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[bookmark: _Toc266806396][bookmark: _Toc266806442][bookmark: _Toc360451353][bookmark: _Toc412720475][bookmark: _Toc412800996][bookmark: _Toc73529055][bookmark: _Toc94785360]1. Introduction
This document covers program framework and funding guidelines for the Public Housing Infrastructure Program (Program) and is supplementary to general Department of Families Fairness and Housing (the department) guidelines provided in the Tools and resources  <https://fac.dhhs.vic.gov.au/tools-and-resources>  and other areas of the department’s Funded Agency Channel.
 
This information outlines the legal arrangements that exist between the department and a funded community service provider when a service agreement is executed.
These guidelines underpin the Program and are applicable to all recurrently funded services funded under the program with the exception of renters’ groups and the Community Gardens Program, separate and specific guidelines have been developed for these programs. 
These guidelines detail the program framework, funded activities and funding guidelines, and are designed to assist the funded community services organisations (funded organisations) to be aware of and understand:
aims and structure.
how the program is managed at the government level.
how the program relates to other key department initiatives.
expectations of continuous development, data collection, planning and review.
standards of service delivery and inter- cooperation.
the activities funded under the program.
types of services and activities the program funds.
the basis upon which funding levels are determined.
These guidelines cover all Program activities.  Program is the term used where elements of these guidelines have generic application across this overarching program.
[bookmark: _Toc412800997][bookmark: _Toc73529056][bookmark: _Toc94785361][bookmark: _Toc203191659][bookmark: _Toc203191708][bookmark: _Toc204495123][bookmark: _Toc266783308][bookmark: _Toc266806397][bookmark: _Toc266806443][bookmark: _Toc360451354][bookmark: _Toc412720476]2. Program supporting documents 
Department funded organisations are obliged to comply with specific departmental policies and certain legislative requirements as outlined in the terms and conditions of the service agreement. The Program framework and guidelines also reference government and departmental policies and guidelines that have applicability to the provision of Program services as follows:
	· Business Practice Manual
· Complaints Management Policy
· Client Services Charter
· housing services policy and procedures manuals
· Housing Standards manual
· Quality Practice Framework
· Housing Act 1983 (as amended 2010)
· Public Tenant Employment Program Procedures
· Public Housing Infrastructure Program work plan
· Residential Tenancies Act 1997
· Community gardens list by catchment
  



[bookmark: _Toc261504864][bookmark: _Toc266783309][bookmark: _Toc266806398][bookmark: _Toc266806444][bookmark: _Toc360451355][bookmark: _Toc412720477][bookmark: _Toc412800998][bookmark: _Toc73529057][bookmark: _Toc94785362]3. Public Housing Infrastructure Program funding and activities
[bookmark: _Toc73529058][bookmark: _Toc94785363][bookmark: _Toc261504869][bookmark: _Toc266783310][bookmark: _Toc360451356][bookmark: _Toc412720478][bookmark: _Toc412800999]3.1   Activity 91423 – Housing Advocacy and Support - Advocacy
The program provides interventions when tenancies are at risk. Advocacy is designed to provide short-term interventions of 10 hours to address factors that may make or are making tenancies within social housing vulnerable. This includes advocacy at the Victorian Administrative Appeals Tribunal and assisting tenants to complete and lodge priority transfer applications. 
[bookmark: _Toc73529059][bookmark: _Toc94785364]3.2   Activity 91424 – Housing Advocacy and Support – Establish successful tenancies and Intervene when tenancies are at risk 
There are two streams of support; Establish successful tenancies and Intervene when tenancies are at risk. Support service providers will promote successful public housing tenancies by providing new renters who have a high risk of tenancy failure and are not being supported by another provider with tenancy support to establish and maintain their tenancy for up to of six months. 
Support service providers will intervene where a public housing tenancy is breaking down to resolve factors placing the tenancy at risk and continue to support the tenant for up to six months  
Both streams require assessment, referral and case management to address needs and risk factors that may make or are making tenancies within social housing vulnerable. 
[bookmark: _Toc73529060][bookmark: _Toc94785365]3.3    Activity 91425 – Housing advocacy and support - secondary advice
Tenants Victoria is funded under this activity to provide secondary advice to organisations funded by department for housing and support services. 
[bookmark: _Toc261504870][bookmark: _Toc360451357][bookmark: _Toc412720479][bookmark: _Toc412801000][bookmark: _Toc73529061][bookmark: _Toc94785366]3.4	Activity 91426 – Housing advocacy and support - legal tenancy advice
Tenants Victoria is funded under this activity to provide legal services to Tenancy plus- Tenancy support program service providers and eligible social housing renters requiring complex legal tenancy advice for Victorian Civil and Administrative Tribunal hearings. Referrals for assistance under this activity will generally be generated by program funded support service providers
[bookmark: _Toc261504871][bookmark: _Toc266783311][bookmark: _Toc360451358][bookmark: _Toc412720480][bookmark: _Toc412801001][bookmark: _Toc73529062][bookmark: _Toc94785367]3.5	Activity 91427 – Housing advocacy and support - phone service
[bookmark: _Toc261504872]Tenants Victoria is funded under this activity to provide direct telephone assistance to social housing renters/applicants. This will include active referral to program funded service providers
[bookmark: _Toc360451359][bookmark: _Toc412720481][bookmark: _Toc412801002][bookmark: _Toc73529063][bookmark: _Toc94785368]3.6	Activity 91431 - Housing infrastructure tenant participation
[bookmark: _Toc261504873][bookmark: _Toc266783312][bookmark: _Toc360451360][bookmark: _Toc412720482][bookmark: _Toc412801003]The focus of this activity is to support consultation with public housing renters in relation to public housing matters.
The Victorian Public Tenants Association (Tenants Association), the peak renters association is funded under this activity for the provision of advice and support to department funded public renters.
[bookmark: _Toc73529064][bookmark: _Toc94785369]3.7	Activity 91432 - Housing infrastructure tenant participation - support to tenant groups
Tenant groups are funded under this activity to provide a representative forum for public renters and are managed under separate guidelines.
This activity also provides funding for the department to hold two social housing events per annum: Victoria In Bloom garden competition and the Social Housing Volunteer Awards. 
[bookmark: _Toc261504876][bookmark: _Toc266783315][bookmark: _Toc360451363][bookmark: _Toc73529065][bookmark: _Toc94785370][bookmark: _Hlk73528323]3.8   Activity 91451 - Housing infrastructure - resources
The Program includes provision of funding to  Tenants Victoria  for a resource service to advise the department on housing/tenancy issues; undertake specific projects related to department business; participate in periodic reviews undertaken by the department and identify and report to the department on emerging issues particularly as they relate to program funded service providers.
[bookmark: _Toc261504877][bookmark: _Toc266783316][bookmark: _Toc360451364][bookmark: _Toc412720485][bookmark: _Toc412801006][bookmark: _Toc73529066][bookmark: _Toc94785371]3.9   Activity 91452 - Housing infrastructure - training
The Public Housing Infrastructure Program includes funding to Tenants Victoria to provide accredited face to face advocacy and legal based training for Tenancy plus – Tenancy support program and other department funded housing sector staff. 
All Tenancy plus – Tenancy support program service providers (service provider) workers who have not previously received accredited training in advocacy and tenancy law should attend training offered by Tenants Victoria.
To inform the training provided under the Program to service provider workers the department and Tenants Victoria will meet with providers.  
[bookmark: _Toc261504879][bookmark: _Toc266783318][bookmark: _Toc360451365][bookmark: _Toc412720486][bookmark: _Toc412801007][bookmark: _Toc73529067][bookmark: _Toc94785372]3.10 Activity 91454 - Housing infrastructure - garden management
 The Community Gardens Program has over 850 community garden plots throughout twenty-two gardens on Director of Housing owned and leased land across the greater Melbourne metropolitan area. The community gardens support service is responsible for supporting the day-to-day management of the gardens including but not limited to waiting list management, plot allocation and general maintenance to ensure that gardens including amenity are maintained to meet health and safety standards. This role also identifies the need for and supports the upgrade and development of community gardens. 
[bookmark: _Toc261504880][bookmark: _Toc266783319][bookmark: _Toc360451366][bookmark: _Toc412720487][bookmark: _Toc412801008][bookmark: _Toc73529068][bookmark: _Toc94785373]3.11 Activity 91455 - Housing infrastructure - education services
The Program includes the provision of up to date and accurate tenancy related information for public and social housing renters in various languages on the organisation’s web site. Representatives of program funded support service providers may be sought to advise on this work which is undertaken by the Tenants Victoria   
[bookmark: _Toc261504881][bookmark: _Toc266783320][bookmark: _Toc360451367][bookmark: _Toc412720488][bookmark: _Toc412801009][bookmark: _Toc73529069][bookmark: _Toc94785374]3.12 Activity 91456 – Housing infrastructure – community support service
The Program includes the provision of funding for a community contact service across public housing estates in inner metropolitan Melbourne.
[bookmark: _Toc261504883][bookmark: _Toc266783322][bookmark: _Toc266806018][bookmark: _Toc266806400][bookmark: _Toc266806445][bookmark: _Toc360451368][bookmark: _Toc412801010][bookmark: _Toc73529070][bookmark: _Toc94785375]4. Public Housing Infrastructure Program framework
[bookmark: _Toc261504884][bookmark: _Toc266783323][bookmark: _Toc360451369][bookmark: _Toc412720489][bookmark: _Toc412801011][bookmark: _Toc73529071][bookmark: _Toc94785376][bookmark: _Hlk76116600]4.1	The Public Housing Infrastructure Program 
Public Housing Infrastructure Program (Program) is the overarching term for a range of services provided to social housing renters by Program funded service providers and details of the sub-programs are provided throughout this document.  All the other sections in these guidelines refer to all Program recurrently funded services.
Under the program services are provided to public housing renters residing in properties owned by the Director of Housing or applicants registered with the Victorian Housing Register 
The Victorian Housing Register brings together applications for public and community housing so that an applicant only needs to apply once to access a broad range of social housing options.
Social housing is made up of two types of housing, public housing and community housing, and while applicants can select their housing preference either public or community housing they can opt to be on both waiting lists 
Renters housed in public housing have the opportunity to contribute to decisions and participate in their community via public housing renter groups who are funded under the program to provide a representative forum to the department on behalf of their local public housing renter community.
Divisional housing offices and the department more broadly, achieve the program aims by:
· providing high quality housing assistance that is accountable to applicants and renters.
· complying with the department’s service delivery model and its quality practice guidelines.
· only making appropriate referrals to Program funded service providers.
·         managing tenancies within the agreed parameters of an individual tenant’s tenancy action plan, with the focus on successful/sustained tenancies.
· taking the lead in promoting tenant participation.
· taking responsibility for the resolution of anti-social activities that impact on sustaining a tenancy and in compliance with department policies.
· actively promoting the program to applicants and renters and within the department.
· advocating on behalf of individual renters and promoting access for them to broader departmental programs.
· complying with the department’s Client Services Charter. <https://www.dhhs.vic.gov.au/publications/client-services-charter>
Specifically, Tenancy plus – Tenancy support program service providers achieve the program’s aims by supporting renters to establish and maintain their tenancies.
[bookmark: _Toc261504886][bookmark: _Toc266783325][bookmark: _Toc360451370][bookmark: _Toc412720490][bookmark: _Toc412801012][bookmark: _Toc73529072][bookmark: _Toc94785377]4.3	Program management
The Department of Families Fairness and Housing through the Director of Housing (Director) is responsible for providing housing assistance. Housing assistance refers to a range of products and services, including crisis, transitional and long-term public and community housing, homelessness assistance, new forms of social housing and related support services. Services are delivered in accordance with the Housing Act 1983 through the statutory position of the Director. It also operates within the framework of the National Affordable Housing Agreement.
The department employs staff to develop and provide housing assistance. Staff based in central office 
responsibilities include:
· developing and communicating policy and program frameworks.
· developing standards, procedures and training programs to enable best practice and continuous   improvement.
· defining and monitoring program outcomes and determining output specification and structures at output, component and activity levels.
· resourcing including budget development and funds allocation.
· development of tender specifications in partnership with divisions.
State-wide and specialist services are required to develop and maintain a close working relationship with the department in order to deliver the integrated service response that the Program requires. These organisations are also required to keep central office informed of activities and/or specific issues in relation to the service implementation, development and ongoing management of the Program. 
The department delivers services through four divisions. Divisions plan for, funds and delivers housing and community services and develops strong partnerships with program service providers to collaboratively plan local services to give the Victorian community high quality services. 
Divisional responsibilities in the funding process include:
· ensuring services purchased contribute to the achievement of the department’s strategic direction and maximise the use of available resources.
· monitoring provider performance to ensure that services meet acceptable quality standards and practice guidelines, and taking corrective action where performance is below target.
· identifying and communicating to central office opportunities for cross program service initiatives or redevelopment.
· developing strong links between divisions for sharing information on continuous improvements to service delivery.
· within the above context divisional responsibility for the Tenancy plus-Tenancy support program and tenant participation components of the Program that includes managing the ongoing funding relationship including service development. 
Program  divisional services are therefore required to develop and maintain a close working relationship with the department’s divisional office, in order to deliver the integrated service response that the Program requires, and to keep the division informed of activities and/or specific issues in relation to the service implementation, development and ongoing management of the Program. In addition, at the direct client services level, Program funded service providers and local public housing offices/social housing providers/homelessness services/specialist providers will need to establish and maintain close working relationships. Statewide organisations will also maintain a close working relationship with Central office. 
[bookmark: _Toc261504889][bookmark: _Toc266783327][bookmark: _Toc360451371][bookmark: _Toc412720491][bookmark: _Toc412801013][bookmark: _Toc73529073][bookmark: _Toc94785378]4.4   Initiatives impacting on Program aims and directions 
In addition to the initiatives and agreements detailed in Activity descriptors the following impact on the operation of and underpin the Program:
· the Department ‘s Client Services Charter. <https://www.dhhs.vic.gov.au/publications/client-services-charter> the charter sets the standards of service that public housing renters, applicants and other clients can expect from the department. 
· [bookmark: macn][bookmark: supportfor_tenants]The Multiple and Complex Needs Initiative has been in operation since late August 2004 and aims to develop and implement strategies for responding to people with extremely complex needs to improve service outcomes for these clients.  
The service model, established under the Human Services (Complex Needs) Act 2009 has the following key elements:
· divisional gateway and referral process including divisional coordinators
· extensive divisional collaboration and coordination processes to minimize need for referral
· central group of program and clinical managers to approve eligibility and provide oversight
· intensive assessment, care coordination and case management service, where no appropriate divisional option is available, for eligible clients
· strong partnership between the department and Department of Justice, both centrally and locally.
[bookmark: _Toc266783328][bookmark: _Toc266806019][bookmark: _Toc266806401][bookmark: _Toc266806446][bookmark: _Toc360451372][bookmark: _Toc412720492][bookmark: _Toc412801014][bookmark: _Toc73529074][bookmark: _Toc94785379]5. General requirements
[bookmark: _Toc261504890][bookmark: _Toc266783329][bookmark: _Toc360451373][bookmark: _Toc412720493][bookmark: _Toc412801015][bookmark: _Toc73529075][bookmark: _Toc94785380]5.1	Service agreement context
The department provides Program funds to incorporated non-government or local government community service organisations to deliver services for social housing renters.
The department develops general and specific guidelines to ensure services are tailored toward the needs of renters. As the understanding of need changes, so too do program frameworks and funding guidelines.
Department funded community programs form part of the service agreement arrangements arising through the department’s partnerships project.  The activity descriptors complementary to the service agreements and provides information on government and departmental policies, strategies, and service specification information.
[bookmark: _Toc261504891][bookmark: _Toc266783330][bookmark: _Toc360451374][bookmark: _Toc412720494][bookmark: _Toc412801016][bookmark: _Toc73529076][bookmark: _Toc94785381]5.2	Continuous development, standards, and planning 
All service providers should develop an annual cycle of internal planning and review, which outlines service improvement objectives, along with strategies to deliver required services. Funded service providers must participate in a detailed review of their Program funding on request by the department. Program funded service providers should maintain the highest standards of contemporary service management, financial management and planning and evaluation. This includes, but is not limited to:
· employment of staff competent to the level of service delivery required to meet client needs, and ensure that appropriate staff development, supervision and de-briefing is available.
· ensuring operational funds provided through the program are principally spent on outlays directly arising from meeting client needs, and for the purposes for which the funding has been approved (excluding transfers to other services by way of grants, other staff related items including but not limited to parking fines, entertainment and other liabilities incurred by staff outside of work responsibilities).
· establishing clear procedural and budgetary policies for reimbursement of non-employee members of boards and committees of management for expenses incurred in carrying out their voluntary duties in relation to the governance of the funded service provider.
· ensuring that any goods purchased by the funded service provider are used for the benefit of clients.
· maintaining organisational governance and service delivery as separate and distinct functions, in the structure of the funded service provider and its governing body, and in the allocation of roles.
· ensuring that the majority of members of the governing body responsible for Program funding are not Program funded paid employees of the funded service provider or other Program funded organisations.
· ensuring that for vehicles secured through Program funds, explicit policies are implemented, designed to maximise use in responding to client needs, fulfil legal obligations regarding safe use and insurance for the class of vehicle concerned, protect the assets purchased with Program funds, and limit interstate travel to the minimum necessary as deemed by management and agreed by the department.
· ensuring that mechanisms and processes are in place that enables consumers to contribute to determining the way the Program service provider provides services. 
Program funded service providers will maintain an up to date knowledge of the provisions of the Residential Tenancies Act 1997 <https://www.legislation.vic.gov.au/in-force/acts/residential-tenancies-act-1997/100>, and departmental policies.
Program service providers are required to either register as a housing association or provider under the regulatory provisions for non-government, not for profit community organisations contained in the  Housing Act 1983  <https://www.legislation.vic.gov.au/in-force/acts/housing-act-1983/077>  or where they do not manage housing stock, to achieve the Department of  Families Fairness and Housing Standards 
[bookmark: _Toc261504892][bookmark: _Toc266783331][bookmark: _Toc360451375][bookmark: _Toc412720495][bookmark: _Toc412801017][bookmark: _Toc73529077][bookmark: _Toc94785382]5.3	Data collection and privacy 
The department collects some personal information for the purposes of planning, funding, monitoring and evaluating the services and functions delivered on its behalf but where practicable it will remove identifying details from information used for these purposes. 
The department is also required by National Affordable Housing Agreement to report on the assistance provided by each of its housing programs.
As part of this reporting process Program funded service providers will provide data monthly as required by the department under  service delivery tracking  <https://fac.dffh.vic.gov.au/service-delivery-tracking>
The department and its funded service providers operate according to strict privacy protocols as set out in the Health Records Act 2001 <https://www.legislation.vic.gov.au/in-force/acts/health-records-act-2001/046> and the Privacy and Data protection Act 2014 <https://www.legislation.vic.gov.au/in-force/acts/privacy-and-data-protection-act-2014/027> Collection of data by providers will be undertaken in a manner that ensures clients have the right to:
· be told why the collection is being conducted.
· be told how the information will be used.
· be told who will have access to the information.
· refuse to participate in the collection without affecting their right to receive services.
In fulfilling the above providers should explain to the client that whilst identifying information may be collected that client confidentiality and privacy will be protected.
[bookmark: _Toc94785383]5.4 Multi-Agency Risk Assessment and Management Framework (MARAM)
The MARAM framework is established in law under Part 11 of the Family Violence Protection Act 2008. It provides policy and practice guidance to organisations that have responsibilities in identifying, assessing and managing family violence risk, including those that have been prescribed under regulation as framework organisations. A framework organisation is required to progressively align its policies, procedures, practice guidance and tools to MARAM. Tenancy plus- Tenancy support program providers are prescribed under the MARAM
MARAM is one of three interrelated reforms to reduce family violence and promote child wellbeing and safety.  The Child Information Sharing Scheme (CISS) enables prescribed Information Sharing Entities (ISEs) to share information to promote the wellbeing and safety of children. The Family Violence Information Sharing Scheme (FVISS) enables ISEs to share information to facilitate assessment and management of family violence risk. MARAM guides information sharing under both schemes wherever family violence is present. Tenancy plus- Tenancy support program providers should refer to the Tenancy plus - Tenancy support program operational guidelines < Tenancy plus - tenancy support program operational guidelines - DFFH Service Providers> and MARAM practice guides and resources                   < https://www.vic.gov.au/maram-practice-guides-and-resources> for further information. 
[bookmark: _Toc261504893][bookmark: _Toc266783332][bookmark: _Toc360451376][bookmark: _Toc412720496][bookmark: _Toc412801018][bookmark: _Toc73529078][bookmark: _Toc94785384]5.5	Monitoring and reporting
Notwithstanding the Privacy, Data Protection and Protected Disclosures in section 17 of the service agreement monitoring of service performance will be undertaken through liaison with Program funded service providers within the parameters of the department’s monitoring framework.  Service requirements will be monitored through the collation of performance indicators and supported by an analysis of issues impacting on the performance achieved.  The department will work with funded service providers to develop performance monitoring in the areas of financial viability, governance and service quality.
To assist service providers in the delivery of the service, the department will undertake to provide:
· an ongoing commitment to the development of collaborative relationships.
· formal support via regular meetings with the service provider.
· regular updates on relevant policy directions and initiatives.
· consultancy where appropriate.
· formal and informal contact as required.
The frequency of formal liaison meetings will be determined in consultation with the service provider.  A departmental officer will be nominated to act as the initial point of contact for the service provider.
The department will communicate any information or recent development such as the release of new policies, initiatives or strategic documents or training opportunities to the provider in a timely manner.  The department will undertake to action funding in a timely manner.
The department will undertake to address any issues requiring clarification or discussion at the earliest opportunity in order to reach resolution.
Annual service targets and financial data will be monitored by the department using:
· service user data, service provision and financial accountability returns as required under the service standards and guidelines listed in the service agreement.
· service delivery tracking 
· service provider reports as required under the service agreement and as required in these guidelines. 
· other relevant information provided by the Program funded service providers on request from the department.
The direct relationship between funding and the service activity outputs also impacts on monitoring and reporting requirements. Performance below 95 per cent will trigger discussion with the department about strategies to improve achievement levels and if it was not agreed that improvement was likely and that 95 per cent performance standard could not be met in the following financial year, target and funding reallocation may result. 
Program funded service providers will maintain a close working relationship with their service agreement manager in order to keep them appraised of activities and/or specific issues in relation to the service.  This will include early identification of operational difficulties and other areas that could either disrupt delivery of services or adversely impact on clients, for example the absence of staff at small offices.
An agency monitoring framework has been developed by the department to produce a more consistent approach to service provider performance monitoring and improvement with a strong emphasis on continuous improvement.
In 2014, the department introduced an online service delivery tracking process which involves organisations accounting for monthly service delivery against their service agreement targets. This ensures that both the organisation and the department have a shared view of service delivery in a timely and regular manner. Service Delivery Tracking supports organisations in managing their progress towards meeting agreed targets and assists the department to manage its reporting commitments. Not all funded services providers are required to use service delivery tracking, click on the following service delivery tracking link to see if your organisation is listed or for further information about service delivery tracking  <https://fac.dffh.vic.gov.au/service-delivery-tracking> 
[bookmark: _Toc261504894][bookmark: _Toc266783333][bookmark: _Toc360451377][bookmark: _Toc412720497][bookmark: _Toc412801019][bookmark: _Toc73529079][bookmark: _Toc94785385]5.6	Grievance process
[bookmark: _Toc90904064][bookmark: _Toc261504895][bookmark: _Toc266783334][bookmark: _Toc360451378][bookmark: _Toc412720498][bookmark: _Toc412801020][bookmark: _Toc73529080]Refer to service agreement 
[bookmark: _Toc94785386]5.7	Approved use of funds
Funds provided to organisations must only be expended for purposes approved under these guidelines, and as agreed under the terms and conditions of service agreements or any variations to such agreements.
[bookmark: _Toc261504896][bookmark: _Toc266783335][bookmark: _Toc360451379][bookmark: _Toc412720499][bookmark: _Toc412801021][bookmark: _Toc73529081][bookmark: _Toc94785387]5.8	Acknowledgement of funding
Under a service or funding agreement, organisations are required to acknowledge the funding support provided by the Victorian Government for the services funded. The Acknowledgement and publicity guidelines for Victorian Government funding support <https://fac.dhhs.vic.gov.au/acknowledgement-and-publicity-guidelines-victorian-government-funding-support> provide guidance on this requirement.
[bookmark: _Toc94785388][bookmark: _Toc261504897][bookmark: _Toc266783336][bookmark: _Toc360451380][bookmark: _Toc412720500][bookmark: _Toc412801022][bookmark: _Toc73529082]5.9	General notice to the Victorian Department of Families Fairness and Housing 
The funded service provider is required to notify its service agreement manager as soon as possible of any events that may prevent it from adhering to any of the terms and conditions agreed to in this document, or which in any way alters its ability to provide services as outlined in the document and the service agreement with the department. 
[bookmark: _Toc261504898][bookmark: _Toc266783337][bookmark: _Toc360451381][bookmark: _Toc412720501][bookmark: _Toc412801023][bookmark: _Toc73529083][bookmark: _Toc94785389]5.10	Access to documentation 
The funded service provider is required to provide the department with access to the service. The department agrees to endeavour to provide notification of intended access visits.
The funded service provider is required, if requested by an authorised departmental officer, to provide:
· current job descriptions for all positions undertaking Program funded activities, which identify the funded tasks clearly related to the agreed objectives of the funded service provider.
· the names of workers employed with Program funding, notification that the workers are suitably qualified, and the commencement date and finishing date of each worker.
· The addresses of any client or office properties rented with Program funds, the date of commencement of the rental period, amount of rental (and changes during the period) and the date of conclusion of the rental period.
· The names and occupations of members of the management committee or board.
The department agrees that all data received will be managed in accordance with the Privacy and Data protection Act 2014.
[bookmark: _Toc261504899][bookmark: _Toc360451382][bookmark: _Toc412720502][bookmark: _Toc412801024][bookmark: _Toc73529084][bookmark: _Toc94785390]5.11 Advance notice of service suspension/closure
[bookmark: _Toc90904070][bookmark: _Toc261504900][bookmark: _Toc266783338][bookmark: _Toc360451383][bookmark: _Toc412720503][bookmark: _Toc412801025][bookmark: _Toc73529085]Refer to service agreement 
[bookmark: _Toc94785391]5.12 Transfers of funding
Should a funded service provider wish to relinquish all, or particular activities of Program funding must contact the department as soon as possible and well in advance of the expected date of relinquishment. 
Where organisations want to merge or one organisation wants to acquire another organisation the organisations must follow the steps provided in the Guidelines for funded organisations proposing a change in control, a merger, or an acquisition <https://fac.dffh.vic.gov.au/guidelines-funded-organisations-proposing-change-control-merger-or-acquisition > and complete the 
Questionnaire for funded organisations proposing a change in control, a merger, or an acquisition 
<https://fac.dffh.vic.gov.au/questionnaire-funded-organisations-proposing-change-control-merger-or-acquisition>
Should a funded service provider wish to relinquish all, or particular activities of Program funding the organisation must contact the department as soon as possible and well in advance of the expected date of relinquishment, refer to the organisation’s Service Agreement and the Service agreement requirements  Approval for funding a new service provider/auspice is the responsibility of the delegated officer as specified in the Housing Act instrument of delegation. 
Should a funded service provider decide to relinquish all, or particular activities, of Program funds, the funded service provider is required to co-operate with the department and any organisation to which the funds are being transferred so that the transfer can proceed as smoothly as possible with minimal disruption to service users. The funded service provider is required to transfer funds and all assets purchased with the Program funds along with uncommitted funds for all the Program activities involved and an audited statement of uncommitted funds and its assets register to the department prior to the transfer.
[bookmark: _Toc261504901][bookmark: _Toc266783339][bookmark: _Toc360451384][bookmark: _Toc412720504][bookmark: _Toc412801026][bookmark: _Toc73529086][bookmark: _Toc94785392]5.13 Service amalgamation
Where two or more funded service providers wish to consolidate their funded service activities under one current service provider or by forming a new organisation they should contact their service agreement manager the  funded organisations must notify the department’s service agreement manager, refer to the organisation’s department service agreement and the department’s Service agreement requirements, the Guidelines for funded organisations proposing a change in control, a merger, or an acquisition <https://fac.dffh.vic.gov.au/guidelines-funded-organisations-proposing-change-control-merger-or-acquisition > and complete the 
Questionnaire for funded organisations proposing a change in control, a merger, or an acquisition 
<https://fac.dffh.vic.gov.au/questionnaire-funded-organisations-proposing-change-control-merger-or-acquisition>

Approval to amalgamate, and transfer funds in accordance with the proposed amalgamation, is subject to the approval of the delegated officer as specified in the instrument of delegation. Housing Act 1983
[bookmark: _Toc261504902][bookmark: _Toc266783340][bookmark: _Toc266806020][bookmark: _Toc266806402][bookmark: _Toc266806447][bookmark: _Toc360451385][bookmark: _Toc412720505][bookmark: _Toc412801027][bookmark: _Toc73529087][bookmark: _Toc94785393]6. Program operations
[bookmark: _Toc261504903][bookmark: _Toc266783341][bookmark: _Toc360451386][bookmark: _Toc412720506][bookmark: _Toc412801028][bookmark: _Toc73529088][bookmark: _Toc94785394]6.1	Accessibility
Program requires the development of an effective interdependent working relationships between housing offices and community providers. 
The department operates on prescribed hours. In accordance with department operation, Program service providers are expected to deliver services during a normal business day between the hours of 9 am and 5 pm, Monday to Friday, 52 weeks of the year public holidays exempted.
Principal service points are to remain open to the public without periods of closure such as for lunch.  Telephone arrangements must clearly state hours of operation.  Where a service wishes to vary the hours of operation this must be agreed by the departmental divisional director where the service is located. 
The department will inform Program service providers, as soon as practical, of any variation to its prescribed hours that could potentially impact on the delivery of Program services, such as a temporary closure of a local office.
Where applicable service providers should, in addition to principal service points, utilise outreach services for more remote and/or high need areas. 
The organisation will operate in a manner that is equitable, impartial and non-discriminatory.
The organisation will secure access to appropriate high quality language services for its clients in accordance with the departmental language services  policy and guidelines <https://www.dhhs.vic.gov.au/publications/language-services-policy-and-guidelines>  requirements .
[bookmark: _Toc261504908][bookmark: _Toc266783346][bookmark: _Toc360451387][bookmark: _Toc412720507][bookmark: _Toc412801029][bookmark: _Toc73529089][bookmark: _Toc94785395]6.2	Tenant participation
The aim of tenant participation is to increase opportunities for public renters to contribute to decisions affecting their living environment.   
Organisations that receive funding under this activity will involve renters in program planning and development of all its services.
[bookmark: _Toc261504911][bookmark: _Toc266783349][bookmark: _Toc360451388][bookmark: _Toc412720508][bookmark: _Toc412801030][bookmark: _Toc73529090][bookmark: _Toc94785396]6.3	Community Contact Service
The Program funds a concierge service on public housing estates in the City of Yarra to provide the following services:
· supported employment, training opportunities and career development for public housing renters
· information and referral services
· community development activities. 
The Community Contact Service (contact service) has replaced security guards in performing the role of concierge between 8 am to 4 pm.
Being the first point of contact for residents, and controlling access to the estate buildings, the Community Contact Officers (contact officers) perform an important customer service and security role. They provide information services, ranging from updating noticeboards to developing brochures and assisting with translations, and support renters on a day to day basis through activities such as helping newcomers to settle in, providing conversation to isolated people, and making phone checks on elderly residents.
Estate residents also benefit from the community building aspect of the service through activities that are supported by contact officers including but not limited to the local festivals, art competitions and exhibitions for children, monthly discussion groups and the Breakfast Club. 
The contact service has been developed using the community enterprise Intermediate Labour Market model. In addition to the provision of concierge, information and community development services, the contact service provides a mechanism for delivering training and employment opportunities to assist disadvantaged community members to gain access to the labour market. 
The reporting requirements for this activity are referred to in the service agreement as the Public Housing Infrastructure Program Data Collection and include:
· an agreed annual work plan specifying approaches to service delivery
· a six monthly service provision report including evidence of achievement of outcomes required in the work-plan such as service training and employment outcomes. 



OFFICIAL



OFFICIAL

image1.png
OR|A Families,

State Fairness :
Government and Housing





image2.png




