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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.

Lance Carden

NSW Department of Communities and Justice
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Where our journey began

Limited channel
choices for clients to
access services

Heavy reliance on
paper forms and
manual data entry
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Client expectation
for more digital
services
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Most Housing
services could only
be accessed during

business hours



Timeline

ePay

Ability for clients to pay for
rent and other accounts
online or by phone.

Rentstart kiosks

Installation of fax machines
and phones in front office
areas for clients to self serve.

GOVERNMENT

Ability to clients to lodge
non urgent maintenance
requests online 24/7.
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Ticket Machines

Installation of self serve
ticket machines in offices.

eRepair
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Timeline

~ Online Forms Front Office
Digitisation of many paper-
based forms. Creating
simpler, easier and faster Installation of self serve
processes. technology in DCJ Housing

offices.
| |

elLetters VY

Custom built app, enabling
staff to complete activities
digitally, in real time,
wherever they are.

Innovation

Account &
Information Portal

Digitisation of most DCJ

Housing letters to PDF
format for clients who prefer
digital communication.

Web based portal that allows
clients to view and update
their information online.
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Timeline

Expansion of online forms Journey on Home app
Introducing new integration Custom built app for DCJ

and interfaces into existing outreach staff to record
forms — such as payments for activities when working with
FOI people sleeping rough

Digital Tenant Leases

MyHousing app
Digitisation of DCJ Housing
leases and sign-up process.

Custom built app for tenants,
applicants and the public to
undertake activities in
relation to their application
or tenancy.
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NHC

Set for Success

New features and

enhancements to IVY to

assist a tenant set up a
successful tenancy
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Home > MyHousing > ePay-Tenancy ePay

Tenancy Online Payments

Enter your payment details below. Fields marked with an asterisk (*) are mandatory.

Ability for clients to

* Rent Payment Reference

Enter payment amount allocation. pay for rent and other
Rent g .
Water Usage : accounts online or by
Rental Bond 5
Tenant Repair Costs $ phOne.
Combined Former Debt $
Miscellaneous $
* Total Payment Amount $0.00 AUD
* Payment Method O Credit Card
O Direct Debit
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eRepair

Home Contents £ Basket empty

i B B 2 (R B . .
Bath and Showers Cupboar-ds, Drawers - Doors. Iélectrics Gas Services Heat;r;g and Cooling Abl I Ity fo r CI I e nts to

and Wardrobes

= v | o« = lod t
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Hot Water Kitchen Sinks and Laundry Items and Outside of Home Pests Stoves and N
Bathroom Basins Clothes Lines Rangehoods m a I nte n a n ce
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Toilets Walls, Floors, Ceilings Water Meter Windows req u eSts o n I I n e 24/7

and Stairs
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@ Log Out

View my Housing Accounts

Check my application

Update my Coniact details

Lodge a Repair Request

Update my Login Defails

Your feedback on MyHousing

Check my Messages

&
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Account &
Information Portal

Web based portal that
allows clients to view
and update their

information online.
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Family & :
Community Housing Pathways Save for later
Services

Your Form ID: @ AHA1608837

Successfully signed in as AHA1608837. x
Step 2 Step 3 Step 4 Step 5 Step 6
Additicnal Persons Your Circumstances Your Housing Needs Income and Assets Review and Submit

Step 1. About You

Allfields are mandatory unless otherwise indicated as optional. Attaching supporting evidence is optional, however if you do not. you may need to provide them at
a later stage.
In this section we are going to ask questions about you and your personal details.

Personal details

1 Please enter your name as listed on your Medicare Card, Centrelink Card, Driver's Licence or Passport details.

Title ‘ MR '
First and Middle Name(s) @ ‘ John ‘
Last Name @ ‘ Citizen ‘

Are you known by another name?
For example, Previous family name

(Yes QMo
01/01/1280 ‘%

What is your gender? ‘ MALE

Date of Birth g}
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Online Forms

Digitisation of many
paper-based forms.
Creating simpler,
easier and faster

processes.
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IVY (I Visit You) app

Custom built app,
enabling staff to
complete activities
digitally, in real time,

wherever they are.
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Front Office Innovation

Installation of self
serve technology in

DCJ Housing offices.
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DocuSign used to capture electronic signatures

wwsne Talsira a1 AM

X Landlord

Adopt Your Signature

DRAW

occument below.

FINISH

ERAW YOUR SIGNATUSE

The Department of Communities and Justice (DCJ)
m ‘ Communities Residential Tenancy Agreement
NSW | £ Justice Part 1

ADOPT AND SIGN cancer

This Agreement is in three parts The landicrd and tenant enter into this Ag
Part 1 is this page (which includes Part 2 and Part 3 of this Agre
Part 2 the terms of the Residential Tenancy Agreement  2nd agree to all its terms.

Part 3 contains the Property Condition Report
Signed by the Landlord in the presence of

This Agreement is made on (date)
JOU/KRFRXRX Name of Witness

[CS0 Full Name] l

At (Office Location) Burwood
Between the NSW Land and Housing Corporation (the  Signature of Witness

landlord) and l
Name of tenant Signature of Landlord
John Smith | Hq'." I
Address of Premises Signed by the Tenant in the presence of

[ | Name of Wi
T-File Number [CSO Full Name) ‘
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Digital leases

Digitisation of DCJ
Housing leases and sign

up processes.
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@ MyHousing

Hello Chris

How can we help you today?

Accounts My

& payments applications
Lodge a repair My contact
request details
Rent My household
& income members
p— Ay
HE
N ]
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MyHousing app

Custom built app for
tenants, applicants and
the public to undertake
activities in relation to
their application or

tenancy.
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MHC

Journey On Home app

Custom built app for
DCJ outreach staff to
record activities when

conducting patrols and
engaging with people

sleeping rough
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What about uptake?

ePay Online Forms
Over 1 million 250,000 forms
transactions a year received over 4 years
eRepair VY
Over 50,000 maintenance Over 1,000,000 activities
requests every year completed on app
Account &
MyHousing app Information Portal
~

Over 80,000 Over 100,000 unique

app downloads portal registrations > 4 million individual transactions by end FY 2022

GOVERNMENT
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Key lessons

Co-design

Employ the right people

Testing

Start small, build from there
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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, | no longer spend half a day
preparing for my visits and half a day
scanning documents and doing all the
data entry work. | did a visit yesterday
with an aged couple and | 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
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