
THINK TANK : Transforming through technology
Embracing new digital solutions, government agencies are enhancing the dleivery of services to tenants 
along with the expansion of their housing portfolios.
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Modernisation of the 
NSW Public Housing System



Limited channel 
choices for clients to 

access services
Most Housing 

services could only 
be accessed during 

business hours

Client expectation 
for more digital 

services

Heavy reliance on 
paper forms and 

manual data entry
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03 04

Where our journey began



Timeline

Installation of fax machines 

and phones in front office 

areas for clients to self serve.

Rentstart kiosks

Ability for clients to pay for 

rent and other accounts 

online or by phone.

ePay

Ability to clients to lodge 

non urgent maintenance 

requests online 24/7.

eRepair

2009

2009

2012 Ticket Machines

Installation of self serve 

ticket machines in offices.

2012



Timeline

Web based portal that allows 

clients to view and update 

their information online.

Account & 
Information Portal

Digitisation of many paper-

based forms. Creating 

simpler, easier and faster 

processes.

Online Forms

Digitisation of most DCJ 

Housing letters to PDF 

format for clients who prefer 

digital communication.

eLetters

Installation of self serve 

technology in DCJ Housing 

offices.

Front Office 
Innovation

Custom built app, enabling 

staff to complete activities 

digitally, in real time, 

wherever they are.

IVY

2016

2017

2017

2018

2018



Timeline

Custom built app for tenants, 

applicants and the public to 

undertake activities in 

relation to their application 

or tenancy.

MyHousing app

Introducing new integration 

and interfaces into existing 

forms – such as payments for 

FOI

Expansion of online forms

Digitisation of DCJ Housing 

leases and sign-up process.

Digital Tenant Leases

2019

2019

2020

2018

2021/22

Custom built app for DCJ 

outreach staff to record 

activities when working with 

people sleeping rough

Journey on Home app
2021/22

Set for Success
New features and 

enhancements to IVY to 

assist a tenant set up a 

successful tenancy



7

ePay

Ability for clients to 

pay for rent and other 

accounts online or by 

phone.
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Ability for clients to 

lodge  non urgent 

maintenance 

requests online 24/7

eRepair
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Web based portal that 

allows clients to view 

and update their 

information online.

Account & 
Information Portal
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Digitisation of many 

paper-based forms. 

Creating simpler, 

easier and faster 

processes.

Online Forms
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Custom built app, 

enabling staff to 

complete activities 

digitally, in real time, 

wherever they are.

IVY (I Visit You) app
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Installation of self 

serve technology in 

DCJ Housing offices.

Front Office Innovation
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Digitisation of DCJ 

Housing leases and sign 

up processes.

Digital leasesDocuSign used to capture electronic signatures
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Custom built app for 

tenants, applicants and 

the public to undertake 

activities in relation to 

their application or 

tenancy.

MyHousing app





16

Custom built app for 

DCJ outreach staff to 

record activities when 

conducting patrols and 

engaging with people 

sleeping rough

Journey On Home app



What about uptake?

ePay

Over 1 million

transactions a year

eRepair

Over 50,000 maintenance 

requests every year

MyHousing app

Over 80,000

app downloads

Online Forms

250,000 forms

received over 4 years

IVY

Over 1,000,000 activities 

completed on app

Account & 
Information Portal

Over 100,000 unique 

portal registrations > 4 million individual transactions by end FY 2022 



Key lessons

Co-design

Employ the right people

Testing

Start small, build from there



Compared to using other online forms 
this was extremely straightforward and 
easy to use. And incomparable to the 
stress and anxiety of going into an office 
to try to begin this process. 

Thank you so much.

- 73 year old client

IVY has literally given me a day a week 
back, I no longer spend half a day 
preparing for my visits and half a day 
scanning documents and doing all the  
data entry work. I did a visit yesterday 
with an aged couple and I was able to 
look up aged care services for them on 
my iPad and book them in for an aged 
care assessment.

- Client Service Officer




