
ANNUAL REPORT

1



Watch the video online

Go the link for more information

Download online

Photo gallery online

This annual report is also available online that allows you to experience video, photo galleries, audio and 
additional rich content on your computer, laptop or smart device.

www.annualreport.evolvehousing.com.au

Photo gallery online

Watch videos online

1



Contents
3 About this report
5 Vision, Purpose and Values
7 Who we are
9 Our housing portfolio

15 Message from Board Chair and CEO

21 Our Performance

36 Housing Insights
36 Build it. But will they come? 
40 Is the Journey Home a mine field for our vulnerable?

45 Our Board and Management
45 Board of Directors

49 Our Governance

55 Organisation Chart
58 General Executive Team (GET)
61 Senior Management Team (SMT)
63 Residents Council
66 Work, Health and Safety (WHS)

68 Resident Services
71 Evolve Housing for Youth (EHY)
74 Private Market Housing (PMH)

More information can be found on the
company website, annual report website 
and via our social media channels.

106 Developments Delivery
108 Completed projects
113 Projects under construction

115 Commercial Operations
117 Advocacy

123 Corporate Services
126 Information and Communication 

Technology (ICT)
127 Marketing and Communications

135 Our Finances
138 Our report card 2010-15

139 Our financial performance 2015
143 Five-year financial results at a glance

145 Our People
149 Our people and culture snapshot

153 Our residents
153 Our residents snapshot

161 Abbreviations

162 Bibliography

45 The Journey Home stories
45 Roxana’s story 
75 Roma’s story
79 Mat’s story

108 Adela’s story
115 Deanne’s story
126 Lola’s story

78 Resident satisfaction
101 Our volunteers

156 2015 Tenant Satisfaction Survey 
snapshot

159 Our partners

2



The Evolve Housing annual report is a narrative 
report in which we aim to communicate our 
organisation’s story to our stakeholders. The 
annual report will focus on our activities during 
2014-15 and how we as an organisation are 
delivering on our purpose. This includes:

• Setting out our organisational purpose 
and our objectives, as well as the 
strategies and activities put in place to 
meet these objectives. Discussing how 
our activities unfolded during 2014-
15, how well we delivered against our 
strategic and business plan and how this 
compared to prior years.

• Reporting in a balanced manner, sharing 
our successes and also the areas that 
could be improved.

• Being transparent and accountable 
for our audited financial performance 
during 2014-15 including reporting on 
our performance against targets in our 
business plan and against previous years.

• Sharing our future goals, our strategy 
and expectations for the coming year.

About this report
Our audience

Our annual report has been designed and 
written to cater for all our stakeholders which 
includes but is not limited to:

• Residents, applicants and recipients of 
our housing management services

• Communities 
• Federal, State and Local Governments 
• Employees
• Volunteers
• Partners including support partners 
• Creditors
• Corporate sponsors
• Media
• Members of the company
• Donors and potential donors
• Funding agencies

Acknowledgement

Evolve Housing would like to acknowledge the 
traditional custodians of the land on which we 
work and we pay our respects to elders, past, 
present and future.

Accessibility

Evolve Housing’s annual report is delivered in 
accessible formats to cater for our audiences, 
who have varied physical, educational and 
technological capabilities. The annual report 
design and digital format has been created 
to WCAG 2.0 AA accessibility standards and 
features high contrast colours, readable 
text, captioned video and images. The digital 
version of the annual report is a micro-site 
designed specifically for ease of navigation and 
readership.

The content has been written in plain English 
so that is easy to understand. Content is also 
available in text alternatives, such as a text 
only version, as a PDF and also in the digital 
format.

Evolve Housing has a commitment to the 
progressive enhancement of our annual report 
content, including increasing the accessibility 
of third party content used in the annual report 
such as YouTube.
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Family of Evolve Housing residents at the 2014 End of Year Festive Celebration
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Our strategic plan

Evolve Housing developed a three year 
strategic plan that identifies the objectives 
and business goals critical to the delivery of 
our core purpose. 

Evolve Housings’ purpose is to be a leader 
in the development and delivery of effective 
housing and support solutions to our diverse 
communities through: 

Providing quality social and 
affordable  housing services and 
solutions (including housing for 
key workers and the homeless)

Providing educational, social and 
resident engagement programs 
for our residents

Community regeneration

Our vision, purpose and our values

Our strategic objectives and goals are included 
in our annual business plans and individual 
Key Performance Indicators (KPIs). 

The objectives and goals are detailed  in 
our Strategic Plan 2013–16 named ‘GESS’, 
an acronym created for our four strategic 
objectives:

• G -  Growing the business
• E - Enhancing business practice
• S - Sustaining tenancies
• S - Strengthening communities

In this report, we measure our performance 
against our business plan objectives and KPIs 
for 2014–15, which are aligned with our three-
year Strategic Plan 2013–16 (page 22).
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Who we are
Evolve Housing is the trading name for 
Affordable Community Housing Limited. We 
are a Global Mark accredited Tier-1 registered 
Community Housing Provider (CHP), 
headquartered  in Parramatta, Sydney. 

We began as an amalgamation of Cumberland 
Housing Co-operative Limited and Western 
Suburbs Community Housing Co-operative 
Limited and commenced operations as 
Affordable Community Housing Limited on 
the 13th of May 2008. 

On the 18th of June 2012 we commenced 
trading as Evolve Housing.

At 30 June 2015, Evolve Housing owned 
or managed 3820 properties throughout 
Australia. Of these Evolve Housing exclusively 
manages 2751 properties in NSW across 26 
Local Government Areas.

For the purpose of the Evolve Housing annual 
report we only primarily report on Evolve 
Housing exclusively owned or managed 
properties.

Evolve Housing: 
• is registered with and regulated by 

the National Registrar of Community 
Housing.

• is a charity registered with the 
Australian Charities and Not-for- profits 
Commission (ACNC).

• is an Australian public  company, limited 
by guarantee, which was registered on 
25 September 2007.

• receives GST concession, income tax 
exemption and FBT exemption.

• is endorsed as a deductible gift recipient 
from 1 October 2007.

• is governed by a skills-based board 
of eight non-executive directors who 
are elected by the members of the 
company.

• is a member of the NSW Federation of 
Housing Associations, PowerHousing 
Australia, the Parramatta Business 
Chamber and part of a network of over 
120 CHPs operating throughout NSW.

Further information on our governance is on 

page 49 of this annual report and available on 
our website at at www.evolvehousing.com.au.

As a CHP, we recognise our responsibility to play 
a greater role in the supply of fit for purpose 
social and affordable housing. Our strategy has 
been to increase our housing supply to match 
the diverse mix of  household types. 

Evolve Housing properties are located across 
26 local government areas with 60 per cent 
located  in the high need area of western 
Sydney where the waiting time for social 
housing is 10+ years. Our asset development 
plan is aimed at continuing to grow housing 
supply with a particular focus being on high 
population growth areas such as Metro and 
Western Sydney. 
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Evolve Housing staff member and ASA Football  Trainer at 2015 April School Holiday Fun Day
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Holroyd 299 properties

Bankstown 686 properties

Sutherland  37 properties

Liverpool 73 properties
Campbelltown 2 properties

Fairfield 73 properties

Parramatta 498 properties

Blacktown 381 properties
Penrith 118 properties
The Hills Shire 4 properties

Hornsby 5 properties

Warringah 38 properties

Auburn 137 properties

Ryde 77 properties

Canada Bay 34 properties

Hunters Hill 2 properties

Leichardht 3 properties

Strathfield 3 properties

Hurstville 17 properties
Kogarah 6 properties

Rockdale 15 properties
Canterbury 157 properties

Ashfield 23 properties
Burwood 7 properties

Marrickville 64 properties

Our housing portfolio
A map identifying the properties we currently manage across the 26 local government areas.
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Holroyd 299 properties

Bankstown 686 properties

Sutherland  37 properties

Liverpool 73 properties
Campbelltown 2 properties

Fairfield 73 properties

Parramatta 498 properties

Blacktown 381 properties
Penrith 118 properties
The Hills Shire 4 properties

Hornsby 5 properties

Warringah 38 properties

Auburn 137 properties

Ryde 77 properties

Canada Bay 34 properties

Hunters Hill 2 properties

Leichardht 3 properties

Strathfield 3 properties

Hurstville 17 properties
Kogarah 6 properties

Rockdale 15 properties
Canterbury 157 properties

Ashfield 23 properties
Burwood 7 properties

Marrickville 64 properties

Property type

Bedroom type

Property type 2012/13 2013/14 2014/15

House 680 693 668

Group home 11 15 23

Town house 321 343 367

Duplex 50 56 62

Unit 1,099 1,104 1,330

Villa 88 102 106

Studio 46 46 195

Apartment 0 140 140

Total number of properties* 2,295 2,499 2,751*

Bedroom type 2012/13 2013/14 2014/15

1 room 280 437 380

2 rooms 1,115 1,137 1,283

3 rooms 597 613 621

4 rooms 224 230 232

5 rooms 30 32 30

6+ rooms 3 4 4

Bedsit 46 46 201

*Excludes Partnerships and Joint Ventures
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Sustainable, accessible and 
community-centred housing

As a community minded and community 
driven organisation, we are actively involved 
in housing projects and community initiatives 
that deliver sustainable design and provide 
for long term viability. Drawing on our sector 
experience and knowledge, we ensure 
housing designs provide functional longevity 
by being energy efficient, greener, accessible 
and where possible, adaptable.

Our Supported Accommodation Innovation 
Fund (SAIF) developments are recognised to 
meet this criteria by achieving Livable Housing 
Platinum Level Compliance. Evolve Housing 
was the first under the SAIF initiative to be 
awarded the Platinum Performance Level 
compliance and has since achieved Livable 
Housing Guidelines Platinum Level compliance 
on other developments.

Evolve Housing believes that the provision 
of community and resident engagement 
programs is as important as providing homes. 
Through partnerships, Evolve Housing has 
a ‘Training People for life’ program to help 
residents gain professional and life skills 
that can help them cross the social and 

economic divide. By breaking the cycle 
of unemployment and promoting social 
inclusion, residents become more engaged 
in their community, delivering positive 
social and economic outcomes that are both 
sustainable and beneficial to the community.

Growing affordable housing 
supply

Evolve Housing recognises that CHPs need to 
play a greater role in the supply of housing 
which is reflected in our three-year strategic 
plan and annual business plans. Our Strategic 
Plan 2013–16 sets the foundation for this 
growth.

Through strong financial planning and 
risk management, Evolve Housing is well 
positioned to maximise opportunities 
that increase housing supply in Australia 
and deliver our mission of being a major 
contributor to the relief of homelessness and 
housing stress.

During 2014-15 we increased our property 
portfolio to 2,751 properties in NSW and 
1069 properties in Tasmania. While  this 
is a 10 per cent growth in NSWit includes 
only modest growth of affordable housing 

properties. Although our growth target was 
to increase the number of affordable housing 
properties to 1000 during the 2014-15 year, 
our affordable housing portfolio increased 
slightly to 465 properties.

The cancellation of a major Parramatta 
development negatively impacted projected 
growth, however  Evolve Housing won a 
tender to purchase land from Urban Growth 
in Penrith. Plans are now well progressed for 
Evolve to proceed with the development of 
268 housing properties  in a high need area 
of Western Sydney of which 50% will be 
affordable.

With our portfolio of properties we are able 
to assist and provide homes to over 10,000 
people who were homeless or in housing 
stress in NSW.

Our properties

Social Properties
Evolve Housing leases and manages capital 
properties on behalf of Housing NSW. These 
include existing public housing properties, 
such as Housing NSW stock for which 
Evolve Housing has long-term management 
responsibility, along with properties 
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As a CHP Evolve Housing allocates community housing properties to eligible tenants 
from the Housing Pathways housing register (www. housingpathways.nsw.gov.au)

Evolve Housing is responsible for the allocations, tenancy management, property 
management, responsive and planned maintenance for these properties on behalf of 
Housing NSW. 

Housing NSW specifies rents through the Community Housing Rent Policy, set at 25 per 
cent of assessable income, plus 100 per cent of Commonwealth Rent Assistance (CRA), 
and Evolve Housing retain all rental income.

Leasehold Properties 
Evolve Housing has sourced and leases an additional 558 properties from the 
private sector to house eligible tenants on the social housing waiting list.

Vested Properties 
Property title is vested with the CHP, however the NSW Government holds a 
caveat on the title to protect its investment. A caveat acts as an injunction to the 
Registrar to restrain registering any dealings with the land without the caveator’s 
consent, in this case being the NSW Government. Introduced in 2010, Evolve 
Housing received vested properties in 2013-14. From the vesting Evolve Housing 
will leverage to develop additional social and affordable housing. 

Affordable Properties

Private Market Properties 
Evolve Housing manages affordable properties on behalf of property owners 
through a property management agreement or contract. A property management 
fee is charged for the housing and property management services that we provide.
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2013 2014 2015 2014-15

Tenancy Type Total Total Total % change No. increase

Social 1362 1471 1728 17% 257

Affordable

320 453 465 3% 12

Evolve Housing 104

Private Market Affordable 361

Leasehold 575 575 558 -3% -17

Totals 2257 2499* 2751** 10% 252

Properties by Program, 2013 -15

2013

Leasehold

Affordable

Social

2014

2015

1362

1471

1728

320

453

465

575

575

558

*excluding 50 Maintenance Outsourcing Program Properties (MOP) and Joint venture property numbers are not included, such as Centacare 
Evolve (www.centacareevolve.com.au) or Evolve Pacific
** Excludes properties in partnership or through joint venture relationships
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2014-15 was a rewarding year for all of us at 
Evolve Housing.  The company continued to 
deliver high quality services for our residents 
while at the same time expanding the supply 
of housing we have available through our 
own building program and through our joint 
ventures with several allied partners.

Operational and Financial Results

Evolve Housing had a total revenue (excluding 
other contribution) of $44.49 million 
and an operating surplus of $9.9 million, 
representing a most satisfactory result for a 
Community Housing Provider (CHP).

 Although the company is classed as a ‘not for 
profit (NFP) entity’, we strive hard to generate 
a surplus each year.  We do this by improving 
the efficiency with which we deliver our 
services and new properties.  A surplus 
indicates that we are working efficiently and 
effectively. Surpluses are then put back into 
our business to provide new and improved 

housing accommodation to help and support 
more families that are suffering housing 
stress. 

Significant Events for the Year

We are proud of the number of awards 
and achievements that our company was 
honoured to receive in the last year.  These 
awards are recognition of the excellence 
with which Evolve delivers its services.  Of 
particular note is the Telstra Business Woman 
of the Year for Innovation Award which 
was awarded to our CEO Andrea Galloway. 
All of us who know and work with Andrea 
are impressed by her energy, enthusiasm, 
innovation and dedication. This award clearly 
demonstrates how fortunate we are to have 
a leader with her drive and vision.

In 2015 we fully incorporated Evolve Housing 
for Youth (formally Western Housing for 
Youth) into the business to support to young 
people in housing stress.

Corporate Governance and Board 
Appointments

During 2014-15 the Board commissioned 
an external review of the effectiveness with 
which the Board operates and how the 
Board works with the executive.  The review 
was supportive of the progress that has been 
made as we transition the company for the 
housing and commercial challenges that we 
foresee ahead. The review provided us with 
excellent guidance and ideas for ongoing 
improvement in the way we work.

As part of the transitioning we now have 
only two formal committees of the Board 
– the Governance, Nominations, and 
People Committee; and the Finance, Risk, 
and Audit Committee – in addition to ad 
hoc committees that form to oversee new 
ventures and major investment projects.  All 
Directors participate on at least one of the 
committees.

Message from the Board Chair
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Evolve Housing Chair Paul Howlett

During the year Rosemary Bishop stood down 
as a Director of the Company.  Rosemary 
had been a Director of the Company since 
its formation in 2008.  Rosemary was Chair 
of Evolve Housing for three years and 
has departed to concentrate her efforts 
as CEO of the newly formed organisation 
3Bridges Community.  I would like to take 
this opportunity to thank Rosemary for 
her dedication and heartfelt service to our 
residents and the Company and to wish her 
every success as she strives to build 3Bridges 
Community.

I welcome Natalie Walker to the board. Natalie 
joined as a Director in August 2015 and brings 
a wealth of knowledge and experience to the 
Evolve team. We look forward to working 
with her.

Outlook

The 2015-16 financial year has started out as a 
busy and exciting time with little expectation 
that things will slow down in the community 
housing sector.  There are significant changes 
afoot in government policy and strategy on 
homelessness and housing affordability; we 

are seeing on-going growth in our delivery 
pipeline for extra social and affordable 
housing; and our service delivery for housing 
and support for all of our residents continues 
to expand in many directions and aspects.
 
Our team at Evolve Housing is ready for the 
challenges in the year ahead and we are all 

looking forward to supporting more of our 
residents in their individual Journey Home.

Paul Howlett
Evolve Housing Chairperson
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Message from the CEO

This year we continue to see the growing affects 
of the housing crisis on everyday Australian 
households. 

According to the 2015 Wesley Mission Report 
44 per cent of NSW households are in financial 
stress. With four out of every ten NSW 
households spending more than they earn, for 
some, homelessness could only be a pay check 
or two away. The statistics are confronting but 
the reality is we have an extreme shortage 
of affordable housing, not just in NSW but 
throughout the capital cities of Australia. 

Currently private rental and affordable housing 
is priced so that people on very low to even 
moderate incomes after paying housing costs 
cannot afford essential items such as food, 
clothing, transport, medical care and education.  
For 99.9 per cent of minimum wage earners the 
average rent of a one bedroom apartment in 
440 of Sydney’s suburbs is out of reach (Wesley 

Mission Report, 2015). The simple fact is there 
isn’t enough affordable housing located in a 
reasonable distance of where the work is. 

As a community housing provider we see 
ourselves as a champion for those most 
vulnerable to housing stress, we are in the 
second year of our 2013-16 strategic plan that 
will deliver affordable housing to  ordinary 
Australians. During 2014-15 we established 
partnerships and platforms to deliver future 
housing growth; we increased our housing 
portfolio by 10 per cent to 2,751 properties 
and provided homes to 7,620 people who were 
homeless or in housing need.  As a community 
housing provider we are on our own journey 
to position ourselves as a major contributor 
to the relief of housing stress in Australia. In 
the past 12 months as an organisation we have 
advanced and are well placed to meet these 
challenges head on.

Revenue from operating activities for this year 
has increased by 21 per cent or $7.6 million 
and our documented net surplus is $10.96 
million, an operating surplus of $9.9 million 
is an increase of $4.37 million on last year. 
Evolve Housing financial performance for this 
year has been strong and we are well placed 
to build on this during 2015-16.  

We have diversified our funding sources 
expanding our Private Market Housing 
(PMH) division which this year generated 
$495,024 in revenue to fund future housing 
developments. Over the next 10 years, based 
on current rent and an average of management 
fees we envisage PMH to continue to grow 
contributing an estimated $8.6 million in 
revenue. As a CHP our developments are 
purpose built to deliver sustainable housing 
and in 2014-15 we completed 72 purpose built 
housing developments including 15 dwellings 
for people with disability. 
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Evolve Housing CEO Andrea Galloway accepting the 2015 Australasian Housing Institute 
Award for Excellence in Social Housing on behlaf of Evolve Housing.

Our Resident Services division is in the second 
year of employing a Proactive Maintenance 
Program that ensures maximum yield, high 
standards of quality and accountability from 
our partners. Our ability to deliver best 
practice property management has aided 
in Evolve Housing being awarded the Family 
and Community Services (FACS) Acquisition 
Upgrading Project contract.  

Evolve Housing’s core role is as a social 
landlord, and we continue to invest in our 
residents wellbeing and personal growth to 
build communities that thrive socially and 
economically.  This year we had our highest 
tenant response of 34 per cent to our annual 
tenant satisfaction survey with 80 per cent of 
respondents being satisfied with the services 
we provide.  We believe that as a CHP we 
provide more than just housing and this year 
we included some questions to help show 
the personal growth of our tenants and their 
families. We refer to this path of growth as 
the Journey Home®, it is person centred 
but the commonality of each journey is the 
development of economic independence 
and social connectivity. Some facts that 
demonstrate the positive outcomes achieved 
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from the Journey Home are: 

46% of Evolve Housing tenants 
are employed and, 13% of the 

unemployed respondents to our 
survey have gained employment 

since becoming an Evolve Housing 
tenant. 

In January this year, Evolve Housing 
amalgamated with Western Housing for 
Youth creating the housing support division, 
Evolve Housing for Youth (EHY). Youth 
homelessness is a huge issue with over half 
of the 105,000 people who are homeless 
on any one night under age of 25. This year 
37 per cent of EHY tenants went on to live 
independently, demonstrating the impact 
that providing youth support has on the 
delivery of our strategy to break the cycle of 
unemployment and homelessness. 

To all of you and all of our community we need 
to work together to provide a journey home 
for those experiencing homelessness and 
housing stress.  The current system does not 
do enough to change the lives of the people 
it serves.  We need an innovative system 

that provides people with a safety net when 
they need it and a pathway to independence 
in cases where that is a realistic goal.  This 
cannot be delivered by Government alone 
and requires strong partnerships to deliver 
outcomes around housing affordability across 
the entire spectrum whether it is relating to 
disability, social and affordable housing or 
shared equity arrangements.  

We need to build housing that is 
inclusive because inclusion builds diverse 
communities.  The housing models need to be 
around disability, low, very low and moderate 
incomes.  We need to unite to champion 
the cause for affordable housing so that our 
children and our children’s children can have 
a pathway to their Journey Home®.  Without 
a place to call home it is impossible to 
sustain mental or physical health, education 
and a future of economic independence.  
The innovative models around housing and 
programmes that we have created at Evolve 
Housing are only one part of the journey 
and we are committed to providing the wrap 
around person centred supports to make 
the Journey Home® accessible to those who 
need it most. 

Again I express my sincere thanks to the 
passionate and inspiring team at Evolve 
Housing and to all those that support us 
so that we can continue to make a positive 
difference in the lives of the people we serve. 

Andrea Galloway
Evolve Housing CEO
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Evolve Housing CEO Andrea Galloway shares What home means
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Our performance 
Our strategic objectives and our definitive 
and measurable business goals, detailed 
in GESS, provide transparency on our 
performance as an organisation. All 
business goals have set KPIs against 
which the business and employees are 
measured during half yearly and annual 
reviews. 

In 2014-15, Evolve Housing completed 
the second year of our Strategic Plan 
2013–16. The following tables  summarise 
our goals, targets and results measured 
against our strategic objectives and also 
shows what we aim to achieve in 2015-
16. 

For further detail on initiatives please refer to the 
respective sections:

• Resident Services
• Development Delivery
• Commericial Operations
• Corporate Services
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Growing capacity

Increase the number of our homes (managed and 
owned) and expand our service offerings. 

We maintain a priority focus on high need areas such as 

areas. As a company we are nimble and responsive to 

making new partnerships to generate, develop
and manage new social, affordable and key 
worker housing.

Sustaining 
tenancies

Support residents to sustain 
their tenancies. We will play a leading role in the 
provision of homelessness services in Metropolitan 
Sydney. 

We will understand and respond to the needs of our 
.

As a business be a leader in raising industry standards 

Manage our financial resources to maintain stability 
and support growth and diversify funding sources 

by reducing reliance on equity from government.

Have the culture, resources systems and 
processes in place to support delivery of our 

 

Strengthen 

Enhance and strengthen the 

We will build and strengthen the way in which 

needs of residents.

G E S S
We aspire to be a major 

contributor to the relief of 
housing stress in 

Australia.

 

                   
  

                    

                
     

     
    

  

Our 3 year Strategic Plan 2013-16
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2,751 

$11m surplus Equity grew to 

$189.9m,
over a $10 million increase on last year

$495,024 revenue generated 
from Private Market Housing

Revenue from operating activities 

increased 
by 21%  
( $7.6 million) in 2014-15

Diversified revenue streams 

almost tripled in growth to 

$1.95m
 A $1.4 million increase on last year

43% increase in 
a�ordable housing 
delivered with Evolve Housing capital 
contribution on NRAS development in Harris 
Park 

properties in Australia

We enhanced business practiceWe grew our capacity

developed and 
implemented a 

2014/15 People & 
Culture Strategy 

Won 13 industry recognised awards 
including the 2014 Telstra Business Women’s Award National Winner for Business 
Innovations for our CEO Andrea Galloway 

Awarded 
major Government 
maintenance contract

$1.8m saving on operating costs

Saved $147,653 on repairs and maintenance
reduced responsive works spend by $790,173 versus 2013-14  

of NSW Australian 
Housing Institute 
Excellence in 
Social Housing Award

Audited 50% 
of all responsive 
maintenance work 

FUTURE PROOFING 
framework  created and phase 1 
implemented

completed
1284 telephone audits

23



2,751 

$11m surplus Equity grew to 

$189.9m,
over a $10 million increase on last year

$495,024 revenue generated 
from Private Market Housing

Revenue from operating activities 

increased 
by 21%  
( $7.6 million) in 2014-15

Diversified revenue streams 

almost tripled in growth to 

$1.95m
 A $1.4 million increase on last year

43% increase in 
a�ordable housing 
delivered with Evolve Housing capital 
contribution on NRAS development in Harris 
Park 

properties in Australia

We enhanced business practiceWe grew our capacity

developed and 
implemented a 

2014/15 People & 
Culture Strategy 

Won 13 industry recognised awards 
including the 2014 Telstra Business Women’s Award National Winner for Business 
Innovations for our CEO Andrea Galloway 

Awarded 
major Government 
maintenance contract

$1.8m saving on operating costs

Saved $147,653 on repairs and maintenance
reduced responsive works spend by $790,173 versus 2013-14  

of NSW Australian 
Housing Institute 
Excellence in 
Social Housing Award

Audited 50% 
of all responsive 
maintenance work 

FUTURE PROOFING 
framework  created and phase 1 
implemented

completed
1284 telephone audits

1,288 

Connected communities through

96 Local Resident Group meetings 

Evolve Housing for Youth 

tenants went on to live 
independently

of  Annual Tenant Satisfaction Survey respondents 
reported our service areas as
acceptable or higher

21% 
of weekly Evolve Housing neighbourhood 
social engagements are with non-Evolve 
Housing residents

70% 
of Evolve Housing tenants 
mix socially with neighbours at least 
once per week

increase 
in tenant employment 
since becoming an
Evolve Housing tenant

13%46% 
of Evolve Housing tenants 
are employed on a full time, casual, 
contract or part time basis.

residents participated in
 our resident engagement 
activities

Facilitated 
two money management workshops 
targeting residents in rental arrears, in 
partnership with Wesley Mission.

We supported residents to sustain their tenancies

34% of our tenants responded 
to our annual tenant survey 

our highest 
result in 
3 years

Produced 

2 instructional 
videos
 to improve information 
accessibility for our tenants

Audience reach of 
750,000 people 
through online communications 

of all calls 
were 
answered 
the first 
time

88% of respondents to our tenant repair card 
reported calls, voicemails and emails were answered 
in a timely manner 

Improved customer service with a 

43% increase 
in answered calls 

We strengthened people and communities 
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Goal Target Result Goal for 2015-16
1.1 Maintain a priority 
focus in Sydney while 
exploring opportunities 
in other areas

Expand the social and affordable 
housing portfolio 

Private Market Housing  (Affordable)
portfolio more than doubled, increasing to 
361 properties

Expand our housing portfolio by 10%

1.2 Be responsive 
to opportunities 
and  maintain an 
appropriate risk profile
 

1.2.1 Target new developments in 
high need areas Delivered 57 homes  in Western Sydney Commence construction of 268 dwellings 

in Western Sydney

1.2.2 Complete 3 mixed tenure 
developments

Delivered 3  mixed  tenure developments 
totalling 62 homes Complete 3 mixed tenure developments

1.2.3 Expand developments 
through partnerships

Secured development partnerships with:
• Pacific Link Housing Ltd (PLH) 85 Units
• Payce Consolidated Ltd (Payce) 268 

Units 

Commence construction of 268 dwellings 
in Western Sydney

1.3 Build strong 
partnerships for 
housing outcomes

1.3.1 Strengthen expertise and 
partnerships around NDIS

Explored financing models with multiple 
organisations

Partner with the Disability sector around 
accommodation models

1.3.2 Continue emphasis 
on partnership and merger 
opportunities

• Merged with Western Housing for 
Youth

• Formed Joint Venture with PLH
• Formed partnership with Payce 

Establish partnership opportunities to 
deliver mixed tenure developments

1.3.3 Establish partnering with 
disability support organisations

Partnered with RASAID to deliver 15 
tenancies at Smalls Road, Ryde NSW 

Partner with disability support 
organisations to deliver person centred 
disability housing

1.3.4 Management of Western 
Sydney Homeless Connect (WSHC) 
2015

The lead organiser for Western Sydney 
Homeless Connect (WSHC)

Lead and grow the Western Sydney 
Homeless Connect Event in 2016

Growing the Business
Increase the number of our homes (owned and managed) and expand our service offerings
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2015 Western Sydney Homeless Connect at Parramatta Town Hall
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Goal Target Result Goal for 2015-16
2.1 Manage 
our financial 
resources 
 
 

2.1.1 Develop a broad Investment Strategy Draft Investment Strategy completed Finalise Investment Strategy

2.1.2 Implement Standards based on gap 
analysis

Delivered state and federal government 
compliance reporting, including Tier 1 
NRSCH 

Maintain state and federal government 
compliance reporting, including Tier 1 
NRSCH

2.1.3 Implement NSW Disability Service 
Standards

Completed legal arrangements with ADHC Identify and leverage accommodation 
opportunities for people living with 
disability in line with the NDIS

2.1.4 Implement compliance to comply 
with Australian Privacy Principles

Implemented a review of the company 
approach to comply with Australian Privacy 
Principles

Implement improvements as identified 
against Australian Privacy Principles

2.1.5 Develop efficient models around 
responsive and planned maintenance

• Maintenance expenditure delivered 
under budget 

• Increased contract work 10%

• Reduce average cost of repairs
• Introduce a responsive audit regime
• Meet all planned works commitments

2.1.6 Establish pilot programme for shared 
equity arrangements

Participated in collaborative sessions with 
other CHP’s

Establish pilot programme for shared 
equity arrangements

2.2 Diversify 
funding 
sources 

2.2.1 Establish partnerships that are 
aligned to our strategy and purpose

Formed Joint Venture with PLH called 
Evolve Pacific Developments 

Continue to partner to grow the supply of 
social and affordable housing 

2.2.2 Implement a document control 
system 

Implemented a review of internal policies 
and procedures against requirements and 
identified areas for improvement

Implement improvements as identified by 
2014/15 review 

2.2.3 Drive the creation of financial and 
business models that deliver a range of 
accommodation outcomes

Reviewed options along with drafting a 
framework for a Disability Model  

Create partnerships and a Disability 
Accommodation Model for a pilot project 

Enhance Business Practice
Be efficient, productive and responsive
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Goal Target Result Goal for 2015-16

2.3 Build the 
culture and 
resources 
to achieve 
our strategic 
objectives

2.3.1 Ensure ongoing compliance with 
Australian WHS Standards 

Developed a new risk management 
framework compliant to AS/NZ 
ISO31000:2009, together with associated 
policies and procedures

Implement business policies and end-to-
end processes that deliver risk mitigation 
benefits

2.3.2 Implement key reforms with respect 
to staff safety

Completed an operational risk assessment 
into staff safety

Deliver workplace health and safety staff 
training

2.3.3 Undertake continuous improvement 
People & Culture (P&C) best practice 

• P&C Strategy developed and 
implemented

• Strengthened HRMS foundations  

Deliver enhanced systems, policies and 
processes that are accessible and current 

2.3.4 Design an employee engagement 
strategy

• Sourced employee opinion survey 
• Strengthened staff engagement 

through “Connections” 

Develop a workforce that has the 
capability and capacity to deliver on the 
company's strategic objectives

2.3.5 Enhance the effectiveness and 
capability of the Performance Review 
Program (PRP)

• User friendly PRP process implemented
• Person centred employee learning & 

development plans developed

Develop a positive organisational culture 
and an engaged workforce

Evolve Housing and Mission Australia Housing staff at their joint 2015 April School Holiday Fun Day
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Goal Target Result Goal for 2015-16

2.4 Have 
appropriate 
systems and 
processes

2.4.1 Design a Future Proofing Business 
Technology Program Implemented phase 1 of the program

Enhance our housing management system 
to improve the timeliness, accuracy and 
completeness of communication with our 
residents

2.4.2 Develop and manage a Company 
Risk Register for all services 

Implemented a review and developed an 
enhanced Company Risk Register Complete the review of all services 

2.4.3 Continuous business improvement 
around all policies

Identified opportunities to improve the 
business process around all policies

Implement identified improvements to 
the business process around all policies

2.4.4 Reduce all risk ratings and complete 
further comprehensive operational risk 
review

Identified opportunities to reduce all risk 
ratings through a complete comprehensive 
operational risk review 

Implement identified opportunities to 
reduce all risk ratings and continue to 
improve through continual review

2.4.5 Develop record management 
protocol and system across the business

Implemented a review of record 
management protocol and system

• Resident services audit 10% of tenancy 
files for appropriate documentation 

• Complete review and implement 
improvements to record management 
protocol and systems

2.4.6 Retain Tier 1 National Registration Retained Tier 1 National Registration Maintain and to be business ready for the 
review

2.4.7 Achieve NSW Disability Service 
Standards accreditation In progress but not achieved Achieve NSW Disability Service Standards 

accreditation

2.4.8 Undertake a Future Proofing 
Business Technology Review

Framework drafted and phase 1 
implemented

Future Proofing Strategy finalised and 
programs developed

2.5 Be a leader 
in raising 
industry 
standards

2.5.1 Implement a Social Impact 
framework 

Commenced measuring social impact: 
social integration and inclusion, health and 
wellbeing, personal growth

Continue to measure and build on 
research framework to demonstrate our 
social impact and value as organisation

2.5.2 Explore corporate partnerships
Numerous partnerships achieved including 
ongoing partnerships with Mission 
Australia Housing and Wesley Mission

Establish corporate partnerships that help 
deliver on social outcomes
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Goal Target Result Goal for 2015-16

3.1 Play a 
leading role in 
the provision of 
homelessness 
services in Sydney 

3.1.1 Focus on increased involvement 
in community engagement through 
collaborative partnerships

• Created a partnership with LikeMind
• Led partner consortia for Western 

Sydney Homeless Connect

Lead and grow the Western Sydney Homeless 
Connect Event in 2016

3.1.1 Participate in networks, panels, boards 
and forums on homelessness and housing 
stress 

• Participated in 36 engagements at 
local, state and federal levels

• CEO is a member of The Salvation 
Army Australia Advisory Board 
and the NSW Business Chamber - 
Western Sydney 

Continue to participate in networks, panels, boards 
and forums with the focus on directing strategy of 
our organisation 

3.2 Understand 
and respond to 
the needs of our 
residents

3.2.1 Report on and communicate the 
results of tenant survey to implement 
process reform where necessary 

Annual Tenant Survey had a response 
rate of 34%

Achieve higher response rate of Annual Tenant 
Survey. Establish targeted surveys and grow the 
Community Voice Panel to increase resident & 
tenant insights

3.2.2 Further target resident engagement 
activities to inform the development of a 
social impact measurement framework 

11 Social impact questions included in 
2014/15 survey 

Establish additional social impact questions to better 
demonstrate 'Journey Home' continuum housing 
model

3.2.3 Engage residents suffering financial 
hardship in our money management 
training to assist in preventing 
homelessness

Two money management workshops 
organised for tenants at risk of losing 
their tenancy in partnership with 
Wesley Mission

• Achieve 95% resident visits 
• Reduce eviction numbers to less than 1 per 

month. Continue to run money management 
programs for at risk tenancies

3.2.4 Increase awareness and access for our 
tenants to various forms of relevant tenant 
data so they can make more informed 
decisions

Two instructional videos delivered 
to increase resident accessibility to 
information 

Produce an on-line video induction of the tenancy 
handbook to improve communications and 
information accessibility

3.2.5 Expand the use and range of our 
website and other digital and social media 
channels

Audience of over 3/4 million reached 
through digital and social media

Increase audience reach and engagement by 
creating person centred communication platforms  
to targeted audience groups

Sustaining Tenancies
Support residents to sustain their tenancies
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Goal Target Result Goal for 2015-16

4.1 Build and 
strengthen 
engagement with our 
residents

4.1.1 Establish advanced governance 
and induction programs for the 
Residents Council

All Residents Council members undertook 
governance and meeting training

Increase Residents Council 
numbers and establish sub- council 
local groups

4.1.2 Establish six new Local 
Resident Groups (LRG) across our 
property portfolio 

Six Local Resident Groups established Increase Local Resident Groups 
from six to 10 

4.1.3 Deliver targeted local 
community programs for social 
inclusion

• 1288 residents participated in programs
• Facilitated training and presentations:

o Fire and Rescue NSW – home safety
o NSW Police - personal safety
o Local Councils - recycling 

Establish new partnerships 
focussed on resident employment 
including Aged Care, Community 
Services, Business skills, English 
language and job readiness

4.1.4 Actively engage Residents 
Council in the delivery of person 
centred engagement activities 

Facilitated eight activities, 12 Residents Council 
meetings and 96 local resident group meetings 

Develop three key strategies to 
improve access for residents in the 
area of Employment and Training

4.2 Ensure our 
properties are fit for 
purpose, habitable 
and appropriate to the 
needs of residents. 

 4.2.1 Apply Livable Housing Design 
solutions in new disability housing 
developments 

Platinum Level compliance awarded for Smalls 
Road, Ryde development. The development 
incorporates Universal Housing Design 
principles and supports the requirements of 
the Livable Housing Guidelines.

Continue to apply and expand 
Livable Housing Design solutions 
in new disability housing 
developments 

Strengthening Communities 
Enhance and strengthen the communities in which we operate
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Goal Target Result Goal for 2015-16

4.3 Engage with 
partner organisations

4.3.1 Participate in partnerships and 
consortium arrangements aligning 
with strategic objectives and 
purpose

Established two new support partners Maintain existing relationships and 
increase housing  partners by two

4.3.2 Engage with the private sector 
to deliver improved financial models

Engaged with Parramatta College and  
amalgamated with Western Housing for Youth 
now called Evolve Housing for Youth

Expand Registered Training 
Organisation partnerships to three. 
Approve Educational Financial 
Grants and implement tender 
mentoring program.
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Evolve Housing CEO Andrea Galloway accepts her 2014 Telstra Business Women’s Award National Winner in the category of Business Innovations.



Awards
During 2014-15 Evolve Housing was honoured to have been recognised for numerous commercial, industry and sector awards:

2014

• 2014 Australasian Reporting Awards: 
Bronze Award for our Annual Report 
2013-2014

• 2014 Telstra Business Women’s Award 
National Winner in the category of 
Business Innovations: Evolve Housing 
CEO—Andrea Galloway 

• 2014 Telstra Business Women’s Award 
Winner for NSW in the category of 
Business Innovations: Evolve Housing 
CEO—Andrea Galloway

2015

• 2015 WSABE (Western Sydney Awards 
for Business Excellence): Finalist of the 
Award for Excellence in Innovation

• 2015 Powerhousing Australia Awards: 
Rising Star Award—Charlie Souma, 
Private Market Housing for his 
leadership in the development and 
growth of the fee for service business 

• 2015 Australasian Housing Institute 
(AHI) Awards—Excellence in Social 
Housing, Leading Innovation and 
Outstanding Achievement Award 
Andrea Galloway 

• 2015 NSW Federation Housing Awards 
Winner and National Finalist—for 
Overall Excellence in Community 
Housing and Communication and a 
Highly Commended for Innovation

See our ‘Awards’ Photo gallery online
www.annualreport.evolvehousing.com/awards
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Housing costs are unaffordable
 to the average Australian.

Australia has an estimated 
one in seven people living below 

the internationally accepted 
poverty line. 2

Build it. But will they come? 
The true cost of the suburban sprawl on the average Australian household 

As Australians we enjoy some of the most 
liveable cities in the world but our cities face 
a number of long term challenges: the need 
to improve productivity growth; provide 
affordable and accessible housing; create 
safe community spaces; meet the needs of 
a growing and ageing population; ensure an 
inclusive and cohesive society; and address 
the implications of climate change. The 2015 
Wesley Mission Report found that 44 per cent 
of NSW Households are in financial stress 
and 38 per cent spend more than they earn 
impacting health, safety and wellbeing of 
individuals and families. It is no surprise with 
such a bleak outlook in the  financial status of 
households that the housing crisis is escalating. 

According to the ACOSS 2014 Poverty Report, 
after taking into account housing costs, 13.9 
per cent of Australians are living below the 
poverty line, demonstrating the financial 
pressure placed on households by inadequate 
supply of appropriate affordable housing. The 

undersupply of appropriate affordable housing  
was evidenced by the ABS, ‘Housing and 
occupancy costs’ 2011–12 report which found 
in  2010 only 5.2 per cent of housing sold or 
built nationally was affordable for low income 
households when almost 60 per cent of lower 
income households were in rental stress. 

There is more to the cost of housing 
affordability than how much rent or mortgage 
you pay. Transportation costs are the second-
biggest budget item for most households. 
With fewer than 10 per cent of jobs in the city 
being within a 45 minute drive from where 
people live, people more often are factoring 
in transportation and travel time costs when 
making decisions regarding where they live 
and work.3

The suburban sprawl is driving single parents, 
students, artists and low-income workers out 
to suburbs that are 20 km or more away from 
CBDs of capital cities where the majority of 

jobs are located.  There are many side effects 
of suburban sprawl  including effects on a 
city’s productivity, diversity, energy and social 
cohesion. 
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The suburban sprawl impacts 
the social, health and wellbeing 
of individuals, families and 
communities.

Disadvantage is compounded in cities where 
low-income residents are priced out of the 
housing market where better opportunities 
and more highly-paid jobs exist. 

Housing Stressed 2013 Report ‘Opening 
Doors to Employment’ found that housing 
is unaffordable in all of the 40 Australian 
regions where people were most likely to 
find jobs.  Many of those employed endure 
long commutes creating congestion on both 
the roads and public transport. Extended 
travel time reduces the time available for 
connectivity with friends, family and the 
community. Studies show that diminished 
social engagement negatively impacts our 
health as it can increase obesity, diminish 
mental wellbeing ultimately reduce life 
expectancy.

Low income workers living far from 
employment opportunities are also more 
vulnerable to long-term unemployment. 

The long commutes place a heavy strain on 
families limiting women’s participation in the 
workforce and increasing family dysfunction. 
Typically women as the primary carer for 
young children and elderly relatives, need 
to find employment close to the home. The 
employment situation is slightly better for the 
male labour force with the participation rate 
in outer-Sydney suburbs about 25 per cent 
higher than the participation rate for females. 

The housing crisis highlights the need to 
facilitate the supply of appropriate mixed 
income housing by having a range of housing 
types to suit diverse household needs across 
metropolitan areas and regional cities. This 
includes the development of aged persons 
accommodation, including medium and high 
care facilities to promote social integration 
and minimise social isolation that otherwise 

can occur. 

We need affordable living choices that 
are located close to facilities and services, 
including jobs and public transport. Higher 
density mixed use developments in inner 
city areas will have people living closer to 
employment and improve productivity. 
Infrastructure support must become part of 
the plan to grow appropriate and affordable 
housing so that new outer metropolitan 
housing can access facilities, services, diverse 
education and employment opportunities. 

Provide a sustainable supply 
of affordable and accessible 
housing

So what can be done? Disincentives exist 
that impact the development and supply 

A household on average spends
 $193 per week 

on transportation
which is only $30 per week less than the 

average weekly housing cost.

37



of affordable housing.  If Government was to 
simplify complex planning rules and decision-
making processes and review associated 
taxes, this would assist  in the reduction of 
development and planning costs. This would 
make it much easier to build and therefore 
increase the supply of appropriate and 
affordable homes.

A review of tax policies is called for, with 
the purpose of encouraging rather than 
discouraging home ownership. By reducing 
the capital gains tax discount and levelling the 
playing field between investors and first home 
buyers through reform of negative gearing, 
the Commonwealth could facilitate affordable 

housing objectives  while also growing the 
Commonwealth’s budget balance.
For first home buyers the financial barriers 
to entry are the taxes and the 5-10 per cent 
deposit required for home ownership. Once 
in the housing market it’s about sustainability 
which is why housing  affordability and 
infrastructure are critical to making this work. 

Home ownership partnerships are one way 
of addressing sustainability of housing. Tax 
concessions for the purchase of new homes 
would drive new home construction while 
easing the burden of housing costs and financial 
pressures on households. Developers could also 
receive tax concessions for making available a 
proportion of affordable housing for a specified 
period of time in their developments.  This 
would create a sustainable supply of affordable 
housing and with the review of all tax housing 

Diversity is
 good for cities

“You need all sorts of people to run a city. 
You need people to clean it,

 to wipe tables, work in banks 
– all those sorts of occupations,”

 says Peter Phibbs, head of urban and regional planning in the faculty of 
architecture at the University of Sydney.

Traffic congestion is a real issue
Congestion alone costs NSW at least $5.1 billion in lost productivity annually.
Each morning about 200,000 commuters leave Western Sydney on crammed trains, packed 
buses and choked roads heading eastwards for work. 
The Bureau of Transport Statistics 2014

policies any tax concessions would be offset by 
growth.
Changing the road tax system so it is self 
funding would make available $17 billion that 
could be used to improve and increase the 
capacity of public transport infrastructure. This 
would have a positive impact in reducing travel 
time and costs associated with employment 
as well as the hidden costs of road congestion 
and vehicle collisions. 

Sources: 
• ACOSS 2014 Poverty Report
• ABS, ‘Housing and occupancy costs’ 

2011–12 
• Gattan Institiute City Limits Jane-Frances 

Kelly, Paul Donegan, 2014

38



    
   H

ID
DE

N CO
ST

S  
    

    
     

     
     

   M
ORE THAN 50% OF POPULATION GROWTH IS IN OUTER SUBURBS                                SOLUTIONS 
SUBURBAN SPRAWL

NOT AS CHEAP AS YOU THINK
The hidden costs of sprawling development paid by all Australians

NEW SUBURBS 
COST CITIES 

MORE 
than denser urban

developments

Private sector is 
now contributing 

about 

50% 
of Australia’s 
infrastructure 

investment

90% 
of Australians 
live in urban 

areas

66%
of Australians 
live in Capital 

Cities ABS 2013

2 out of 3
people go by car to 
work

The average 
Australian male 
and female is 
overweight as 
measure by BMI

SPEND $52.3 Billion 
2009/10

COLLECTED
$35 Billion 

2009/10
$17 Billion
paid from general taxes 2009/10

THE 

INDIRECT 
COSTS
OF AUTOMOBILE USE 
EST $27 Billion pa cost of road crashes in 2009/10

$13.7 Billion 
in 2011 with 
20% increase in 
congestion by 2031

... noise pollution 

& gas omissions

... the cost of road crashes 

& congestion

...travel time 

increase personal down time

Improved wellbeing and health

LEADING TO 
MORE VEHICLE 
COLLISIONS

MORE THAN 50% 
of new jobs are in the inner suburbs

AROUND 10% 
of jobs are at least a 45-minute 

drive from where they live

90% 
of the NSW population 
growth over 10 years 

is in Sydney Great 
Metropolitan

Area
... U

RBAN INFRASTURCTURE

incresed urban employment

... 
ROAD TAXES & PRIVATE 

SECTOR CONTRIBUTIO
N to

 

co
ve

r r
oad

 co
st 

defi
cit

 &
 

infra
str

uctu
re co

sts

... H
IGH DENSITY 

AFFORDABLE HOUSING 

in areas o
f employment

GOVERNMENTS 
(FEDERAL PROVINCIAL/ 
TERRITORIAL LOCAL 
COMBINED)

DEFICIT

REDUCE

Making new developments can pay 

their real costs and balance 

municipal finances to create 

more livable communities

2.8 people liv
e in

 

Austr
alia

 per s
quare 

kilo
metre

One of th
e lowest 

population densiti
es 

in th
e world

39



At Evolve Housing we believe 
that community housing is not a 
destination, it is a journey.   

As described by the Australian Human Rights 
Council the human right to housing is more 
than just access to shelter, it is a right to have 
somewhere to live that is affordable, secure, 
and accessible to facilities and infrastructure.
At Evolve Housing we take this further to 
mean that access to housing means access to 
a home, a community, and ongoing support.
 
According to Sacred Heart Mission, a homeless 
support service in Victoria, people experiencing 
homelessness are subject to a least 21 
traumatic episodes in their lives compared to 
just four events that are experienced by the 
general population. These episodes are all 
barriers to long term housing and support. 

In the face of increasing financial stress the Journey 
Home is a mine field for our vulnerable 
The true cost of the suburban sprawl on the average Australian household 

Give a person a home, watch 
them thrive

Case studies both in Australia and overseas 
clearly show that when people are provided 
with the right support and given the resources 
to make change, they will. By having a home, 
a person has access to a community and 
together the community can help that person 
to break out of the cycle of homelessness and 
disadvantage. 

In the United States, case studies in Utah and 
Florida showed that it was a better investment 
for the government to give a house to a 
homeless person or low-income earner than to 
continue to support them living on the streets. 
In Utah, the Housing First program reduced 
the cost to taxpayers per chronically homeless 
person from an average of $20,000 per year to 

$8,000 per year. The Utah government found 
that once people were given stable homes, 
then provided them support to deal with 
issues such as mental illness and substance 
abuse, their rates of returning to homelessness 
dropped significantly. 

In Australia a similar model was adopted for a 
three year study in Melbourne called Journey 
to Social Inclusion where long term homeless 
people were given stable, safe accommodation 
and then access to support services and 
counselling. The final report found that as 
many as three out of four participants were 
still in stable housing a year after the program 
ended, compared to 60 per cent of people who 
received services under the old model; the 
need for emergency health services decreased 
by 80 per cent; and there were savings to 
taxpayers of more than $17,000 per year, per 
participant. 
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Anglicare RAS 2015 found that out of 65,000 
rental properties available on one weekend,

only 2.3% were 
affordable 

for a single person on a 
minimum wage.

Australia needs 

500,000 more 
affordable rental properties for low to 

middle-income earners.

What’s our role in helping 
overcome challenges?

At Evolve Housing we believe in strengthening 
communities and in line with our strategic 
objectives, our staff work hard to do this in 
the areas we operate and strive to constantly 
improve. Our latest Annual Tenant Survey 
results show that ⅓ of tenants believed that 
their neighbourhood had improved in the last 
year, making them feel happier and safer at 
home. 

As a community housing provider, Evolve 
Housing sees its role to guide people along 
their journey to housing and helping them 
overcome challenges along the way. Evolve 
Housing provides opportunities for our tenants 
to be economically independent and socially 
active members of the community through 
programs such as employment training, 
education schemes, micro loans, scholarships, 
volunteering and household start up packs. 

The 2015 Annual Tenant Survey showed 13 per 
cent of respondents who were unemployed 
have gained employment since becoming 
an Evolve Housing tenant; 31 per cent of our 

residents are in training or studying; and 20 per 
cent of unemployed tenants are now training 
or studying to improve their employment 
prospects. These statistics show that once 
people are in social housing, they reconnect 
with the community, placing less pressure on 
social and government services and reducing 
their own personal challenges. 
While there are many issues for people 
experiencing homelessness to face on their 
Journey Home, increasingly low to middle 
income earners are also experiencing 
challenges with the escalating costs of living 
and housing.

Housing affordability is more and more 
becoming an issue for Australians, particularly 
those living in major cities. In 2015 the average 
house price in Sydney reached $1 million, with 
the average rental price reaching $500 per 
week. For many low to middle income earners, 
these increasing costs are impacting on their 
ability to fully participate in other areas of the 
community.

The recent Wesley Mission Report Facing 
Financial Stress published in May 2015 found 
that alarmingly 44 per cent of households in 
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The annual Anglicare Rental Affordability Snapshot 
(RAS) released in April 2015 found that in 2014 

1.6 million 
Australians struggled 

to pay rent

Evolve Housing has identified young people as 
priority and in the past financial year partnered 
with Evolve Housing for Youth (previously 
Western Housing for Youth) to address youth 
issues and  to deliver the complete suite of 
person centred quality services to at-risk 
youth. Evolve Housing believes it is more 
beneficial and effective to intervene early with 
young people before they become trapped in 
the cycle of homelessness.

There are many challenges that people face 
along their journey home. Every day, Evolve 
Housing staff hear the inspirational stories of 
people who have overcome huge hurdles to 

NSW were suffering financial stress and 38 
per cent were spending more than they earn. 
Since 2010 Wesley Mission found a 7 per 
cent increase in the number of households 
in financial stress. As a result of financial 
hardship, stress and anxiety were impacting 
on the wellbeing, health and safety of people 
and their families. 

The Australian Bureau of Statistics (ABS) 
defines Housing Stress as a person or family 
spending more than 30 per cent of their gross 
income on housing costs. An ABS survey in 
1982 found that around 10 per cent of home 

owners (168,000 people), were in housing 
stress. In 2011 this number increased to 
around 21 per cent of home owners (640,000 
people) who were living in housing stress. 

High housing costs are particularly a challenge 
for young people as they struggle to break into 
the property and rental market. Housing costs 
is one of the contributors to the high numbers 
of young people experiencing homelessness. 
This combined with little education or 
employment background means that young 
people are increasingly becoming trapped it 
the cycle of homelessness and disadvantage. 
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After the tragic loss of her husband 
Roxana was left to raise her two young 
sons on her own, one with autism. 
Originally from Argentina, Roxana 
and her boys had only each other as 
family.  Despite many challenges, after 
becoming a tenant of Evolve Housing, 
Roxana and her family have been able 
to rebuild their lives. Roxana has kindly 
shared the story of her family’s Journey 
Home showing that with a little help, 
support and kindness we can triumph 
over adversity.

This is their story.

My name is Roxana and I have been 
an Evolve Housing tenant for almost 
15 years now. In 2002 I sadly lost my 
husband and became a single parent. 
Six months after my husband passed 
away my youngest son Brandon, who 
was 2 years old was diagnosed with 
autism - Moderate Intellectual Delay.  I 
was dealing with a lot of hardship and 

found it increasingly hard to cope. I 
then became depressed. Fortunately 
my prior education gave me the 
strength to carry on and seek help for 
myself and my family.

As my family is all overseas, I didn’t 
have any support or people to turn to 
for help. What I did have was a safe 
and affordable house from Evolve 
Housing and financial assistance 
from Centrelink. With the assistance 
of housing and financial support I 
was able to get help for me and my 
family including early intervention, 
counselling, doctors, psychologists, 
therapists, education, and most 
importantly friends having a support 
network was so important me.

Thirteen years on…
 
My eldest son Christopher, now in his 
mid-20s graduated high school and 

Throughout our annual report we will feature 
stories from real life tenants of Evolve Housing 
who have generously shared the story of their 
Journey Home. Their stories are inspirational 
and demonstrate that housing is so much more 
than just a shelter. It provides safety, security 
and opportunity through a supported network 
for a person to re-build their life and begin their 
‘Journey Home’.

• Roxana’s story ...pg 43

• Roma’s story ...pg 73

• Mat’s story ...pg 77

• Deanne’s story ...pg 111

• Lola’s story ...pg 121

The Journey Home Roxana’s Story
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went to University. He then followed his dreams and passion for 
soccer and moved to Argentina.  He works for the Lionel Messi 
Foundation which was created with the wish that all children 
should have opportunities to make their dreams come true. I, 
Roxana remarried in 2013.

My youngest son Brandon is now 16 and attends the support unit 
at Baulkham Hills High School (selective school).  He is also an 
entrepreneur and together in June 2014 we opened a social club 
for autistic and mainstream children called Brandon’s Club, with 
funding from My Choice Matters. This year Brandon received extra 
funding from Fundability to continue his project and he also got 
his first part-time job. Brandon now an accomplished drummer in 
a local band and his dream is to became a Rock star drummer. We 
are now working towards the Brandon’s School of Rock, a space 
for teens with disability to jam with musicians.
  
To conclude I just want to say thank you Evolve Housing for your 
support in times of need. We will never forget you! Thank you for 
the affordable and safe housing for my family.

‘My Journey Home: Roxana’s Story’
Watch on our YouTube Channel: Evolve Housing
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Evolve Housing Board Chair Paul Howlett (left) and Dr Geoff Lee, Member for Parramatta (right)

Our Board and Management

Board of Directors

In addition to individual staff with the 
skill and capacity to oversee and manage 
development and partnership projects, 
Evolve Housing has a skills-based Board of 
Directors drawn from corporate, community, 
development and construction backgrounds. 
The Board is actively involved in overseeing, 
monitoring and assessing the performance 
of the organisation and contributing to the 
development of strategic objectives.

The integrity of the Board and its 
processes are maintained through a robust 
induction process and detailed governance 
documentation. This includes clearly 
defined roles, governance procedures and 
performance evaluation, and clear protocols 
for conflict management. 
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Skill area: Engineering and Management, Government, 
Private and Not-For-Profit (NFP) 

Member: Governance, Nomination and People 
Committee; Special Projects Assessment Committee, 
Finance Risk Audit Committee

Chair: Governance Committee Evolve Pacific 
Development 

Paul is Joint Managing Director of Wright Corporate 
Strategy (WCS). Paul joined WCS in 1997 and specialises 
in policy, strategy and procurement in the environment 
and waste management sectors. Paul has over 40 years’ 
experience advising all levels of government and the 
private sector as well as not-for-profit organisations 
such as the RSPCA, EcoForum and Evolve Housing.

Bachelor in Engineering

Paul Howlett 
Board Chair

Skill area: Urban, Regional and Community Development, 
Stakeholder Management, Government, NFP, Finance & 
Economics, Public Private Partnerships (PPPs)

Member: Special Projects Assessment Committee
Board Member Centacare Evolve Housing; Governance 
Committee Evolve Pacific Development 

Alan has over 40 years’ experience in urban, regional and 
community development and is a director of ASX listed FKP 
Property Group. Alan was responsible for the planning and 
development of Norwest Business Park and chairs Norwest 
Association Limited. Alan is a director of Caprock Limited and 
Wentwest Limited, chairs the University of Western Sydney 
Board of Trustees ‘Audit and Risk Management Committee 
and is an independent member of various Audit and Risk 
Committees including NSW Land and Housing Corporation 
and the NSW Department of Planning and Infrastructure.

BBUS, ALGA, FCPA, FAICD, LRCA

Alan Zammit

Skill area: Strategic Planning and Risk Management, 
Finance, Corporate Governance, Corporate Strategy 
and Services

Chair: Governance, Nomination and People Committee

In 2015, Rhonda received the Order of Australia (AM) 
for significant service to higher education through 
governance and leadership roles, and as an advocate 
for social justice and gender equity. Rhonda recently 
retired as Deputy Vice-Chancellor at the University 
of Western Sydney, where she led Corporate Strategy 
and Services and was responsible for functions 
including Finance, Capital Works and Facilities, Student 
Services, Strategic Planning and Quality Management, 
Organisational Development, Policy and Governance, 
Legal Services, Audit and Risk Management, Marketing 
and Communications, Human Resources and Equity 
and Diversity.
BSc, Master of Public Policy, AICD, FAICD, AFAIM

Rhonda Hawkins 
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Skill area: Government, Public Policy, Economic 
Development, Partnerships

Member:  Special Projects Assessment Committee

David is the Western Sydney Director of the Sydney 
Business Chamber. Prior to entering public life, David 
worked as an Urban Planner and adviser to the 
Minister for Planning. At 30 years of age he became 
the youngest person to hold the office of Lord Mayor 
of Parramatta, where he served for three terms. In 
2007, David was elected to represent the Granville 
electorate in the NSW Parliament. He served as 
Minister for Western Sydney, Minister for Housing and 
Minister for Roads, as well as Assistant Minister for 
Transport in the NSW government.

Bachelor in Economics

David Borger 

Skill area: Accounting, Corporate Governance, 
PPPs, Investment Banking, NFPs

Chair: Finance Risk Audit Committee 

Member: Special Projects Assessment 
Committee; Board Member Centacare Evolve 
Housing 

Philip is qualified as a chartered accountant and 
has spent more than 25 years in the investment 
banking and finance industry delivering 
project and infrastructure finance and public/
private partnership solutions. He has extensive 
experience in the financing of social and 
affordable housing projects. Philip is a Graduate 
Member of the Australian Institute of Company 
Directors, with a strong interest in corporate 
governance principles.
Bachelor in Economics, GAICD

Philip Frost

Skill area: Government, Change and Risk 
Management, Urban Regeneration, Property 
Development, Stakeholder Engagement

Chair: Special Projects Assessment Committee

Member: Finance Risk Audit Committee

Dr Robert Lang was the CEO of Parramatta 
City Council and also has over 13 years’ 
experience as Chief Executive Officer, including 
at Sydney Harbour Foreshore Authority and 
Pacific Power. He has significant experience 
as a director and has been a member of 13 
Boards of Directors, including not-for-profits, 
private companies and government statutory 
authorities.

Ph.D, Bachelor in Engineering, BSc

Dr Robert Lang
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Initial Appointment 18 August 2015

Skill area: Social Enterprise, Governance, Operations, Social 
Policy Design, Social Impact, Impact Investment, NFP

Member: Governance, Nomination and People Committee

Natalie has over 15 years experience across small business, 
government, not for profit and corporate sectors in various 
management and non-executive roles. Natalie brings deep 
knowledge and expertise in social enterprise governance, 
leadership and operations, social policy design, impact 
investment, and creation of social impact. In 2012, Natalie 
was named as one of Australia’s 100 Women of Influence. 
Natalie is the Director of the Australian Indigenous 
Leadership Centre and sits on the National Australia Bank’s 
Indigenous Advisory Board.

Masters Degree in Economics, BA Psychology

Natalie Walker

Skill area: Executive Leadership, Commercial, People 
and Culture, Change Management

Member: Governance, Nomination and People 
Committee

Kay has more than 25 years of experience in global 
executive leadership at Qantas Airways and Virgin 
Australia Airlines, and is presently Group General 
Manager People, Culture and Communication at 
GWA Group Limited. Kay is a member of The Global 
Foundation and a former director of CARE Australia 
and Bestest (the Best of the Best Kids Charity).

CAHRI, AFAIM, GAICD

Kay Veitch

Retired 16 December 2014

Skill area: Social Policy, Organisational Development, 
Change Management, NFP

Member:  Governance, Nomination and People 
Committee, Finance Risk Audit Committee

Rosemary is the CEO of 3 Bridges Community. Prior 
to that, she was the CEO of Mamre Plains – a Sisters 
of Mercy project. Rosemary is also a Director of 
Interdependent, a consultancy service that provides 
change management, coaching and strategic planning.

MBA, BA(Hons), Dip ED, GMAICD, 
Prosci Change Management

Rosemary Bishop
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As a Tier 1 nationally registered and Global Mark accredited CHP, Evolve Housing strives to meet and exceed the highest standards of sector governance.  
Our Board of Directors and the Evolve Housing team are committed to sound corporate governance, laying the foundation needed to achieve our vision, 
mission and strategy whilst being accountable and transparent in our pursuits. 

Role and function of the Board

Our Board sets the vision, mission, core values 
and strategic direction of the company. It 
oversees the management of the company, 
provides the structure through which the 
objectives of the company are set, and 
the means of attaining these objectives 
and monitoring performance. The Board is 
accountable to our members, while taking into 
account the interests of stakeholders, including 
federal, state and local government and the 
wider community.

In addition to their strategic function, 
appointing, managing and supporting the CEO, 
our Board’s key functions are:

Oversight and support - overseeing and evaluating programs, strategies 
and activities to ensure alignment with strategic goals and monitoring 
performance against them.

Finance - approving annual budgets, reviewing audited financial reports and 
ensuring the integrity of financial reporting so that we are financially sound 
and sustainable.

Compliance and risk - overseeing risk management, including  compliance 
with our Constitution and legislative and regulatory requirements.

Fulfilment - ensuring their own effectiveness as a Board in accordance with 
best practice corporate governance.

Thought Leaders - communicating with our stakeholders to increase 
awareness of housing stress and solutions to achieve our vision, mission and 
strategic goals.

Our governance
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Structure and composition

Election, nomination and selection
The Board consists of eight independent 
directors, who are elected by our members.   
Half of the Board must retire (usually by 
rotation) at each Annual General Meeting 
(AGM), but can be re-elected. Any director 
appointed by the Board to fill a casual vacancy 
during the year must also stand for re-election 
at the next AGM.  The Chair is elected by the 
Board annually after the AGM. 

Any nominee for a directorship must have 
the qualifications and/or experience set out 
in the Constitution or meet the criteria for 
directorship as set by the Board from time to 
time (consistent with current and future skill 
requirements of the Board).

Our Board conducts a periodic skills audit to 
ensure it has the skills, expertise and diversity 
to discharge their roles and responsibilities 
to meet the company’s vision, mission and 
strategic goals. The Board will indicate their 
support for candidate nominations and director 

re-elections after a review of their skills, their 
performance (if applicable), the forecasted skill 
needs for the Board, and the Board’s current 
skills mix.  This year, the Board implemented 
a skills-based model for appointments that 
aligns to the Strategic Plan 2013-16 and our 
future direction.

Composition of the Board
One director retired at the 16th December, 
2014 - Rosemary Bishop. This Board vacancy 

was filled on 18 August 2015 by Natalie Walker.
Ms Walker brings professional  expertise 
in social enterprise governance, leadership 
and operations, social policy design, impact 
investment, and creation of social impact.
Paul Howlett has been Chairperson of the 
Evolve Housing Board since August 2013.

In December 2014, Rhonda Hawkins was 
appointed as the Deputy Chair, replacing 
Rosemary Bishop after her retirement. 

Paul Howlett at the 2014 Annual General Meeting
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Operation

Meetings
The Board met 10 times in 2014-15. No 
Board meetings were held in August 2014 
and January 2015. The Finance, Risk and 
Audit Committee, Governance, Nomination 
and People Committee and Special Projects 
Assessment Committee each met 4 times 
during the 2014-15 year. 

Induction, training and performance
We ensure our directors understand what 
is expected of them and have a good 
knowledge of our company and the sector. 
All new directors undertake a comprehensive 
induction process, including a meeting with 
the CEO and Chair and are provided with an 
induction manual. This includes a letter of 
appointment (setting out their key duties 
and responsibilities and expectations), board 
procedures, and information on the sector 
and Evolve Housing.
 
All directors are encouraged to complete the 
company directors’ course with the Australian 
Institute of Company Directors and undertake 
continuing education and training.  The Chair 

is advised of opportunities for attendance 
to sector based conferences and seminars 
throughout the year for co-ordination with 
directors. Directors are also encouraged to 
attend various Evolve Housing functions 
throughout the year.

The Board conducts an annual performance 
review. At least every three years, it is 

conducted by an external consultant  to ensure 
continuing improvement and skills review. 
 
Maintaining ethical standards
It is imperative that our Board of Directors 
exercise independent judgment and act in 
accordance with the highest ethical standards.  
Our Code of Conduct is signed by all directors 
and requires compliance with our core values, 

Director Board Meetings Committee Meetings

A B A B

Paul Howlett 10 10 12 12

Rhonda Hawkins 10 8 4 4

Alan Zammit 10 8 4 4

Phil Frost 10  4* 8 8

David Borger 10 9 4 4

Kay Veitch 10 9 6 6

Robert Lang 10 9 8 8

Rosemary Bishop 10     4** 5     3**

A - Number eligible to attend, B - No of meetings attended, * - Leave of Absence, ** - Departed as Board member 16th December 2014.

Director attendance
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ethical decision-making principles and general 
conduct rules.
 
The Code of Conduct also sets out our policy 
in relation to personal gifts or benefits and 
conflicts of interests.  Directors are under an 
ongoing duty to disclose any potential conflict 
of interest as soon as possible.  Directors are 
required to sign declaration of interests every 
six months and confirm any conflicts at the start 
of each meeting.  Potential conflicts of interest 
are considered by our Governance, Nomination 
and People Committee in accordance with the 
Code of Conduct.

Board Member Alan Zammitt accepting a 2015 Australasian 
Housing Institute Award on behalf of Evolve Housing.

52



Compliance
Evolve Housing operates within a highly 
regulated sector. As a public company 
limited by guarantee, we are subject to 
the Corporations Act 2001. As a registered 
charity (and public benevolent institution), 
we are regulated by the Australian Charities 
and Not-for-Project Commission, with 
residual reporting requirements to the 
Australian Securities and Investment 
Commission and the Australian Taxation 
Office.

Under the National Regulatory System, 
Evolve Housing is a Tier 1 Registered CHP, 
having met the highest level of performance 
requirements and regulatory engagement. 

COMMITTEE IMAGE

Members of Evolve Housing Board. Left to right: David Borger, 
Rhonda Hawkins, Philip Frost and Alan Zammit
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Committees
In accordance with best practice, the Board has established various committees to focus on 
specific duties and make recommendations to the Board.  Terms of reference sets out the scope 
of each Committee’s work.

Committee Membership

Finance Risk and Audit
Responsible for overseeing risk management, oversight 
policies and internal control and ensuring the integrity of 
financial reporting.

Members include a qualified 
accountant

• Philip Frost (Chair)
• Paul Howlett
• Rhonda Hawkins
• Robert Lang
• Rosemary Bishop (retired)

Special Projects Assessment 
Responsible for considering potential development 
acquisition and partnership opportunities for financial and 
strategic viability.

• Robert Lang (Chair) 
• Paul Howlett
• Alan Zammit
• Philip Frost
• David Borger

Governance, Nomination & People
Responsible for overseeing and ensuring compliance 
with best practice governance process and procedures.

Responsible for recommendations to the Board on the 
selection, appointment, remuneration and retention policies 
for the Board and CEO, succession planning and Board 
review. 

Members include directors with 
expertise in HR and governance

• Rhonda Hawkins (Chair)
• Paul Howlett
• Rosemary Bishop (retired)
• Kay Veitch
• Natalie Walker
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Organisational Chart
In 2014-15, we re-designed our organisational 
structure which saw six divisions merge into 
four strategic operational areas - Resident 

Services, Developments Delivery, Commercial 
Operations and Corporate Services.  The 
streamlined structure illustrates a business 

model which supports our current operating 
demands and has the adaptability and 
capacity to sustain continued growth.  

Board of Directors

Chief Executive Officer

Resident Services

Property Services

Community Housing

Private Market Housing

Supported Housing 
(Evolve Housing for Youth)

Resident Engagement

Developments Delivery

Strategy

Business Development & 
Partnering

Community Building & Social 
Impact

Property Development 

Strategic Asset Management

Commercial Operations

Contract Management & 
Document Control

Risk & Compliance

Legal & Governance

Advocacy & Policy Development

Tender Management

Corporate Services

Finance

People & Culture

Business Support & Facilities

Information & Communication 
Technology

Marketing & Communications
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Evolve Housing staff
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Chief Executive Officer
Andrea Galloway
Permanent appointment: January 2012

Andrea Galloway has been the CEO of Evolve Housing since 
September 2011 and in that time has overseen considerable 
growth of the organisation, professionalised the image and 
introduced a range of new services to tenants and stakeholders. 
In 2014, Andrea was awarded the prestigious Telstra Business 
Women’s Award National Winner in the category of Business 
Innovations. 

Andrea has over 25 years of executive management experience 
gained in strategic planning, business development and quality 
customer service delivery in both national and multinational 
commercial organisations. Andrea has held positions such 
as Asia-Pacific President of Spherion, Asia-Pacific CEO of 
Dutch ICT services and education firm Pink Roccade, Vice-
President of Lucent Technologies Switching Solutions Group, 
CEO of AT&T Australia, Managing Director of AT&T’s carrier 
services and General Manager of AT&T Easylink Services in 
the South Pacific. Andrea has a Bachelor Degree in Business 
Administration from National University in San Diego and 
is a graduate of the Executive Program from the University 
of Michigan. She is a Fellow of the Australian Institute of 
Company Directors (FAICD), a Justice of the Peace and holds a 
Property Development and Real Estate License. 
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Evolve Housing Group Executive Team (GET) and Senior Management Team

Our Group Executive Team (GET) 
encompasses a team of highly qualified 
professionals responsible for strategic 
leadership, contributing to strategy 
development, ensuring operational plan 
execution and the high level management of 
people and performance.

The GET consists of the Chief Executive 
Officer and the General Managers of each 
of our four business divisions.  The General 
Managers are responsible for developing the 
organisation’s strategic plan in collaboration 
with the Evolve Housing Board of Directors, 

Group Executive Team
facilitating the translation of strategic 
objectives into effective operational plans 
whilst leading and developing highly capable 
teams.

The GET works collaboratively to address key 
operational issues, monitor performance, 
outline progress made towards the 
achievement of strategic objectives and 
manage risks and compliance.  The GET 
is accountable to the Board through 

transparent monthly reporting mechanisms 
and the delivery of formal performance 
updates against strategic objectives.
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Corporate Services General Manager 

Greg Smith
Appointment: May 2014

Greg has extensive executive management and leadership experience in 
corporate strategy, customer service, business process improvement and 
innovation using ICT and business partnerships.

Previously the Group Manager of Corporate Services at Parramatta City Council, 
he is responsible for Finance, HR, ICT, Customer Relations and Communications, 
Property and Strategic Asset Management and Governance and Performance 
Reporting functions. He has held CEO/General Manager and Executive 
Management positions in a number of Councils, along with an AGM role in the 
electricity industry.

Greg has led a number of federal and state funded projects on behalf of industry 
sectors and sits on a Disability Services Provider NFP Board. He holds a Master of 
Business General Management, Bachelor of Business Degree, is a CPA member 
and a Graduate of the Australian Institute of Company Directors.

Resident Services General Manager

Mark Lenic
Appointment: November 2013

Mark brings over 23 years of experience from the NSW housing sector, including 
a great deal of operational management experience of Resident Services 
inclusive of contract management, resident management and asset planning.

Previously, Mark was the General Manager of the Housing NSW Contact Centre 
in which he led a team of 230 staff, managing 125,000 properties and 1.5 million 
interactions through telephone, email and other communication channels, 
as well as handling over 350,000 work orders per year. In this role, Mark was 
successful in driving and securing, through a tender process, other projects for 
the contact centre.

Throughout the years Mark worked with Housing NSW, in the role of Technical 
Officer, Works Manager, Client Service Team Leader and Area Manager in 
Western Sydney and Senior Contract Manager in the asset management area.
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Commercial Operations General Manager and Company Secretary

Catherine King
Appointment: March 2014

Catherine is a highly skilled commercial and regulatory lawyer with over 20 
years leadership experience across the public and private sectors in executive 
management positions in legal services, business planning and strategy, major 
projects, risk management, compliance, policy and regulation. Catherine is also 
the Company Secretary at Evolve Housing.

Catherine began her career as a corporate and commercial lawyer at Ashurst 
in 1994 and subsequently worked as an attorney at IBM, in a niche technology 
and commercial  law practice at HWL Ebsworth and in executive management 
roles in NSW government organisations, including as Executive Manager Risk and 
Compliance in the customer service division of Ausgrid and as Executive Manager 
Business Planning & Improvement in Ausgrid’s network division. 

Catherine holds a Bachelor of Arts (Honours) and a Bachelor of Laws from the 
University of Sydney and is Graduate Diploma of Legal Practice from the University 
of Technology admitted as a solicitor of the Supreme Court of NSW.

Developments Delivery General Manager 

David Risbey
Appointment: February 2014

 David Risbey is a motivated forward thinking construction delivery executive 
with 20 years professional experience and 3 years domestic trade experience 
and has previously worked in Sydney NSW for Grocon, Walker and Coleman & 
Fairburn in the roles of State Construction Manager for NSW, Project Manager 
and Contracts Administrator.

David’s experience includes general management, project management, 
planning and programming, procurement management, contracts and cost 
management, design management and estimating / bid management. 

David adds value through his strategic and cultural leadership, innovative and 
pragmatic approach, logistic / operational planning and buildability analysis, 
as well as his professional approach to stakeholder relationships.

As General Manager - Developments Delivery, David is responsible for leading 
the delivery of all development projects from pre-DA through to defects 
liability period.

60



Senior Management Team

The Evolve Housing GET is supported by the senior management 
team who are responsible for key operational areas that sit within 
the four divisions. The senior management are accountable to 
the GET through transparent monthly reporting mechanisms 
and the delivery of formal performance updates against strategic 
objectives.

Chief Financial Officer

Tatiana Oldyreva-Green
Appointment: May 2008

As CFO for Evolve Housing Tatiana has secured lending from financiers for a 
property portfolio worth over $50m and participated and contributed to the 
development of a pilot for NSW Registration process, NRAS consultations 
and industry wide changes that transformed housing providers from small 
co-operatives to national leading organisations like Evolve Housing.

Tatiana is a member of CPA Australia (since 2003), the Compliance Institute 
of Australasia; holds a degree in Business and Masters in Accounting and 
Finance, Diploma in Management and is an active participant in industry 
forums such as HIA, NSW Federation of Housing and Power Housing 
Australia.

Tatiana was the CFO for Australia and New Zealand with global 
telecommunications giant HTC Corporation and as a Financial Controller 
for ING Holdings.
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Jody Gould
Appointment: August 2012

Jody is a successful sales and marketing professional who has over 25 years 
of experience. Jody has a solid commercial background having worked 
on some of the world’s most recognised brands, and the world’s most 
successful FMCG companies including Unilever, Nestle, Douwe Egberts, 
Goodman Fielder and Phillip Morris.

A strong leader and passionate marketer prior to joining Evolve Housing, 
she was the Sales and Marketing Director of a multimillion dollar service 
business competing in the building and construction industry. Jody has a 
strong strategic background with experience developing business strategies 
and change programs to reposition both companies and brands. Jody is a 
member of the Australian Marketing Institute and holds a Post Graduate 
Diploma from the University of Technology, Sydney in Marketing.

People and Culture Manager

Katherine Starr
Appointment: October 2012

Katherine is a human resources professional with over 15 years’ experience in 
HR practices across the finance and FMCG industries whilst in the employ of 
AMP, Legrand Australia (now HPM Legrand), Perpetual Financial Services and 
OSRAM Australia (a former subsidiary of Siemens Australia).

Katherine is a professional member of the Australian Human Resources Institute 
who has built strong HR networks. Katherine holds a Diploma of Human 
Resources Management, a Certificate IV in Human Resources and Frontline 
Management and is a qualified Health Safety Representative.

As People & Culture Manager for Evolve Housing since October 2012, 
Katherine delivers both the operational and strategic human resource 
services, underpinned by a robust human resource framework and extensive 

Marketing and Communications Manager
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Residents Council meeting with Evolve Housing Resident Engagement Team

Residents Council

Evolve Housing is committed to improving the 
levels of service we provide to our residents. We 
seek ongoing feedback and evaluation from our 
residents so that Evolve Housing can plan new 
initiatives and programs to benefit all residents. 

Evolve Housing engages with residents in a 
number of ways to provide feedback; one of 
these channels is through the Residents Council. 
The Residents Council exists to be the voice of 

all Evolve Housing residents. The Residents 
Council is an independent volunteer group 
that works together with Evolve Housing staff 
to make sure the needs of the residents are 
being heard. The Evolve Housing Community 
Engagement Team supports the Residents 
Council to achieve their goals and plans. 

Evolve Housing organises training for Council 
members to help them run their meetings 

and achieve greater outcomes.

The Residents Council meets monthly at 
Evolve Housing’s head office to discuss 
current projects. Evolve Housing staff may 
join meetings at the request of the Council.
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Residents Council member (left) and Residents Council Chair Bruce Stubbs (right)

Since the Residents Council was formed in 
March 2013 we have grown from 8 to 12 
members. Our members cover a diverse 
range of Local Government Areas including 
Blacktown, Canterbury, Penrith, Bankstown, 
Parramatta and Holroyd. The members come 
from many different cultural backgrounds from 
the young to aged; they have families with 
children and some with disability so we have a 
good insight into the many lifestyles and needs 
of our residents.

This past year, the Residents Council have 
had direct input into the Evolve Housing 
website and how some things are presented. 
This will continue to be an ongoing project in 
collaboration with Evolve Housing to overcome 
any reading or language barriers that our 
residents face.

Part of the challenge, is for Residents Council 
to continue to give feedback and  suggestions, 
working closely with Evolve Housing to make 
accessing information easier for our residents. 
Through the Communication Panel we have 
been able to improve the communication of 
letters and documents by making them simpler 

and easier to understand.

The Residents Council are extremely grateful to 
have the opportunity to represent residents to 
the Evolve Housing Board every 3 months.  The 
Board consistently ask the Residents Council 
whether we require any assistance and they 
genuinely have a keen interest in our position.

By having 3-4 social outings per year we 
give our residents the chance to get out and 
socialize. We have had some great outings 
and events  in the past year as well as school 
holiday activities.

Message from the Chairperson 
of the Residents Council

The Residents Council are also involved with 
events such as the annual Christmas Party 
and publicise upcoming events in our regular 
column in the Evolve newsletter.

Being a volunteer on a panel such as the 
Residents Council is rewarding, people 
involved get a great sense of achievement. The 
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Communication Panel

As part of the 2013-16 Resident Engagement 
Strategy, Evolve Housing and the Evolve 
Housing Residents Council resolved to create 
a Communication Panel of residents who will 
check that the letters, newsletters, fact sheets 
and other documents published by Evolve 
Housing are easy to read, easy to understand 
and set out in a way that encourages people 
to read them.

The Communication Panel operates via 
email allowing for efficiency in the process. 
The panel advise on letters for residents, 
general correspondence, forms, fact sheets 
and information pamphlets and any other 
communication that is being distributed to 
residents. 

There are three members including male and 

volunteers’ participation not only directly 
benefits themselves, their family and friends 
but also those who live in “their community”, 
that is the Evolve Housing community.

Seeing people enjoy themselves on an outing, 
reacquainting with an old friend or making a 
new friend is a great feeling and personally 
rewarding.

The Residents Council are excited about 
the future and currently we are working on 
a 3 year strategic plan which covers many 
projects including training, assistance, 
finance, social activities and more.
 
If you would like to form a local group or 
join our Residents Council please feel free 
to attend our meetings held on the second 
Monday of each month at the Parramatta 
office from 10.30am to 12.30pm. You will be 
most welcome.

Cheers,

Bruce Stubbs
Chairperson Residents Council

female participants and participants from 
non-English speaking backgrounds. 

During 2014-15 the Communication Panel 
has collaborated with Evolve Housing on:

• Market Rent letter 
• New rental amount letter
• Amnesty for income
• Invoice cover letter

Benefits delivered by the Communication 
Panel;  

• Improved clarity of communication 
content

• Inclusiveness and input from Evolve 
Housing residents.

• Deliver against organisational  best 
practice

• Ensured Evolve Housing residents are 
at the forefront of services
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The safety and well-being of employees, 
contractors and visitors is taken very seriously 
and continues to be a high priority for the 
business.  The dedicated Work, Health and 
Safety (WHS) Committee oversee the provision 
of a workplace where people feel safe. Each 
employee is held accountable for the safety 
within their control through the presence of a 
KPI included in their performance plans. 

Evolve Housing is committed to establishing 
and maintaining high standards of Work Health 
and Safety to prevent personal injury and 
provide a safe working environment.

This is achieved by: 

• Integrating the management of WHS 
into the overall management of the 
business

• Complying with applicable WHS 
legislation

• Applying a preventive approach to risk 
management

• Adopting a consultative approach with 
employees and contract personnel

• Providing adequate resources to meet 
our commitment

• Establishing, implementing and 
monitoring annual objectives and 
targets

Work, Health and Safety 
committee

The Evolve Housing WHS committee is made 
up of seven qualified members of our staff. 
The committee meets monthly and carries 
out quarterly internal audits to ensure Evolve 
Housing maintains a high work health and 
safety standards. 

In the past year there have been zero paid out 
workers compensation claims, a testament 
to the rigorous WHS framework and safe 
operating procedures in place.

Work Health and Safety

In 2014-15, in response to a gap analysis of 
Evolve Housing’s WHS Framework against 
the Australian and New Zealand Standard on 
WHS management Systems we have made 
reforms. 

66



Managing Risk

Internal Audit Program
Evolve Housing’s quarterly Internal Audit 
Plan employs an independent, objective 
assurance and consulting activity to 
add value and improve our operations. 
Identifying strengths and weaknesses 
in the organisation helps us accomplish 
our objectives in a systematic and 
controlled approach so that we can assess 
and improve the effectiveness of risk 
management, control, and governance 
processes. 

Internal auditing is the catalyst for 
improving our governance, risk 
management and management controls 
by providing insight and recommendations 
based on analyses and assessments of 
data and business processes. 

The review rated the inherent risk for the 
business as low and the overall risk is low.

Resident Services
• Inspections planning and execution
• Property damage and loss
• Asset maintenance plan
• Housing suitability to tenants’ needs
• Vacancy management
• Rent arrears and anti-social behaviours
• Resident engagement activities

Development and Delivery • Development cost variations
• Fraud in relation to property acquisition or construction
• Increasing cost of utilities
• Inability to fund increasing cost of maintaining properties
• Growth which could lead to a loss of focus on financial capacity for community 

development

Commercial Operations
• Changes in Government policies
• Major disruption to business activities from natural or man-made disaster
• Compliance with Registrar requirements
• Tendering processes
• Engagement with key stakeholders
• Conflict of interest in Board decision making
• Work health and safety

Corporate Services
• Financing and funding 
• Practices for recruitment, termination, staff training and retainment, 

performance appraisal
• Anti-bullying and harassment legislation
• Reputational damage via digital and social media
• Compromised data integrity

The internal audit review assesses and reports on:
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Resident Services report
We believe it’s everyone’s fundamental 
right to have a place they call home. Our 
purpose is to strengthen people and 
families to help them on their ‘Journey 
Home’.

The Resident Services Housing Team 
is responsible for delivering tenancy 
management services to all our tenants.  
As part of our service we provide advice 
and assistance on accessing housing; 

inclusive resident activities; and deliver on 
our community building and engagement 
commitment.

Engagement with our residents and 
support organisations focuses on helping 
our residents sustain their tenancy in a 
stable and safe community to help them 
break the cycle of homelessness and 
unemployment. 

In this section of the annual report we:

• List the Resident Services team 
highlights for the year

• Report on our activities throughout 
the year and how we delivered 
against the business plan for 2014-
15

• Outline the Resident Services team 
objectives for the next 12 months

Resident Services
• Inspections planning and execution
• Property damage and loss
• Asset maintenance plan
• Housing suitability to tenants’ needs
• Vacancy management
• Rent arrears and anti-social behaviours
• Resident engagement activities

Development and Delivery • Development cost variations
• Fraud in relation to property acquisition or construction
• Increasing cost of utilities
• Inability to fund increasing cost of maintaining properties
• Growth which could lead to a loss of focus on financial capacity for community 

development

Commercial Operations
• Changes in Government policies
• Major disruption to business activities from natural or man-made disaster
• Compliance with Registrar requirements
• Tendering processes
• Engagement with key stakeholders
• Conflict of interest in Board decision making
• Work health and safety

Corporate Services
• Financing and funding 
• Practices for recruitment, termination, staff training and retainment, 

performance appraisal
• Anti-bullying and harassment legislation
• Reputational damage via digital and social media
• Compromised data integrity
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In 2014-15, the Resident Services Housing team focussed 
on improving day to day resident services. There has been 
commitment from the business to engage in continuous learning 
and development to develop and improve staff skills with a total 
of 172 courses being attended throughout the year. All Resident 
Services staff attended external or in house training with a focus 
on supporting our Aboriginal and culturally diverse residents. 
Internal business processes and procedures are being reviewed 
to ensure all changes are communicated and training support is 
offered.

Accountability is at the heart of how we operate as a team and 
as individuals to improve our service levels. We live our core 
organisational values by employing rigorous and transparent 
practices, processes and procedures. Newly learned resident 
insights and learnings have led to improvements that create a 
fairer and more accessible system for our residents, such as the 
production of step by step instructional videos for processes 
such as how to fill out the tenant survey. 

Evolve Housing was honoured to be approached by Centacare  
Tasmania to get Resident Services staff to mentor Centacare 
staff, sharing skills, knowledge and expertise in delivering 
professional services. This assisted Centacare in the smooth 
transfer of tenancies from the Tasmanian government. 

Resident Services developed and implemented a resident 
engagement plan as part of the effort to strengthen the 
community we operate in. As part of this plan the team 

Highlights and Achievements

REFORMED 
ASB Officer role to Investigations Officer 

reflecting the broader responsibilities such 
as “harmonising households” and 
“connectedness to communities”

REDUCED 
high cost maintenance works, 

saving $147,653 in the second year of our 
proactive maintenance program

REDUCED 
NO. OF REPAIRS 

and maintenance work orders by 12 per 
cent a saving of $790,173 on last year  

35.6% INCREASE
in planned works

CONTINUED RENT 
ARREARS PROCESS 
that includes support services to help 

tenants sustain their tenancy

IMPLEMENTED 
an audit framework for the second year 

for our contractors to improve the 
efficiency and effectiveness of our 

maintenance programs
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Evolve Housing residents at 2014 End of Year Festive Celebration

established seven new local resident 
groups.  
The resident engagement team 
aims to increase their reach further 
in 2015- 2016 and set measurable 
targets. The team produced a social 
activities and training schedule for 
resident to access Training for Life 
courses.

Due to the overwhelming positive 
response and attendance, more 
events have been planned for the 
upcoming year.

In line with the strategic goal of 
engaging in best practice, all policies, 
procedures, and key business areas 
including rent management, repairs 
and maintenance, and application 
management, were reviewed 
and assessed against an external 
audit process. Residents were kept 
informed on the business’ progress 
through a formal report card against 
measurable KPIs. 

The operational competencies of our 

processes were assessed to ensure 
the best service is being delivered to 
residents. A data review was held to 
ensure all information is up to date. 

2015-16 Objectives 

• Audit and review at least three 
policies quarterly to respond to 
residents’ needs

• Audit 10 per cent of 
tenancy files for appropriate 
documentation

• Engage residents suffering 
financial hardship in our money 
management training to assist in 
preventing homelessness

• Deliver targeted programs 
based on local community 
needs and increase the number 
of activities across our resident 
engagement portfolio

• Establish at least ten local 
resident groups in 2015-16

• Achieve 95 per cent resident 
visits

• Reduce eviction numbers to less 
than 1 per month

• Publish resident report card
• Chair of Residents Council  to 

attend board meetings
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Achievements

In March 2014, further to our internal audit 
strategy, we implemented a responsive repair 
satisfaction survey (in the form of a postcard) to 
assist in evaluating contractor performance. This 
has been an effective tool in measuring resident 
satisfaction. Out of all the responses received, 
85 per cent indicated they are satisfied with 
the contractors’ performance. To increase the 
response rate, there is also an online response 
option. We will continue to look at other ways 
to further increase our response rate in 2014-15.

We made the contact centre processes more 
efficient by ensuring our staff are more 
accountable by streamlining key functions. This 
included:

• introducing a maintenance matrix that 
ensures consistency in our response

• allocating specific measurable tasks to the 
operators

• introducing performance indicators for 
staff

• embarking on a training program to better 
inform staff

• holding a joint workshop with contractors 
to allow us to improve service delivery

Evolve Housing for Youth (EHY)
In March 2015 Western Housing for 
Youth, now known as Evolve Housing 
for Youth (EHY) amalgamated with 
Evolve Housing. Youth homelessness 
and disadvantage is sadly an increasing 
issue in Australia.  Each night 105,000 
people around Australia experience 
homelessness, of this number 40 per 
cent are under the age of 25. EHY is a 
transitional housing support service 
for young people aged 16-25 funded in 
partnership with Parramatta Mission. 
EHY provides case management and 
accommodation to young men and 
women, families, couples, pregnant 
women and siblings for up to 12 months.

EHY offers tenants person centred 
holistic case management; advocacy; 
living skills programs; tenancy support 
and advice; brokerage and loan funding 
support; referral to other local support 
services; and a safe environment to 
work towards independent living. 
Through partnerships EHY staff can refer 
young people to crisis and medium term 

accommodation and other support 
services.
Staff are able to provide young people 
with a continuum of services at any 
stage of risk. EHY supports a minimum 
of 75 young people at any given time. 

With high private rental prices 
and limited disposable income, 

many young people struggle 
to find suitable affordable 
and sustainable long term 
accommodation following 
completion of transitional 

housing.

EHY have allocation rights for a number 
of properties in the Parramatta, Auburn 
and Holroyd local government areas 
including exit properties to help young 
people in their journey to independence. 

61%
 of EHY tenants 

found stable secure 
accommodation

A division of Evolve Housing
Formerly ‘Western Housing for Youth’
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Evolve Housing for Youth Staff at their Merryland’s Office.

37%
 of EHY tenants went on 

to live
independently

51% 
are from CALD background 

with the largest male group 
19 years old 

the largest female group 
17 years old

9%
identified as Aboriginal or 
Torres Strait Islander

AVERAGE STAY  
WAS 42 WEEKS

HOUSED 
71 REFFERALS

RECEIVED 
359 REFFERALS

HOUSED 
94 TENANTS

41 TENANTS 
EXITED EHY

Of these 10 returned to family 
or friends and 15 went on to 

more independent living

Highlights and Achievements
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JOURNEY HOME CASE STUDIES | 03

Arriving in Australia in 2012 as a 16 year old, 
Roma* was excited by the prospects of her 
new life. After an unfortunate turn of events 
that led into a downward spiral, Roma sadly 
found herself homeless. With no family 
support or anyone to turn to, Roma contacted 
Evolve Housing for Youth (EHY) looking for a 
safe place to live
 
 By the time Roma made the brave decision to 
reach out for help, she had been homeless for 
seven months.

Roma was offered shared accommodation 
with three other women, an opportunity she 
welcomed with open arms. Roma experienced 
bullying from the 3 other tenants and despite 
participating ion conflict resolution workshops, 
the situation did not improve. Working closely 
with the Evolve Housing for Youth case workers, 
Roma was offered alternative accommodation 
where she could live on her own. This situation 
was perfect for Roma as she was preparing for 
and completing her HSC exams.

During this time Roma was successful in 
finding a part time job with an after school 

care program working with young children 
which she loved.

After a lot of hard work and with support from 
her case worker Roma received great HSC 
results and enrolled into a Certificate III TAFE 
course. As Roma’s confidence grew so did her 
independence and she became less reliant on 
her case worker.

Along with one of her friends Roma 
independently found shared accommodation in 
the private rental market where she currently 
still lives.

Without the support of EHY and her case worker 
Roma would not have been able to find a safe and 
secure place to call home. By providing Roma 
with the right opportunities and supporting her 
to build skills and confidence, Roma continues 
to engage with her TAFE studies and work part 
time. She hopes to one day go to university.

By providing holistic support and listening to the 
individual needs of young people, EHY is helping 
people to build their own better lives.

*not her real name

Roma’s Story
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During 2014-15 Evolve Realty became Private 
Market Housing and placed within the 
Resident Services division so that it would 
have the capacity and resource to service 
the growth within this area. Private Market 
Housing (PMH) provides affordable housing 
for low and moderate income earners offered 
at a discount to market rent filling the void 
between social housing and private market 
rentals.

Affordable housing is an area of housing that 
is rapidly growing with supply not able to 
meet demand levels. Capital city rents have 
risen at twice the rate of inflation in the past 
five years, with more than 150,000 people 
in private rental said to be paying more than 
half of their income on housing costs. Tenants 
paying more than 30 per cent of their income 
on housing costs are said to be in financial or 
housing stress.   

Affordable housing properties delivered under 
the National Rental Affordability Scheme 

(NRAS) and Affordable Rental Housing State 
Environmental Planning Policy (ARHSEPP) 
provide a genuine affordable housing option 
for workers who earn a low and moderate 
income in the community. 

These government schemes were designed 
to increase the provision of affordable 
housing through private and not-for-profit 
partnerships supported by Government 
funding. Properties constructed with NRAS 
attached receive an ‘incentive’ of funding 
from the State and Federal Government for 
10 years. This funding allows private owners 
and developers to offer tenancies in these 
properties at affordable rates - 80 per cent of 
market rent - to households eligible under the 
NSW Affordable Housing Guidelines. 

The affordable housing properties comprise 
of 222 Evolve Housing properties and 361 
properties delivered by private investors/
developers under the various schemes. All are 
managed by Evolve Housing’s PMH.

The PMH team has significantly increased 
from three to seven staff members in the past 
twelve months, to deal with the increasing 
number of properties, reporting requirements 
and customer service.

Services provided by PMH:

• Manage properties delivered under 
the NRAS and Affordable schemes for 
private investors/developers

• Work in conjunction with NFP and 
charity organisations to deliver 
affordable housing solutions for 
targeted groups in the community who 
are in need of housing.

• Partner with developers/investors and 
other organisations to continue to 
work on methods to deliver innovative 
and viable affordable housing 
opportunities for the community.

Private Market Housing
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In 2014-15, the portfolio of NRAS dwellings managed on behalf of private owners and 
developers increased by 243 newly completed under NRAS 4B and NRAS 5 Shovel Ready. 

• 361 NRAS dwellings currently managed at July 2015 on behalf of private owners and 
developers

• 222 NRAS dwellings owned by Evolve Housing expected to be managed at July 2015

Highlights and Achievements 

In 2014-15:
• $500,000 worth of revenue generated from the management fees of these private 

market housing properties 
• More than doubled the revenue generated from private market housing as a fraction 

of  Evolve Housing’s total rent revenue  

2015-16 Objectives

The Private Market Rental portfolio is 
expected to continue to grow significantly. In 
2015- 16 our objectives are:

• Over the next 10 years PMH envisages 
$8.6 million in revenue based on 
current rent and average management 
fee.

• Continue to expand our affordable 
housing portfolio with a target of 490 
NRAS properties* by June 2016.

• Continue to grow the department by 
teaming up developers with a main 
focus on AHRSEPP properties.

• Work towards promoting the services 
the PMH department offers in the 
community.

• Implement procedures to reduce 
vacancies and arrears as well as 
continual improvement of our client 
services. 

*Not including Evolve Housing owned NRAS properties

Affordable Housing Types

National Rental Affordability Scheme (NRAS)
• Property management of affordable housing developments under NRAS.
• Micro-apartments and disability developed in compliance with New Age Boarding 

Not-For-Profit (NFP)
• Property management of affordable housing developments under NRAS.
• Micro-apartments and disability developed in compliance with New Age Boarding 

Houses Act.

Commercial
• Leasehold properties that are private rental properties owned by investors who lease 

properties to community housing organisations.
• Developers who engage the services of CHPs to manage the affordable housing 

component of their developments.
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JOURNEY HOME STORY | 03

Mat’s Story

‘My Journey Home: Mat’s Story’
Watch on our YouTube Channel: Evolve Housing

Mat and his family were in housing crisis, six 
people living in a one bedroom home, they 
were overcrowded and this was affecting 
the quality of their family life. This is the 
story of Mat and his family’s journey home.

My name is Mat and I live in Guildford. I’ve 
been living in a National Rental Affordability 
Scheme (NRAS) property for nearly two 
years. I live with my partner and our four 
children aged four, three and one year old 
twins.

Living in this Affordable NRAS property has 
really helped us as a family because we 
couldn’t really afford to live privately. Private 
market rent is so high but in this property 
we only pay 80 per cent of the market rent 
which has really helped our family especially 
in managing all the additional everyday 
expenses that we have. 

Before moving into an Evolve Housing 
property, my family were living with a friend 
of mine in one of their spare bedrooms. Six 
people in one bedroom is just not ideal, 
especially with young children. We knew 

this wasn’t great long term but we had no 
other options as we couldn’t afford anything 
suitable in the private rental market. 

I had known about affordable housing but 
had never applied before. When I saw that 
a suitable property for my family came up 
I applied for it and was ecstatic when we 
were approved. 

My family now live in a three bedroom unit 
which is perfect for us. Living in a spacious 
and affordable home has had a huge impact 
on my family. 

We now have our own space, my young 
children don’t fight as much as they have 
more room to play and be themselves. By 
having the stress of finding a rental property 
taken out we’ve been able to grow as a 
family and become more independent. We 
continue to manage the additional every 
day expenses on top of rent now with much 
more ease which has helped our family a 
lot. 
Affordable housing has changed my life and 
my family’s life for the better.
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Evolve Housing prides itself on resident 
satisfaction.  Throughout the financial year, 
our strong results have demonstrated our 
commitment to delivering effective service for 
residents.

In 2014-15, we:
• had 34% of tenants respond to our 

Annual Tenant Survey
• as an average 85% of respondents 

reported all our service areas at a level 
of acceptable or higher

• undertook 1284 telephone audits, which 
was representative of approximately 50 
per cent of all responsive maintenance 
work 

• completed 100 per cent of all planned 
works on site audits by experienced 
technical staff

• reached our target of inspecting one 
third of the property portfolio to ensure 
they meet our asset quality standard.

New audit framework

The objective of auditing our repairs and 
maintenance service is to ensure the work 
undertaken by contractors meets our quality 

Resident Satisfaction
and timeline benchmarks.  2015 was the 
first full year following the introduction of 
our 11 point audit framework that captures 
key performance measurement to improve 
effective management of our contractors’ 
performance (refer to contractor performance 
framework on page 86. The roll out of the 
contractor audit has continued to improve 
the efficiency of our maintenance works for 
both Evolve Housing and our multi-trade 
contractors, increasing our value for money 
outcomes. 

Monthly contractor audit reports, operational 
meetings and weekly management meetings 
with contractors continue to be a standard 
internal audit practice for Evolve Housing.  
This practice supports our commitment to 
the development of partnerships, such as our 
strategic partnership with SR Constructions, 
a multi-trade company with who we deliver 
our responsive and planned maintenance 
program.

Achievements

• 2014-15 was the first full complete 
year implementing a responsive repair 

satisfaction survey

• 90% of tenant repair card 
respondents said the contractor 
was respectful and courtesy towards 
them while in their home

• 85% tenant repair card respondents 
are satisfied with the condition of 
their home.

• 88% tenant repair card respondents 
reported calls, voicemails and emails 
were answered in a timely manner 

• In 2014-15 90% of respondents to our tenant 
repair card reported that Evolve Housing 
Staff were helpful. This outcome is as a result 
of processes employed to make staff more 
accountable. The processes include:

• A maintenance matrix that ensures 
consistency in our responses

• Specific measurable tasks to the 
operators

• Performance indicators for staff
• Training programs to better inform 

staff
• Joint workshops with contractors to 

allow us to improve service delivery
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On average

85%
of survey respondents 
report  tenant service
 levels as acceptable 
or higher in all areas

In 2015, 794 tenants completed surveys a 
response rate of 34 per cent, our highest result 
in over three years. With an increase of 25 per 
cent in responses compared to 2013-14, the 
2014-15 results are from a larger cross section 
of our tenants and provide a more realistic 
reflection of tenant satisfaction. 

We thank tenants for taking the time to offer 
valuable feedback. 

The 2014-15 results show slight declines in 
satisfaction levels against our key measures 
with a shift to tenants being neither satisfied 
nor dissatisfied and more tenants describing 
their satisfaction levels as acceptable. 

With 8 out of 10 tenants reporting overall 
satisfaction our key performance target of 80 
per cent has been met.

Results 

As previously mentioned overall there has 
been a decline in higher levels of satisfaction 

Tenant satisfaction survey 2015 
however when looking at service levels 
deemed as acceptable by our tenants Evolve 
Housing rates extremely high.  

• 80 per cent of tenants overall are 
satisfied with Housing Services –
of those, 90 per cent responded 
acceptable or higher

• 80 per cent of tenants overall 
are satisfied with the repairs and 
maintenance service we provide 
– of those, 94 per cent responded 
acceptable or higher

• 1/3 of our tenants thought their 
neighbourhood had improved– 50 per 
cent responded it stayed the same

• 84 per cent believe their rights as 
a tenant are upheld – 92 per cent 
responded acceptable or higher

• 84 per cent believe as a tenant they are 
treated fairly – 93 per cent responded 
acceptable or higher

• 81 per cent are satisfied with how 
information is provided – 94 per cent 
responded acceptable or higher

• 81 per cent felt contractors were 
respectful and courteous toward 
them and their property – 91 per 
cent responded acceptable or 
higher. 

Our 3 year result summary

Our 3 year result summary is a detailed 
summary of 2014-15 respondents 
satisfaction levels from our annual tenant 
survey. The NSW Housing Federation 
facilitates annual tenant satisfaction 
surveys on behalf of 16 CHPs. In 2014-15 
only one of these was a Tier-1 CHP with a 
portfolio of over 2,300 properties so there 
is no comparable benchmark available at 
this time. 
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2013 2014 2015

Topline results
Housing Services 83% 85% 80%

Complaints and Appeals 49% 53% 42%

Repairs and Maintenance 74% 80% 71%

Neighbourhood 83% 84% 81%

Communication 78% 83% 76%

Tenant Engagement 78% 81% 76%

Services you are 
happy with

Tenants rights upheld 83% 89% 84%

Condition of their home 84% 84% 77%

Neighbourhood they live in 83% 84% 81%

Repairs and maintenance 74% 80% 71%

Value for rent 76% 78% 75%

Information provision 84% 88% 81%

Listen and acts on tenant’s views 73% 75% 70%

Ability to influence Evolve Housing’s decision-making 66% 69% 60%

Services to improve Do you know how to appeal a decision made by Evolve Housing? 43% 45% 37%

Do you know how to make a complaint to Evolve Housing? 61% 63% 57%

Are you satisfied with how your complaint was dealt with? 49% 53% 43%

3 year result summary

For more details on the results of our Tenant Satisfaction Survey 2015 please refer to page 156.
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Complaints and appeals 

During 2014-15, focus was placed on the 
complaints and appeals processes to improve 
communication methods and information 
accessibility. 

What did we do? 

• The resident Communications Panel 
reviewed fact sheets to ensure they 
were easily understood in plain English 
to match our residents’ culturally diverse 
demographic profile. Fact sheets were 
also provided in a text only version on 
the Evolve Housing website that can be 
translated into 57 languages.

• A training program to manage 
complaints and appeals fairly and 
effectively was offered to all relevant 
staff.

• A dedicated email address for 
complaints, compliments and comments 
was set up for residents to voice 
opinions about Evolve Housing services. 
The email is ihear@evolvehousing.com.
au

• Residents can provide feedback directly 
on the Evolve Housing website. We are 
reviewing our workflow process and 
data logs so that we are able to analyse 
and measure complaints, appeals, 
compliments and feedback more 
effectively. 

How did we do? 

In 2014-15, a total of 11 per cent of respondents 
to the Annual Tenant Satisfaction Survey were 
from tenants who had less than one year tenure.
This is almost double the number of new tenant 
responses from the previous year.

27%
of survey respondents 

have made a complaint to 
Evolve Housing in the last 

12 months

90%
of survey respondents with 

tenure less than 2 years 
were satisfied that there 
rights as a tenant were 

upheld by Evolve Housing 

2013 2014 2015
Received 36 79 51

Upheld 59% 56% 49%

Declined 41% 44% 51%

2014-15 Overview

49% 51% DeclinedUpheld

3 year comparison chart 
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Overall, there was an increase in the number of respondents 
who did not know how to lodge a complaint or appeal. This 
would most likely  be due to the increase of new tenant 
responses which would account for the lack of knowledge 
about the complaints and appeals process. 

At Evolve Housing complaints are taken as an opportunity 
to improve service delivery and support to residents.  

In 2014-15:
• 24 recorded formal complaints were received from 

residents. 
• 44 per cent of tenants reported they did not know 

how to lodge a complaint, up from 37 per cent in 
2013-14. 

• 63 per cent of tenants reported they did not know 
how to appeal an Evolve Housing decision, up from 
55 per cent in 2013-14. 

This shows that our work to raise awareness on how to 
appeal needs to continue throughout 2015-16.

Overall 59 per cent of respondents reported that the Evovle 
Housing complaints and appeals services as acceptable or 
above. This shows that once aware of the process, tenants 
are confident to lodge submissions.

In 2015-16, to ensure all our tenants are informed on 
the complaints and appeals process we will produce an 
instructional video.

Evolve Housing staff member  providing customer support in our 
repairs and maintenance area

82



total calls

55,605
calls answered

45,471
completed 

‘Contact Us’ webforms

71
average missed 

percentage

2.2%

average 3,789 per monthaverage 4,634 per month

work orders

6,077
day to day 

responsive repairs

2,568
urgent and emergency 

repairs

2,899
repairs fixed right

first time

98%

Customer Service

Maintenance

average spend per repair

$448
planned works

610
average spend on 

planned  works

$4,207
repairs attended
 to in time frame

95%

E2 (emergency) 

E1 (critical) 

Non-urgent 

E3 (urgent) 

12.0%

20.8%

20.2%

47%

89

81

562

13

329

Non-Access Periodical 
Inspections, Analysis of CCTV 
footage on-site, Common Area 
issues ie. Rubbish, abandoned 
vehicles and obstruction

Resident visits, Interviews re 
unauthorised occupants & 
serious breaches - NCAT 
attendance

Common Area issues, Natural 
Justice Letters, Non Access, 
Appeals & Feedback 
correspondence 

Breaches of RTA

Tenant feedback and 
appeals inquiries

Inspections

Appointments

Letter/faxes

Notice to terminate

Emails

Customer service

2014-15 is the second year in which we 
have been at our Parramatta office so we 
are able to compare results which show an 
improvement in all key areas:

• Answered 3,789 calls per month —a 
43 per cent increase on last year

• Only missed 2 out of every 100 calls 
which is an average answer rate of 
98 per cent

How did we do?

Evolve Housing works with people from 
diverse educational, social, cultural 

and financial backgrounds. Due to this 
we continue to utilise innovative tools 
to communicate our messages and 
information in a clear and concise way. The 
new Evolve Housing website has a built-
in translator and is designed to WCAG 2.0 
AA accessibility standards removing many 
communication barriers.

Evolve Housing continues to work with 
the Residents Council, to improve resident 
communication e.g. the formation of 
a ‘Community Voice’ group will enable 
us to be more person centred in our 
communication ensuring that we use the 

most effective communication vehicle for each 
household. 
Recent studies show that around 60 per cent of 
people are now visual learners. To adapt to this, 
in 2014-15, we began to produce instructional 
videos to help share information and processes 
with our residents. 

The use of the ‘How to complete the Annual 
Tenant Survey’ instructional video resulted in 
our highest response rate for the past 3 years of 
34 per cent also above the industry benchmark 
of 32 per cent.

79%
of survey respondents 

said our staff were helpful 
and attentive when 

responding to 
their phone calls
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work orders
6,077

day to day 
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urgent and emergency 
repairs
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first time
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repair

$448
planned works

610

average spend on 
planned  works

$4,207
repairs attended
 to in time frame

95%

Results
Maintenance 

Evolve Housing along with our multi-trade 
contractor managed a $7 million dollar 
maintenance program on time and within 
budget. This included a rollover contract 
for a $ 1.5 million upgrading program to 
crisis accommodation properties on behalf 
of Family and Community Services (FACS) 
which was awarded in 2013-14.

This program met all key performance 
indicators including:

• Achieving high levels of customer 
satisfaction.

• Delivering the program on time.
• Producing outstanding quality of 

work.
• Achieving cost efficiencies through 

open tendering the works across a 
range of contractors.

2014-15, was our second year 
implementing a new proactive planned 
maintenance program. The total spend on 
planned maintenance in 2014-15 was $2.6 
million, up 36 per cent on the previous 
year.  This proactive planned maintenance 

program has delivered significant cost 
efficiencies over previous years whilst 
continuing to deliver well against our high 
quality standards.

By implementing the new proactive 
planned maintenance program we have 
seen a reduction in the demand for day-
to-day responsive repairs. In 2014-15, 
we raised 5,467 day-to-day urgent and 
responsive repairs, representing a 12 per 
cent reduction on the previous year and 
producing a saving of $790,173. 

Overall, we received a 95 per cent tenant 
satisfaction rating on our maintenance 
works. This was measured via follow-
up telephone audits to residents after 
visits from our maintenance teams. 
Residents confirmed that their repairs 
and maintenance works were completed 
within specific timeframes, which was 
consistent with the previous year’s 
response, indicating cost savings were 
not done at the expense of resident 
satisfaction. 
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Our maintenance team 
increased government contract 
work by 10 per cent.

Evolve Housing were selected to manage 
an acquisition upgrading project from 
Family and Community Services (FACS) 
which consisted of 25 crisis accommodation 
properties within Greater Western Sydney. 

In the capacity of project manager, Evolve 
Housing carried out property upgrades for 
a management fee. The completion of the 
first of 25 property upgrades will generate 
$80,000. 

Contractor performance 
framework

This is an audit framework that we use 
alongside a new reporting format that 
creates accountability for the contractor 
and thus provides improved service to the 
residents, as well as allowing us to spend 
our budget more effectively. 

Through the use of this new framework, we 
have:

• Freed up technical staff to inspect 
and audit more works, which 
ensures the residents are getting the 
best possible service

• The ability to adequately manage 
and monitor contractor performance  
by recurring monthly contractor 
audit reports which demonstrate 
performance

• Structured a monthly operation 
meeting process with contractors, 
which has broadened 
communication lines and 
enhanced the partnership with SR 
Constructions. 

Maintenance work orders

The decrease with E3 and Non-urgent 
maintenance works is a result of shifting 
responsive repairs to more of a planned 
approach thus reducing cost.

The table indicates that we have had a slight 
increase in E1 & E2 repairs; this is due to 
severe weather (storms/winds) experienced 
in 2015. Despite the increase of the total 
number of critical and emergency work 

orders the total number of maintenance 
work orders has significantly decreased by 37 
per cent. 
The overall decline of maintenance has been 
driven by the reduction of non-urgent work 
orders resulting in an overall decline of 12.8 
per cent. This has resulted in a reduced spend, 
whilst improving our relationship with our 
multi-trade contractors who have more time 
to organise and plan their work improving 
efficiencies. 

During 2015-16, we will continue with a 
proactive planned maintenance program 
seeking to further reduce responsive work 
and increase planned work to deliver higher 
level maintenance standards to our residents 
whilst better utilising our funds.

77%
of survey respondents

 are satisfied with 
the condition of 

their home
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Property repairs at  Evolve Housing for Youth (EHY) property

Maintenance Work orders for 2014-15

Proactive Maintenance  Program key performance ‘efficiency and effectiveness’ 

2012-13 2013-14 2014-15
E1 (critical) 849 579 654

E2 (emergency) 814 931 1140

E3 (urgent) 1976 1763 1107

Non-urgent 1897 2745 2568

2013 2014 2015
Work orders* 5,895 6,637 6,077

Day-to-day responsive repairs 1,990 2,861 2,568

Urgent and emergency repairs 3,706 3,326 2901

Repairs fixed right first time 98% 98% 98%

Average spend per repair** $523.58 $387.41 $419.00

Planned works 199 450 609

Average spend per planned 
works

$9,754 $4,275 $4,086

Repairs attended within 
timeframe

96% 95% 95%

* Work orders include day-to-day responsive repairs, urgent and emergency repairs, and planned 
works. ** Excludes planned works
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Resident Report Card 2014-15Resident Report Card

Evolve Housing, together with our Residents Council, issues 
an annual report card that summarises our performance 
against a set of measures.

The report card has highlighted areas of concern, in particular 
Anti-Social Behaviour (ASB). Whilst we cannot measure ASB, 
we are actively trying to reduce it.  The Residents Council—
through its annual review of results— has identified areas for 
improvement for which we have implemented the following 
strategies: 

• In 2014-15 we have increased the number of 
resident groups from 6 to 8 to ensure local resident 
empowerment is achieved.

• One full-time staff member with the title of 
Investigations Officer to assist in harmonising 
households and improving connectedness within 
communities.  

• Actively partnered with external agencies, including 
the local police, councils and other community 
services, such as churches, to assist.  

• Networked with other social housing providers to 
share best practice.

• Improved signage and increased surveillance in 
common areas as a deterrent.

• Improved accessibility with on-line reporting of ASB.

Performance measure 2013 2014 2015 

Percentage of repairs completed on time   

Resident satisfaction with repairs   

Percentage of emergency repairs completed on 
time 

  

Number of properties at standard   

Applications for housing and transfer processed 
within timeframe (days) 

   
Resident visits by Resident Services   

Complete building inspections by Resident 
Services 

  

Percentage of residents’ correspondence 
answered within timeframe 

  

Percentage of cost per home of delivering 
resident engagement

  

Number of local resident groups   

Total no of report cards received 2014-15: 151

 A green traffic light on the report card tells us that the target has been met, 
that is, there are no further problems or issues of concern.

 An amber traffic light tells us that we are on track, but not quite there yet
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Connecting communities and social 
integration

The Investigations Officer is tasked with building 
and integrating communities. With 2,751 Evolve 
Housing households, the training and mentoring 
of Residents Services team members has been 
critical to achieving these objectives. 

Weekly monitoring and visitation to Evolve 
Housing properties and neighbourhoods has 
improved communication with our residents. 
Talking directly to residents and reviewing our 
onsite camera’s has enabled us to proactively 
address issues as they arise. In some instances, 
residents not able to meet their obligation of 
being a good neighbour and tenant have moved 
on voluntarily and others have had their tenancy 
terminated. The result is greater harmony within 
the communities, allowing residents to be active 
socially with their neighbours and participate in 
resident groups. 

With many diverse communities, we do encounter 
cultural, educational and general behavioural 
conflicts. As residents become more aware of 
the expectations of them as a member of the 
community conflicts are more likely to reduce.

Connecting 
communities

Nearly 70% of survey 
respondentssocialise 

weekly with their 
neighbours 

Social integration
21% of respondents 

weekly social 
engagements are with 
NON Evolve Housing 

tenants 
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Young residents at the 2014 End of Year Festive Celebration

84%
of survey respondents 

feel their rights as a 
tenant are upheld by 

Evolve Housing
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Upholding tenancy rights

Evolve Housing is committed to establishing 
and sustaining successful tenancies. We 
manage each tenancy under a written 
residential tenancies agreement, backed by 
sound written policies covering all aspects of 
establishing and maintaining tenancies.
 
Tenants’ rights are explained to them when 
they sign up for their lease. 

Tenants are also given a variety of options for 
paying their rent. Those tenants at risk of not 
paying their rent can receive assistance from 
appropriate support services.

Throughout the last financial year, we:
• Streamlined the appeals process to 

ensure a more consistent approach 
was taken when assessing appeals

• Improved the resident sign up kit with 
more relevant information regarding 
rights to appeal and complain

• Promoted the appeals mechanism 
through the Residents Council, our 
monthly newsletter, the sign-up kit 
and our website.

• Sought Residents Council input for 
newsletter content to increase their 
voice as well as actively recruited 
for Community Voice resident panel 
to get a diverse demographic group 
to participate in focus group style 
discussions.

• Used SMS as an effective way to 
communicate with residents as 41.4 
per cent of residents have access to a 
mobile phone. SMS blasts were used 
to send out newsworthy information 
on resident and tenant topics, 
upcoming events, and social activities. 

• Used e-marketing, SMS and our 
website to effectively communicate 
and engage in conversation with our 
residents. 

Achievements
• Improved accessibility of tenancy 

information and policies with almost 
25 per cent of all page views on our 
website being to tenancy related 
topics or documentation

• communications received from our 

website received in real time, a more 
accessible and information rich tool

• 4,846 visits to contact us 
• 617 visits to repairs and 

maintenance
• 694 visits to reporting a repair

• Sent on average 2,613 mobile short 
message service (SMS) each month 
with relation to tenancy. 

• Expanded the local resident groups 
from 1 group to 8 so that community 
based issues are solved locally 
empowering residents to have a voice

• Ensured each local resident group has 
one vocal member on the Residents 
Council, increasing exposure and 
ensure a collective decision making 
process across all residents is achieved

• Hosted annual Volunteer of the 
Year Award lunch, to recognise the 
importance of volunteering to our 
business. Currently all volunteers 
are residents themselves however 
volunteering at Evolve Housing is also 
open to non-residents.  
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Evolve Housing residents meet with their Property Manager at 
a local resident group meeting to discuss tenancy matters.

Sustaining tenancies is one of the key strategies of the three-
year Strategic Plan driving Evolve Housing to deliver on being 
a major contributor to the relief of homelessness and housing 
stress.  Long-term and successful tenancies contribute to a 
strong and stable community by improving social well-being. 

In 2014-15 the tenancy support team actively networked in the 
broader community to ensure our residents have access to the 
services they need to help them to sustain a successful tenancy.  
This included the continuation of our resident employment 
program that provides employment opportunities and support 
to residents. Employment outcomes assist our residents 
in sustaining their tenancy; obtaining financial security 
encourages them to take the next step in the Journey Home® 
which may even include the dream of home ownership.

Sustaining tenancies is the key to breaking the cycle of 
homelessness. Our rent arrears recovery team work with 
tenants whose tenancy is at risk to try and reduce the need for 
appearences at the NSW Civil and Administrative Tribunal to 
recover rent arrears. The team will investigate person centred 
solutions including negotiating repayment plans, financial 
budgeting, and advocacy to support all areas of their tenancy. 
It is critical that tenants have the opportunities to sustain their 
tenancies and keep them out of housing stress.

Sustaining tenancies

13%
of survey respondents said they 
had gained employment since 

becoming our tenant

More than

50%
of survey respondents describe 

themselves as happy an indicator 
of positive mental health
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• Appropriate design and construction.
• Sensitive allocations.
• Holistic approach to community education, which helps the local community to understand their rights and 

obligations.
• Good neighbour policies.
• Matched client needs to the property and the location.

• A regular and frequent maintenance program.
• Early response to complaints.
• Early warning systems to identify tenants who are struggling to pay their rent and provide support programs, 

such as money management courses.
• An annual visit to all residents in their homes.
• Access to specialised officers who can offer appropriate assistance in living skills and education
• A mediation service, together with an anti-social behaviour officer, to help resolve disputes.
• Improved access and education through online resources and reporting.
• Encouraging tenants to take the initiative to commit to positive change.

• Providing information to tenants about their local communities, promote social inclusion and connection.
• Involving a tenancy support officer so they act as an advocacy service and linkage to other supports – refer 

tenants to external groups, specialist services and partners who can provide person centred support.
• Partnering with other providers for core life skill issues tenant face such as budgeting and managing their money, 

for example, Wesley Mission for money matters.
• Providing 24 hour access to our maintenance contractor for all emergency repairs.
• Providing access to our housing management staff via email to reduce telephone costs.
• Increasing information on our website regarding services available to residents.

Key principles that we employ to sustain tenancies

1
Prevention

2
Intervention

3
Support
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88%
of survey respondents 
were satisfied with the 

way Evolve Housing 
provides them with 

information 

There is more to providing a home than 
just a roof over a person’s head. We assist 
our residents to establish a stable home 
environment so that they feel a sense of 
identity, pride and belonging. The improved 
mental well-being derived from stability 
and belonging empowers residents, who 
when armed with the right skills and support 
can break the cycle of homelessness and 
unemployment.

Our local resident groups also assist in 
sustaining tenancies by providing an 
environment for residents needs to be heard as 
well as connecting with their local community.

Sustaining tenancies strategy 

Evolve Housing has delivered against our 
sustaining tenancies strategy. In 2014-15, 85 
per cent of our residents had tenancy tenure 
of two or more years, a 7 per cent increase on 
2013-14. 

During the past 12 months, tenancies over 10 
years also increased by 5 per cent, showing 
that our strategy to empower our tenants and 
provide them with skills and support to sustain 
their tenancies is delivering results.

In summary, during the past 12 months:

• 40 per cent of our residents have a 
tenancy tenure of two to five years—
an increase of 5 per cent since 2013-14

• 17 per cent of our residents have a 
tenancy tenure of 10 or more years—
an increase of 16 per cent since 2013-
14

Person-centred approach to supporting 
tenants

In order to understand the relationship 
between eviction and homelessness, we have 
employed a stepped process to individually 
assess each potential eviction to ensure 
that it is unavoidable.  We also ensure that 
the residents have been provided every 
opportunity to maintain their tenancy in an 
acceptable manner. To ensure we maintain this 
approach, the General Manager of Resident 
Services personally contacts each resident to 
discuss their situation prior to a final decision 
about the eviction is made.

Evolve Housing’s Rent Arrears Recovery 
Team identifies the key issues around income 

recovery by:
• Early intervention. For the residents, it 

allows a manageable repayment plan 
and for Evolve Housing the debt is 
repaid quicker. 

• Offering programs that help residents 
develop the values, skills and knowledge 
to sustain their tenancies, including 
money management workshops.

• Providing access to support plans, which 
are tailored to the specific circumstances 
of individual family members including 
life skills programs.

• Encouraging people to engage within 
the community through our resident 
engagement programs to promote 
social integration and address  potential 
issues relating to active citizenship.
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4,999
views

Rent review area of 
Evolve Housing website

900
downloads

of ‘How we calculate your 
rent’ digital brochure

1,595
tenants

are now using the online 
multi-payment service for rent

1,755
SMS alerts sent

to remind tenants about the 
rent review  timing and process

Rent reviews 

In 2014-15, we made it easier for residents 
to undertake the rent review process: 

• There were 4,999 page views of the 
Evolve Housing website rent review 
section an additional 966 views of 
the rent arrears section. On these 
pages all content and support 
documentation is available as a 
digital version, translatable into 57 
languages. The average time spent 
in this area was 1 min 28 secs.

• 900 downloads of ‘How we calculate 
your rent’ digital brochure.

• 1,755 mobile short message service 
(SMS) alerts were sent to remind 
tenants about the rent review  
timing and process.

• 1,595 tenants are now using the 
online multi-payment service for 
rent. This is 62 per cent of total 
tenancies. 81 tenancies using MDF 
(Multiply Deduction Format, where 
residents can change their payment 
amounts immediately without 
contacting government agencies) 
for non-rent which includes water.

• Installed the Verification of Rent 
(EVoR) system, which  makes it 
easier and simpler for tenants to 
have rent assistance processed and 
determined.

• Installed an automatic rent review 
process for aged and disable 
tenants which has eliminated the 
complexity of filling out forms and 
simplified the process.

• Linked the Evolve Housing website 
to the  MoneySmart website  with 
useful tips and tools.

In 2015-16, we plan to:
• Introduce online submissions for 

the rent review subsidy application.
• Offer a rent amnesty to encourage 

our social housing tenants to 
voluntarily report undisclosed 
income, financial assets and 
property ownership without risk of 
penalty such as paying back rent or 
facing prosecution.
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already become self-reliant.  
• 30 new residents engaged through 

local resident groups.
• Facilitated training and presentations 

from Fire and Rescue NSW on fire safety 
in the home; NSW Police on personal 
safety; and local Councils on issues of 
recycling and illegal dumping.

The Resident Engagement and Social Inclusion 
team manages a number of programs and 
projects that aim to empower Evolve Housing 
residents to reach their full potential and 
become contributing members of their 
community. The team works closely with the 
Residents Council to ensure that the views of 
residents are being heard and catered for. 

With the involvement of the Residents Council 
the 2013-14 Resident Engagement Strategy 
has been successfully fulfilled and an interim 
2014-15 Resident Engagement Strategy 
has been signed off. The strategy has been 
designed to focus on four key areas and each 
will have its own KPIs and required outcomes:

• Education and employment: Engaging 
with service providers to deliver quality 
training and business skills courses.

• Life Skills: Engaging with service 
providers to run life skills courses.

• Sport: Partnering with sporting 
organisations to deliver fun outdoor 

activities and promote a healthy, active 
lifestyle.

• Social: Supporting the Residents Council 
to organise social events and activities 
throughout the year, a minimum of one 
per quarter. 

Achieving goals

Through partnering with likeminded 
organisations, Evolve Housing has continued 
to successfully engage with its residents and 
tenants. 

• The Residents Council increased 
by 25 per cent to include two new 
residents with children, broadening the 
representation of the Council. 

• Achieved the 2014-15 KPI of establishing 
eight resident groups in key locations 
by June 2015. Resident groups meet 
to discuss local initiatives and issues. 
Groups begin with the support of 
Evolve Housing and eventually become 
self-managing. One resident group has 

Resident Engagement and Social Inclusion
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Since becoming our tenant

74%
 state their 
quality of life has improved

1 OUT OF 10 
previously unemployed people have found work

20%
of unemployed tenants 
are training or studying 
to improve their 
employment prospects

76% 
report improved 
relationships with
family and friends

Evolve Housing residents  enjoying tug-o-war at the 2015 April School Holiday event. 

‘ School Holiday Event - September 2014’
Watch on our YouTube Channel: Evolve Housing
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Highlights

Program of events to promote health and 
wellbeing through active social engagements.

Partnering with Mission Australia to deliver 
2 successful school holiday events. Local 
emergency services attended both days to break 
barriers between them and the community.

• A Western Sydney Wanderers clinic 
for over 320 children and parents, 
exceeding the estimated numbers by 
120 people. The day exposed children 
to positive sporting role models, healthy 
and active lifestyle choices, team work 
and the benefits of physical activity. 

• Auburn Athletics Carnival event for 150 
people to encourage families to engage 
in outdoor activities and join local 
sporting team. The carnival included 
football and basketball clinics, general 
sporting games, jumping castles and 
RSPCA animal welfare guidance talks. 1 
student signed up to volunteer with the 
RSPCA as part of her year 11 studies, 
and around 12 children showed serious 
interest in joining a local sporting team.

• 30 children attended a disco that was 
held at Wentworthville Community Hall 
for children preschool aged to year six. 
The disco gave an opportunity for kids 
to meet and socialise with other kids in 
their community. 

• 6 residents successfully completed a 
4 hour money management program, 
organised by the Resident Engagement 
team and facilitated by Wesley Mission. 
The residents have maintained 
strong money management targets 

since completing the course and are 
successfully sustaining their tenancy.

• 2 residents who were previously 
unemployed have been employed by SR 
Construction as cleaning team trainees. 

• 80 hygiene packs were put together by 
residents with funding from Parramatta 
City Council and distributed through 
Providential Assist, where a Residents 
Council member volunteers, to people 
experiencing homelessness and 
sleeping rough in Parramatta. 

Residents playing tug-o-war at the April School Holiday Fun Day
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Residents playing tug-o-war at the April School Holiday Fun Day

Encouraging socially active 
communities 

Through the 2014-15 Annual Tenant 
Survey, Evolve Housing was able to 
measure the social impact that was 
being delivered to our residents and 
the broader community. Through 
encouraging high levels of tenant social 
inclusion we are working towards 
building happy, healthy and united 
communities. 

More than half of Evolve Housing 
tenants describe themselves as being 
in a positive mental health state. 

Evolve Housing provides training 
and upskilling opportunities for 
residents aiming to create financially 
independent communities. By 
empowering people with financial and 
social confidence to live independently, 
Evolve Housing is supporting residents 
to sustain their tenancies. Through 
helping people sustain their tenancies 
and building the way that we engage 
with our residents, Evolve Housing 

is creating socially active members 
of the community. We measure the 
strength of a community through the 
interactions residents have with each 
other. From the latest Annual Tenant 
Survey it showed that: 

• 62 per cent of Evolve Housing 
tenants know their neighbours 
by name

• 70 per cent of Evolve Housing  
tenants mix socially with 
neighbours at least once per 
week

• 21 per cent   of weekly  
neighbourhood social 
engagements are with non-
Evolve Housing residents. 

 different languages
 for FAN weekly phone calls 
to socially isolated residents 

Local Resident Group 
meetings

families attended school 
holiday events

2,552 
hours volunteered by residents

96 

91
FAN members

1,288
residents engaged with us

11 

292

The facts

Resident Council meetings

3
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Residents of Joseph Street Kingswood constructing their community garden

Strengthening Communities

Helping people kick start their Journey 
Home 

Evolve Housing has been providing support 
to residents who have previously been 
homeless through the Kick Start Program. 
The Kick Start program was initially funded 
through a Parramatta City Council grant but 
proved so successful Evolve Housing has 
continued to independently fund it. So far the 
program has kick started the independent 
living journey of 46 tenants with $11,000 
worth of essential items including kitchen 
appliances, vacuum cleaners, cutlery, pots 
and pans etc. 

In 2015- 2016 Evolve Housing aims to assist 
up to 57 new tenants through the Kick 
Start program worth up to $15,000. Evolve 
Housing believes that by providing people 
with the right resources and support the 
cycle of homelessness can be broken once 
and for all. 

Community garden building 
self-sustainable communities 

In partnership with Phil Pettitt from 
Community Greening (Royal Botanic 
Gardens) and Evolve Housing staff members, 
15 residents from the Kingswood Local 
resident Group came together to build their 
own community garden. The community 
garden project provided an opportunity for 
residents to grow their own fresh produce to 
then share with residents in their block. Over 

a two day period residents worked together 
to build three garden beds and plant the 
vegetables and plants of their own choice. 
The idea for this project originated from the 
residents, who were already involved with 
gardening activities around the block. The 
community garden not only provides cost 
effective, sustainable produce for residents 
but also creates an avenue for social 
engagement and a healthy environment 
across neighbourhood networks. 
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Evolve Housing  residents learning to use iPads  as part of our Computers for Seniors program.

Computers for Seniors 

25 residents participated in Computer for 
Seniors training organised by the Resident 
Engagement team. The program ran over six 
weeks aiming to encourage senior residents 
to embrace new technology and feel more 
confident using it. Participants were able to 
purchase iPad’s and prepaid broadband at a 
50 per cent discount. The program continues 
to run twice a week with one group being run 
in Mandarin for our residents with Chinese 
background. Over 50 per cent of participants 
are now using technology to contact each 
other to offer support and friendship. A great 
positive outcome. 

Friendship Aged Network (FAN) 

33 per cent increase in FAN members 
from 68 residents to 91 residents. 58 FAN 
residents attended the annual Christmas 
lunch where they all received a Christmas 

hamper and socially isolated residents had 
the opportunity to become friends and make 
connections with other residents. 

Social integration – exposure to new 
cultures 

32 people attended the Seniors Week bus 

trip to the Nan Tien Temple in Wollongong. 
The trip for people over 55 raised awareness 
about the Buddhist culture and philosophy. A 
cooking class was also arranged after the trip 
after many attendees showed interest in the 
Buddhist diet and lifestyle.
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Our volunteers
Volunteering at Evolve Housing can be both 
professionally and personally rewarding.  
Our volunteers help us remain a community-
minded and community-driven organisation 
that makes a positive difference in the lives of 
those who need it most, strengthening both 
people and communities.

At Evolve Housing, we are fortunate to enjoy the 
services of dedicated volunteers throughout 
the year. Our volunteers are all residents of 
Evolve Housing. However we encourage non-
residents to also volunteer as it is a rewarding 
experience. Volunteers generously donate 
their time by reaching out to our residents in a 
variety of ways, all of which has enabled us to 
strengthen our communities, promote social 
inclusion and bring about a sense of belonging. 

During 2014-15 Evolve Housing was awarded 
a $30,000 funding grant from the Department 
of Family and Community Services to provide 
computer education and  training to our 
resident volunteers. 

Evolve Housing  ‘Training people for life’ 

program ensures that our volunteers are fully 
supported, they can as part of volunteering 
receive free training and qualifications. They 
are also reimbursed for travel and lunch 
expenses.

Every volunteer at Evolve Housing is important 
and we greatly value their contribution. We 
continue to expand our Volunteer program 
and this year we are pleased to report our 
volunteers put in a total of 2,552 hours which 
is a 2.2 per cent increase on 2014-15.

Once a year Evolve Housing formally recognises 
all its volunteers and announces the recipient of 
the Volunteer of the Year Award, a celebration 
and acknowledgement of the achievements 
of the many volunteers who work with us. It is 
also an opportunity to formally recognise the 
valuable contribution these generous people 
make to the lives of so many people.

Volunteering provides valuable work 
experience, and, combined with a written 
reference from Evolve Housing, can help 
volunteers find paid employment.
Evolve Housing Volunteer of the 

FRIENDLY VISITS
 to residents to celebrate 

birthdays
and assist with any day to 

day activities

ORGANISING
EVENTS 

to support Seniors’ Week, 
residents’ Christmas parties 
and other significant events

WEEKLY CALLS
to our aged residents as part of 

FAN available in 3 languages

Volunteer contributions

PARTICIPATING
on the communication panel

HOLDING 
Resident Council meetings

LEADING
resident local group
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Evolve Housing  Residents Council Chair Bruce our 2015 Volunteer of the Year

year 

Evolve Housing hosts an annual volunteer celebration to thank and 
acknowledge the achievements of the many volunteers who work 
with us and the valuable contribution these generous people make 
to so many people’s lives. 

In 2015 the Annual Volunteer of the Year award was presented to 
Bruce Stubbs, a resident of Evolve Housing since 2010. Bruce has 
been actively involved with the Residents Council since 2011 and 
has held the position of Chair of the Council since 2013.  

Bruce is a committed and enthusiastic member of the Council that 
confidently advocates for a better service for residents. Bruce has 
represented Evolve Housing at the Federation of Housings Tenant 
Network, ensuring that the voice of residents is heard across the 
sector. 

Bruce has continually informed Evolve Housing on important 
community services that would benefit residents including the Good 
Shepherd Microfinance services, which complements our Evoloans 
and has helped residents access the Chemist Assistance Scheme. 

Bruce has not only been a wonderful asset to Evolve Housing, but has 
been a great asset to the community housing sector. We thank Bruce 
for his continued dedication and congratulate him on his award.
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2015-16 Objectives 

In 2015-16, our Resident Engagement team will continue to focus on sustaining our residents’ tenancies and strengthening the communities in which 
they live. Our aim is to build communities that are inclusive and harmonious.

Residents Council
For Residents Council to operate independent of 
Resident Engagement as a more autonomous and 
empowered member of the Evolve Housing team, 
by providing specific training in the key functions of 
Chair, Secretary and Treasurer. 

Building Socially Active Communities
Deliver up to 4 resident engagement activities 
over the next 12 months that include three school 
holiday activities for youth, with direct input from 
Residents Council.

Local Resident Groups
Establish two more Local Resident Groups (LRG) 
so that we can continue to decentralise some of 
our training and workshops previously held in our 
Parramatta office and take them directly to residents. 
Increasing accessibility increases participation of 
residents in our life skill programmes and activities.

Health And Wellbeing
Deliver 6 cooking workshops to assist in budgeting 
and meal planning with Taste Tours.

Sustaining Tenancies And Breaking The Cycle Of 
Unemployment
Develop 3 key strategies to improve access for 
residents in the area of Employment and training. 
Facilitate money management programs for 
tenancies at risk. Establish new partnerships with 
at least two new Registered Training Organisations 
that facilitate courses that will help provide resident 
employment opportunities - Aged Care, Community 
Services, business skills, English language, and job 
ready courses.
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Residents Council Chair Bruce Stubbs (left)  and Evolve Housing resident Adela (right).

Adela’s story 
Evolve Housing volunteer and resident Adela 

kindly shared her story of volunteering with us.

“I would like to use this opportunities to firstly, 

congratulate everyone on their hard work & 

efforts, and to secondly, elaborate on volunteers 

day and my role as one of your team members. It 

is evident that life has its ups and downs, and we 

all cop our fair share of the highs and lows.

 For me, the hardest test was to go through breast 

cancer and the effect it had on me and those 

around me. They say friendship and relationships 

get a person through life and I must say I will 

forever be grateful for the care, help and support 

from Margaret, the team at Evolve Housing and 

all my family and friends.

Let it be known, that my experience as a volunteer 

has taught me many skills and positive traits that 

I and we can use for every other aspects of life.

 

I hope to continue being a volunteer helping my 

fellow colleagues and staff of Evolve Housing to 

further my assistance to cancer patients, non-

English background citizens and anyone in needs 

of a hand. It has been a privilege to be part of 

Evolve Housing team and it has been a huge 

learning curve for me. I hope we can all continue 

to work in harmony to support and assist one 

another and to provide our help and assistance to 

whomever may need it.

I wish for happiness and security upon everyone 

as I do for my own family and hopefully one day 

we can all look back and say ‘Hey we worked 

hard and helped our people to the best of our 

abilities!”

Adela, Evolve Housing volunteer and resident. 

See ‘Adela’s Story’ online with photo gallery
www.annualreport.evolvehousing.com/adelas-story
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During 2014-15 the property management 
component of the Strategic Growth Division 
was moved to the Resident Services Division 
due to operational commonalities. The 
move maximises resource efficiencies 
as Resident Services provide property 
services and management for our other 
Evolve Housing tenancies. The area of 
Private Market Housing was created within 
Resident Services to differentiate the 

private rental properties from the social 
housing properties.  The division formerly 
known as Strategic Growth became 
Developments Delivery and continues to 
lead the organisation in Strategy, Business 
Development and Partnering, and Property 
Development. A General Manager for 
our Developments Delivery division was 
appointed in early 2015.  

To deliver against our strategic objective 
of growing the business we worked 
on diversifying funding to reduce the 
organisations’ reliance on Government grants. 
To do this we established new housing and 
funding solutions, with revenue generated 
being reinvested back into Evolve Housing’s 
core mission of relieving housing stress. Our 
Private Market Housing division contributes 
to this. 

PMH is integral to Evolve Housing’s growth 
strategy to diversify revenue streams, 
enhance the sustainability of our organisation 
and the supply of housing. Revenue generated 
from PMH is directed back into the provision 
of social housing. Detailed report of PMH 
services and performance report can be 
found on page 74.

Strategic Growth
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Developments Delivery was further 
aligned to strategic business growth with 
the appointment of a General Manager, 
partnering and strategically managing and 
expanding the asset portfolio.

The introduction of the National Disability 
Insurance Scheme (NDIS), and our ability as a 
property developer to deliver person centred 
housing for people with disability of low to 
high need  has seen us partner with disability 
providers. Consistent with one of our core 
organisational values of meeting community 
needs, we partnered with specialist disability 
support providers to design, construct and 
manage innovative housing models that 

facilitate both supported and independent 
living environments for people with 
disabilities.

In 2014-15 the Developments Delivery team 
actively pursued opportunities for residential 
developments, including joint ventures with 
like-minded partner organisations.  Capabilities 
and assets were managed to support 
partnerships and strategy that positioned 
Evolve Housing to respond effectively to 
opportunities such as NRAS and Supported 
Accommodation Innovation Fund (SAIF). In 
February 2014 Evolve Housing was the only 
CHP to successfully negotiate the transfer 
of NRAS from a cancelled development to a 

new mixed tenure development at Thornton 
Estate in Penrith of 268 apartments including 
134 social and affordable homes which will 
be home to approximately 200 social and 
affordable housing residents.

The project management skills of the 
Developments Delivery team has resulted 
in the procurement and construction of 
housing on behalf of clients such as disability 
support partners Sunnyhaven  in addition 
to government projects for organisations 
such as RASAID (Ryde Area Supported 
Accommodation for Intellectually Disabled).

Developments Delivery report

Property type Completed 2014-15 To be completed 2015-17
Rance Rd High Street Smalls Rd Ryde Evolve Pacific Stimson St, Guildford Heath St Turrella Thornton Estate, Penrith

Social 12 9  
 

44  8  10

Affordable 15 21 41 14 1 124

Disability 15 10  

Private Market 134

Property numbers for development projects
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Highlights for 2014-15

• With capital contribution from Evolve 
Housing the High Street development 
was able to yield an additional 9 
affordable housing units in a 30 unit 
development, an increased housing 
capacity of 43 per cent over the original 
projection for this NRAS development.

• Delivered two mixed tenure 
developments (Rance Rd and High St) 
which have both social and affordable 
housing to promote social inclusion.

• Delivered a high need person centred 
housing that is highly adaptable so that 
it is sustainable with the ability to meet 
current and future needs.

• Smalls Rd Ryde was awarded Livable 
Housing Australia’s highest level 
Certification, Platinum Level compliance 
for the group disability home which  
incorporates Universal Housing Design 
principles and supports the requirements 
of the Livable Housing Guidelines.

• Completed projects were person 
centred in design with a community 
focus that promoted engagement and 
social inclusion with mixed housing that 
consisted of 31 per cent social, 51 per 
cent affordable and 18 per cent disability.

• Secured the successful transfer of NRAS 
incentives to Penrith which will see the 
delivery of a mixed tenure of social, 
affordable and private market housing 
and will supply much needed housing to 
200 plus people in housing need.

2015-16 Objectives

• Delivering Outcomes – delivering on secured 
development opportunities to provide new 
housing for our future clients/tenants.

• New Opportunities – pursue new 
development opportunities that meet our 
core business objectives of reducing housing 
stress and that meet our corporate capacity 
thresholds.

• Relationships – fostering existing and new 
relationships with both private and public 
sector plus establishing relationships with 
consultants that enables a scalable capacity 
for resourcing needs.

• Innovation – research and implementation 
of new materials plus industry firsts such 
as modular construction and multi-use 
transformational furniture.

• Systems – establish and refine operational 
systems and documentation that provide 
effective and efficient tools for review of 
potential development opportunities and 
for the delivery of our development projects.

• Capability – training our people to enhance 
skills and abilities that will strengthen our 
capability to deliver greater outcomes.

Property numbers for development projects

2015-2017

2014-2015

40

62

67

180

24

10

134
Private Market Housing

Disability

Affordable

Social

2015-2017

2014-2015

Private Market Housing

Disability

Affordable

Social
40

20

67

242

24

10

268
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Completed developments
Rance Road, Werrington

This development in Werrington consists of 27 townhouses and 
villas on a podium deck over a basement carpark for our mixed-
tenure model which includes both social and affordable housing 
tenancies.

This development will house 12 (45 per cent) new social housing 
tenancies and 15 (55 per cent) affordable housing tenancies under 
NRAS.

Key features of the development:

• Three fully adaptable units – these apartments are designed 
and built so they are structurally ready for a makeover to 
an accessible home for persons with disability. They include 
features such as accessible door widths and structurally 
upgraded walls in bathrooms to enable installation of grabrails

• Elevated and open landscaped podium level spaces for shared 
use by all tenants and their visitors

• Basement parking

Funding
Funding provided by NRAS 
4A with capital contribution 
from Evolve Housing 

3
Adaptable 
units

Handover Date
11th  September 
2014

12
Social Housing 
tenancies

15
Affordable Housing 
tenancies
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SITE PLAN

High Street, Harris Park

This development in Harris Park consists of 
30 apartments in two 4 level buildings over a 
basement carpark for our mixed-tenure model 
which includes both 9 (30 per cent) social and 21 
(70 per cent) affordable housing tenancies.

Key features of the development:

• Four fully adaptable units – these 
apartments are designed and built so 
structurally ready for a makeover to 
an accessible home for persons with 
disability; and include features such as 
accessible door widths and structurally 
upgraded walls in bathrooms to enable 
installation of grabrails

• Rear access basement parking
• Two lifts with access to each level
• Close to shops and Parramatta CBD

Funding
Partly funded under NRAS 4A 
& 4B  with capital contribution 
from Evolve Housing

9
Social Housing 
tenancies

21
Affordable Housing 
tenancies

Handover Date
16th January 2015
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Smalls Road, Ryde

This development in Ryde was developed for 
RASAID (Ryde Area Supported Accommodation 
for Intellectually Disabled) which is purpose built 
for 15 of their clients – going beyond standard 
accessible design to be a truly person centred 
design. 

Smalls Rd Ryde was awarded Livable Housing 
Australia’s highest level Certification, Platinum 
Level compliance for the group disability home 
which  incorporates Universal Housing Design 
principles and supports the requirements of the 
Livable Housing Guidelines.

The development consists of 4 individual 
buildings with landscaped grounds and car 
parking facilities. The buildings include:

• Group home with 5 bedrooms with 
shared kitchen and laundry facilities plus a 
hoisting system to move tenants to, from 
and within their bedroom and bathroom.

• Two 2 bedroom apartments (4 bedrooms) 
with self-contained kitchens and shared 

laundry facilities.
• Six 1 bedroom apartments (6 bedrooms) 

fully functional and independent with self-
contained kitchen and laundry facilities.

• A large community room with kitchen, 
office, therapy and bathroom facilities.

• Open landscaped spaces which are fully 
accessible for persons with disability - for 
shared use by all tenants and their visitors.

Funding
Partly funded by NSW 
Government a& Federal 
Government under SAIF

15
Disability Housing 
tenancies

Handover Date
25th May 2015

The mix of adaptable independent living and 
group home facilities is purpose designed and 
built to meet the needs and interests of each 
individual tenant. 

See ‘Completed Developments’ photo gallery 
online 
www. annualreport.evolvehousing.com.au/
completed-developments
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Deanne’s story

Deanne had never thought she deserved 
a little bit of good in her life. After living 
through abuse and tragedy, Deanne now 
knows that every challenge just makes you 
a little bit stronger. Deanne’s partner had 
gambling, alcohol and drug issues which 
resulted in them losing their home on the 
Gold Coast. They decided to move Sydney 
to get a fresh start and begin a new life 
together.

When they moved to Sydney, Deanne
continued to experience physical and 
psychological abuse at the hands of her 
partner. Trapped in the cycle of abuse 
Deanne could not see a way out, with no 
family support in Sydney and for the sake of 
her twin children Deanne stayed.

Deanne worked hard, sometimes working up 
to 18 hours to make ends meet every week 
for her family. Tragically in 2013, Deanne lost 
her 13 year old daughter after she took her 
own life. 

 Using her son as her inspiration, Deanne 
bravely decided to leave and with her son 
put their lives back together.

The apartment Deanne was renting was 
going to be sold by the owner and she was 
forced to look for a new place to live. Deanne 
wanted to stay in the same community she 
lived in and where her son went to school 
but found it difficult to find something 
affordable and suitable. Eventually Deanne 
came across Evolve Housing and applied for 
an affordable housing property. Being a full 
time working mother, Deanne did not know 
she was eligible for affordable housing and 
had low expectations about the outcome. 
She was over the moon when her application 
was approved.

Since moving into affordable housing, 
Deanne’s life has changed for the better. 
Taking the stress out of trying to pay the rent 
and bills each week has only strengthened 
the relationship between Deanne and her 

son. Having a safe place to call home and 
come back to each night is a dream come 
true and puts a smile on her face each time 
she walks in the door.

Living in an affordable property in the 
community they already knew, close to 
amenities, her son’s school, her work, and 
transport has also made each day just a little 
bit easier.

Being in affordable housing Deanne believes 
her journey is now just starting. Deanne 
dreams of one day owning her own home 
and now has the ability to begin saving 
money rather than struggling to get bills 
paid each week.

Deanne says that by just having an extra $50 
in her pocket each week she has the luxury 
of being able to treat her son by going on 
trips to the beach because they can put 
extra petrol in the car or go out to dinner 
occasionally, things that many other families 
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would take for granted. After having to say 
no for so long, Deanne loves to finally be 
able to say yes to her son.  

Having the security and peace of mind of 
being safe in her home has made Deanne’s 
life happier. Deanne now can look forward 
to the future and watching her son grow up.

Feeling that her daughter continues to 
look out for her and her son, Deanne 
uses her positive attitude to life to try and 
raise awareness about domestic violence, 
affordable housing and mental health in 
young people.

‘My Journey Home: Deanne’s Story’
Watch on our YouTube Channel: Evolve Housing
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134 
Affordable and Social homes

22 
residents

22 
homes
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134 
Private Market Homes

Lord Sheffield Circuit, Thornton Estate

This development is part of Urban Growth’s Thornton Estate in Penrith. 
Evolve Housing will be developing a mixed tenure model on a large scale.

This development consists of three buildings over a basement carpark 
with a total of 268 apartments plus around 268 car spaces.

The mixed tenure model has been expanded to private market 
apartments in addition to affordable and social apartments. The mix is 
made up of 50 per cent private market and 50 per cent, a combination 
of affordable and social.

Stimson Street, Guildford

This development, by Evolve Housing, will provide accommodation for 
22 people.

The development consists of a New Age Boarding House (NABoH) 
apartment building over 4 levels plus a basement car park. All levels will 
have lift access. The development includes:

• Twenty two NABoH apartment complex with all apartments having 
self-contained kitchen and laundry facilities.

• One 1 bedroom apartment for the property manager with self-
contained kitchen and laundry facilities.

• Communal room with staff facilities and storage.

To be completed 2015-17
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Evolve Pacific Developments  -  3 Developments

Evolve Housing is in a joint venture with Pacific Link Housing 
from Gosford to develop 85 apartment New Age Boarding 
House (NABoHs) over three (3) regional locations – Woy Woy, 
Mount Hutton and Roselands. Each development will contain 
NABoH apartments which are self-contained and designed to the 
Affordable Housing SEPP with on-site parking.

   22.530 m²
UNIT 6

   22.444 m²
UNIT 7

   22.000 m²
UNIT 8

   22.431 m²
UNIT 9

   22.506 m²
UNIT 10

RITEK ROOF BELOW 2m
OVERHANG

3
DA10

1
DA10

1
DA10

2
DA10

2
DA10

RL 10.965m
RL 10.965m

RL 11.00m RL 11.00m
RL 11.00m

2.1m HIGH WALL TO CORRIDOR

COLOURED PANELS
FIXED LOUVRES ANGLED
UPWARDS FOR PRIVACY

4
DA10

4
DA10

FIXED LOUVRES FIXED LOUVRESGLASS BALUSTRADE
GLASS BALUSTRADE

RITEK ROOF

7.
00

°

7.
00

°

RL 10.965m

RL 10.965m

GLASS BALUSTRADE

D
2

D
1

W
3

W
4

D
1

W
4

W
3

W
2

D
3

W
1

W
1

D
3

W
2

W
1

D
2

W
3

W
4

D
1

D
1

W
4

W
4

D
1

D
2

W
3

W
2

W
2

D
3

W
1

W
1

D
3

D
3

GLASS BALUSTRADE

GLASS BALUSTRADE
GLASS BALUSTRADE

GLASS BALUSTRADE

W
3

D
2

LINE OF WALLS
BELOW

LINE OF WALLS
BELOW

 1 : 200DA09

LEVEL 11

1 Heath Street, Turrella

UP

   27.728 m²

COMMON
AREA

   22.691 m²
UNIT 1

   22.499 m²
UNIT 3

   22.518 m²
UNIT 2

   18.972 m²
OUTDOOR

   18.990 m²
OUTDOOR

   19.373 m²
OUTDOOR

THREE STOREY BRICK COTTAGE SINGLE STOREY BRICK COTTAGE

HE
AT

H 
ST

RE
ET

RICKARD STREET

FRONT SETBACK

6000

RAMPRAMP

   75.445 m²

OUTDOOR
COMMON

AREA

RL 7.765m

BI
N

 A
RE

A

MAILBOXES 1000mm WALL

RL 7.765m

RL 7.80m

RL 7.80m

EL
EC

T.
 M

ET
ER

S/
M

A
IN

TA
IN

EN
CE

 S
TO

RE

DP

DP

DP

DP

DP
DP DP

3
DA10

1
DA10

1
DA10

2
DA10

2
DA10

RAMP

30
00

L 
W

A
TE

R 
TA

N
K

col.

col.

co
l.

SET BACK
3000

9.05m
9.00m

8.80m

8.68m

8.86m
9.00m

8.33m

8.30m

7.67m

7.24m

7.21m

6.95m

WATER DETENTION
TANK UNDER

7.00m

7.76m

7.59m

PIT

PIT
PIT

700mm HIGH
RETAINING WALL

   23.634 m²
MANAGER'S

3
MOTORCYCLE
PARKING21

700mm - 100mm RETAINING WALL

4
DA10

4
DA10

BICYCLE PARKING
TO COMPLY WITH
AS2890.3

KE
RB

   18.664 m²
OUTDOOR

POWDERCOATED STEEL
DEVIDING SLAT FENCE

1200mm HIGH TIMBER
SLAT FENCE

ARTIFICIAL GRASSTALL PLANTING FOR PRIVACY
TALL PLANTING FOR PRIVACY

PATH

EX. TREE TO BE
DEMOLISHED

EX. TREE TO BE
RETAINEDEX. TREE TO BE

RETAINED

EX. TREE TO BE
RETAINED

EX. TREE TO BE
RETAINED

EX. TREE TO BE
RETAINED

EX. TREE TO BE
RETAINED

EX. TREE TO BE
RETAINED

EX. PATH

EX. TREE TO BE
RETAINED (MAY
NEED TO BE
TRIMMED)

   12.351 m²
OFFICE

   21.888 m²
UNIT 4

ARTIFICIAL GRASSARTIFICIAL GRASS

1

ARTIFICIAL GRASS

EX. TREE TO BE
RETAINED

3000
345 2400

TALL PLANTING FOR PRIVACY

   22.424 m²
UNIT 5

   18.781 m²
OUTDOOR 3000

2

MANAGER'S

EX. TREE TO BE
RETAINED

FENCE

W
7

D
3

W
6

W
3

W
6

D
3

D
3

W
1

D
5

D
5

W
5

W
4

D
1

W
5

W
4

D
1

D
1

W
4

D
3

W
1

D
3

W
1

W
4

D
1

W
5

W
5 D

1

W
4

W
3

W
6

W
3

D
3

W
1

D
4

D
1

D
4

D
1
W
4

VISITOR'S

1.2m RETAINING WALL

D
2

D
2

D
2

D
1

D
1

W
4

D
2

D
2

D
100

4000

D
2

W
5

PA
TH

LINE OF ROOF OVER

W
3

25
00

6872

50
00

3830

BACK VIEW

C

M

Y

CM

MY

CY

CMY

K

Heath Street.pdf   2   26/10/2015   9:18:53 AM

Heath St, Turella

This development is for Sunnyhaven Disability Services who are developing 
one of their properties to provide accommodation for 10 of their clients in 
10 apartments. Evolve Housing’s role is Project Manager for the delivery of 
this development.

The development consists of a New Age Boarding House (NABoH) apartment 
building over 2 levels, ground floor and first floor, landscaped grounds and 
car parking facilities. 

The development includes:
• Ten NABoH (10 bedrooms) with self-contained kitchen and laundry 

facilities.
• One NABoH  (1 bedroom) for the property manager with self-

contained kitchen and laundry facilities.
• A large communal room with bathroom, staff facilities and storage.

11 
residents

11 
homes
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TD16 INTERIOR FINISHES FOR UNITS

1 TENDER - NOT FOR CONSTRUCTION 15/07/15 SO AK
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85 homes

See ‘Current Developments’ photo gallery online
www. annualreport.evolvehousing.com.au/current-
developments
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Commercial Operations report
In 2014-15, Evolve Housing continued its 
journey with joint venture partners to develop 
micro apartments in Mt Hutton, Gosford 
and Bank with key community housing and 
disability partners, and actively engaged with 
stakeholders in the political and not-for-profit 
arenas.

The commercial operations team serves two 
key organisational functions: governance 

and advocacy. The governance function 
encompasses company secretarial, legal, risk 
and compliance, contract management and 
document control. The advocacy function 
encompasses stakeholder engagement, 
focusing on government relations at all levels 
of government, public policy responses and 
tender management. These two functions 
complement each other:  a sound internal 
governance framework ensures Evolve 

Housing can effectively engage in external 
advocacy. 

In this section of the annual report we:
• present highlights for the commercial 

operations team for 2014-15
• report on how the commercial operations 

team delivered on its targets
• outline the commercial operations 

team’s goals for 2015-16
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Highlights and Achievements

In 2014-15, the commercial operations team:

• Entered into a joint venture with Pacific 
Link, including the purchase of land 
for property development to meet 
its obligations under state funding 
agreements

• Completed legal documentation for 
tenancy and property management 
services for the War Widows Guild

• Made submissions in response to the 
NSW Government’s Social Housing 
discussion paper and the Premier’s 
Innovation Initiative on Social Housing

• Contributed to discussion papers and 
public policy inquiries. Evolve Housing 
was selected to provide evidence 
to the NSW Inquiry into Tenancy 
Management Services in Social Housing 
following a successful submission to 
the Inquiry. Evolve Housing also made 
two submissions to the Premier’s 
Innovation Initiative and managed 
arrangements for Evolve to participate 
as a consortium member in three other 
proposals

• Completed an operational risk 
assessment into staff safety

• Managed the not-for-profit aspects 
of the 2014 Western Sydney 
Homeless Connect Initiative, involving 
coordination of over 30 organisations

• Implemented a restructure of Board 
sub-committees

• Updated standard contracts to improve 
organisational risk management

• Engaged with major stakeholders 
including federal, state and local 
government members

• Participated in the judging panel for the 
NSW Disability Innovation Awards

• Managed and maintained Evolve’s trade 
mark portfolio

• Incorporated a special purpose vehicle 
in preparation for planned property 
developments

• Managed ongoing state and federal 
government compliance reporting, 
including to maintain Evolve’s 
registration as a Tier 1 community 
housing provider under the National 
Regulatory System for Community 
Housing

• Developed a new risk management 
framework compliant to AS/NZ 
ISO31000:2009, together with 

associated policies and procedures
• Consolidated the organisation’s 

insurance arrangements to optimise 
insurance coverage based on the 
organisation’s risk profile

• Completed legal arrangements with 
ADHC for funding during the transition 
to the National Disability Insurance 
Scheme.

Through a robust governance structure, we 
ensure the company has an appropriate 
operational capacity and reporting framework 
for effective and efficient performance, 
accountability and transparency. We adopt 
best practice approaches to identify and 
manage key risks to the company and to 
provide and maintain a safe and healthy work 
environment for staff.

We actively engage with stakeholders. This 
helps us cultivate relationship with public 
officials and increase Evolve Housing’s 
capacity to contribute to policy dialogues 
that will ultimately support our mission of 
alleviating homelessness and housing stress. 
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Advocacy
Stakeholder engagement is a key component of 
our advocacy efforts and provides opportunities 
for Evolve Housing to further align our business 
practices with the needs and expectations of 
influencers and people we serve, helping to drive 
decision-making and improve accountability. 

Connecting with peers and the Government
Evolve Housing continued to actively engage 
with other not-for-profit housing providers. 
Through sharing best practices, innovative ideas 
and policies we stand a better chance to attain 
our common goal of achieving a sustainable 
system capable of meeting affordable housing 
need. 

In 2014-15, Evolve Housing CEO Andrea Galloway 
led and participated in many discussions and in 
her capacity as a member of The Salvation Army 
Australia Advisory Board and NSW Business 
Chamber - Western Sydney First, has helped 
facilitate peer exchange and collaboration 
among CHPs and organisations.

Throughout 2014-15, Andrea has participated 
as a speaker or appeared at various sector 
discussions.  She was asked to submit Evolve 

2015-16 Objectives 

• Manage the legal arrangements 
for major property developments 
including the Thornton Estate at 
Penrith, along with opportunities 
arising as a result of our joint 
venture arrangement with Pacific 
Link

• Enhance risk management 
practice by further embedding 
risk management principles in the 
organisation’s operations

• Identify and implement business 
improvement opportunities 
around all policies and end-to-
end processes that deliver risk 
mitigation benefits

• Implement outcomes of staff safety 
review to ensure best practice risk 
management and staff safety in the 
field

• Deliver workplace health and safety 
staff training

• Improve efficiencies by further 
automating compliance and 
reporting obligations to government 
to meet regulatory and contractual 
obligations 

• Develop a suite of best practice 

standard contracts to support 
developments delivery

• Review internal audit processes, 
functions and capabilities and 
develop audit tools tailored to align 
with risk management activities, 
consistent with the organisation’s 
risk profile. 

• Complete  the company’s 
constitutional review and adopt 
a new constitution tailored to the 
company’s current mission and 
values

• Identify and leverage opportunities 
for the company to provide 
accommodation solutions for 
people living with disability in 
line with the National Insurance 
Disability Scheme

• Support Evolve Housing for Youth 
(EHY) by integrating policies and 
procedures relevant to services 
provided by EHY under the Going 
Home Staying Home program 

• Implement outcomes of the 
company’s privacy policy review
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Left to right: NSW Minister for Family and Community Services and the Minister for Social 
Housing Brad Hazzard, Evolve Housing CEO Andrea Galloway and Evolve Housing Chair 

Paul Howlett at The Cornerstone, High St Harris Park  Grand Opening.
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Evolve Housing CEO Andrea Galloway at the annual Vinnies CEO Sleepout

Stakeholder Housing sector
Government

Federal State Local
Month 2013-14 2014-15 2013-14 2014-15 2013-14 2014-15 2013-14 2014-15

July 3 6  2 1 3
August 4 3 1 1 2  

September 2 3  1  
October  1  3  1

November 5 3  2  1
December 2 1  1  1 1

January 4 2   1  
February 1 4  2 1 1

March 10 1  2 1 1
April 6 2 2 1 1 2
May 5 5 3 1 4 1 2
June 6 1 2 6 1 1

Number of engagements with our stakeholders

Housing’s perspectives at two separate inquiries in 
Canberra on NDIS and Home Ownership.  Andrea 
also had approximately 18 meetings with local, state 
and federal government representatives to discuss 
the important issues of homelessness and housing 
stress.  These are topics that are shared with other 
CHP’s and significant stakeholders.  

Engagement highlights in 2014-15

• Attended 50 seminars and meetings to discuss 
issues relating to:

• Our ‘Journey Home’ strategy and the 
continuum of housing

• Housing stress and the supply of 
affordable housing in Australia

• Helping people who are homeless 
achieve sustainable housing and social 
inclusion

• Took part in The Vinnies CEO Sleepout together 
with over 1,000 business and community 
leaders, raising millions of dollars to support 
people experiencing homelessness. 
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Core to Evolve Housing’s strategy, GESS, 
is sustaining tenancies and strengthening 
communities. The significance of these 
elements is to deliver a sustainable 
continuum of housing that we call the 
Journey Home®. 

‘The Journey Home’, basis is simple: 
subsidised housing is not a destination - it 
is an opportunity. That opportunity is the 
support, available to any resident who 
wishes to undertake the journey, to move 
from social housing (including disability 
housing) to affordable housing, from 
affordable housing to private market rental 
or shared equity, and ultimately to home 
ownership. 
For the Journey Home® to operate at 
maximum effectiveness delivering positive 
social and economic outcomes for individuals 
and the community as a whole, we need 
housing and housing support solutions that 
are fair and sustainable. 

As an organisation we actively advocate 
that everyone has a right to a home. The 

large and increasing number of people 
that cannot meet their housing needs on 
the open market, either because of the 
unaffordability of available housing or 
because they have particular needs that the 
market simply cannot address, is of grave 
concern. As a not for profit community 
housing provider and a manager of state 
owned social housing, we also understand 
the dilemma that state owned ageing assets 
and poor maintenance are serious problems 
for all state Governments. 

Evolve Housing advocates that strategies 
and actions need to be taken to respond 
to the challenges in housing affordability.  
We stress the need for a broader and more 

holistic perspective and some key principles 
for policy design if we are to work together 
to successfully address housing affordability 
issues. 
A

The Journey Home
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Lola’s story
Lola is an Evolve Housing tenant who has gone 
from housing crisis, to social housing and now 
is living in affordable housing. This is the story 
of Lola and her family’s journey home.

‘I was living to work, not working to live, but 
now I’m working to live a good life because 
now I can do things, before I was just working 
to pay my rent.

Everything I wanted to do I had to second 
guess, even petrol, if I wanted to go somewhere 
and I couldn’t afford to put petrol in my car. I 
couldn’t travel, couldn’t take a holiday, I had 
an old car which I just had to maintain which 
would break down. 

Kids these days have Xbox, my son needed a 
Laptop, I would have to borrow money off my 
kids to help me get something for him. Then 
I would have to pay them back and because 
your paying back that debt, your always that 
one step behind, you can never get in front.

Strategies to help grow a sustainable supply of affordable housing:
• the provision of integrated, person-centred supports and incentives;
• directing policies and programs to the full housing continuum - including 

the expansion of Affordable Housing stock;
• increasing the community housing asset base through property transfers;
• investing to expand Affordable Housing;
• partnering with developers;
• an increased focus at state and local government levels on increasing 

the supply and sustainability of affordable housing. 

What community housing providers (CHP) have the potential to deliver: 
• mixed tenure models around housing affordability;
• capital improvements and maintenance more efficiently; 
• additional funding by combining borrowing with tax concessions; 
• private capital funding sources;
• more responsive tenancy management; 
• a stronger focus on improving social inclusion for all. 

At an operational level we identify the barriers: 
• local government development contribution requirements; 
• lack of access to land specifically owned by government; 
• the unavailability of long-term leases on government housing stock; 
• the absence of a viable, scalable program for tenanted housing 

properties; 
• rental and tenancy management policies that do not incentivise, and 

in some cases actively disincentives, movement along the continuum 
from social housing to home ownership.  
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Now I can spend more time with my son doing 
things like next week were going to Perth. We 
went to Bali, bought a new car. We can go 
places, this newer car is cheaper on petrol and 
no more maintenance costs.

Life is easier. It’s depressing when you can’t 
do anything and you’ve got a teenage son that 
gets angry at you all the time, because you 
can’t give him what your friends can and he 
can’t do what his friends are doing.

I’ve paid market rent for a long time, with my 
husband Peter and my children. When my 
husband died, I was on my own having to pay 
all the bills on my own. My children were still 
at school, and things went from bad to worse. 
When your life is going into turmoil, this is just 
an escalation.

An affordable property came up in our area. 
It’s near my son’s school and our family so we 
have that family support.
Housing stress affects everyone to some extent. 
By the time you pay market rent, and you’re in 
an area that suits your needs, sometimes you 
don’t have a choice in how much rent you pay 
depending on the area you live. 

By the time you pay, you are left with minimal, 
food and petrol in your car. To eat healthy 
is expensive. It’s cheaper to eat unhealthy 
food. You become unhealthy and lazy, which 
becomes another issue. 

Anyone who has kids in sports knows there 
are registration costs, football boots, they 
start over $100, and then you need to travel 
to the games, so you need petrol.

I think the income threshold for affordable 

housing eligibility should be greater, market 
rent is getting higher; you won’t be paying less 
than $400 for market rent. 

Affordable Housing is all small. I’m not sure 
who thinks all families have one or two kids, 
all properties are two bedrooms you are lucky 
to get three. There’s nothing for big families 
and if you do, you don’t have a choice. Most 
single people on a single income they’re not 
struggling, but the families on a single income 
are the ones struggling.’

‘Lola’s Story’
Watch on our YouTube Channel: Evolve Housing

JOURNEY HOME STORY| 05
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Corporate Services report
For 2014-15 Evolve Housing:

• Achieved an operating surplus of $10.96 
million

• Created a Future Proofing framework  
created and implemented  phase 1 

• Developed and implemented a 2014-15 
People & Culture Strategy

• Won the NSW Australasian Housing 
Institute award for Innovation for our 
corporate website.

The Corporate Service team is the engine room 
of the company to ensure it has the capability 
to deliver on its objectives and targets while 
supporting our scalability and capacity 
for growth. We also help in improving our 
efficiency and productivity in the delivery of 
services to our customers. The team consists 
of Financial Services, People & Culture, 
Information and Communication Technology 
(ICT), Marketing and Communications and 
Business Support and Facilities Management. 

In this section of the annual report we:
• Present the highlights and achievements of 

the corporate services team in 2014-15
• Review the team’s performance against 

business objectives
• Provide a summary of the key support areas 

offered by the team
• Give an outline of the team’s objectives for 

2015-16
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2014-15 Objectives 

• Finalise the Investment Strategy
• Enhance the capacity and useability 

of our core business technology 
solution

• Further the reach and depth of our 
digital and social media 

• Source resident and housing insights 
to develop effective marketing and 
communication platforms 

• Maintain ongoing financial viability 
of the organisation to take advantage 
of future growth opportunities

• Further enhance the organisational 
culture through an engaged 
workforce

• Continue to develop a workforce 
that has the capability and capacity 
to deliver on the company’s strategic 
objectives 

• Explore Disability Accommodation 
models and partnerships 

INVESTED MORE 
THAN $114,000
on staff learning and development

DESIGNED 
and produced in house

the 2013-14 annual report awarded 
Bronze in the 2014 Australasian 

Reporting Awards

3.4 million 
audience reach

across our digital and social 
media, producing 13 in house 
videos, 2 infomercials and 2 

instructional  videos

FUTURE PROOFING
framework  created and phase 1 

implemented  

Developed and implemented the 

2014/15 People & 
Culture Strategy

NSW Australasian Housing Institute 
award for Innovation for our 

corporate website 

NSW Federation of Housing award 
for Excellence in 
Communication

OVERHAULED
our tenant 

management system
 to improve the timeliness, accuracy 
and completeness of communication 

with our residents

MORE THAN 
$11,000

SUPPORTED
the Western Housing for Youth 

team throughout merger

WON
Funding received from two 

Government initiatives for P&C 
training 

Highlights and Achievements
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Evolve Housing for Youth (EHY) at their Merrylands office
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Information and Communications Technology 
(ICT) is an essential part of every organisation 
and ours is no exception. Every part of our 
organisation relies on phone calls, emails, 
websites, database records, SMS, digital photos, 
electronic documents, printing and much more. 
The role of Evolve Housing ICT team is to ensure 
that staff and residents are able to communicate 
reliably, and that they have access to the right 
information at the right time.

Like many growing organisations we have 
struggled to keep up with the many and massive 
changes occurring within the technology sector 
over the past few years and changes that have 
spilled over to society as a whole. In 2014-15 we 
have taken a number of steps to reinforce our 
ICT foundations so we can be better prepared 
for the future and support the organisation’s 
continued growth.

Highlights for this year:

• Implementing phase 1 of the Future 
Proofing Business Technology Program

• Growing our ICT team so we can increase 
our focus on business systems and 
technology

• Adding on and supporting an extra office 
with the addition of Evolve Housing for 
Youth

Plans for 2015-16 include:

• Continuing to review the way technology 
can support and enhance business 
operations

• Overhauling our tenant management 
system to improve the timeliness, accuracy 
and completeness of communication with 
our residents

• Improving staff productivity by increasing 
the reliability and consistency of ICT

Information and Communication Technology

Our messages reached
an audience of

 ¾ million  

Almost 
8 out of 10 

respondents to our survey were 
satisfied with communication with 

Evolve Housing 
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Evolve Housing uses digital and social media 
to raise awareness of our causes and work, 
promote our core values, and also to engage 
our tenants, stakeholders and supporters.

In 2014-15 we continued our successful 
e-marketing campaigns, and significantly grew 
our digital and social media presence.

The Marketing and Communications team 
develops strategies to communicate our 
company’s brand and vision, manages our 
digital and social communication channels and 
produces high-quality marketing content and 
audio-visual material in support of the business 
and all departments in achieving their business 
objectives. 

In this section of the annual report we 
give an overview of our digital and social 
communication initiatives; present the 
marketing and communications team 
highlights and achievements in 2014-15; 

and summarisethe team’s objectives for the 
coming year.

In 2014-15 Marketing and Communications  
focussed on growing our audience base and 

Homelessness can happen to anyone

Housing is cheaper than homelessness.
• ‘Housing First’ as the most effective way to tackle homelessness and housing 

stress.

Importance of innovative and targeted initiatives in addressing housing stress 
and homelessness. 

Challenging the deeply ingrained stigmas attached to homelessness:
• Violence against women as leading cause of homelessness among women
• Family breakdown - Youth homelessness

Marketing and Communications report

Our key messages

reach to communicate key messages that 
promote our corporate brand, sector profile 
and aid in the delivery of our organisational 
purpose. 

1

2

3

4
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Young resident’s at our  2014 End of  Year Festive Celebration
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THREE
opinion pieces  

published by ABC Drum online

Designed 
and produced in house

the 2013-14 annual report awarded 
Bronze in the 2014 Australasian 

Reporting Awards

3.4 million 
audience reach

 through our social media channels 
improving audience engagement

Increased our 
Twitter audience base to 

1,004 followers

382,876
audience reach 

with our ‘Journey Home’
 social media campaign

NSW Australasian Housing Institute 
award for Innovation for our 

corporate website 

NSW Federation of Housing award 
for Excellence in 
Communication

31,359 
tenancy related SMS’s sent 

with only 1.2% opt out

ESTABLISHED 

Produced 13 

in house videos communicating 
our key messages 

WON

that includes key stakeholders, 
residents and the community

digital and social media audience 

Highlights and Achievements Strategic Objectives

The Marketing and Communications team 
plays a key role in delivering Evolve Housing’s 
strategic objectives of:

• Strengthening the community in which 
we  operate through leveraging the power 
of digital and social media

• Sustaining tenancies through timely 
collection and response to resident 
feedback and enquiries

The goal of our digital and social media is to 
interact with and activate our audience by 
giving them compelling social experiences, and 
through this drive conversation to support our 
advocacy efforts. By having an active digital and 
social media presence, we offer stakeholders 
and supporters a window into our purpose and 
the way we operate.  We communicate with 
residents about scheduled events, training 
programs and opportunities to be more 
involved in the community. 

Our digital and social media activities help us 
understand and respond to the needs of our 
residents. In addition to direct conversations on 
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2014-15 Overview

Website 

Our new website performs exceptionally well, built on a 
highly accessible format and with rich information content 
it creates a fair and easily navigated platform for our 
diverse audience. 

Performance results for 2014-15
• Unique visitors to the website increased 103 per cent 
• Page views increased 112 per cent to 20,581 a month
• Pages visited per session is 3.46, 85 per cent higher 

than industry benchmark
• Visits from mobile devices increased 214 per cent
• Paper usage in the organisation decreased 40 per 

cent

social platforms, we use surveys and analytics 
tools to identify trends, user behavior 
and areas for improvement. The feedback 
we collect through our digital channels is 
important for us to gain resident insights 
and contributes to our goal of supporting 

392,972 
Twitter

226,392
Website 

87,911
Facebook

12,020
E-Marketing

23,082
SMS

742,377
Total audience reach for 2014-15

Almost

30%
of all website sessions 

are accessed via a mobile 
device

30.4%
of our total audience 

was reached through our 
website – 

226,392 visitors

Touched more than 

2,477 
people 

each week with our 
stories

MONTHLY UNIQUE 
VISITORS

MONTHLY PAGE VIEWS DESKTOP USERS MOBILE AND TABLET USERS
2,735 20,581 70.86% 29.14%

MONTHLY UNIQUE 
VISITORS

MONTHLY PAGE VIEWS DESKTOP USERS MOBILE AND TABLET USERS
2,735 20,581 70.86% 29.14%
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MONTHLY UNIQUE 
VISITORS

MONTHLY PAGE VIEWS DESKTOP USERS MOBILE AND TABLET USERS
2,735 20,581 70.86% 29.14%

CAMPAIGNS SENT
PER MONTH

CAMPAIGNS 
SENT 2014/15

AVERAGE OPEN RATE AVERAGE CLICK THROUGH RATE
3 36 27.8% 14.7%

FACEBOOK LIKES TWITTER FOLLOWERS TOTAL YOUTUBE VIEWSTOTAL VIDEOS

2,428 1,004 7,12355

MONTHLY UNIQUE 
VISITORS

MONTHLY PAGE VIEWS DESKTOP USERS MOBILE AND TABLET USERS
2,735 20,581 70.86% 29.14%

CAMPAIGNS SENT
PER MONTH

CAMPAIGNS 
SENT 2014/15

AVERAGE OPEN RATE AVERAGE CLICK THROUGH RATE
3 36 27.8% 14.7%

FACEBOOK LIKES TWITTER FOLLOWERS TOTAL YOUTUBE VIEWSTOTAL VIDEOS

2,428 1,004 7,12355

Email marketing

We use email marketing as a more direct and 
personal way to reach our supporters and residents. 
We segment our recipient lists and send highly 
targeted email campaigns to achieve optimal open 
and click through rates. 

In 2014-15 we sent out an average of three email 
campaigns per month—including our quarterly 
newsletter ‘Evolving News’—to our supporters and 

residents. Our campaigns consistently get an open 
rate of 27.8 per cent and a click through rate of 
around 14.7 per cent, both higher than average 
industry benchmarks. There has been a decline 
in open rates and click throughs but given our 
frequency has increased by 33 per cent this is still a 
very strong engagement rate.

2014-15 Overview

E-marketing 
open rates of 

27.8 % 
and a click through rate of 
14.7% all above industry 

benchmarks.
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FACEBOOK LIKES TWITTER FOLLOWERS TOTAL YOUTUBE VIEWSTOTAL VIDEOS

2,428 1,004 7,12355

Social media

Through frequent social media 
communications on Facebook and Twitter 
we raise awareness about the work we 
do and the issues of housing stress and 
homelessness. 

The number of our Facebook supporters 
and Twitter followers grew steadily over 
2014-15 with a significant increase in 
Twitter followers. We reached more than 
2477 people each week with stories of 
our residents, news and commentaries on 
issues we care about.
 
The Journey Home

• Provides secure homes in 
communities for individuals and 
families to live in privacy and dignity

• Offers stability where children can 
thrive and achieve optimal education 
outcomes

• Greatly enhances health and well 
being

• Establishes a strong foundation for 
employment and asset and wealth 
creation

2014-15 Overview

The ‘Journey Home’ social media campaign 
was an incredible learning tool and our first 
advocacy driven campaign. “The Journey 
Home” highlights across the continuum 
of the strengthening of economic 
independence and social participation 
with subsequent decrease in government 
subsidy. The continuum of housing model 
is brought to life by real people sharing 
stories of their journey home. They tell of 
their struggles, their adversities and how 
they overcome them to arrive at their 
destination with each story being their 
own.  

We started a
real conversation

382,876  
people

were touched by the 
Journey Home 

campaign
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Young resident share’s ‘What home means’  to her

2015-16 Objectives

Our primary goal for 2015- 2016 is to continue to grow the 
reach and engagement of our digital and social media. By 
leveraging key influencers and posting relevant content, 
we want to engage stakeholders and thought-leaders in 
constructive dialogues, and ultimately drive advocacy efforts. 

Specifically:

• Increase the effectiveness of our marketing 
communications to communicate our key messages 
through networking, digital and social media

• Ensure we set the benchmark for innovative use of 
marketing and communication channels and mediums

• Be recognized by our peers and within the industry for 
our award winning business practices and talent

• Source resident and housing insights to develop effective 
marketing and communication platforms 

• Use resident and housing insights to create meaningful 
engagement with our target audiences – key stakeholders, 
Government, residents, general public and employees 

• Establish communication processes and platforms that 
ensure our marketing and communications are relevant, 
easily understood, engaging and memorable
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Family share’s ‘What home means’  to them

‘What home means’ campaign

Imagine if you didn’t have a place to call home.

In Australia over 105,000 homeless people each night don’t have to 
imagine. The problem continues to grow but the housing supply for 
those in need doesn’t. The shortage of affordable housing means 
more and more people don’t have a place to call home.

We passionately believe that it’s a person’s fundamental right to 
have a place to call home but we need your help. We need your 
help to convince those with the power to make a difference that a 
house provides more than shelter - it is the very foundation from 
which we create a life.

Help us tell the story of what home really means.

At our 2014 End of year Festive Celebration, residents shared what 
home meant to them.
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Our finances
In 2014-15 Evolve Housing once again delivered 
strong results with a documented net surplus 
of $10.96 million, and an operating surplus of 
$9.9 million, a $5.49 million increase on last 
year. 

It should be noted that the documented 
surplus result for 2013-14 of $106.4 million 
was disproportionally affected by a one-off 
recognition of 254 units at fair market value 
of $101.06 million from the NSW government. 
Net operating results should be taken as 
the best indication of the efficiencies and 
performance of the business. 

These results reflect the strategic and directed 
efforts to streamline our financial processes, 
increased income from diversified revenue 
streams and improved operating efficiencies. 

Revenue from operating activities grew by 
$7.6 million in 2014-15 up 21 per cent on 
last year. On a like-for- like basis, ignoring the 
one-off grant and recoverable expenses, this 

equates to an increase of 7 per cent or $3.3 
million. This increased income came from the 
six-monthly rent reviews, an increase in the 
number of  affordable housing properties, and 
income derived from the rental management 
fees received  from our growing Affordable 
Housing - NRAS management portfolio. 
A breakdown of revenue is shown in the 
revenue graph on page 140.

Expenses increased by 6 per cent or $2million 
in 2014-15. Half of this is due to higher rental 
payments on our leasehold portfolio. We also 
spent more on repairs and maintenance in 
line with our strategic management budgets, 
and experienced higher staff costs.

Evolve Housing’s equity (net assets) increased 
from $179.07 million to $189.9 million for 
2014-15 as shown in the graphs below.

 This increase was due to:

• Cash decreased by $3.8 million, from 

$21.7 million in 2013-14 to $17.19 
million due to strategic  investments 
made in housing assets over the past 
12 months and our joint venture with 
Pacific Link Housing.

Debtors increased by $2.9 million, from $2.2 
million in 2013-14 to $5.1 million in 2014-15 
financial year. The majority of outstanding 
receivables are NRAS subsidies payable by 
the NSW state government.

Non-current assets increased by 5 per cent or 
$8.8 million, from $181.2 million in 2013-14 
to $190 million in 2014-15, due to:

• Property revaluation value on the 
existing property portfolio.

• Investment in our joint venture  with 
Pacific Link Housing  to build more 
housing stock.

• Acquisition of additional investments in 
residential and commercial properties 
thought the year. 
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Completed project Smalls Rd Ryde, purpose built group home
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Liabilities decreased by $8.5 million, from 
$16.9 million in 2013-14 to $8.4 million in 
2014-15, due to:

• Discharging the grant of our joint 
venture with Pacific Link Housing of $7 
million. 

• Decreases in planned maintenance and 
other operating costs from $3.4 million 
to $1.6 million, demonstrating the cost 
efficiencies achieved on large scale 
expenditure from our proactive planned 
maintenance plan. By recognising 
all faceable and probable liabilities, 
planning and providing in advance has 
assisted Evolve Housing in securing its 
future as well as a guarantee of stability 
to stakeholders. 

Our report card 2010–15

Our Report Card provides a six-year trend of 
Evolve Housing’s key financial and operational 
ratios, and Key Performance Indicators (KPIs) 
to 30 June 2015. The trend analysis shows 
that we performed well against our financial 
and non-financial KPIs. The only significant 
variation is in staff costs as a proportion of 
income, due to the reasons noted above.
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Data unavailable

Key Performance Indicators (KPIs) 2010 2011 2012 2013 2014 2015

Tenant Satisfaction 
Overall satisfaction with the organisation (%) 94 83 83 85 80
  

Service Development 
Total housing properties  1,896  1,994  2,236  2,276 2,499 2,751
  

Finance Management  
Staff costs as % of total revenue (%) 12% 11% 13% 13% 14% 14%
Property costs as % of total revenue (%) 72% 68% 62% 67% 61% 53%
Administration costs as % of total revenue (%) 5% 5% 7% 5% 7% 6%
Profitability Ratio – EBITDA/Operating Revenue (%) 10% 16% 16% 14% 17% 27%
Liquidity Ratio – Current Assets/Current Liabilities 1.9 2.6 1.6 3.3 1.5 2.7
Cash at end of year ($m)  $ 3.42   $ 10.36   $ 13.82   $ 10.16   $ 21.70  $17.19
Net profit ($m)  $ 1.39   $ 3.66   $ 4.22   $ 16.72   $ 106.42 $ 10.96
Operating Net profit ($m)  $  1.39   $ 3.66   $ 4.22   $ 3.75   $ 4.41  $ 9.90
Retained profit ($m)  $ 6.44   $  8.99   $ 14.76   $ 18.51   $ 22.92  $ 33.88
Total Equity ($m)  $ 6.44   $ 8.99   $  55.86   $ 72.59   $ 179.01  $ 189.90

  

Housing Management 
Arrears (%) (BM 4%) *** 2.2 1.5 1.8 2.0 1.9 1.69

Income loss Due to Void and Vacancy as a % of 
Total Rental Income (BM 1%) 

1.1 0.9 0.8 0.7 0.7 0.65

Void days (BM 28 days)**     11 20

Vacant days (BM 14 days) **   10 14 11

Number of tenants exiting the service because 
of possession order enforcement  

     14 8

 

Human Resources 
Ratio of staff to lettable properties  1: 61   1: 47   1: 44   1: 37   1: 32  1:32

Number of full-time equivalent staff*  31   42  51  61 72 74

*includes casual and part-time contractors, ** BM stands for bench mark.*** Aggregated rent arrears, which includes 2 per cent for rent arrears, and 2 per cent for bad debts.

Our report card 2010–15

138



0

50

100

150

200

201520142013201220112010

0

20

40

60

80

100

120

201520142013201220112010

A six-year comparative analysis of our financial growth and outstanding performance, demonstrated and supports our 2014–15 results

financial performance 2015
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2010 2011 2012 2013 2014 2015

Total Equity $6.4 $9.0 $55.9 $72.6 $179.0 $179.0

Retained Earnings $6.4 $9.0 $14.8 $18.5 $22.9 $22.9

Restricted Earnings $41.1 $54.1 $156.1 $156.1

2010 2011 2012 2013 2014 2015
Operating Surplus $1.4 $3.7 $4.2 $3.7 $4.4 $9.9

Surplus $1.4 $3.7 $4.2 $16.7 $106.4 $11.0

The Increase in accumulated equity is due to retention of healthy earnings each 
year and rise in restricted equity from transferred assets and revaluation reserves.

Substantial growth in generated surpluses over the financial year is underpinned 
by steady operating surplus and supplemented by a number of capital grants 
from government, including the transfer of titles for 254 properties and small 
revaluation reserved on existing property portfolio. 

Equity

Surplus

* all numbers in millions

* all numbers in millions
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2010 2011 2012 2013 2014 2015

Depreciation $0.6 $0.1 $0.3 $0.2 $0.2 $0.1

Employee $2.5 $3.0 $4.1 $4.5 $5.2 $6.3

Bad & doubtful debts $0.3 $0.2 $0.4 $0.3 $0.5 $0.1

Property expenses $15.7 $18.8 $19.1 $22.4 $22.4 $23.4

Financing Cost $0.2 $0.6 $0.5 $0.6 $0.6 $0.8

Administration $1.1 $1.4 $2.1 $1.8 $2.6 $2.7

Total Expenses $20.3 $24.1 $26.5 $29.9 $31.5 $33.5

* all numbers in millions

2010 2011 2012 2013 2014 2015
Total Revenue $21.7 $27.8 $30.7 $46.6 $137.9 $44.5

Revaluation $1.0 $ 1.1
Revenue Rents $21.5 $27.3 $30.2 $33.1 $35.2 $37.4
One off Grants $0.004 $13.0 $101.1
Other Income $0.2 $0.5 $0.5 $0.5 $0.7 $6.0

Revenue

Expenses

A six-year comparative analysis of our revenue demonstrates increased number 
and growth in the revenue streams and strong performance of traditional income 
types like rental proceeds and operational grants.

A six-year comparative analysis of our business expenses shows proportionate 
growth in each expense category against total expenses, indicating the use of 
sustainable business model of operations by Evolve Housing.

* all numbers in millions
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A six-year comparative analysis of our financial growth and outstanding performance, demonstrated and supports our 2014–15 results

key f inancial viability measures

Administration

Financing Cost

201520142013201220112010
201520142013201220112010

Cost Structure

Our staff costs as a percentage of revenue was maintained at 14 per cent 
and direct administration costs have decreased from 7 per cent to 6 per 
cent due to efficiencies achieved during the growth of the business and 
static staff numbers. The fluctuation of the past years was affected by 
recruitment and changes in the new management staff.

Cash balance

Our year-end cash balance at 30 June 2015 was $17.19 million, a decline of 
$3.8 million from 30 June 2014, however a total increase of $13.7 million 
since 2010. Evolve Housing maintains a very strong cash position to deliver 
sustainable communities through the provision of affordable housing to 
low- to moderate-income earners.

Property expenses

Bad & doubtful debts

Depreciation

Employee

3.4

10.4
13.8

10.2

21.7
17.2

201520142013201220112010 201520142013201220112010

201520142013201220112010 201520142013201220112010

Voids and Vacants

This percentage measures the combined void and vacancy rental income loss as a 
percentage of total rental income. Void and vacancy is derived from properties 
being unavailable for letting due to maintenance work requirements. This is within 
the industry benchmark of 1 per cent for voids and vacants.

Pro�tability ratio

This ratio measures EBITDA as a percentage of operating revenue. Evolve 
Housing demonstrates consistent growth  in profitability ratio compared to the 
previous financial years is primarily due to company growth underpinned by 
process improvements and savings due to scale.

Liquidity ratio

The working capital (liquidity) ratio measures Evolve Housing’s ability to repay its 
short-term debt using short- term assets. The liquidity ratio has increased from 1.5 
in 2014 to 2.7 as of 30 June 2015 which indicates that Evolve Housing has a good 
capacity to meet its short-term financial commitments.

Arrears

This ratio measures our rental arrears as a percentage of operating revenue, 
which is well below the industry benchmark of 4 per cent.
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17%
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201520142013201220112010 201520142013201220112010

Voids and Vacants

This percentage measures the combined void and vacancy rental income loss as a 
percentage of total rental income. Void and vacancy is derived from properties 
being unavailable for letting due to maintenance work requirements. This is within 
the industry benchmark of 1 per cent for voids and vacants.

Pro�tability ratio

This ratio measures EBITDA as a percentage of operating revenue. Evolve 
Housing demonstrates consistent growth  in profitability ratio compared to the 
previous financial years is primarily due to company growth underpinned by 
process improvements and savings due to scale.

Liquidity ratio

The working capital (liquidity) ratio measures Evolve Housing’s ability to repay its 
short-term debt using short- term assets. The liquidity ratio has increased from 1.5 
in 2014 to 2.7 as of 30 June 2015 which indicates that Evolve Housing has a good 
capacity to meet its short-term financial commitments.

Arrears

This ratio measures our rental arrears as a percentage of operating revenue, 
which is well below the industry benchmark of 4 per cent.
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2011 2012 2013 2014 2015
How much we… Where does all the money come from?
Revenue 
… Charged tenants for living in the 
properties Rents Received $ 19,235,836 $ 21,304,356 $ 23,710,930 $ 25,273,970 $ 27,061,731

…Received from government Grants such as NRAS $ 988,639 $ 1,337,654 $  1,626,903 $ 1,445,059 $ 2,309,055

…Received from government Operating Grants received 

…Received from investment of 
surplus funds

Interest collected $ 290,715 $ 288,027 $ 240,659 $  151,804 $ 213,257

Fees for service, water usage, tenant 
reimbursement $ 181,043 $ 195,131 $ 232,139 $ 545,714 $ 1,952,587

…Received from other activities
Other Government contribution / 
Capital Grants $ 17,418,364 $ 12,975,238 $ 4,561,493

– properties  vested $ 3,900,000 $ 102,010,643

… Total Revenue (Excluding Other Contribution) $ 45,210,255 $ 34,621,520 $ 46,580,268 $ 137,907,524 $ 44,492,015

How much we… Where does all the money go?

Expenditure

…Spent renting properties Rents paid -$ 11,141,619 -$ 12,137,419 -$ 13,411,920 -$ 12,968,312 -$ 13,074,631

…Spent on property rates & utilities Rates and utilities -$ 2,999,236 -$ 1,804,451 -$ 3,286,882 -$ 3,635,279 -$ 3,831,702

…Spent on maintaining the 
properties

Maintenance -$ 4,619,922 -$ 5,180,307 -$  5,732,750 -$  5,780,764 -$ 5,689,891

Insurance , & other property expenses -$ 1,392,026 -$ 934,952 -$ 950,353 -$  1,160,996 -$  1,875,800

 …Allocated on other property 
expenses Depreciation -$  150,290 -$  278,450 -$ 236,187 -$ 160,095 -$ 136,577

…Spent on administration expenses Administration and overhead expenses -$  878,545 -$ 2,109,179 -$  1,789,770 -$  2,556,322 -$ 2,853,219

 …Spent on salary and related costs Management, Strategic development, 
Business Future Proofing etc. expenses -$ 2,972,574 -$ 4,060,086 -$ 4,450,168 -$ 5,224,365 -$ 6,065,230

Total Expenditure -$ 24,154,212 -$ 26,504,844 -$ 29,858,030 -$ 31,486,133 -$ 33,527,050

Five-year financial results at a glance 
The extract is produced from our audited Financial Report 2015, that is available at www.evolvehousing.com.au or by contacting Evolve Housing.
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How much we... Where does all the money come from? 2011 2012 2013 2014 2015

…Have kept to help with future 
activity Surplus for the year  $ 21,056,043  $ 8,116,676  $ 16,722,238  $106,421,391  $ 10,964,965 

…Have retained of previous 
years’ surpluses Retained profits brought forward  $ 26,690,151 $ 47,746,194  $ 55,862,870  $ 71,635,108  $ 177,945,006 

…Have transferred  to Reserve 
for property revaluations Transfer to Assets revaluation  reserve 0   0 0   $ 950,000  $ 1,061,493

…Have retained to help with 
future activity Retained profits carried forward  $ 47,746,194 $ 55,862,870  $ 72,585,108  $ 179,006,499  $ 189,971,464

…have transferred  to Reserve 
for property development Transfer to property development reserve  -1,870,002  -2,060,867  -2,098,422  -2,119,678  0 

…have retained to help with 
future activity 

Retained profits carried forward
 2,886,740  4,217,661  49,172,362  51,554,636  56,046,304 

Balance Sheet  
…Were owed by our tenants  
and others Debtors $ 6,090,214 $ 1,612,067 $ 2,592,066 $ 2,256,233 $ 5,123,839

…Had in the bank Cash assets $ 10,363,188 $ 13,824,186 $ 10,163,444  $ 21,701,059 $ 17,199,581

…Had paid for property, 
furniture and equipment

Property, plant and equipment $ 44,072,872 $ 58,494,260 $ 71,149,565  $ 180,373,857 $  188,853,109

Other Assets $ 1,384,028 $ 1,455,790 $ 1,445,883 $ 1,896,356 $ 1,658,185

…Owed to members  and 
others Liabilities -$ 14,164,108 -$ 19,523,433 -$ 12,765,850 -$ 6,017,576 -$ 27,221,006 

Net Assets $ 47,746,194 $ 55,862,870 $ 72,585,108  $ 200,209,929 $ 185,613,708 

Planned Maintenance Program Reserve $ 37,198,677  $ 41,098,677 $ 54,073,915 $ 156,084,558 $ 156,084,558 

…Have retained for future 
activities Retained profits $ 10,547,517 $ 14,764,193 $ 18,511,193 $ 22,921,941 $ 33,886,906

Total Equity  $  47,746,194 $ 55,862,870 $ 72,585,108 $ 179,006,499 $ 189,971,464

Economic dependency note
Evolve Housing is reliant on government subsidies, grants and resources, and income generated from our tenants’ rent and tenancy charges. We do not rely on donations to 
fund our operations. Our major sources of revenue are identified in the revenue graph on page 127.
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We attract, develop and retain employees who 
share our core values, are passionate about 
our purpose and are committed to working 
together to achieve our vision of being a 
major contributor to the relief of housing 
stress in Australia.  Our people are inspired 
to deliver quality services, act with honesty 
and integrity, are empathetic to the needs of 
others, accept and expect accountability and 
demonstrate respect within all interactions.

People and Culture

Our strategic objective is to create a workforce 
which is adaptive, responsive and engaged, 
and has the capacity to respond to growth 
of the organisation in terms of diversity, size, 
geography and strategic direction.
The People & Culture function has re-
positioned itself to be better equipped to 
respond to the current and future demands 
of the business through the implementation 
of the 2014-15 strategic plan and expansion 
of the team.  We have strengthened our 
internal capacity to deliver timely and credible 
services and solutions to the organisation and 

are better placed to deliver both strategic and 
operational support. 

2014-15 Objectives

The People & Culture Team has increased 
our external profile by collaborating with 
like-minded organisations through our 
involvement in not-for-profit and community 
housing provider networks.  This year, we 
joined forces with the NSW Federation 
of Housing Associations and three other 
community housing providers to jointly 
establish a CHP HR Professionals network, 
meeting on a bi-monthly basis.

In 2014-15, our key focus areas have been to:

• develop and implement a 2014-15 
People & Culture Strategy;

• refine the human resource management 
system and underlying document 
framework;

• undertake continuous improvement 
initiatives and evaluate human resource 
information systems;

• enhance the effectiveness of our 
Performance Review Program; 

• Develop workforce capabilities, with a 
particular focus on customer-facing staff.

In the year ahead, People & Culture will 
proactively partner and collaborate with 
the Group Executive Team to support each 
division to achieve the strategic objectives 
for their respective business plans through 
effective workforce planning and the ongoing 
development of highly engaged and capable 
teams.

Employee Profile 

Evolve Housing’s employees are a dedicated 
team who have a diverse range of skills, 
experience and cultural backgrounds. On our 
journey of growth Evolve Housing appointed 
eleven new positions during 2014-15 to 
ensure we are well positioned to meet future 
opportunities and challenges. 

As at 30 June 2015, we have 80 employees 
engaged on a full-time or part-time basis 

Our people
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IMPLEMENTED 
an employment exit survey

100% of position descriptions 
reviewed

DESIGNED
a legally-sound and universal 

contract of employment

INVESTED MORE THAN 
$114,000

on staff learning and development

EXECUTED 
a remuneration strategy & 

achieved greater internal parity

JOINTLY 
ESTABLISHED 
a CHP HR Professionals 

network

ENHANCED
the effectiveness of the 

Performance Review 
Program

 2014/15 
People & Culture Strategy

developed and implemented

ESTABLISHED 
a suite of preferred recruitment 
agencies & job advertisement 

platforms

MORE THAN 
$11,000

SUPPORTED
the Western Housing for Youth 

team throughout merger

Funding received from two 
Government initiatives for P&C 

training 

Highlights
 and 

Achievements

under permanent, fixed-term or temporary 
engagements that primarily operate from our 
centrally located head office in Parramatta.  In 
the past year we have seen a 15.9 per cent 
growth in employee numbers and continue 
to have a stable workforce of predominantly 
permanent employees as illustrated in the 
chart found on page 149.

We have experienced a higher staff turnover 
than usual this year at a rate of 27.6 per 
cent which was impacted by unavoidable 
departures such as  retirement, employer-
initiated terminations, serious illness, 
interstate and overseas relocations and return 
to full time study.

Evolve Housing has undergone substantial 
growth and change over the past few years.  
As the organisation grows, diversifies and 
transitions to a more commercialised business 
model it is not unusual to experience internal 
movements and staff turnover which affords 
us the opportunity to identify, strengthen and 
acquire the skill sets and experience needed 
to drive and sustain future growth and to meet 
medium to long term strategic objectives.
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all staff, actively celebrated award wins 
and milestone achievements, hosted an 
International Women’s Day event at Elizabeth 
Farm; and through the Social Committee we 
coordinated a number of activities including 
lunch time barbeques, after work dinners 
and fundraising for both social events and 
employee-nominated charities.

In 2015-16, we will undertake our first 
employee opinion survey, roll out a recognition 
program and design and implement an 
employee health and well-being program.

Diversity and Equitable Practices

Evolve Housing is committed to respecting, 
understanding and valuing diversity.  We are 
equally committed to fostering a culture which 
delivers fair and equitable opportunities 
to existing and prospective employees 
throughout all stages of the employment life 
cycle.

The diversity of our workforce reflects the 
cultural diversity of our residents and housing 
applicants with as many as 30 per cent of our 
staff being born overseas and 23 per cent 
of staff speaking a non-English language at 

We decreased the number of employees 
engaged on fixed-term contracts and 
increased permanent employment to 90 
per cent of our workforce, providing greater 
job security, workforce stability and service 
continuity.

Evolve Housing employs a culturally 
diverse workforce with nearly a third of 
our employees having been born outside 
of Australia.  More about our diversity is 
detailed in this section of the report.

Workplace Culture and 
Employee Well-Being 

Our core values of inspiration, honesty 
and integrity, empathy, accountability and 
respect underpin our work practices and are 
the foundation for a range of people-related 
processes, including recruitment and 
selection and performance management.

We developed and implemented an 
Employee Exit survey which provides a 
broad overview of the motivation behind 
employee departures and insight into what 
we’re doing well as an organisation and 
what we could do better.

The survey results indicated that 88 per cent 
of respondents agreed or strongly agreed 
that “the workplace has a positive and 
friendly culture” and would “recommend 
Evolve Housing to others as a great place 
to work” which we were very pleased with.  
Respondents also added comments such 
as “Great team spirit.  Love the vibe of the 
company and the comradery” and “The 
organisation is flexible and dynamic”.

Responses indicated that we could consider 
improving our internal communications 
and the provision of career advancement 
opportunities.  The main motivators for 
leaving Evolve Housing as cited by the 
respondents included personal/family 
reasons, career change, full time study 
(PhD), to work closer to home, better career 
opportunity and retirement.

Throughout the year we undertook targeted 
consultative surveys on specific topics 
of interest such as the company uniform 
options and preferences for social events 
and fundraising for external charities.
We strengthened staff consultation 
and engagement through our monthly 
‘Connections’ meetings attended by 
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home.  This year, we’ve noted an increase 
from two to four employees who identify 
as being Aboriginal or Torres Strait Islander 
and we hope to see this figure increase in 
the future by establishing partnerships with 
Indigenous employment agencies.

Earlier this year, our customer-facing staff 
participated in a comprehensive two day 
diversity training program for the purpose 
of achieving a deeper understanding and 
respect for diversity and improving the 
quality of our customer service.  We intend to 
deliver a similar program in the future to the 
remainder of the workforce.

The graphs under the People & Culture 
Snapshot illustrate a more detailed overview 
of our workforce diversity.

Learning and Development

Our learning and development program has 
gone from strength to strength over the past 
two years, with 73 per cent of our workforce 
currently possessing a qualification at a 
certificate level or higher. 
In 2014-15, we established a suite of 
preferred registered training organisations 
and developed a company-wide Learning 
& Development Program underpinned by 

the learning outcomes identified through our 
Performance Review Program.  During the year 
we invested over $114,000 on learning and 
development which involved staff participation 
in over 233 activities over the course of the 
equivalent of 275 days.

During the year we applied for funding through 
two programs and were successful in receiving 
$3,000 under FACS Housing’s Community 
Housing Scholarship program and over $8,000 
under the State Government’s Smart & Skilled 
program.  The funding enabled us to pay for 
two employees to enrol in a Certificate IV of 
Social Housing.

Female Evolve Housing employees celebrate 2015 
International Women’s Day at Elizabeth Farm
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employment type
Casual 2.5%

Fixed Part-time 2.5%

Fixed Full-time 5%

Permanent Part-time 11.2%

Permanent Full-time 78.8%

employee turnover

29%

4%

25%

6%

23%
5%

2015 27.6%

2014 12%

5%16%

26%

28%

26%

60% 30%

35 - 44

gender split

origin of birth

tenure

people & culture snapshot

Evolve Housing staff members, Residents Council Chair Bruce and 
St John’s Ambulance worker at April School Holiday Fun Day
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Program (PRP).  We undertook a review of 
the PRP in consultation with staff from both 
employee and manager perspectives and 
have executed improvements which achieved 
end-user efficiencies, decreased the form 
length and enhanced the ability to capture 
and extract relevant information.
We achieved great success through the 
improved PRP with results used to drive 
the establishment of the organisation-wide 
learning & development plan.  We also 
reduced the complexity of the competency 
framework, improving the ease of application 
and align core competencies to positions 
held.

In the last quarter of 2014-15 we commenced 
an initiative focused on enhancing customer 
service delivery within our Property Services 
business unit, starting with a review of 
our responsive maintenance services. This 
initiative will carry through to 2015-16 with 
plans to extend the review across our planned 
and cyclical maintenance services.

Continuous Improvement

During the past year we have strengthened 
our human resource management system 

the private rental market.

Remuneration and Benefits  

We undertook an organisation-wide 
review of our salary structures and 
designed a remuneration matrix aligned 
to the Social, Community, Home Care 
and Disability Services Industry Award 
(2010) to aid continued compliance with 
award obligations, including the Equal 
Remuneration Order.  The matrix is 
reflective of above-award rates of pay and 
encompasses pay points to support salary 
progression across all positions within the 
organisation.

The development and execution of the 
remuneration strategy achieved greater 
internal salary parity and external market 
competitiveness.  

Performance and Service 
Delivery 

A key performance objective for 2014-
15 entailed further enhancement of the 
effectiveness of the Performance Review 

Our employees are encouraged to drive their 
own development and identify informal 
and formal opportunities to enhance their 
capabilities.  Activities undertaken this 
year included coaching, eLearning, in-
person training, qualifications, licences, 
secondments, higher duties, workshops, 
seminars, forums and conferences.

We are committed to developing workforce 
capabilities with this years’ focus on Excel skills 
training, enhancing customer service delivery 
and leadership development continuing to be 
our focus in the coming year.
 
Recruitment, Selection and 
On-boarding

During the year, we overhauled our 
recruitment, selection and onboarding 
processes resulting in an enhanced and 
integrated framework and the establishment 
of a suite of partnerships with preferred 
recruitment agencies and job advertisement 
platforms.  We also enhanced our on-boarding 
processes and strengthened private market 
housing capacity by developing existing staff 
and attracting skilled staff with experience in 
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foundation, conducted an audit and review 
of 75 per cent of the document framework 
and actively embedded policies and processes 
into the workplace so that they become live 
documents integrated into day to day practices.

In our quest to automate processes and improve 
data collection and reporting mechanisms we 
have sourced and evaluated a number of human 

resource information systems with selection and 
implementation due in 2015-16.

Over the course of 12 months we have reviewed 
the majority of our position descriptions to 
ensure currency and alignment with relevant 
competencies and responsibilities and designed 
a legally-sound and universal contract of 
employment.

2015-16 Objectives

Our People & Culture Strategic Plan sets 
out our key objectives for 2015-16:

• have systems, policies and processes 
in place that are accessible, current 
and take advantage of available 
technologies;

• continue to develop a workforce 
that has the capability and capacity 
to deliver on the company’s 
strategic objectives;

• further enhance the organisational 
culture through  an engaged 
workforce.

We also aim to empower our leaders 
to confidently and effectively manage 
and develop their teams and will focus 
on adequately resourcing our leaders 
with the tools, information, skills and 
knowledge they need to demonstrate 
effective leadership.  Through the 
development of empowered and 
engaged leaders and teams we aspire 
to become an employer of choice within 
the community housing services sector.

Evolve Housing staff member shares What  home means to her
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Sole parent with 
one or more children 

Elderly tenants
 (single and couple) 

Household with 
disabled person

4 person 
household 

3 person 
household 

2 person 
household 

Single person 
household

57%
43%

96
different 

countries of origin

52%
identify with 
being australian

57% of our residents are female

31
languages spoken 
among our residents

7,620 residents 

27% 
of our residents are over 
55 years

21% 
are between the age of 13 
years and 24 years

44%
of our residents identify 
english as their first 
language

Biggest growth 
is the 55 to 65 year age group, a 3% increase on last year

12.9%

17.2%

10.2%

13.6%22.3%

17.7%

13.6%

our residents snapshot

Female Male

ages (years old)

household types

gender split

13 to 17 10%

65+

55 to 64

45 to 54

35 to 44
25 to 34

18 to 24 

6 to 12 

0 to 5

12%

7%15%

12%

15%

12% 7%

11%
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13.6%

10.2%

17.2%

13.6% 12.9%

17.7%

22.3%

household types

employment

We develop programs that help residents gain professional skills and life 
skills that can help them cross the social and economic divide, 'breaking 
the cycle of unemployment', and engage residents in their community to 
help promote social inclusion. 

In 2014-15 46.4 per cent of Evolve Housing households have been 
employed which, according to ACOSS Australian Community Sector Survey 
2013, is 21.4 per cent greater than the norm of 25 per cent for social 
housing. 

Biggest issues and concerns our residents face

We know from our internal surveys that the top three concerns 
for our residents are: 

●  money management
●  family and health
●  professional development

our residents are concerned about. 

20152014201320122011

32% 32% 32% 31%

46%
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UnsureNoYes

8%

28%

6%

65%

2015 Tenant Satisfaction Survey snapshot

Have you ever been homeless?
Do you understand 

how your rent is 
calculated?

Do you know 
how to appeal a 

decision made by 
Evolve Housing?

Do you know 
how to make a 
complaint to 

Evolve Housing?

Have you made a 
complaint to Evolve 
Housing in the last 

12 months?

27%

73%

57%
25%

19%
37%

34%

29%

70%
11%

19%

KEY

52%

23%

26%

78%

22%

Have you reported a 
repair to Evolve 

Housing in the last 12 
months?

Are you aware 
of repairs 
response 

times?
Yes, sleeping rough or in non-conventional accommodation 
(e.g in a park or on the street, living in buildings not meant for 
habitation e.g office building..) (8%)

No, have never been homeless (65%)

Yes, hotel/motel, caravan park or other temporary accomodation 
(except while on holiday travelling or during home renovations) (6%)

Yes, short-term or emergency accommodation (e.g. refuge, crisis 
shelter, living with friends/family temporarily, couch surfing) (28%)

42%
of our residents experienced homelessness prior 
to being housed with Evolve Housing.
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How much has your life improved since living in an Evolve 
Housing property?

How satisfied or dissatisfied are you that your rights as a 
tenant are upheld by Evolve Housing?

How satisfied or dissatisfied are you that Evolve Housing 
treats you fairly?

How satisfied or dissatisfied are you with
 the value for money for the rent you pay?

Overall, how satisfied or dissatisfied are you
with the services provided by Evolve Housing?

Overall, how satisfied or dissatisfied are you about how 
your complaint was dealt with?

In relation to your last repair, how satisfied or dissatisfied 
were you with the following: My call was answered in a timely 

manner or my phone message was returned promptly?

In relation to your last repair, how satisfied or dissatisfied were 
you with the following: The staff were helpful and attentive?

In relation to your last repair, how satisfied or dissatisfied 
were you with the following: The contractor was 

respectful and courteous towards me and my property?

Overall, how satisfied or dissatisfied are you with 
the quality of the repair carried out at your home? 

49% 35% 8% 6%

49% 36% 8% 6%

42% 37% 11% 7%

51% 30% 10% 4%

40% 32% 12% 10%

2%

2%

37% 38% 15% 8% 3%

42% 38% 12% 5% 3%

14% 29% 16% 21% 3%21%

35% 40% 9% 10% 6%

3%

5%

7%

46% 27% 21% 6% 2%
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Very satisfied

Fairly satisfied

Neither

Fairly dissatisfied

Very dissatisfied

KEY

Overall, how satisfied or dissatisfied are you with the 
condition of your home?

Overall, how satisfied or dissatisfied are you with the 
repairs and maintenance services that 

Evolve Housing provides?

Overall, how satisfied or dissatisfied are you with your 
neighbourhood as a place to live?

How satisfied or dissatisfied are you with the way 
Evolve Housing provides you with information?

Overall, how satisfied or dissatisfied are you with 
communication with Evolve Housing?

How satisfied or dissatisfied are you with the way
Evolve Housing involves tenants?

How satisfied or dissatisfied are you that Evolve Housing 
listens to tenants’ views and acts on them?

How satisfied or dissatisfied are you that tenants are able 
to influence Evolve Housing’s decision-making

In the last three years, would you say your 
neighbourhood has improved or declined?

Greatly declined

Slightly declined

Stayed the same

Slightly improved

Greatly improved

39% 38% 9% 9% 5%

36% 35% 13% 10% 6%

44% 37% 10% 6% 4%

18% 16% 50% 11% 4%

45% 36% 13% 4% 4%

41% 35% 13% 9% 3%

38% 38% 18% 5% 2%

31% 39% 19% 6% 5%

29% 31% 31% 5% 4%
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Housing property?

How satisfied or dissatisfied are you that your rights as a 
tenant are upheld by Evolve Housing?

How satisfied or dissatisfied are you that Evolve Housing 
treats you fairly?

How satisfied or dissatisfied are you with
 the value for money for the rent you pay?

Overall, how satisfied or dissatisfied are you
with the services provided by Evolve Housing?

Overall, how satisfied or dissatisfied are you about how 
your complaint was dealt with?

In relation to your last repair, how satisfied or dissatisfied 
were you with the following: My call was answered in a timely 

manner or my phone message was returned promptly?

In relation to your last repair, how satisfied or dissatisfied were 
you with the following: The staff were helpful and attentive?

In relation to your last repair, how satisfied or dissatisfied 
were you with the following: The contractor was 

respectful and courteous towards me and my property?

Overall, how satisfied or dissatisfied are you with 
the quality of the repair carried out at your home? 

49% 35% 8% 6%

49% 36% 8% 6%

42% 37% 11% 7%

51% 30% 10% 4%

40% 32% 12% 10%

2%

2%

37% 38% 15% 8% 3%

42% 38% 12% 5% 3%

14% 29% 16% 21% 3%21%

35% 40% 9% 10% 6%

3%

5%

7%

46% 27% 21% 6% 2%
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Acknowledging our partners

Going Home Staying Home breaking the 
cycle of homelessness and helping those 
most vulnerable on their ‘Journey Home’.

Evolve Housing believes it is everyone’s 
fundamental right to a safe and secure 
home and this year has actively participated 
in the Going Home Staying Home (GHSH) 
Program, that supports women (with or 
without children) who are homeless or 
at risk of homelessness by achieving a 
better balance between prevention, early 
intervention and crisis support.

Homelessness rates in NSW continue to 
rise; the 2011 Census identified a 27 per 
cent increase in the number of homeless 
people in NSW since 2006. 

The aim of the program is to help 
people who are homeless or at risk of 

homelessness are supported to achieve 
safe and stable housing in the community. 
As part of GHSH program Evolve Housing 
manages three Crisis properties and fifty 
Transitional properties that provide those 
most vulnerable with person centred 
housing and housing solutions to help break 
the cycle of homelessness. 

The outcomes expected from this GHSH 
program are:

• Prevention and early intervention
• Rapid rehousing
• Crisis and Transition response

Through partnerships, Evolve Housing is able to develop programs that help residents gain 
professional skills and life skills that can help them cross the social and economic divide and 
engage residents in their community to help promote social inclusion.

Crisis Accomodation

St Vincent De Paul Society 
Supporting homeless single men and 

couples without children

Parramatta Mission
Supporting Homeless Youth 

Women’s and Emergency Centre
Supporting Homeless women or 

women with children
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Transitional Housing

Parramatta Mission
Supporting Single homeless men

Parramatta Mission
Supporting Single women and women with 

children escaping domestic violence

Catholic Care Social Services 
Supporting Homeless Pregnant Girls 

and Young mums

Linking Hearts Multicultural Services
Supporting Homeless Multicultural 

Families 

Domestic Violence NSW
Supporting Women and Children 

escaping DV 

West Connect Domestic Violence Services
Supporting  Homeless families escaping  

Domestic and Family Violence

 Mission Australia 
Supporting Homeless Young People and Families

 Mission Australia 
Supporting Homeless Men

Marist Youth Services
Supporting Homeless Youth
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A

ACOSS Australian Council of Social Service
ARHSEPP Affordable Rental Housing State Environmental

Planning Policy
ASB Anti-Social Behaviour

B BM Benchmark

C

CALD Cultural and Linguistic Diverse
CAPMH Community and Private Market Housing Direc-

torate
CBUS Centrelink Business Online Service
CDRG Community Development Resources Grant
CHLP Community Housing Leasing Program
CHP Community Housing Provider
CRA Commonwealth Rent Assistance

D DV Domestic Violence

E

EBITDA Earnings Before Interest, Taxes, Depreciation, 
and Amortization

ELT Executive Leadership Team
Evoloan Evolve Housing No Interest Loan

EVoR Electronic Verification of Rent

F
FAN Friendship Aged Network

FPBT Future Proofing Business Technology Program
G GESS Evolve Housing’s Strategic Plan 2013–16
H HASI Housing Accommodation Support Initiative

Abbreviations

I ICT Information Communication Technology
K KPI Key Performance Indicator

L
LGA Local Government Area
LRG Local Resident Group

M MOP Maintenance Outsource Program

N

NABoH New Age Boarding House Projects
NBESP Nation Building Economic Stimulus Program

NCAT NSW Civil and Administrative Tribunal
NDIS National Disability Insurance Scheme

NHSC National Housing Supply Council
NRAS National Rental Affordability Scheme

NRAS4 National Rental Affordability Scheme 
Round 4A Capital Grant

NR5SR National Rental Affordability Scheme
Round 5 Shovel Ready

O OHS Occupational Health and Safety
P PRP Performance Review Plan

R
RASAID Ryde Area Supported Accommodation for 

Intellectually Disabled

S
SAIF Supported Accommodation Innovation Fund
SMS Short Message Broadcast

T TESS Tenant Employment Support Scheme
W WHS Work Health and Safety
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Evolve Housing
Henry Dodd House9-13 Argyle Street
Parramatta NSW 2150

PO BOX W124 Parramatta Westfield
NSW 2150

Call 1300 692 245 or 02 8862 1500
Fax 8862 1599

Email info@evolvehousing.com.au
www.evolvehousing.com.au

Facebook.com/evolvehousing                                   Twitter.com/evolvehousing                                       Instagram.com/evolvehousing                

Youtube.com/evolvehousing                                      Linkedin.com/evolvehousing
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