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Homelessness - Emergency Response - Client Support
94842

	Outcome objective: Victorians are safe and secure
Output group: Housing Assistance
Output: Housing Support and Homelessness Assistance


OFFICIAL
1. Service objective
Homelessness - Emergency Response - Client Support aims to achieve long-term housing, employment, education, health and wellbeing outcomes for people who are experiencing  or at risk of homelessness.
2. Description of the service
Client support provides a case management response which can also include::
• Assessment & referral 
• care coordination
• counselling, crisis resolution, 
• personal care, life skills training, training and employment opportunities
• information and advocacy  
• assistance with accessing appropriate housing 

Case workers also provide direct support, which typically includes assistance to meet the goals and outcomes identified in a person’s case plan.  Support can be provided, irrespective of a person’s existing living arrangement for example in rooming houses, transitional housing, squats and informal arrangements. 
The From Homelessness to a Home (H2H) program commenced in 2021 to provide stable medium- and long-term housing and support packages to people experiencing homelessness who are residing in emergency accommodation due to the coronavirus (COVID-19) pandemic prior to 6 December 2020. 


The Homes for Families (H4F) program was subsequently introduced in November 2021 to support eligible Families remaining in emergency accommodation due to the coronavirus (COVID-19) pandemic. H4F will provide access to stable medium- and long-term housing and support packages and promote the safety, health and wellbeing of the whole family. H4F is an integrated model, with the guidelines developed for both Housing and Family Service providers.
3. Client group
•   Client facing. The client group this activity is targeted at is people who are experiencing  or at risk of homelessness.
4. Obligations specific to this activity
In addition to the obligations listed in the Service Agreement, organisations funded to deliver this activity must comply with the following:
4a. Registration and Accreditation
· Independent review and accreditation against the department’s Human Services Standards, unless exempted. 
4b. Program requirements and other policy guidelines
· Specialist Homelessness Services Collection Resources (SHSC)
<https://www.aihw.gov.au/about-our-data/our-data-collections/specialist-homelessness-services-collection>
· Homelessness Services Guidelines and Conditions of Funding May 2014
<https://fac.dffh.vic.gov.au/homelessness-services-guidelines-and-conditions-funding>
· Victoria’s Homelessness and Rough Sleeping Action Plan (January 2018)
<https://www.dffh.vic.gov.au/publications/victorias-homelessness-and-rough-sleeping-action-plan>
· Further information on the Victorian Housing Register
<https://fac.dhhs.vic.gov.au/victorian-housing-register>
· From Homelessness to a Home (H2H) program guidelines - DHHS Service Providers (dffh.vic.gov.au)
<https://providers.dffh.vic.gov.au/homelessness>
· Homes For Families (H4F) program guidelines - DHHS Service Providers (dffh.vic.gov.au)
<https://providers.dffh.vic.gov.au/homelessness>
· Mana-na woorn-tyeen maar-takoort- Every Aboriginal Person has a home
<https://vahhf.org.au/wp-content/uploads/2023/09/victorian-aboriginal-housing-and-homelessness-framework_complete_26_02_20-2.pdf>
· Blueprint for an Aboriginal-Specific Homelessness System in Victoria
<https://vahhf.org.au/wp-content/uploads/2023/09/Blueprint.pdf>
· Aboriginal Homelessness: An Aboriginal Cultural Safety Framework for the Specialist Homelessness Sector
<https://chp.org.au/wp-content/uploads/2022/04/Aboriginal-Homelessness-An-Aboriginal-Cultural-Safety-Framework-for-the-Specialist-Homelessness-Sector-4th-draft-with-hi-res-pic-attribution.pdf>
· Homeless with Support Operational Guidelines
<https://fac.dffh.vic.gov.au/sites/default/files/2020-07/11_VHR_Homeless_with_Support_operational_guideline%20June%202020.docx>

5. Performance
Funding is subject to achieving the performance targets specified in Schedule 2 of the Service Agreement. 
Performance is measured as follows: 
Key performance measure 1: Number of clients supported - H4F
	Aim/objective
	The aim of this performance measure is to monitor the number of families supported, to address and prevent homelessness in the H4F program.

	Target
	The performance measure target (households) is provided in the Service Agreement.

	Type of count
	 Non-cumulative

	Counting rule
	Count each family that has an open support period during the reporting period, both new clients and those who were already receiving support in previous reporting periods.  
A family is in receipt of a homelessness service and counted in this measure if they are receiving a direct service from an SHS organisation and have an open support period with a homelessness service funded under this activity.

	Data source(s) collection
	· H4F funding reconciliation
· H4F client data report

	Definition of terms
	For the purposes of this program, a family is a household with dependent children. Family is primarily defined by the client family. 
A household is a unit of measure comprised of one or more individual clients residing in the same accommodation, who receives a direct service from an SHS organisation. 
A family is counted on the day the client first receives a service from an SHS organisation. 
A support period ends when: 
• the relationship with the family and the SHS organisation ends 
• the family has received the maximum support the SHS organisation can offer 
• a family has not received any service from the SHS organisation for a whole calendar month and there is no ongoing relationship. 
In Victoria, a service comprises episodes of support that are defined in line with the SHSC data collection definition of a support period. 
Detailed information is contained in the Specialist homelessness services collection manual.


Key performance measure 2: Number of clients supported - H2H
	Aim/objective
	The aim of this performance measure is to monitor the number of clients (identified as both individuals and households) supported, to address and prevent homelessness in the H2H program.

	Target
	The performance measure target (clients) is provided in the Service Agreement.

	Type of count
	 Non-cumulative

	Counting rule
	Count each individual that has an open support period during the reporting period, both new clients and those who were already receiving support in previous reporting periods.   
A client is in receipt of a homelessness service and counted in this measure if they are receiving a direct service from an SHS organisation and have an open support period with a homelessness service funded under this activity.

	Data source(s) collection
	· Homelessness Data Collection (HDC)
· H2H funding reconciliation
· H2H client data report

	Definition of terms
	An individual client is a person who receives a direct service from an SHS organisation. Accompanying children who receive direct services are an individual client.  
A client is counted on the day the client first receives a service from an SHS organisation. 
A support period ends when: 
• the relationship with the client and the SHS organisation ends 
• the client has received the maximum support and the SHS organisation can offer 
• a client has not received any service from the SHS organisation for a whole calendar month and there is no ongoing relationship. 
In Victoria, a service comprises episodes of support which are defined in line with the SHSC data collection definition of a support period. 
Detailed information is contained in the Specialist homelessness services collection manual.


Performance measure 3: Proportion of services provided or referred - H2H
	Aim/objective
	The aim of this performance measure is to monitor the access/ referral to services based on client’s needs. It is applicable for funded programs which have a specialised intervention component for H2H.

	Target
	70 per cent

	Type of count
	 Non-cumulative

	Counting rule
	At the end of each program monitoring period, calculate the proportion of services which have been provided and/or referred, based on the total services needs identified for all clients. 
The proportion is calculated for clients with an open support period, based on the total of services provided and/or referred in relation to the total of services needed across the Specialist Homelessness Services Collection category ‘Specialised services’. 
Clients with a closed support period should not be counted.

	Data source(s) collection
	· Homelessness Data Collection (HDC)

	Definition of terms
	When client seeks assistance from a SHS organisation, the organisation assesses which services the client needs.  
An organisation may then provide the client with this service or may refer the client to another organisation. On some occasions, a client may need a service but may not be either provided with the service or referred to another organisation. 
Specialised services include child protection services, parenting skills education, child-specific counselling services; psychological services; psychiatric services; mental health services; pregnancy assistance; family planning assistance; physical disability services; intellectual disability services; health/ medical services; professional legal services; financial advice and counselling; counselling for problem gambling; drug/ alcohol counselling; specialist counselling services; interpreter services; assistance with immigration services; culturally-specific services; assistance to connect culturally; and other specialist services. 
Detailed information is contained in the Specialist homelessness services collection manual.


Performance measure 4: Proportion of clients with an open support period - H2H
	Aim/objective
	The aim of this performance measure is to monitor the proportion of clients receiving a support package who remain in accommodation or housing in the H2H program.

	Target
	90 per cent

	Type of count
	 Non-cumulative

	Counting rule
	At the end of the reporting period, calculate the proportion of clients with an open support period that are in accommodation or housing. 
The proportion is calculated as the number of clients who are living in accommodation or housing when undertaking reporting for the reporting period, divided by the total number of clients receiving a support service as per Key Performance Measure 1 for this activity. 
Clients with a closed support period should not be counted.

	Data source(s) collection
	· Homelessness Data Collection (HDC)

	Definition of terms
	Accommodation can be Crisis/ Emergency/ Temporary accommodation – short-term in nature and includes support from homelessness and specialist services. The client may stay in this type of accommodation while waiting for stable and suitable housing. 
Housing is: 
• Stable and suitable housing – long-term in nature and includes support from appropriate homelessness and specialist services, based on the client’s needs. It includes housing types such as private rental and public and social housing. 
• Independent housing – long-term in nature and does not include support (onsite or outreach) from homelessness services. It includes housing types such as private rental and public and social housing. 
Disengagement from services – a client who withdraws or rejects contact with services for consecutive 4 weeks.


6. Data collection
The reporting requirements for this service are: 
	Data collection name
	Data system 
	Data set 
	Reporting cycle

	Homelessness Data Collection (HDC)
	Manual Data Collection 
	Specialist homelessness services collection (SHSC) provided to the Dept Families, Fairness & Housing 
	Monthly

	H2H funding reconciliation
	Manual Data Collection 
	H2H Funding Reconciliation Report Template 
	Half-yearly

	H2H client data report
	Manual Data Collection 
	H2H client data report 
	As Required

	H4F funding reconciliation
	Manual Data Collection 
	H4F Funding Reconciliation Report Template 
	Half-yearly

	H4F client data report
	Manual Data Collection 
	H4F client data report 
	As Required



	To receive this publication in an accessible format, email Monitoring Framework Helpdesk <monitoringframework.helpdesk@dffh.vic.gov.au>
Authorised and published by the Victorian Government, 1 Treasury Place, Melbourne.
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In this document, ‘Aboriginal’ refers to both Aboriginal and Torres Strait Islander people. ‘Indigenous’ or ‘Koori/Koorie' is retained when part of the title of a report, program or quotation.
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