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About CEHL g
OUR PORTFOLIO '

2119

homes

60

different local
government areas

S1.2bn

property portfolio

Metro South East

Figures from CEHL 2021,/22 Annual Report




About CEHL
OUR MEMBERS & RENTERS

4214

people housed housing co-ops
% 59
25%
direct renters years - median age
years - average years - longest

tenure tenancy (1984)

Figures from CEHL 2021/22 Annual Report
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CEHL’s Purpose

To partner with member
co-operatives to deliver an
effective, sustainable and
member-led co-operative
housing program.




How
CEHL
works

COMMON EQUITY HOUSING LIMITED

» Co-operative housing management
« Ownership, management and growth of housing portfolio
* Development and training resources for housing co-operatives

Membership
of CEHL

Housing allocation
to Co-operatives

HOUSING CO-OPERATIVES

« Shareholders of CEHL
o |ldentify and plan to meet members’ future housing needs
« Co-operative governance and training

Membership of f Housing allocation
Co-operative to Members

CO-OPERATIVE MEMBERS/RENTER

» Participate in governance
« Participate in the work of co-operative. Including finance, maintenance,
tenancy management, training, community building and more




Covid & Technology

A During COVID, like everywhere, our in-person connection with co-ops stopped and we
turned to engaging via technology.

A While technology-only engagement suited some members and renters, it left some
behind because:
e 15% have no email
* 3% have no mobile phone
Up to 15% incorrect numbers at any time
Varying tech skills
e Many are senior citizens, some in their 80's.

A March 2022 survey — only 48% of members and renters were satisfied that their views are
taken into account

# CEHL had also failed to meet the required Housing Registrar performance standard for
tenant and housing services. This is where this journey began...
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How did we begin to strengthen
Member & Renter Voice

New Managing Director
Liz Thomas

¥4 Commitment to listening

) New Engagement &
- Events Program rolled out




8 regional workshops and 1 online session.

142 members and renters attended.

Small group discussions hosted by CEHL
Board members & executives.

Open discussion led by members and renters
(no agenda).

We asked the question ...

“How would you like
to engage in future?”




What we heard from
members and renters

“We have no impact on decisions.”

“We don’t feel heard.”

“Outcomes are not communicated.”

“We want less surveys and more face-to-face events.”

“We want to be involved in planning / delivering engagement.”




CEHL
Next steps
Engagement pilot project 2022 - 2023

A 37 regional workshops — to foster an open, two-way dialogue

9 Engagement Coordinators — passionate members who guided engagement

CEHL ‘Better Together’ co-op conference — training, networking, sharing

Regular online activities — Hot Topic sessions, surveys and celebration events (like IWD)
Printed Co-operatively Speaking newsletter — featuring member and renter articles

Member Value Statement and Outcomes Framework — new policies

> > > > > O

Co-op Voice Project — led by a committee of members



Moving forward

0 Traditional engagement — printed regular
newsletters delivered to every home with
an opt out for those who prefer email.

Increase is Co-operative Development
Services Team — currently employing three
new Co-operative Development
Coordinators for increased connection
between co-ops and CEHL (if you are
interested find the roles on LinkedIn)!

Rolling Out a New Member
& Renter Housmg Plan

childran have grown up and maved an, may wish to @ plomti-s phionofa

e hwbedmunl!u\dml the same or & $imilar co-op. By i rdicating this

eir MRHP, co-op mermbers. renters and CEHL can explore opportunities tha
might suit the changing needs.
& successful pam gram of the MIHE was cand uctad with Larrakayak, Seagul
FKM, Kakady and Dwallers co-0ps and In the Sheppanon area. The pilot was
& great opportunity ve refine the MRHP template. ready for 8 rellout to CEHL
remibers and renters throughout Victaria,

Eegicral in-persen informaticn sessions n the MEHE are being canductad

throughout Octobes, learn more on page 4. CEI II
Pictured feft to sight at the eilot are Moria Lizciarde, Jas Mirtschir 5, -

fse Barnett, Loonic Mullans: Tracey Sniton, Gomyn Smith, Sharan Senking 0 Semmen Bquity Hausing |
Alisha Campbsll and CEHL Devalopment Gfficer, Michas! {udlow: MoreThan Just Housing




Moving forward

Regional Service Teams

v

Q 9 regions, each with their

owhn dedicated CEHL team.

CEHL team will consist of
maintenance, tenancy and
co-op development team
members, giving dedicated
point of contact per region

Smaller regional events to
connect co-ops
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Moving forward ... SRCEHL Member value

2 Statement

How do Co-ops How does CEHL

provide value to provide value to our
their members? Co-op members?
Establishment of a  Aoriaioss

secure housing —
having housing that is affordable
with an ongoing lease,

Member Value Statement .

co-op housing is well maintained.

" Influence —
members have a say in how the
co-op is governed, and how
resources are used.

A dynamic document delineating . o

co-op leadership is accountable and

0 the precise responsibilities of both e

 Connection—

feeling connected to members of

Co-ops and CEHL, ensuring clear P
e
accountability for each party. A o Howsstormanbers-

tfutill‘evnmw&mm

properties, mmm
‘that are too expensive to maintain
‘or no longer needed. CEHL secures
mm:ﬁmmﬁuﬂm
thhuwmnm :

'CEHL represents wmm

- N ' ﬁéarmmmwmm
. hmn:aprm




Moving forward ...

Member & Renter Housing Plans

<
v

Simple & easy to complete ‘Member &
Renter Housing Plan’ per household

Responds to each family, household
and maintenance needs of the co-ops
over time

»» Down-sizing & up-sizing options
#»» Modifications to support aging in place
# Long-term maintenance planning

) Property development opportunities

SRCEHL

ER & RENTER CEHL

G PLAN b=t
More Than Just Housing

Nurmber of bedrooms in your current O T I g b R

YOQUR CURRENT PROPERTY ADDRESS:

Numiber: Street:

Suburb:.

Posteode.

1. Do you like your current horme?

2 What do you like about it?

O ves [ No

3. What do you dislike about your
current home?

4, How would you rate your
home on a scale of 1-10?

4 5 ] 7 8 9 o

RCEHL

Member & Renter Housing Plan - V21
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What we’ve learnt ... our top 11

Clear negotiables — setting expectations with renters

Robust process — multiple ways to engage and provide feedback and
collect data

Ongoing communication — create the journey, close the loop

Create safe spaces and support ‘deep listening’

Stakeholder analysis — understand cohorts & barriers

Q3 A

Tools for managing individual renter enquiries / issues
(e.g. escalation plan)
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What we’ve learnt ... our top 11

Q Organisational buy-in and growth — during planning, delivery and evaluation
Q Engage early (e.g. ask renters how they want to engage)

Q Fun & social engagement activities

0 Collaboration — including member champions, foster relationships

Q Accessible & easy to read engagement materials and methods
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-/ European housing co-operatives study tour: o ey WP A
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Thank you CEHL
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