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From the Executive Chairperson

2009/10 has been a 
year of positive change 
for the Housing Appeals 
Committee (HAC) 
as we settled into 
our new offices and 
enjoyed the addition 
of a number of new 
Committee members. 
Three Committee 
members retired during 
the year and with other 
vacancies this led to the 
appointment of seven 
new members in early 
2010.  

We are fortunate to attract very 
skilled and diverse members to 
the difficult and challenging task of 
reviewing social housing decisions.  
Our new office location also gives 
us new opportunities, including the 
ability to conduct training in our large 
meeting room. We are enjoying the 
companionship of the Registrar for 
Community Housing and registry staff in 
our new location and, once the building 
work outside is completed, ours will be 
a very pleasant place to work! 

The HAC received 468 appeals during 
2009/10 and this has meant a busy 
time for us all. The expansion in the 
proportion of priority housing appeals 
to nearly 61% of our total appeal 
numbers is continuing demonstration 
of the pressure on tenants in the 
private rental market, particularly in the 
metropolitan area. 

National Approaches to Housing 
Appeals 

A highlight this year was the third 
National Housing Appeals Agencies 
Conference, hosted by our South 
Australian colleagues in Adelaide in 
April 2010. This was an excellent 
opportunity to share the experiences of 
agencies managing housing appeals in 
an increasingly complex social housing 
environment across Australia.  We all 
enjoyed learning from the strategies our 

colleagues have used to deal with both 
public and community housing appeals, 
to provide high need clients with 
access to appeal rights and to promote 
quality decision making through training 
and feedback to housing providers.   

Housing Pathways
In April 2010 the social housing system 
in NSW changed significantly with the 
implementation of Housing Pathways, 
a single housing register and uniform 
allocation system. This new approach 
transforms the way clients can access 
all forms of social housing and related 
services. A single application form 
and assessment process replaces 
the previous system of separate 
applications to Housing NSW and 
community housing providers, and for 
different products and services. By July 
2010 public and community housing 

staff were working in partnership to 
implement the new systems. 

It is too early to tell what Housing 
Pathways might mean for appeal 
trends. Now that clients will be 
assessed for priority need without 
having to complete a separate priority 
housing application there may be an 
increase in the numbers of people 
being assessed and a proportional 
increase in appeal numbers. On the 
other hand, we might see a reduction 
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Lynden Esdaile, Executive 
Chairperson (front) and Lynn 
Houlahan, Deputy Chairperson.

National Housing Appeals Agencies Conference, Adelaide 2010



Committee Members: Back row from left ( Tacye Bowen, Peter Davidson, Lynn 
Houlahan, Bronwyn Richards, Alicia Jillard, Paul Newman, Ilan Vizel, Front row 
from left( Rebecca Gleeson, Neva Collings, Anny Druett, Stamatia Stamatellis, 
Neita Scott, Julie Hourigan Ruse, Angela Van-Dyke, Lynden Esdaile ( absent 
Jillian Moir, Blanch Lake, Raymond Brazil) 
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in appeals as clients, unable to apply 
specifically for priority housing status, 
are directed towards other services 
and products to assist them with their 
housing needs.  

The implications of Housing Pathways 
for appeal trends will be interesting 
to monitor over the next 12 months. 
The HAC will participate in the 
evaluation of the early phase of the 
Housing Pathways project, relating to 
applicants, and then in the introduction 
of the second phase, relating to existing 
tenancies.

Committee Members 

The HAC is very fortunate in the quality 
and dedication of our Committee 
members and we benefit from the 
combination of long-term highly 
experienced members with new 
members who bring their different 
expertise and perspective to the role.  

2009/10 was a year of significant 
change in Committee membership with 
the retirement of several members and 
the recruitment of new blood. Raymond 
Brazil, Terry Chenery and Neita Scott 

retired from the Committee. We miss 
each of them greatly – especially their 
passion and knowledge about housing 
and indigenous issues across NSW.

After a competitive selection process, 
seven new members, including three 
Aboriginal members, were appointed to 
the HAC by the Minister and Cabinet. 
Their two year terms run from February 
2010. These new members filled the 
existing and new vacancies on the 
Committee bringing the total number 
of Committee members to sixteen, and 
the number of Aboriginal members to 
four.

Thanks

As always I am grateful to my Deputy 
Chairperson, Lynn Houlahan, for her 
dedication and professionalism, and 
all the more so in what has been a 
tough year. The presiding chairs, 
members and staff of the Housing 
Appeals Committee are a great team, 
with excellent relationships of trust 
and mutual respect, making ours a 
wonderful and rewarding place to work.  
Yasmina Kovacevic, our Registrar, 

has led the Secretariat team to new 
achievements in appeals management, 
training and communication with our 
stakeholders.  The unstinting efforts of 
all make the HAC a highly regarded and 
effective agency, fulfilling our objectives 
in all areas.

Lynden Esdaile
Executive Chairperson 

New Committee Members: Ilan Vizel, 
Alicia Jillard, Paul Newman, Anny 
Druett, Julie Hourigan Ruse (Jillian Moir 
& Blanch Lake absent)



Appeals Trends

The Housing Appeals 
Committee (HAC) has 
jurisdiction over the 
external appeals process 
for all social housing 
clients in NSW. During 
2009/10, the HAC 
received a total of 468 
appeals, of which 21 
were from community 
housing clients. 375 
cases were heard: 362 
Housing NSW and 13 
community housing 
matters. 
93 appeals did not proceed to a 
hearing. Some of these were not within 
jurisdiction. With others the housing 
provider had not yet completed the 
required internal review and as at 30 
June 2010, 14 cases were waiting to 
have their internal appeal finalised. A 
number of cases were resolved, with 
the housing provider addressing the 
client’s housing needs prior to the 
hearing. 

Housing NSW priority housing 
appeals

In 2009/10, 225 of the appeals heard 
were about priority housing. This 
accounts for 61% of all appeals heard, 
compared with 57% last year and 45% 
the year before. This increase reflects 
worsening private rental affordability 
and other barriers faced by clients in 
accessing the private rental sector, 
particularly in Sydney.  

53% of priority housing appeals 
originated from the Central Sydney 
region and 37% from Greater Western 
Sydney. Of the remainder, 6% came 
from clients in Northern NSW and 4% 
from Southern and Western NSW.

Chart 1: Priority Housing Appeals Trends 2005-10
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Chart 2: Source Appeals 2008/09 – 2009/10
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Chart 3: Appeal Types: Housing NSW 2009/10
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We have taken a closer 
look at priority housing 
appeals to better 
understand the range 
of issues for clients 
who appeal to the HAC 
about priority housing 
decisions. 
A sample of 20% of priority housing 
appeals to the HAC was analysed in 
detail. These 44 cases were selected 
on the basis of half female appellants 
and half male, to gain an insight into the 
different appeal issues facing women 
and men.

Of the 44 appeals examined:

• Household type was equally 
distributed amongst single people 
(15 cases), single parents (14) and 
couples (15), 3 of whom had no 
children) 

• 64% (14) of the female appellants 
were single parents and only 14% 
(3) were single women.  Of the male 
appellants, none were single parents 
and 55% (12) were single men.

• 36% (5) of the single mothers had 
children with one or more special 
needs related to a physical disability, 
special schooling needs, mental 
health issues (including suicidality) 
and child abuse. In one case the 
children were in care.

• 23% (5) of the female appellants 
had documented domestic violence 
issues and 9% (2) had a former 
partner with an acute gambling 
problem. Therefore in 32% of cases 
violence or gambling by the woman’s 
partner led to the family losing their 
home. 

• 55% (12) of the women were staying 
with family or friends and 42% (5) of 
these were moving frequently. Two 
women were street homeless. 

There is a clear difference in the 
accommodation options for single 
men and women, and this is also 
demonstrated by the cases examined:

• Of the single men who appealed, 
17% (2) stayed with family or friends, 
50% (6) were in caravan, boarding 
house, pub or motel accommodation 
and 25% (3) lived in garages or 
factory units. Only 1 lived in shared 
rental housing. The three single 
women were all staying with family or 
friends, two in ‘at risk’ situations.

• Of the single men, 83% (10) had 
medical or disability issues and 25% 
(4) had mental health issues. 

This information shows the range 
of issues experienced by clients for 
housing services, and the complex 
housing circumstances addressed 
by social housing providers. Decision 
making in this context is not easy or 
straightforward.

Succession of tenancy appeals

An interesting trend during the year 
has been a significant increase in the 
number of appeals from applicants 
seeking to take over a tenancy after 
the tenant has left. Most often, these 
appeals related to a family member or 
friend seeking to remain in the property 
as tenant after the death of the tenant.

Appeals about succession of tenancy 
rose from 3% of all appeals heard in 
08/09 to 7% in 09/10. In 2009/10 
we dealt with 25 cases, more than in 
any previous year. 75% of these were 
from the metropolitan region and 20% 
were from Northern NSW.   16% were 
recommended for a change of decision 
and all of these were approved by 
Housing NSW.  

Who appeals to the HAC

Cultural diversity

In 2009/10, 52% of appellants were 
born overseas and 24% of appellants 
required an interpreter during the 
appeal hearing for one of 23 languages. 
Professional interpreters are used in all 
such cases. 

The predominant languages spoken 
by clients whose primary language 
was not English were: Arabic, 
Farsi/Dari & Persian, Assyrian, 
Mandarin, Cantonese,Turkish, Greek, 
Macedonian, Hindi, Dinka, Spanish, 
Serbian and Bosnian. This pattern of 
cultural and language diversity is similar 
to the previous year.

Indigenous clients 

The HAC reviewed 28 cases from 
Aboriginal appellants last year, an 
increase of 40% over the previous 
year. The ongoing HAC liaison with 
Aboriginal support agencies statewide 
has increased awareness amongst 
Aboriginal social housing clients of their 
appeal rights and helped to equip the 
agencies to assist them to appeal

The most common issues for appeal by 
Aboriginal clients were priority housing 
(32%) followed by social housing 
eligibility for former tenants (25%). It 
is interesting to note that succession 
of tenancy appeals, at 18% of all 
appeals by Aboriginal clients, were 
proportionally higher for Aboriginal 
clients than for other appellants. 

Gender of Appellants

58% of all appellants in 09/10 were 
women and 42% male; of these 
more than 10% were Aboriginal and 
another 43% were from a culturally 
& linguistically diverse (CALD) 
background. 36% of appeals from 
women were from women of CALD 
background appealing about priority 
housing decisions; that represents 
82% of all second level appeals from 
CALD women. CALD women appealing 
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priority housing decisions were 
overrepresented when compared with 
non-CALD women seeking the same 
service; only 42% of all second level 
appeals from non-CALD women were 
about priority housing.

Age groups

The age profile of appellants to the 
HAC in 2009/10 is consistent with 
the previous year, with the main age 
groups between 25-44 (38%) and 45-
54  (27%). 30% of appellants were over 
55, showing a significant percentage of 
older people in housing stress.

Appeal Outcomes for Housing NSW 
matters

Of appeals heard the HAC 
recommended a change of decision 
by Housing NSW in 42.5% of cases 
(123). This percentage was slightly 
lower than the previous year. 52% of 
recommendations were about priority 
housing appeals. A total of 243 priority 
housing cases were heard. Of these, 
31% (76) were recommended for a 
change of decision.

Housing NSW provides a response to 
the HAC on recommendations made, 
generally within 6 weeks. In total 99% 
of all recommendations for change of 
decision were agreed to by HNSW  
or, in 6 cases favourably resolved in  
2009-10.

Table 1: Appeal types: community 
housing

Rental subsidy 62% (8) 

Transfer/succession 15% (2)

Priority/points system 8% (1)

Priority transfer 8% (1)

Former debt 8% (1)

Total 13

Community Housing Appeals

Somewhat surprisingly, given the 
growth in the community housing 
sector, the number of appeals from 
community housing clients was lower in 
2009/10 than in the previous year. This 
could possibly indicate improvements 
in decision making and in client 
satisfaction, but it could equally raise 
questions about the accessibility of the 
appeals system for community housing 
clients.  

62% of community housing appeals 
heard in 2009/10 were about rental 
subsidy decisions. This is a significant 
increase from the previous year when 
these appeals represented only 25% of 
matters. 75% (6) of the 8 rental subsidy 
appeals were recommended for a 
change of decision (in full or in part).

There was a significant increase 
in community housing cases 
recommended by the Committee 
for a change of decision: 69% as 
compared to 50% the previous 
year, however in some of these 
cases the recommendation was 
for a partial change of decision. All 
recommendations were accepted by 
housing providers.

HAC Performance Data 2009/10

The HAC aims to provide a service to 
appellants quickly, while maintaining a 
high quality of service. 

Time to hearing: We aim to hear all 
appeals within 4 weeks of receiving the 
appeal and file for the client. In 2009/10 
the Committee heard appeals within an 
average of 17 days from the day the 
appeal was registered, an improvement 
on the previous year average of 
23 days. This is an outstanding 
achievement given all the changes 
that occurred throughout the year, 
including the move to an electronic file 
management system (TRIM) in Housing 
NSW.

Appeal Report to Client: Once 
appeals are heard, the Presiding 
Chairperson completes a detailed 
report and letter to the appellant. Our 
target completion time is 14 days. 
The average time achieved was 12.7 
days in 2009/10, an increase from the 
previous year’s average of 9.7 days, 
reflecting an increasing complexity 
in both the appeal matters and the 
options for resolution.

Hearing Interviews

It is our preference to conduct face to 
face interviews with all clients where 
possible, and we always offer this 
option unless the client is located 
regionally. Face to face hearings were 
conducted with 84% of appellants 
and telephone interviews with the 
remaining 16%. This is comparable 
to the previous year when 85% were 
face to face and 15% were telephone 
interviews. 
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Policy & Procedural Improvement

Training & Community Education 

The HAC takes seriously its role in 
working for improvement in the policy 
and procedures housing providers use 
to make their decisions. The HAC can 
assist providers with advice during 
the policy development phase for new 
programs and services, helping to 
ensure fairness and transparency in 
assessment criteria and processes. 

During 2009/10 the HAC provided 
feedback to both Housing NSW and 
community housing providers on a 
range of policy and procedural issues:

• The development of Housing 
Pathways – this included the new 
common application form for social 
housing clients; and procedures for 
assessing applications and notifying 
clients of decisions on eligibility 
for housing, priority status and 
alternative housing products and 
services they may be offered. 

• Detailed feedback to Housing NSW 
on procedural issues related to the 
completion of first level appeals and 
trends in appeal management across 
NSW.

Table 2: of 52 cases recommended for change of decision, the reasons were:

 57% 36% 25% 11.5% 11.5% 3.8%

Inadequate 
consideration 
of information, 
evidence or 
options

Additional 
information 
provided or 
sought by the 
HAC

Circumstances 
changed or 
worsened

Incorrect 
information 
used in  
original  
decision

Policy 
interpretation 
incorrect

Procedural 
fairness 
flaws

Illawarra/ South Coast Community 
Agencies Information Forum

The HAC aims to make sure that 
the clients of public and community 
housing know about the appeals 
process and how to use it.  A major 
strategy in achieving this is our annual 
information forum for community and 
support agencies, held each year in a 
different part of the state. Our aim is to 
educate agencies about the appeals 
process and how to assist their clients 
to appeal. Sudesh Kumaran, our 
Deputy Registrar, once again proved 
his talents as a highly effective major 
event organiser with a successful 
Illawarra/ South Coast Community 
Agencies Information Forum in 
November 2009.  The 80 attendees 
from 60 organisations covered a 
broad spectrum of agencies from 

HAC reasons for recommending a 
change of decision 

As a significant part of the feedback to 
housing providers, the HAC analyses 
the reasons for recommendations 
to change the decision in an appeal. 
The HAC considers a number of 
factors when determining whether 
the decision of the housing provider 
may need to change, including 
additional information and changes in 
circumstances. We have upgraded our 
data collection methodology to include 
this information and will be able to 
make it more available from 2010/11. 
In the meantime, a detailed manual 
assessment was made on a sample of 
42% of the cases heard by the HAC in 
2009/10. Often it is more than one factor 
that will lead to the recommendation 
for a change of decision. The table 2 
shows what proportion of matters had a 
particular factor as a significant reason 
behind the recommendation to change 
the decision.

across the area: community welfare, 
disability support, mental health, 
domestic violence, drug and alcohol, 
migrant resource and family support 
agencies, neighbourhood centres and 
government representatives from areas 
such as health, community services, 
disability and police. 

Information from the agencies who 
attended indicated that:

• Almost 50% were unaware of the 
appeals process prior to the forum

• 71% had concerns about private 
rental access for their clients

• 83% had concerns about private 
rental affordability for their clients 

• 50% had clients with chronic long-
term homelessness

The overwhelming feedback was 
that agencies found the forum highly 
informative and educational, and 
that attending had increased and 
broadened their knowledge of the 
appeals process, appealable issues 
and how best to assist clients to 
appeal. 

Training 

HAC training in 2009/10 focused more 
on community housing providers than 
in previous years, given the expansion 
of the community housing sector and 
the new roles for staff due to Housing 
Pathways. Our training continues to be 
very highly regarded and in demand 
across NSW. 153 staff from Housing 
NSW and community housing providers 
were trained in Good Decision Making 
and appeals over the last year.  
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HAC Members &  
Staff 2009/10

Executive Chairperson: 

Lynden Esdaile 

Deputy Chairperson: 

Lynn Houlahan

Presiding Chairs:

Tacye Bowen, Bronwyn Richards  
and Stamatia Stamatellis

Members: 

Angela Van Dyke, Peter Davidson, 
Rebecca Gleeson, Raymond Brazil, 
Alicia Jillard, Jillian Moir, Ilan Vizel,  
Julie Hourigan Ruse

Indigenous members: 

Neita Scott, Terry Chenery, Neva 
Collings, Anny Druett, Blanch Lake, 
Paul Newman, Jim Allen

Secretariat Staff during 2009/10

Yasmina Kovacevic, Sudesh Kumaran, 
Siniua Su’a, Alberto Marino, Jasmine 
Crocco, Jenny Rowe, Annette Bloor.

Freecall: 1800 629 794

Office	 8.30am to 4.30pm
Hours: Monday to Friday

Address: Office 5-6 Ground Floor 
 1-7 Elsie Street, Burwood

Postal PO Box 1030 Westfield
address: BURWOOD NSW 2134

Phone: (02) 8741 2555

Fax: (02) 8741 2566

Email: hac@housing.nsw.gov.au

www.hac.nsw.gov.au

Housing Appeals 
Committee

Sudesh Kumaran, Yasmina Kovacevic, 
Jenny Lowe, Siniua Su’a of the HAC 
Secretariat (absent: Jasmine Crocco).


