is streamlined, flexible and responsive in its 
approach to the housing and homelessness needs of 
our communities. Where organisations such as RHL 
‘step-up’ to provide leadership and accountability, 
operating on a deliberate mix of government funding, 
independently secured finance and private investment 
to realise mutually beneficial goals and make the 
wider community a more supportive, inclusive, safer 
and ultimately better place to live.

I believe that there are both exciting and challenging 
times ahead, and that RHL’s brightest days are still 
well and truly ahead of us.

BRETT HANNA
CHIEF EXECUTIVE OFFICER

B R A N YA N  S T R E E T ,  B U N D A B E R G
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The Financial Audit for the year was undertaken by UHY 
Haines Norton and they have issued an Unqualified 
Audit Report for the 2017/18 financial year.  After 
confirming their Independence, UHY Haines Norton 
have expressed an Audit Opinion that stated that RHL 
had complied with the required legislation and that 
the Financial Report gives a true and fair view of RHL’s 
financial position and performance.

UHY Haines Norton considered a number of significant 
financial reporting matters throughout their audit 
this financial year that focused on the areas of RHL’s 
activities that were considered to represent key risk 
areas. Their unqualified audit report not only confirms 
the accuracy of the results for RHL for the 2017/18 year 
but validates the work of a small finance team, led by 
Renae Clayton, that continuously produces timely and 
accurate information that assists RHL’s management 
team to make the right decisions at the right time - to 
Renae and her team I extend my thanks for a job well 
done, not only on a personal level, but also on behalf of 
the Board of Regional Housing Limited. 

SANDRA HOLEBROOK 
TREASURER

T R E A S U R E R ’ S  R E P O R T
It has been my privilege to assume the Treasurer’s 
position for Regional Housing Ltd (RHL) from February 
2018 and my pleasure to report on the 2017/18 financial 
year for RHL.

This financial year has been a period of consolidation 
for RHL with an overall 2.75% increase in total equity 
representing modest growth on the previous year where 
a 9.2% growth in equity was reported on the back of 
the completion of the EPCII and APIRAC developments. 
The 2017/18 period has seen a return to more standard 
service delivery conditions for the organisation, with 
outstanding support and services delivered to 1,096 
individuals who were housed during the year in the 
480 properties managed by RHL. The Specialist 
Disability Accommodation (SDA) units, that completed 
construction in 2016/17, moved into income generation 
phase this year as appropriate tenants were sourced 
and rental income applicable to the developments’ SDA 
status were achieved.

As the financial year drew to a close, RHL was invited to 
take part in the CQ One Home Pilot which will provide 
new opportunities for the organisation in 2018/19. The 
funding for this pilot contributed an additional income 
stream in the final months of the 2017/18 financial 
year which assisted in RHL delivering an above neutral 
result for the year.

RHL’s Balance Sheet remains strong with Land and 
Buildings after depreciation of $7.3 million, and in Cash 
and Cash Equivalents of $2.1 million, providing a solid 
asset base to continue delivering high quality physical 
housing, and the necessary support and services, to 
ensure those within our community that need a home 
are provided with one and are then able to live the most 
fulfilling life possible. The ongoing strength of RHL’s 
Balance Sheet provides a platform for future growth 
of the organisation in line with its mission and is a 
testament to the organisations careful and considered 
expansion in prior years by its experienced and 
dedicated management team.
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9 DWELLINGS 
ENROLLED AS 

SPECIALIST DISABILITY 
ACCOMMODATION 
UNDER THE NDIS

(PROVIDING 13 
PLACES)

$29,166 

WORTH OF EMERGENCY 
RELIEF DISTRIBUTED 

TO THOSE IN NEED

ASSISTED 409 
HOUSEHOLDS IN 

IMMEDIATE CRISIS 
WITH EMERGENCY 
RELIEF FUNDING

1,096 
INDIVIDUALS 

WERE HOUSED 
BY RHL IN 

2017/18

21
HOMELESS YOUTHS 
SHELTERED AT 
YOUTHCARE IN 
2017/18

FREE MEALS 
SERVED AT RHL 

BREAKFAST 
STOPS

HOME VISITS 
PROVIDED THROUGH 

MOBILE SUPPORT

PROVIDED FRONTLINE HOMELESSNESS SUPPORTS TO 1,677 CLIENTS

81 PROPERTY 

ASSESSMENTS CONDUCTED 

AS PART OF RHL’S PROPERTY 

MAINTENANCE PLANNING 

(PMP) SOCIAL ENTERPRISE

OF CUSTOMERS SURVEYED 
FELT RHL STAFF TREAT THEM 
WITH RESPECT & DIGNITY

OF CUSTOMERS SURVEYED WERE 
SATISFIED WITH THE OVERALL 
QUALITY OF SERVICES PROVIDED 
BY RHL

OF CUSTOMERS SURVEYED FELT 
THE SERVICE THEY RECEIVED WAS 
SPECIFIC TO THEIR NEEDS & GOALS

OF CUSTOMERS 
SURVEYED 
FOUND RHL’S 
PROCESSES FAIR 
& TRANSPARENT

OF CUSTOMERS 
SURVEYED FOUND 
RHL SERVICES 
& INFORMATION 
EASILY ACCESSIBLE

OF TENANTS SURVEYED FELT 
RHL HAD SUPPORTED THEM TO 
MAINTAIN THEIR TENANCY

CRISIS 
ACCOMMODATION 

ASSESSMENTS 
CONDUCTED BY 

RHL STAFF

PROVIDED OVER 
4,395 HOURS 

OF REPAIRS & 
MAINTENANCE 

THROUGH HOME 
ASSIST SECURE 
IN HERVEY BAY

“FRIENDLY, HELPFUL, 
CONFIDENTIAL, AND GOOD ADVICE”

“AT EACH OF MY VISITS I WAS 
TREATED EFFICIENTLY AND WITH 
RESPECT”

“I HAVE ALWAYS BEEN TREATED 
WITH RESPECT AND DIGNITY BY 
ALL STAFF”

“THE STAFF DID EVERYTHING 
POSSIBLE TO ASSIST WITH ADVICE 
AND CONTACTS”

“GRACE LISTENED WITH 
COMPASSION AND SUPPORT”

F E E D B A C K 
F R O M  O U R  T E N A N T S  &  C L I E N T S
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A U S T R A L A S I A N  A W A R D
F O R  D I S A B I L I T Y  H O U S I N G  D E V E LO P M E N T S

Following our success at the Queensland AHI 
(Australasian Housing Industry) Awards in early 2017, 
RHL this year received top Australasian honours for 
its innovative Specialist Disability Accommodation 
as part of 2017 AHI (Australasian Housing Industry) 
Professional Excellence in Housing Awards.

The AHI Award for Leading Housing Development 
Project (Australasia) was presented to Regional 
Housing Limited at AHI’s Housing Gala Awards Dinner 
in Sydney on the 29th November and recognises RHL’s 
unique approach to its innovative Specialist Disability 
Accommodation projects completed in Bundaberg 
between May 2016 and January 2017.

RHL’s Specialist Disability Accommodation delivers 
outstanding safety and security benefits, along with 
adaptable, accessible and energy efficient building 
design, customisable home automation features and an 
integrated technology infrastructure which allows for 
the installation of assistive technologies that meet the 
specific needs of residents.

RHL was selected from 10 Australian and New Zealand 
state finalists to take out the award which recognises 

new thinking within the sector and seeks to promote 
initiatives that have led to significant change or 
improvements within the community and the greater 
social housing sector.

Winning an award at this level is a notable 
accomplishment for a relatively small, regional 
organisation such as ours, and we are understandably 
proud of what we’ve been able to achieve. 
It was also humbling, and a genuine honour to be 
judged by our peers and industry professionals as 
worthy of such an award, not just at a national level, but 
within the greater Australasian arena.

While we consider this to be 
a substantial win for RHL, for 
Queensland and for Bundaberg, 
the most rewarding aspect of 
these projects has been 
seeing individuals 
living with disability 
gain greater 
dignity, freedom, 
independence and 
quality of life.

RHL has this year enrolled 9 ‘Improved Liveability’ SDA dwellings with the 
NDIS. 

We currently have 6 SDA eligible NDIS participants living in SDA enrolled 
RHL properties 

New staff amenities were constructed for one of our SDA properties 
where 24/7 care is required.

C O M M U N I T Y 
O R G A N I S AT I O N 
O F  T H E  Y E A R
The Bundaberg Chamber of Commerce this year 
recognised Regional Housing Limited’s ongoing 
efforts to reduce homelessness and improve the lives 
of vulnerable people by naming RHL Community 
Organisation of the Year at the Chamber’s Business 
Excellence Awards Gala Dinner on the 26th May 2018.

Six local finalists contested the award which 
recognises commitment and innovation in the 
Bundaberg community and seeks to promote 
continuous improvement and growth of the 
community sector.

RHL’s Chairperson Lucinda Doughty was on hand 
to accept the award and thanked RHL’s Board of 
Directors, Subcommittees, Management, Staff, and 
key Support Partners for their ongoing work and 
commitment to the organisation and the community.

Ms Doughty went on to say that “While it’s an 
outstanding achievement for RHL to be recognised 
by the Bundaberg business community for the 
difference it makes to the community, it is also a 
great opportunity to raise awareness regarding 
homelessness and housing in our region.”

TA K E  A  V I R T U A L  T O U R !
We’ve created detailed Virtual Tours of RHL’s Award Winning units which showcase the unique design 
elements and technology features of this housing. You can view the tours online by visiting the Specialist 
Disability Accommodation page on RHL’s website at www.regionalhousing.org.au
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C Q  O N E  H O M E  P I LO T

TA C K L I N G  H O M E L E S S N E S S 
A  C A S E  S T U D Y

Over the past year Regional Housing Limited (RHL) has 
been working closely with the Queensland Government 
Department of Housing and Public Works to explore 
new and innovative approaches to housing and 
homelessness within the community housing sector.

This collaboration focused primarily on the possibility 
of streamlining existing RHL systems and services in 
order to provide a more efficient and client centred, ‘in 
place’ approach to housing and supports.

These discussions eventually led to the establishment 
of a CQ OneHome Pilot designed to measure the real 
world impact and client outcomes resulting from such 
an approach. One which reduces the need for social 
housing clients to move between properties as they 
progress through the housing continuum and provides 
the most appropriate levels of support if, when and 
where they are required.

We are currently in the early implementation phase 
of this trial, with new systems being established and 
much still to do as we work towards a more efficient 

and holistic model of service delivery. We are however, 
already seeing encouraging results for participating 
clients.

RHL is proud and excited to be a part of this innovative 
pilot, and humbled to have the opportunity to work 
directly with the Queensland Government on a project 
which we believe will significantly improve outcomes 
for our clients and the wider community.

Every year Regional Housing Limited secures 
meaningful outcomes for many of our communities’ 
most vulnerable individuals and families. The following 
case study provides a glimpse into the exceptional work 

that our staff do in helping people who are homeless, 
or at risk of becoming homeless to stabilise their 
lives, secure housing, and begin moving in a positive 
direction. 

A vulnerable family with 2 children who had been 
living in their car for several weeks, presented to 
RHL for support. RHL’s team responded quickly to 
secure crisis accommodation and begin addressing 
the family’s barriers to stable long term housing.

The family had complex needs and was suffering 
financial distress due to an unexpected loss of 
employment, on medical grounds, impacting the 
household’s ability to address current debts and 
obtain affordable housing. The family disclosed 
complex barriers including; a high risk pregnancy, 
mental health illness and children living with 
disabilities. The family was also TICA (black) listed 
due to the failure of previous tenancies making it 
near impossible to secure rental accommodation in 
the private market.

RHL was able to offer the family crisis 
accommodation with our case management team 
assisting the family with practical and referral 
support to successfully establish their new tenancy. 
Through this support the family were able to access 
eligible benefits and essential household items. The 
family engaged with case management in order to 
address their barriers to housing and ensure that 
they had the best possible chance of securing longer 
term accommodation. RHL’s case management team 
assisted with referrals, resources and advocacy to 

help the family address financial difficulties and 
access dispute and appeal processes. The family was 
assisted to prepare a budget, resulting in the family 
establishing affordable, realistic payment plans with 
creditors.

Following disclosure of domestic and family violence 
and a change to the household structure, our 
case management team referred the family to the 
appropriate supports and relationship counselling. 
The family engaged regularly with mental health 
supports and family counselling, resulting in 
improved family relationships and an improvement 
in general health and wellbeing

The family has since moved into a transitional 
housing property managed by RHL providing 
greater stability. With stability now returning to the 
household and the family’s mental and physical 
health supported, the client has started exploring 
options for a return to work.

In all RHL provided 78 hours of support to this family 
over a 6 month period resolving their immediate 
homelessness and working closely with the family 
thereafter to systematically address their mental 
and physical wellbeing and their barriers to long 
term housing stability.

R H L  S O C I A L  I N C LU S I O N 
T E A M  L E A D E R 

S I M O N E  C O R E Y
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Y O U T H C A R E 
H E R V E Y  B AY
RHL’s Youthcare program provides secure 
accommodation, stability and support for disconnected, 
disadvantaged and homeless young people aged 16-25 
on the Fraser Coast.

This stability and support can be life changing for a 
young person, giving them the time and security to 
work through difficulties in their life and rekindle their 
hopes and dreams for the future.

Based in Hervey Bay, the Youthcare program includes 
a youth shelter capable of accommodating up to 8 
individuals on any given night, with around the clock 
onsite support provided by our dedicated Youthcare 
support workers. In addition to the shelter, Youthcare 
manages 3 stand-alone (two and three bedroom) units 
providing crisis accommodation for young families 
experiencing housing stress. 

All Youthcare accommodation includes intensive 
case management for residents and tenants to help 

develop leadership, life skills and resilience. Our 
case management is tailored to each individual in 
partnership with our clients to ensure that we are all 
working towards the best possible outcome for that 
individual or family.

The Youthcare team fosters a culture of determination 
and ambition, supporting residents in their pursuit of 
educational, career and life goals.

Stable housing is an essential foundation upon which 
young people can begin to rebuild and take control of 
their lives. Youthcare residents are connected with key 
support partners on the Fraser Coast and encouraged 
and supported to gain secure and sustainable long term 
housing. The Youthcare team assists residents to build 
the skills necessary for independent and sustainable 
living, while at the same time mentoring and supporting 
them to make choices and decisions which can 
transform their lives for the better.

YOUTHCARE HIGHLIGHTS THIS YEAR INCLUDED POSITIVE OUTCOMES FOR 
THREE RESIDENTS IN UNIQUE CIRCUMSTANCES. 

The Youthcare team worked 
with a young mother 
residing at the shelter and 
her family out of town to 
develop a plan which would 
see the young resident 
reunited with her daughter 
and family. The Office of 
Child Safety agreed to our 
teams plan which saw the 
resident assisted with the 
cost of flights.

Youthcare accommodated and assisted a 
teenage foreign national who had been 
classified as an illegal immigrant after 
coming to Australia many years ago with 
her Australian mother. Her relationship 
with her mother broke down leaving 
the daughter with little option but to 
willingly return to her home country or 
be deported. Staff assisted the resident 
to gain a temporary Visa which enabled 
her to stay in Australia and apply for 
citizenship. 

A young male resident, who had 
been homeless for a year and a 
half following a family breakdown 
due to the death of a family 
member, was re-united with his 
mother and returned to the family 
home. In this case, Youthcare 
staff worked with Red Cross 
YHRS and Reconnect to assist the 
resident back into school and to 
facilitate the family reunion and 
return to living at home. 

T H E  B R E A K FA S T  S T O P
On the first Wednesday of every month RHL partners 
with the Rapid Relief Team (RRT) to provide breakfast to 
the homeless, socially disadvantaged and more isolated 
members of our community. 

The Breakfast Stop served 157 free meals in Bundaberg 
during 2017/18 and has now been operating for 3 years.

It takes a dedicated pool of volunteers to deliver this 
service every month where the goal is to improve the 
wellbeing of our most vulnerable community members. 
Volunteers from RHL and the Rapid Relief Team (RRT) 
help setup RRT’s portable kitchen and prepare hot 
bacon and egg muffins, fresh fruit and hot or cold 
drinks for those in attendance. 

The Breakfast Stop does more though than simply 
feeding people a hearty and nutritious breakfast. It 

provides opportunities for those in need to reconnect 
with the community, develop a sense of belonging and 
improve their wellbeing overall.

A team of support workers from RHL attend each 
breakfast ready to listen, talk and connect with people, 
offering free information, advice and referrals where 
requested. Both RHL and the RRT volunteers engage 
in general conversation and interact with service users 
offering compassion, encouragement and a friendly 
smile. 

This can have a profound impact on people who are 
experiencing homelessness, difficulty or misfortune in 
their lives, helping to restoring their dignity, confidence 
and wellbeing.
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S O C I A L  E N T E R P R I S E
For RHL, Social Enterprise is part of a larger strategy 
aimed at increasing our organisations financial 
independence and resilience, but also another avenue 
by which we are able to address the needs of both the 
community housing sector and the wider community.
Last year RHL introduced a social enterprise 
product designed to help peer community housing 
organisations in Queensland improve the accuracy of 
their property maintenance planning and maintenance 
forecasting activities.

By leveraging our ongoing investment in SPM Assets 
and existing RHL asset management processes, 
we are able to offer an assessment and reporting 
product tailored to the needs of community housing 
organisations which provides real benefit for our clients 
at a reduced cost (when compared to like services), 
while at the same time earning additional income for 
our organisation.

RHL’s Property Maintenance Planning (PMP) product 
sees trained RHL staff performing a physical inspection 

of the client’s properties using the live data capture 
features of SPM Assets. This data is then analysed by 
software and carefully reviewed by RHL staff to produce 
detailed maintenance reports and forecasts for each of 
the sites inspected.

These reports provide an accurate picture of the overall 
condition of each property, any maintenance that might 
be required and the likely cost of maintaining each 
property over time.

In 2017/2018 RHL completed a marketing plan for PMP 
and began actively promoting this product by way of 
direct marketing to Queensland Community Housing 
providers, setting up information stands at sector 
events and presenting on the product at community 
housing sector workshops. This promotion resulted in 
a number of new PMP enquiries and the completion of 
Property Maintenance Planning inspections and reports 
for several new clients across Queensland.

RHL has now also completed its registration as a 
Building and Asset Services (BAS) contractor and as 
a Registered NDIS provider for the provision of Home 
Modification Services. We are ready to move forward 
with both of these initiatives in 2018/19 with RHL now 
in a position to undertake paid maintenance work on 
government owned properties, and perform paid home 
modification work for NDIS participants. 

RHL conducted PMP assessments on, and created 
maintenance planning and forecasting reports for a 
total of 81 properties between 6 clients in 2017/18. 
This brings the total number of client properties 
assessed since PMP’s inception to more than 220.

H O M E  M A I N T E N A N C E  & 
M O D I F I C AT I O N S
Home Assist Secure (Hervey Bay)
Home Assist Secure (HAS) is a State Government 
program which provides information, referrals and 
subsidised assistance to eligible people who are unable 
to undertake critical maintenance in their homes 
without assistance. The program targets people aged 
60 years and over, and people any age with a disability 
who wish to remain living independently in their home. 
HAS provides clients with home safety and security 
information, subsidised minor home maintenance and 
repairs, subsidised minor home modifications, referral 
to local and trustworthy contractors and tradespeople 
and connection to local community services and 
support agencies.

In its first year of service delivery RHL’s Home Assist 
Secure program provided over 4,395 hours of repairs 
maintenance to over 984 eligible Hervey Bay clients, 
subsidising more than $130,000 worth of labour and 
over $4,700 worth of security hardware. The HAS team 
also provided clients with an additional 1,443 hrs in 
information and referrals. 

Home Safety and Security Upgrades (HSSU)
RHL partners with EDON Place Domestic and Family 
Violence Centre Inc. to deliver the Home Safety and 
Security Upgrades program in Bundaberg and Hervey 
Bay.   
 

RHL’s experienced Asset Team work directly with Edon 
Place staff to assess the overall safety and security 
of properties occupied by individuals or families 
experiencing domestic or family violence. We then 
provide advice and quotations aimed at improving 
safety and security, and co-coordinate the appropriate 
contractors to ensure that upgrades are completed 
to the required standard. This important program 
provides additional security and peace of mind allowing 
vulnerable individuals and families to remain in their 
home. 

Registered NDIS Provider for Home Modifications
In addition to being a Registered NDIS provider for 
Specialist Disability Accommodation, RHL is now also 
a registered NDIS provider of Home Modifications. RHL 
already undertakes home modifications for seniors 
and people living with disability as part of our Home 
Assist Secure program in Hervey Bay, giving us the 
experience and knowledge required to undertake 
Home Modifications on a larger scale as part of the 
NDIS scheme. We are currently aligning our Home 
Modification resources and expertise and expect to 
be providing this service to NDIS participants in the 
coming year.

Building and Asset Services (BAS) Contractor
RHL recently completed its registration as a Building 
and Asset Services Contractor, opening opportunities 
to leverage our previous maintenance experience and 
resources in providing services to government.

“This morning I had the pleasure of having your 
tradie Clinton arrive at my home to do a few 
plumbing jobs. Clinton was friendly, pleasant and 
very good at his job. While he was here he offered 
to replace the screen in my sliding door which 
had been a problem for many weeks. I thoroughly 
praise his work attitude.” – Customer Feedback

This year RHL undertook assessments for 40 
HSSU requests and co-ordinated an estimated 
$35,600 in safety and security upgrades for 
families and individuals experiencing domestic 
and family violence.

26     RHL 2018 ANNUAL REPORT RHL 2018 ANNUAL REPORT     27



R E T I R I N G  D I R E C T O R S
Our constitution limits Directors to a maximum 9 
year term on Regional Housing Limited’s Board of 
Directors, and as a result RHL must farewell 3 of its 
longest serving Directors at this year’s Annual General 
Meeting.

RHL’s current Chairperson Lucinda Doughty, Secretary 
Ross Hunter, and Jeff Kirchner (who served as RHL’s 
Treasurer for most of his time on the Board) will all 
retire as Directors of RHL having contributed over a 
decade of their time and experience to help ensure 
Regional Housing Limited’s success and future.

All of these Directors also served on the Board of 
RHL’s predecessor Bundaberg Housing Services 
raising their full term of volunteer service to between 
9 and 11 years! Their contributions to Regional 
Housing Limited’s growth, resilience, professionalism 
and enviable culture during this time cannot be 
overstated, and they will be sorely missed.

The Board, Management and Staff join in expressing 
our most sincere thanks for the selfless dedication 
shown by these Directors and the valuable guidance 
and support which they have provided.

ROSS HUNTER 
OUTGOING SECRETARY 

It is probably quite unusual for an organisation like 
RHL to require a change of three primary office 
bearers in the same year, particularly with an 
organisation as stable as ours. In reality though 
it is precisely the stability and good health of the 
organisation that allows for such a scenario. At the 
time that the Board of BHS (Bundaberg Housing 
Services Inc.) made the decision to transform into RHL, 
the idea that nine years later three of the same board 
members would be performing office bearing roles 
was not imagined.

And now after nine years on RHL’s board it is my duty 
and immense honour to also take my turn to step down 
from office in accordance with our constitution thus 
permitting RHL’s sound governance to continue. I am 
proud to be associated with the RHL banner, with the 
management and staff of this fine organisation, and 
with the team of Board members that have served 
through those years. Look at what has been achieved 
- what mountains have been scaled. It’s been a grand 
adventure, and all indications are that the best is yet to 
come. 

RHL your future is bright and you are in the best of 
hands. It’s been a privilege and I am honoured to have 
played the miniscule part that I have. Farewell to all of 
you - you’ve all been fantastic but greater things await 
you. I’ll be cheering from the back row.

 

JEFF KIRCHNER

I never imagined that when I agreed to join the Board 
of Bundaberg Housing Services (BHS) in August 
2007, that I would still be involved with its successor 
Regional Housing Limited (RHL) some eleven years 
later. As my time with RHL comes to an end, I feel 
proud and privileged to have been Treasurer for more 
than ten years and to have played a part in the journey 
and the success of the organisation. 

RHL has always been an interesting and exciting 
organisation to be a part of and volunteering to BHS 
and RHL has also been a very beneficial and a positive 
experience.  To be involved with significant change 
and growth has at times been challenging but having 
a group of passionate people striving to provide 
great outcomes has also led to many outstanding 
achievements. Personally, it has provided me with 
mentors, supported professional development and the 
gaining of additional skills, and has contributed to a 
number of good friendships.

I would like to sincerely thank all the Board members, 
staff and advisors for their assistance and support 
and I wish everyone the best for the future and look 
forward to hearing about your ongoing achievements 
and success.

LUCINDA DOUGHTY
Board of Directors 2009 – 2018
Chairperson (6 years)

ROSS HUNTER
Board of Directors 2007 – 2018
Secretary (3 years)

JEFF KIRCHNER
Board of Directors 2007 – 2018
Treasurer (9 Years)
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LUCINDA DOUGHTY  
CHAIRPERSON
Lucinda has been a 
member of RHL’s Board 
of Directors since 2009 
and became Chairperson 
in 2012. Initially working 
as a solicitor, Lucinda 
later transitioned to body 
corporate management 
before starting her own 
business in 2011. With 
over 11 years’ experience 

in the Body Corporate space, experience in property 
management and a strong understanding of 
compliance and governance processes, Lucinda brings 
a wealth of knowledge to RHL’s Board. Her vision for 
Regional Housing Limited is to continue to expand 
the provision of housing in the community, both here 
in the Wide Bay region and throughout Queensland. 
Lucinda further supports the community through 
her involvement with Bundaberg Basketball, Fusion 
Netball club and Bundaberg Bushwalkers.

DENISE TOMLIN 
VICE CHAIRPERSON
Denise was appointed as 
a Director on the Board of 
Regional Housing Limited 
in 2013 and brings with 
her a wealth of experience 
as a local community 
person and 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 
career. 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 her role as a director of EDON Place, 
Women’s Domestic Violence Service Inc.

Y O U T H  I N T E R N S H I P  T O  T H E  B O A R D
In 2017 RHL began a new youth internship allowing a 
future community leader the opportunity to join RHL’s 
Board of Directors at monthly board meetings and 
Board related RHL functions. 

Following a formal application and selection process 
Ben Brown was selected as RHL’s inaugural Youth 
Intern to the Board of Directors and has spent the past 
year learning about RHL, governance and community 
services in general through the eyes of our experienced 
Board of Directors.

This program has proven so successful that Ben has 
been invited to join RHL’s Board as a Director at this 
year’s Annual General Meeting (AGM), with the search 
for a new intern already underway.

The unique perspective and passion that this youth 
internship brings to RHL’s Board of Directors, helps 
our organisation to remain at the forefront of innovative 
approaches to housing and homelessness in our 
community, while at the same time inducting a new 
generation of future community leaders.

BENJAMIN  B ROW N –  YOU T H INTERN TO THE BOARD 2017/2018
Ben was appointed as RHL’s first Youth Intern to the Board of Directors in September 2017, bringing with him 
experience as a member of a number of tertiary councils and committees. He has a background in Engineering and 
is passionate about strategic planning and helping to further his local community.

“I have had the privilege of being the Youth 
Intern to the Board since September last 
year. It has been an eye-opening experience 
providing valuable insight into the role that 
a not-for-profit board plays in the local 
community.

I came into this role with the desire to further 
develop my understanding of how boards 
operate, and it was fantastic to see the culture 
and wealth of knowledge that RHL’s board 
brings to the organisation.

It was also inspiring to see the passion and 
effort taken to assist those in need of housing. 

This sort of opportunity doesn’t come around 
very often for young people, so it’s fantastic 
to see RHL continuing the youth internship 
program.

I would like to take this opportunity to say 
thank you to RHL, the Board of Directors and 
those who brought the Youth Intern position to 
life.” 

Ben Brown

B O A R D  O F  D I R E C T O R S

Bachelor of Civil Engineering (Hon) 

Graduate of the Australian Institute of Company 
Directors  

Member of Engineers Australia

Regional Advisory Committee Member of the 
Institute of Managers & Leaders

Compliance and Governance Expertise 

Property Management Experience 

Planning & Development Experience 

Bachelor of Law – University of Queensland

Masters of Business Administration (General 
Management, Operations Management, HR 
Management, Financial Management & Logistics 
Management)

Bachelor of Business (Human Resource 
Management & Public Administration)

Certificate IV in Board Governance

Professional Member of Australian Human 
Resource Management Institute (AHRI)

Professional Member of Australian Institute of 
Management (AIM)

R H L  Y O U T H  I N T E R N
B E N  B R O W N
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JUDY PETERS 
DIRECTOR
Judy has a background in 
government and corporate 
business, policy development 
and stakeholder engagement 
with extensive experience in 
corporate governance and 
financial sustainability. She 
is a Life Member of ALGWA 
(Qld) empowering women in 
leadership. 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’.

CHERYL BARRETT
DIRECTOR 
Cheryl joined RHL’s Board 
of Directors in June 2016 
bringing approximately 30 
years of experience from the 
community housing industry, 
not for profit sector, Local and 
State Government and private 
business. Her knowledge of 
the housing and social services 

sector combined with her skills in leadership and 
previous experience as Secretary for a not-for-profit 
board, make Cheryl a valuable addition to the RHL 
team. Cheryl is passionate about ensuring that those 
less fortunate can access safe and affordable housing 
in their own community. Cheryl is currently working as 
the Chief Executive Officer for Southern Cross Support 
Services, is the Chair of the PHN Wide Bay Community 
Advisory Council and is a Fellow of the Institute of 
Managers and Leaders.

BRIAN 
HAYHURST
DIRECTOR 
Brian was appointed to RHL’s 
Board of Directors in March 2017. 
His vision is that all people have 
the opportunity to make choices 
that can create positive outcomes 
in their lives. He intends to use 
his skills to educate others 
and to support avenues that 
create opportunities to assist 

the disadvantaged. Brian brings a wealth of experience 
to RHL’s Board, having already served as a director 
for three other not-for-profit organisations. He also 
understands the frontline challenges of community 
housing better than most, having previously worked as a 
Tenancy Manager for Bundaberg Housing Services Inc.

NATHAN FREEMAN
DIRECTOR 
Nathan has been a member of 
RHL’s Planning & Development 
committee since 2014 and 
was appointed to the Board 
of Directors in March 2017. 
Nathan brings to the Board 
his knowledge and skills as a 
qualified Town Planner along 
with a wealth of experience 

from his involvement in a number of not-for-profit 
organisations and committees within the greater Wide 
Bay community.  Nathan’s vision for Regional Housing 
Limited is to see the organisation grow and expand 
sustainably while gaining a better understanding of 
the issues facing our youth, those who are socially 
disadvantaged and persons living with disability in our 
community.

SANDRA HOLEBROOK 
TREASURER
Sandra is a business 
professional with over 25 years 
of commercial experience in 
Business Management, Business 
Development, and Project 
Management spanning the retail, 
distribution, wholesaling and 
manufacturing sectors. She has 
a track record of successfully 

deploying complex solutions and business change 
with an absolute focus on the realisation of tangible 
business benefits. She is a strategic thinker with 
effective implementation skills and understands the 
importance of stakeholder management. Holding a 
number of Board positions has provided Sandra with 
the opportunity to utilise her diverse portfolio of skills 
and experience at a governance level. Formerly the 
Secretary of Youthcare Hervey Bay Inc., Sandra joined 
RHL’s Board of Directors in October 2014 during the 
successful merger of Youthcare and RHL.

Diploma Local Government (Administration) 

Diploma Business (Frontline Management) 

Justice of the Peace Qualified 

Advanced Diploma Community Sector Management

Qualified Chartered Accountant

Graduate Diploma in Marketing Management

Licensed Real Estate Agent

Graduate Certificate of Social Science in Housing 
Management & Policy

Diploma of Management

Diploma of Population Health

Cert IV in Business Management

Cert IV in Training & Assessment

Bachelor of Social Work (MAASW)

Justice of the Peace Qualified

Authorised Mental Health Practitioner

Qualified Mental Health Instructor

Bachelor of Regional & Town Planning (Hons)
Certified Practicing Planner with the Planning 
Institute of Australia

Member of the Urban Development Institute of 
Australia

Auxiliary Firefighter with Queensland Fire and 
Emergency Services

Committee Member for Across the Waves Sports 
Club Inc.

ROSS HUNTER 
SECRETARY
‘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 
since its inception, and served 

for more than 3 years on the board of Bundaberg 
Housing Services before that. Ross brings considerable 
local government experience to the board of Regional 
Housing Limited.

Extensive experience and knowledge of local 
government processes 

Experience and knowledge of regulations relating 
to engineering works practices 

Experience networking and liaising with architects, 
civil engineers, designers, government officials, 
utility providers, civil contractors, & building 
tradespersons 

Bachelor Degree qualifications in Mechanical and 
Civil Engineering

JEFF KIRCHNER  
DIRECTOR
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.

Financial Expertise 

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

Bachelor of Business Accounting with Distinction 

Past Branch Chair and Treasurer of CPA Australia – 
Bundaberg
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R H L  C O M M I T T E E ’ S
Viability & Sustainability Committee 
The objective of the Viability and Sustainability 
Committee is to provide oversight and opportunity to 
drill into the key market and operational influences 
affecting the long term fiscal position of the 
organisation and to inform the Board of the findings. 
This will enable the Board to be fully informed of risks 
and opportunities impacting the viability and long 
term sustainability of the organisation. The Viability 
and Sustainability Committee is not delegated any 
decision making powers and is unable to commit the 
organisation. The RHL Board of Directors retains full 
decision making responsibility.

Audit and Risk Committee
The objective of the Audit and Risk Committee is 
to provide independent oversight and assistance 
to the Board of RHL on risk management, internal 
and external control, governance and external 
accountability and responsibilities. The committee’s 
role involves reviewing RHL systems and processes, 
organisational risk and promoting strong governance 
practices.

Planning & Development Committee
The objective of the Planning and Development 
Committee is to provide independent oversight and 
assistance to the Board of RHL regarding property 
acquisition and development activities. The committees 
role is to review new opportunities, plan and monitor 
RHL property developments and to provide advice and 
recommendations to the Board on acquisitions and 
development and growth activities.

M A N A G E M E N T  T E A M
Regional Housing Limited’s management team 
structure underwent an important change this year, 
separating responsibility for RHL’s various programs by 
region rather than service type. 

This change saw the Senior Housing Services Manager 
and Senior Client Service Manager roles replaced by 
a Northern Area Manager (responsible for service 
delivery in the Bundaberg and North Burnett Regions) 
and a Southern Area Manager (responsible for RHL 

services in the Fraser Coast and South Burnett 
regions).

In addition to providing obvious operational efficiencies, 
this re-structure will make it easier for RHL’s managers 
to maintain relationships within their geographical 
area of responsibility, and will ensure that staff in 
each region have more immediate access to their line 
manager, regardless of the program or service they are 
delivering.

CHIEF EXECUTIVE OFFICER 
BRETT HANNA

NORTHERN AREA MANAGER 
WENDY MASTERS

SOUTHERN AREA MANAGER 
PETER MEIERBUSINESS MANAGER 

RENAE CLAYTON

INTRODUCING PETER MEIER

Peter Meier joined RHL’s Senior Management team as Southern Area Manager in late 2017 bringing with 
him management experience spanning more than 28 years. Peter is now responsible for RHL’s housing 
services in the Fraser Coast and South Burnett, the Youthcare service in Hervey Bay, and the Home Assist 
Secure program (also in Hervey Bay). We’re excited to have Peter on the team and are already benefitting 
from his experience.

T E L E G R A P H  R O A D ,  B U N D A B E R G
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PA R T N E R S
RHL’s ongoing success is due in no small part to the 
strength of our relationships with government, support 
partners, service providers, our peer community 
housing providers, corporate professionals, and 
industry peak bodies.

In supporting our most vulnerable clients, it is 
essential that we collaborate with a wide range of 
specialist support agencies to achieve the best possible 
outcomes.

This allows us to deliver a coordinated response and 
provide our tenants and clients with the best possible 
formal and informal supports when helping them 
to sustain a tenancy or secure other meaningful 
outcomes.

In particular we would like to recognise the following 
organisations for their valuable contribution to the 
positive outcomes achieved by RHL over the past year.

SUPPORT PARTNERS
EDON Place Domestic and Family Violence Centre Inc.
Centacare Kingaroy
LifeTec Australia
Australian Red Cross
Southern Cross Support Services
The Salvation Army
Bridges Aligned Services
Centacare Bundaberg and Fraser Coast
Homestay Program Bundaberg and Hervey Bay
Centrelink
Yoorana Women’s Domestic Violence and Resource 
Service
Bundaberg Neighbourhood Centre
Hervey Bay Neighbourhood Centre
Wide Bay Integrated Mental Health Service Bundaberg
Reconnect Hervey Bay
Housing Service Centre Bundaberg and Maryborough
Act for Kids Hervey Bay
Impact Community Services
People With Disability Australia (PWDA)
We Care 2 Inc.
Wide Bay Sexual Assault Service
Central Queensland University
Headspace Bundaberg
United Synergies
Feros Care
Community Lifestyle Support Inc.
Open Minds Australia
Rapid Relief Team
Southern Cross Support Services

GOVERNMENT
Department of Housing and Public Works
Department of Communities, Disability Services and 
Seniors
Department of Social Services
Department of Human Services

Bundaberg Regional Council
Fraser Coast Regional Council
South Burnett Regional Council
North Burnett Regional Council
National Disability Insurance Agency
Queensland Police Service

COMMUNITY HOUSING SECTOR
Q Shelter
National Affordable Housing Consortium
Australasian Housing Institute
Hervey Bay Housing Coalition
Howard and District Aged Units Association Inc.
South Burnett CTC
Coast to Country Housing Company
IFYS (Integrated Family and Youth Service)
Brisbane Housing Company (BHC)
Community Action (Gympie)

CORPORATE PARTNERS
UHY Haines Norton
EastCoast Human Resource Group
RAW Business Advisory
Australian Professional Services
Castleton Technology (formerly Kinetic Information Systems)
SPM Assets
LOGIQC
QRMC Risk Management
Paxton-Hall Lawyers
Brian Field Building Designs
Bundaberg Home Theatre
Christensen Industries

OTHER
National Disability Services (NDS)

Summer Foundation

C O N TA C T  U S

STREET ADDRESS:
Bundaberg Office
30 Tantitha Street, Bundaberg QLD 4670

Hervey Bay Office
Hervey Bay Community Centre, 22 Charles 
Street, Pialba QLD 4655

Youthcare
8 King St, Urangan QLD  4655

Home Assist Secure (Hervey Bay) 
30 Halcro Street, Pialba, QLD 4655

POSTAL ADDRESS:
PO Box 540, Bundaberg QLD 4670

TELEPHONE:  
1300 642 123 

AFTER HOUR EMERGENCIES:  
0412 699 087

WEBSITE:   
www.regionalhousing.org.au

EMAIL:   
info@regionalhousing.org.au

ABN:
14139284647
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REGIONAL HOUSING LIMITED WISHES 

TO FORMALLY ACKNOWLEDGE 

THE FOLLOWING PARTNERS AND 

FUNDING PROVIDERS:

Funded by the Australian 

Government Department 

of Social Services


