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DEPARTMENT OF COMMUNITIES — HOUSING DIRECT CALL CENTRE 
Statement by Minister for Housing 

MR P.C. TINLEY (Willagee — Minister for Housing) [9.14 am]: I rise to advise the house of the success of 
the Department for Communities’ Housing Direct call centre—the award-winning Housing Direct centre. 
I commend and congratulate the Housing Direct team from within the Department for Communities for the 
excellent service provided to Western Australians seeking housing assistance, advice and the many other services 
provided by this team. This centre is a group of 66 highly dedicated individuals located in the member for 
Mount Lawley’s electorate, who, by virtue of this recognition, comprise an incredible team. The Housing Direct 
call centre, in conjunction with an after-hours maintenance service, operates around the clock every day of the 
year, and acts as the starting point for the management of customer inquiries, maintenance repairs and complaints 
about potential disruptive behaviour. During 2016–17, Housing Direct handled 182 269 inbound calls and 
43 071 online forms. This represents an average of 617 inquiries every day of the year. The success of Housing 
Direct was recently acknowledged collectively and individually through the 2017 state Auscontact awards held 
in August. Housing Direct won the best centre team for WA and had winners in five other categories, including 
people champion, operations champion, workforce management champion, customer experience champion and 
customer contact manager. 

Although I could name many people who have made a great personal contribution to the team, let me inform the 
house of the story of Tracy Thompson. Tracy joined Housing Direct in 2010, and in her time with the former 
Department of Housing and the Department for Communities, has won the WA Auscontact people champion in 
2011, the WA Auscontact people champion in 2012, WA Auscontact champion in 2014 and the WA Auscontact 
customer experience champion in 2015, going on to win the national customer experience champion in the same 
year. Tracy is just one example of the thousands of amazing people who come to work at the Department for 
Communities every day. All state winners will compete on the national stage in Melbourne on Friday, 13 October. 
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