
 

Homes NSW brings together the housing and homelessness functions of the Department of Communities and Justice (DCJ), the NSW Land 
and Housing Corporation (LAHC), Aboriginal Housing Office (AHO) and key worker housing functions from across government under one 
roof. A division within DCJ, Homes NSW leads work to provide safe and secure homes through social and affordable housing while 
delivering supports and services that minimise experiences of homelessness being repeated. 
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Minutes 
HS Northern District – Local JCC Meeting 
 

Monday, 16 June 2025  
12:30 pm to 2:00 pm  
MS Teams  

Attendance and declarations 

Invitees 

Krystal Moores, Director Housing Services, Northern District, Homes NSW 

Jamie McMahon, Manager Housing Operations Hunter, Homes NSW 

Kelly Knox, A/Manager Housing Operations Central Coast, Homes NSW  

Rodney Land, Manager Housing Operations NNSW, Homes NSW  

Christopher Barnard, Senior Client Service Officer NNSW, Homes NSW  

Mark McFadden, Customer Service Officer NNSW, Homes NSW 

Lynelda Rowe, Senior Client Service Officer Specialist Hunter, Homes NSW 

Rebecca Reilly, Regional Organiser, Public Service Association of NSW  

Greg Corrigan, Regional Organiser, Public Service Association of NSW  

Apologies 

Karen Wilson, Manager Housing Operations Central Coast, Homes NSW  

Nicole Meade, Aboriginal Senior Client Service Officer Specialist NNSW, Homes NSW 

Rachel Manning, Senior Client Service Officer NNSW, Homes NSW 

Bernadette McMahon, Senior Client Service Officer Central Coast, Homes NSW 

Paul James, Regional Organiser, Public Service Association of NSW 

Business items 

Item 1: Welcome and Acknowledgement of Country 

• Krystal - Acknowledgement of Country 

 

Item 2: Exit and New Members 

• Krystal added this agenda item to discuss the process for notifying when a PSA Member exits or 
commences as a delegate. 

• For new members, the PSA need to go through their internal processes to have a new delegate 
elected, and once finalised the PSA write to the departments Employee Relations and copy in Director. 
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• PSA are responsible for notifying of member exits. 

 

Item 3: Minutes and action items 

• See action register. 

 

Item 4: WHS 

• As discussed in action items, WHS reports have been distributed and will continue to be distributed 
prior to each meeting. 

• Krystal will be looking into some of the incidents to unpack what’s happening across the district and 
work with our leadership team to make sure to are following the investigation process and timeframes. 

 

Item 5: PSA Issues 

5.1. Concierge Model – Lismore Office 

• PSA raised concerns after staff in Lismore were directed to use the concierge desk. There is confusion 
about which offices are using the model. 

• Krystal confirmed the directive came from her, as Lismore was the only office with the model in place 
but not being used. This aligns with DCJ service guidelines, and Tara Vella has made it clear that we 
need to have this up and running in line with our service delivery model. 

• Chris recently visited the Liverpool Office, and the security guard was manning the concierge – Krystal 
to gather feedback. 

• Staff raised safety concerns during the Lismore office refit consultation and again at the JCC. The PSA 
requested incident reports from Campbelltown and noted similar issues at Mt Druitt, where the model 
was removed. Regarding consultation for the model, PSA note it’s optional but at the time there was 
feedback to staff that was overruled by Tara Vella about concerns raised. 

• The forum would like to see incident reports from Campbelltown and other offices using the concierge 
model. Forum would also like feedback from Liverpool, as the model seems to be working differently 
there and appear all concierges aren’t run all the same. 

• Krystal noted that while staff have shared feedback, the concierge model is the direction Homes NSW 
is taking, as confirmed by Tara Vella. From Krystal’s understanding, the concierge is to operate across 
all offices as it is intended and issues within other district offices should be escalated ad will be dealt 
with by the relevant district director. Coniston operates under a different service model where there is 
a partnership with an NGO who provides support in operating the concierge as part of the customer 
service model in that location. 

• We want to hear staff concerns, but when speaking with staff last Friday, many of the issues raised 
were addressed by existing security measures.  

• The forum discussed previous consultation held for Lismore Concierge however PSA have concerns 
about consultation with staff on the floor, and if they have received adequate training, or if there has 
been a recent risk assessment conducted. 

• Krystal advised if we would like to go back through the consultation process this would need to be 
raised at a higher level with Tara Vella. 

• PSA agreed further conversations with Tara Vella are required outside of this forum to readdress 
continued concerns for staff and if meaningful consultation has occurred. 

• Lynelda raised concerns regarding the concierge model and how we are delivering services in line with 
the new model; possible breach of legislation around consultation with staff, staff experiences with 
clients, staff anxiety around the concierge model, and local safety measures used in the field.  

Action: 

• Jamie, Lynelda and Krystal to meet to discuss further. 
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5.2. Recruitment Update 

• Central Coast: 

o Nil vacancies. 

o The identified Project Officer role in the Central Coast (7/8) will not be part of the Executive 
Support team. However, all roles are being reviewed under the functional review to ensure 
appropriate role identification across all grades, areas, and the district. We will not be 
decreasing the number of identified roles. 

 

• Hunter: 

o Three vacant CSO positions in Access & Demand, which we plan to fill through the recent 
recruitment process. Several candidates were successfully placed in the talent pool, and the 
new starters will be the first to participate in the new CSO induction program. 

o One vacant CSO position in Lake Macquarie Tenancy team. 

 

• Northern NSW: 

o Two vacancies in Tenancy team, which we plan to fill through the ongoing rolling recruitment 
process. Several new recruits have already been identified. 

o Two vacant ongoing roles in Access & Demand which will also be filled via the rolling 
recruitment process. 

o Two vacant CSO positions in the temporary TA team. These roles remain unfilled while we 
explore a new model for delivering TA services across the board. 

o One SCSO Rent Choice position, with a request to fill currently with Krystal for consideration. 
Krystal advised that senior roles are more challenging to fill due to the current freeze on 
senior level recruitment while the functional review is being finalised. Krystal will speak with 
Rodney to explore options for this position in the interim. 

o A request to fill one HA position has been submitted to Krystal for consideration, as a suitable 
candidate has been identified from the talent pool. Krystal has confirmed that the HA role is 
approved to proceed, pending final confirmation of the candidate. 

Action: 

• Krystal and Rodney to talk about about the request to fills today 

 

o Due to staff shortages in Access, we're arranging temporary remote support from other 
districts until new staff are onboarded. In Northern NSW, we need experienced CSOs in TA. 
We've also discussed support with Kelly and Jamie’s teams, and TLs are working together on 
an internal process. 

o The SDAH team has been supporting Northern NSW Access & Demand with AHA processing, 
and members have identified that further assistance processing Change of Circumstances 
forms would be beneficial. 

o Krystal advised this support will end on 30/06/2025 as SDAH need their staff back. 

o The forum discussed the challenges but the need of returning to BAU in Northern NSW and 
resuming full A&D functions despite ongoing TA pressures. 

o Krystal is involved in complex TA cases (200+ nights - many linked to the 2022 floods, and is 
working with Jacob Allen’s team, who will deliver refresher training across districts. A broader 
strategy is also being developed involving Hunter and Central Coast teams to support TA 
operations in NNSW. 

 

• Rolling Recruitment / Timeframes: 
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o We are currently making offers, and once finalised they will commence in the new onboarding 
program which will start on the 7 July 2025 and run for 8 weeks.  

o New starters will be recruited but will not be given a portfolio (tenancy) until they have 
completed the onboarding program. New starters will commence within the district, spend a 
week with the onboarding officer, and then will complete their corporate induction, and system 
training etc. 

o Rolling recruitment will be held monthly to help maintain staffing levels and replenish talent 
pools. These recruitment rounds are aligned with the onboarding cycle, which occurs every 
eight weeks. 

 

5.3. Staff Development Update 

• At the last Town Hall meeting there was a Mentimeter to gather staffs’ thoughts on the recruitment 
process for TAA and ongoing roles. From this group there were questions around consistency and 
transparency around when and how roles are filled and communicated. 

• At the last HSEM this feedback was presented to Directors to assist in understanding what staff want 
and how it can be implemented.  

• A communication will be distributed shortly about this consistent approach and how roles are filled 
within Housing Services. 

• PDPs are due for renewal, and Krystal wants to ensure next year’s process includes meaningful 
development conversations. The goal is to identify how we can support staff in their professional 
growth and ensure they have the resources they need. It’s important to recognise that staff 
development is a shared responsibility 

 

5.4. Tuggerah Office Accommodation Update 

• Please see action register. 

 

5.5. Functional Review 

• Greg and Krystal have recently met regarding the functional review, and Greg has a meeting with Tara 
Vella tomorrow, 17/06/25 to discuss issues regarding consultation on the Functional Review and 
proposed changes. 

• Greg advised the Department must consult with the PSA and provide a change management plan. 
While broad consultation may have occurred, the PSA has heard from staff statewide about role 
changes without proper consultation.   

• Krystal sent an update last week to Northern District staff about the Functional Review, it has been 
identified not all staff read it properly, leading to confusion. The update included an opportunity for 
staff to consider the new centralised functions: 

o Confirmed which functions are being centralised (note: no details yet on number of roles or 
grades). 

o Option for staff to rotate through different functions. 

o Staff preference survey to gather input on which functions they’re interested in 

• From feedback we are changing our approach, and we will be sending a weekly Mentimeter poll to 
give staff an opportunity to provide feedback, gather feelings, and ask any questions.  

• Krystal has consulted with the PSA regarding the implementation of the District Executive Support 
team and has also spoken directly with affected staff and their managers. The team will be put in 
place as soon as possible. If the PSA requires any further information, Krystal is happy to provide it. 

• Feedback on Functional Review – provided by members to PSA: 

o High concerns from staff regarding role losses and Krystal is not considering staff concerns at 
all and staff receive no consultation. 
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o Specialists in Lake Macquarie are concerned about the changes and feel they haven’t been 
consulted—it’s come across as a done deal. Proper consultation means sharing information 
early to respect staff and ease concerns. Specialists are worried about major changes to their 
roles, especially after hearing from other districts where their work is mostly paperwork. 

• Krystal acknowledged the feedback and hopes today’s first Mentimeter poll will alleviate some 
concerns. Krystal confirmed there will be no job losses. Krystal also stated that consultation has taken 
place during the functional review, and she’s been involved throughout her three months with the 
department. 

 

5.6. 615 Hunter Street Office  

• Ongoing issues with building in terms of water leaks etc and have been providing continuous feedback 
to Cushman and Wakefield to have the issues resolved. 

• Recent heavy rainfall caused significant damage, and the decision was made to close 615 Hunter 
Street office and relocate staff to 670 Hunter Street and Charlestown offices. 

• To manage foot traffic in the interim, services are being delivered via phone and in clients’ homes 

• Repair work has started at 615 Hunter Street, and Krystal has also been discussing alternative longer 
term options with I&A.  

 

5.7. Workload 

• Rebecca proposed implementing a workload planner (similar to Community Services) to help staff 
manage their tasks more effectively. 

• Some members are reportedly working until 9pm to avoid backlogs, raising questions about overtime. 

• PSA has advised staff to accurately record actual hours on flex sheets to ensure visibility of extra 
hours worked. 

• Krystal acknowledged hearing of an instance involving forfeited flex hours, which she does not 
support and will be having conversations with the whole leadership team about monitoring this. Krystal 
also does not support working additional hours to get work done and if staff have concerns about 
being able to complete their work during their worktime, this needs to be discussed with their line 
manager and escalated appropriately internally where needed. 

• Krystal advised staff should not be penalised for recording actual hours and wants managers to 
support staff in avoiding excessive work hours. 

• Item to remain on agenda for further discussion. 

Action: 

• Kelly, Rodney, and Jamie to discuss this with their leadership teams. 

 

5.8. Flexible Working Policy   

• Rebecca has discussed this with Krystal previously and Krystal is continuously following up with 
managers. 

 

Item 5: General Business  

• Nil discussed 

 

Next Meeting:  

Date Time Location 
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Monday, 18 August 2025 12:30pm to 2:00pm MS Teams 

 


