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Acknowledgement of country

City West Housing acknowledges the Traditional 

Custodians of the land on which we operate and throughout 

Australia. We pay our respects to their Elders past, present 

and emerging, for they hold the memories, traditions, 

cultures and hopes of Aboriginal and Torres Strait Islander 

Australia. We acknowledge that Aboriginal and Torres 

Strait Islander peoples continue to live in spiritual and 

sacred relationships with this Country.

City West Housing resides on Gadigal Country
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This report is intended to:

Report on our 2020-2021 financial performance,  
showcase our work in pursuit of our Strategic Priorities 
and provide transparency and accountability for  
City West Housing's governance and management.

Its target audiences includes stakeholders as  
outlined in the following page. 

Our purpose  
is to build stronger 
communities and improve 
people’s lives by providing 
affordable housing
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Our Stakeholders
We engage and build relationships with a broad 
range of stakeholders at multiple organisational 
levels to deliver on our Strategic Priorities.

Our customers 

Our communities 

Our partners 

Our people 

Our shareholders 

 

Federal Government 

NSW Government 

Local Government 

Development industry 

Finance industry 

Community sector

CITY WEST HOUSING HAS FOUR

strategic priorities

DELIVERING 
GROW TH AND 

SUSTAINABILIT Y 

ENGAGING 
WITH OUR 

RESIDENTS AND 
COMMUNITIES

MANAGING  
KE Y 

REL ATIONSHIPS

SUPPORTING 
OUR  

PEOPLE
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Without doubt the last 12 months have been a time of great change and 

uncertainty. We have seen an appetite for change across all aspects of our lives, 

and the communities in which we live and work.

These changes and their accompanying uncertainty bring challenges as well as 

opportunities and require open and transparent engagement with our residents 

and stakeholders to build trust and build confidence for the future. We are 

particularly mindful of the stresses that the last 12 months have placed on our 

residents and their families not to mention the increased pressure on home 

affordability across Australia and the desperate need for more affordable housing. 

This has reinforced the importance of the work City West Housing does – 

developing and operating good quality affordable rental housing in Sydney that is 

accessible to a broad range of people.

By providing great places to live, City West Housing provides more than just 

affordable, quality homes for our residents, we help connect  communities and 

provide a sense of belonging for our residents - particularly important when we 

have spent long periods in lockdown and with restrictions on our everyday living.

An example of this commitment is City West Housing’s most recently completed 

apartment complex in Harold Park in inner Sydney which was formally opened in 

September 2020 and provides 75 new homes, including for 24 residents who work 

in essential services such as nursing, childcare, emergency services and teaching 

in the City of Sydney.

Message from the Chair
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Diana D’Ambra 
Chair, board of directors

This development was the latest project in our 

affordable housing pipeline. Our strong financial 

results and a capacity to borrow will help us develop 

approximately 500 apartments over the next five years, 

providing homes for more than 750 new households.

In recognition of the high quality of our developments, 

we were delighted to receive the Urban Development 

Institute of Australia (NSW) award for Best Medium 

Density Apartment for our Blackwattle apartments in 

Glebe. This is testament to our commitment and ability 

to provide quality developments and reflects the hard 

work of all involved as well as the great  amenity this 

building is providing for our residents.

A special acknowledgment and thanks to the residents 

we serve. We are privileged to be part of your lives 

and for allowing us to work with you to improve your 

wellbeing, your homes and build a safe, vibrant and 

resilient community in Sydney.
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ironbark
FOREST LODGE (HAROLD PARK) 

75 apartments completed in the final 
stage of the Harold Park precinct 

redevelopment - the Ironbark 
apartments were completed  

in June 2020. 
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Our diverse and committed Board is working with City West Housing's 

experienced management team to take on our next stage of growth while focusing 

on improving the applicant’s experience, enhancing outcomes for residents and 

strengthening financial performance and accountability.

We want to continue to make a difference to people’s lives and to help improve 

the economic participation of those we house. This report showcases some of our 

recent achievements.

In June 2021 we farewelled and thanked Cliff Haynes. Cliff was on the Board for 

more than four years including as Chair of the Finance, Risk and Audit Committee.  

We welcomed two new Directors in August 2021, John Carfi and Wayne Stokes, who 

contribute additional property, development and financial expertise. 

There was a significant call on the time and expertise of the longer serving 

Directors during the year, and I would like to acknowledge and thank them for their 

ongoing commitment and diligent approach to all matters. 

On behalf of the board I would also like to acknowledge the support of our other 

stakeholders, the shareholders of City West Housing, State and Local Government 

representatives, our service delivery and other partners, contractors and suppliers.

Last but by no means least, I would like to thank the management and staff of 

City West Housing who have worked extremely hard to ensure the continuity of 

services in what continues to be an unpredictable time.

Diana D’Ambra 
Chair, Board of Directors
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ceo report
The 2021 financial year is a year that none of us will forget, with the ongoing 

challenge of providing services during a pandemic and the continued and growing 

demand for stable and affordable housing. 

The importance of having a stable home has been highlighted by the growing 

numbers of people under/unemployed as well as the growing numbers of 

people working from home. These are people who might be in housing stress 

renting in the private rental market or living in accommodation unsuitable to 

their needs.  

This year saw unprecedented demand for our services and a rapidly growing 

waiting list. As a service delivery organisation first and foremost we continue to 

look for ways to both increase our portfolio to respond to this growing demand and 

to improve our services – both what we do as well as how we do it. 

In December 2020 we implemented a new tenant portal to allow our residents 

to check their rent account balances, request a review of their rent due to a 

change in circumstance and to pay rent on line. We also went on line with our new 

streamlined housing application form and tool that allows prospective residents to 

check their eligibility for one of our homes. There were more than 2,500 logins by 

residents and applicants over the past six months, demonstrating the benefit the 

new portal has provided to our customer base. 

Planning is underway for a new Housing Management System, with implementation 

to commence in FY2022, which will further enhance our service offering and allow 

us to be more responsive and nimble to the needs of our residents.
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Leonie King  
Chief Executive Officer

Our commitment to investing in systems that 

will enhance the way we deliver services and 

communicate and engage with residents and 

other stakeholders is one that will underpin 

our future growth. We have four development 

projects underway at various stages of the 

development lifecycle, including the biggest 

development in the history of City West Housing 

with more than 200 apartments. 

Our new sustainability guidelines will inform our 

approach to these new developments, with a 

commitment to supporting the physical, social and 

economic wellbeing of our residents, fostering a 

sense of belonging and supporting social cohesion. 

Our Build Your Neighbourhood program, launched 

this year, also focuses on improving residents’ 

sense of community and safety, providing funding 

and other supports to residents for a range of 

community building activities. This program was 

a priority identified under our 3-year Community 

Impact Strategy, with the program co-designed 

with our tenant representative group, Tenant Voice.

We have four 
development projects 
underway... including the 
biggest development in 
the history of City West 
Housing with more than 
200 apartments. 
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COVID-19 continues to present challenges and has required significant 

time and effort to develop the appropriate safety protocols and plans, 

for staff, residents and contractors, and to keep revising these as 

circumstances change.  

Improving workplace wellbeing has been a priority this year in recognition 

of the importance of investing in our staff, their development and their 

resilience. The establishment of a new staff Wellbeing Working Group, the 

redesign of our performance management system to better focus on building 

the capabilities of staff and the development of standards for the leadership 

team as custodians and drivers of organisational performance and a values 

based culture are just some of the steps we have taken towards creating an 

engaged and supported workforce.  

A focus on building the cultural capability of staff through targeted training and 

facilitating cultural conversations will continue into the next financial year as 

we launch our Reflect Reconciliation Action Plan and honour our commitments 

in that Plan to our Aboriginal and Torres Strait Islander residents. 

I would like to acknowledge the ongoing support of the Board, the commitment 

and dedication of staff in what continues to be a very challenging environment 

and our resident community – many of whom go above and beyond in terms 

of their commitment of time to improving our services, whether it is through 

volunteering as part of the Tenant Voice group, connecting to their communities 

I'd like to thank everyone 
working for City West 

Housing and appreciate 
what you do for us. Living 

in such a lovely place 
that is affordable is a real 

privilege. I'm so lucky! 

City West Housing resident
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through a Build Your Neighbourhood project, attending  

our annual resident forum, participating in focus groups or  

simply providing feedback through the annual Tenant Survey.   

I would also like to thank the contractors, consultants and  

suppliers who work with us day in and day out.

City West Housing prides itself on the role it can and does play  

in advocating for an increased investment in affordable housing 

to help meet the growing demand for the services we offer.  While 

we will continue to explore opportunities to further grow our 

development pipeline in line with our Strategic Plan, we will also 

continue to stand alongside our colleagues in the community 

housing industry to raise the profile of the important work we do  

in providing safe and secure quality homes for our residents. 

Leonie King 
Chief Executive Officer



Overall resident 
satisfaction 

8.39%
TENANCY 

TURNOVER
Clipboard-list-check

512 
APPLICANTS

WAITING LIST 
DEMAND

22.07 days
UNTENANTABLE

12.46 days
TENANTABLE

99%
OCCUPANCY 

RATE 

1.87%
RENTAL  

ARREARS
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Our customers

87%
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investment 
return 

Developer 
contributions 

AVERAGE RENT 
PER APARTMENT  

Repairs and 
maintenance 

Rental 
income 

AN INCREASE  
OF 12.9% ON THE 

PRIOR YEAR

0.91% RETURN ON CASH

$20.2M DOWN ON  
THE PRIOR YEAR

UP 18.8% ON  
THE PRIOR YEAR

$2.8M UP ON THE 
PRIOR YEAR

DOWN 46% ON  
THE PRIOR YEAR 

$12.7M UP ON THE 
PRIOR YEAR

cash 
$223.8m

$15M Net 
Surplus

Our financial performance
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Scarlet’s dream 
came true with 
City West Housing

through their eyes
City West provides me with a secure home.  

For the first time I can live on my own without  

the cramped condition of living with 

housemates, it’s a dream come true.

Being able to live by myself in a nice area, in a 

fantastic city which is close to work, makes me 

very happy. 

Having my own place to live has contributed in 

a very positive way to my physical, emotional 

and mental health.

By having her own place to live Scarlet has  

also discovered her hidden passion.

I love to decorate my home and discover my  

own sense of style. My biggest pride is my 

balcony garden. I never realised that I liked  

plants before and could keep them alive.

Having her own apartment has helped the 

Registered Nurse, who works daily in a  

COVID environment, dealing with the pressures of 

being a health care worker during the pandemic.

 

Being able to live by 
myself in a nice area, in 
a fantastic city which is 
close to work, makes me 
very happy.
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I am lucky I never got COVID, but I have become a casual contact 

multiple times, so living on my own I never had to consider 

the risks and stress of potentially transmitting the virus to 

housemates. I also work busy shifts so I can wind down and 

recharge at home allowing me to go to work fresh, cook at home 

at midnight or get up at 3am for my shift and not bother others.

Having a home with City West means everything, it means the 

world, before I had a place of my own, I felt hopeless. Having my 

own personal space, has inspired me to save money, work hard 

and I hope to buy my own home one day.
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AUSTRALIA     GERMANY     ROMANIA     UK     NEW ZEALAND     
INDIA     HONG KONG     USA     MALAYSIA     SRI LANKA

ENGLISH     CANTONESE     SPANISH     MALAYALAM     
TAMIL     HINDI      ARAMAIC     GREEK     SINHALA     GERMAN
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our residents

our 
STaff

29%
MEN

3%
PREFER TO 

NOT SAY

40%
MALE

68%
WOMEN

3%
18-24 Yrs

23%
25-34 Yrs

45%
45-59 Yrs

6%
60+ Yrs

19%
FINANCE

13%
ASSETS

19%
HOUSING 
SERVICES

10%
COMMUNITY 

ENGAGEMENT

7%
EXECUTIVE

16%
DEVELOPMENT

16%
OPERATIONS

23%
35-44 Yrs

60%
FEMALE

60%
EMPLOYMENT

55%
VERY LOW

26%
0-17 YEARS

20%
18-34 YEARS

30%
35-54 YEARS

21%
55-74 YEARS

3%
75+ YEARS

16%
MODERATE

40 %
CENTRELINK OR OTHER

29%
LOW

10%
ABORIGINAL & 

TORRES STRAIT 
ISLANDER 

34%
RESIDENTS 

BORN 
OVERSEAS 

13%
RESIDENTS 

WITH 
DISABILITY

As at 30 June 2021, City West Housing 
had 28.9 full-time equivalent staff with 
a staff retention rate of 81.4.

LENGTH OF TIME WORKING WITH US

INCOME BANDS

AGE OF RESIDENTS

MAIN SOURCE OF INCOME

 42%

< 2 yrs

 48%

2—5 Yrs

 7%

6—10 Yrs

 3%

10+ Yrs

WHAT LANGUAGES CAN WE SPEAK ?

WHERE WERE OUR STAFF BORN?

AGE OF OUR STAFF

WHAT DEPARTMENTS DO THEY WORK IN? 
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I am very happy here and feel very grateful 
to have such a well subsidised and well 
maintained and central home in which to live. 
Overall, it makes a real tangible difference to 
my mental health, my sense of stability and 
security in the world and in my life. 
City West Housing resident

49%
RESPONSE 

RATE 

87%
OVERALL 

SATISFACTION

88%
CONDITION 

OF HOME 

75%
REPAIRS AND 

MAINTENANCE

80%
VALUE FOR 

MONEY

PERSONAL 
WELLBEING 

INDEX

71 88%
NEIGHBOURHOOD 

AS A PL ACE  
TO LIVE

Tenant 
Satisfaction 
Survey
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Opening Ironbark
In September 2020, we formally opened our 

Ironbark apartments in the Harold Park Precinct. 

City West Housing acquired the land from the City 

of Sydney, which was dedicated for affordable 

housing under a Voluntary Planning Agreement with 

Mirvac.  Providing 75 brand new apartments this 

development marked the final stage of the urban 

renewal master plan for the Harold Park precinct.

The Ironbark apartments were designed with low 

maintenance robust materials and finishes and 

uses rainwater harvesting for toilets, hoses and 

landscape irrigation. 

"Living here has made my life as a single shift 

worker so much easier. It’s an amazing location, 

I love the neighbourhood, the ease of getting 

public transport and even groceries from 

Tramsheds. This housing has really changed my 

life for the better and has significantly improved 

my mental health. Thank you!" – Ironbark resident 

This fit-for-purpose affordable housing 

complements Harold Park and the broader 

neighbourhood. 

Recognising excellence
In October 2020, our Blackwattle apartments, 

which finished construction in March 2020, 

was selected as the winner of 2020 UDIA NSW 

Crown Group Award for Excellence in Medium-

Density Development.

As the judges noted: “Blackwattle 

Apartments went over and beyond what is 

expected to produce a stunning building 

with very carefully considered design, urban 

context, constructability and quality of build, 

ongoing operation and maintenance and 

an attention to fine detail beyond others in 

this category. City West Housing and their 

Blackwattle Apartments are forcing the for 

profit sector to raise their game.” 

The award was an important recognition 

and reminder that affordable housing can 

provide great amenity and a home that 

residents feel proud of.

Growing our portfolio  
to meet housing needs
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Dan Szwaj, Director  

Turner Architect with  

City West Housing's CEO  

Leonie King and Head of 

Development Lisa Sorrentino.

 (LtoR) City West 
Housing Chair Diana D’Ambra,  

CEO Leonie King, Lord Mayor  

Clover Moore and Councillor  

Jess Scully at the official 

Ironbark development 

opening. 

(LtoR)
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City West Housing is responsible for tenanting, maintaining and 
upgrading our properties and managing any vacancies.

CWH BUILDINGS

MAP LEGEND:

Rockdale

alexandria

pyrmont

ultimo

eveleigh

Glebe

UPCOMING 
DEVELOPMENTS

Waterloo

zetland

Rockdale

alexandria

pyrmont

ultimo

eveleigh

Glebe

Waterloo

zetland

Rockdale

alexandria

pyrmont

ultimo

eveleigh

Glebe

Waterloo

zetland

Rockdale

alexandria

pyrmont

ultimo

eveleigh

Glebe

Waterloo

zetland

gr
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893
apartments in 

20
buildings
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Working on new opportunities 
Our development pipeline includes four upcoming 

developments in the acquisition, concept design and planning 

stages that will deliver around 500 affordable homes for 

people who need them over the next five years, including:

Investing in core business systems
A long standing commitment under our 3-year Information Communications 

and Technology Plan has been to explore options to replace our current housing 

management system. This year we ran a tender to select a new Housing 

Management System, for implementation in the next financial year. We are 

working with the vendor of our preferred Software As A Service system to 

finalise contractual arrangements and the implementation pathway. 

90
apartments 

BOTANY RD 
ALEX ANDRIA

74
apartments 

BOURKE ST  
WATERLOO

250
apartments 

ASHMORE CONNECTOR  
GREEN SQUARE

85
apartments 

HAVEN APARTMENTS  
ROCKDALE



24

20
21

 a
nn

ua
l 

re
po

rt
gr

ow
th

 an
d s

us
ta

ina
bil

ity

Managing our portfolio 
sustainably
Taking a sustainable approach to new 
housing design

During the year we formalised our approach to 

housing design to ensure new developments:

 » Support the physical, social and economic 

wellbeing of our residents

 » Foster a sense of belonging 

 » Support social cohesion

 » Offer social, environmental and economic 

benefits so they retain their value over time

 » Draw on both our knowledge of what works 

and the innovation of our partners

Our new approach incorporates 12 principles 

which include ‘Sustainability and Resilience’. 

This principle demands that housing design 

is environmentally, socially and economically 

sustainable, and resilient to future challenges 

including legislative change. 

It will also ensure that all future developments 

achieve a minimum 6-7 Star NatHERS energy 

ratings, include solar panels, energy efficient 

appliances and fittings, native landscaping  

and no gas.

Greening our  
existing properties
The year’s major works program focused on energy 

sustainability. We finished upgrading 16 common 

areas to reduce both power consumption in and 

carbon emissions from our buildings, installing 

1,525 individual sensor lights. The two year project 

has delivered $140k in annual savings and reducing 

annual carbon emissions by 350T – the equivalent 

of taking about 125 cars off the road.  In the coming 

year, we intend to retrofit solar to 225 units and 2 

common areas, with funding support from the NSW  

Department of Planning, Industry and Environment.

Driving an  
efficient business
Reforming our approach to rent

During the year, we implemented the last of 

the reforms to our rent policy for residents who 

moved into a City West Housing property before 

1 August 2019. The most significant change was 

the increase to 100% of Commonwealth Rent 

Assistance (CRA) collected via rent contributions, 

which brings City West Housing into line with the 

rest of the Community Housing sector.  As part 

of our communication efforts we established a 

rent reform team that met with individual tenants 

to explain the changes to their rent as well as 

partnering with Good Shepherd to provide 

financial literacy sessions and counselling. The 

additional revenue generated will help us deliver 

more affordable rental homes.  
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residents 
wellbeing

communities 
belonging

city west housing 
value

partners 
collaboration

The housing design  
and context supports 

the physical, social  
and economic  

wellbeing of residents

The quality of housing 
and urban design fosters 

a sense of belonging 
and supports social 

cohesion and community 
wellbeing

The housing design 
optimises the potential  

to retain the asset's value 
over time and increase 
social, environmental  

and economic benefits

City West Housing 
provides  

its knowledge and 
guidance while allowing 
our partners to innovate 

to ensure the best 
outcomes

Go
al

s

Liveable Design 
Guidelines - silver

GoGet car spaces 6 - 7 star NatHERS GoGet car share

3-bed family units  
on ground floor

Covered BBQ area Solar panels Valiant Styling

Passive design
External facade 

 improves streetscape
No basement  

car parking
Lessons learnt

Dual key apartments Residents notice boards
Energy efficient 

appliances / fittings
Resident feedback

Native landscape
Early engagement  

with Council planners

ex
am

pl
es

HEALTHY 
ENVIRONMENTS

INTEGRATED 
COMMUNITY

WHOLE OF LIFECYCLE 
APPROACH

GOOD  
PARTNERSHIPS

GOOD FOR  
RESIDENTS

GOOD SHARED AND 
PUBLIC SPACES

SUSTAINABILITY AND 
RESILIENCE

PLACEMAKING

QUALITY  
HOMES

CONTRIBUTE TO  
LOCAL CHARACTER

VALUE FOR  
MONEY

CONTINUOUS 
IMPROVEMENT

pr
in

ci
pl

es

QUALITY, INNOVATIVE AND ECONOMIC DESIGN

Sustainable housing design
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This is my home 
now and I’m very 
attached to it.  
Having a home 
means everything.

roof over 
my head

through their eyes
Singer, songwriter and actor Francis J Edwards wrote 

the song ‘Roof over my head’, to thank City West 
Housing for giving him a home for 15 years. 

This is my home now and I’m very attached to it.  

Having a home means everything. I see people on 

the street, especially knowing that there’s women 

living in their car with kids, that’s just so sad.

The Vietnam Veteran is currently living on a war 

veteran’s pension and recovering from ill health  

from pneumonia. 

I’ve had a colourful career and am looking forward to 

kicking back and recovering my health. I’m thankful 

to City West Housing for providing me with secure 

housing which gives me the opportunity to do that.

The entertainer has written 33 songs which are featured 

in the National Film and Sound Archive of Australia. 
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I’d love to record another album of my own songs,  

maybe when the pandemic is over.

He donated a portion of sales from his album ‘Angels Beyond the 

Abyss' to raise funds for the veteran’s charity – Help Young Diggers.

Francis is always willing to help other residents and recently 

contacted our office to offer to shop and pay for groceries for other 

residents if people were struggling with the COVID pandemic. 

To ensure his health and safety his offer wasn’t taken up but the 

thought behind this demonstrates his generosity of spirit.

I’m inspired by watching my children achieve their goals and  

being great parents, that inspires me to fight for tomorrow,  

for it all being better one day.

Singer, songwriter 

and actor Francis J 

Edwards wrote the 

song ‘Roof over my 

head’. 
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Strengthening  
customer service
Resident portal

In December 2020, City West Housing launched 

its new Resident Portal which is accessible via our 

website. The Portal is designed to make resident 

interactions with City West Housing easier and 

more convenient, while automating a number of 

back offices processes to drive internal efficiency. 

By logging into the portal, residents can now:

 » Pay their rent

 » Request rent statements

 » Submit rent review paperwork electronically

 » Manage arrears and repayment agreements

 » Notify City West Housing of changes to 

circumstances

Resident use of the portal has increased steadily 

during the year, with residents accessing the 

portal more than 2,500 times in the 6 months  

to 30 June.

engaging with our customers 
and communities
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City West has proactively 
created campaigns and 
events to give tenants a 
voice as well as technology 
services such as the tenant 
portal to pay rent that show 
that as a City West Housing 
tenant we are valued. 
City West Housing resident
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95 
notifications

OF A CHANGE IN 
CIRCUMSTANCE

1,167 
requests

FOR RENT  
STATEMENTS

95 rent 
reviews
INITIATED BY 

RESIDENTS

569 rent 
payments
THROUGH BPoint

   resident     
   portal 
highlights
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Applying for housing
This year we focused on reviewing our waiting 

list to ensure that everyone on it still needs 

affordable housing, redesigning and simplifying 

the application form and creating an online tool 

to help potential applicants determine if they are 

eligible for housing with us.

Reforms to the way applicants demonstrate 

their eligibility and apply for affordable housing 

are underway and will go live in October 2021. 

We helped move 149 households into their new 

homes during the year.

Next year we will roll out a new policy and 

approach to how we allocate vacant properties 

that will support greater choice for applicants 

 on our waiting list.

Living in affordable 
housing has 
improved my self 
esteem and financial 
empowerment.
City West Housing resident
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safe and affordable home
through their eyes
Lucy went from being homeless to thriving in  

City West Housing. After Lucy became a single 

mum, she slept on a mattress on the floor in 

between her children’s single beds, in her mother’s 

housing commission flat, for 18 months.

Having a home is everything. It’s the soft place 

to fall. Before City West we were staying with 

my mother who has mental health issues. You 

can’t imagine the feeling when you don’t have 

a safe home to go to, it’s so stressful especially 

with children. 

It’s so important for kids to know they can go 

home where it’s safe. Allowing me as a parent 

to provide an affordable place takes the stress 

away for the whole family.

I was only working part time when I moved in. 

There’s no way I could have afforded the private 

rental market. The opportunity provided a 

springboard for me to study and progress my 

career in a central location and my children 

could continue at the same school. My daughter 

is now at university. It really changed our lives.

I would like to thank City West Housing for the 

safe and affordable home provided to me and my 

children for the last 11 years. We were homeless 

prior to moving in and this home has allowed me 

a secure foundation to build a career and raise 

my children. I will be forever grateful for the 

service and opportunity it provided.

City West Housing has the 
potential to save lives, 
offering people a chance 
at a better life, not just 
accommodation.

Living at City West Housing also allowed me to 

meet good people and expand my social network. 

My family and I have recently departed and are 

now living with my partner, and we’ve just had a 

child. Our next long-term plan is buying our own 

house, but not in Sydney.

City West Housing has the potential to save 

lives, offering people a chance at a better life, 

not just accommodation.

Names have been changed to protect anonymity.
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Tenants Voice (TV) Group
The Community Impact Strategy 2018-2021 guides the work of City West Housing’s Tenant Voice (TV) group:
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 » ABORIGINAL MURAL AT BLACKWATTLE 
APARTMENTS– a project that celebrates 

and acknowledges the diverse and cultural 

backgrounds of the community and promotes a 

culturally safe environment for all.

 » IRONBARK APARTMENTS ROOFTOP YOGA 

– giving residents an opportunity to connect 

with each other while also improving their 

health and wellbeing. 

 » BLACKWATTLE APARTMENTS TEXTILES AND 
TEA – a regular meet-up, guided by a resident 

artist, where residents connected with fellow 

crafters and learn and share skills such as 

mending, crochet, embroidery and patchwork.

 » BLACKWATTLE APARTMENTS COFFEE CLUB –  

a monthly meetup for residents at the 

Blackwattle apartments to get to know their 

neighbours.

 » CARRIAGEWORKS APARTMENTS BEES  
WAX WRAPS WORKSHOP – a one off 

workshop for residents on how to make  

and use beeswax wraps. 

 » CARRIAGEWORKS APARTMENTS  
GARDENING AND COMPOST WORKSHOPS – 

four workshops with residents on gardening 

and composting.

The Strategy will be evaluated in early 2022 in conjunction with TV Group members to inform the next strategy 

and priority projects. One of the priorities under the current Strategy is the Build Your Neighbourhood 

program. This program funds and supports resident projects that promote health, happiness, and wellbeing. 

Following last year’s submission and approval process, the program funded:

GOAL 1

RESIDENTS 
FEEL PROUD OF 

WHERE THEY 
LIVE

GOAL 2

RESIDENTS 
FEEL SAFE AND 
WELCOMED IN 

THEIR COMMUNITY

GOAL 3

RESIDENTS HAVE 
A GENUINE SAY 
IN THE WAY WE 

DO THINGS
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City West Housing 

resident Clementine 

Barnes running the 

Textiles and Tea 

workshops.

The program proved a great way to bring residents together and to help them get to 

know each other.  An evaluation of the program has informed changes which are being 

rolled out next year.

In addition to working with staff on developing the Build our Neighbourhood program, 

the TV Group provided input to the design of the new Community Impact Awards, the 

Reconciliation Action Plan, the new Resident Portal, the Digital Mentoring program, an 

audit of the website and changes to the Home Visits program amongst other things.
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Resident Forum
Our annual Resident Forum is where we can celebrate the successes of our resident community 

and provides another opportunity to seek feedback on our services. This year’s forum was held 

in-person and online via a live stream. A highlight was announcing the winners of our Community 

Impact Awards, an initiative of the TV Group. Congratulations to all the 2020 winners:

 » COMMUNITY SPIRIT AWARD WINNER     Jenny Marsden

 » OUTSTANDING YOUNG PERSON AWARD WINNER     Paige Bramfield  
Special commendation Ezel Dila Yiliz

 » CREATIVE MINDS AWARD WINNER     Lisa Ervasi

 » UNSUNG HERO AWARD WINNER     Moon Leonard

 » LEADERSHIP AWARD WINNER     Alice Anderson 
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Residents Simone 

Blakeman and Katrina 

Reid attend the City 
West Housing annual 

forum.
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Faster response times
In 2020-21, upgrades to our Access Control and 

CCTV systems means we can monitor systems 

remotely and respond rapidly to residents if they 

lose their swipe cards. Whereas, previously this 

required a contractor to be called out which could 

take days, we can now rectify the situation in just a 

few minutes.

Digital Access
During the year, we began rolling out free resident 

Wi-Fi in the common areas of every building to 

remove barriers to accessing online services 

and participation in education and work. With 

around 2,800 connections every month, the new 

connectivity is bringing residents out of their homes 

into shared areas, creating renewed community 

vibrancy and a greater chance of social connection. 
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Home visits

The home visits program gives our staff an 

opportunity to get to know the residents, assess 

if they need supports and to receive feedback on 

our services. 

While we aim to visit every household once a 

year, the impact of COVID-19 meant that Housing 

Managers only completed 145 home visits before 

lockdowns made this impossible.  More frequent 

visits will resume as soon as restrictions ease.

Meeting the changing needs  
of our residents

City West Housing understands that our tenants' 

needs change. Where a current home is no 

longer suitable, City West Housing tenants can 

apply for a transfer to an alternative home which 

better suits their needs.  One of the tenants we 

transferred during the year was a single mother 

and her adult daughter, who is confined to a 

wheelchair with significant physical disabilities. 

As her daughter got older, their existing property 

was no longer suitable to maintain quality of life. 

We worked closely with the tenant to customise an 

adaptable unit in our new Ironbark development, 

ensuring that this resident can continue to care for 

her daughter in her own home.

I’m happy with my 
home and City West 
always listens to me 
when I need them too.
City West Housing resident

My Housing Manager Beth 
is a wonderful addition to 
City West Housing. She is 
always helpful and goes 
out of her way to assist me. 
City West Housing resident
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Making places people are 
proud of
City West Housing is committed to maintaining 

our portfolio, to ensure that we provide a safe 

environment to live for our residents, a safe 

place to work for our staff and our contractors 

and great amenity for our residents. Our 

maintenance projects for the year included:

 » Kitchen upgrades replacing 51 kitchens in two 

buildings including installing 280 metres of 

benches, 875 doors and 1,864 hinges,

 » External makeovers washing the exteriors 

of four buildings, patching the facades 

and completing the waterproofing and 

rectification of six other buildings,

 » Lift upgrades replacing the lifts in  

one of our buildings and commencing  

lift upgrades at two more buildings,

 » Common area beautification projects in 

seven buildings including new plants and 

outdoor furniture in common areas.

Responsive maintenance
Cylical maintenance

Lifecycle maintenance

Responsive maintenance
Cylical maintenance

Lifecycle maintenance

MAINTENANCE SPEND BY TYPE

48%

19%

33%
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Local artist,  

Jeff McCann, worked 

with residents to create 

these popular additions 

to our buildings.

Contributing to socially inclusive communities
Reconciliation Action Plan

City West Housing has a long history of 

involvement and engagement with Aboriginal and 

Torres Strait Islander people who make up 10% 

of our resident community. During the year, we 

made great progress on our Reflect Reconciliation 

Action Plan (RAP). This included working with 

City West Housing staff and residents to better 

understand Aboriginal and Torres Strait Islander 

people and culture.  

We were supported through this process by the 

NSW Aboriginal Land Council. We would like to 

acknowledge their support and thank them for 

their efforts.

Staff participating in a cultural 
capability workshop

In the coming year as part of the launch of our 

RAP we will focus on building partnerships with 

local Aboriginal services and closing gaps in staff 

knowledge about what reconciliation truly means.

Street library project

During the year, we introduced Street Libraries 

across three buildings, engaging the local men’s shed 

to build them and finding a resident to kindly donate 

the first load of books. As well as appreciating having 

access to free reading resources, residents report 

experiencing new conversations with people in their 

buildings and those in the community passing by.



39

City West Housing   annual report 2021

Managing  
key relationships

Building our profile  
with our stakeholders  
and community
City West Housing prides itself on delivering 

developments that provide great places for people 

to live. To showcase our efforts we arranged a 

number of site visits on completion of our latest 

development project, the Ironbark apartments, 

in inner city Forest Lodge. These visits included 

staff from three different local councils, private 

developers and State Government officials. The 

focus was on raising awareness of what good 

quality affordable rental housing looks like.

Management continued throughout the year to 

participate in industry briefings, reference groups 

and on conference panels to share our knowledge 

and raise awareness of the work we do.  

A renewed interest in the use of the planning 

system to help facilitate affordable housing was 

the subject of a number of conference panels and 

forums that the CEO participated in.

Developing partnerships 
that support our Mission 
and Purpose
During the year, we developed a new Support 

Partnerships Strategy and Partnering Principles 

to help our residents sustain their tenancies in 

the face of ageing, ill-health, disability or lack of 

life skills. The Strategy is focused on identifying 

partners that can work with us to help residents 

sustain their tenancy.  

Under our Partnering Principles, we will seek 

to partner with agencies where we have a 

philosophical alignment and where, by working 

collaboratively, we can help our mutual clients 

reach their full potential. 
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Working with local 
service providers 
Building on the long standing relationship we have 

with other local service providers through the 

Pyrmont Ultimo Network of Services (PUNS) and 

the Green Square Network (GSN), we continued to 

work collaboratively to improve the coordination 

of programs and services to the Ultimo, Pyrmont 

and Green Square communities, to enable the more 

efficient and effective use of available resources.

In addition this year we were active participants in 

the Forest Lodge and Glebe (FLAG) Coordination 

Group. The Group seeks to promote the area as 

a positive place to live and work and supports 

local initiatives through sharing skills, knowledge 

and expertise.  Our two latest developments, in 

Forest Lodge and Glebe, provide homes for 174 

households and anchor us in this community.

Supporting Aboriginal  
and Torres Strait Islander 
residents
Just over 10% of City West Housing residents 

identify as Aboriginal and/or Torres Strait Islander. 

During the year:

 » We identified local Aboriginal and Torres Strait 

Islander organisations that we can engage 

with to help sustain these residents’ tenancies. 

This will include building strong links with 

the local Aboriginal and Torres Strait Islander 

Tenancy Advice and Advocacy Service, which 

offers culturally appropriate support, advice 

and conciliation;

 » We participated in an Aboriginal Outcomes 

Community of Practice (AO-CoP) hosted by 

the Community Housing Industry Association 

of NSW; and

 » We worked in partnership with two other 

community housing providers, SGCH and 

Bridge Housing, under the City of Sydney 

funded Aboriginal Affordable Housing 

Outcomes project to improve access to 

affordable housing for Aboriginal and Torres 

Strait Islander peoples (ATSI) and to identify 

practices, processes and support partners 

to help our ATSI residents better sustain 

their tenancies. The partnership included the 

employment of a local Aboriginal worker. 
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Aboriginal 

Affordable Housing 

Outcomes worker 

Tabatha Dantione, 

with staff of City 
West Housing.

Meeting of 

members of the 

Pyrmont Ultimo 

Network of 

Services.
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Maddison shares her 
story through art

through their eyes
Maddison Gibbs is a proud Barkindji woman and a multidisciplinary 

artist. She went from couch surfing to building a successful business as 

an artist whilst living at City West Housing.

She produces digital animation, drawing, ceramics, printmaking, 

murals and painting including the ‘Heal Country’ public space mural at 

the Blackwattle building for the Build Your Neighbourhood program. 

The community at City West is so diverse, I wanted to celebrate that 

with the mural, to bring joy and life to the building.

Some of the artist’s upcoming commissions include a mural about the 

six seasons of Aboriginal culture for Burwood Council, her first large 

scale sculpture for Meadowbank TAFE and a reconciliation digital 

artwork for the Department of Social Services with the theme ‘always 

was, always will be’. 

Maddison was facing leaving student accommodation, after she 

completed a Bachelor of Design in Animation, at the University of 

Technology, with nowhere to live. 
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Living at City West made a huge 

difference to me. It was a huge relief 

and helped me to not be stressing and 

focus on finishing my studies. It boosted 

my career and allowed me to set up my 

own business, in the inner city.

Eventually I’d like to have my own 

apartment and give someone else that 

experience at City West so they can 

focus on what they need, such as their 

career and their family. It’s been so 

important to me for the last two years.

Thanks to City West 
Housing for giving me 
a place I feel proud of 
and joy to live in.
Maddison Gibbs
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Helping residents manage their finances
City West Housing recognises that some of its tenants struggle to meet 

every-day living expenses unless they manage debt effectively. During the 

year, we introduced a Reducing Debt service to help residents live debt-free 

in our homes. To support this we established a hardship fund, triaged by our 

partner, Good Shepherd; ran three financial coaching seminars; and referred 

12 tenants to receive financial counselling. 

COVID-19 continued to impact many of our residents, with loss of work and 

income. We reviewed and recalculated the rent for 110 residents, 12 percent 

of our total households, who had lost their job or had reduced hours.

“During the past year since the pandemic, City West Housing has been great, 

at a time when people like myself were not sure about their jobs or if they 

could pay their rent or might be evicted” – City West Housing resident 

A win-win for our residents  
and the environment
In October 2020 year we partnered with Advantage  

Styling in a Free Garage Sale event, accommodating  

70 households to come (in a socially distanced manner) 

and take their pick of quality, ex-display furniture that 

may have otherwise ended up in landfill. We had great 

feedback from those residents lucky enough to be able 

to participate.
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Effectively managing our 
suppliers and contractors
New maintenance contracts

In 2020-21, we appointed three new major maintenance 

suppliers on long-term contracts. For the first time, our tender 

process included a social procurement element, ensuring 

a percentage of revenue is used to achieve positive social 

outcomes. Our new contractors are: 

SR CONSTRUCTION, head maintenance;  

KONSTRUKTION, lawns, grounds and cleaning; and  

FIRE PROTECT SYSTEMS, essential fire services. 

We look forward to continuing to work with these new partners 

to provide great services to our residents.

Influencing housing policy and practice

In 2020 our Head of Housing Services took up a Board position 

with the Australasian Housing Institute (AHI). AHI provides 

education, events and networking opportunities for people who 

work in the social and affordable housing sectors to educate, 

empower and connect people to others doing meaningful work 

and changing lives. 

Our CEO continued in her role as a Director on the National 

peak body, the Community Housing Industry Association of 

Australia, and as Vice President of the State peak, the NSW 

Community Housing Industry of Australia. She also participated 

in the PWC lead Constellation project which examined the use of 

inclusionary zoning to facilitate affordable housing supply. 

City West Housing also reviewed and made submissions on 

numerous State and Local Government  planning policies, 

strategies and discussion papers, advocating for approaches 

that facilitate more purpose-built affordable housing. 
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Building organisational 
capacity
Becoming a COVID Safe 
business
During the year, City West Housing became 

registered as a COVID Safe business with the NSW 

Government, including developing COVID Safety 

Plans for both our new office and our residential 

buildings. We continue to monitor the impact of 

COVID on the wellbeing of our staff, contractors 

and residents.

Strengthening cyber 
security
Following a phishing scare after a vendor’s 

email was hacked, we acted to boost our cyber 

defences, including implementing eftsure 

software, which validates suppliers, their banking 

details, ABN, company name and address. In 2022 

we will implement software to help us undertake 

vulnerability scanning and develop an approach to 

penetration testing to help understand remaining 

vulnerabilities in our systems.

Investing in our people

Improving our offices
The year saw City West Housing relocate to 

new offices, providing improved facilities for our 

people and our residents. With an auto sensor 

front door, large meeting rooms and extra-wide 

doors, our offices are accessible for those in 

wheelchairs or using prams. Residents also have 

a dedicated computer on an adjustable, multi-

height desk, a kids’ corner and drop-in meeting 

rooms. 

Our new offices offer staff a COVID safe 

workplace, with room to socially distance, sensor 

taps to prevent touch transmission and no hot 

desking required. People can also make use of 

end-of-trip facilities, including showers and bike 

storage. Our larger flexible meeting rooms mean 

that we can now undertake in-house training.
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Staff Conferences
In October 2020 we held our Annual Staff 

Conference while in lockdown, including a session 

from Southern Cross Coaching & Development 

on how neuroscience gives us insights into 

leadership and change best practice. 

In March 2021 we held an all staff workshop to 

develop our annual Business Plan. In a one-day 

workshop, each team identified projects for the 

following year and discussed how they would like 

to involve other teams in these projects. This will 

now be an annual event with a six monthly check 

in on progress.

Performance management 
and development
During the year, staff accessed a range of 

professional development opportunities, which 

included  training in first aid, customer service, 

arrears management, complaints management, 

cultural competency, project management, 

community engagement, effective communication 

and plain english writing.  All staff were also trained 

on our updated Code of Conduct and Ethics policies, 

and new Conflict of Interest policy.

A redesign of our performance management system 

has been focused on building the capabilities of 

staff and giving them greater ownership over their 

professional development. This new system will be 

rolled out in the new financial year.

Policy updates 
A new Domestic and Family Violence Policy was 

developed which includes paid leave for any 

staff member experiencing Domestic and Family 

Violence and which is one of a suite of Human 

Resources policies reviewed and updated 

during the year.
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Diversity and inclusion
Recognising the importance and value of diversity, 

City West Housing focused on building the cultural 

capability of staff through targeted training and 

facilitating cultural conversations, in line with the 

development of our Reflect Reconciliation Action Plan 

which will be launched next year.

Social activities
We had to think creatively this year about how staff could 

come together to have fun, given the extended office 

closure due to COVID-19 lockdowns.  In addition to a 

virtual scavenger hunt we celebrated the end of 2020 with 

a face to face creative painting workshop and initiated a 

friendly staff soccer competition at a nearby park.  

Our staff are our most 
important asset

A regular soccer game 

between lockdowns 

was introduced getting 

City West Housing staff 

together for a (mostly) 

friendly match at 

Wentworth Park.
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Better understanding 
exits
Focusing on continuous improvement

During the year, we designed a new metric to 

improve data collection and reporting around 

positive and negative end of tenancy outcomes. The 

metric, which will be recorded as part of the existing 

end of tenancy process, will be used to inform and 

improve business practices across all teams.

Functional review
An outcome of feedback received as part of a staff 

engagement survey conducted during the first 

COVID-19 lockdown, in May 2020, was a review 

of City West Housing functions.  This included 

benchmarking our structure and resources 

against other similarly sized housing providers. 

This resulted in the deployment of additional 

resources to support increasing workloads. 

Workplace wellbeing
Delivering on our values

Our staff are our most important asset.

In response to the latest staff engagement survey 

results staff were invited to participate in a new 

internal Wellbeing Working Group, which is 

focused on identifying initiatives that will enhance 

wellbeing in the workplace.  

The Working Group will be focused on reviewing 

City West Housing’s rewards and recognition 

system, internal communication including all staff 

meetings and staff engagement survey results 

and will make recommendations to the leadership 

team for their consideration.  There will also be 

a focus on helping staff remain connected while 

working from home.

The leadership team underwent training in early 

2021, with a focus on how to drive a values-based 

culture within the organisation.  This has shaped 

changes to the way we run leadership team 

meetings and engage with staff.
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Staff member Priscilla 
Tran shares her story
through their eyes
A few years ago, my heart was racing almost faster than my 

thoughts. I was about to step into a meeting I had called with 

my boss, Lisa. Still on probation, I feared her reaction and the 

consequences of what I was about to tell her. However, although we 

had only known one another for a few months, I sensed that I could 

trust her. Yes, even with this.

Lisa had previously asked me if I was okay. I thought that I was just 

having a few bad weeks, so I said I was fine. But those bad weeks 

had turned into worse months. There were sleepless nights, 

paralysed mornings, public tears, dark thoughts. I couldn’t keep 

going on like this and I clearly wasn’t getting better by myself. 

So that morning, I went to my GP, got a Mental Health Plan and 

booked my first psychologist appointment. And that afternoon, I 

told my boss words I never thought I’d say: “I have depression.”

What Lisa did next helped save me.

She saw my potential to get better with the right support, and 

that’s what she provided that day and in the following months: 

encouragement to take mental health days and not feel guilty about 

it; a laptop to work from home on those days I couldn’t get out of 

bed; regular catch-ups and reviews of my workload and capacity; 

free counselling through City West Housing’s Employee Assistance 

Program (EAP); encouragement that while I wasn’t on my A-game, I 

was still doing well at work.

Over time, I got better and even went on to win a few industry 

awards. I may not even be here at all, without that consistent 

support of my boss, colleagues and workplace”.
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I am grateful to City West 
Housing for their ongoing 

support to all the staff 

during COVID-19. The 

management team have 

made a considerable effort to 

not only ensure our physical 

health and safety but also our 

mental wellbeing, which has 

made the uncertainties and 

challenges easier to bear.
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Looking forward
The increasing demand for safe, secure 

affordable rental housing reaffirms our 

commitment to growing our portfolio under 

our Strategic Plan. This will remain a focus 

as we seek to capitalise on our strengths 

as an affordable housing provider and 

developer with a heart, a strong balance 

sheet and no debt.

A focus for the coming year will be to explore 

alternative funding models for projects in 

our development pipeline. We will continue 

to look for new development opportunities, 

including through partnerships with private 

developers, so that we can provide more 

homes for the growing number of people 

unable to access the private rental market at 

an affordable price, near where they work or 

have family and other supports.

Our commitment to improving customer 

service and the well being of our residents 

continues. Customer feedback is one way 

we gauge how we are performing and helps 

us target where we need to improve.

We will also be focused on improving 

the systems that support the business, 

including investing in a new housing 

management system to improve workflow, 

create one place where we can store 

information about all of our interactions 

with residents and give us access to 

better data to inform our approach to both 

engaging with our residents and the way 

we deliver services.

We will deliver the commitments under our 

Reflect Reconciliation Action Plan to build 

a more culturally aware organisation and to 

enhance our service delivery to Aboriginal 

and Torres Strait Islander residents.

Our focus this year on sustainable 

development and on energy efficiency 

upgrades to our existing portfolio will 

continue into next year, as we look at our 

environmental performance and how 

we can enhance this.  Establishing the 

framework to help us measure the impact 

of our operations across a range of fronts 

will be a priority.

Last but not least we will strive to maintain the 

confidence and trust of all of our stakeholders 

in all our interactions and activities as the 

business grows and evolves.



EMPOWERING PEOPLE
2021 Annual report  

Phone 02 8584 7500

Email enquiries@citywesthousing.com.au

Website citywesthousing.com.au 

mailto:enquiries%40citywesthousing.com.au?subject=
http://citywesthousing.com.au
https://www.facebook.com/cwh.citywesthousing/
https://twitter.com/citywestsydney
https://au.linkedin.com/company/city-west-housing-pty-ltd

