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PART ONE: PROTOCOL PURPOSE AND PRINCIPLES 
 
 

1.1 BACKGROUND 
 
The Assistance Protocol for Residential Park Closures (the Protocol) was developed 
by Housing NSW in conjunction with other agencies. The Protocol is a response to 
issues arising from the Government Working Party on the future of Residential Parks, 
which was established following a round table on park closures called by the Deputy 
Premier in November 2002. 
 
The Protocol provides a framework for cooperation between agencies in providing 
assistance for residential park residents displaced by a residential park closure, in 
order to assist them to access the services they require, and to prevent them from 
becoming homeless.    
 
The key focus of the Protocol is to coordinate targeted assistance to those individuals 
and families most vulnerable, and at risk of homelessness. This group will typically 
have specific accommodation and support needs, and may include: 
• people with disabilities 
• young people unable to live at home 
• frail older people 
• women with young children 
• marginalised Aboriginal households 
• women in transition from domestic violence 
• former inmates or offenders under the supervision of Community Offender 

Services (COS) 
• people with mental health problems and disorders. 

  
A range of Commonwealth, State, local government and non-government services 
need to cooperate to assist park residents to achieve a successful relocation in an 
orderly, timely and dignified manner. 
 
The purposes of this Protocol are to: 
• provide a coordinated approach to the process of assisting all park residents, 

displaced by a residential park closure, who would otherwise be at risk of 
homelessness or losing access to support services or networks critical to their 
health and well-being;  

• set out the principles to be applied by the Protocol partners in assisting park 
residents who are in need of assistance and eligible for the standard services 
provided by the participating agencies; and 

• document the procedures for assisting with the relocation of those residents. 
 
The Protocol will be reviewed in 2010. 
 
1.2  RESIDENTIAL PARK RESIDENTS 
 
“Residential parks” include caravan parks, manufactured home estates and 
establishments often called “mobile home villages” or “relocatable home parks”. For 
the purpose of this document park residents are only those people for whom the 
residential park is their principal place of residence. 
 
Residential park residents are a diverse group of people and traditionally include 
retirees and others attracted by the location and lifestyle.  Residential parks can also 
offer a low cost form of housing.  Consequently, some residential park residents are 
people who cannot afford or manage other forms of housing tenure and many have a 
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range of support needs and will require assistance to relocate in the event of a park 
closure. If not for residential parks these people might otherwise be homeless.  
 
There are several peak bodies and advocacy groups that represent park residents 
including: 
• the Residential Parks Forum 
• the Affiliated Resident Park Residents’ Association 
• the Northern Alliance of Park Residents’ Association of NSW 
• the Park and Village Service.   

 
Residential park residents can own their dwelling and rent the site, or rent their 
dwelling and rent the site.  Dwellings can include manufactured homes, caravans and 
campervans, with or without fixed annexes.  In the event of a park closure, residents 
have different rights and responsibilities according to the type of dwelling and 
rental/ownership arrangement within the residential park.  The Assistance Protocol 
aims to provide assistance to all residents in the event of a closure.  
 
1.3 RESIDENTIAL PARK OWNERS  
 
Residential parks are generally for-profit businesses run by a private business or a 
local council. The peak body/advocacy group representing for-profit park owners is 
the Caravan and Camping and Manufactured Housing Industry Association of NSW 
(CCIA). 
 
Under the Residential Parks Act 1998 a park owner may appoint a person as a park 
manager with responsibility for the day to day management of the park.  For the 
purposes of this document park owner includes both park owners and park 
managers. 
 
1.4 RESIDENTIAL PARK CLOSURE 
 
For the purposes of activating this Protocol a park closure is deemed to occur when a 
park owner issues notices to terminate residential site agreements in accordance 
with the Residential Parks Act 1998  for a ‘change of use’ of the park for a purpose 
other than that of a residential site.  Section 102 of the Residential Parks Act 1998 
sets out the procedures a park owner must follow when terminating residential site 
agreements for a change of use.   
 
In instances where a tenancy agreement or site agreement may be terminated in 
other ways, the Protocol partners may also enact the Protocol should they deem it 
necessary.  This will be determined following a report from the Park Closure Liason 
Officer on the situation and any evidence or information provided by stakeholder and 
community groups (see section 3.4 & 3.5).  The Protocol partners will give specific 
consideration to instances where those who rent both the dwelling and site have 
been issued with termination notices as these people may often be vulnerable and 
have a range of support needs. 
 
The Protocol partners will provide information, support and advice to any residents 
faced with termination notices, as appropriate.  
 
As outlined in the Residential Parks Act 1998, in the event of an impending park 
closure, the following must apply where a park owner is seeking to terminate tenancy 
agreements and take possession of residents’ sites for the purpose of a change of 
use: 
• development approval must be obtained before a valid notice of termination can 

be given 
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• if development approval is not needed, consent of the Consumer, Trader and 
Tenancy Tribunal (CTTT) will first have to be obtained before a notice of 
termination can be given 

• the notice of termination is to include specific information about residents’ rights 
• at least 12 months notice of termination must be given where there is a 

residential site agreement 
• where the resident rents both the dwelling and the site, a minimum of 30 days 

notice of termination is to be given where the site is to be sold and a minimum 
of 60 days notice of termination is to be given where there is a change of use 

• the park owner is required to notify the Director-General of Housing NSW, 
within 7 days that termination notices have been issued to residents with 
residential site agreements.  

 
Early advice on residential park closures can greatly assist in achieving a smooth 
transition to alternative accommodation. Housing and community service agencies 
will seek to provide clear information and timely advice about the assistance 
available to residents. It is the responsibility of park owners to inform park residents 
of current or proposed arrangements (including the lodging of a development 
application) that may affect the residents’ continued use of their site. 
 
The Protocol should only be invoked when a park closure is lawful. Where it appears 
that park residents were not properly informed of the proposed change of use of their 
sites, or that residents have been asked to vacate without being given termination 
notices as required under the Residential Parks Act 1998, the matter should be 
referred to the Office of Fair Trading for investigation. 
 
1.5 LAWS AND REGULATIONS 
 
Planning 
Under State Environmental Planning Policy No 21 – Caravan Parks (SEPP 21), 
development for the purposes of a caravan park on land within a local government 
area requires the development consent of the relevant council. 
 
Development for the purposes of a Manufactured Home Estate (MHE) is permitted 
with development consent under State Environmental Planning Policy No 36 – 
Manufactured Home Estates (SEPP 36) on certain land within the City of Gosford, 
the Shire of Wyong and other areas in the State outside the Sydney Region. For land 
in council areas not subject to SEPP 36, enquiries need to be made to the local 
council regarding where MHEs are permissible with development consent in its area 
(eg. under any applicable local environmental plan). 
 
Conversion of an existing residential park to an alternative use will (where the other 
use is not prohibited on the land) in most cases require development consent from 
the local council. In determining development applications, the consent authority is 
required to take into consideration such matters under Section 79C of the 
Environmental Planning and Assessment Act 1979 as are of relevance to the 
development applied for.  
 
Closure 
There are a number of Commonwealth and NSW laws that set out the rights and 
responsibilities of owners and residents of residential parks in the event of closure.  
These include, but are not limited to, the Residential Parks Act 1998, the Residential 
Parks Regulation 2006, the Landlord and Tenant (Rental Bonds) Act 1977, the 
Residential Tenancies Act 1987, the Consumer, Trader and Tenancy Tribunal Act 
2001 and Commonwealth and State privacy legislation. 
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The Residential Parks Act 1998 provides protection for residents who live in a 
residential park (caravan park, mobile home village or manufactured home estate) as 
their principal place of residence. This applies whether the resident occupies their 
own dwelling and rents the site or if they rent a park owned dwelling. While the laws 
apply differently to these two situations, it is a very serious offence for a park owner 
or manager to wrongly terminate an agreement and evict residents from their homes.  
 
No resident can be compelled to leave a residential park because they receive a 
notice of termination from the park owner. The park owner must obtain an order for 
termination and possession from the Consumer, Trader and Tenancy Tribunal 
(CTTT) if a resident has failed to deliver up vacant possession on the day specified in 
the termination notice. Residents may present a case to the Tribunal that a 
termination order should not be made or, if an order is made, the Tribunal can extend 
the timeframe available to find alternative accommodation. The Tribunal may also 
order compensation for a resident’s relocation costs prior to a resident vacating in 
certain circumstances but only if they have a residential site agreement. 
 
Residents who are uncertain about their situation should always be advised to 
contact the Office of Fair Trading or local TAAP service for information about their 
rights. TAAP services may also provide assistance with the application and hearing 
process for the Tribunal. 
 
1.6 ENDORSEMENT AND MANAGEMENT 
 
The Protocol has been endorsed by: 
 
� Housing NSW  
� Department of Community Services (DoCS) 
� Department of Corrective Services (DCS) 
� Department of Ageing, Disability and Home Care (DADHC)  
� NSW Health 
� Department of Commerce (Office of Fair Trading) 
� Department of Planning 
� Centrelink 
 
Management of the implementation of the Protocol is the joint responsibility of the 
Protocol partners including: 
 
� Housing NSW  
� Department of Community Services 
� Department of Corrective Services, Community Offender Services 
� Department of Ageing, Disability and Home Care  
� Area Health Services, represented in this Protocol by NSW Health 
� Department of Commerce (Office of Fair Trading) 
� Centrelink 
 
This Protocol may be supplemented by more detailed operational documents and 
agreements concerning the management of park closure responses. 
 
Housing NSW is the lead agency in applying the Protocol and will coordinate the 
Protocol via the NSW Partnership Against Homelessness, a network of government 
agencies responsible for homelessness service provision.    
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1.7 PARK CLOSURE TASKFORCE 
 
A Park Closure Taskforce (the Taskforce) is to be established as a working group of 
the NSW Partnership Against Homelessness (PAH) Sub-Committee and will oversee 
the establishment and implementation of the Protocol. The Taskforce will monitor 
systemic issues arising from park closures and develop a coordinated response to 
the strategic policy issues arising under this Protocol, both in relation to park closures 
and to the Protocol partners’ responses to park closures.  The Taskforce will be 
coordinated by Housing NSW. 
 
The Taskforce will report to the PAH Sub-Committee and will consult with the 
Partnership Action Resource Group (PARG) on the implementation and management 
of the Assistance Protocol, as well as any emerging issues related to residential park 
closures.  
 
The Taskforce will be chaired by Housing NSW and includes representatives from: 
 
� Housing NSW 
� Department of Ageing, Disability and Home Care  
� Department of Community Services 
� Department of Corrective Services, Community Offender Services 
� Department of Commerce (Office of Fair Trading) 
� Department of Planning  
� Centrelink 
 
NSW Health will contribute to the work of the Taskforce through its membership of 
the PAH Sub-Committee.  
 
The standing responsibilities of the Taskforce include:  
 
• monitoring the scale and scope of park closures and the loss of longer-term sites 

within parks occurring across NSW, through the Protocol notification process 
• monitoring and evaluating the overall application and outcomes of the Protocol 
• considering ways residents can be better helped during park closures and 

refining the operational policy concerning park closure responses, including on-
going review of this Protocol.   

 
The Taskforce will regularly consult with the Park and Village Service regarding park 
closures as appropriate. 
 
Housing NSW is responsible for providing relevant information to Taskforce 
members, providing administrative support and maintaining records and data on 
residential park closures. 
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PART TWO: ASSISTANCE PRINCIPLES 
 

2.1 SERVICE RESPONSES FOR PARK RESIDENTS  
 
Under law, the residents of a closing residential park have a right to: 
 
• be informed by the park owner of any current or proposed arrangement or 

restriction that may affect their continued use of their site 
• be given notice to terminate their tenancies as required by the provisions of the 

Residential Parks Act 1998 
• have their privacy respected. 
 
The parties to this Protocol acknowledge that the NSW Privacy and Personal 
Information Protection Act 1998 and the Privacy Act 1988 (Cth) applies to them in 
regard to this Protocol and that they will adhere to these Acts when collecting 
information and/or referring residents to other Protocol partners and services. 
 
2.2 COOPERATION WITH PARK OWNERS 
 
Residential park owners participating in the Protocol: 
 
• will be kept informed of the role of the officers implementing the Protocol (the 

Response Team; see section 3.7) and requirements of the officers within the 
residential park 

• will be able to work in collaboration with the officers implementing the Protocol to 
minimise disruption to the park and to the residents who are assisted. 

 
2.3 PROVISION OF ASSISTANCE 
 
All residents are entitled to request assistance in the event of a park closure.  The 
Protocol partners will seek to ensure that residents who request assistance: 
 
• are offered assistance to find suitable alternative accommodation and support 
• have access to accurate and timely information on the relevant services, 

including accommodation and support products, offered by each agency 
• are advised on how to contact advocacy, financial and legal advice services 
• participate in the development and implementation of their Individual Assistance 

Plan and be provided with a copy of the Plan (see section 3.8) 
• are kept informed about the progress of the Closure Response Plan (see section 

3.6) 
 
Residents are entitled to refuse an offer of assistance and can choose to access 
assistance at any time during the implementation of the Protocol, even after an initial 
refusal of assistance.  An initial refusal will not reduce a resident’s right to assistance 
in any way.  
 
Specific agency services provided to individual residents will depend on the eligibility 
criteria of each agency (see section 3.9).     
 
2.4 IMPARTIALITY 
 
In the case of any dispute or conflict of interest between a residential park owner and 
residential park residents, the officers implementing the Protocol should not take an 
advocacy role on behalf of either party, but refer the parties to appropriate advice and 
advocacy services.   
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PART THREE: RESIDENTIAL PARK CLOSURE RESPONSES  
 
3.1     AGENCY RESPONSIBILITIES  
 
Housing NSW is the lead agency in applying the Protocol and will coordinate the 
Protocol response to specific residential park closures.    
 
Housing NSW will manage this via a Closure Response Team drawn from a range of 
agencies (see section 3.6) which will be established in the relevant region in 
response to that closure and disband when the closure response process is 
completed.     
 
3.2 ROLES OF PROTOCOL PARTNERS IN PROVIDING ASSISTA NCE  
 
Where appropriate the Department of Ageing, Disability and Home Care, the 
Department of Community Services, the Department of Corrective Services, NSW 
Health and Housing NSW will jointly develop strategies to meet the needs of people 
with multiple support needs.  The roles of individual Protocol partners in providing 
assistance are outlined below. 
 
Housing NSW  
Housing NSW can provide Temporary Accommodation, RentStart, rent assistance, 
Public Housing, referral to community housing and, where available, Tenancy 
Guarantees, to provide short term or longer term assistance to residents eligible for 
these services. Due to high demand in particular locations applicants eligible for 
Public Housing may need to wait for suitable accommodation to become available.    
 
In addition Housing NSW will provide project coordination for the closure response.   
 
NSW Health and the Area Health Services 
NSW Health, primarily through the Area Mental Health Services (AMHS), can provide 
clinical services for people with mental health problems or disorders on the basis of 
clinical need.  Area Health Services may be asked to provide Aged Care Assessment 
Teams for assessing the aged care needs of older residents.   
 
Residents should have access to health and medical services, and be able to contact 
a general practitioner as required. The Closure Response Team will seek to 
complement and help to maintain these existing arrangements.   
 
Department of Ageing, Disability and Home Care 
DADHC’s regional services and funded agencies can provide support for frail older 
people and people with a disability, subject to needs-based prioritisation and 
available resources.  DADHC will work in partnership with specialist and general 
health and community service organisations to help address the needs of these client 
groups.  In addition to information and referral, DADHC funds or directly provides a 
range of services for older people and people with a disability, including personal 
care, domestic assistance, food services, community access and accommodation 
support.   
 
Department of Community Services 
DoCS, through the Supported Accommodation Assistance Program (SAAP), 
Community Services Grants Program (CSGP) and Families NSW (FNSW) Program 
can provide support to vulnerable individuals and families.  
 
CSGP and FNSW services, provided by community organisations, include Family 
Support Services, Family Workers, and Neighbourhood Centres. These services 
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provide assistance to families in need of extra support, or advice and referrals. Under 
SAAP, funding is provided to over 400 community services throughout NSW to assist 
people who are homeless or at imminent risk of homelessness and people affected 
by domestic violence. 
 
Where children or young persons have been reported to the DoCS Helpline as either 
a risk of harm report (Section 23) or a homeless report (Section 120,121) under the 
Children and Young Persons (Care and Protection) Act, or where DoCS currently is 
involved with the family, DoCS officers will continue to make appropriate referrals to 
promote the safety, welfare or well being of these children and young persons. 
 
Department of Corrective Services 
DCS provides advice and assistance to offenders either being supervised on 
community-based court orders by Community Offender Services or, to those 
offenders in custody in correctional centres.   
 
Office of Fair Trading 
OFT, within the Department of Commerce, safeguards consumer rights and advises 
business and traders on fair and ethical practice. Besides direct services for 
individuals, the legislation that OFT administers sets the rules for fairness in the 
transactions between consumers and traders. Unfair practices are investigated and 
compliance action is undertaken, which can result in serious penalties.  
 
Consumers, including park residents, can contact OFT for information on their rights 
and responsibilities and assistance with resolving disputes. Park residents can obtain 
information and assistance directly from OFT as well as from non-government tenant 
advice and advocacy services under the Tenants Advice and Advocacy Program 
(TAAP) which is administered by OFT. Park owners can receive information on their 
rights and obligations under fair trading laws from OFT. OFT also investigate alleged 
breaches of the Residential Parks Act 1998. 
 
TAAP services are funded to assist park residents in pursuing their rights and in 
handling Consumer, Trader and Tenancy Tribunal proceedings. TAAP services may 
also help park residents with the negotiation of individual compensation packages 
with the park owner where the park owner is willing to negotiate this issue. Residents 
may also be given assistance in making relocation arrangements.  
 
Centrelink 
Centrelink offers a range of government services and payments to the Australian 
community. Centrelink will work with the other Protocol partners to provide a range of 
services.  This will be managed within Centrelink by the Area Business Manager 
responsible for the Emergency Management portfolio. 
 
The services that Centrelink can offer, based on the residents’ circumstances, may 
include identification of eligibility for appropriate payments and services including 
those to assist with managing transitions, such as Rent Assistance for those renting 
in the private market. Centrelink can provide assistance in making arrangements with 
Centrepay for payment of ongoing expenses as well as assessing if customers are 
eligible for certain payments under special circumstances. 
 
Centrelink will also identify and consider the customer’s current difficult 
circumstances which may impact on their ability to maintain and comply with all job 
seeking requirements. Where significant numbers of residents are affected, 
Centrelink may provide an out-servicing arrangement through the provision of 
Centrelink staff to attend the site.  Centrelink staff would assist with assessing 
customers’ eligibility for payments and entitlements and their change of 
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circumstances. Information would also be provided about other Centrelink 
professional services such as Social Workers. 
 
Centrelink may also be the first point of contact in relation to assessment and referral 
of customers to other government and non government local community agencies 
and services such as housing assistance, counselling, health and legal services, 
support groups and emergency financial assistance. 
 
 
3.3 NOTIFICATION OF A CLOSURE 
 
In the event of an intention to close a park, a park owner must give residents notice 
of termination in compliance with the Residential Parks Act 1998.  The process is 
different depending on whether the resident owns the dwelling and what type of 
dwelling it is. 
 
If the closure is for ‘change of use’ of the park (see section 1.4 of this Protocol) the 
Residential Parks Act 1998 requires the park owner to notify the Director-General of 
Housing NSW that termination notices have been issued to residents with residential 
site agreements. 
 
Further, any Protocol partner, on becoming aware of an actual or pending closure, 
should contact Housing NSW.   
 
 
3.4 PARK CLOSURE LIAISON OFFICER 
 
On being notified of a closure Housing NSW will nominate an officer to the role of 
Park Closure Liaison Officer (Liaison Officer).   
 
The Liaison Officer will contact the park owner to enquire about the park closure, and 
will ascertain what timeframes apply, for example the dates at which termination 
notices take effect. The Liaison Officer will also seek the park owner’s participation in 
the Protocol, and will contact the Residents’ Committee or residents’ representative 
to discuss the closure with them.  The Liaison Officer may also seek further 
information from other parties such as the Local Council, TAAP services, Culturally 
and Lingusitically Diverse or Aboriginal community organisations or other community 
organisations as appropriate. The Liaison Officer will report back to Housing NSW 
within five working days on the following: 
• the number of residents affected by the closure and their dwelling type and 

status 
• the likely nature and extent of the task in relocating those residents who are 

likely to need help in relocating 
• the presence of any community organisations currently assisting residents 
• the willingness of the park owner to cooperate in the closure process 
• the date on which the closure is likely to take effect 
• an initial estimate of time lines for action.   
 
Where it appears after consultation with the relevant agencies and stakeholders that 
the residents’ accommodation and support needs can be met without invoking this 
Protocol, the Liaison Officer will report accordingly.   
 
If the Liaison Officer learns, in the course of making enquiries, that it appears park 
residents were not advised of the proposed change of use of the sites, or that 
residents have been asked to vacate without being given termination notices as 
required under the Residential Parks Act 1998, the Liaison Officer may refer the 
matter to the Office of Fair Trading.  
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3.5 APPLICATION OF THE PROTOCOL 
 
Housing NSW will arrange for the other Protocol partners to be supplied with a copy 
of the Liaison Officer’s report.  A copy of the report will also be tabled at the Park 
Closure Taskforce.  Where the closure is occurring for reasons other than a ‘change 
of use’, the Protocol partners will liaise to discuss the report in order to decide 
whether it is necessary to invoke the Protocol.    
 
On invocation of the Protocol, each Protocol partner will estimate the number of their 
current clients that are living in the residential park who may need help relocating, 
using existing records.  Access to records will only be made in accordance with the 
NSW Privacy and Personal Information Protection Act 1998 and any other applicable 
legislation.  Personal information about affected residents will not be exchanged 
between the agencies in this undertaking. 
 
Following this estimation, each Protocol partner will advise Housing NSW as to 
whether they need to be represented on the Closure Response Team for that 
particular park closure and nominate a senior officer from the relevant region to 
represent that agency in the Closure Response Team within two working days of 
receiving the report (see section 3.6). 
 
The Liaison Officer will have day-to-day management of the closure response.   
 
 
3.6 CLOSURE RESPONSE TEAM 
 
The Closure Response Team will use its best endeavours to convene within three 
working days of its officers being nominated.  At this meeting they will identify which 
members, other government agencies such as the Department of Education and 
Training (if there are school aged children concerned) and non-government partners 
will need to be involved in providing information, advocacy, accommodation and 
support services as required.  The Response Team may decide to establish links with 
local councils and real estate agents if this is appropriate.    
 
The Response Team will, taking into account the report of the Liaison Officer and 
following consultation with residents, relevant NGOs and the park owner, as soon as 
possible develop a Closure Response Plan. The Closure Response Plan for 
delivering the required forms of assistance will include an identification of the 
agencies responsible for specific actions, a timeframe for the closure response and a 
risk management strategy. The Closure Response Plan should ensure that: 
 
• residents have contact information enabling them to organise their own 

relocation and to access assistance, including that of advocacy groups, as and 
when required 

• the housing and/or support needs of all residents who are eligible for assistance 
and require assistance to relocate or access support services are assessed 

• residents are made aware of their rights under relevant legislation 
• residents’ written consent will be sought before assistance is provided, or before 

any sharing of personal information between agencies: personal information 
recorded on the assistance plan will be kept to a minimum to protect individuals’ 
privacy 

• an assistance plan is developed for each resident who requires assistance, 
specifying the form of assistance considered appropriate, the agencies 
responsible, with areas of jurisdiction clarified where a joint agency response is 
required, and specifying the desired outcome and timeframes 
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• other residents not identifying as requiring assistance know how to contact the 
Response Team if they subsequently find that they do require assistance. 

 
The Response Team will advise the Taskforce and the Park Residents’ Committee or 
nominated Residents’ representative on the planned process and progress made. 
This report will not include personal information on individual residents. However it 
can indicate identified potential problems and the steps being taken to resolve or 
avoid those problems.   
 
 
3.7 COMMUNICATION STRATEGY  
 
The Response Team will implement a communication strategy aimed at providing 
general information to residents, the park owner, the park residents’ committee 
where one exists, and other agencies as appropriate, on: 
 

• the assistance that is available to residents 
• contact information for accessing assistance, information and advice from the 

agencies represented in the Closure Response Team 
• interview and application processes.   
 
The Communication Strategy will take into account the needs of people from 
Culturally and Linguistically Diverse Backgrounds, Aboriginal people and those with 
limited literacy skills. Resources will be developed in plain English and may be 
translated into community languages as required.  The Park Closure Liaison Officer 
will coordinate and monitor provision of the information required by this section. 
 
During the closure period the Response Team will communicate regularly with the 
park owner, the park residents and any residents’ groups where relevant.  It will not 
include any personal information regarding individual residents.   
 
 
3.8 RESIDENTS’ NEEDS ASSESSMENT  
 
Members of the Response Team (or their nominees) will interview residents 
requesting assistance to develop an Individual Assistance Plan and to assess the 
most appropriate forms of assistance for which they are eligible and which can 
realistically be provided before the termination notice expires. It may be necessary to 
provide short-term options where suitable accommodation or other assistance is not 
available once the termination notice period has expired.  If a short-term option is 
provided, the Response Team will continue to liaise with the resident until a more 
appropriate option is available.   
 
These interviews will be conducted by the Response Team members (or their 
nominees) as required to assess the needs of the park’s residents: 
 
• Housing NSW officers to determine residents’ accommodation needs 
• DADHC officers where residents include older people and people with a 

disability 
• Area Mental Health Service officers where residents include people requiring 

mental health services 
• Area Health Services officers where frail older residents may require Aged Care 

Assessment Team (ACAT) assessments 
• probation and Parole officers where there are residents who are offenders on 

community based court orders and subsequently under supervision of 
Community Offender Services 
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• Correctional Centre staff (e.g. Welfare Officers) where residents are currently 
incarcerated 

• where the legislation mandates, or where deemed appropriate by DoCS, officers 
will also be involved in the Response Team to assist children, young people and 
their families that are being case managed in the Child Protection Program 

• officers from other agencies, who may be invited into the team if park residents 
are identified as having needs best assessed and met by other agencies such as 
drug and alcohol services or the Department of Education and Training.   

 
In situations with significant numbers of affected residents, Centrelink officers or 
Centrelink contracted workers may join the Response Team where the residents are 
likely to need detailed advice with issues concerning statutory incomes, to assist with 
processing payment entitlement enquiries and other change of circumstances.  
 
Based on a generic pack of resource materials, the Response Team will assemble a 
kit consisting of: 
 
• information on the range of appropriate housing and community services 

available; 
• information on eligibility criteria for these services and products; and 
• a supply of application forms for the housing and community services most likely 

to be required by the residents.   
 

The Response Team will provide those residents requiring help with information on 
the assistance options available, and seek information from residents to assess their 
eligibility and need for a range of housing and community services. Some residents 
will have been given shorter termination notice periods than others and response 
planning should take this into account.     
 
After discussing assistance options with the resident, and having assessed their 
eligibility and needs, interviewers will reach agreement with the resident on the most 
appropriate form(s) of assistance for their circumstances and develop an individual 
assistance plan based on these options.  The interviewers will also offer assistance 
in completing the appropriate application form(s).   
 
The interviewers will seek the residents’ written consent before any sharing of 
personal information, concerning that resident, with other agencies, as provided for in 
the NSW Privacy and Personal Information Protection Act 1998, the Privacy Act 1988 
(Cth) and other relevant legislation.   
 
 
3.9 PROCESSING APPLICATIONS AND OFFERS OF ASSISTANC E 
 
Applications will be sent to the local office of the appropriate agency to be processed 
according to the standard procedure and criteria applied by each agency, taking into 
account all relevant factors including the termination date. Each agency will be 
responsible for coordinating offers of assistance with other agencies, where the 
coordination of services was identified in a resident’s assistance plan. When the 
Response Team becomes aware that a resident has a case coordinator, the team 
will, with the consent of the resident, consult that case coordinator and seek their 
involvement.   
 
After processing applications, offers of assistance will be made to eligible residents. 
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3.10 RESIDENTS HAVING SPECIAL DIFFICULTY RELOCATING  
 
Where a resident is declined the form of assistance for which they applied, or they 
have been found to be eligible for assistance but the assistance is not currently 
available, and the resident is at risk as a result, the Response Team will re-contact 
the resident and develop a further Individual Assistance Plan.   
 
Residents with special housing needs may be offered assistance such as crisis 
accommodation, Temporary Accommodation and other programs as appropriate.   
 
 
3.11 COMPLAINTS 
 
Individuals or groups with a complaint regarding the services of a specific agency 
should utilise the complaints policy of that agency to resolve the issue.  Those who 
have concerns with the overall application of the Protocol should make a written 
complaint to the Park Closure Taskforce through Housing NSW. 
 
 
3.12 REPORTING AND CLOSURE 
 

The Response Team and other relevant stakeholders will meet to discuss the 
implementation of the Protocol once the residents are re-located and the park has 
closed in order to make a final report to Housing NSW.   
 
On receiving the Response Team’s final report and on being satisfied that: 
 
• all residents have been relocated or suitable offers of assistance have been 

made to any remaining residents seeking and eligible for assistance 
• residents entitled to community services have been referred to appropriate 

services where such services are available 
• participating agencies have processes in-train to assist vulnerable residents who 

are entitled to longer-term assistance, but have been placed in temporary 
accommodation or otherwise provided with a short-term solution, while waiting to 
secure an appropriate longer-term solution to their housing and support needs. 

 
Housing NSW will determine that the closure response is completed, and the 
Response Team may disband. After the closure, individual agencies will be 
responsible for any ongoing delivery of services and support to former residents that 
were assisted through the Protocol. 
 
The Response Team report will be forwarded to the Park Closure Taskforce and 
Housing NSW will provide a briefing to the Taskforce on the outcomes of the 
application of the Protocol, unmet need and any recommendations regarding the 
future implementation of the Protocol. 
 
 
 
 



APPENDIX 1 
 

FLOW CHART: ASSISTANCE PROTOCOL  
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STAGES 
 
1  Notification of    
closure   
Housing NSW notified of 
closure  
 
 
 
2  Liaison Officer  
Liaison Officer investigates 
number of people affected, 
likely assistance needs, and 
time of closure 
 
 
 
 
 
3 Closure Response Team  
Protocol partners nominate 
local officers to manage 
closure response 
 
4  Assessment 
Residents interviewed; where 
necessary assisted to apply 
for appropriate assistance 
 
 
 
 
 
 

5  Processing of 
applications  
Local offices process 
applications 
 
 
6 Assistance  
Resident assisted to 
relocate, or other assistance 
given.  Further work with 
some residents may be 
needed.  
 
 
 
 
 
7 Closure 
Response Team reports on  
Closure to Taskforce & 
disbands. 

             

                  PROCESSES 
 

Housing NSW notified 
of closure 

 
 

Housing NSW Divisional  
office (DO) advised; nominates  
Liaison Officer 

 
 

Liaison Officer  provides DO 
& Taskforce with initial 
report on closure 

 
 

Contact officers  nominate  
and brief their  
senior local manager  

 

 
 
 
 

 
 

 
 
 

 
 
 
 
 
 

 
 

 
 
 
   

 
 
 
 
 
 
 
 

 
 

 

 

 

Initial alert from DO to other 
Protocol partner  contact officers  

Housing NSW refers Liaison 
Officer’s initial report to Protocol 
partner contact officers  
 

Housing NSW confers with contact 
officers, to agree on whether to 
invoke Protocol .  If no , process 
ends. If yes : — 

Senior regional managers  
nominate local officers  to 
Closure Response Team  
 

Liaison Officer and nominated 
local officers form Closure 
Response Team  
 

Response Team  interviews 
residents who request 
assistance, seeks agreement 
on their assistance plans. 
Forward applications to local 
office of Protocol partner .  
Applications are for existing 
services, and subject to 
existing eligibility criteria. 
 

Closure Response Team plans 
closure response, may contact 
councils and NGOs. 
 

Local offices  (of Housing 
NSW, Area Health Services, 
DADHC, etc) process 
applications and/or assess 
requests for assistance. 

Resident’s application or 
request for assistance 
declined, or offer of assistance 
is unsuitable 

Offer of assistance made; resident 
accepts offer (links made to case 
coordinators) 
 

Closure Response Team  
contacts resident, discusses 
alternative forms of assistance 
and offers further assistance, 
subject to eligibility 
 

Closure response ends when all 
residents eligible for assistance 
are relocated or have assistance 
in-train.  Report on Closure 
provided to Taskforce. 
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