
Housing Appeals 
Committee

Annual Overview
2014-15



Housing Appeals Committee Annual Overview 2013-142

The Housing Appeals Committee’s 
(HAC) independent merits review of 
appeals provides an important assurance 
mechanism to promote client and 
government confidence in social housing 
providers’ decision making about access 
and eligibility for services.

The HAC members bring a high level of skill and strong 
dedication to their work reviewing decisions and 
advising social housing providers on how to improve 
decision making. They come from diverse personal 
and professional backgrounds and have considerable 
expertise in communicating with vulnerable clients 
to understand their circumstances. As in past years 
many appeals come from those with culturally and 
linguistically diverse backgrounds and many require 
an interpreter at hearings. The HAC works hard to put 
clients at ease to help them tell their story whilst at 
the same time conducting merits review in a fair and 
transparent manner. 

Special thanks are due to our HAC members and the 
Secretariat staff for their dedication and commitment. 
Advocates including tenants associations and support 
services also played an invaluable role in ensuring that 
people are able to put all the relevant information before 
the HAC.  

As in previous years, housing affordability makes it very 
difficult for vulnerable people to gain access to housing. 
This is again reflected in the proportion of appeals 
that concern priority housing. Many of these appeals 
highlight the importance of housing providers properly 
assessing people’s eligibility under their policies, taking 
appropriate account of factors such as mental illness or 
other disabilities when determining people’s capacity to 
resolve their own housing need in the private market. 

This year the HAC has begun to focus on instances 
where an appeal may be able to be resolved early 
without the need for a hearing. The HAC has found that 
providers generally welcome the opportunity to remedy 
mistakes or to assess new information sent to the 
HAC where it is clear this is likely to lead to a different 
decision. The HAC is able to keep the appeal open 
while the housing provider reconsiders it. In 18 matters, 
appeals were resolved without the need for a hearing.  

HAC members attend regular training to ensure they 
are up to date with developments in merits review and 
are well briefed on changes in the social housing sector.  

Training days have also given the HAC an opportunity to 
focus on their own practice and to refine practice notes.  
This year they have worked hard to make the hearing 
process accessible for vulnerable people who find it 
difficult to understand policy requirements and the 
kinds of information that will assist them. 

We are fortunate to have three Aboriginal members 
on the HAC. These members have the same role as 
others however they also bring exceptionally valuable 
cultural expertise. In addition to providing a culturally 
appropriate process for Aboriginal clients these 
members’ generous sharing of their expertise has been 
instrumental in building the cultural competence of our 
non Aboriginal HAC members. 

An important element is the advice the HAC provides 
to social housing providers either in regard to particular 
appeals or through more systemic advice to improve 
access and eligibility decision making. There have 
been very productive meetings with FACS and with 
Community housing providers about their approach to 
decision making and the HAC often provides input into 
the development of policies. 

The Good Decision Making Training delivered to 
operational housing staff and managers continued to be in 
high demand. This year we delivered 15 courses and more 
detail is provided later in this document. The HAC has 
also presented at conferences (for example presenting a 
session at the Community Housing Conference). 

I congratulate all members for their achievements in 
2014-15 and their dedication to the important role they 
play in providing quality services to clients in NSW. I 
also thank the Secretariat staff for their commitment to 
excellence in customer service and their ongoing support 
of the members. A great year with many achievements!

Maggie Smyth
Director

Message from the Director
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The Housing Appeals HAC (HAC) is an 
independent agency that reviews certain 
decisions made under social housing 
policy in NSW. 

Requests for an appeal can only be made by clients 
of public and community housing in NSW, affected by 
a decision. The HAC has a small secretariat with staff 
that provide administrative and operational support 
to the independent HAC members. The members 
conduct appeal hearings and can affirm a decision or 
recommend a change of decision in full or in part to  
the housing provider.

The members are not public service employees and 
housing providers do not influence their decision 
making. The NSW Boards and Committees Guidelines 
outline requirements regarding their professional 
conduct, appointment terms and conditions, and 
all other aspects associated with their capacity as 
HAC members. The HAC’s decision making follows 
administrative law merits review principles. The HAC 
aim is to provide an appeal service that is fair, just, 
economical, informal and quick. Our services are free  
of charge to clients.

Who are we?

Key Achievements 
• Responded to 608 appeal requests 

•   Conducted 481 hearings and provided written  
reports to clients and housing providers including 
206 recommendations for a change of decision in 
full or in part 

•   Delivered 15 Good Decision Making in Social 
Housing training courses across NSW for over 
200 public and community housing staff in 
metropolitan and regional locations

•   Represented the HAC at state wide forums under 
the stakeholder engagement strategy

•   Appointed three presiding chairs from existing 
membership and provided them with a 
comprehensive induction program including a  
site visit to a district

•   Provided 3 training days for HAC members to 
enhance professionalism 

•   Developed HAC Practice Notes as guidelines for 
members’ and chairs’ roles 

•   Policy comment to providers (for example 
the Social Housing Reforms, FACS – Housing 
operational policies and processes,  and 
community housing provider policies)

•   Analysed case studies to highlight systemic issues 
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Year in Review 

Key Performance Outcomes 
Each reporting year, the HAC reports its achievements 
across six key areas. We are pleased to once again 
report on our performance outcomes.

In 2014-15, the HAC remained committed to its high 
standards of performance. This ensures a quality service 
to clients and is a foundation to all business activity in 
the HAC.

1. Timeframes

Hearing timeframes

The HAC aims to hear all appeals within 28 days of the 
receipt of the appeal application. In 2014-15, the median 
number of days between the receipt of an appeal and 
the hearing date was 21 days, and the average was 26 
days. This is a pleasing result in that it ensures a timely 
service to our clients.

Appeal decisions completed

The HAC aims to complete the appeal decision within 
14 days of the hearing date. An appeal decision can be a 
confirmation of the original decision, a recommendation 
to change the decision in full or in part, or in some cases, 
a ‘resolved’ appeal decision.

 In 2014-15, the median for completed appeal decisions 
was 7 days and the average was 11 days. The HAC have 
met the benchmark performance targets, providing high 
quality appeal reports to clients and housing providers 
in a timely manner.

2. Continuous improvement in service delivery

The HAC has continued to examine existing approaches 
to its operating environment to bring about innovative 
and evidence based changes to the way we conduct 
our business in a service delivery context. This involved 
commencement of a number of smaller projects to 
enhance the client experience, particularly around the 
hearing process and accessibility to our offices. This 
project will continue into the 2015 -16 year.

We continued to actively promote compliance with the 
NSW Housing Appeals Committee Charter and the NSW 
Social Housing External Appeals Framework.

The HAC Charter sets out our commitment to a 
respectful, safe, confidential and fair process for our 
clients. The NSW Social Housing External Appeals 
Framework provides the overarching policy framework 
for external appeals of decisions made by social housing 
providers. The intent of the charter and framework 

is to promote client and government confidence in 
the access and eligibility decisions of social housing 
providers by ensuring there is an independent 
mechanism of appeal for clients affected by those 
decisions. The Charter and Framework are available on 
our website at www.hac.nsw.gov.au.

To keep up to date with the dynamic change 
environment, this year the HAC focused on reviewing a 
range of internal guidelines, as well as Secretariat staff 
responsibilities. Our aim was to ensure high quality 
services to our clients, with a highly efficient Secretariat 
providing the best quality support to the HAC members 
throughout the appeal lifecycle trajectory. The 
importance of highly professional systems of governance 
and internal protocols cannot be overstated particularly 
in a social housing environment where decision making 
has a direct impact on a person’s life and the options 
they pursue for resolving their housing needs.

Above: The HAC 
Membership 2014-15 
front row from left: Alan 
Clarke, Julie Hourigan-
Ruse, Blanch Lake, Maggie 
Smyth(Director), Adrian 
Williams, Susan Fenwick, 
Catherine White, Back row 
from left: Nick Illek, Tacye 
Bowen, Mark Powell, Paul 
Gallagher, Anny Druett 
(absent: Neva Collings, 
Alicia Jillard, Claudia 
Kennedy, Jill Moir-Scott)

Left: Deputy Registrar 
Sudesh Kumaran
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3. Promoting continuous improvement in housing 
provider decision making 

As part of its Stakeholder Management Plan endorsed 
in 2014, the HAC continues to deliver its Good Decision 
Making in Social Housing training program for frontline 
staff of social housing providers. The course is a non-
accredited industry relevant skills workshop. The HAC has 
delivered this course since 2004 with regular revisions to 
ensure currency and relevance of information.

The Good Decision Making in Social Housing training 
program is designed to enhance the skills of frontline 
staff. Based on the overwhelmingly positive feedback 
from participants, the program succeeded in training 
staff on how to make good decisions in a social housing 
environment where often policy, tenancy law, and 
internal procedures intersect. 

What makes social housing decision making particularly 
challenging is the volatility of people’s lives and the 
rapidly changing situations people find themselves 
in whilst seeking assistance. This is where the course 
provides case study scenarios to train staff on how to give 
proper weight to the client’s circumstances and to apply 
the policy in a procedurally fair way. The objective of the 
course is to empower staff with the tools to make good 
decisions and by doing so, uphold the public’s confidence 
in the NSW social housing sector’s decision making. 

In 2014-15 the course was delivered across 7 
metropolitan and 5 regional locations to public and 
community housing frontline staff. Up to 200 staff 
attended the training of which 50 were community 
housing staff.

4. Promoting policy and procedural improvement

In 2014-15 we worked with key policy areas in NSW 
FACS providing expert feedback and comment on 
policy issues as well as systemic issues in decision 
making and interpretation of policy. The HAC provides 
a valuable feedback loop for housing providers. The 
HAC has noted that appeals involve increasing levels 
of complexity, often requiring more than one policy 
application to test issues of eligibility for a service. In 
this capacity we have also contributed more broadly to 
the social housing reform agenda. Our input was most 
notable in the area of new policy development ensuring 
that ‘point in time’ decision making is transparent and 
understood by the client, enabling the client to exercise 
their appeal rights if they disagree with the outcome. 
The HAC worked closely with housing providers to help 
them achieve the best possible policy framework and 
a fair, transparent, accessible and easy to use appeals 
process for their clients.

Year in Review
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5. Community forums and presentations

In 2014-15, the HAC took part in forums and conferences 
in the capacity of participant and keynote speaker and 
delivered information sessions on conference programs. 
This work included our inclusion in the 2015 Community 
Housing Conference program with a session on best 
practice administrative decision making for social 
housing. 

The HAC also attended the 2015 Koori Conference, 
the FACS Multicultural Forum and a range of support 
agency forums across NSW.

6. Maintain a strong and professional HAC

During the year, the HAC membership included 
individuals from a broad range of backgrounds, 
academically and culturally diverse, with unique 
experiences over the trajectory of their professional 
careers. Diversity is at the forefront of a well balanced, 
well functioning panel of experts. Diversity of 
backgrounds and lived experiences enables proper 
interpretations of situations, circumstances and scenarios. 

In 2014-15, the HAC members attended three training 
days. The skills and capabilities training this year focused 
on working with complex clients and decision making 
in administrative law as it applies to the HAC’s role. 
Other themes included mental health, boarding houses 
regulation, and social housing policy development with 
a range of speakers providing information on changes 
across the sector.

During 2014-15, our three Aboriginal members, Neva 
Collings, Blanch Lake and Anny Druett continued their 
outstanding work in contributing culturally relevant input 
and analysis on appeals from Aboriginal and other clients. 

The three Aboriginal members work in the same manner 
as all other members however, as an internal protocol, 
we always have an Aboriginal member available for 
appeal hearings for Aboriginal clients. This has proved 
invaluable in creating a more accessible process and a 
culturally appropriate setting for this client group.

In late 2014, we appointed Mr Adrian Williams, Ms 
Claudia Kennedy and Ms Alicia Jillard from our existing 
membership into presiding chair roles as a succession 
planning strategy and to meet the demand of appeal 
hearings and scheduling requirements. We tailored 
comprehensive induction programs for the three 
members prior to their move into the new role. As at 30 
June 2015 the HAC had fifteen members, of which six 
held the role of presiding chair.

Above: HAC Aboriginal Members from left: Anny Druett, Blanch 
Lake, and Neva Collings.

Year in Review

“During 2014-15 our three Aboriginal members, 
Neva Collings, Blanch Lake and Anny Druett 
continued their outstanding work”
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Key Statistics 2014-15

608  
appeals 
received

101  
ineligible 
appeals 

481  
appeals  
heard

505  
appeal  
decisions

Appeals Heard Statistics

84% from Sydney  
metropolitan clients

49% from single  
person households

34% are priority  
housing appeals

7% from  
Aboriginal clients

43% from clients  
with a culturally and  
linguistically diverse  
background

10% from  
community housing clients

43% with  
recommendation for full  
or part change in decision,  
or alternative resolution

94% of recommended  
appeals were approved in full  
or in part, by housing providers
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Statistical update – 2014-15

The HAC received 608 new appeal 
requests during 2014/15 compared  
with 627 the previous year. 481 appeals 
(79%) were eligible for a hearing, a  
similar proportion to last year. The  
HAC delivered 505 appeal decisions  
in 2014-15.

124 appeal requests did not proceed to a hearing, of 
which 23 were resolved or withdrawn at the client’s 
request. As in Table 1 the most common reason for 
ineligible appeal requests was the requirement for clients 
to have a first level appeal completed prior to a HAC 
appeal. This reason accounted for up to 39% of ineligible 
appeal requests. Some of these appeal requests are 
again reactivated if the first level appeal is declined. 
The second most common reason for ineligible appeal 
requests is that the issue at appeal is not within the 
scope of appealable decisions. Examples of this include 
issues about maintenance to a social housing dwelling, 
complaint matters and issues not directly affecting the 
client (allocation of a property to another person, or 
requests for a specific property).

*Note: Total appeals heard

*Note: Withdrawn at client request combined with resolved

Table 1: Ineligible appeal applications 

Ineligible Reason Number 
Received Percentage

Internal review required 48 39%

Not an appealable issue 36 29%

Out of timeframe for appeal 
lodgement 17 14%

Resolved* 23 19%

Total 124 100%

Table 2: Appeal types 

Appeal issue
FACS 

Housing 
NSW

Community 
Housing Total

Housing Register 
Eligibility 51  51

Offers of 
Accommodation 30 11 41

Priority Housing 152 10 162

Private Rental 
Subsidy 31 0 31

Rental Subsidy 12 12 24

Succession of 
Tenancy 116  116

Transfer 25 11 36

Other applicant 
matters 8  8

Other tenancy 
matters 10 2 12

Total 435 46 481*

84% of appeals  
heard were from Sydney  
metropolitan clients



Housing Appeals Committee Annual Overview 2014-15 9

Types of Appeals Heard 
Social housing applicants and tenants can appeal a 
range of decisions. Chart 1 illustrates the different types 
of appeals heard by the HAC during the 2014/15. There 
was a 9% decrease on the previous year in overall 
appeals heard, partly because fewer appeals were 
received and partly due to 18 appeals being resolved 
prior to hearing. 

In Chart 2, the top three issues at appeal for public 
housing clients were:

•  Priority housing

•  Recognition as a tenant

•  Housing register eligibility

Appeals about priority housing this year at 34% of all 
appeals, have steadily declined since 2011-12 when they 
represented 54% of all appeals. This trend is off-set 
by an increase in other appealable matters, including 
appeals about Recognition as a Tenant. Recognition 
as a Tenant appeals are automatic appeals to the HAC 
following a first tier appeal, which partly explains the 
significant number heard this year (116).

As shown in Table 2, 90% of all appeals were from 
public housing clients, with the remaining 10% (46) from 
the community housing sector. 42 appeals were from 
metropolitan based community housing clients with the 
remaining 4 from regional NSW.

As in Chart 3, the top three issues at appeal for 
community housing clients were:

•  Rental subsidy

•  Transfer

•  Offers of accommodation 

Community housing appeals have increased over 
six years of reporting, since 2009-10 when the HAC 
received 13 appeals from community housing clients.  
This is reflective of positive factors including greater 
transparency of the appeals process for community 
housing clients, and a commitment to a fair and 
accessible appeals process by the NSW community 
housing sector (see table 3). This gradual increase in 
community housing appeals also tracks the gradual 
pace of growth of the community housing sector 
and is viewed as a positive attribute to the sector’s 
commitment to fair and transparent processes for  
its clients.

Statistical update – 2014-15

   Housing Register  
Eligibility

   Offers of  
Accommodation

  Priority Housing

   Rental Subsidy 

   Housing Register  
Eligibility

    
Accommodation

  Priority Housing

   Rental Subsidy 

   Private Rental Subsidy 

   Succession of  
Tenancy

  Transfer

  Other applicant matters

  Other tenancy matters

   Private Rental Subsidy 

   Succession of  
Tenancy

  Transfer

  Other applicant matters

  Other tenancy matters

Chart 1: Appeal Types – all housing providers

2% 2%

9%

11%

20%

6%

7%

5%

34%

24%

Chart 2: Public housing appeals types

*Note: Key as per Chart 3, see below.

Chart 3: Community housing appeal types

FACS
Housing 
NSW*

Total 435

Total 46

Community Housing

51

11 11 210 12

30 31 25 10

812

152 116

   Housing Register  
Eligibility

   Offers of  
Accommodation

  Priority Housing

   Rental Subsidy 

   Private Rental Subsidy 

   Succession of  
Tenancy

  Transfer

  Other applicant matters

  Other tenancy matters
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Statistical update – 2014-15

Table 3: Appeals heard – historical analysis

Year Public  
Housing

Community 
Housing AHO Total

2010/11 324 16 340

2011/12 351 31 1 383

2012/13 452 30 482

2013/14 485 42 527

2014/15 435 46 481
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543 505

594

527
482

383
340

481

2010-11 2011-12 2012-13

No. of Appeals

2014-152013-14

No. of Appeal Decisions

Chart 4: Appeals heard and appeal decisions – 
historical analysis

Chart 4 shows the fluctuations in appeals over a 5 
year period. The red trajectory shows appeal decisions 
achieved over time, and the blue refers to appeals 
heard. 

From 2012/13 to 2013/14, appeal decisions and appeals 
heard increased gradually. External factors, including 
the affordability and availability of accommodation in 
the private rental market, can have an effect on appeal 
numbers.

The annual statistical analysis measures a range 
of activity across the reporting year. This explains 
the difference in figures for appeals heard, appeal 
decisions, and final outcomes (shown later in this 
section). The reporting year does not track activity 
based on a client’s trajectory through the appeal 
journey but rather, a range of performance outputs 
measured over the reporting year.

43% of appeals  
were recommended for full  
or part change in decision,  
or alternative resolution
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Table 4: Appeals Heard – Ethnic background 

Number Percentage

Aboriginal 36 7%

CALD 208 43%

English speaking 228 48%

Not known 9 2%

Total 481 100%

Table 5: Appeal results for Aboriginal clients

Appeal result Count Percentage

Resolved 3 8%

Declined 11 31%

Recommended full & 
part 22 61%

Total 36 100%

Statistical update – 2014-15

7% of all HAC  
appeals were from 
Aboriginal clients

The proportion of appeals heard from culturally and 
linguistically diverse (CALD) clients (43% table 4) 
continues to be significant although it has reduced from 
50% in 2012-2013 and 46% in 2013-14.

In focus: Aboriginal clients and accessibility of 
the appeals process
Although the HAC heard a relatively small number of 
appeals from Aboriginal clients, there has been a steady 
increase over the last 5 years. In the 2010-11 year, the 
HAC received only 12 appeals from Aboriginal clients. 
The threefold increase to 36 appeals since 2010-11 
(albeit a relatively low number compared to overall 
appeals), may be due to a range of factors including 
efforts made by housing providers to raise the profile 
of appeal rights for Aboriginal clients and the ongoing 
communication between the HAC Secretariat and 
Aboriginal support services. It is interesting to note that, 
when Aboriginal clients did appeal to the HAC, they had 
a greater proportion of overall recommendations for a 
change in decision (Table 5).

•   According to the 2011 Census data, Aboriginal  
people accounted for up to 2.5% of people in NSW.

•   9.7% of all NSW social housing tenants were 
Aboriginal, according to information from the  
2014/15 FACS Annual Report.

•  7% of all HAC appeals were from Aboriginal clients.



Housing Appeals Committee Annual Overview 2014-1512

Statistical update – 2014-15

   Appellant and other 

   Couple

  Couple with children

   Single 

  Single Parent 

Chart 5: Household type

Table 6: Appeals heard – household type 

Household type Number Percentage

Appellant and Other* 19 4%

Couple 35 7%

Couple with children 64 13%

Single 235 49%

Single Parent 128 27%

Total 481 100%

Table 7: Top three appeal issues – household type 

Appeal type: top 3 
issues

All household 
types

Single person 
household

Recognition as a 
Tenant 24% 32%

Priority housing  34% 28%

Housing Register 
eligibility 11% 9%

*Note: combined count of appellant & other and appellant and carer

In focus: single person households and appeals

As in Chart 5, the greatest proportion of appeals was 
from single person (49%) followed by single parent 
households (27%). This is reflective of the particular 
issues faced by clients on single incomes living in 
expensive urban centres (most appeals are from clients 
living in metropolitan Sydney).  

According to the 2011 Census data on general 
population, 24.2% of people in NSW identified as single 
person households.

Looking at table 7, although the top three issues at 
appeal were the same for singles and all household 
types, Recognition as a Tenant was the top issue of 
appeal for single person households, compared to 
Priority Housing for all households. 

49% of the greatest 
proportion of appeals 
were from single person 
households

   Appellant and other 

   Couple

  Couple with children

   Single 

  Single Parent 

13%

7%
4%

49%

27%
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Statistical update – 2014-15

Chart 6: Appeals heard – FACS NSW Districts

Table 8: Public housing appeals heard by NSW Region 

NSW Region Number Percentage

Metropolitan Sydney 366 84%

Regional NSW 69 16%

Total 435 100%

Chart 6 shows appeals heard by District in 2014/15. 
There are 15 FACS districts across NSW. There were 435 
appeals from FACS clients with Table 8 right showing 
regional and metropolitan proportions.

Most appeals are requested from clients living in 
metropolitan Sydney, whether they are applicants 
seeking entry into the social housing system or current 
social housing tenants already housed in the sector.  
This is attributed to:

•  the vast majority of public housing properties being 
located across metropolitan Sydney; the proportion 
of tenant appeals from Sydney is greater than that of 
regional NSW.

•  significant pressure on applicants trying to access 
private rental in Sydney due to cost and availability 
and the need to be near their key support services

34% of all  
appeals were about 
priority housing

Far West
0

Western NSW
4

Murrumbidgee
6

Hunter  
New England

15

Southern 
NSW

3

Northern NSW  3

Mid North Coast  0

Central Coast  12
Nepean Blue  
Mountains 7

Northern 
Sydney 

26
Western 
Sydney 

99

South 
Western 
Sydney 

99

Illawarra  
Shoalhaven

20

  
Sydney

33

South 
Eastern 
Sydney 

103
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Appeal decisions and final outcomes 

The HAC referred 43% of all appeals 
to the housing provider with a 
recommendation to change the decision 
in full or in part.  

• For community housing clients, over half of all 
cases heard were recommended for a change in 
decision in full or in part (52%). 

• For public housing clients, 42% of appeals were 
recommended for a change in decision in full or  
in part. 

Outcomes of recommendations to change a 
decision

During 2014-15, 94% of the HAC’s recommendations 
were supported in full or in part, or resolved, and 
only 6% of recommendations were unsuccessful. 
Circumstances affecting the client’s situation that 
become apparent after the hearing may influence 
this outcome. In many cases, the housing provider 
continues to support the client with information 
about other options or services that may resolve their 
immediate housing need.

It should also be noted that community housing  
providers accepted the recommendations of the HAC  
to change the decision in all of the matters referred  
to them.

Table 9: Appeal decisions following the hearing 

Appeal decision Public 
Housing

Community 
Housing Total

Declined-agree with 
housing provider 236 21 257

Recommendation to 
change the decision 154 23 177

Recommended 
alternative resolution 
or part change 
decision

28 1 29

Resolved 17 1 18

Total 435 46 481

Table 11: Final outcomes from housing providers to 
recommendations 

Outcome Public 
Housing

Community 
Housing Total

Approved 163 23 186

Declined 12 12

Part approved 1 1

Pending 0 0

Resolved 5 1 6

Total 181 24 205

Table 10: Reasons for recommending a change 
of decision  

Reason for 
recommendation Number Percentage

Inadequate consideration 
was given to the available 
information when the original 
decision was made

108 31%

New information has been 
provided or additional 
information is available since 
the original decision

99 29%

The procedure used to reach 
the original decision was not 
fair or reasonable

55 16%

The original decision involved 
a poor interpretation of the 
housing provider's policy

52 15%

The original decision 
was based on incorrect 
information

31 9%

Total 345 100%

94% of recommended  
appeals were approved in full  
or in part, by housing providers
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The HAC will focus on a broad range 
of activities, projects and performance 
objectives. In the year ahead there will 
be change in the social housing policy 
which will have direct implications for 
the HAC across all business areas and 
this will generate new projects, internal 
systems and protocol reviews.  

The Secretariat will focus on ensuring the HAC is 
supported during this time of change by ensuring 
they have a professional training program and are 
briefed on any new social housing policies introduced 
in the year ahead.

The HAC looks forward to another year of success. In 
the year ahead, the HAC aims to continue providing 
a high quality independent appeals mechanism for 
NSW social housing clients and systemic advice 
to NSW housing providers on the application of 
social housing policies as they affect clients seeking 
housing services.

The Year Ahead  

“In the year ahead, the HAC aims to continue 
providing a high quality independent appeals 
mechanism for NSW social housing clients”



Contact Us
Freecall: 1800 629 794

Office 8.30am to 4.30pm
Hours: Monday to Friday

Address: Office 5-6 Ground Floor 
 1-17 Elsie Street, Burwood

Postal PO Box 1030 Westfield
address: BURWOOD NSW 2134

Phone: (02) 8741 2555

Fax: (02) 8741 2566

Email: hac@facs.nsw.gov.au

www.hac.nsw.gov.au
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