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education, NSW Civil and Administrative Tribunal assistance, support and representation.  

 

We provide our services to residential tenants of the New England, North West, Western 
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New England and Western Tenants Advice and Advocacy Service Inc. 

 

 

Find our offices at: 

NEWTAAS 

Minto Building 3 

161 Rusden Street 

Armidale  NSW  2350 

 

 

Disability Advocacy NSW 

Suite 3, 1st Floor 

422-426 Peel Street 

Tamworth  NSW  2340 

 

 

Dubbo Neighbourhood Centre 

1/80 Gipps Street 

PO Box 310 

Dubbo  NSW  2830 

 

 

 

Contact us by: 
 

  FreeCall 1800 836 268  Phone 02 6772 4698  Fax 02 6772 2999  

 Email newtaas@gmail.com  

 

Our office hours are 9.00am to 5.00pm, Monday to Friday 

If there’s no answer, we’re already on the phone. Please leave a message.  

 

The Service provides face to face and telephone appointments by arrangement 
 

 

 

mailto:newtaas@gmail.com
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Our Purpose Statement 
 

In the New England, North West, Western and Far West areas of 

New South Wales, the New England and Western Tenants Advice 

and Advocacy Service Inc. will 
 

 provide tenancy information and appropriate referrals to people 

who are renting, 

 

 advocate for tenants in these areas whose life circumstances 

cause them to be unable to advocate for themselves, 

 

 educate tenants and our communities about tenancy rights and 

responsibilities, 

 

 deliver these services in a way that respects each individual, 

 

 advocate for legal and social change to redress injustices and 

inequities in tenancy law, and 

 

 be responsive to the needs of the community we serve.  
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Our Objectives 
 

In the New England, North West, Western and Far West areas of New 

South Wales, the New England and Western Tenants Advice and 

Advocacy Service Inc. works to 

 increase access to the legal system for the most disadvantaged 
people in the communities we serve,  

 help clients be better informed of their tenancy rights and 
responsibilities and the options available to them,  

 refer clients to other services when our Service is not able to 
assist them with their issue,  

 work towards a more just, equitable and accessible society for all 
people, and 

 ensure staff in our Service maintain high standards of 
professional conduct and service delivery.  
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The Management Committee   

 
Anne Wolfenden – President (2017 – current) 

           Treasurer (2015 – 2016)  

 

Now retired, Anne has worked in the housing space for many years. Anne 

brings her long experience in the provision and management of tenancy, 

and working to increase tenant participation in the community sector and 

social housing with her.  

 

In addition, Anne’s background in finance brings additional skills to the 

Committee. 

 

 

 

Elizabeth Stahlut  –  Treasurer (2017 – current) 

   Vice-President (2015 – 2017)  

 

Elizabeth is a solicitor with Legal Minds, an Armidale legal firm.  

 

Elizabeth worked as a volunteer with the North and North West Community 

Legal Service while undertaking her law degree, and has been concerned 

with how tenancy law impacts upon the most vulnerable people in society 

since that time.  

 

 

 

Chris Foord –  Secretary (2011 – present) 

    Member (2010 – present)   

 

Chris was a founding member of the NEWTAAS Management Committee 

in 2010. 

 

Chris has a long history in local government and community 

services. Chris has had a lifetime involvement in working for people with 

disabilities, and is now a Disability Advocate with DA NSW.   

 

 

 

 

 

Marjorie Henzell –  Member (2010 – present) 

 President (2011 – 2017) 

 

Marjorie was a founding member of the NEWTAAS Management 

Committee in 2010. Marjorie has a commitment to social justice and 

believes in a right to safe and secure housing.  

 

Now retired, Marjorie was a Senior Social Worker for Human Services  in 

Armidale, working with clients in the North West Region. 
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Brian Humphreys – Member (2013 – current) 

 

Brian has a long interest in social justice. After many years with Centrelink, 

and then with Centacare New England North West, Brian has now retired.  

 

Brian joined the Management Committee at the 2013 Annual General 

Meeting. 

 

 
 

 

Jennifer Bourke – Member (2018 – current)  

 

Jenny joined the Committee in June 2018.  

  

Jenny has many years experience in working with tenants in social housing. 

Recently retired, she understands the disadvantages and complexities that 

tenants often face in resolving their housing issues. 

 

 

 

 

Management Committee Members as at 30 June 2018 
Anne Wolfenden  President 

Elizabeth Stahlut  Treasurer 

Chris Foord   Secretary 

Marjorie Henzell  Member 

Brian Humphreys  Member 

Jennifer Bourke  Member 
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President’s Report 
 

It’s that time of year again when I can sing the praises of the 

excellent work our staff have done throughout the year. 

 

The Management Committee and I have been very proud to support 

the work done by our team. I would like to thank Tamara and Linda 

in Dubbo, Robert in Tamworth, Mark our  remote locum in 

Melbourne, and KerryAnn and Neil in Armidale for all their hard 

work and dedication throughout the year. The Committee very 

much appreciates your efforts. 

 

We hear each month of the work that is happening within the 

Service, and are always very glad to know of the difference the 

Service makes. Many of us on the Committee have professional backgrounds in housing and 

social and community services, and have a thorough understanding of the service delivery that 

NEWTAAS is funded to provide.  

 

We have heard of many of the 1,913 cases this past year. Of these, some stories stand out.  

Tamara has done some very intensive work to assist tenants in an aged care complex maintain 

their tenancies. Robert has been fighting to save a family in social housing whose landlord has 

been determined to evict them. Linda has been doing excellent work with prisoners. KerryAnn 

has been supporting tenants with a difficult private landlord. This is an amazing achievement 

for a service funded for only 4.5 workers.  

 

Mark has been an invaluable help, and he extracted the statistics for NEWTAAS and presented 

them in a very professional booklet that we have presented to most of the local politicians that 

represent the areas NEWTAAS covers.  

 

I went with KerryAnn to see our local member in Armidale, Member for Northern Tablelands 

the Hon. Adam Marshall. He was very impressed with our professionalism and the information 

we gave him. Tamara and KerryAnn saw the Member for  Dubbo, the Hon. Dugald Saunders, 

and Robert and KerryAnn saw the Member for Tamworth, the Hon. Kevin Anderson, who is 

also the Minister for Fair Trading. All of our Members of Parliament are very supportive of the 

Service, a sure sign of the respect held for NEWTAAS within the community.  

 

We hope we have presented a very good case for extra funding, as we have not been able to 

advertise for the vacant position after the resignation of Caroline in February due to 

uncertainty of the funding. Thankfully the funding has came through, but alas no extra. 

 

I would also like to thank the Board members, Brian, Chris, Elizabeth, Jenny and Marjorie for 

all their support of the staff and myself during the year. We firmly believe that a skilled and 

engaged Management Committee is essential to the ongoing success of the Service.  

 

 
Anne Wolfenden 

President  
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Service Manager’s Report 
 

It has once again been an incredibly busy year for us. This year we have 

had a few changes in staff, as well as significant casework and law 

reform challenges to deal with.  

 

Robert relocated from our Armidale office to Tamworth after Danny’s 

resignation in July 2018 and has settled in well with our co-location at 

Disability Advocacy NSW. Tamara and Linda continue to work out of 

the Dubbo Neighbourhood Centre. Caroline started with us in the 

Armidale office in August and fitted in very well with our happy team. 

We were very sorry when she had to relocate with her family at the end 

of January 2019 and we lost her. We went to the merit list, but at the end of March 2019 we 

found that we needed an advocate in Armidale.  

 

We were very pleased when the Domestic Violence reforms, passed by the NSW Parliament 

and assented to on 26 October 2018, commenced on 28 February 2019. In the Second Reading 

Speech, then Minister Keen said, “The specific reforms in the bill will strengthen protection 

for victims of domestic violence, allowing them to immediately leave a rental property to 

escape violence without being penalised. Domestic violence is a scourge on our communities 

and the New South Wales Government is serious about taking action on this issue.” 

 

With our funding contract due to end in June 2019, and knowing the impact that short funding 

has on applicant pools, we were unable to fill the vacant Armidale position. We were fortunate 

to employ Mark as a remote locum. Mark had worked for many years with another TAAS, and 

brought extensive experience to us, along with the capacity to extract our data from the TAAP 

database. You will see an example of his work in the summaries Mark developed for the 

electorates of Northern Tablelands, Tamworth and Dubbo within this report.  

 

The funding uncertainty continued when the program funding was extended to 30 September 

2019 due to the NSW state election. I’m delighted to let you know that we received 

notification on 29 August 2019 that we have been funded until 30 June 2022.  

 

You’ll find short case studies within the electorate pages from page 24, in addition to learning 

about our “favourite” cases over the year from page 15, where we’ve felt that we’ve been able 

to assist a client who really needed us.  

 

As ever, I am so grateful to our Management Committee for their ongoing dedication to the 

Service. Anne’s support and commitment, and the support of Chris, Brian, Jenny, Marjorie and 

Elizabeth has been essential to enable the staff to continue their work. The vision and guidance 

of the Committee are the underpinning of our focus on service delivery.  

 

 

 

  

  

 

 

KerryAnn Pankhurst 

Service Manager  
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Statistics 
 

Some variability in statistics arises from the introduction of the TAAP database on 1/10/2015. The Service Manager continues to work with the Tenants 

Union staff and other coordinators to improve the operational functionality and reporting capabilities of the TAAS database.  

 

TU Database /new TAAP 

database 
13/14 % 

  15/16 15/16     
  

  

14/15 % July-

Sept 

Oct-

June 

Oct-

June % 

Annual 16/17 % 17/18 % 18/19 

 

% 

 

Total number of clients  1210  1319  370 1140  1382 1558  
1430  

1913  

1800 calls 2135  2371  754 1992  2746 2814  
3542  

3687  

            
    

Identify as having a 

disability 225 18.60% 256 19.60% 72 210 18.50% 19.00% 275 20.10% 314 21.96% 347 21.77% 

Identify as Aboriginal or 

Torres Straight Islander 263 21.70% 315 23.80% 77 256 22.50% 21.70% 338 24.60% 350 24.48% 389 24.40% 

Under 25  121 10.00% 129 9.70% 26 107 9.40% 8.20% 128 9.30% 113 7.90% 139 8.72% 

55-74 / 55-64 158 13.06% 150 11.30% 41 84 7.30% 9.50% 156 11.30% 152 10.63% 163 10.23% 

Over 75 / 65 and over 22 1.82% 23 1.70% 13 55 4.8 4.20% 80 5.80% 102 7.13% 137 8.59% 

            
  

  

Single person household 277 22.89% 327 24.70% 94 89 29.60% 27% 339 21.80% 491 34.34% 610 31.89% 

Identify as sole parents 249 20.58% 265 20.00% 74 66 22% 21% 289 18.50% 325 22.73% 358 18.71% 

Couples with children 187 15.45% 243 18.40% 59 69 23%  273 17.50% 306 21.40% 317 16.57% 

Extended family         68 4.36% 89 6.22% 104 5.44% 

Group household 67 5.54% 80 6.00% 15 11 3.60% 3.80% 137 8.80% 74 5.17% 108 5.65% 

            
  

  

Employed 291 0.91% 357 0.50% 85 116 33.10% 27.20% 410 26.30% 558 39.02% 654 34.19% 

In receipt of income support 640 52.90% 684 51.80% 196 218 62.10% 57.30% 860 55.20% 937 65.52% 1080 56.46% 

                

Renting through an agent 496 40.99% 645 48.90% 140 581 50.90% 48.20% 892 62.70% 884 61.82% 904 47.26% 

Renting privately 174 14.38% 177 13.40% 46 131 11.50% 12.00% 150 10.50% 177 12.38% 171 8.94% 
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TU Database /new TAAP 

database 
13/14 % 

  15/16 15/16     
  

  

14/15 % 
July-

Sept 

Oct-

June 

Oct-

June % 
Annual 16/17 % 17/18 % 

  

Renting in social housing 306 25.29% 296 22.40% 102 230 20.20% 24.80% 233 16.30% 277 19.37% 272 14.22% 

                

Homeless/At risk of 

homelessness 314 25.80% 340 25.70% 69    193 13.60% 268 18.74% 348 18.19% 

Referred by NCAT 92 7.60% 132 10.20% 34 121 11.80% 10.20% 167 10.70% 138 9.65% 150 7.84% 

Referred by Community 

organisation 131 10.82% 165 12.70% 50 197 19.20% 16.10% 202 12.90% 257 17.97% 252 13.17% 

Received advocacy 243 20.00% 377 28.60% 122 280 24.50%  216 15.10% 280 19.58% 275 14.38% 

Assisted to prepare for 

NCAT (not NCAT 

representation) 158 13.06% 328 24.90% 87 159 13.90%  200 14.10% 299 20.91% 348 18.19% 

Represented/attended at 

NCAT hearing 93 7.69% 255 19.30% 74 223 19.50%  252 17.70% 323 22.59% 290 15.16% 

Comparative figures obtained by number of enquiries in that area from TU database / TAAP database   
  

Rental bond and 

compensation 417 34.46% 496 37.60% 138 294 25.79% 432 480 30.80% 551 38.53% 380 26.54% 

Repairs 456 37.69% 365 27.67% 121 298 26.14% 419 497 42% 515 36.01% 375 26.19% 

Rent and other charges 419 34.63% 574 43.52% 117 427 37.46% 544 655 31.90% 723 50.56% 564 39.39% 

Termination 642 53.06% 787 59.67% 191 483 42.37% 674 739 47.40% 814 56.92% 628 43.85% 

                

% Time – Information          8.80%  7.43%  7.20% 

% Time – Advice          53.00%  64.54%  58.12% 

% Time – Non-Tribunal 

Advocacy          15.20%  11.69%  11.61% 

% Time – Tribunal 

Advocacy          14.20%  13.93%  13.37% 

 

Note that from July 2017, we were no longer able to fund the additional 0.5 EFT from our resources, and therefore a drop in service occurred.  
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SEIFA Index of Relative Socio-economic Advantage and Disadvantage 
 

The NEWTAAS region contains 13 of the 20 most disadvantaged local government areas in NSW, according to the SEIFA Index of Relative Socio-

economic Advantage and Disadvantage from the 2016 Census* data. It contains 33,199 renting households across 57% of NSW.  

 

Service delivery challenges include covering a low population density over a large geographical area, with higher than average rates of low and no 

literacy, income support, poorer health outcomes, unemployment and disability.  

 

2016 Local Government Area (LGA) 

Name 

Index of Relative Socio-economic 

Disadvantage 

Index of Relative Socio-economic 

Advantage and Disadvantage Index of Economic Resources 

Index of Education and 

Occupation Usual Resident 

Population Score Decile Score Decile Score Decile Score Decile 

Brewarrina (A) 757 1 818 1 768 1 943 4 1,651 

Central Darling (A) 817 1 855 1 855 1 931 4 1,833 

Walgett (A) 832 1 856 1 862 1 929 3 6,107 

Fairfield (C) 856 1 896 2 943 2 882 1 198,817 

Coonamble (A) 869 1 883 2 916 2 928 3 3,918 

Kempsey (A) 888 2 877 1 935 2 891 1 28,885 

Broken Hill (C) 901 2 887 2 918 2 895 2 17,708 

Richmond Valley (A) 902 2 885 2 947 3 878 1 22,807 

Gilgandra (A) 907 2 906 2 960 3 928 3 4,236 

Nambucca (A) 907 2 896 2 938 2 919 3 19,212 

Kyogle (A) 910 2 905 2 949 3 940 4 8,940 

Tenterfield (A) 910 2 902 2 945 2 932 4 6,628 

Warrumbungle Shire (A) 913 2 912 2 948 3 948 5 9,384 

Liverpool Plains (A) 914 2 906 2 958 3 910 2 7,687 

Glen Innes Severn (A) 915 2 909 2 942 2 936 4 8,836 

Bourke (A) 916 2 932 3 924 2 992 8 2,634 

Inverell (A) 916 2 904 2 948 3 921 3 16,483 

Moree Plains (A) 917 2 919 3 939 2 934 4 13,159 

Lithgow (C) 923 2 908 2 953 3 893 1 21,090 

Cowra (A) 924 2 910 2 958 3 915 2 12,460 

 
*Australian Bureau of Statistics http://www.abs.gov.au/  
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What the statistics mean… 
 

NEWTAAS provides information and advice for every tenant who contacts us. Many people 

are competent to sort out their tenancy issues by themselves. They need information and 

strategic advice tailored to their circumstances, and pointing in the right direction, to a process 

they can follow.  

 

For many of our clients, this is not the case.  

 

As a matter of deliberate policy, the Service provides the highest levels of assistance to 

vulnerable tenants and tenants with complex matters.  

 

We define a “vulnerable tenant” as someone who has at least two of the following 

characteristics: 

 Functionally illiterate  

 Having a disability, mental illness, or being a victim of domestic violence 

 Being very young in a first tenancy or a frail, older person 

 Having family circumstances that prevent them from advocating for themselves 

 Having health issues that prevent them from advocating for themselves.  

 

A “complex matter” is a matter where the law is not straightforward, or where there are either 

multiple issues, or an interplay between law and policy, particularly for social housing tenants. 

An example of such a matter is a termination notice being issued for rent arrears, where the 

tenant is in receipt of a rent subsidy, and believes that the subsidy calculation is incorrect.  

 

The level of assistance needed by the tenants contacting us is increasing. Our client intake 

policy requires us to be mindful of the tenant’s capacity to act for themselves, and we don’t act 

for them if they are able to do it for themselves.  

 

Vulnerable tenants and complex matters are usually the most time-consuming for us. Here’s an 

example of the time it can take to do a single complex matter for a vulnerable client: 

 

Summary Hours 

Single mum with rent arrears, domestic violence, and termination by a private 

landlord who was gossiping around town about the circumstances 

67.25 

Family with access problems from their private landlord who needed to terminate 

their tenancy, complicated by jurisdiction 

74 

Mum with an intellectual disability and six kids, whose social housing landlord 

was determined to end the tenancy – picked this up with the appeal and rehearing 

85.25 

Repairs and modifications for a mentally ill social housing tenant 66 

Mum with three kids who had constant issues with sewerage and waste due to 

trees and plumbing – end of tenancy, rent reduction, and subsequent claim by the 

private landlord for compensation 

86 

Termination application against a young family for rent arrears by a private 

landlord, who didn’t like the decision and subsequently appealed 

127.5 

 

An advice for a tenant who is literate and has good reading comprehension, who has access to 

the internet,  and is confident and competent to articulate their story may only take an hour of 

advice to be able to effectively represent their own interests.  
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July – December 2018 

Services Provided 
Cases Cases/FTE  

  Network Avg Service Avg 

Written Advice 246 12.27 54.67 

Warm Referral 190 13.08 42.22 

Research 198 11.87 44 

Represent at meeting with landlord 133 7.63 29.56 

Represent/Assist Other Appeal 16 0.45 3.56 

Represent/Assist Case Conference 14 0.55 3.11 

Prepare FT Complaint 2 0.17 0.44 

Pamphlets/Forms/Photocopied Info 393 42.05 87.33 

Other 184 12.24 40.89 

Negotiation 129 10.34 28.67 

NCAT Set Aside 19 1.38 4.22 

NCAT Representation 69 5.58 15.33 

NCAT Preparation 183 11.14 40.67 

NCAT General Application 51 10.69 11.33 

NCAT Appeal 3 0.72 0.67 

Liaise with third party 189 9.29 42 

Legal Aid Grant Obtained 2 0.07 0.44 

Information 1045 113.08 232.22 

Home Visit 7 0.77 1.56 

HAC Representation 2 0.15 0.44 

HAC Assistance 3 0.35 0.67 

Follow-up (phone) 542 35.46 120.44 

Follow-up (face-to-face) 142 12.13 31.56 

Follow-up (correspondence) 356 26.07 79.11 

Duty Advocacy (hearing representation) 82 5.08 18.22 

Duty Advocacy (conciliated agreement) 66 14.69 14.67 

Duty Advocacy (advice only) 36 11.5 8 

Document Preparation 252 12.57 56 

Connect with other support service 848 21.16 188.44 

Advocacy 164 22.92 36.44 

Advice 971 186.42 215.78 

 

The table illustrates some of the extra logistical and service delivery issues that arise directly 

from the degree of disadvantage that so many of our clients experience. It places a demand for 

a higher degree of service delivery, more assistance, more representation, in order for the 

disadvantaged client to have the same outcome that they would have been able to achieve if 

they didn’t have that level of disadvantage.  

 

A tenant who is functionally illiterate facing the complex information patterns and language of 

the Tribunal is at a terrible disadvantage. Literacy is the most basic skill for any tenant trying 

to resolve their issues with their landlord. If you can’t read and understand a fact sheet, or 

complete a Tribunal form, you cannot know what the law says you need to do or how to 

resolve your problem. Without that skill, it is often easier to give up, to put up with mould, or 

the leaking roof or the stove or heater that doesn’t work. In the worst cases, it’s easier to leave. 

 

This is particularly where NEWTAAS makes a difference. For these tenants, we are the 

difference that enables them to have their repairs done, significantly reduce the amounts of 

compensation their landlord is trying to get from them, and fighting a retaliatory termination 

notice. It’s these cases that are the most satisfying to us.   
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Casework Case Studies 
These case studies are only a few of the more than 1,900 matters we have dealt with over the 

past twelve months. When a tenant contacts us for help, they bring to us the intimate stories of 

their private lives and their often distressing personal circumstances. Our clients can often feel 

embarrassed, angry, frustrated and humiliated. We treat them with respect, listen to their story, 

give them strategic advice, and represent them when they cannot best represent themselves.  

 

We hope that in addition to an increased knowledge and understanding of tenancy law, that 

they leave us with a sense of self-respect and dignity.   

 

 

 

Linda's favourite case: 

 

In 2014, a group of elderly tenants from a regional caravan park needed help to get repairs 

done at their council owned park. There were a variety of issues, including sewerage, rent and 

rent receipts, and we helped the tenants apply to then Consumer, Trader and Tenancy Tribunal. 

We won the case, with council being ordered to do the repairs and for the rent to not increase 

until all of the work was done, and the park was at a suitable standard. Some of the tenants had 

been there for more than 20 years. This was their home. 

 

The process of getting the work done with the ongoing discussions and negotiations has taken 

more than four years. The final work will start next week. To minimise the disruption and 

health risks to our elderly tenants, they will be relocated into adjacent cabins for the duration of 

this last set of works. Their planned amenities block will will allow wheelchair access for 

them, a necessary facility as they have grown more frail. 

 

Linda has worked tirelessly on this case, patiently working with the old fellas that she has 

grown to care so much about, while they have struggled to have the repairs completed. She has 

said this morning with the news of the final works order now in place, commencement of the 

work next week, and the relocation of the two most fragile tenants for the duration of the work, 

"I'm so happy for them I could just cry." 

 

 

 

Caroline’s favourite case:  

 

My favourite case was where NEWTAAS interceded to assist a tenant and his child to not only 

get out of uninhabitable premises and avoid the punitive abandonment provisions of the law, 

but where we were able to get the landlord to pay for interim accommodation.  But I can’t 

recall the case name so I am going to put in the one that stood out by a country mile:  the 

tenant who cleaned too much. 

 

The tenant moved out of the rented premises and the outgoing condition report was fine and 

the tenant received her bond.  Several weeks later, in fact 3 weeks after the new tenants had 

moved in, the tenant received a phone call from the former real estate agent saying her former 

landlord was demanding $3,000 in compensation to replace the oven. 

 

The basis of the landlord’s claim was that the tenant had been cleaning the oven and that the 

oven was a Self-Cleaning oven.  I asked what type of industrial strength (I was thinking acid-

wash) cleaner the tenant was using to destroy this poor landlord’s oven: the tenant said it was 

from Coles and was called Easy-something. 
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I was so astonished I went and told KerryAnn.  KerryAnn immediately did a Google search 

and the very first browser result was:   

https://www.thekitchn.com/why-you-should-almost-never-use-the-self-cleaning-function-of-

your-oven-175110  

 

Another result was: If you have a self-cleaning oven, you can use Easy-Off to clean.  This was 

the cleaning product the tenant said she was using. 

 

We drafted a letter for the tenant to send to the landlord and his complaint was never heard 

from again.  This result was good and bad:  great to take the stress out of the tenant’s life but 

bad because we missed out on an opportunity in NCAT to represent a tenant accused of 

cleaning too diligently. 

 

 

 

Robert's favourite case: 

 

This tenant contacted us a week before his hearing in the NSW Civil and Administrative 

Tribunal. He'd been a former client of ours for repairs, so we had some knowledge about his 

circumstances. 

 

When the repairs weren't completed, along with some other issues (more on that later), the 

tenant gave notice and vacated the property. A week or two later, his self-managing landlord 

applied to the Tribunal for compensation for break of lease and end of tenancy rectification, 

along with the rental bond. 

 

We arranged for the tenant to bring all of his documents with him to the Tribunal hearing, 

where I would meet up with him and have an opportunity to look at his documents and help 

him try and negotiate with his landlord. 

 

On the day of the hearing, the tenant attended with his documents. Tenants often have no idea 

how important the documents always are in the Tribunal, and this matter is the perfect example 

of why the documents are so important. 

 

Having gone through the documents, I realised that the landlord had not deposited the bond. I 

wasn't surprised, as we have a long history with this landlord. The landlord had written a note 

on the back of the residential tenancy agreement notating the bond and when it was accepted, 

in accordance with his usual practice. 

 

Before we spoke to the landlord, I advised the tenant that this was a usual practice with this 

landlord and that the landlord's actions were illegal. I also wanted to clarify with the tenant 

whether he had evidence about when he had given vacant possession. The tenant had sworn 

testimony with him from his parents about when and how he had vacated. 

 

The tenant had left the keys inside the property and sent a text message to the landlord, and his 

parents were still at the property finishing the cleaning, when the landlord arrived and went 

inside. This was also usual practice for this landlord, as he does not provide an address to the 

tenants to return the keys to. 

 

I asked the tenant whether he had received a copy of the outgoing condition report, as he had 

indicated he had not been given an opportunity to attend at that outgoing inspection. The tenant 

gave me a black-and-white copy of the outgoing condition report that had been completed and 
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signed by the landlord. The tenant was querying some of the items marked on that condition 

report, as well as the names of the tenants that were written on the outgoing condition report, 

as it was not his name. The tenant suspected that this was an outgoing condition report for 

some previous tenants. As it was a black-and-white copy, I wasn't certain of its authenticity. 

 

We then went to conciliation with the landlord to see whether we could resolve the matter. I 

asked the landlord to produce the original document and he did. I was quite surprised to see 

that the original document had different ink colour for the names of the tenants and some of the 

comments written on the tenants portion of the ingoing condition report. I was most surprised 

by the tenant's signature at the bottom of the report, that had been crossed out and another 

signature substituted which had some similarity to our client's signature but did not appear to 

match. 

 

I asked the client directly whether that was his signature. He looked at the document, and said 

it was very close, but it was clearly not his signature. He said, "It was a good attempt."  

 

At this point, the tenant's wife was wild with rage, and and she brought up all of the issues 

around the landlord's behaviour during the tenancy. This landlord had apparently had a habit of 

coming to the premises uninvited and without notice and peering through the windows, 

including the window of their young daughter. On one occasion, the daughter saw someone 

looking through her window and called for her father, who raced outside to confront the 

intruder and saw a person running away into their car and driving off.  

 

The tenant wasn't able to identify the intruder, until he checked the CCTV that he had installed 

at the premises and recognised the landlord. This was the final straw that led to the end of the 

tenancy. 

 

I told the landlord that we would not negotiate further with him and he needed to withdraw his 

application immediately. The landlord considered his situation. He asked me to step outside for 

a "gentlemen's chat" to discuss the situation. He admitted to me that he had changed the details 

of the tenants in the condition report, but other than that, claimed that the tenants were lying 

about the date when they had left the tenancy. He then decided that discretion was the better 

part of valour, and he would withdraw his application. 

 

As our conversation was continuing, the Tribunal member called us as we were the last matter 

on his list. The landlord told the Tribunal that it appeared that there were "some issues" with 

his condition report and that I had told him that because it was his application, he needed to 

provide evidence of his allegations. The member told him in response, "This is usually the 

case, and what would you like to do?" 

 

The landlord confirmed that he would like to withdraw his application, and the Tribunal made 

orders in accordance with that. 

 

After the hearing, the landlord continued "chatting" to me and told me that he had purchased 

this copy of the condition report from the Real Estate Institute, and that it had been completed 

by tenants who had decided that the last minute that they won't going ahead with the tenancy. 

Because he had paid money for it, he didn't feel that he should have to pay to get another one, 

and decided to simply use it again.  

 

I asked him why he just didn't download the free and easily accessible condition report 

available on the Fair Trading website. He had no response. Whether he has finally learned this, 

we will probably see in a future Tribunal hearing. 
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Tamara's favourite case: 

 

This tenant was referred to us by his housing provider. He lived in the property for nearly 2 

years, but in the previous six months had had ongoing issues with rent arrears. 

 

The tenant had previously been issued with a Termination Notice which resulted in a Specific 

Performance Order being made by the NSW Civil and Administrative Tribunal. However, 

when the tenant failed to comply with that SPO, the matter went back before the Tribunal and 

the tenancy was terminated. 

 

After borrowing a lump sum from a family member to pay towards the arrears, the housing 

provider allowed the tenant to continue his tenancy. 

 

Only a few months later, the tenant again fell into arrears. The matter went back before the 

Tribunal for the third time, and again the tenancy was terminated due to the tenant’s frequent 

failure to pay rent. At that time his rent arrears were in excess of $1,000.00. 

 

It was at that point that we became involved. Based on our advice and support, the tenant was 

able to obtain a week's rental payment towards his arrears from a local charity service. He was 

able to sort out his previous payment issues with Centrelink to ensure that his rent would be 

paid each week, as well is increasing the repayments he was making to address the arrears. 

 

He made a really good effort to address the tenancy issues. He told us that he would do 

whatever it took to keep a roof over his son's head and maintain a stable home environment, as 

his son had only recently come into his care. 

 

The tenant did not have a car and had to walk to appointments. He also suffered from back 

issues, making this difficult task harder. 

 

As a result of his efforts in addressing the issues around the tenancy, he's managed to save his 

home. For me, this case highlights what a tenant is capable of achieving with the right advice 

and support, when they are determined, even if they have tried and failed in the past. 

 

 

 

Mark’s favourite case: 

 

A group of boarding house residents had fallen out with their landlord, and the tenants wanted 

to leave. The landlord wanted them to leave. However, there was an outstanding issue in 

relation to the return of the bond. The landlord threatened a lockout, and the residents 

contacted NEWTAAS. There was no written agreement, no receipts and only verbal accounts 

of who had paid what to whom. 

 

There followed a flurry of phone calls between NEWTAAS, the residents and the landlord, 

with Tamara and I constantly running to try and get it sorted.  

 

The landlord agreed to pay some of the bond, but not to refund rent paid in advance. The 

residents wouldn’t budge until they were paid their bond and rent in advance. More phone 

calls, until finally agreement was reached. The landlord would pay and the tenants would 

leave.  

 

Even though the money and exit was agreed, there was a final difficulty with the residents not 

understanding what could go into the agreement. They wanted a statement of the landlord’s 



 

19 

 

unlawful actions within it. It’s often difficult for people to understand that the law doesn’t 

make provisions for an apology, and an apology that is forced often has very little meaning.  

 

We helped the residents understand that victory by way of receiving all of their money back 

was better than an unsigned agreement and no cash.  

 

“But how do I know if the residents will abide by the agreement?” asked the landlord.  

 

“Because you write it down and both parties indicate, in writing, that they will do what they 

have agreed”, we told him, explaining that this was one of the great advantages of having 

written records.  

 

We drafted a settlement agreement. The residents and landlord signed and emailed the 

agreement. The money was paid. The residents hit the road. All sorted, without recourse to 

NCAT, Police, Fair Trading or anyone else. 

 

 

 

KerryAnn's favourite case: 

 

We were contacted by a tenant in community housing, whose home had been head leased from 

a private landlord. This three-bedroom house had been sub-leased to our client, and the tenant 

and her two children were constantly running out of hot water. 

 

Following investigation, it was established that the electric hot water system was only 50L, 

entirely inadequate for any family, particularly when the bathroom had a bathtub in it! 

 

We made representations to the landlord for them to use to their landlord, and ultimately 

helped our client apply to the Tribunal for orders, joining the head landlord to our application. 

 

We then made submissions for a rent reduction for the tenant and her landlord, at which point 

we were contacted directly by the head landlord. We settled, a 300 L hot water system was 

installed, and we withdrew the tenant’s application.  

 

This tenant absolutely stuck to her guns all the way through the several months it took to run 

this case and have the new hot water system installed. All she wanted was for her daughters to 

be able to have a hot bath after coming home from sports practice in the winter, and she jolly 

well made it happen. 
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Thank you… 

 
We receive a lot of “thank yous” each year, sometimes cards, flowers and small gifts. We’re 

grateful for every one of them. Whilst we are careful that our clients understand that we are a 

funded service there to assist them, sometimes glancing across at the card stuck on the wall 

next to our desks helps us to push along through the case work a little easier.  
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Funding for the TAAP Program 
With the support and leadership of the our peak body, the Tenants Union, Tenants Advice and 

Advocacy Services have been seeking an increase in funding for the program to support the 

essential service that we provide to NSW residents who rent their homes. Below is an except 

from a Tenants Union report on the state of the funding: 

 

People missing out  
Total funding to TAAP has not increased in real terms for 15 years. However, the number of 

tenancies across NSW has grown by over 50% per cent over that time. This has left TAAP with 

demand outstripping capacity. Increasingly, tenants are missing out on the services they need 

and deserve. Research by the Tenants’ Union [TU] indicates that TAAP services are not able to 

help up to 1 in 3 people seeking their assistance.  

 

Since the last TAAP funding increase the number of rental bonds held has significantly grown 

from 551,777 [June 2003] to 872,527 [Jan 2019].  Over the 5 years to 2016, 63 per cent of the 

net growth in the number of NSW households were rental households. Many renting households 

are home to vulnerable families - 42 per cent of NSW renter households include children (ABS 

Census 2016).  
 

The growing demand has led to a growth in wait times for tenants to access a tenant advocate. 

This has led to many instances when tenants receive assistance too late for the tenant to gain a 

fair or just outcome.  

 

Source of funds has increased  

There is now over 1.5 billion dollars in bonds earning interest. For year-end June 2018 there was 

a surplus of 4.1 million. Money contributed to the accumulated funds varies over time and is 

currently 65.6 million. TAAP funding accounts for approximately 11% of the total interest 

earned on tenants bonds. Accumulated funds in the Property Services Interest Account rose from 

$225 million to $239 million over the 2018 year. 

 

Savings to government and strong social outcomes  

Based on detailed experience TAASs are able to effectively provide advice to tenants on the real 

world implications of their matter and negotiate solutions keeping matters out of the Tribunal. 

TAAS are effective and increase efficiency in the Tribunal and broader conflict resolution 

systems providing a saving to government.  

 

In 2017/18 TAAP services and the TU assisted 30,385 tenants, of which many were particularly 

vulnerable.  They did this across 97,031 individual sessions.  Where assistance was provided, 

85% of the time there was a positive outcome for tenants. Information sheets on tenancy topics 

were downloaded almost 820,000 times. 

 

Early intervention by TAAP services prevents homelessness including homelessness as a result 

of domestic and family violence. As the result of advice and advocacy by skilled TAAP workers, 

homelessness is averted in 82% of cases where tenants are at risk of termination. This work 

preventing homelessness has significant flow on effects to other parts of the NSW Governments 

social policy agenda including preventing people entering the health system and enabling 

children to remain in the family.  The later prevents exits into the out of home care systemi. 
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A Snapshot of NEWTAAS 
The New England and Western Tenants Advice and Advocacy Service Inc. is funded  by Fair 

Trading NSW as part of the consumer protection program. The Program is funded from the 

interest on the Rental Bond Interest Account and the Property Services Statutory Interest 

Account. Program guidelines detail the criteria that services must meet. 

 

NEWTAAS Inc. is an incorporated 

association with a volunteer 

Management Committee.  

 

The Service has three offices in the 

larger towns in the region, and is 

funded for 4.5FTE staff.  

 

The Service employs six staff, in a mix 

of part and full-time positions. The 

Service’s Tenant Advocates, Assistant 

Service Manager and Service Manager 

provide tenants across the region with 

face-to-face, telephone, email, and 

written information and advice. Where 

tenants meet the Service’s client intake 

criteria, the Service provides advocacy and representation in the NSW Civil and 

Administrative Tribunal.  

 

Tenant Advocates, the Assistant Service Manager and the Service Manager conduct 

Community Education sessions across the region in schools, tertiary institutions and in 

partnership with community organisations across the region with the goal of educating current 

and future tenants about their rights and responsibilities under tenancy law.  

 

NEWTAAS has been assisting tenants for nearly seventeen years, and during that time has 

helped more than 18,000 tenants with more than 21,650 matters. 

 

 

 

 

 

 

 

 

In 2015, a new database was introduced for the Tenants Advice and 

Advocacy Services. Whilst a significant improvement on our previous 

database, we had not been able to provide electorate data to the Members of 

Parliament who cover our region, something we have always considered 

very important. Our MPs represent the 33,000 renting households across 

our region, and it’s important they know what’s happening.  

 

Mark has been able to extract our data and provide the electorate information that 

you will see on the following pages.   
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i A key finding of recent AHURI research is that homelessness programs have the potential to save over twice the 

value of the capital and recurrent funding of homelessness programs on the basis of health and justice cost offsets 

alone. [Zaretzky, K., et al. (2013) The cost of homelessness and the net benefit of homelessness programs: a 

national study, AHURI Final Report No.205. Melbourne: Australian Housing and Urban Research Institute.]  

 

                                                 


