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1. [bookmark: _Toc214358197]Overview 
As a housing provider, Homes Victoria has responsibilities under the Family Violence Protection Act 2008 and the Multi-Agency Risk Assessment and Management (MARAM) framework to safeguard the safety and well-being of clients and renters. The MARAM framework, introduced in 2018 as part of amendments to the Family Violence Protection Act 2008, mandates a collaborative approach to addressing family violence across sectors.
To foster an integrated approach to family violence, this guideline supports Homes Victoria's role in contributing to a coordinated, multi-agency approach and provides staff with practical guidance on identifying and addressing family violence risk as part of their everyday interactions with clients.
1.1. [bookmark: _Toc214358198]Family violence
The Family Violence Protection Act 2008 defines family violence as behaviours directed toward a family member that include:
Physical or sexual abuse: Any form of physical harm or sexual assault.
Emotional or psychological abuse: Actions that undermine an individual’s emotional wellbeing.
Economic abuse: Controlling a family member's access to financial resources.
Threatening or coercive behaviour: Actions that instil fear or exert control over a family member.
Control or domination: Any behaviour that results in a family member feeling fearful for their safety or wellbeing.
Family violence can manifest in various contexts, including:
between partners
young people harming their parents’ siblings, or other relatives
adult children abusing elderly parents
caregivers inflicting harm on those in their care
children as victims, either directly or by witnessing violence.
Different groups, including Aboriginal communities, older adults, and LGBTIQ individuals, may define and experience family violence differently. An intersectional approach recognises that these groups often face multiple forms of discrimination, influencing how they experience and respond to family violence, as well as their unique support needs.
1.2. [bookmark: _Toc214358199]Victoria’s family violence reform
The 2016 Royal Commission into Family Violence provided a comprehensive blueprint for reform, issuing 227 recommendations that the Victorian Government committed to implementing fully. This led to unprecedented investment and the establishment of a coordinated, whole-of-government approach to family violence prevention and response.
Victoria’s reforms are articulated through a series of Rolling Action Plans (RAPs), each building on the previous plan to create a comprehensive and evolving strategy that addresses all facets of the family violence system. These plans ensure continuous improvement and responsiveness to emerging challenges. Central to this reform architecture are the Family Violence Outcomes Framework (FVOF) and the MARAM framework, which provide the tools and structures to measure progress, guide risk assessment and management, and promote integrated multi-agency collaboration.
Table 1: Ending Family Violence - Victoria’s 10-year Plan for Change
	Plan/Framework 
	Period 
	Purpose 
	Key focus areas
	Status

	Ending Family Violence - Victoria’s 10-year Plan for Change https://www.vic.gov.au/ending-family-violence-victorias-10-year-plan-change 
	2016 - 2026 
	Long-term vision to end family violence in Victoria. 
	Establishing foundational reforms, including: 
legislative changes and 
system wide shifts. 
	Ongoing 

	Family Violence Reform Rolling Action Plan 2017-2020 https://www.vic.gov.au/family-violence-rolling-action-plan-2017-2020
	2017 - 2020 
	Initial phase focusing on implementing early reforms and establishing new agencies. 
	Establishment of: 
Respect Victoria 
Family Safety Victoria 
Early intervention strategies and 
System integration. 
	Completed 

	Family Violence Reform Rolling Action Plan 2020-2023 https://www.vic.gov.au/family-violence-reform-rolling-action-plan-2020-2023 
	2020 - 2023 
	Second phase emphasising system integration and sustainability. 
	Embedding MARAM framework 
Enhancing information sharing 
Expanding perpetrator accountability programs 
Improving workforce capability. 
	Completed 

	Family Violence Reform Rolling Action Plan 2023-2026 
	2023 - 2026  
	Third phase focusing on workforce reform and sustaining systemic change. 
	Developing the family violence workforce 
Implementing evidence-based practices 
Ensuring long-term sustainability of reforms. 
	In development 

	Family Violence Outcomes Framework https://www.vic.gov.au/family-violence-outcomes-framework
	Ongoing 
	Provides a structured approach to measure and monitor reform progress. 
	Four domains: 
Prevention 
Victim survivors 
Perpetrators 
System integration. 
Includes indicators and measures to assess outcomes. 
	Ongoing 

	MARAM Framework https://www.vic.gov.au/family-violence-multi-agency-risk-assessment-and-management
	Ongoing 
	Standardises risk assessment and management across agencies. 
	Establishing common risk assessment tools 
Promoting information sharing 
Ensuring consistent practices across services. 
	Ongoing 


For more information and updates on Victoria’s ongoing efforts to end family violence, visit Engage Victoria’s https://engage.vic.gov.au/end-family-violence


2. [bookmark: _Toc214358200]Responsibilities under MARAM 
The MARAM framework establishes clear roles and responsibilities for organisations, including the Department of Families, Fairness and Housing (DFFH) and Homes Victoria, in implementing effective risk assessment and management practices to increase the safety and well-being of Victorians.  
DFFH housing staff (staff), in their role managing Homes Victoria properties and interacting with clients, are designated as Information Sharing Entities (ISEs) under the MARAM framework. This designation is important for MARAM implementation, enabling them to identify, assess, and manage family violence risks as part of a coordinated, multi-agency response.  
In alignment with MARAM responsibilities and the MARAM Enabling Practice Change Strategy 2021, staff are expected to adopt specific behaviours that support effective family violence intervention. These behaviours prioritise adherence to the responsibilities outlined in the MARAM Framework and foster a coordinated approach across diverse roles within the housing sector. Each role contributes significantly to ensuring victim survivors receive timely, sensitive, and appropriate support.  
Key MARAM responsibilities for housing staff include:
Responsibility 1: Respectful, Sensitive, and Safe Engagement — Engage respectfully, prioritising safety and cultural responsiveness. 
Responsibility 2: Identification of Family Violence Risk — Identify and assess family violence risk using appropriate tools and training. 
Responsibility 5: Secondary Consultation and Referral — Seek specialist advice and support referrals for complex cases. 
Responsibility 6: Contribute to Information Sharing — Share information ethically, legally, and securely with authorised agencies. 
Responsibility 9: Contribute to Coordinated Risk Management — Participate in multi-agency collaboration to manage risks. 
Responsibility 10: Collaborate for Ongoing Risk Assessment — Work with others to continually assess and manage risks. 
The responsibilities and expected behaviours of staff, categorised by role, are as follows: 
Table 2: MARAM responsibilities and expected behaviours for housing staff in family violence intervention 
	Responsibility  
	Role
	Expected behaviours

	Responsibility 1 - Respectful, sensitive, and safe engagement 
	• All housing roles
	Communicate respectfully and non-judgmentally to create a supportive and confidential environment. 
Engage with clients sensitively, prioritising their safety and respecting their cultural background. 
Use accredited interpreters not family or friends to ensure accurate and confidential communication. 
See Working with interpreters | vic.gov.au https://www.vic.gov.au/guidelines-using-interpreting-services/working-interpreters for more information. 
Safely engage with adults using family violence (AUFVs) to avoid collusion and not reinforce coercive behaviours by: 
ensuring victim survivors are not questioned in the presence of the AUFV, alleged AUFV, or young people who may be using family violence. 
reviewing HiiP for relevant client alerts and risk information before any engagement with the AUFV. 
Acknowledge and affirm clients’ feelings to build trust and create a safe space. Provide clear information and support to help clients make informed decisions about their safety and wellbeing. 
Call 000 in emergencies.

	Responsibility 2 - Identification of family violence risk 
	All housing roles 
	Complete mandatory MARAM training to confidently: 
identify coercive behaviours and observable signs of trauma. 
use MARAM tools to guide family violence screening questions. 
record observations and identify risk factors using screening tools. 
Assess trauma and risk factors based on: 
client disclosures, information from support providers or third parties. 
historic file notes and evidence within HiiP. 
When risk factors are identified, determine a safe and appropriate response by: 
discussing referral options and obtaining consent, where safe, from the victim-survivor or AUFV. 
documenting the identification and response within HiiP. 

	Responsibility 2 - Identification of family violence risk
	Senior Housing Services Officer and above 
	Engage, seek and share information under appropriate delegation through: 
Family Violence Information Sharing Scheme (FVISS) 
Child Information Sharing Scheme (CISS) 

	Responsibility 5 - Secondary consultation and referral
	Housing Services Officer
	Seek secondary consultations with local specialist family violence services to seek guidance on complex cases, improve understanding of risks, and develop appropriate referral options for clients. 
Request formal supervision with line managers when family violence risk is identified to: 
support further action, including risk assessment, secondary consultation, referrals, and escalation. 
manage self-awareness, health, wellbeing, and occupational risks. 
document all agreed actions in HiiP, applying secure caveats if necessary.

	Responsibility 5 - Secondary consultation and referral
	Senior Housing Services Officer and above
	Engage, seek and share information under appropriate delegation through: 
FVISS 
CISS

	Responsibility 6 - Contribute to information sharing with other services
	Housing Services Officers
	Recognise when information sharing under FVISS and CISS is necessary to support clients and inform decision-making and escalate to senior staff for authorised sharing. 
Adhere to established record keeping processes to ensure accurate and appropriate documentation of risk related information within HiiP.

	Responsibility 6 - Contribute to information sharing with other services
	Senior Housing Services Officer and above 
	Share information ethically and collaboratively with other agencies, only with organisations prescribed as Information Sharing Entities under the Scheme regulations, ensuring all requests and disclosures occur within the authorised framework. 
Comply with relevant legislation including the Family Violence Protection Act 2008, Privacy and Data Protection Act 2014, and Health Records Act 2001 to protect client confidentiality and prevent unlawful disclosures. 
Clearly distinguish between victim survivors and adults using family violence when sharing information, ensuring the identity of perpetrators is accurately established and differentiated to avoid confusion and enhance safety. 
Apply appropriate record keeping practices, including the use of security caveats where required, to accurately document risk related information within HiiP. 
Conduct formal supervision with staff regarding family violence risk. 

	Responsibility 9 - Contribute to coordinated risk management 
	All housing roles
	Actively participate in coordinated risk management efforts among various stakeholders.

	Responsibility 9 - Contribute to coordinated risk management 
	Senior Housing Services Officer and above
	Actively participate in coordinated risk management efforts among various stakeholders.

	Responsibility 9 - Contribute to coordinated risk management 
	Team Managers 
Client Support and Housing Service Managers
	Meet regularly with local support services to facilitate collaboration and coordination on multi-disciplinary and multi-agency approaches, including information sharing, action planning, and referrals.

	Responsibility 10 - Collaborate for ongoing risk assessment and risk management
	All housing roles
	Collaborate with other professionals for ongoing assessment and management of risks related to family violence. 
Monitor and re-evaluate changes in individual client risk levels through: 
observation of the client 
direct contact with the client 
communication from service providers 
information from the neighbourhood or community.

	Responsibility 10 - Collaborate for ongoing risk assessment and risk management
	Team Managers 
Client Support and Housing Service Managers
	Monitor and re-evaluate risk levels within place-based settings by: 
Reviewing the number of referrals within the area 
Reviewing the number of client alerts related to Intervention Orders (IVOs) within the area 
Reviewing other relevant data indicators, such as Victorian Housing Register applications related to family violence and OurSafety Reports. 
Use collected data to inform: 
local safety plans for clients and employees 
wellbeing and occupational safety strategies 
reporting to key stakeholders to support ongoing risk management and response coordination.

	Responsibilities 1, 2, 5, 6, 9 and 10
	Team Managers and above
	Ensure staff are well trained and supported to engage sensitively with clients, prioritising safety and cultural responsiveness. 
Equip staff to confidently respond to emergencies, including promptly calling 000 when necessary, and provide ongoing support during critical incidents. 
Regularly review and reflect on staff practice to uphold high standards in: 
Respectful and safe client engagement 
Accurate risk identification 
Effective and appropriate information sharing 
Coordinated risk management 
Ongoing collaboration with relevant services 
Identify and address any gaps or challenges in practice promptly to maintain quality and safety.


For more detailed information on these responsibilities, staff can refer to: 
The Family Violence and working with other services (internal link) SharePoint page https://dhhsvicgovau.sharepoint.com/sites/Publichousingresources/SitePages/Working-with-other-services.aspx
MARAM practice guides and resources page https://www.vic.gov.au/maram-practice-guides-and-resources 
Foundation knowledge guide https://www.vic.gov.au/maram-practice-guides-foundation-knowledge-guide 
Guidance for professionals working with adults using family violence https://www.vic.gov.au/maram-practice-guides-professionals-working-adults-using-family-violence 


3. [bookmark: _Toc214358201]Information sharing  
Information sharing is an important component of family violence risk management, enabling various agencies to collaborate effectively in safeguarding victim-survivors and holding adults who use violence accountable. 
In Victoria, the Family Violence Information Sharing Scheme (FVISS) and the Child Information Sharing Scheme (CISS) enable collaboration between prescribed organisations through the following entities: 
Information Sharing Entities (ISEs): These organisations identify family violence risks and share relevant information with other prescribed organisations to support the assessment and management of those risks. 
Risk Assessment Entities (RAEs): These organisations are designated to directly evaluate and manage family violence risks. 
The FVISS authorises ISEs to exchange information specifically for the purpose of assessing and protecting against family violence risks. Similarly, the CISS allows ISEs to share information aimed at promoting the safety and well-being of children. This includes the exchange of pertinent risk information among prescribed agencies, such as: 
[bookmark: _Hlk211002538]Table 3: Examples of ISEs
	Information Sharing Entities 
	Risk Assessment Entities

	Housing Services 
Children’s Court and Magistrates’ Court  
Corrections Victoria 
General Practitioners 
Victorian Schools 
Health Services 
Mental Health Services 
Victoria Police 
	Specialist Family Violence Services 
Child Protection Services 
Child FIRST Services 
Victims Support Agency and Victim Assistance 
The Orange Door 
Victoria Police 
Risk Assessment and Management Panel (RAMP) 


[bookmark: _GoBack]Under these schemes, senior staff, such as Senior Housing Services Officers and above, can share information either voluntarily or upon request with other ISEs to inform decisions regarding housing applications, client safety, or tenancy sustainability.  
For more detailed information, visit the following resources: 
Family Violence Information Sharing Scheme https://www.vic.gov.au/family-violence-information-sharing-scheme 
Child Information Sharing Scheme https://www.vic.gov.au/child-information-sharing-scheme 
Information Sharing Entity List https://www.vic.gov.au/information-sharing-entity-list 
DFFH’s external Information Sharing page https://providers.dffh.vic.gov.au/information-sharing 
DFFH’s internal Family Violence and working with other services (internal link) SharePoint page https://dhhsvicgovau.sharepoint.com/sites/Publichousingresources/SitePages/Working-with-other-services.aspx 
DFFH’s Privacy Policy https://www.dffh.vic.gov.au/publications/privacy-policy
Information Sharing, Privacy and Record Management Operational Guidelines https://providers.dffh.vic.gov.au/public-housing-policy-and-practice-manuals
3.1. [bookmark: _Toc214358202]5.1 Information protection, privacy and documentation requirements 
Recording all interactions, risk assessments, actions, and information shared under FISS and CISS in Housing’s Integrated Information Program (HiiP) is a mandatory legislative requirement. Secure and accurate handling of this sensitive information is essential to protect victim survivors’ privacy and aligns with MARAM responsibilities 1 and 2.   
For more information, staff can refer to the Information Sharing, Privacy, and Record Management Operational Guidelines available on the DFFH provider’s site. 


4. [bookmark: _Toc214358203]Occupational Health and Safety 
Staff involved in managing family violence risks often face unique challenges that can impact their wellbeing. To support their safety and wellbeing and to minimise exposure to hazards, staff must implement appropriate precautions. Effective strategies to support staff include: 
Mandatory reporting: Complete an incident report via the OurSafety Incident Reporting and Investigation (internal link) Sharepoint page https://dhhsvicgovau.sharepoint.com/sites/StaffHSW-DFFH/SitePages/OurSafety-Incident-Reporting-&-Investigation.aspx. 
OurSafety is the department's online system for reporting work-related health and safety incidents (including injuries and near misses) and hazards 
Debriefing: Engage in prompt formal or informal debriefing sessions with colleagues, Team Managers, or external providers.  
Reflective practice: Participate in reflective practice by assessing personal experiences and responses.  
Formal supervision: Schedule regular meetings to discuss practices and any emotional impacts related to clients affected by family violence. 
Team meetings: Create opportunities for team discussions where staff can share experiences, address challenges, and collaboratively develop strategies for managing family violence cases. 
Training opportunities: Ensure staff complete all mandatory and compliance essentials training within required timeframes. Actively promote current learning offerings for training in topics such as MARAM, Planning for your Safety, vicarious trauma and information sharing. 
Staff have access to various phone support services designed to provide assistance and resources for managing personal and work-related challenges, including those related to family violence. These services include: 
DFFH Family Violence Contact Network (internal link) https://dhhsvicgovau.sharepoint.com/sites/GIAdepository/SitePages/DFFH-Family-Violence-Contact-Officer-Network.aspx 
Family and Domestic Violence Helpline https://www.vic.gov.au/family-violence-statewide-support-services 
Employee Wellbeing and Support Program (internal link) https://dhhsvicgovau.sharepoint.com/sites/StaffHSW-DFFH/SitePages/Employee-Wellbeing-and-Support-Program-EAP.aspx 


5. [bookmark: _Toc214358204]Identification of family violence risk  
Recognising and identifying family violence risks is important for providing timely and effective support. Staff should remain vigilant in: 
observing behaviours 
family violence indicators
situations that may signal a client is experiencing family violence.  
These risk conditions can manifest across various service areas, including: 
tenancy and property management
housing assistance and advice functions. 
Early identification of risks during routine interactions enables staff to respond and connect individuals with local supports. 
The following table outlines examples of key behavioural indicators and situations that may suggest a client is experiencing or at risk of family violence. 
Note: For the purposes of this guidance, ‘client’ may refer to the renter, a household member, child, or young person. 
Table 4: Identifying family violence risk by housing function  
	Housing function 
	Activity  
	Behaviours 
	Indicators/Situations 

	All 
	General enquiries 
	Physical, psychological, emotional, social or financial signs of trauma 
	Observations made by staff. 
Client disclosures. 
Visible physical injuries. 
Fear, distrust or withdrawn and overly compliant behaviour. 
Concerns about child safety and wellbeing.  

	Victorian Housing Register 
	Application updates 
	Physical, psychological, emotional, social or financial signs of trauma
	Observations made by staff. 
Client disclosures. 
Visible physical injuries. 
Fear, distrust or withdrawn and overly compliant behaviour. 
Concerns about child safety and wellbeing.  

	Victorian Housing Register 
	New or existing application updates 
	Urgent or crisis-driven housing requests 
	Expression of immediate housing needs. 

	Property maintenance 
	Repair requests and managing Maintenance Claims Against Renters 
	Property damage 
	Damage reports from various sources, including clients, maintenance contractors and neighbours. 
Damage consistent with violent outbursts. 
Neglect in reporting maintenance repairs. 
Investigation into property damage to determine whether a Maintenance Claim Against Renter should apply. 

	Tenancy management  
	General 
	Frequent lock change requests 
	Frequent lock change requests without clear reason. 
Client reports being locked in or out of their property. 
Signs of fear and anxiety. 

	Tenancy management  
	General 
	Signs of isolation 
	Client interactions and disclosures. 

	Tenancy management  
	General 
	Postal address changes 
	Frequent postal address changes without clear reason. 

	Tenancy management  
	General 
	Inconsistent or withheld information 
	Submission of incomplete or vague information. 
Expression of difficulty in obtaining necessary information to process requests, such as applications for rental rebates, income verification and household verification. 

	Tenancy management  
	Periodic or event driven home visits 
	Unusual behaviour during visits 
	Observations made by staff or maintenance contractors. 
Signs of fear or anxiety. 
Presence of a monitoring individual, for example someone who: 
consistently answers questions on behalf of a client. 
appears overly controlling or dominating during conversations, such as interrupting the client, dismissing their opinions, or dictating their responses. 
restricts the client’s ability to communicate freely, such as by standing too close, whispering answers, or otherwise influencing their responses. 

	Tenancy management  
	Periodic or event driven home visits 
	Hoarding 
	Observations made by staff or maintenance contractors. 
Client disclosures. 
Barricading doors with items as a means of creating a perceived barrier for safety. 
Signs of fear or anxiety. 
Reluctance to discuss living conditions. 

	Tenancy management  
	Disputes 
	Noise complaints  
	Repeated neighbour reports of loud arguments or disturbances.  
Clients’ response to noise reports, for example, the client may: 
acknowledge the reports but offer explanations or justifications. 
deny or downplay reports. 
be reluctant to discuss the reports. 
show signs of fear and anxiety. 

	Tenancy management  
	Rent arrears 
	Inconsistent rent payments  
	Unusual escalation of rent arrears or disengagement. 
Reports of financial difficulties or controlling behaviour by another household member. 

	Tenancy management  
	Rent assessments and rental rebate audits 
	Rental rebate changes 
	Frequent changes in household composition. 
Reports of undeclared household members. 
A pattern of adding and removing the same adult. 

	Tenancy management  
	Temporary absence 
	Temporary absence due to safety concerns 
	Reports of temporary absence due to threats of or actual physical violence. 

	Tenancy management  
	Transfer of tenancy 
	Unauthorised transfer of tenancy requests 
	Transfer of tenancy requests without the client’s awareness or consent. 


For more information on evidence-based risk factors, staff can access resources on MARAM's Observable Signs of Trauma https://www.vic.gov.au/maram-practice-guides-and-resources/responsibility-2.  
5.1. [bookmark: _Toc214358205]Family violence screening tools 
Family violence screening tools are designed to facilitate sensitive conversations when a client discloses family violence or exhibits risk factors and signs of trauma that suggest its occurrence. 
Screening involves asking questions defined in a ‘tool’ to enable a person to disclose whether they are experiencing family violence. However, before utilising screening tools, staff should complete the mandatory MARAM training for housing. This training provides staff with the essential skills to effectively use risk identification tools. For more information, contact housinganddisabilitylearning@dffh.vic.gov.au.  
Key tools include: 
Observable signs of trauma that may indicate family violence 
https://www.vic.gov.au/maram-practice-guides-and-resources/responsibility-2
Screening and Identification Tools (internal link) https://dhhsvicgovau.sharepoint.com/sites/Publichousingresources/SitePages/Working-with-other-services.aspx
Guidance for professionals working with adults using family violence https://www.vic.gov.au/maram-practice-guides-professionals-working-adults-using-family-violence 
For more information, staff can refer to MARAM’s Victim Survivor Practice Guides, Responsibility 2: Identification of family violence risk https://www.vic.gov.au/maram-practice-guides-and-resources/responsibility-2 
Under the Family Violence Protection Act – Instrument of Delegation, Senior Housing Services Officers and above are authorised to proactively share these tools with relevant information sharing entities, where permitted by information sharing legislation. 


6. [bookmark: _Toc214358206]Response actions 
When family violence risk is suspected or confirmed through observations and client interactions, staff must prioritise the safety and well-being of those involved by taking timely and effective response actions. These response actions will vary based on: 
individual circumstances 
preferences 
level of risk 
type of violence
any child-related factors. 
At all stages of response, consent is generally required for referrals to specialised family violence services, except in situations where there is an immediate risk to safety or when mandated by law (e.g., child protection concerns). Other key considerations across all situations and response actions include: 
Collaboration: Work with senior staff ie Senior Housing Services Officers and above, other agencies and services to facilitate a coordinated response and comprehensive support. 
Cultural appropriateness: Tailor referrals and support to the individual's cultural background and specific needs. This includes engaging translation services when required to ensure effective communication and support for clients from culturally and linguistically diverse backgrounds. 
Table 5: Response actions - responding to family violence risk 
	Situation 
	Response action 
	Considerations 
	Response timeframe 

	Risk of physical harm  
	Identify and categorise risk 
	Identify risk: Utilise screening tools to categorise the risk as ‘at risk’, ‘elevated risk’, or ‘serious risk’ based on factors such as previous violence, threats, and breaches of court orders.  
Type of violence: Consider whether the violence is physical, emotional, financial, or involves coercion and control. 
Balancing client preferences with safety obligations: Determine if the client has the capacity to make informed decisions about their safety. If they are under duress or lack capacity, prioritise their safety over their expressed preferences. 
Immediate safety concerns: If there is an immediate threat, contact emergency services (000) immediately. 
	Immediately 

	Children are involved  
	Identify risk factors and engage in information sharing 
	Child risk indicators: Identify exposure to violence, neglect or injuries. 
Immediate safety concerns: If a child is in danger, contact emergency services (000) and report to Child Protection immediately. 
Engage in information sharing: Use appropriate information sharing pathways or protocols, which may include FVISS or CISS, to share relevant information with authorised agencies. 
	Immediately 

	Individual seeking support 
	Provide information, support and refer to specialised services 
	Consent and referral: Obtain consent for referrals to specialised family violence services. 
Service appropriateness: Ensure that referrals are culturally appropriate and meet the individual’s specific needs. 
	Within 24 to 48 hours 

	Interim safety planning 
	Explore home safety modifications 
	Basic safety planning: Collaborate with the victim survivor to identify and implement necessary safety modifications (e.g., lock changes, security upgrades)  
Collaboration: Respond promptly to safety assessment requests from family violence support workers or victim survivors to implement safety measures.  Proactively share risk relevant information with relevant ISE’s. 
	Within 1 – 14 working days 

	Ongoing support needs 
	Follow-up 
	Reassessment: Schedule regular follow-ups to reassess the individual’s situation and adjust support accordingly. 
Record keeping: Maintain accurate records of all interactions and assessments. 
	As required 

	Ongoing support needs
	Maintain accurate records 
	Data security: Ensure that records are secure and confidential. 
Comprehensive documentation: Document all family violence disclosures, risk identification, information sharing and safety planning thoroughly. 
	As required 


6.1. [bookmark: _Toc214358207]Safety planning 
Following the identification and confirmation of family violence risk, safety planning is an important step in supporting victim-survivors. Safety planning involves developing strategies to minimise risk and ensure the immediate and ongoing safety of those affected. Trained staff may support a victim-survivor in developing an interim safety plan. However, before implementation, clients should be advised that the plan must be reviewed by an appropriate family violence service in accordance with the MARAM framework.  
Safety planning should encompass the following areas: 
Individual needs: Living situation, children's needs, support networks, and potential threats. 
Safe locations and emergency contacts: Safe places (e.g., friends, relatives, women's shelters) and emergency contact numbers. 
Communication strategies: Safe times and methods for private communication. 
Local support services: Access to crisis hotlines, counselling services, and legal aid for intervention orders. 
Home safety options: Measures like lock changes and security upgrades, as detailed in the Personal Safety Initiate Operational Guidelines https://providers.dffh.vic.gov.au/personal-safety-initiative-operational-guidelines. 
The Family-Violence-Victim-Survivor-Safety-plan template is accessible on the Public Housing Resources SharePoint Page Family Violence and working with other services (internal link) https://dhhsvicgovau.sharepoint.com/sites/Publichousingresources/SitePages/Working-with-other-services.aspx?web=1.  Note: Comprehensive safety assessment and planning should always be conducted by family violence support workers. 
7. [bookmark: _Toc214358208]Support, referral and collaboration 
When a client is not connected to a support service, staff must proactively seek secondary consultation from the relevant service to connect the client with appropriate support. Once a referral is made, the support service should conduct an initial assessment of the client’s needs and facilitate a warm handover, supporting continuity of care. Ongoing communication between staff and the support service is essential to address any changes in the client's situation. Discussions should focus on maintaining a collaborative approach to support the client's evolving needs. 
7.1. [bookmark: _Toc214358209]Family violence support services 
In Victoria, there are several family violence support services available to assist individuals experiencing or at risk of family violence. These services offer a range of resources, including: 
crisis intervention 
counselling 
legal assistance
specialised support for various communities. 
The Orange Door is a free, community-based service in Victoria that provides a single, accessible entry point for people experiencing family violence, or families needing support with child wellbeing, offering integrated risk assessment, safety planning, and connection to specialist services. Staff typically referring clients to the Orange Door as the primary access point, can use MARAM screening tools to identify the most suitable support service for clients. The following table lists support services and their referral criteria to facilitate this matching process. 
Table 6: Family violence support services 
	Service 
	Criteria for Referral 
	Referral Pathway 

	Safe Steps 
	Individual in immediate danger needing crisis support 
Requires emergency accommodation or safety planning 
	1800 015 188 
03 9322 3555 

	The Orange Door 
	Individual or family experiencing family violence 
Need for comprehensive support services, including case management and advocacy 
	Online: https://www.
orangedoor.vic.gov.au/
support-near-you 

	Sexual Assault Crisis Line 
	Individual has experienced sexual assault 
Requires immediate crisis counselling and support services 
	1800RESPECT 

	Men’s Referral Service 
	Male individual at risk of using family violence 
Seeking counselling or support for behaviours change 
	1300 766 491 

	Men’s Line 
	Men with family and relationship concerns.  
Male victim survivors seeking support, information and referral 
	1300 78 99 78 

	Victims of Crime Helpline 
	Victim of violent crime, including family violence 
Needs information about rights and available support services 
	Call: 1800 819 817 or 
Text: 0427 767 891 

	Kids Helpline 
	Young person aged 5-25 needing support 
Experiencing family violence or emotional distress 
	1800 551 800 

	Rainbow Door 
	LGBTIQ+ individual experiencing family violence 
Requires tailored support services in a safe environment 
	1800 729 367 

	In Touch Multicultural Centre 
	Migrant or refugee woman experiencing family violence 
Needs culturally sensitive support and advocacy 
	1800 755 988 
03 9413 6500 

	Refugee Legal 
	People seeking asylum, refugees and disadvantaged migrants seeking specialist support and legal assistance 
	03 9413 0101 

	Seniors Rights Victoria 
	Older adult experiencing abuse, neglect, or financial exploitation 
Requires advocacy and legal advice 
	1300 368 821  

	Elizabeth Morgan House 
	Aboriginal women experiencing family violence 
	03 9403 9400 

	Djirra 
	Aboriginal individual facing family violence 
Needs culturally appropriate support services and advocacy 
	1800 105 303  
03 9244 3333 

	Yarning SafeNStrong 
	Aboriginal person needing mental health support or crisis intervention 
Experiencing distress related to family violence 
	1800 959 563 

	Dardi Munwurro’s Brother to Brother 
	Aboriginal men dealing with family violence issues 
Seeking crisis support and guidance for behaviour change 
	1800 435 799 

	Victorian Aboriginal Child Care Agency  
	Aboriginal children and families requiring support 
	03 9287 8800 

	VCAT Family Violence Support 
	Victim-survivor support with the VCAT process and safety at VCAT 
	03 9628 9856 
Email: fvsupport@courts.
vic.gov.au 


A list of locally based housing and homelessness services can be found at Getting help - DFFH Services https://services.dffh.vic.gov.au/getting-help.
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