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[bookmark: _Toc102056405][bookmark: _Toc115773230][bookmark: _Toc118290214]Purpose
This frequently asked questions (FAQs) document aims to answer questions in-scope service providers might have about the new family violence crisis response model. It looks at the following parts of the model: 
Roles and responsibilities in providing emergency accommodation (R&R for emergency accommodation) 
Roles and responsibilities after hours (R&R after hours).
Before reading this document, please ensure you have read:
these two sets of roles and responsibilities
the Family violence case management program requirements and its FAQ document
the guidelines for family violence crisis brokerage <https://fac.dffh.vic.gov.au/news/updated-family-violence-crisis-brokerage-guidelines>.
[bookmark: _Toc115773231][bookmark: _Toc118290215]Key messages
The family violence crisis response model has been developed to improve the way the family violence service system works together to support victim survivors in crisis. The model outlines shared responsibility for supporting victim survivors of family violence who are experiencing crisis. The model aims to ensure the following: 
· All victim survivors in crisis get immediate support and emergency accommodation, if needed, no matter which specialist family violence service they access (through The Orange Door, Safe Steps, or a local family violence support service). All specialist family violence services now have family violence crisis brokerage to provide immediate crisis support. 
· All victim survivors in emergency accommodation can get face-to-face support from a local family violence support service, wherever they are accommodated and at any time of day or night. For example, Safe Steps (a phone-based service) will be able to activate local outreach support from The Orange Door partner agency (victim services) during business hours, or a local family violence after-hours service outside of business hours. 
· All victim survivors will be supported by, or connected to, a local family violence support service when leaving emergency accommodation. The local family violence support service will support the exit and provide ongoing case management, if required.
The model will ensure victim survivors in crisis are supported through responses that are: 
· consistent
· clearly communicated
· jointly managed by the services involved. 
It prioritises crisis support provided at the local level, where possible, and in line with victim survivor choice and safety. 
Ensuring victim survivors across the state have prompt access to local family violence support services during a crisis, including after hours and/or while in emergency accommodation, will improve the quality and continuity of support provided. It will also lead to more sustainable and localised support for victim survivors.
The model also creates statewide consistency and clarity for how specialist family violence services are expected to provide crisis responses. By establishing this consistency and clarity of roles and responsibilities across the service system, the model aims to create system efficiencies and improve service coordination across the state.
In line with Dhelk Dja: Safe our way – Strong Culture, Strong Peoples, Strong Families, the program requirements, and MARAM, the model is underpinned by a commitment to Aboriginal self-determination. The principle of Aboriginal self-determination requires that ‘services respect and uphold the right to Aboriginal self-determination, choice and cultural safety’. The model has therefore been designed to ensure Aboriginal victim survivors have the choice of getting Aboriginal-led support. It also ensures they receive culturally safe and responsive crisis responses, no matter where they get support.
1. [bookmark: _Toc116294173][bookmark: _Toc116294174][bookmark: _Toc116294175][bookmark: _Toc116294176][bookmark: _Toc116294177][bookmark: _Toc116294178][bookmark: _Toc116294179][bookmark: _Toc116294180][bookmark: _Toc116294181][bookmark: _Toc116294182][bookmark: _Toc116294183][bookmark: _Toc116294184][bookmark: _Toc99466934][bookmark: _Toc99638887][bookmark: _Toc99640062][bookmark: _Toc100055690][bookmark: _Toc100055796][bookmark: _Toc100064465][bookmark: _Toc100752869][bookmark: _Toc100758697][bookmark: _Toc99466935][bookmark: _Toc99638888][bookmark: _Toc99640063][bookmark: _Toc100055691][bookmark: _Toc100055797][bookmark: _Toc100064466][bookmark: _Toc100752870][bookmark: _Toc100758698][bookmark: _Toc102056406][bookmark: _Toc115773232][bookmark: _Toc118290216]What is the family violence crisis response model?
The family violence crisis response model consists of: 
the Case management program requirements for specialist family violence services which support victim survivors (as they relate to crisis responses) 
R&R for emergency accommodation  
R&R after hours (for funded after-hours service providers).
The program requirements set out the service expectations for specialist family violence services in providing a crisis response. 
The R&R documents set out clear roles and responsibilities for key parts of the specialist family violence service system in providing emergency accommodation or after-hours support.
2. [bookmark: _Toc115772987][bookmark: _Toc115773100][bookmark: _Toc115773233][bookmark: _Toc115772886][bookmark: _Toc115784979][bookmark: _Toc115794557][bookmark: _Toc102056407][bookmark: _Toc115773234][bookmark: _Toc118290217]Is the crisis response model relevant to my organisation?
Please refer to the appendix for a list of funded activities that are in scope or relevant for the crisis response model.
The R&R in providing emergency accommodation outlines key responsibilities for:
the statewide 24/7 family violence crisis service (Safe Steps)
The Orange Door network
local family violence support services
family violence accommodation services.
The R&R after hours sets out key responsibilities for:
the statewide 24/7 family violence crisis service (Safe Steps)
(funded) local after-hours service providers
family violence accommodation services.
3. [bookmark: _Toc105071371][bookmark: _Toc99638890][bookmark: _Toc99640066][bookmark: _Toc100055694][bookmark: _Toc100055800][bookmark: _Toc100064469][bookmark: _Toc100752873][bookmark: _Toc100758701][bookmark: _Toc102056408][bookmark: _Toc115773235][bookmark: _Toc118290218]When does the crisis response model come into effect?
The scale of change for in-scope service providers to align with the crisis response model will vary because many providers are already moderately or well aligned. 
[bookmark: _Toc115772889]Services should work flexibly to fulfil their roles and responsibilities under the crisis response model from April 2023. Earlier alignment is encouraged, where possible.
4. [bookmark: _Toc115772990][bookmark: _Toc115773103][bookmark: _Toc115773236][bookmark: _Toc115784982][bookmark: _Toc115794560][bookmark: _Toc102056409][bookmark: _Toc115773237][bookmark: _Toc118290219]Is my agency expected to deliver crisis responses 24/7 or outside of our regular business hours?
No. Only agencies funded for an after-hours service will have to deliver services outside business hours. Please refer to R&R after hours for more guidance.
5. [bookmark: _Toc99466939][bookmark: _Toc99638893][bookmark: _Toc99640069][bookmark: _Toc100055697][bookmark: _Toc100055803][bookmark: _Toc100064472][bookmark: _Toc100752876][bookmark: _Toc100758704][bookmark: _Toc99466940][bookmark: _Toc99638894][bookmark: _Toc99640070][bookmark: _Toc100055698][bookmark: _Toc100055804][bookmark: _Toc100064473][bookmark: _Toc100752877][bookmark: _Toc100758705][bookmark: _Toc99466941][bookmark: _Toc99638895][bookmark: _Toc99640071][bookmark: _Toc100055699][bookmark: _Toc100055805][bookmark: _Toc100064474][bookmark: _Toc100752878][bookmark: _Toc100758706][bookmark: _Toc100752879][bookmark: _Toc100758707][bookmark: _Toc102056410][bookmark: _Toc115773238][bookmark: _Toc118290220][bookmark: _Hlk38291351]What is the relationship to the case management program requirements? 
Family Safety Victoria (FSV) released the Case management program requirements for specialist family violence services which support victim survivors (the program requirements) to specialist family violence services in early 2022. 
The program requirements set up expectations for specialist family violence services in delivering case management for victim survivors. This includes crisis responses. The program requirements ensure victim survivors get a service that is: 
consistent
equitable
accessible 
high-quality. 
This applies no matter where they live across the state or what support they need.
For service providers, the program requirements: 
detail the critical roles, responsibilities and functions of case management services
describe the elements of quality service delivery
outline how different parts of the service system work together
bring together key reforms and practice guidance.   
The program requirements comprise three components – responses, domains and case management functions. They define a crisis response, linking with: 
the principles and standards set out in the Code of practice: principles and standards for specialist family violence services for victim-survivors 
the practice guides and tools outlined in MARAM.
Those sections of the program requirements relevant to a crisis response form part of the crisis response model. Please refer to the R&R for emergency accommodation and the R&R after hours for more information. 
All agencies in-scope for the crisis response model should read the program requirements. Together, these resources represent the foundational requirements for specialist family violence services to deliver and continuously improve crisis and case management support for victim survivors.
6. [bookmark: _Toc115772993][bookmark: _Toc115773106][bookmark: _Toc115773239][bookmark: _Toc115784985][bookmark: _Toc115794563][bookmark: _Toc115772994][bookmark: _Toc115773107][bookmark: _Toc115773240][bookmark: _Toc115784986][bookmark: _Toc115794564][bookmark: _Toc115772995][bookmark: _Toc115773108][bookmark: _Toc115773241][bookmark: _Toc115784987][bookmark: _Toc115794565][bookmark: _Toc115772996][bookmark: _Toc115773109][bookmark: _Toc115773242][bookmark: _Toc115784988][bookmark: _Toc115794566][bookmark: _Toc115772997][bookmark: _Toc115773110][bookmark: _Toc115773243][bookmark: _Toc115784989][bookmark: _Toc115794567][bookmark: _Toc115772998][bookmark: _Toc115773111][bookmark: _Toc115773244][bookmark: _Toc115784990][bookmark: _Toc115794568][bookmark: _Toc115772999][bookmark: _Toc115773112][bookmark: _Toc115773245][bookmark: _Toc115784991][bookmark: _Toc115794569][bookmark: _Toc102056411][bookmark: _Toc115773246][bookmark: _Toc118290221]What is meant by ‘leads’ or ‘lead agency’ in the context of crisis responses?
The program requirements define the lead agency as the primary specialist family violence support provider that communicates directly with the victim survivor. 
The lead agency delivers, coordinates and documents specialist family violence responses. This is usually done for all victim survivors in the family group. They hold key MARAM responsibilities including:
undertaking the brief or comprehensive risk assessment and coordinating updates with other support agencies involved
leading coordinated risk monitoring, risk management responses and collaborative action planning
managing and documenting consent agreements and co-case management arrangements between agencies involved in each victim survivor’s case
updating other support agencies involved with risk relevant information in line with information sharing guidelines.
Other agencies may ‘support’ this response, through working with the lead agency to offer secondary consultation or co-case management. They may also offer episodic outreach support for victim survivors. 
7. [bookmark: _Toc115773247][bookmark: _Toc118290222]What is the relationship to the Safe Steps and The Orange Door Network interface guidance?
The Safe Steps and The Orange Door network: Interim interface guidance to support working together (the interface guidance) sets out how Safe Steps and The Orange Door network will work together to ensure responses – including crisis responses – are timely and victim survivors’ safety and support needs are prioritised. Other specialist family violence services are not in scope for the interface guidance.
The interface guidance outlines the key requirements and considerations for referrals and consultations across The Orange Door network and Safe Steps. It also lists key considerations for ensuring victim survivors get coordinated support across both business hours and non-business hours.
Relevant sections of the interface guidance outline how the services should work together to respond to: 
victim survivors supported by The Orange Door network who contact Safe Steps needing support outside of business hours
victim survivors accessing The Orange Door network requiring immediate support towards the end of business hours
victim survivors supported by The Orange Door network who are eligible for a family violence accommodation service placement.
The roles and responsibilities outlined in the crisis response model align with those in the interface guidance.
8. [bookmark: _Toc118290223]What is the definition of emergency accommodation in this context?
Emergency accommodation includes: 
family violence accommodation services such as crisis accommodation properties and refuges
other types of emergency accommodation, such as hotels, motels and caravan parks. 
9. [bookmark: _Toc118290224]Does the crisis response model alter current referral and intake pathways for The Orange Door?
No. The Orange Door network and Safe Steps are (and remain) Victoria’s primary entry points for victim survivors seeking support, including children and young people. 
However, victim survivors should have alternative access and support options. These options should ensure victim survivors who have already been assessed or supported by a specialist family violence service do not have to return to these primary entry points.
To enable this, all local family violence support services must accept and progress referrals from:
victim survivors (self-referring)
The Orange Door (where a risk assessment has been completed)
Safe Steps (where a risk assessment has been completed)
other specialist family violence services[footnoteRef:2] (where a risk assessment has been completed). [2:  Other specialist family violence services are FSV-funded local family violence support services, family violence accommodation services (refuge) and targeted family violence services.] 

This aligns with the program requirements, which establish requirements for screening, identification and triage as core case management functions. These include:
operating a ‘no wrong door’ for victim survivors
accepting and quickly progressing referrals from the statewide 24/7 crisis service and The Orange Door or ‘other agencies’ when victim survivors have been referred to or accommodated in emergency accommodation in their local area.
Also, the program requirements and crisis response model set out crisis response as a key part of case management. All local family violence support services should keep supporting victim survivors they are already case managing who need a crisis response and/or emergency accommodation. 
10. [bookmark: _Toc118290225] How does family violence crisis brokerage support crisis responses?
Family violence crisis brokerage <https://www.vic.gov.au/funds-to-support-victims-of-family-violence> (crisis brokerage) aims to increase the safety and wellbeing of people experiencing family violence by providing immediate, flexible, person-centred support during a crisis. All specialist family violence services in scope of the crisis response model have access to crisis brokerage.
The guidelines for crisis brokerage include a broad set of eligible goods and services for victim survivors in crisis. These include payments for: 
private medical services
culturally specific foods and clothing
child development and safety items
care and placement of pets. 
It allows eligible victim survivors to get up to $5,000 of goods and services straightaway. This will help cover their immediate safety needs. 
11. [bookmark: _Toc118290226] What can an agency do if it exhausts its crisis brokerage allocation?
Agencies that receive crisis brokerage are expected to manage their annual allocation to ensure they have access to brokerage throughout the course of the year. Agencies are expected to acquit brokerage expenditure in accordance with the crisis brokerage guidelines <https://www.vic.gov.au/funds-to-support-victims-of-family-violence>. Agencies can raise any concerns about their allocation to their Agency Performance and System Support team through this acquittal process. 
Agencies are also expected to have a good understanding of the other funding programs available to support victim survivors to access safe accommodation. These include Flexible Support Packages, Private Rental Assistance Program and the relevant Commonwealth financial support options.
12. [bookmark: _Toc118290227] What resources will be available to support implementation of the crisis response model?
FSV and Safe and Equal are working together to develop a range of implementation and change management supports to help agencies align with the roles and responsibilities under the crisis response model. Resources include:
the Family violence crisis response model: frequently asked questions (this document)
an overview flowchart and case scenarios that show how the model will work in diverse circumstances (to be released by the end of 2022)
information sessions (to be delivered by the end of 2022)
practice-related support (provided by Safe and Equal from the end of 2022)
an alignment checklist (to be released in early 2023)
area-level implementation support (from early 2023).
[bookmark: _Toc102056412][bookmark: _Toc115773248][bookmark: _Toc118290228][bookmark: _Hlk48827389]Roles and responsibilities in providing emergency accommodation
The scale of change for in-scope providers to align with the crisis response model will vary. Consultations to date show that most in-scope service providers are already moderately or well aligned.
13. [bookmark: _Toc102056413][bookmark: _Toc115773249][bookmark: _Toc118290229] What are the key changes for local family violence support services?
The R&R for emergency accommodation outlines clear and consistent roles and responsibilities for supporting victim survivors in crisis who need emergency accommodation. 
Safe Steps and The Orange Door are the main entry points for crisis responses. But all services have a critical role to play to ensure victim survivors get the right case management support during a crisis.
Key changes implemented through the R&R for emergency accommodation include:
All local family violence support services must lead or support crisis responses for victim survivors they are already case-managing and those who self-refer. This includes Aboriginal Community Controlled Organisations (ACCOs) and targeted services. Agencies must offer support to access emergency accommodation where it is safe for victim survivors to stay in the Department of Families, Fairness and Housing local area. (Note that victim survivors requiring support to move out-of-area are referred to Safe Steps.)
Only The Orange Door partner agencies for victim survivor services or ACCO partner agencies (for Aboriginal victim survivors) are expected to receive referrals from Safe Steps and The Orange Door. Referrals will be to either lead or support crisis responses for victim survivors. If an ACCO does not have capacity to lead a crisis response for an Aboriginal victim survivor, the referral will go to The Orange Door partner agency for victim survivor services. In these instances, the lead agency will engage the ACCO to provide secondary consultation or co-case management. 
Local family violence support services will:
locate and organise suitable accommodation options – this may include applications to Safe Steps for placement in a family violence accommodation service (and supporting victim survivors while an outcome is determined) and/or exploring alternative accommodation options
coordinate access to alternative emergency accommodation (such as motels) for victim survivors when it is safe for them to stay in their local area
offer case management support to victim survivors in motels, including local outreach 
offer brief intervention or episodic outreach support to victim survivors in motels whose lead support is provided by Safe Steps or The Orange Door. (This only applies to The Orange Door partner agencies.)
14. [bookmark: _Toc115794579][bookmark: _Toc99466944][bookmark: _Toc99638900][bookmark: _Toc99640076][bookmark: _Toc100055704][bookmark: _Toc100055810][bookmark: _Toc100064479][bookmark: _Toc100752884][bookmark: _Toc100758712][bookmark: _Toc99466945][bookmark: _Toc99638901][bookmark: _Toc99640077][bookmark: _Toc100055705][bookmark: _Toc100055811][bookmark: _Toc100064480][bookmark: _Toc100752885][bookmark: _Toc100758713][bookmark: _Toc99466946][bookmark: _Toc99638902][bookmark: _Toc99640078][bookmark: _Toc100055706][bookmark: _Toc100055812][bookmark: _Toc100064481][bookmark: _Toc100752886][bookmark: _Toc100758714][bookmark: _Toc115773004][bookmark: _Toc115773117][bookmark: _Toc115773250][bookmark: _Toc115772896][bookmark: _Toc105503757][bookmark: _Toc107405917][bookmark: _Toc105503758][bookmark: _Toc107405918][bookmark: _Toc105503759][bookmark: _Toc107405919][bookmark: _Toc105503760][bookmark: _Toc107405920][bookmark: _Toc105503761][bookmark: _Toc107405921][bookmark: _Toc105503762][bookmark: _Toc107405922][bookmark: _Toc102056415][bookmark: _Toc115773263][bookmark: _Hlk48825390][bookmark: _Toc118290230] What are the key changes for Aboriginal Community Controlled Organisations?
FSV engaged with ACCOs that offer victim survivor case management through targeted forums and the FSV-convened ACCO Family Violence Forum. Most ACCOs already align with the R&R for emergency accommodation in that they support victim survivors to access accommodation when required.
As such, the R&R for emergency accommodation applies to ACCOs. It is an extension of their current practice. 
Existing referral pathways between Safe Steps and The Orange Door and ACCO partner agencies will continue. 
All non-Aboriginal family violence services supporting Aboriginal victim survivors must offer a choice of ACCO-led further support. Where an ACCO cannot lead a crisis response, they must be asked for a secondary consultation or co-case management with the lead support agency. 
15. [bookmark: _Toc115773264][bookmark: _Toc118290231] What are the key changes for family violence accommodation services?
Family violence accommodation services will provide crisis responses and family violence accommodation services for existing and referred victim survivors.
Key changes implemented through the R&R for emergency accommodation include:
Family violence accommodation services will accept referrals from Safe Steps for eligible and prioritised victim survivors in line with the Victorian refuge eligibility and prioritisation framework.
Family violence accommodation services will ensure Safe Steps is advised of any current and/or upcoming vacancies for victim survivors by regularly updating the Family Violence Accommodation Register.
All family violence accommodation service providers must lead crisis and case management support for all victim survivors they accommodate, regardless of their duration of stay. This includes supporting exits for victim survivors to longer term housing and/or liaising with Safe Steps if an alternative family violence accommodation placement is needed. 
16. [bookmark: _Toc115773019][bookmark: _Toc115773132][bookmark: _Toc115773265][bookmark: _Toc115772911][bookmark: _Toc115785003][bookmark: _Toc115794582][bookmark: _Toc115773266][bookmark: _Toc102056416][bookmark: _Toc118290232] What are the key changes for Safe Steps?
Safe Steps will continue to lead crisis responses for victim survivors who self-refer or who are referred by other non-specialist family violence support services such as housing services, mental health services, alcohol and other drug services, and Victoria Police. This includes addressing immediate accommodation needs to enhance safety for victim survivors.
Key changes for Safe Steps implemented through the R&R for emergency accommodation include the following: ​
There will be greater statewide clarity and consistency about referral pathways and support options for victim survivors experiencing a family violence crisis, including those in emergency accommodation.
When leading support for a victim survivor in a motel, Safe Steps will have the option to activate local face-to-face episodic outreach by The Orange Door partner agency in the area where the victim survivor is staying, as needed.
Safe Steps’ role as the central coordination point for referrals to family violence accommodation services will be formalised, ensuring family violence accommodation service placements are allocated to victim survivors at highest risk. This centralised coordination role will be supported by the use of a standardised refuge application form and the Family Violence Accommodation Register.
17. [bookmark: _Toc115773021][bookmark: _Toc115773134][bookmark: _Toc115773267][bookmark: _Toc115772913][bookmark: _Toc115785005][bookmark: _Toc115794584][bookmark: _Toc115773268][bookmark: _Toc118290233] What are the key changes for The Orange Door?
The Orange Door will continue to lead crisis responses for victim survivors who self-refer or who are referred by other non-specialist family violence support services such as housing services, mental health services, alcohol and other drug services, and Victoria Police. This includes addressing immediate accommodation needs to improve safety for victim survivors.
Key changes for The Orange Door implemented through the R&R for emergency accommodation include the following:
There will be greater clarity and consistency about referral pathways and support options for victim survivors experiencing a family violence crisis, including those in emergency accommodation.
When leading support for a victim survivor accommodated in a motel, The Orange Door will have the option to activate local face-to-face episodic outreach by the local victim survivor partner agency, as needed.
The Orange Door will manage out-of-area placements across The Orange Door network.
The model provides clear guidance regarding crisis responses for victim survivors who are eligible and prioritised for family violence accommodation service.
18. [bookmark: _Toc115794586][bookmark: _Toc115794587][bookmark: _Toc115794588][bookmark: _Toc115794589][bookmark: _Toc115794590][bookmark: _Toc115794591][bookmark: _Toc115794592][bookmark: _Toc115794593][bookmark: _Toc115794594][bookmark: _Toc115794595][bookmark: _Toc115794596][bookmark: _Toc115794597][bookmark: _Toc115794598][bookmark: _Toc115794599][bookmark: _Toc115773024][bookmark: _Toc115773137][bookmark: _Toc115773270][bookmark: _Toc115772916][bookmark: _Toc115785008][bookmark: _Toc115794600][bookmark: _Toc115773025][bookmark: _Toc115773138][bookmark: _Toc115773271][bookmark: _Toc115772917][bookmark: _Toc115785009][bookmark: _Toc115794601][bookmark: _Toc115785010][bookmark: _Toc115794602][bookmark: _Toc115785011][bookmark: _Toc115794603][bookmark: _Toc115785012][bookmark: _Toc115794604][bookmark: _Toc115785013][bookmark: _Toc115794605][bookmark: _Toc99466950][bookmark: _Toc99638906][bookmark: _Toc99640082][bookmark: _Toc100055710][bookmark: _Toc100055816][bookmark: _Toc100064485][bookmark: _Toc100752890][bookmark: _Toc100758718][bookmark: _Toc99466951][bookmark: _Toc99638907][bookmark: _Toc99640083][bookmark: _Toc100055711][bookmark: _Toc100055817][bookmark: _Toc100064486][bookmark: _Toc100752891][bookmark: _Toc100758719][bookmark: _Toc99466952][bookmark: _Toc99638908][bookmark: _Toc99640084][bookmark: _Toc100055712][bookmark: _Toc100055818][bookmark: _Toc100064487][bookmark: _Toc100752892][bookmark: _Toc100758720][bookmark: _Toc99466953][bookmark: _Toc99638909][bookmark: _Toc99640085][bookmark: _Toc100055713][bookmark: _Toc100055819][bookmark: _Toc100064488][bookmark: _Toc100752893][bookmark: _Toc100758721][bookmark: _Toc99466954][bookmark: _Toc99638910][bookmark: _Toc99640086][bookmark: _Toc100055714][bookmark: _Toc100055820][bookmark: _Toc100064489][bookmark: _Toc100752894][bookmark: _Toc100758722][bookmark: _Toc99466955][bookmark: _Toc99638911][bookmark: _Toc99640087][bookmark: _Toc100055715][bookmark: _Toc100055821][bookmark: _Toc100064490][bookmark: _Toc100752895][bookmark: _Toc100758723][bookmark: _Toc99466956][bookmark: _Toc99638912][bookmark: _Toc99640088][bookmark: _Toc100055716][bookmark: _Toc100055822][bookmark: _Toc100064491][bookmark: _Toc100752896][bookmark: _Toc100758724][bookmark: _Toc99466957][bookmark: _Toc99638913][bookmark: _Toc99640089][bookmark: _Toc100055717][bookmark: _Toc100055823][bookmark: _Toc100064492][bookmark: _Toc100752897][bookmark: _Toc100758725][bookmark: _Toc100752898][bookmark: _Toc100758726][bookmark: _Toc100752899][bookmark: _Toc100758727][bookmark: _Toc115785014][bookmark: _Toc115794606][bookmark: _Toc115785015][bookmark: _Toc115794607][bookmark: _Toc115785016][bookmark: _Toc115794608][bookmark: _Toc115785017][bookmark: _Toc115794609][bookmark: _Toc115785018][bookmark: _Toc115794610][bookmark: _Toc115785019][bookmark: _Toc115794611][bookmark: _Toc115785020][bookmark: _Toc115794612][bookmark: _Toc115785021][bookmark: _Toc115794613][bookmark: _Toc115785022][bookmark: _Toc115794614][bookmark: _Toc115785023][bookmark: _Toc115794615][bookmark: _Toc115785024][bookmark: _Toc115794616][bookmark: _Toc115785025][bookmark: _Toc115794617][bookmark: _Toc115785026][bookmark: _Toc115794618][bookmark: _Toc115785027][bookmark: _Toc115794619][bookmark: _Toc115773028][bookmark: _Toc115773141][bookmark: _Toc115773274][bookmark: _Toc115772920][bookmark: _Toc115785028][bookmark: _Toc115794620][bookmark: _Toc115785029][bookmark: _Toc115794621][bookmark: _Toc115785030][bookmark: _Toc115794622][bookmark: _Toc115785031][bookmark: _Toc115794623][bookmark: _Toc115785032][bookmark: _Toc115794624][bookmark: _Toc115785033][bookmark: _Toc115794625][bookmark: _Toc115785034][bookmark: _Toc115794626][bookmark: _Toc115785035][bookmark: _Toc115794627][bookmark: _Toc115785036][bookmark: _Toc115794628][bookmark: _Toc115785037][bookmark: _Toc115794629][bookmark: _Toc115785038][bookmark: _Toc115794630][bookmark: _Toc102056419][bookmark: _Toc115773277][bookmark: _Hlk48826403][bookmark: _Toc118290234] Our agency has never done motel placement work before, what support is available? 
Improving area-based approaches to coordinating access to emergency accommodation (including in motels) is a key enabler for the crisis response model. FSV, Safe and Equal and Safe Steps have worked together to develop and release guidance to support implementation the Local Family Violence Motel Coordination Projects. The local projects aim to increase safety for victim survivors of family violence by optimising access to appropriate emergency accommodation.
Project funding for 12 months to June 2023 was provided for a Local Family Violence Motel Coordination Project in each Department of Families, Fairness and Housing Area. This will support the implementation of the crisis response model. The aims of the local projects are to: 
support a more coordinated Area-level approach to using motels for family violence emergency accommodation by developing systems and information-sharing processes (including interagency protocols) between local agencies and with statewide services
develop Area-level strategies to manage the risks and challenges related to identifying appropriate motels and managing relationships with moteliers to increase access to suitable motel accommodation
develop systems, information and resources to support safe and appropriate motel placements and to manage relationships with moteliers that can be sustained beyond the funded project.
Safe and Equal (in partnership in Safe Steps) have also developed guidance on identifying suitable motels, establishing and maintaining relationships with moteliers, and managing issues and incidents. This guidance document, Key considerations for motel relationship management, was distributed in August 2022 and is available from FSV.
19. [bookmark: _Toc107405929][bookmark: _Toc107405930][bookmark: _Toc107405931][bookmark: _Toc107405933][bookmark: _Toc107405934][bookmark: _Toc107405935][bookmark: _Toc107405936][bookmark: _Toc107405937][bookmark: _Toc107405938][bookmark: _Toc107405939][bookmark: _Toc107405940][bookmark: _Toc107405941][bookmark: _Toc107405942][bookmark: _Toc102056420][bookmark: _Toc115773278][bookmark: _Toc118290235] What should a local family violence support service do if they cannot find a suitable motel in their local area?
Victim survivors living through a family violence crisis should be supported to stay within their local area wherever safe and possible. This will help avoid extra disruption and disconnection from their community, employment and/or education. 
The availability of accommodation options, including motels, is a key factor in deciding whether it is safe and/or possible for a victim survivor to be accommodated in their local area.
As such, if a local family violence support service cannot find an appropriate motel in their local area, the victim survivor can be referred to Safe Steps for accommodation in another area. This should only take place when all in-area options are exhausted. 
Where out-of-area movement is required, specialist family violence services should work together to maintain continuity of local support and connection to the local area. In practice, this may mean a local family violence support service keeps a victim survivor’s case open while Safe Steps supports them out of area. The local service may also have to liaise with Safe Steps for the transition back to the local area when possible. 
Additional guidance for local family violence support services is provided in the Key considerations for motel relationship management document (available from FSV and Safe and Equal). 
20. [bookmark: _Toc102056421][bookmark: _Toc115773279][bookmark: _Toc118290236] How will demand be managed for out-of-area accommodation placements from Safe Steps, and referrals for outreach or crisis support?
FSV has worked with Safe Steps to examine demand based on recent service delivery data. This has helped us to understand the projected impacts at the area level related to:
one-off crisis responses including face-to-face and material aid outreach for victim survivors in motels 
referrals to lead crisis responses for victim survivors already in emergency accommodation
leading crisis responses for victim survivors needing emergency accommodation (existing clients or self-referred).
Demand estimates and their impacts have informed additional funding being allocated in 2022-23 to enable local family violence support services to manage demand. 
21. [bookmark: _Toc115773280][bookmark: _Toc118290237] What are the expectations for complying with the timeframes?
The R&Rs in emergency accommodation set out several timeframes to guide practitioners/services in providing timely crisis responses. In particular, timeframes are established in:
elements of the crisis response for victim survivors accommodated in motels and prioritised for refuge when lead support is held by Safe Steps or The Orange Door (refer to section 3.3 of the R&Rs in emergency accommodation)
payment in advance for a minimum period of motel stay (refer to section 3.9 of the R&Rs in emergency accommodation).
These timeframes will set a consistent benchmark to guide practitioners in responding to victim survivors in crisis. Consistent timeframes clarify expectations across different parts of the service system and support service coordination. 
But it is important to note that the suggested timeframes are intended as a guide. Decision making should always be informed by professional judgement and consider the specific needs and preferences of the victim survivor and the dynamic nature of family violence risk.
22. [bookmark: _Toc115773035][bookmark: _Toc115773148][bookmark: _Toc115773281][bookmark: _Toc115772927][bookmark: _Toc115785046][bookmark: _Toc115794638][bookmark: _Toc102056422][bookmark: _Toc115773282][bookmark: _Toc118290238] What criteria should be used to assess eligibility and prioritisation for refuge placement?
Statewide criteria to ensure consistent assessment of refuge applications is a key system enabler for the crisis response model. 
FSV is working with key stakeholders to finalise the Victorian family violence refuge eligibility and prioritisation framework. These stakeholders include Safe and Equal, the Specialist Family Violence Sector Advisory Group and family violence supported accommodation service providers. 
The Victorian family violence refuge eligibility and prioritisation framework will outline: 
eligibility criteria for refuge placement
prioritisation of victim survivors for available refuge places 
how refuges respond to local needs while considering the statewide view of victim survivor risk 
expectations for specialist family violence services to use a consistent refuge application form
expectations for refuges’ use of the Family Violence Accommodation Register.
23. [bookmark: _Toc105071387][bookmark: _Toc102056423][bookmark: _Toc115773283][bookmark: _Toc118290239] Who manages exit pathways for victim survivors in ‘short stay’ family violence accommodation services?
The roles and responsibilities of family violence accommodation service providers does not change according to the length of time a victim survivor stays in their facility. 
As such, family violence accommodation service providers must lead crisis and case management support to all victim survivors they accommodate, regardless of their duration of stay. This includes supporting exits for victim survivors to longer term housing and/or liaising with Safe Steps if an alternative family violence accommodation placement is needed. This is outlined in the case management program requirements.
24. [bookmark: _Toc102056424][bookmark: _Toc115773284][bookmark: _Toc118290240] Can local family violence support services and The Orange Door network make local referrals directly into refuge?
FSV has worked with key stakeholders to finalise the Victorian family violence refuge eligibility and prioritisation framework. The framework outlines how refuges can respond to local needs within a referral process that considers a statewide view of victim survivor risk. 
[bookmark: _Toc102056425][bookmark: _Toc115773285][bookmark: _Toc118290241]Roles and responsibilities after hours 
25. [bookmark: _Toc102056426][bookmark: _Toc115773286][bookmark: _Toc118290242] What are the key changes for local after-hours services?
R&R after hours formalises key updates agreed since 2018 including:
providing a single phone number for local after-hours providers to allow activations from Safe Steps
expecting that referrals from Safe Steps to local family violence after-hours services come via the Specialist Homelessness Information Platform after phone activation
expecting that local family violence after-hours services offer outreach support to neighbouring departmental areas in times of high demand
the ability for The Orange Door to activate the local family violence after-hours service at the end of business hours where a MARAM risk assessment has been completed and out-of-area movement is not required
expecting that Safe Steps and local family violence after-hours services will collaborate to work out the most appropriate referrals for further support (next working day).
26. [bookmark: _Toc99638922][bookmark: _Toc100055725][bookmark: _Toc100055831][bookmark: _Toc100064500][bookmark: _Toc100752910][bookmark: _Toc100758738][bookmark: _Toc99638923][bookmark: _Toc100055726][bookmark: _Toc100055832][bookmark: _Toc100064501][bookmark: _Toc100752911][bookmark: _Toc100758739][bookmark: _Toc99466964][bookmark: _Toc99638924][bookmark: _Toc100055727][bookmark: _Toc100055833][bookmark: _Toc100064502][bookmark: _Toc100752912][bookmark: _Toc100758740][bookmark: _Toc99466965][bookmark: _Toc99638925][bookmark: _Toc100055728][bookmark: _Toc100055834][bookmark: _Toc100064503][bookmark: _Toc100752913][bookmark: _Toc100758741][bookmark: _Toc99466966][bookmark: _Toc99638926][bookmark: _Toc100055729][bookmark: _Toc100055835][bookmark: _Toc100064504][bookmark: _Toc100752914][bookmark: _Toc100758742][bookmark: _Toc99466967][bookmark: _Toc99638927][bookmark: _Toc100055730][bookmark: _Toc100055836][bookmark: _Toc100064505][bookmark: _Toc100752915][bookmark: _Toc100758743][bookmark: _Toc99466968][bookmark: _Toc99638928][bookmark: _Toc100055731][bookmark: _Toc100055837][bookmark: _Toc100064506][bookmark: _Toc100752916][bookmark: _Toc100758744][bookmark: _Toc99466969][bookmark: _Toc99638929][bookmark: _Toc100055732][bookmark: _Toc100055838][bookmark: _Toc100064507][bookmark: _Toc100752917][bookmark: _Toc100758745][bookmark: _Toc99466970][bookmark: _Toc99638930][bookmark: _Toc100055733][bookmark: _Toc100055839][bookmark: _Toc100064508][bookmark: _Toc100752918][bookmark: _Toc100758746][bookmark: _Toc99466971][bookmark: _Toc99638931][bookmark: _Toc100055734][bookmark: _Toc100055840][bookmark: _Toc100064509][bookmark: _Toc100752919][bookmark: _Toc100758747][bookmark: _Toc100055735][bookmark: _Toc100055841][bookmark: _Toc100064510][bookmark: _Toc100752920][bookmark: _Toc100758748][bookmark: _Toc100055736][bookmark: _Toc100055842][bookmark: _Toc100064511][bookmark: _Toc100752921][bookmark: _Toc100758749][bookmark: _Toc100055737][bookmark: _Toc100055843][bookmark: _Toc100064512][bookmark: _Toc100752922][bookmark: _Toc100758750][bookmark: _Toc100055738][bookmark: _Toc100055844][bookmark: _Toc100064513][bookmark: _Toc100752923][bookmark: _Toc100758751][bookmark: _Toc100055739][bookmark: _Toc100055845][bookmark: _Toc100064514][bookmark: _Toc100752924][bookmark: _Toc100758752][bookmark: _Toc99466973][bookmark: _Toc99638933][bookmark: _Toc100055740][bookmark: _Toc100055846][bookmark: _Toc100064515][bookmark: _Toc100752925][bookmark: _Toc100758753][bookmark: _Toc100055741][bookmark: _Toc100055847][bookmark: _Toc100064516][bookmark: _Toc100752926][bookmark: _Toc100758754][bookmark: _Toc115773287][bookmark: _Toc102056428][bookmark: _Toc118290243] Why is the MARAM assessment received as a PDF in the referral? 
MARAM assessments require version control and effective methods of counting. They are therefore in PDF format to record the practitioner, agency and time of assessment. This does not allow the local after-hours service to add to the assessment.
Sometimes a situation changes after a referral to the local after-hours service that requires a full review of the MARAM assessment. In this case, a new assessment should build on the information in the referral.
27. [bookmark: _Toc100752929][bookmark: _Toc100758757][bookmark: _Toc100752930][bookmark: _Toc100758758][bookmark: _Toc100752931][bookmark: _Toc100758759][bookmark: _Toc100752932][bookmark: _Toc100758760][bookmark: _Toc100752933][bookmark: _Toc100758761][bookmark: _Toc100752934][bookmark: _Toc100758762][bookmark: _Toc100752935][bookmark: _Toc100758763][bookmark: _Toc100752936][bookmark: _Toc100758764][bookmark: _Toc100752937][bookmark: _Toc100758765][bookmark: _Toc100752938][bookmark: _Toc100758766][bookmark: _Toc102056429][bookmark: _Toc115773288][bookmark: _Toc118290244] How do we ensure worker safety during face-to-face responses?
R&R after hours supports a two-worker response where there is increased risk such as: 
attendance at emergency accommodation or residential settings 
where there may be increased support requirements, for example where children are present.
The local after-hours service must have policies and processes in place to support their workers in making decisions about safety. Workers should have access to a manager or supervisor at all times during after-hours operations.
28. [bookmark: _Toc115773289][bookmark: _Toc118290245] What happens if The Orange Door wants to send an after-hours referral at the end of business hours? 
Referrals from The Orange Door will be received via email following an activation call to the senior on-call worker. The Orange Door referrals should include the MARAM risk assessment along with details of the required after-hours response. Local after-hours services should go through the standard process for recording a manual referral and after-hours response in the Specialist Homelessness Information Platform (SHIP) and create the after-hours profile. Details of the after-hours service response should be provided by reply email to the referring Orange Door on the following business day.
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[bookmark: _Toc102056430][bookmark: _Toc115773290][bookmark: _Toc118290246]Appendix: Funded activities in scope or relevant for the crisis response model
The following table gives an overview of the relationship between FSV-funded family violence activities and the crisis response model. 
FSV has recently applied changes to the family violence funding structure. These changes include transferring relevant family violence funding from the Housing Assistance output to the Family Violence Service Delivery output. The table below aligns with these changes, which took effect in July 2022. 
Please note that this work focuses on improving crisis support for victim survivors. Funding under any of these activities that does not target this cohort is out of scope.
	Funding type
	Activity name 
	Activity number
	Relevant sub-activity
	Notes

	Family violence crisis brokerage (FVCB)
	Flexible Funding Family Violence and Sexual Assault
	38026
	Family Violence Crisis Brokerage
	All local FV support services, local after-hours services and FV accommodation services, as well as Safe Steps, receive funding for FVCB under this activity.

	Local family violence support services, including targeted services 
	Client Support Family Violence 
	38028
	Client Support 
	Funding for local FV support services and targeted services is allocated under this activity. 

	Aboriginal family violence services
	Holistic Aboriginal Family Violence
	38032
	All
	Funding for local FV support services delivered by ACCOs (Aboriginal FV services) is allocated under this activity.

	Family violence accommodation services
	Supported Accommodation Family Violence
	38034
	All
	Funding for family violence accommodation services is allocated under this activity.

	Statewide 24/7 family violence crisis service
	Intake and Access Family Violence
	38033
	Information, support and referral 
	Funding for the statewide 24/7 FV crisis service is allocated under this activity.

	Local after-hours services
	Client Support Family Violence 
	38028
	After hours responses
	Funding for local after-hours services is allocated under this activity.

	The Orange Door network
	Support and Safety Hubs – service delivery 
	38010
	All
	Funding for The Orange Door’s service delivery is allocated under this activity.

	The Orange Door network
	Support & Safety Hubs – flexible funding & brokerage
	38012
	All
	Funding for The Orange Door’s brokerage is allocated under this activity.
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