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About this document 

This Report provides an overview of 
the performance (non-financial) of the 
community housing sector. 
 

This is the third part of a series of reports to be issued 
for the NRSCH reporting period 2020-2021. The 
Annual Overview has been delivered in four discrete 
parts progressively with the final part due to be 
released in November. 

Part 1 NRSCH Overview   

Published August 2021 

Part 2 Regulator Performance Report  

Published September 2021 

Part 3 Sector Performance – Non-financials  

   Published October 2021  

Part 4 Sector Performance – Financial  

  Scheduled for November 2021  

Please note the schedule for the release of documents 
may be subject to change as a result of disruptions to 
business operations during COVID restrictions. 

 

Scope of this report 
This report provides data and analysis for 
participating NRSCH jurisdictions only. The data 
contained in the report is provided by registered 
community housing providers as part of their 
scheduled assessment to demonstrate their 
compliance with the National Regulatory Code. 

All non-financial data reported is data held as at 30 
June 2020 unless otherwise specified or unless 
comparisons with previous years have been made. 
It should be noted that whilst all data in this report is 
the most recent information held by the NRSCH its 
currency may date back to June 2019. 

In this report, Part 3 – Sector Performance – Non-
Financials  non-financial performance measures 
are presented. The report firstly provides 
performance data for Tier 1 and Tier 2 providers and 
then Tier 3 providers. 

To learn more about the status of the NRSCH in a 
particular state or territory, as well as local policies 
and news please visit 
https://www.nrsch.gov.au/states_and_territories/juris
diction-policy 
 
For further information about the Regulatory 
Framework and how Registrars deliver their functions 
under the NRSCH please visit    
https://www.nrsch.gov.au/publications/nrsch-
framework.



 
  

Sector Performance Overview   
 
The National Regulatory Code 
(NRC) requires registered providers 
to be well-governed, financially 
viable and to perform in compliance 
with standards to deliver quality 
housing services. 
 

Once registered, providers must undergo a 
compliance assessment on a regular basis. This 
assessment seeks to ensure compliance with the 
NRC and constitutes the minimum level of 
oversight that will be applied. The frequency of 
assessment will depend on the provider’s tier. 

Performance Requirements  

The NRC sets out the performance requirements 
that registered providers must comply with in 
providing community housing under the National 
Law. It does not prescribe how providers should 
run their business but rather focuses on the 
achievement of outcomes in the following areas: 

1. Tenant and housing services  
2. Housing assets 
3. Community engagement  
4. Governance  
5. Probity  
6. Management  
7. Financial viabil ity  

During the reporting period 153 standard 
compliance assessments were completed. This 
figure excludes the compliance assessment of 20 
providers currently part icipating in the NSW Tier 3 
Market Segmentation pilot. These providers were 
excluded to achieve uniformity in reporting and 
due to the variance in methodology associated 
with the assessment.  

Table 1: Compliance assessments completed by 
Tier 2020-2021 

Tier of registration  No. of assessments 

Tier 1 29 

Tier 2  24 

Tier 3 90 

Total  153 

 

In providing metric data, only the latest standard 
assessment in the financial year 2020-2021 has 
been included. 

The data that follows, where possible, compares 
performance between Tier 1 and Tier 2 CHPs, and 
plots each assessed provider so that the reader 
can identify highest, lowest and median 
performance.  

This year, Tier 3 providers have been reported 
separately from Tier 1 and Tier 2 providers. This 
is because some of the key metrics used to 
measure performance do not provide a meaningful 
picture when applied to Tier 3 CHPs because of 
their diversity and size.  

Where satisfaction measures are indicated, the 
sector wide threshold is shown. The threshold is 
not a benchmark. It does not reflect good or bad 
performance. The threshold rather is a measure 
adopted by Registrars to elicit a response from 
providers. 

Continuous improvement of data  

The data contained in this report is provided by 
registered providers through the Community 
Housing Regulatory Information System 
(CHRIS).  The NRSCH regulatory approach 
rel ies on registered providers to self -report 
accurate and up to date data, therefore 
report ing is l imited to only informat ion which a 
provider has entered into CHRIS.  

Registrars are committed to advancing 
improvements in data integrity. One approach to 
improving self-reported data is providing better 
guidance to providers.   

This year,  Regis trars issued guidance to c lari fy  
when a repair was deemed complete in 
response to anecdotal evidence that  suggested 
a small number of providers may be deeming a 
repai r complete when a work order was ra ised 
with a contractor, rather when the underly ing 
repai r was undertaken. Clear defin it ions support 
the consistent recording of data and improve 
data integrity. Registrars wil l cont inue to work 
with providers to identify  and remedy data 
issues.
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PERFORMANCE – TIER 1 & TIER 2 
PROVIDERS 

This section provides an overview of 
the performance of 29 Tier 1 and 34 
Tier 2 providers who underwent an 
assessment during 2020-2021. 
 

A t the end of June 2021 NRSCH Registrars 
were responsible for the regulat ion 36 Tier 1 
providers and 42 Tier 2 providers.   Registrars 
adjusted their regulatory response during 2020-
2021 to al low community housing providers to 
concentrate on pr ior i t ies aris ing f rom the 
COVID-19 pandemic. Some routine compl iance 
assessments were delayed or suspended 
result ing in some Tier 1 and Tier 2 providers 
having assessments rescheduled outside of  the 
report ing period. 

Tier 1 prov iders face the highest level of 
performance requirements and regulatory 
engagement – ref lecting the fact  that Tier 1 
providers are involved in act ivit ies that mean 
they manage a higher r isk based on: 

  Operat ing at large scale, meaning any 
serious non-compliance has the potential 
to impact on a large number of tenants 
and assets  
 

  Ongoing development activit ies  at scale, 
meaning ser ious non-compliance has the 
potentia l to affect the v iabi l i ty of the 
provider. 

Tier 2 providers face an intermediate level of  
performance requirements and regulatory 
engagement – ref lect ing the fact that Tier 2 
providers are involved in activit ies  that mean 
they manage a level of r isk that is lower than 
Tier 1 providers but h igher than Tier 3 providers 
based on: 

  Operat ing at moderate scale,  meaning 
any serious non-compliance has the 
potentia l to impact on a moderate 
number of  tenants and assets  
 

  Small scale development activ it ies, 
meaning any ser ious non- compliance 
has the potent ia l to af fect the viabil i ty  of 
the provider.  

Al l community housing providers must complete 
a compliance return on a regular basis. Tier 1 
and Tier 2 provider must complete a Compliance 
Return every year.  

Al l non-f inancia l data in this report  is  held at 30 
June 2021 unless otherwise specif ied or unless 
comparisons with the previous years have been 
made. It should be noted that whi lst al l data in 
this report is the most  recent informat ion held 
by the NRSCH its currency may date to 30 June 
2020. 

The methodology for t rend graphs has changed 
this year. Previous annual reports  have 
represented al l  t iers in the trend graphs. As Tier 
1 and Tier 2 report ing has been separated th is 
year the trend data for Tier 3 prov iders has 
been excluded. This wil l  account for variat ions 
in prev ious annual report trend data compared 
to this year.  
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Community housing properties are 
well managed  

Performance Outcome 1 (Tenant and Housing 
Serv ice) and Performance Outcome 6 
(Management) largely measure tenant 
sat isfaction with activ it ies undertaken by 
providers. These are captured in the fo l lowing 
metrics: 

  Overal l qual ity  of housing services  
  Maintenance of  propert ies  
  Responsiveness to request for urgent 

repairs   
  Responsiveness to requests for non-

urgent repairs 

Registrars also use other key indicators to 
assess the management of the community 
housing sector inc luding  

  Complaints management 
  Ev ict ion rate  
  Rent outstanding 
  Occupancy rates; and tenancy 

turnaround times. 

CHPs report high levels of tenant 
satisfaction  

T ier 1 and Tier 2 providers are required to 
survey their tenants and/ or residents at least 
every two years. Some providers undertake 
annual surveys. Many providers outsource thei r 
tenant surveys to the Community Housing 
Industry  Associat ion (CHIA) NSW who prov ide a 
tenant sat isfaction and benchmarking service. 
This is an independent tenant satisfaction 
survey that meets NRSCH requirements.  

The satisfaction with overal l quali ty of housing 
services represents the number of tenants 
sat isfied with overal l  quality  of housing serv ices 
as a percentage of surveys returned.  

Figure1 shows tenant sat isfaction with overal l  
quali ty of housing services is  consistently wel l 
above the nat ionally agreed threshold of 75%.  

 

 

 

 

Figure 1:  Sector t rends for satisfact ion with overal l quali ty of housing services based on Tier 1 and 
Tier 2 prov iders assessed each year  
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Figure 2:  Provider results of satisfaction with overal l quali ty of housing serv ices  

Two Tier 1 prov iders and two Tier 2 providers,  
represent ing less than 7% of providers 
assessed, had below threshold sat isfact ion 
results.  Analysis shows that the Tier 1 
providers were involved in the NSW Socia l 
Housing Management Transfer (SMHT) program. 
This program resulted in the management of a 
large number of public housing propert ies in 
NSW being transferred to CHPs. Anecdotal 
evidence has demonstrated that  there is a 
transit ion per iod required for tenants to become 
accustomed to a new landlord, new systems and 
processes, as well as for staff  to understand 
their new tenants and portfol io.  It  is ant icipated 
that tenant sat isfaction results for these CHPs 
wi ll  improve over t ime.  

 
An improvement opportunity  was noted for one 
Tier 2 prov ider as their satisfaction results were 
based on an internal survey where not al l 
tenants had the opportunity to part ic ipate. The 
Registrar recommended that the prov ider 
conduct a formal survey with al l tenants.  

 

Responsiveness to urgent repairs  

Urgent  repairs complet ion represents urgent 
repairs completed as a percentage of urgent 
repairs requested. This count also inc ludes 
requests outstanding f rom the previous year.  
 
Figure 3 shows sector trends are up sl ight ly on 
the previous year with an increase in urgent 
repair requests and complet ion rates. Results 
below threshold complet ion rates shown in 
Figure 4 were part ial ly attr ibuted to the NSW 
SHMT program. This is because maintenance 
was managed by the NSW Land and Housing 
Corporat ion Asset  Maintenance Services unti l 
July 2021 and CHPs had l imited control over the 
repair requests.  
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Figure 3:  Sector t rends for the complet ion of urgent  repairs based on providers assessed each year 

 
 
Figure 4:  Provider results for urgent repair requests completed in t imeframe by t ier 2020-2021 

 
 

F igure 4 shows that there were a smal l number of Tier 1 and Tier 2 prov iders operat ing below 
threshold. Factors that influenced complet ion rates for CHPs included management of a signif icant 
number of urgent repairs, maintenance delays due to COVID-19 rest r ict ions and changes to 
contractor arrangements. This led to Regis trars  issuing improvement opportunit ies to some CHPs to 
improve repair request complet ion rates. Improvements wil l be achieved through management  and 
the board act ively monitoring their urgent  repair  requests.   
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Responsiveness to non-urgent repairs  

The non-urgent repair threshold represents  repairs completed as a percentage of non-urgent repairs 
requested including requests outstanding from the previous year. 
 
Figure 5:  Provider results for non-urgent  repairs completed in t imeframe by t ier 2020-2021 

 

Non-urgent  repair request complet ion rates 
were high across the community housing sector.  
These results when considered with sat isfaction 
and urgent repairs indicate good performance.   
 
There was one Tier 1 provider and three Tier 2 
providers that had completion rates that were 
below the NRSCH threshold. Providers 
explained that  COVID-19 restr ict ions had an 
adverse impact on the abil ity  to undertake non-
urgent repairs. For example,  maintenance teams 
were sometimes restr icted in their abi l i ty to 
complete works of a non-urgent nature during 
lockdown periods, in order to comply with safe 
work guidelines and health orders. For some 
CHPs this led to a backlog of non-urgent repairs 
as they had to be deferred, result ing in 
complet ion rates deter iorating.  

 

The sector has effective 
maintenance systems 

Despite disruptions to services as a result  of 
COVID-19 restr ictions f igure 6 shows levels of 
tenant sat isfaction with maintenance remained 
static. Satisfact ion with maintenance services 
represents tenants who have expressed 
sat isfact ion with maintenance services as a 
percentage of those answering the question in 
the survey issued by the provider. When 
maintenance sat isfaction and maintenance 
performance metrics are analysed in 
combination it  demonstrates the sector has 
effect ive maintenance systems. 
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Figure 6:  Sector t rends for satisfaction with maintenance based on providers assessed each year 

 
 
 
Figure 7:  Provider results for non-urgent  repairs completed in t imeframe 2020-2021 
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F igure 7 shows all  Tier 2 providers recorded 
results above the NRSCH threshold of 75%. 
There were, however, three Tier 1 providers that  
had results below threshold. The NSW SHMT 
program had an inf luence over the maintenance 
sat isfaction results  for these CHPs.  This is 
because CHPs had li t t le  control over 
maintenance works provided in the SHMT 
portfol io as maintenance cont inued to be 
managed under the Land and Housing 
Corporat ion’s Asset  Maintenance Services 
(AMS) contract up to July 2021.  
 
In another case not re lating specif ical ly to 
SHMT agreements, there was a maintenance 
agreement handover that impacted on 
maintenance complet ion t imes. 

 
Eviction rates continue to be low as 
a proportion of exits  
 

The ev ict ion rate is derived from those tenants 
evicted as a percentage of the total  number of 
exits for the year. An ev ict ion is defined as a 
warrant or order for vacant possession and the 
subsequent termination of a tenancy. Ev ict ions 
relate to a breach of a tenancy agreement and 
are essentia lly dr iven by tenant behavior such 
as a failure to pay rent  or ant i -social behavior. 
Exits are defined as the ending of a tenancy and 
includes evict ions.  
 
There is an expectation that providers wil l l ink 
tenants to support services to help the tenant 
meet their obl igat ions under the tenancy 
agreement and sustain the tenancy as long as 
pract icable. 
 
The evict ion to exit rat io for Tier 1 and Tier 2 
providers were low with most CHPs being 
comfortably under the NRSCH threshold. Many 
Tier 2 CHPs had no ev ic tions.   
 
 

 
Figure 8:  Sector t rends for evictions as a percentage of exits based on providers assessed each year 
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Figure 9:  Provider results for evict ion as a percentage of  tota l exits 2020-2021

 
 

The evict ion morator iums in some states, 
part icular ly for tenants residing in af fordable 
housing propert ies, may have contributed to 
lower levels evict ions. Landlords were 
prevented f rom serving a not ice of terminat ion 
for rent arrears or making an applicat ion for 
terminat ion for rent  arrears for tenant who were 
impacted by the COVID-19 pandemic.  
 
Figure 9 shows there were Tier 1 and Tier 2 
providers that had evic tion rates above the 
threshold. These patterns are consistent with 
previous years. One CHP noted the loss of  a 
tenancy support worker that ass isted tenants in 
mainta ining their tenancy agreements and 
meet ing their obl igat ions was a contribut ing 
factor to the h igher levels of evictions. 

 

The community housing sector 
manages its resources in a cost-
effective manner  

When rent arrears, occupancy and turnover 
metrics  are considered in combination i t 
demonstrates that  the community housing sector 
manages its resources in a cost-effect ive 
manner evidenced by the implementat ion of 
appropriate management structures, systems, 
polic ies and procedures. 
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Rent Outstanding  

This threshold represents the rent  outstanding 
for current and former tenants as a percentage 
of total potentia l income. 
 
Figure 10 shows that Tier 1 and Tier 2 prov iders 
perform consistent ly in the management of rent 
arrears. Rent outstanding is a key performance 
measure of a CHPs rent  col lect ion and arrears 
management pol icy and pract ices.  
 
Figure 11 shows that there was a low proport ion 
of rental arrears overall  for Tier 1 and Tier 2 
providers with most CHPs recording arrears 
below the national threshold. 
 
There were, however, a small number of CHPs 
that had rental arrears that exceeded the 2.5% 
threshold. Figure 11 excludes one Tier 2 CHP 
that had rental arrears of 21.4% and is not 
represented in the dot  p lot.  

In many cases the higher levels of rent 
outstanding were a consequence of the CHP 
focusing on sustaining tenancies and work ing 
with tenants  to address arrears. 

For instance, one CHP stated they had higher 
amounts of rent outstanding and for longer 
periods because they hold tenants to account by 
implementing a repayment instalment, instead 
of wri t ing off the rent owed by the tenant as rent 
forgone. CHPs have policies and procedures in 
place to ensure act ion is taken to recoup rent 
outstanding, hold ing the tenant  accountable to 
their lease agreement without placing the tenant  
in f inancial hardship.  
 
 
Registrars made recommendat ions and 
identif ied improvement opportunit ies to address 
some CHPs with high rental arrears. This act ion 
mainly  centred around implement ing appropriate 
management st ructures,  systems, polic ies, and 
procedures to ensure that rental arrears are 
addressed. 

 
 

 
 
 
 
Figure 10: Sector trends for rent outstanding based on prov iders assessed each year 
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Figure 11: Prov ider results for rent outstanding as a proport ion of  tota l potentia l rental income 
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Occupancy  

Occupancy rate is calculated by measuring the number of vacant tenantable tenancy units as of 30 
June as a percentage of  the total tenancy units . 
 
Figure 12: Sector trends for occupancy based on providers assessed during each year  

 
 

F igure 12 shows that the occupancy rates for 
Tier 1 and Tier 2 CHPs were high, which 
demonstrates that CHPs are ut i l is ing propert ies 
effectively.  
.  
One Tier 2 CHP had a 67.0% occupancy rate 
and is not represented in Figure 13.  The 
occupancy rate for two providers with results 
below the threshold were an aberration as both 
CHPs had released a number of new dwel l ings 
that were unoccupied as of 30 June 2020. Since 
July there has been a steady fi l l ing of these 
dwel lings from both CHPs.  

 

There were some CHPs that genuinely had 
below threshold occupancy rates.  CHPs 
reported that the COVID-19 pandemic response 
and mixed program types result ing in f requent 
vacancies elevated occupancy rates.  
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Figure 13:Provider results for occupancy rate 2020-2021 
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Tenancy Turnaround Tenantable  

This is a measure of  how long it  takes to f i l l  a 
vacant property.  A property is defined as 
tenantable when it is in a f i t  and habitable 
condit ion for occupation by a new tenant.  

The NRSCH threshold for tenantable turnaround 
times is 14 days. Figure 14 shows that this was 
a challenging benchmark for many Tier 1 and 
Tier 2 prov iders th is reporting per iod.  

Many CHPs have portfol ios that inc lude cr isis, 
transit ional and long-term housing programs. 
Cris is programs typical ly turnover at a higher 
frequency, have dif fering al locat ion processes, 
higher support needs and vacant maintenance 
requirements that have adverse impacts on 
turnaround times.  

There were three Tier 2 providers that were not  
represented in Figure 14. They had tenantable 
turnaround times of 738.8, 411 and 234.7 days 
and these results are being considered within 
the individual case context.   

Another common theme for high turnaround 
times occurred for CHPs that operated in 
regional and remote areas, as there often was a 
mismatch between supply and demand.  

In other circumstances there had been 
neighbourhood fat igue due to ant i-social 
behaviour. As a result , vacancies took longer to 
f i l l  as the CHP spent longer vett ing suitable 
tenants for part icular properties to ensure 
sustainable tenancies.  
 
COVID-19 also contr ibuted to increased 
turnaround times as some CHPs needed to 
transfer multip le tenancies into other 
accommodation to faci l itate social d istancing.  

 

 
 
Figure 14: Prov ider results for the number of days lost  due to a property being vacant based on the 
actual number of vacant  tenantable propert ies relet 2020-2021 
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Tenancy Turnaround Untenantable  

A  property is def ined as untenantable when a 
refurbishment is required before a new tenant 
can take up residence.  
 
The results for untenantable turnaround t imes 
were mixed. There were many Tier 1 prov iders 
that had quick turnaround times.  This was also 
the case with several Tier 2 providers.   
 
However, there were a number of prov iders with 
poor turnaround t imes who reported various 
reasons for the results.   In some cases, CHPs 
took vacancies as opportunit ies to undertake 
refurbishments and large-scale maintenance, 
which prolonged the process. Other factors 
included t imely access to tradespeople in 
regional and remote areas and the age of the 
dwel ling and the extent of repair required to 
bring it to a tenantable standard.

 
 
Given the nature of events which can lead to 
vacant untenantable propert ies such as weather 
and other adverse events, excessive property 
damage and legacy issues from build ing 
materials such as asbestos in older propert ies i t  
is  not unexpected to see f luctuating f igures.  
 
There were four T ier 2 CHPs that are not 
represented in Figure 15 with untenantable 
turnaround times of 258, 168,  143.3 and 106.3 
days.  
 
 

 
 
Figure 15: Prov ider results for number of days lost due to a property being untenantable based on 
the actual number of untenant properties relet 2020-2021 
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TIER 3 providers – diversity in the 
sector

At the end of June 2021 Registrars 

were responsible for the regulation 

of 226 Tier 3 providers. This section 

looks at the results reported by 90 

providers who undertook a 

compliance assessment during 

2020-2021 

The  sector is made up of a diverse range of 
providers. The t ier of registrat ion is determined 
by an ent ity’s level of r isk arising from the scale 
and scope of  i ts community housing act iv it ies, 
which in turn determines the intensity of 
regulatory engagement and oversight.  

Tier 3 prov iders face a lower level of 
performance requirements and engagement – 
reflect ing the fact that Tier 3 providers are 
involved in act ivi t ies that means they manage a 
lower level of r isk based on: 

  Operat ing at a smal ler scale, meaning 
any serious non-compliance has the 
potentia l to impact on a smaller number 
of tenants and assets 

  No ongoing development act ivit ies or 
one-off  and/  or very small-scale 
development activ it ies. 

Tier 3 providers account for 74% 
of registered providers operating 
nationally  

T ier 3 providers are small and diverse ranging 
across special ist d isabil ity accommodat ion, 
aged care, rehabi li tation, homelessness and 
youth services to larger organisat ions with 
community housing a small component of  their  
act iv it ies. Their d iversity means that tradit ional 
metric  report ing that is applied to Tier 1 and 
Tier 2 prov iders may be distorted when looking 
at aggregate data for smaller more special ised 
Tier 3 prov iders.  Some of the issues include:

 

  Prov iders with a smal l number of 
propert ies may distort results, for 
example a s ingle vacancy can have an 
adverse impact  on occupancy rates. 

  Nominat ion r ights and special ist  services 
may mean that propert ies are vacant for 
a longer per iod to ensure the right  tenant 
is  matched to the property. 

  Present ing comparat ive data with Tier 1 
and Tier 2 CHPs without  detai led 
explanation may provide a false 
representat ion of performance.  

Tier 3 providers manage tenant 
and assets well 

Performance against national thresholds show 
Tier 3 providers manage tenants,  assets and 
community outcomes well . The key measures for 
assessing the management of the community 
housing sector are der ived from evidence 
provided for Tenant and Housing Services and 
Management Performance Outcomes. These 
largely measure the level of satisfact ion tenants 
have with act iv it ies undertaken by providers 
including:  

  Overal l  quali ty of housing services 
provided  

  Responsiveness to requests for urgent 
repairs  

  Responsiveness to requests for non-
urgent repairs   
 

Other key indicators include: 
  Rent arrears  
  Occupancy rate 

The focus of this Tier 3 report is  l imited to these 
key metrics.
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Tenants are satisfied  

The sat isfaction with overal l quali ty of housing 
services represents the number of tenants 
sat isfied with overal l quality of housing serv ices 
as a percentage of surveys returned. Whilst  Tier 
3 providers are not required to survey their 
tenants almost 74% of Tier 3 providers 
assessed in the last 12 months had issued 
tenant satisfaction survey. 

 

 

Surveys are used to gain feedback from tenants 
so that the CHP can measure sat isfact ion and 
use the feedback to improve the services they 
provide. Figure 16 shows of the Tier 3 CHPs 
that conducted surveys the results were very 
posit ive. Several CHP’s recorded overall  
sat isfact ion rates of 100% and almost al l Tier 3 
CHPs conducting surveys had above threshold 
results.

 

 

Figure 16: Tier 3 prov ider results of sat isfaction with overal l quality of housing services 2020-2021   
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Tier 3 providers are responsive to 
repair requests  

Responsiveness to urgent and non-urgent 
repai r requests are an indicat ion of a 
provider ’s performance. They ref lect how an 
organisat ion manages tenancies and assets 
and when considered with the results of  tenant 
sat isfaction surveys demonstrate how tenants 
believe providers are responding.  
 
Urgent repair completion  

T ier 3 CHPs reported consistently strong 
results for the complet ion of urgent repairs wi th 
most  CHPs having completion rates above the 
agreed threshold of  90%.  
 

 
Figure 17 shows there were seven providers, 
represent ing less than 8% of Tier 3 providers 
undertaking a compliance assessment in 2020-
2021, that had below threshold results.  
 
Anecdotal evidence suggests where CHPs had 
below threshold complet ion rates i t was due to 
the availabi l ity  of appropriate tradespersons or 
failures in administrat ive processes in 
recording the complet ion of maintenance. For 
example, providers report instances where 
work requests were not completed in the 
system, despite the work having been 
undertaken. Others identif ied the incorrect  
recording of t imes and dates on the system.  In 
response, providers have committed to the 
reform of internal processes to ensure 
monitoring of repair complet ion t imes and 
improved record keeping.  

 
 
Figure 17: Tier 3 prov ider results for urgent repair requests completed with in t imeframe 2020-2021 
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Figure 18: Tier 3 prov ider results for non-urgent repair requests completed within t imeframe 2020-
2021 

Non urgent repair completion  

F igure 18 shows that Tier 3 CHPs recorded 
consis tently high complet ion rates for non-
urgent repair requests. The majori ty of CHPs 
comfortably exceeded the threshold of 90%.  
 

A smal l number (f ive) of  CHPs recorded below 
threshold results  for non-urgent repair 
requests. Anecdotal evidence suggests some 
non-urgent repair complet ions were adversely 
impacted by COVID-19 restr ictions with tenants 
concerned about contractors entering their 
propert ies and maintaining social distance.  
Contractors a lso minimised their callouts for 
the same reasons.  

CHPs are adapt ing to new operat ing 
environments and developing appropriate p lans 
to respond to new challenges as a result  of the 
COVID-19 pandemic. 

Occupancy Rate  

The occupancy rate threshold represents 
occupied units as a percentage of the tota l 
number of tenancy units . Tier 3 prov iders 
assessed during 2020-2021 had an overal l  
occupancy rate of over 94% and a median rate 
of 100%.  

Whi lst  the current threshold for occupancy is 
97% of propert ies are inhabited providers who 
returned low occupancy rates general ly had a 
small number of propert ies where a single 
vacancy adversely impacted on occupancy rate 
results. For example, a prov ider with only two 
propert ies with one property vacant would 
record a 50% occupancy rate. This is not a true 
reflect ion of the providers performance when 
considering the occupancy rate. 
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Rent outstanding  

F igure 19 shows that most Tier 3 providers 
reported a low proportion of rent outstanding 
with the median rate being only 0.1%.  
 
There were, however, a number of  Tier 3 
providers that had rent outstanding that 
exceeded the 2.5% threshold.  
 

 

Anecdotal evidence suggests that  a lack of 
adherence to rental arrears policies may have 
contributed to rent outstanding above 
threshold. Registrars have responded by 
issuing recommendat ions to providers to 
monitor rent payments and promptly deal with 
arrears in order to safeguard their f inancia l 
posit ion and viabi l i ty.  There is insuff ic ient 
evidence at this t ime to link rent outstanding to 
the impacts of  COVID al though some tenants 
who have experienced a reduction in work 
hours may have been adversely impacted 
financial ly  as a result  of restrict ions.

 
 
Figure 19: Tier 3 prov ider results for rent outstanding as a proport ion of  potent ia l rental income  
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For more information visit: 

 

For information on the National Regulatory System 
for Community Housing please visit 
www.nrsch.gov.au  


