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Eora Nation 

The artwork captures the Eora Nation and the many waterways, sacred 
places and the clans that make up the Eora nation. A male and female 
Goanna, sacred to some clans across the nation, wander across the land 
peacefully searching for food and fresh water. The artwork allows us to 
reflect on the many tracks that connected the clans together through the 
year, coming together for gatherings and sacred ceremonies. The colours 
capture the colour of the land, its waterways and the natural environment. 

GRAHAM TOOMEY 
Eora Journey 

Wurramunga Clan of Wiradjuri 
nation/ Wongaibon nation 
Member Metropolitan Local 
Aboriginal Land Council. 
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City West Housing (CWH) resides on Gadigal Country. 

CWH wishes to acknowledge the Gadigal people as 

being the traditional custodians of the land and its water. 

CWH recognises that the Gadigal people have a  

continuing connection to their land, its water and  

to their culture. 

We pay our deepest respects to their elders, past, 

present and emerging. 



2020 has been another year of significant growth for CWH. With 
the completion of our two new developments in Glebe and Forest 
Lodge, this brings CWH’s total portfolio to nearly 900 affordable 
rental apartments, delivering on its mission of continuing to be a 
major provider of affordable housing in the City of Sydney. 

These additional 174 new households have been completed at a time when 

affordable rental housing is needed more than ever. 

The year also saw CWH acquire a further parcel of land in the Bayside Local 

Government Area adjacent to land acquired in 2019. With three building sites in our 

portfolio, and the potential to acquire one or two further sites, our focus now is all 

about planning and developing for our future growth. 

2020 also marks the end of my term as a Director of CWH. After some ten years, 

including three and a half of those as Chair, the time has come for me to make 

way for fresh ideas and new energy. While the Company has grown nearly four 

times in size over the past ten years, it is a very different business today compared 

to when I first stepped on to the Board. Although, in its soul, it is still the same 

value-based organisation helping to make a difference to people’s lives. 
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I leave CWH in the very capable hands of the 

current Directors and in particular the new 

Chair Diana D’Ambra who joined the Board in 

December 2018. With its continuing strong 

financial position, including an operating 

surplus of nearly $28m and cash and property 

assets of $641m, the Company is well placed 

to continue to grow, providing much more 

needed affordable housing. 

Diana D’Ambra 
New CWH Chair 
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with the Bayside Council and to delivering many more 
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FY2020 was an intense year 
for all our teams ... who 
managed to complete two 
developments and tenant 
them in the middle of a 
pandemic. 
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The agility with which the business responded to 

COVID-19 and navigated the changing financial 

circumstances of many of its residents gives me the 

utmost confidence in its future. 

Just to add to the achievements in 2020, the 

Company also signed a lease in May for new office 

premises, which will provide much needed expansion 

space for the growing team. The office will be 

relocating to its new premises in August 2020. 

Last, but by no means least, on behalf of the Board 

of Directors and the Executive Team we would like to 

thank all our residents whose regular feedback on 

how we are doing is critical to helping us to continue 

to improve our services. 

MIKE ROLLO 
CWH Chair 
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As I reflect on FY2020, 
the themes that emerge 
for CWH are ones of 
growth and resilience. 

CWH has come a long way since its establishment in 

June 1994, expanding from our roots in the Pyrmont 

Ultimo area and into other parts of the City - Green 

Square, Eveleigh, Alexandria, Zetland, Glebe and 

Forest Lodge. 

This year, CWH celebrated the delivery of another  

174 apartments in two different apartment buildings 

in inner Sydney, a growth in our portfolio of nearly 

25 percent.  Our ~900 apartments across 20 different 

buildings are now home to more than 1,630 residents 

and we continue to grow, with a strong development 

pipeline that includes our first project outside the City 

of Sydney in the Bayside Local Government Area. 

In addition to providing high-quality affordable 

housing to many more people, we were also able to 

meet the transfer needs of some of our residents 

whose existing accommodation no longer met their  

requirements. They had either outgrown their current 

property due to a change in household composition 

or because their existing property was unable to be 

modified to suit their changing needs. 
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With growth has come new 
partnerships, focused on 
providing additional benefits 
to our residents. 

The financial performance of the 

Company continues to remain strong. 

While the Company made a loss of 

~$20m, this was due to the devaluation 

of the property portfolio at year end, 

triggered by a decline in the fair value 

of a number of buildings based on 

current market conditions as well as 

adjustments made to reflect restrictions 

on title on our two latest developments. 

Despite this, FY2020 delivered a 

small growth in rental income and 

a significant growth in developer 

contributions over the prior year. 

The net surplus for the year was $27.7m, 

an increase of 63%. The Company 

continues to have a strong Balance 

Sheet with cash holdings of $198m and 

a property portfolio valued at $443m. 

Throughout the year, we have continued 

our focus on rental arrears and vacancy 

management. Our arrears and vacancy 

turnaround time performance dropped 

in the last three months of the financial 

year due to COVID-19 and a higher than 

usual number of internal transfers but 

as we approached 30 June this started 

to improve. 

With growth has come new 

partnerships, focused on providing 

additional benefits to our residents. Our 

new partners include car sharing service 

Go Get who is providing discounted 

membership for our residents, Valiant 

and Advantage furniture styling who 

have donated pre-loved furniture, 

Tangerine Telecom who have facilitated 

discounts on broadband and WAGEC, a 

homelessness service referring women 

in need of transitional housing. We 

also entered a new partnership during 

the year with TFE Hotels to provide 

discounted emergency accommodation 

11 
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and with My Connect who provide a one stop homes delivered for people on very low, low and 

shop for new CWH residents to help them moderate incomes. 

connect to utilities, internet and pay TV. CWH used its 25th anniversary to highlight  

The completion of our Glebe apartment the positive intergenerational impact that 

development, the Blackwattle apartments, high-quality, affordable housing has on 

also reflects the culmination of an existing families and children in urban centres like 

partnership with the NSW Government. This Sydney. The importance of secure affordable 

partnership saw all three tiers of Government housing for families and other households has 

been highlighted this year given the impacts working together alongside two community 
of COVID-19 on the economy and on people’s housing providers of which CWH was one, to 
livelihoods. convert 153 run down social housing units into a 

vibrant mixed community with social, affordable Our 26th year has seen us developing our 
and market housing. We were delighted to be resilience as we navigated what it means to 

able to deliver the final piece of that puzzle in the continue to provide services and to offer new 

Glebe affordable housing precinct, with 99 new homes to people in the middle of a pandemic. 

12 

CWH helps our residents to stay in their  
homes by matching their rent to their  
changing household circumstances. 
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The impacts of COVID-19 have been far reaching, not just 

for our residents but also CWH staff and the way we do 

business.  Our focus has been and remains our customers. 

Our ability to support our residents to stay in their homes 

and to continue to pay rent based on changing household 

circumstances is just one example of CWH’s value proposition.  

As one of our new residents in our Blackwattle apartments stated, 

I am so grateful every single day, more so now in our current 

climate, that if anything happens to my job, City West Housing has 

my back…you cannot imagine how much weight and stress that 

takes off me, after having gone through my homeless journey  

which taught me the true meaning of resilience. 

In the last few months of this financial year and at a rapid pace, CWH   

had to automate its apartment viewing and sign up processes and navigate 

how to do business online.  We did this in parallel with having to process 

more than 150 resident initiated rent reviews, triggered by a change in 

their household income as a direct result of COVID-19.  While CWH is not 

alone in having had to rapidly change the way we do things and to deal  

with the additional demands on its time, I am proud of the way the staff 

approached these challenges whilst also keeping a focus on other aspects 

of service delivery and simultaneously navigating working from home. 

Continuing our focus on service delivery, in FY2021 we will implement 

our new Customer Service Charter and commence rolling out our digital  

services platform, which includes a tenant portal.  The groundwork for  

the portal was laid this financial year with the upgrade of our website. 

Our focus into the future remains on the customer and ensuring  

that we have the right operating model and systems to achieve  

strong customer satisfaction and execute our Strategic Plan. 

LEONIE KING 
CWH CEO 

13 
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Through their eyes

Mary-Jane shares her experience

When Mary-Jane embarked on a law degree, she had a clear goal in mind:  

to live in her own home by the time she graduated.

As a sole parent and student, I knew I couldn’t afford to rent an  

apartment in Sydney's Inner West. My son and I had been living  

with my parents for the last 2 years, but I had always wanted to be  

in our own place by the time I graduated.

Having lived in Leichhardt my whole life, I wanted to stay in the area.

After hearing how her sister had been offered an apartment with CWH in  

a timely fashion from when she applied, Mary-Jane decided to submit her  

life-changing application. 

Her son needed room to play and be a noisy nine year-old, and Mary-Jane 

was ready for space of her own. So, when she received the exciting news her 

application with CWH had been approved, it was time to part ways with her 

parents and set up her own home.

Living with City West Housing, I have regained my independence  

and am able to look to future options for housing and even eventually  

the private property market as a buyer. It has truly boosted my  

confidence and my financial capabilities.

Currently working as a paralegal until she is admitted as a lawyer,  

Mary-Jane is passionate about the need for more affordable housing  

to help people in a similar situation to herself. 

According to Mary-Jane,          

There is definitely a need for more affordable housing in Inner Sydney, 

particularly for working families who may not be aware that, as a low 

income earner, they may be eligible for housing. 



OUR 

residents

OUR 

staff

1,633
TOTAL NUMBER 
OF RESIDENTS

MAIN SOURCE OF INCOME

42% 58%
EMPLOYMENT CENTRELINK 

OR OTHER

INCOME BANDS

57% 30% 13%
VERY LOW LOW MODERATE

AGE OF OUR % % % % %
RESIDENTS 0-17 YEARS 18-34 YEARS 35-54 YEARS 55-74 YEARS 75+ YEARS

62% 38%
WOMEN MEN

38% 54% 8% AGE OF 
OUR 

18-34 Yrs 35-54 Yrs 55+ Yrs STAFF

60%
FEMALE

40%
MALE

27 20 30 20 3

10% 22% 13%
ABORIGINAL & CURRENTLY DISABILITY 

TORRES STRAIT STUDYING 
ISLANDER 

As at 30 June 2020, CWH had 26.8 
full-time equivalent staff with a staff 
retention rate of 81%.

LENGTH OF TIME WORKING AT CWH

< 3 yrs 3—5 Yrs > 6 Yrs

 80%  12%  8%

WHAT LANGUAGES CAN WE SPEAK ?

ENGLISH     CANTONESE     MANDARIN     MALAYALAM     
TAMIL     HINDI      ROMANIAN     GREEK     SINHALA

WHERE WERE AUSTRALIA     ENGLAND     ROMANIA 
OUR STAFF NEW ZEALAND     INDIA     HONG KONG 

BORN? USA     MALAYSIA     SRI LANKA
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OUR 

properties

ZETLANDZETLAND

WATERLOOWATERLOO

EVELEIGHEVELEIGH

CHIPPENDALECHIPPENDALE

THE ROCKSTHE ROCKS

SYDNEYSYDNEY

GLEBEGLEBE

FOREST LODGEFOREST LODGE

ULTIMOULTIMO

pyrmont

ALEXANDRIAALEXANDRIA
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1,633
RESIDENTS OCCUPY

894
APARTMENTS IN 

20 BUILDINGS

UPCOMING 
DEVELOPMENTS
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tachometer-fastest
90%

OVERALL RESIDENT 
SATISFACTION 

8%
TENANCY 

TURNOVER Clipboard-list-check

429 
APPLICANTS

WAITING LIST 
DEMAND

38 days
UNTENANTABLE

19 days
TENANTABLE

99%
OCCUPANCY RATE 

building

2.1%
 RENTAL 
ARREARS

2020 CWH 
Performance 
summary
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cash of 
$198.3m

A DECREASE  
OF 7% ON THE 

PRIOR YEAR

Average 
rent 

PER APARTMENT 6% 
LOWER THAN BUDGET.   

DOWN 10% ON THE 
PRIOR YEAR

Developer  UP 79%  

contributions 
ON THE PRIOR 

YEAR

Repairs and 27% LOWER THAN 
BUDGET, DOWN  

maintenance 13.8% ON THE  
PRIOR YEAR

$27.7M Net 
Surplus

BUDGET  
EXCEEDED  

BY 117%  

Rental 
income 

15% LOWER  
THAN BUDGET.  

UP 0.8% ON THE 
PRIOR YEAR

Capital 
expenditure 

COMPLETION OF 
BLACKWATTLE AND 

IRONBARK DEVELOPMENTS 
IN FY2020

investment 
return 
1.15% RETURN  

ON CASH

2020 financial  
PERFORMANCE
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When Chris returned to inner-city Sydney My life has changed dramatically 

to care for his unwell father, he rented  since moving into City West Housing. 

a place privately so he could focus his I feel part of a community again. 

spare time on caring for him. While this My neighbours have been a great 

caused him some financial stress, the assistance in helping me settle in  

decision to be close to his father  and I feel safer than ever. 

was more important. The City West Housing staff are 

After his father died, Chris tried to find wonderful! They are an absolute delight 

to work with and made my transition to affordable housing options in the inner 
my current home a seamless one.city. He needed a place that was close to 

work and was advised by a Housing NSW Currently working at St George Hospital 
advocate to contact CWH to see if they as a wards person, Chris is passionate 

could find him a home. about increasing the number of affordable 

housing developments in the City of I had not previously heard of the good 
Sydney. He believes that more affordable people associated with City West 
housing solutions would continue to foster 

Housing and was excited to see if they 
community spirit and make Sydney an 

could help me build the next chapter of 
even greater place to live. 

my life and to stay close to where my 

father lived for so long. I am only too willing to recommend the 

organisation to anyone willing to listen 
Chris was successful in his CWH 

and based on how City West Housing 
application and moved into his Ultimo 

operates I know they will continue to 
property, giving him ample space and 

supply this generosity to many more. 
access to “the best public transport system 

Ultimately, I am just happy to be a 
in the world.” 

resident of City West Housing and be 

Chris was overwhelmed by the support and a member of such an inclusive and 

generosity of the community around him. welcoming community. 
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Through their eyes

Chris shares his story
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The City West Housing 
staff are wonderful! 
They are an absolute 
delight to work with 
and made my transition 
to my current home a 
seamless one.
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Meeting housing need 
In March 2020, construction was completed on the Blackwattle apartments 

in Glebe, adding 99 affordable apartments to our portfolio. The Blackwattle 

building is part of the Glebe Affordable Housing Project Cowper Street 

redevelopment, which has replaced 153 outdated social housing flats with a 

mix of 495 social, affordable and market apartments. NSW Land and Housing 

Corporation vested the land for affordable housing to CWH, with developer 

contributions from the City of Sydney Affordable Housing Plan helping fund 

the cost of construction. The Blackwattle building is the dedicated affordable 

housing component of this urban renewal project, delivering 99 rental 

apartments that will be rented affordably in perpetuity. 

Managing 99 new residents to view apartments, sign up and move in during 

COVID-19 required extra consideration to ensure the health and safety of staff 

and residents. We staggered the sign ups and move-ins to maintain social 

distancing and implemented additional cleaning of high traffic areas such as 

lifts. Despite the challenges, we achieved 100% occupancy within 8 weeks.

delivering growth  
and sustainability
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The building was shortlisted for the NSW 2020 

Architecture Awards in the Multiple Housing 

category and received a commendation. 

It has also since been shortlisted in the Medium 

Density and Affordable Housing categories 

of the UDIA 2020 Awards for Excellence. This 

recognition demonstrates that subsidised rental 

housing can still be high quality and provide 

great amenity for residents.

Blackwattle
GLEBE

99 APARTMENTS

Shortlisted by Australian 
Institute of Architects for 2020 

NSW Architecture Award
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75 new apartments in our Ironbark 

development at Harold Park were 

completed in June 2020. New residents 

will be moving into the apartments in the 

coming financial year. 

The Ironbark building is the final stage of 

the redevelopment of the former Harold 

Park Paceway and Rozelle Tram Depot. 

This project would not have been possible 

without the City of Sydney reserving a 

parcel of land for affordable housing in the 

renewal master plan and offering the site at 

a concessional rate.

ironbark
FOREST LODGE (HAROLD PARK)

75 APARTMENTS

Ironbark Apartments is the 
final stage of the Harold Park 

precinct redevelopment. 

24
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New opportunities
During the year we finalised the acquisition  

of two adjacent development sites in the heart 

of Rockdale Town Centre, close to essential 

services and the Rockdale train station. 

Concept design work has begun on these 

sites to prepare for a development approval 

application. This work will draw on design 

guidelines, created during the year, based on 

our experience and feedback from existing 

residents about what changes they would  

like in their current apartments.

recognition in two recent 
industry development and design 
awards demonstrates that 
subsidised rental housing can 
still be high quality and provide 
great amenity for residents.
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Supporting future growth
In August 2019, CWH implemented changes to one way we calculate rents and  

conduct rent reviews for all new residents. 

During the year, CWH continued to consult extensively with existing residents about 

these reforms which will see CWH fall in line with the rest of the community housing 

sector in its treatment of Commonwealth Rent Assistance (CRA) and other income 

support payments. Existing residents (pre-August 2019) have been given until 

February 2021 to adjust to the changes. CWH will continue to work with residents 

during the transition period, assisted by support providers.

At 30 June 2020, CWH had nine commercial tenants in our portfolio. The rental income 

from commercial tenants diversifies our revenue to support the growth of affordable 

homes we can provide. After the pandemic hit, we offered our commercial tenants 

rental assistance, supporting them to remain in business during this challenging time. 

To address the increase in arrears at Christmas, we once again ran a successful rent 

competition to encourage and reward residents who keep their rent account in advance 

during this period.

An ongoing focus on rent arrears management helped us deliver a strong performance 

in this area, despite the significant number of residents (more than 140) who lost 

partial or full employment due to COVID-19 and the resulting arrears that accrued 

on the accounts. At 30 June 2020, our rental arrears were 2.10%, below the industry 

benchmark of 2.5% and steadily improving from a peak in March/April.

There were a higher than normal number of vacants this year, in part because of our 

two new developments coming on line between March and the end of June and the 

impacts of COVID-19. There was also a proactive strategy to relocate existing CWH 

residents and their families who were over occupying their current apartment or 

needed to relocate on mobility or domestic violence grounds. 
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At 30 June 2020, the average turn around time 

was 19 days for tenantable properties and 38 

days for untenantable properties. The sharp rise 

in vacant turnaround times can be attributed to:

» delays in securing tradespeople

» delays in securing some supplies of building 

materials

» needing to conduct a full clean of every vacant 

property prior to any work commencing to 

reduce potential exposure to COVID-19, and 

» the unwillingness of some applicants to  

view or relocate to a new property in the  

current climate

In December 2019 CWH finished a three-year 

$2.6m program to bring every building within our 

portfolio up to current fire regulations standards, 

completing all Fire Orders. 

We also continued with our lifecycle preventative 

maintenance program on all apartments, with a 

focus on resident safety and wellbeing. 

Important safety work this year included:

» window lock compliance testing

» residual-current device compliance testing

» building audits of Emergency Management Plans

Driving an efficient business
In a year that required almost 1,000 rent 

reviews, of which around 15% were initiated 

by the resident due to a change in their 

circumstances, we also improved the rent 

review process, simplifying forms, making 

reviews less frequent for some households and 

reducing evidence requirements about proof of 

income for some income types. 

At the peak of the NSW lockdown restrictions, 

we also temporarily adjusted the Finance team 

structure to cope with the significant number 

of additional requests for rent reviews. This 

allowed us to significantly reduce rent review 

turnaround times. 

During the year, we changed our project 

planning process so we could capture the 

lessons learnt from recently completed 

development projects. The changes to 

the process will inform how our future 

development projects are completed.

We also made significant improvements to 

our budgeting model, improving accuracy and 

streamlining the budgeting process. 
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Over the past 12 months the Assets team have been 

working on integrating the CCTV and Access Control 

into the office, including:de
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UPGRADING 
THE SYSTEMS 

ON SITE

22

INSTALLING 
INTERNET AND 
FIREWALLS TO 

ENSURE A SECURE
NETWORK

 

33

INSTALLING 
SOFTWARE TO BE 
ABLE TO ACCESS 

THE SYSTEMS 
CENTRALLY
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The software that we have installed and upgraded to is the first of its kind in 

Australia. CWH has been working with Integrity and our contractors to upgrade 

software to allow for multiple sites to be accessed from one central location. We 

now have the flexibility to: 

» program and unprogram access cards to the buildings instantly – an improvement 
from the previous two days tunaround time

» track who has entered the building and provide feedback to Housing Managers

» integrate the CCTV and Access Control system allowing for the retrieval of footage 

» book in bulk waste pick ups for our buildings by reviewing the live camera feeds

» view CCTV cameras across our network in the event there is a need for  
an emergency evacuation
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As he approached retirement, James had to Previously I was traveling for up to an hour 

consider where to settle down and how to spend each way from Meadowbank, usually by 

his new found free time. Having visited Australia train or ferry which ultimately reduced the 

many times for over 30 years, in 2011 he made time I could commit to seeing friends or 

the decision to move to Australia and reside here family. Now I can reach anywhere in the 

permanently. However, the plan to live with his city by foot quickly, which I really enjoy 

partner on her property in Australia changed because it benefits my overall health. I’ve 

when the couple made the decision to part ways. even sold my car recently because I don’t 

need it anymore!James shared a friend's apartment for a short 

while and began setting up his new life in James works for Visitor Services for the City 

Australia, finding work, establishing a strong of Sydney and understands with the current 

group of friends, and becoming an Australian economic climate that there are more and 

citizen in 2016. But when his friend sold the more people out there who need help finding 

apartment, James realised he needed his own somewhere affordable to live. 

accommodation in Australia. He had the urge I wish the local and federal governments 
to create a place he could truly call his own. would encourage the development of 

It was funny actually, I happened upon the more affordable housing rather than that 

City West Housing stand at a fair day several of ‘investment apartments’ which seem 

years ago and remember how helpful to stand empty. Affordable housing has 

and friendly the team there were. After provided me with stability at a time where 

remembering this, I decided to apply for I needed it most, so I wish for others to be 

an apartment with City West Housing and able to have access to something as life 

was successful! I feel enormously lucky to changing as a secure home. 

be a part of the City West Housing family, 

especially at my age.

Having secured a stable home for himself with 

CWH, James is now able to travel to work with 

the ease of a 20 minute walk. 

Through their eyes

James shares his experience



32

Strengthening customer service
Before COVID-19, CWH was providing outreach services to residents from 

a community room in one of our buildings in Zetland, enabling residents to 

talk to staff in person and to drop off paperwork. Post COVID prompted a 

review of the way we communicate to residents, with CWH initiating SMS 

messaging to be able to communicate quickly and widely to residents.

Lockdown restrictions also led to a review of the way CWH conducted viewings 

and sign ups for vacant apartments. Commencing with the new Ironbark 

development in Forest Lodge, CWH created 3D photos of every apartment to 

facilitate viewings by prospective residents and an electronic sign up process 

which went live for the first Ironbark resident who signed up in late June.

Engaging with   
our customers 
and communities 

90% 

SATISFACTION 
WITH HOUSING 

SERVICES OVERALL 

87% 

SATISFACTION 
WITH PROPERTY 

CONDITION 

82% 

SATISFACTION 
WITH REPAIRS AND 

MAINTENANCE

all are above the NRSCH 75% benchmark
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Keeping residents in the loop 
Throughout the year, we held onsite forums with residents 

at three of our apartment buildings to keep them informed 

about capital works upgrades. 

The forums ensure residents understand the nature and 

timing of the projects being undertaken in their buildings, 

allowing them to speak directly to the Asset team, ask 

questions and have any concerns heard. This was in 

addition to our annual resident forum, held in November 

each year, and communication via our resident (tenant 

voice) group and quarterly resident newsletters.
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Supporting our residents
To measure the impact of affordable housing on residents’ quality of life, CWH asks 

people to complete the Australian Centre on Quality of Life’s Personal Wellbeing Index 

(PWI) check just before and six weeks after people join us. The PWI scale contains 

seven items of satisfaction, each one corresponding to a quality of life domain 

as: standard of living, health, achieving in life, relationships, safety, community-

connectedness, and future security. During the year the scores increased for 83% of 

new residents after they were housed by an average of 13 percentage points. 

Also during the year, we continued to build our referral networks by inviting support 

service providers to attend team meetings to discuss their offerings and explain how 

to make referrals. As a result, CWH referred residents to a range of services including: 

Aged Care, Disability Services, Financial Assistance, Children’s Services, Mental 

Health and Hoarding and Squalor services. We also used our resident support budget 

to assist households to set up new homes, including helping with removal costs and 

purchasing household goods.

In March 2020, we ran workshops with more than 40 older residents (aged over 

55), who make up a significant proportion of community housing households, to 

help us plan for their needs. We asked our residents whether they feel connected 

to their local community, about their access to learning and community services 

and about the physical environment in their apartments. Next year, we will release 

a report outlining our plans, informed by these workshops, to help these residents 

successfully age in place.

In partnership with Redfern’s Women’s and Girls’ Emergency Centre, we converted 

a studio apartment into transitional housing for women impacted by homelessness. 

An interior designer helped us to ensure that the apartment follows trauma informed 

design principles given many of the women who will live there are likely to have 

experienced domestic and family violence. The first resident moved in during July 2020.
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Making places people are proud of

Build Your Neighbourhood

At CWH, we are passionate about helping to create 

neighbourhoods where our residents feel at home, 

can pursue their interests, and contribute towards 

building their local community. 

At the November 2019 resident forum, we launched 

the Build Your Neighbourhood program, providing 

grants for projects that: bring people together, 

create more positive spaces, benefit the community 

and promote health, happiness and wellbeing for 

our residents. We will announce the first tranche of 

projects at the resident forum in November this year.

Community Impact Awards

After hearing uplifting stories of residents looking 

out for each other during the pandemic, we also 

launched the Community Impact Awards to celebrate 

CWH residents who are making a significant impact 

on the people around them. The inaugural winners 

will again be announced at this year’s resident forum.

Maintaining buildings to a high standard

During the year, we replaced balconies and  

washed down external facades, upgraded the 

lighting in common area carparks, upgraded 

kitchens and continued our painting program. 

To ensure contractors are completing maintenance 

work to a high standard, we continued to conduct 

phone and site audits, completing 666 inspections 

and quality audits during the year. 

Audits were conducted on a sample of smaller, 

less time critical jobs along with 100% of work 

costing more than $10,000, or requested urgently 

(within 4 or 24 hours). This keeps our contractors 

accountable and ensures residents receive timely 

maintenance on urgent issues.

CWH annual report   2020
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To encourage residents to recycle and reduce landfill, 

we've redesigned the waste and recycling areas by 

colour coding the walls, updating the signage in multiple 

languages with pictures so as to better communicate with 

our diverse resident community.

In the coming year we will continue to:

» upgrade the CCTV systems across all  

apartment complexes

» upgrade the Access Control systems allowing  

easier programming

» upgrade all the waste areas with painting and signage

» continue with bi-lock upgrades to the remaining 

apartments in the portfolio 

Contributing to socially 
inclusive communities

Following a recommendation by the Tenant events to promote social inclusion, including:

Voice Group, resident noticeboards were Sunday Best – We partnered with the City of 
installed to help connect communities within Sydney to bring our residents and the wider 
our buildings. Residents now have a spot community this event, encouraging people 
where they can put up details about events or to meet their neighbours in a relaxed, fun 
promote their small business. environment with live entertainment while 

 At the start of lock down the noticeboards sharing good conversation and good food. 

also became a forum where residents could Fair Day – At the opening weekend of the 
check in with each other or ask for help with Sydney Gay & Lesbian Mardi Gras, CWH 
shopping or picking up medicines if they were hosted a stall with interested residents to help 
ill or needed to isolate. promote affordable housing options to the 

During the year, we also organised community LGBTQI + community.
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We continued to participate in PUNS, 

the Pyrmont Network of Services 

(PUNS), collaborating with local service 

organisations, including Mission Australia; 

NSW Police; Sydney Multi-cultural 

Services; Ultimo Community Garden; 

Pyrmont Cares; Anglicare; St. Vincent de 

Paul and the Benevolent Society. 

The aim of PUNS is to build trust in the 

community and to seek to empower local 

residents to guide decision making to 

improve their overall health and wellbeing. 

We are also active participants in the Green 

Square Network along with other local 

service providers.
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When Amanda* fled physical and emotional to free up financial resources for healthcare 

domestic violence 25 years ago and moved to and more nutritious food.
inner Sydney, she desperately needed a safe 

As a mature age student completing a health 
place she could call home. In the private rental 

sciences degree, moving into stable affordable 
market a lack of security and rising rents had a 

housing has meant Amanda can focus more 
detrimental effect on Amanda’s health and well-

on her studies, so much so that she has seen a being. By November 2019, Amanda was paying 
dramatic improvement in her university results. more than 45% of her income in rent.

Amanda has become more involved in community There was a time where I was forced to decide 
activities through CWH and is excited to give whether to spend money on dental care or 

on rent. It was an awful situation. I made the back to her new-found community as COVID-19 

decision then to pack up my apartment, put restrictions ease. 

my gear in storage and stay with friends while City West Housing has provided hope 
looking for more affordable housing. and the possibility of a better life. The 

That was when a friend told her about CWH.  effects of affordable housing on residents 
Family members, including children, were are significant. Affordable housing truly 
residents of CWH and had thrived since moving supports and maintains healthy, vibrant and 
in. After applying, Amanda had an anxious wait for productive communities.
an apartment to become available and was finally 

Amanda is keenly aware how important 
offered one in April 2020. 

affordable housing is to her life and would like to 
I am so thankful I was thrown a lifeline and see more affordable housing in the future. 
offered an apartment. Moving into City West 

I believe it is essential for Sydney’s recovery Housing has had a dramatic effect on my life 
from the COVID-19 fallout and the well-being and given me a fresh start. It has had multiple 

positive effects on my health and well-being, of our society to increase affordable housing 

provided me with stability, increased my sense developments. I think people who live in 

of security, relieved stress and improved my affordable housing are more likely to thrive 

physical and mental health. I’ve also been able socially, academically and professionally.

 * Name changed to protect her privacy

Through their eyes

Amanda shares her experience
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Building our profile 

managing   
key relationships

CWH maintains strong relationships with employer groups in the area to help us 

find residents. During the year, we promoted our services to new Police recruits 

likely to be assigned to a local station in the catchment area. We also directly 

marketed to local nurses, teachers, child care workers and other emergency 

services staff, with a number of essential services workers taking up residence in 

our two new developments.

As usual, CWH received queries from many stakeholders, including the UDIA 

Legends and Legacy members, property professionals, leading apartment 

developers and UNSW planning students, interested in understanding what 

affordable housing is, who is affordable housing built for, the product we deliver 

and the constraints associated with its delivery. 

These queries led to us conducting a number of site tours of our new 

developments for staff from a range of different organisations including the Land 

and Housing Corporation, Landcom, the City of Sydney, Randwick and Bayside 

Councils. CWH also hosted Housing Policy and Finance students from UNSW at 

the Blackwattle apartments in Glebe.

Management continues to participate in industry briefings, reference groups and 

conference panels. In the coming year, we will continue to build relationships with a 

range of parties interested in tackling the challenges of delivering affordable housing.
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New partnerships
In 2019-20, we continued to form new partnerships 

to support our residents :

Valiant Interiors 

Thanks to the generosity of this property styling 

company, we were able to furnish a number of 

apartments for new residents with few possessions, 

by re-purposing pre-loved display furniture. This 

diverted the furniture from being disposed to landfill 

while filling a critical need for residents. 

I just feel so lucky, I feel like after all the ups  

and downs I’ve finally been given the fresh  

start I’ve dreamed about.

New CWH Resident

41
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GoGet

Through a partnership with GoGet, many 

CWH buildings now have local GoGet car 

share spaces, saving residents transport 

costs and reducing environmental impacts. 

CWH residents and staff can also now join 

the GoGet car sharing service for free, saving 

the annual membership fee, gaining access 

to competitive rates. For our new buildings, 

GoGet also provided utility vans for residents 

to hire for their moving needs. In future, we 

will aim to include car sharing spaces within 

all new developments, providing a valuable 

amenity for both our residents and the 

broader community.

City West has done a fantastic job  

delivering affordable housing for key 

workers in Glebe, Green Square, Pyrmont 

and Ultimo. By providing housing below 

private market rates, they help relieve  

the financial pressure faced by so many 

people and families today.

Clover Moore 
Lord Mayor of Sydney

Advantage Styling

 In December 2019, property styling company 

Advantage held a free ‘garage sale’ for CWH 

residents, delivering more than 300 items 

of rental and display furniture. CWH staff 

and family volunteered their time to find 

new homes for these pieces, with delighted 

residents selecting couches, chairs, rugs, and 

accessories to decorate their homes. 

Tangerine

For residents in our new buildings, we 

partnered with Tangerine Telecom to relieve 

the up front financial burden for residents 

having to pay for internet connection. 

We also partnered with TFE Hotels to help 

provide quality temporary accommodation to 

CWH residents. Recognising the importance 

of affordable housing, TFE offers CWH access 

to high-quality serviced apartments at a 

discounted rate for our residents when they 

have to be temporarily relocated.
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Our suppliers and 
contractors
During the year, we established 

an architect panel for designing 

new developments. Following an 

extensive tender process in August 

2019, Grant Thornton was appointed 

as our new internal auditor. We 

also put out a new tender for our lift 

maintenance contract, which was 

awarded to ThyssenKrupp elevators.

In the coming year we will be 

tendering for maintenance, lawns, 

grounds and cleaning services.

Housing policy and practice
This year, CWH reviewed a number of state and local housing 

policies, advocating for more purpose-built affordable housing. 

Senior management participated in Powerhousing’s numerous 

Communities of Practice and the NSW Community Housing 

Industry Association’s networking groups.

We provided submissions to a range of state and local government 

discussion papers, including the NSW Productivity Commission’s 

Discussion Paper on Kickstarting the Economy, and were invited 

to provide input into the draft Place Strategy for the Pyrmont 

Peninsula. We also continued to share our experience with local 

councils preparing affordable housing strategies. 

CWH participated in a Community Housing Industry Association 

working group to develop a new Schedule of Rates for maintenance 

services and will be the first community housing provider to use 

the new rates when we tender for our new Head Maintenance 

contract in the second half of 2020.

To raise awareness of affordable housing our Head of Development 

was featured in a Talking Architecture & Design podcast discussing 

the challenges of the affordable housing sector. Following the 

podcast, she was also a speaker at the 2019 Sustainability Live 

Summit session ‘Adaptive Re-Use for a more sustainable Building 

sector’. Our CEO was part of the reference group for Landcom’s 

Affordable Housing Demonstration Project and continues to sit on 

the Board of the industry peak body. In the coming year, the CWH 

team will continue to seek new platforms through which to further 

promote affordable housing.
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For a woman accustomed to a nomadic lifestyle, Louise says her new home with CWH provides 

the thought of settling down to Louise was a her with ample space, immense comfort and 

new kind of adventure. Having dedicated so even allows her to participate in online yoga 

much of her life to assisting homeless people classes in the middle of the lounge room while 

find and sustain their homes, the time came  the fresh air breezes through her balcony door.

for Louise to seek one for herself. This is fabulous living. My new home  

However, Louise’s start to finding a home was with City West Housing is beautiful, 

disheartening. She quickly discovered that comfortable, secure and safe.

private rentals gave her very few options in Making her new CWH apartment a home  
terms of size, proximity to work and affordability. has given Louise a sense of security with  

I wanted a nice space where my her living situation. 

grandchildren felt comfortable to come  I feel very blessed to have a housing option 
and visit, but the private rental market that is close to where I work and gives me 
meant I could only afford smaller housing options of both walking to the train station 
options outside of the city.        and catching the bus right on my doorstep 

As an Aboriginal woman from the Wiradjuri for my daily commute. 

people, Louise places a lot of importance on Louise is keen to support further developments 
community. Not wanting to leave her local area of affordable housing so more people like 
she was at a loss in her search for a home, until her can continue to live where they work and 
a colleague introduced her to CWH. survive on lower wages. 

When my colleague told me she was I am very happy and grateful.  
a resident at City West Housing, I was Thank you, City West.
surprised as she had full-time employment. 

I began to look into whether I was eligible  

to become a resident with City West 

Housing and thankfully I was!
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Through their eyes

louise shares her story
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Organisational capacity
During the year, the NSW Community Housing Industry 

Association provided training to both Housing Services and 

Assets staff on how to recognise the signs of domestic and family 

violence (DFV), how to engage with affected residents and 

how to amend service delivery to respond to DFV. Staff are now 

working to improve our detection of and response to this issue.

There were also other learning and development initiatives 

undertaken, including training for all staff in privacy legislation, 

leadership coaching for senior managers and project 

management fundamentals.

supporting  
our people
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Investing in our people
During the year, we identified bigger premises in Pyrmont that 

will provide the office space required to match CWH’s portfolio 

growth. The new space will include larger work areas and 

reduced touch points to support social distancing, as well as 

additional staff amenities, such as a wellness room, generous 

desk layouts and improved audio visual equipment enabling 

the use of Teams meetings. Our new reception area will offer 

new visitor amenities, such as increased accessibility, a visitor 

computer, kids’ corner and drop in meeting rooms. Staff are 

looking forward to moving in to our new office premises in 

August 2020. 

At the start of 2020, we introduced a new Flexible Work Policy  

to support:

» Improved staff wellbeing and work life balance, leading to 
reduced sick leave

» Greater buy in and commitment from staff

» Better attraction and retention of skilled staff

» Better customer experience through high levels of staff 
satisfaction

We also amended our leave policy to include three days  

paid leave for any staff who may experience Domestic and 

Family Violence.

Having embedded our new Flexible Work policy before the 

pandemic hit, we had a smooth transition to a modified policy, 

with most staff working from home most of the time. We will 

continue to monitor and adjust the Flexible Work Policy with 

learnings from our COVID-19 experience.
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Rising star
In late 2019, in recognition of her commitment to the 

industry, CWH Development Manager, Priscilla Tran, 

was also the recipient of the Urban Development 

Institute of Australia (UDIA) NSW Young Leaders' 

Award for Excellence. 

Later in the year, Priscilla was named a Rising Star by 

PowerHousing Australia. Priscilla has demonstrated 

a longstanding commitment to the property industry, 
volunteering her time as a member of the: UDIA Urban 

Development Committee, Property Industry Foundation 

Future Leaders Committee, Anglican Church Property 

Trust Major Works Committee and Australian Property 

Institute Young Property Professional Committee. 

A youth leader in her local community, Priscilla 

embodies the passion and tenacity required to deal with 

the challenges of delivering affordable housing. 
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Focusing on continuous improvement
CWH again took part in the annual House Keys benchmarking exercise 

conducted by the State’s peak body for the Community Housing Industry 

Association of NSW.

We also developed a new approach to managing projects through 

streamlined initiation, planning, implementation and closure. We now 

have a standardised, step-by-step process to manage projects from 

end-to-end, supported by templates and guidelines. In the coming year, 

we will develop a similar change management approach.

In July 2019, CWH implemented improvements to the receipting of 

rental income. The new process eliminated considerable time each day 

in receipting to allow for a more accurate, complete and quick process 

to occur. We also moved from an annual budgeting process to a rolling 

forecast for the business. This gives us more timely information to 

support decision making.

Delivering on our values
In late August 2019, we held a staff conference to agree on vision, plans 

and priorities, with each team sharing their focus for the upcoming year. 

We also held a creative session reviewing and revising our core values. 

Since then, we have identified the observable behaviours that 

indicate the values are being implemented. In the coming year, we 

will incorporate the values and behaviours into our Performance 

Development process.





CWH is a charity with a  
purpose to build stronger 
communities and improve 
people’s lives by providing 
affordable housing



Phone 02 8584 7500

Email enquiries@citywesthousing.com.au

Website citywesthousing.com.au 
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