Change Management Plan for the Organisational Change of Homes
NSW/Housing Services and Department of Communities and Justice

1. Background and reasons for the organisational change

Since the formation of Homes NSW in February 2024, the division has undergone a state-wide
functional review to ensure appropriate structures are in place to support the work we do and
support our staff delivering this work, taking into consideration feedback from staff, our customers
and our service providers and key stakeholders.

Phase 1.0 of the Housing Services functional review saw the headleasing and appeals functions move
from operational teams within the district to a centralised team across the whole of housing services
in the Service Delivery and Assurance Hub, reducing workload impacts. A sixth district was created in
Sydney to reduce load and increase spans of control which included a reduction of portfolio sizes
across Sydney and Inner West and Southeastern Sydney to 250. A realignment of housing services
district support functions was complete to ensure consistency across all districts/business units.
Phase 2.0 of the Housing Services functional review is now underway and considers the following
objectives based on this feedback:

e Exploring how to better manage administrative and processing work, to enable staff to
spend more time with applicants and tenants

e Consistency (where possible and where it makes sense) across Housing Districts in how
teams' function and the spans of control

e Finding ways to give staff more time to focus on the things they told us were important in
their role

e Meeting our allocated staffing budget and reducing reliance on temporary or contract
employment by ensuring that all roles are funded, permanent and backfilled consistently.

Phase 2.0 for the Northern District will include the reduction of portfolios sizes to less than 300 on
average, the creation of centralised teams across the district and a realignment of positions across
teams to better support the delivery of housing services, align spans of control across teams, provide
clarity on the responsibilities of front line service roles consistent with other districts and bring FTE
in line with budget.

In the Northern District, we have identified inconsistent spans of control across teams, inconsistency
in the delivery of key functions, and inconsistency in role responsibilities of positions. The district has
identified a number of temporary positions that are unfunded.

An In-depth workload analysis was undertaken across housing services which identified adequate
spans of control across teams and clear role responsibilities. District teams of less than 10 direct
reports would have a Housing Manager (GR 7/8) as the line manager and teams of 10-15, or for
more complex teams, would have a Team Leader (GR 9/10) as the line manager. Additionally, a ratio



of 1 x Senior Client Service Officer per 5 x Client Service Officers was ensured based on the role
responsibilities.

Table 1 provides a high-level overview of the key responsibilities for frontline customer service roles
across housing services.

Table 1. Frontline Customer Service Roles Responsibilities

Role Classification/Grade Responsibilities
Senior | Clerk GR5 /6 Housing Services process and financial delegation
Client responsibilities i.e. Issuing NOT, attending NCAT,
Service recommending priority housing approvals.
Officer Foach z?nd suppor'F client serylce ofﬂcers !n
improving their skills, managing clients with
complex needs.
Develop and maintain relationships with local
services that support clients to sustain their
tenancy.
Senior | Clerk GR5/6 Planned support coordination for highly complex
Client tenants and applicants to support sustaining
Service tenancies . .
. Coach and support client service teams on
Ofﬁ_cer i support services based on client need and
Specialist referral process for early intervention
Develop and maintain key stakeholder
relationships and service coordination avenues
Track and report outcomes on support
coordination activities
Client | Clerk GR 2/4 Provide housing assistance advice and assess
Service eligibility and suitability of products and services
Officer Manage and sustain tenancies through early
intervention strategies (CSV, arrears, support
referrals)
e Be the first point of face to face and over the
phone client service to customers.
e Complete referrals to external agencies as
required and liaise with internal teams in
advocating for clients.

2. Executive Director’s approval

The Executive Director Housing Services approval is required to finalise the change management
plan for phase 2 of the Housing Services Functional Review in the Northern District. The proposed
changes will introduce a realigned structure that is consistent with other districts in Housing
Services, streamlines service delivery across the district to support staff and deliver better outcomes
for customers and bring FTE spend in line with the budget. Key changes to the district’s FTE are
shown in table 2 below:



Table 2. FTE changes Northern District

CLASSIFICATION AND GRADE CURRENT FUTURE NET CHANGE
PSSE BAND 1 1 1 0
CLERK GRADE 11/12 3 3 0
CLERK GRADE 9/10 11 10 -1
CLERK GRADE 7/8 16 10 -6
CLERK GRADE 5/6 61 45 -16
CLERK GRADE 3/4 3 2 -1
CLERK GRADE 2/4 113 96 -17
CLERK GRADE 1/2 10 1 -9
CLERK GENERAL SCALE 0 13 +13
TOTAL 218 181 -37

Note: This is inclusive of the Assertive Outreach roles which are temporarily funded roles. 2 x of the GR5/6 position are filled
by temporary staff, and all other staff will be mapped to ongoing positions at grade if there is no additional funding for
assertive outreach in the future which is unlikely.

Note: Across the Grades, a portion of these roles were unfunded therefore there is a decrease in roles to ensure the budget
envelope is met.

3. Employee communication strategy

Table 3 provides detail on the communication strategy implemented to ensure employees are
provided with multiple opportunities to provide feedback.

Table 3. Communication Strategy

Action Week beginning Responsible
District staff of objective of | 28 April 2025 Director Housing

phase 2 of the functional Services, Northern
review in Northern District

Meeting with PSA | 26 May 2025 Director Housing
representatives to provide Services, Northern
high-level overview of
proposed structure and
changes within teams

District staff advised of high- | 9 June 2025 Director Housing
level overview of proposed Services, Northern
structure and changes within

teams
Seek feedback from staff on | 9 June 2025 Director Housing
team/role preferences within Services, Northern
the proposed structure
Seek regular feedback from | 30 June 2025 Director Housing
staff on phase 2 of the Services, Northern

functional review and
provide Q&A




Provide PSA with detailed
information on changes,
including FTE, team
functions, staff impacts and
communication plan.

Follow up meeting with PSA
representatives on
presentation to discuss any
concerns on the proposed
changes and communication
plan

Executive Director and
Director to meet with staff in
Northern NSW due to the
proposed changes impact
and get their
feedback/answer questions.
Meet with leaders to discuss
overall proposed changes
and impacts

Meet with all staff in groups
and individuals to provide an
overview of the proposed
changes, functions and
individual impacts.

Meet with individual staff
identified as ongoing excess

Meet with temporary staff
and advise of contract
extensions or terminations to
coincide with go live

Drop-in session with
Executive Director Housing
Services

4. Support services

All staff have been reminded of support available through EAP and have been approached by the

PSA for additional support.

22 September 2025

29 September 2025

29 September 2025

29 September 2025

6 October 2025

6 October 2025

6 October 2025

13 October 2025

Director Housing
Services, Northern

Director Housing
Services, Northern

Executive Director
Housing Services

Director Housing
Services, Northern

Director Housing
Services, Northern

Housing Operations
Managers

Director Housing
Services, Northern

Housing Operations
Managers

Director Housing
Services, Northern

Housing Operations
Managers
Housing Operations
Managers

Executive Director
Housing Services

Director Housing
Services, Northern

6. Workforce planning needs and impact on services and functions

The proposed model will enable improved planning and delivery of services across Housing Services
in the Northern District whilst also creating flexibility in allocating resources based on key priorities.



The model maintains a local service delivery for front facing client services roles in tenancy and
access to housing options, whilst the process driven aspects of these services can be managed
centrally across the entire district with clear visibility at a district level.

Whilst the key purpose and delegation of roles have not changed, the functions of these roles have
been reviewed and realigned in a structure that improves workload for staff, sets clear
responsibilities and spans of control and enables cross team collaboration at a district level.

7. Changes to organisational structure

Organisational structure

The new organisational structure has been developed to ensure ongoing FTE is managed within
budget, structures of teams are clear including line management responsibilities and creation of
functions across business streams to plan, deliver and review services that meet the needs of our
customers. The current organisational structure is detailed figure 1 and the proposed structure in
figure 2.

Function changes to support new model

In the proposed model, specific functions across tenancy and access have been removed from local
teams and put into the centralised teams to allow these local staff to focus on core functions in
delivering housing services related to their role. In addition, the proposed structure incorporates a
reduction of portfolio sizes to an average of 300 and removal of lease reviews and RAAT
assessments. Detail of the split in functions can be seen in table 4 where all functions used to be
managed by the local teams entirely.

Figure 1. Current Northern District Organisational Chart
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Table 4. Proposed Structure Function Split

TEAM

FUNCTIONS/RESPONSIBILITIES

TENANCY AND ACCESS HUB .

LETTING/VOIDS/RELOCATIONS .

District-Wide

Local Teams

Phone queue - Tenancy
and Access

All applications for
housing including
transfers, RAAT and COC
NSW Housing Register
management -
unclassified, suspended,
priority housing and
transfer reviews
InReach/Outreach as
required

Rent subsidy reviews
Vacant Bedroom Charge
management

Disability Modifications
Register

Alterations Application
assessments

Minsterial's relating to the
above work

Some TA processing - TBC
Monitoring of current and
upcoming voids and
planning for allocations
Management of Manual
Allocation register in
collaboration with local
tenancy and access
managers

Management of shortlist
and offer process




PRIVATE RENTAL PATHWAYS

SPECIALISTS

TENANCY

Coordination and
management of
relocations

Liaison between HP and
HS

PAS, Annual Fire Safety
and Smoke Alarm
Servicing

All assessments for private
rental products including
Rent Choice, Private
Rental Subsidy, Tenancy
Assistance.

Management of all clients
approved for a subsidy
product to assist them in
securing a private rental
property

Private Rental Brokerage
Services

Management of all active
subsidies across Rent
Choice and Private Rental
Assistance

Relationship management
with local real estates in
collaboration with local
access teams

Support coordination for
tenants and applicants
across the district via
referral process and
matrix

Liaise with local tenancy
and access teams and
centralised teams on
outcome of referrals and
follow up actions
Manage cases based on
referral matrix and update
systems as required to
track and monitor
outcomes

Coach and support the
broader districts housing
services teams in supports
available to assist
appropriate referrals for
all clients, including
culturally appropriate
support to our Aboriginal
and Torres Strait Islander
customers

First point of
contact



e C(Client Service

Visits

e Counter Enquiries
& Concierge

e Arrears
Management

e ASB

e Property Care and
Maintenance
Escalations

e Support referrals

ACCESS (TA) e Temporary
accommodation
assessments
(initial and
extensions)

e Tenancy
facilitation

e Counter Enquiries
& Concierge

8. Proposed means for filling positions

All positions within the proposed structure will be matched with current ongoing employees at
grade, work classification and remuneration. We will also consider staff preferences as sought
through the communication strategy and current functions where possible. Through this process we
have identified several employees who have been TAAs in higher-grade roles for longer than 2 years
and are GSE compliant and these employees will be made ongoing offers at their TAA grade.

Where there are ongoing or temporary vacancies in the proposed structure, excess staff across
Housing Services will be reviewed to determine suitability based on grade, work classification and
remuneration to be matched as a priority. If any vacancies remain, positions will be filled through
GSE compliant processes. Where there are temporary vacancies, Housing Services has developed an
approach to filling these vacancies to ensure fairness across districts and the state and as part of a
strategy to develop our people. The detail of this approach can be found in figure 3.

Figure 3. Filling a temporary vacancy — Housing Services



Housing Services - How to fill Temporary vacancies

Duration  Recruitment Method

0-2 o No backfill option
weeks

2-4 o District PDP list - staff with
weeks aligned goal in their PDP
4-8 o District and Statewide EOI
weeks

8-26 o DClJTalent Pool - internal
weeks candidates

o New Homes EOI (suitability
assessment)

>26 o DClJTalent Pool - internal
weeks and external candidates
o New GSE comparative
recruitment

9. Proposed voluntary redundancy program
There is no voluntary redundancy program

10. Impact of the restructure on EEO groups

Nil impact.

11. Impact of the restructure on staff with special needs
No people with special needs will be impacted because of this change, apart from any potential
reporting line changes.

12. Impact on rural communities
There is no identified impact on rural communities from this change

13. Management of excess employees

The Northern District establishment has held excess positions above the funded FTE which has
resulted in several positions not included in the new structure and subsequently, ongoing staff in
positions that are not reflected. A State-wide mapping exercise has been completed to ensure all
staff were given a role of similar work classification, grade and remuneration within Housing Services
and/or Homes NSW. A breakdown of these positions is identified in table 6.

Table 6. Excess Ongoing Employees

CLERK GRADE 1/2 9 9
CLERK GRADE 2/4 2 5 7
CLERK GRADE 5/6 3 2 8 13
CLERK GRADE 7/8 6 2 1 9
CLERK GRADE 1 1 2
9/10




14. Management of temporary employees

Several temporary staff were employed on a contract to backfill various roles across the district.
Where there is an ongoing need to backfill, consideration was given to extend temporary contracts
for a period for those that went through a comparative recruitment process (complying with the GSE
Act) and can be made ongoing when a vacancy arises. Other temporary staff will be given the
required notice and their contracts terminated on or before their current contract dates. A

breakdown is provided in table 7 below:

Table 7. Temporary Positions

CLASSIFICATION CONTRACTS OFFERED CONTRACTS TOTAL
AND GRADE EXTENDED ONGOING ENDED

POSITION
CLERK GRADE 1/2 2 0 2
CLERK GRADE 2/4 4 4
CLERK GRADE 5/6 1 1 2 4
TOTAL 7 1 2 10

15. Proposed timetable for implementation

Table 8 provides detail on the timeline to implement the proposed changes.

Table 8. Timetable for implementation

Action

Week beginning

Initial consultation with employees and 12 May PSA
relevant union(s) 20 May

Seek regular feedback from staff on phase 2 of | 30 June 2025

the functional review and provide Q&A

Finalise structure and employee mapping 8 September 2025
across housing services with all Directors and

ED

New structure finalised and CEO approval 15 September 2025
obtained

Complete employee mapping across housing 6 October 2025
services with all Directors and ED

Plan key priorities for go live 13 October 2025
Portfolio realignment 20 October 2025

Provisional Go Live: Team structure changes

3 November 2025




