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Registrar’s Key Judgements 
 

 The Registrar’s monitoring of the performance of community housing providers (CHPs) indicates a healthy 

trend in responsiveness and continuous improvement, including investment in better practice. 

 

 CHPs respond well to the Registrar’s oversight and recommendations, and the current self-regulatory 

model appears to encourage better outcomes. 

 

 The number of providers and complexity of business arrangements of providers is expected to grow in 

2017-18 in line with new affordable and social housing programs in NSW. 

 

 The doubling of tenants in community housing in NSW over the next few years will naturally increase 

complaints being managed by CHPs and require adjustments in complaint handling and response capacity. 

 

 The variance in transparency and responsiveness to recommendations (see pages 6 and 8) indicates that 

in some areas of commissioned services, the capacity building in providers of social housing and other 

associated services would benefit from regulatory oversight. 

 

 2016-17 interventions into CHPs with specific compliance issues indicates some early signs of weaknesses 

in strategic and risk planning, managing conflicts of interest, compliance with policies and procedures, and 

workforce engagement practices. 

 

 A 2017-18 focus area for the Registrar is providing additional guidance for expectations related to 

Performance Outcome 3: Community Engagement and following that up through assessment programs. 
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Registrar Outcome 1: Community housing providers assessed as suitable for 
registration and their performance monitored 
 

Under this outcome, the Registrar reports on the performance of the regulatory system and the right balance in 

authorisation, public value and regulatory capacity. At its core this relates to regulatory oversight of the suitability and 

compliance of providers against legislation to assist the sector perform above compliance levels. 

 

Related Objects of the National Law:  

“…to provide for a national system of registration, monitoring and regulation of community housing providers… 
…to make it easier for community housing providers to operate in more than one participating jurisdiction… 
A purpose of registration is to identify appropriate entities to which government funding for community housing might be 
provided under other legislation or policies of a jurisdiction…” 

Related Object of the NSW Act that introduces the National Law: 

“…to apply as a law of this State a national law for the registration and regulation of community housing providers under a 
national system of registration.” 

 
 
 

 

Registrations, Cancellations, Tier Changes 
as at 30 June each year 

Primary Jurisdiction NSW 

 

 
Multi-Jurisdictional Providers  

with assets in NSW as at 30 June 2017 

 

 
Formal Disclosures 

to other Regulators in 2016-17 

 
 
Notes: 
 Figures contained in this report are drawn from providers reporting to the 

Registrar. 
 Asset numbers quoted are self-reported by NRSCH registered providers 

and data is not fully validated. 
 

NRSCH registration activity 
 

 There has been an increase in 

registration enquiries especially related 

to new social and affordable housing 

initiatives being developed in NSW. 

 

 The Registrar expects this increase to 

continue in the future, impacting on 

internal organisational capacity. 

 

 The Registrar is receiving enquiries from 

developers, real estate agents, disability 

service providers and Aboriginal housing 

providers and we expect the diversity in 

types of providers registering under the 

NSRCH to continue. 

 

 NSW Government programs for 

affordable housing and social housing 

are likely to continue to influence this 

trend. 

 

 Over the last four years, 41 companies 

have sought entry to the community 

housing sector. One was deemed 

ineligible, 25 did not proceed with their 

application and some remain scheduled 

as at 30 June 2017. 

 

 In 2016-17, the NSW Registrar assisted 

the NT Registrar by completing one 

registration assessment and assisted 

the TAS Registrar by conducting one 

compliance assessment on their behalf. 

 
NRSCH registered providers operating 
in more than one participating 
jurisdiction  
 

 11 providers operate in more than one 

participating jurisdiction. NSW is the 

Primary Jurisdiction for nine of these 

providers and the Secondary 

Jurisdiction for one provider. (One 

provider has a Primary Jurisdiction other 

than NSW and has no assets in NSW) 

 

 Registrars continue to meet regularly to 

ensure consistency of operation across 

state and territory boundaries. 
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NRSCH complaint outcomes 

 
 The number of complaints received by the 

Registrar has increased over the past two 

years with the steady expansion of the sector. 

 

 Complaints are expected to continue to 

increase in the CHP sector in line with the 

transfer of public housing into community 

housing. 

 

 The figures indicate that the quality of 

complaints is increasing (reflected in the 

proportion substantiated), triggered largely by 

a growth in whistle-blower related complaints. 

 

 The majority of complaints received by the 

Registrar remain from tenants. 

 

 Of the complaints received over the past three 

years: 

o approximately 25% required intervention work 

o approximately 8% of complaints led to the 

Registrar requiring improved compliance. 

 

 The Registrar’s office will continue to build 

complaint handling capacity going forward; 

noting that the Registrar’s office is one avenue 

in the complaint handling process. 

 

 Over 2018-20, the Registrar will support sector 

capacity building measures and monitor 

providers involved in management 

transfer/expansion of tenants in relation to 

their complaint management strategies. 

 

NRSCH investigations and interventions 

 

 In response to complaints received in 

2016-17, the Registrar carried out in-depth 

compliance assessments or verification 

inspections, targeting the following areas: 

o CHP complaint handling 

o use of S85 of the Residential Tenancies Act 
2010 (NSW) no grounds termination notices 

o management and staff recruiting processes 

o staff turnover 

o management of conflicts of interest 

o allegations of staff bullying 

o Board behaviour and governance. 

 

 Of these interventions, the Registrar initiated 

three investigations after receiving complaints 

which raised potentially serious allegations 

which if proved to be true, could cause the 

Registrar to exercise enforcement functions. 

These investigations looked at the following 

specific issues: 

o robust strategic and risk planning 

o management of conflicts of interest 

o compliance with policies and procedures 

o recruitment practices 

o implementation of whistleblowing policies and 

procedures 

o implications of the Public Interest Disclosures 
Act 1994 on providers 

o Board experience and skills. 

 

Enquiries, Complaints, Notifications Received 
as at 30 June each year 

Primary Jurisdiction NSW 

 

 
Complaint Outcomes 

as at 30 June each year 
Primary Jurisdiction NSW 

 

 
Provider Notifications – Reasons and Outcomes 

as at 30 June each year 
Primary Jurisdiction NSW  

 
 

 
 

 Provider notifications have increased due to guidance 

and education on provider obligations. 

 

 A small proportion of notifications led to heightened 

engagement. 
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Completed Compliance Assessments 
as at 30 June each year 

Primary Jurisdiction NSW 

 

 
Targeted Compliance Assessments – Areas of Focus 

completed from 1 January 2014 to 30 June 2017  
Primary Jurisdiction NSW 

 

 

 

 
Evaluation of Service  

Standard and Targeted Compliance Assessments 
Primary Jurisdiction NSW 

 
Quality of Registrar’s contact with CHPs 
The Registrar’s staff responded to enquiries 

in a timely manner 

 
 
 

Guidance provided by Registrar 
The Registrar’s staff were balanced, transparent 

and trustworthy in their dealings 

 
 
 

 
 

 Survey Response Rate FY17: 67% (n=26) 

 FY16: 47% (n=26) 

 

NRSCH compliance assessment activity 
 

All registered community housing providers must 

periodically demonstrate that they are meeting 

relevant performance outcomes. Tier 1 and 2 

providers complete a standard compliance return 

every year while Tier 3 providers complete a 

standard compliance return every two years. 

 

 The Registrar has maintained coverage of all 

providers in accordance with nationally agreed 

regulatory standards. 

 

 The Registrar can use standard compliance 

assessments to make additional enquiries into 

areas of concern. 

 

Targeted assessments – areas of focus 

 

The Registrar may undertake additional 

compliance assessments outside of the standard 

compliance schedule in response to the 

outcomes of a previous assessment, unforeseen 

events or changes to a provider’s business. The 

scope of additional engagement with providers is 

proportionate to the nature and extent of the risk 

and potential impact on a provider’s community 

housing business. 

 

 The Registrar is expecting targeted 

assessments to continue to increase as the 

scheme responds to program drivers that 

require more specific assessments related to 

program risks. 

 

 The focus of the Registrar’s targeted 

assessments over the three years has tended 

to be in the areas of: 

o Performance Outcome 4: Governance 

o Performance Outcome 6: Management 

o Performance Outcome 7: Financial Viability. 

 

 The Registrar will conduct some targeted 

oversight of asset management and 

community engagement in the coming years 

to respond to, and assure, program 

expectations of providers. 

 

 For 2017-18, the Registrar has initiated a 

heightened level of targeted assessments 

specifically focussed on notification policies for 

Tier 3 providers. 

 
Evaluation of service 

 

The Registrar evaluates the quality of regulatory 

services by surveying all providers after 

assessment activity. 

 

 On the whole, the quality of the Registrar’s 

service in the compliance area continues to be 

well regarded. 

 

 The Registrar is reviewing engagement with 

the CHP sector to ensure a clear, concise and 

appropriate approach. 
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PARS 

 

There are many organisations providing housing 

services to Aboriginal people within the 

community housing sector or under other contract 

management arrangements. 

 

There are 198 NSW Aboriginal Housing Office 

(AHO) recognised organisations that provide 

housing services to Aboriginal people in NSW. Of 

these, the Registrar has had performance 

engagement with 47 (24%). 

 

Of the 198 organisations recognised by the AHO, 

the Registrar notes that: 

 

 20% (40) of these organisations are AHO 

PARS approved providers that are managed 

by contract, but for which the Registrar 

provides assessment advice. 

 

 2% (4) of these organisations are currently 

registered under the NRSCH as community 

housing providers. These providers are 

assessed by the Registrar as responsive and 

viable. 

 

 58% (115) of the providers, i.e. Local 

Aboriginal Land Councils (LALCs), can only 

apply for registration under the NSW local 

registration scheme due to the legal 

requirements associated with Aboriginal land 

holdings. The Registrar has received 

expressions of interest from a quarter of these 

providers in joining the NSW local registration 

scheme (see footnote). 

 

 There has also been an increase in Aboriginal 

housing providers seeking registration under 

the NRSCH. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Footnote: 
The NSW local registration scheme – under s(25A) 

of the Community Housing Providers (Adoption of 
National Law) Act 2012, the Minister has established a 

local system of registration, monitoring and regulation 

of entities that provide community housing but are 

unable to be registered under the Community Housing 
Providers National Law (NSW). 

 

Completed PARS Performance Reviews 
as at 30 June each year 

 

 

 
Evaluation of Service 

PARS Performance Reviews 
 

The Registrar evaluates the quality of regulatory services by 

surveying all providers after assessment activity. 

 

 The shift in ACHPs’ survey results for quality of contact in FY17 

was largly due to one provider’s assessment having strong 

recommendations from the Registrar. 

 

 There is a noticeable level of disengagement in the number of 

survey responses received over FY16 and FY17. 

 

 The Registrar is reviewing engagement with the ACHP sector. 

 
Quality of Registrar’s contact with ACHPs 
The Registrar’s staff responded to enquiries 

in a timely manner 

 
 

 

 

Guidance provided by Registrar 

The Registrar’s staff were balanced, transparent 

and trustworthy in their dealings 

 
 
 

 
 

 
 Survey Response Rate FY17: 33% (n=6) 

  FY16: 63% (n=10) 
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NRSCH performance levels identified 
 

Recommendations by assessment type 
 

 Recommendations accompany assessments where 

providers are required by the Registrar to take action 

to improve performance. Recommendations must be 

addressed within a specified timeframe and hence 

provide an indicator of responsiveness as well as 

performance. 

 

 Trends in recommendations made by the Registrar to 

improve provider performance are an indication of the 

health of the sector. 

 Overall trends in recommendations indicate providers 

registered under the NRSCH are very responsive to 

continuous improvement and invest in better 

practices. 

 

 Trends in evaluation of service surveys indicate 

providers value recommendations made by the 

Registrar. 

 

 
Tier 1 and 2 responsiveness to recommendations 
 
 One provider has not had any 

recommendations over three assessment 

cycles. 

 47% of Tier 1 providers now have no 

recommendations, but had them previously. 

 11% of Tier 2 providers now have no 

recommendations, but had them previously. 

 There were nine providers that had different 

recommendations over the past three years. 

 Only two providers have had recurring 

recommendations over the past three years. 

 An analysis of recommendations made by the 

Registrar over the past three years indicates 

that where additional recommendations are 

made, they generally arise from the changing 

nature of the provider’s business often 

adjusting to the demands of government 

programs. 
 
Tier 3 responsiveness to recommendations 
 
 Of the 114 Tier 3 providers that have been 

registered over the past three years, 19% (22) 

had no recommendations at registration. 

 Approximately 25% of Tier 3 providers have 

been registered in the national system long 

enough to have had one standard compliance 

assessment. Of these, 50% had no 

recommendations in their first compliance 

assessment. 

 

Registration Assessments 
completed from 1 January 2014 to 30 June 2017 

Primary Jurisdiction NSW 

 
Note:  There was a proportion of the providers already in the NSW 

regulatory system that transitioned to the national system and 
had no recommendations at registration 

 
Standard Compliance Assessments 

completed from 1 January 2014 to 30 June 2017 
Primary Jurisdiction NSW 

 

 

Evaluation of Service 
Standard and Targeted Compliance Assessments 

Primary Jurisdiction NSW 
 

Guidance provided by Registrar 

The Registrar’s staff focussed on performance outcomes 

rather than detailed prescription 

Clarity of Registrar’s assessment 

The Registrar made recommendations 

that were reasonable and achievable 

 
 

 
 

 Survey Response Rate FY17: 67% (n=26) 

  FY16: 47% (n=26) 
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NRSCH - common recommendation wording by performance outcomes over 4 years 
 
 As a whole, providers performed well under 

Performance Outcome 3: Community Engagement, 

with few recommendations made and no trends 

identified. The Registrar believes the absence of better 

practice guidelines for Performance Outcome 3 has 

contributed to the lack of trends being identified.  

 A significant number of recommendations were made 

across all performance areas for providers to submit 

ratified policies and procedures, which had been 

submitted in draft form at registration. 

 
 

Performance 
Outcome 

NRSCH – Trends in Recommendation Wording 
Registration and Compliance Assessments 

Tier 1 Tier 2 Tier 3 

PO1: Tenant and 

Housing 

Services 

 Improving system for 

managing and addressing 

complaints and appeals 

 Improving visibility of, or 

access to, policies and 

procedures  

 Improving system for 

managing and addressing 

complaints and appeals 

 Developing or improving 

policies/procedures for tenant 

services 

 Improving mechanisms for 

obtaining tenant feedback (e.g. 

surveys) 

PO 2: Housing 

Assets 

 Increasing satisfaction with 

maintenance, repairs and 

property conditions 

 Developing or improving 

maintenance 

policies/procedures 

 Increasing satisfaction with 

maintenance, repairs and 

property conditions 

 

 Developing or improving 

maintenance 

policies/procedures 

PO 3: Community 

Engagement 
(no trends identified) (no trends identified) (no trends identified) 

PO 4: Governance 

 Developing or improving 

system for reviewing CEO 

and governing body’s 

performance review 

 Developing, improving, or 

monitoring performance 

against strategic business 

plan 

(no trends identified) 

 Implementing, or improving 

timeliness of, CEO and 

governing body’s performance 

review 

 Developing or improving strategic 

business plan 

PO 5: Probity 

 Developing or improving 

system for notifying the 

Registrar 

 Developing or improving 

system for notifying the 

Registrar 

 Improving code of conduct and 

conflict of interest policies and 

procedures 

 Developing or improving system 

for notifying the Registrar 

 Developing or improving system 

for preventing, detecting and 

responding to instances of fraud 

and corruption 

 Developing or improving code of 

conduct and conflict of interest 

policies  

PO 6: Management 

 Improving occupancy rates 

and occupancy turn-around 

times 

 Documenting governance and 

management structures 

 Developing or improving 

management-related 

policies/procedures 

PO 7: Financial 

Viability 

 Undertaking scenario 

planning and stress testing 

 Developing or improving 

financial risk management 

strategies 

 Undertaking scenario planning 

and stress testing 

 Developing or improving 

financial risk management 

strategies 

 Providing financial information in 

the prescribed form (FPR) 

 Developing or improving financial 

risk management strategies 
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PARS performance levels identified 
 

Recommendations – PARS performance reviews 

 
 A comparative analysis of performance by 

recommendation with the NRSCH indicates 

responsiveness and continuous improvement 

would likely improve if PARS providers were 

registered under a formal regulatory system 

that incentivises business improvements and 

enables business opportunities. 

 

 Of the 67 performance assessments 

conducted by the Registrar on PARS 

approved providers over the past three years, 

there has not been a comparable shift in 

recommendation performance as for NRSCH 

registered providers. The Registrar assesses 

this is more reflective of scheme design than 

provider performance. 

 
 These 67 performance assessments, covering 

36 providers, indicate: 

 

o one provider has had no recommendations 

o 29% of providers respond appropriately to 

the Registrar’s recommendations 

o 29% of providers have fewer 

recommendations in subsequent 

performance reviews 

o 19% of providers have had increased 

numbers of recommendations 

o 15% of providers have recurring 

recommendations 

o 24% have new recommendations arising 

from subsequent reviews. 

 
 Trends in provider responsiveness align with 

an increase in provider dissatisfaction with the 

level of achievability of the Registrar’s 

recommendations. At the same time, more 

providers acknowledged the Registrar’s 

recommendations were not prescriptive and 

were outcome focussed. 

 
 

 

 
 
 
 
 
 

PARS Performance Reviews  
completed from 1 January 2014 to 30 June 2017 

 
 
 
 

 

Evaluation of Service 
PARS Performance Reviews 

 

Guidance provided by Registrar 

The Registrar’s requirements are focussed on 

performance outcomes rather than detailed prescription 

Clarity of Registrar’s assessment 

The Registrar’s recommendations 

were reasonable and achievable 

 

 
 

 Survey Response Rate FY17: 33% (n=6) 

  FY16: 63% (n=10) 
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PARS common recommendation wording by performance areas over 3 years 
 

 The main areas of improvement required in 

recommendations spanned most performance areas 

as shown in the table below. 

 

 Improvements in recommendation performance are 

especially noted in the areas of: 

o fairness and tenant satisfaction 

o tenants’ complaints, appeals and overall 

satisfaction 

o sustainable tenancies and communities 

o monitoring of support arrangements. 

 

 Decline in recommendation performance is noted in 

the areas of: 

o asset maintenance 

o protecting community investment 

o financial forecasting. 

 

 
 

Performance 
Area 

PARS - Trends in Recommendation Wording 
Registration and Performance Reviews  

Class 3 and Class 4 

PA 1: Fairness and Tenant 

Satisfaction 

 Updating and implementing tenancy management policy and procedures 

 Developing or improving complaints and appeals policy and procedures 

 Developing or improving system and reporting on feedback and service improvement 

PA 2: Sustainable Tenancies and 

Communities 

 Developing or improving tenants’ needs policy and procedures 

 Developing or improving system and reporting on adequacy of tenants’ support 

arrangements with other providers 

 Developing or improving system and reporting on tenants’ support outcomes 

PA 3: Asset Management 

 Improving maintenance planning 

 Improving maintenance budgeting 

 Increasing financial provision for cyclical maintenance 

PA 4: Sound Governance 

 Developing, implementing and monitoring governance training plan 

 Improving strategic and operational/business planning (only applicable to Class 3) 

 Improving risk management system 

 Developing or improving compliance polices and procedures 

 Developing or updating delegations’ schedule 

PA 5: Probity 

 Updating fraud prevention, management and reporting policy and procedures 

 Improving conflicts of interest management system 

 Ensuring written agreement with code of conduct 

PA 6: Protecting Community 

Investment 

 Improving financial management, control, risk and performance management 

 Addressing actions in audit management letters  

PA 7: Efficient Delivery of Aboriginal 

Community Housing 

 Reducing rental arrears 

 


