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Frequently Asked Questions 

NSW HOUSING AND HUMAN SERVICES ACCORD 

1. What are the roles of each Agency under 
the Accord? 

The roles and responsibilities of each Agency participating in an Accord trial or partnership 
should be clearly outlined in the Operating Agreement. A template for the Operating Agreement 
has been developed which includes essential and negotiable terms that need to be included 
each Operating Agreement. 

Housing NSW’s role is the provision of housing assistance. This will be in the context of being a 
social housing landlord working within the framework of existing housing policies and 
procedures applicable to all eligible social housing clients. 

2. Who can become an Accord client? 
Eligible clients can be assisted through an Accord partnership agreement if they fall into one or 
more of the following categories: 
 
• Homeless (or those at risk of homelessness) 

• Frail and/or elderly 

• People with a disability 

• Young people under 20 years without family supports 

• Families with children 

• Very low income (aged pensioners, unemployed, very low waged) 

 
As part of determining eligibility for the Accord, clients need to demonstrate they are ready and 
willing to live independently with or without support.   

3. Who cannot become an Accord client? 
Although the following criteria may exclude some people from being assisted through an Accord 
agreement, their circumstances may change and they could become eligible at a later stage. As 
a general guide, a person cannot become an Accord client if they: 

• Are not eligible for public housing 

• Have support needs too complex for them to be able to live independently with support. For 
example, those requiring inpatient care, or in some cases 24/7 intensive support 

• Have insufficient or no access to support services needed to sustain a tenancy 

• Choose not to sign or accept support through a formal Service Level and Individual Support 
Agreement (this does not exclude them from applying for housing assistance through normal 
process) 

• Are assessed as being at high risk to engage in illegal activities 

Importantly, the Accord may be used for applicants and for existing social housing tenants 
who have support needs and whose tenancies are at risk. 
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4. How are clients referred or nominated? 
Currently, Housing NSW and partner agencies are using the Accord to trial a new service model 
called “Shared Access”. Under this model, partner agencies nominate eligible clients who meet 
the criteria for the project/program and at the same time make a formal commitment to provide 
support. 

These partnerships are known as “Shared Access” or “Accord Partnerships” and are 
formalised through an Operating Agreement and Service Level Agreement (Appendix 1). 

5. How is an Accord client assessed  
for Housing? 

Once a client is nominated to participate in a trial/project, they must also complete and be 
eligible for Priority Housing Assistance and assessed as being in ‘urgent need of housing’ in 
order to be accepted as an Accord client. 

6. What length of tenure applies to  
Accord clients? 

The Housing NSW standard policy (of 2, 5 or 10 year tenancy) applies for Accord clients. 

Where the client has poor tenancy history, (and has been determined as ineligible), Housing 
NSW may agree to a six (6) month fixed term lease where it is agreed that support provided 
through the partnership will assist to sustain a tenancy. This must be approved by a delegated 
senior staff member from Housing NSW. 

In these cases, the length of support outlined in the Service Level Agreement(s) should reflect 
the term of the tenancy. Agreement to extend the support should be negotiated with the support 
provider, subject to a satisfactory tenancy review at the end of the 6 months term. 

7. Can a client nominate where they  
want to live? 

Unless the Operating Agreement has specific geographical boundaries, clients can request a 
particular area to live. However, clients may be asked to demonstrate a locational need when 
they require housing in a high-demand area and this should be negotiated with the Support 
Partner. 

8. Modifications to properties for Accord 
clients with a disability? 

Where a client has specific property modification requirements, relevant documentation such as 
Occupational Therapist’s Report and/or Doctor’s note or Specialist’s recommendation will be 
required. Some properties may not be suitable for major modifications and alternative properties 
will need to be sourced. 
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9. How is the property allocated? 
When a suitable property has been identified Housing NSW will make contact with the 
caseworker outlined in the Service Level Agreement and provide details of the property to 
ensure that the property is suitable for the client (if this has been agreed to in the Operating 
Agreement). 

In the circumstances where it is agreed that the support partner may provide advice on whether 
a property is suitable for offer to the client, it should be outlined in the Agreement. Contact 
should be made prior to offering a property to the client. 

Generally, a property is only kept under offer for two days. If the Support Partner is not 
contactable or there is a delay in responding, Housing NSW may offer the property to the client 
without confirmation from the Partner. 

The client has the right to refuse a property if there are reasonable grounds in relation to their 
specified needs, for example, accessing health services, safety and security issues. 

If the property is rejected with no reasonable grounds, the two offer policy applies. However, it is 
suggested that a meeting be arranged with the client and Housing NSW to confirm the client’s 
specific housing requirements. 

10. Provision of household furnishings for 
the client 

If the Operating Agreement includes provision for the support provider to assist the client furnish 
the property, it is suggested that as a minimum, the Provider should help the client acquire the 
following items: 

• A bed and mattress for each member of the household 

• A refrigerator 

• Table and chairs 

• Linen and towels, cooking utensils, crockery and cutlery 

• Equipment to keep the premises clean 

• Curtains or window coverings for privacy 

The tenant should not move into the property without the essential furnishings listed above. The 
provision of furnishings and the moving in date need to be coordinated between all partners. 

11. Do Accord client case plans replace 
previous individual support/case 
management plans? 

The individual plan needs to be developed by the support partner, and this should be included 
in the roles and responsibilities of the Support Partner in the Operating Agreement. If the 
support provider already has a plan that reflects the needs of the client, it can be left to the 
discretion of both parties whether this can be used instead of developing a new one. 

In some cases the length of the support package may be shorter than the length of tenure. In 
these instances, the Operating and Service Level Agreements should reflect a commitment by 
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the support provider to ensure the client will be referred appropriately to receive ongoing 
assistance if required, after the support agreement ends. 

12. Accepting/Rejecting a property 
Once the client has accepted a property, the following steps should be taken: 

• Ensure the Service Level agreement has been finalised and signed off 

• Confirm that the client has signed the relevant information sharing consent form. This should 
be attached once completed to the Service Level Agreement. 

• Confirm that the individual support/case management plan has been developed and signed 
off by the client 

• Arrange for the client to sign the Residential Tenancy Agreement. An interpreter, support 
partners or advocate may need to attend to ensure the client understands all provisions of the 
Residential Tenancy Agreement 

• Arrange for the completion of a condition report on the property 

13. Signing the Residential Tenancy 
Agreement 

Accord clients moving into public housing sign the standard Housing NSW or Aboriginal 
Housing Office Residential Tenancy Agreement. 

Accord clients should have the requirements of the Tenancy Agreement explained to them 
before they sign it. At the time of sign up the support worker should be present and if required 
an interpreter or advocate should also be arranged to attend signing of the tenancy agreement 
to assist the client. 

If the client has limited capacity to understand the Residential Tenancy Agreement, or if the 
client is under 18 and requires a legal explanation before signing, then an appropriate legal 
advocate should be present as well.  This also applies if the client is under the Public Guardian. 

14. What happens if a client breaches  
their lease? 

Accord clients are subject to the same conditions as all other social housing tenants in regards 
to lease breaches such as rental arrears, failure to maintain the property or repeated complaints 
from neighbours. 

Where an Accord client is in breach of their lease the caseworker and Client Service Officer 
should make every attempt to assist the client to rectify the situation. If the situation remains 
unresolved, Housing NSW is obliged to make an application to the Consumer, Trader and 
Tenancy Tribunal (CTTT) in accordance with standard Housing NSW procedures. 

In the instance where a threatened eviction is likely to have a disproportionately adverse impact 
on a client, all communication with the client should be in close collaboration with the support 
provider. There should be emphasis on dealing sensitively with the client’s complexities and 
ensuring the client has access appropriate advocacy and referral services. 
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15. Do Accord clients have a standard  
lease review? 

Yes, under the new fixed term lease policy, tenants will have a 2, 5, or 10 year lease. In some 
cases an interim lease of six months may be negotiated. 

Service Level Agreements may not reflect the term of the lease. The lease term is awarded 
according to standard operational policies and criteria for leases. Likewise, the lease should be 
reviewed and renewed according to standard operational policies. 

Housing NSW will advise the support provider when the lease review process commenced with 
the consent of the tenant. 

16. What happens if the Client refuses to 
accept support? 

If a client does refuse support, even though support is clearly needed to sustain the tenancy, 
you should arrange a meeting with the Housing key contact to work collaboratively to 
renegotiate the support plan or consider alternative options for support. 

17. How are disputes resolved with other 
Agencies? 

All Operating Agreements include a standard 4 stage dispute resolution process that should be 
referred to in the event of a party having a dispute with another Agency. If an agreement can 
not be reached, escalation through the Senior Officers’ Group may be necessary. 

18. Service Level Agreement Review Date 
and/or End of Agreements 

If the support period is less than the lease term it is critical to record the Service Level 
Agreement review dates which should be at least 3 months from end date of the Agreement. 
Support Provider and Housing NSW should meet to review the agreement and discuss whether 
the client still requires support. In the case where support is no longer required, the support 
provider should implement planned exit strategies outlined in the Operating Agreement.   


