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Executive Summary

The Department of Human Services (DHS) funded a Review of the Homeless Services System in the
South Western Area of Victoria and engaged the Salvation Army Social Housing Service (SASHS) as
the auspice for this Review. The Review was guided by a Project Control Group comprising members
of the Local Area Service Network (LASN) and DHS. Engage Consulting Australia Pty Ltd was
contracted to conduct the Review.

The Review included:

1. A Scoping Study examining the South West Homeless Service System including current and
projected demand. It was completed through interviews and focus groups with stakeholders
and a review of written information and data relating to the sector.

2. An Analysis of the results of the Scoping Study.

3. A workshop with the South West Housing Advisory Group on findings and suggested
recommendations.

4. The development of a Homeless Services System Strategy for the South West Region for the

next five years.

In this report Engage Consulting Australia provides details on the background, methodology, findings
and resultant strategy it developed for the Review.

The Review found that the Homeless Services System in South West Victoria works well to provide
good outcomes for its clients within the constraints of its resources and the current pressures on the
system.

Impacting most strongly on the sector is the affordable housing crisis and the increasingly complex
and high needs of clients. However, there are emerging trends, such as the rise of housing
associations in the region, and the development of new industries that have the potential to at least
partially counter these pressures.

There are a number of gaps that currently exist in the system. These include shortages of crisis
accommodation, singles accommodation, and accommodation for families requiring four bedrooms
or more. Clients with special needs and the ‘more difficult’ clients are at most risk of missing out on
services. There are particular accommodation facilities that are not available in the South West
including a “step up, step down” for clients experiencing mental illness, a drug and alcohol
withdrawal program, and live-in supported accommodation to support young people in their
transition to independent living. There is also no face to face after hours service for clients of the
homeless service sector in the area.
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Summary of Key Findings
A summary of the key findings of the Review follows:
KEY FINDING 1: The Homeless Service System is complex and difficult to navigate

KEY FINDING 2: There is no agreed approach across service providers for the delivery of homeless
services in South West

KEY FINDING 3: The South West region is large and mostly rural with little public transport
connecting towns and townships

KEY FINDING 4: Homeless services are concentrated in Warrnambool with service provision also in
Portland, Hamilton and Camperdown

KEY FINDING 5: In locations where particular service/s are not providing services in all business
hours, other services are providing ‘stop gap’ measures

KEY FINDING 6: System-wide spread of staffing across the region appears to match origin of clients
relatively well accordingly to the data available

KEY FINDING 7: Funding is not provided specifically for outreach service provision

KEY FINDING 8: There are generally positive outcomes for clients using homeless services in the
south west

KEY FINDING 9: Services demonstrate a high degree of innovation and flexibility in tailoring services
to the needs of clients

KEY FINDING 10: Itis acknowledged that improvements could be made in engaging clients in service
delivery planning

KEY FINDING 11: The national Housing Affordability Crisis has impacted on homeless service delivery
in the South West area

KEY FINDING 12: Demand for homeless services in the South West has progressively increased since
2000

KEY FINDING 13: Demand for homeless services in the south west outstrips funded supply
KEY FINDING 14: There are increased numbers of high and complex needs clients seeking services

KEY FINDING 15: There are increasing levels of anti-social behaviour from clients in the homeless
sector
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KEY FINDING 16: The homeless service system is currently undergoing change in response to the
introduction of accreditation

KEY FINDING 17: Public Housing is becoming more difficult to access

KEY FINDING 18: Housing Associations are likely to have an increasing influence on the homeless
service system in the South West in the coming five years

KEY FINDING 19: Projected growth and changes to industry in the region may have an effect on the
homeless services sector —however the direction of the effect is unknown

KEY FINDING 20: There has been a decline in the number of privately run, short-term
accommodation options and very few crisis accommodation options are now available

KEY FINDING 21: There is a shortage of crisis, transitional and long term accommodation for single
people

KEY FINDING 22: Half of all people accessing homeless services in SW are alone/single

KEY FINDING 23: There is a shortage of crisis, transitional and long term accommodation for families
requiring four or more bedrooms

KEY FINDING 24: The most difficult clients of homeless services are most likely to miss out on
receiving homeless services, particularly exit options

KEY FINDING 25: People experiencing homelessness that also have a special need such as requiring
modifications to a house, owning a pet, having a low 1Q or that are not good at advocating for
themselves, can end up as a lower priority for service providers

KEY FINDING 26: There is a limited after hours service for clients experiencing, or at risk of,
homelessness in the South West

KEY FINDING 27: Relationships amongst agencies in the South West are strong and mutually
respectful

KEY FINDING 28: In the past year there have been few opportunities for workers within the homeless
sector to network with each other

KEY FINDING29: Gaining information about the role, membership and key contact people for the

breadth of homeless services networks in the South West is not easy for new or marginal
stakeholders
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KEY FINDING 30: Interconnecting agencies do not have a good understanding of the homeless
services system and would like to streamline referral processes

KEY FINDING 31: Other than self referral, clients of the homeless services system are most likely to
be referred by another homeless service

KEY FINDING 32: Referrals in the homeless services sector are largely informal
KEY FINDING 33: Communication between agencies could be improved in relation to client referrals
KEY FINDING 34: There is potential to pool brokerage funding at entry points to homeless services

KEY FINDING 35: There is a perception by specialty areas in the homeless services system that other
homeless services agencies do not understand their client group well

KEY FINDING 36: There are no Prevention and Recovery Areas (PARC) facilities in the South West

KEY FINDING 37: There are no substance abuse rehabilitation programs that provide live-in support
to undergo withdrawal, in the South West

KEY FINDING 38: The policy shift that now enshrines the right for women and children to remain in
their home after experiencing family violence changes the way family and domestic violence services
interact with the system

KEY FINDING 39: Over 41% of clients of homeless services in the South West are under twenty five
years old

KEY FINDING 40: Co-location of youth services works well
KEY FINDING 41: Youth specific services are concentrated in Warrnambool

KEY FINDING 42: Clarification is required about program funding, delivery in particular locations and
local arrangements amongst agencies for the provision of youth homeless services

KEY FINDING 43: The incidence of young people presenting to homeless services citing mental illness
as a factor in the reason for their homelessness has increased

KEY FINDING 44: The incidence of young people presenting to homeless services citing drug and/or
alcohol abuse as a factor in the reason for their homelessness has increased

KEY FINDING 45: There is an emerging need for a reconciliation and mediation service for young
people and their families in Portland

KEY FINDING 46: There is a need for live in supported accommodation to assist young people on
their pathway to independent living
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Summary of Recommendations

The Homeless Services System Strategy provides a vision, objectives and recommendations for the
Homeless Services Sector over the coming five years. The strategy is based on the findings in the
Review and involved contributions by the South West Housing Advisory Group. The strategy needs
further work in order to be operationalised, but provides a solid framework for this to occur.

A summary of recommendations follows:

RECOMMENDATION 1. Develop a community-wide working party to develop and implement a
strategic approach to address the critical shortages of crisis accommodation and all types of housing
for young people, large families and single people.

RECOMMENDATION 2. Work in partnership with State and Federal government to:

2.1. Provide funding that meets the actual demand for homeless services, rather than for the
current targets.

2.2. Fund the additional costs of providing outreach services.

2.3. Compensate for the costs of mandatory accreditation, especially on smaller organisations.

2.4. Fund a PARC in the South West.

2.5. Fund a live-in supported withdrawal facility in the South West.

2.6. Fund a reconciliation and mediation service for young people and their families in Portland.

2.7. Provide additional funding at established Opening Doors entry points in recognition of the
coordination work, and potential increase in client numbers due publicity associated with
Entry Points.

2.8. Increase the number of early intervention and prevention programs for people at risk of
experiencing homelessness.

2.9. Facilitate dialogue about the impact of changes to industry in the region upon the homeless
sector.

RECOMMENDATION 3. Work in partnership with Housing Associations to:
3.1. Ensure they are involved in local networking opportunities.
3.2. Develop housing options for young people, singles and large families (four bedrooms plus).

RECOMMENDATION 4. Work in partnership with Local Government Authorities to:
4.1. Encourage development of single bedroom, and four bedroom plus dwellings in the region.
4.2. Foster more affordable housing options in the region.
4.3. Address the shortage of crisis accommodation.
4.4. Establish dialogue about the impact of additional workers as a result of industry changes in
the region.

RECOMMENDATION 5. Support and become active members of interconnecting networks and
initiatives that focus on early intervention and prevention.
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RECOMMENDATION 6. Work with transport networks and initiatives (e.g. Transport Connections
Projects, Warrnambool Transport Network) when planning days and times of outreach service
provision.

RECOMMENDATION 7. Work with the South West Local Learning and Employment Network (LLEN)
and Glenelg Southern Grampians LLEN to educate young people on the impact of the housing crisis.

RECOMMENDATION 8. Work in partnership with the Southern Grampians and Glenelg Primary Care
Partnership (PCP) and South West Primary Care PCP to ensure accommodation shortages identified
and the high demand for homeless services identified in this Review are considered for their
Strategic Plans for 2009-12.

RECOMMENDATION 9. Re-establish regular contact between homeless services and real estate
agents and private accommodation providers of hotels/motels/tourist parks in the region,
encouraging mutual understanding of issues faced by all parties.

RECOMMENDATION 10. Explore the possibility of linking an after hours service with a crisis/rooming
boarding house in Warrnambool, similar to SASHS Grovedale model.

RECOMMENDATION 11. Support the development of the Horizon House Kelp Street project (that will
support young people in their transition to independent living), and identify other opportunities to
expand this program within the region.

RECOMMENDATION 12. ‘Entry Points’ to the homeless services system should be rationalised to
have one cross target Entry Point located at each of Hamilton, Portland and Camperdown. In
Warrnambool, there should be one Adult (25+) Entry Point, and one Youth (<25) Entry Point.

RECOMMENDATION 13. Each of the homeless services Entry Points should be staffed during all
business hours.

RECOMMENDATION 14. One homeless services Entry Point should be designated as the ‘lead entry
point’ for the South West, whose role will be to lead coordination of entry point policies; collate and
distribute information on accommodation vacancies; and distribute other information relevant to all
Entry Points in the South West.

RECOMMENDATION 15. All speciality services should be available at all Entry Points at some time
every week.

RECOMMENDATION 16. All workers at Entry Points should be provided with high quality training,
including regularly updates about needs of generalist and specialty homeless services.

RECOMMENDATION 17. Develop an agreed approach to service provision, demand management
and expenditure of brokerage funding across services, particularly at Entry Points.

RECOMMENDATION 18. A framework for the practical operation of pooling funding at entry points
should be developed in close consultation with agencies in receipt of brokerage funding.
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RECOMMENDATION 19. Develop shared arrangements and pool funding with other organisations to
minimise the costs of outreach service provision (e.g. co-location, possibly at Entry Points).

RECOMMENDATION 20. Build on, regularly update and promote (within the sector, to
interconnecting agencies, and the general public) the South West Homeless Services Mapping
(Appendix C) provided by this Review.

RECOMMENDATION 21. A set of protocols for general referral to agencies in the homeless service
system (by internal and interconnecting agencies) need to be established.

RECOMMENDATION 22. A set of protocols for specific program referral needs to be established
within the homeless service system that includes at least verbal (if not face to face) contact between
referring and receiving workers.

RECOMMENDATION 23. Hold an annual South West networking meeting or conference for all
interested and working in the homeless sector in the South West.

RECOMMENDATION 24. Establish formal mechanisms for networker information sharing and peer
support across agencies such as joint staff meetings, and regularly scheduled case management and
coordination meetings.

RECOMMENDATION 25. Recognise the need for, and create scheduled and regular opportunities for
case coordination meetings amongst workers for clients with complex needs.

RECOMMENDATION 26. Terms of reference for each of the existing homeless services networks
should be updated. These would include outlining responsibilities such as ensuring new workers in
the system are notified about the network and are added to mailing lists.

RECOMMENDATION 27. Each specialty service should commit to one ‘information/training’ session
for all other workers in the sector on an annual basis. All agencies should commit to sending workers
to each of these sessions.

RECOMMENDATION 28. Establish a local community panel comprising of homeless service providers
that would meet as required to deal with the ‘most difficult’ clients and coordinate cross agency
support for them.

RECOMMENDATION 29. Each service trials at least one aspect of engaging clients in service provision
for a one year period. A joint evaluation of these approaches would occur with a view to all agencies
implementing the most successful features of these trials.

RECOMMENDATION 30. Agencies delivering youth homeless services need to work together to
clarify program funding and parameters, the locations in which particular programs are delivered,
and local arrangements for all youth homeless services to identify and attempt to minimise gaps in
service; and to allow other services to effectively refer clients to the appropriate service.
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Acronyms List

BFYS
BY
CASA
COAG
CERC
DHS
EFT
FDV
HASS
HEF
HIA
HNILS
IHSHY
LASN
LGA
LLEN
LoGCHoP
MOUs
NDCA
OOH
PARC
PCP
PHP
SAAP
SASHS
SHASP
SW HAG
THM

WRAD

Brophy Family and Youth Services

Barwon Youth

South West Centre Against Sexual Assault
Council of Australian Governments
Community Equity Rental Housing Cooperative
Department of Human Services

Effective Full Time (in reference to staffing)
Family and Domestic Violence

Homelessness Assistance Services Standards
Housing Establishment Fund

Housing Industry Association

Hopkins No Interest Loan Scheme

Innovative Health Services for Homeless Youth
Local Area Service Network

Local Government Area

Local Learning and Employment Network
Local Government Community Housing Program
Memorandum of Understanding

National Data Collection Agency
Office of Housing

Prevention and Recovery Areas

Primary Care Partnership

Portland Housing Program

Supported Accommodation and Assistance Program
Salvation Army Social Housing Service

Social Housing Advocacy and Support

South West Housing Advisory Group
Transitional Housing Management

Western Regional Alcohol and Drug Centre
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Introduction

The Department of Human Services (DHS) funded a Review of the Homeless Services System in the
South Western Area of Victoria and engaged the Salvation Army Social Housing Service (SASHS) as
the auspice for this Review. The Review was guided by a Project Control Group comprising members
of the Local Area Service Network (LASN) and DHS. Engage Consulting Australia Pty Ltd was
contracted to conduct the Review.

The Review comprised three stages:

1. A Scoping Study examining the South West Homeless Service System including current and
projected demand;
An analysis of the results of the Scoping Study; and

3. The development of a Homeless Service System Strategy for the South West Region for the
next five years.

A draft Scoping Study Report and a draft Analysis Report were provided to the Project Control Group
during the course of the project for comment. These reports have been incorporated into this final
report.

Methodology

The Scoping Study

Engage Consulting Australia conducted a consultation, a literature review, and analysis of homeless
services data to gather information about the system of homeless services delivered in the South
West of Victoria. This information included:

e Knowledge from ‘experts’ in the field — key personnel in service provider organisations;

e Existing documentation from local service providers on their homeless services;

e Current literature on Homeless Services in Australia, including State and Federal
Government Policy; and

e Supported Accommodation Assistance Program (SAAP) data.

The Scoping Study was completed between 18" September and 6" November 2008.

Engage Consulting Australia acknowledges the commitment and support shown by those
organisations that participated in the consultation component of the Scoping Study.

Consultation
The Review conducted a consultation which involved collection of qualitative information through
interviews and focus groups.

Consultation with the Project Control Group during the planning phase of the project identified key
organisations to be contacted during the Scoping Study, forming the planned Consultation List (See
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Appendix A). Appendix A also identifies amendments that were necessary to the planned
consultation list.

Engage Consulting Australia conducted 19 structured interviews. Each of these lasted between forty-
five minutes and one hour. Of them, 11 were face to face and eight were conducted on the phone.
The interviews were semi-structured, qualitative interviews recorded via handwritten notes. The
interviews fell into four categories:

® Managers of Homeless Services;

® Managers of Agencies with strong interconnections with Homeless Service Agencies;

® Individuals with a “System Overview” of the Homeless Service Sector in the South West; and
® Housing Associations.

In addition, three focus groups were conducted with Brophy Family and Youth Services, Emma
House and Salvation Army Social Housing Service, South West. These focus groups were arranged to
gain a ‘worker perspective’ from some of the key agencies providing homeless services in South
West Victoria. Focus groups contained between four and nine participants each . Interviews and
focus groups were conducted by Ms Kellie King.

Information was requested on perceived gaps and issues, inter-agency relationships, and details on
specific programs provided by agencies. The order and level of detail of questions asked in the
interviews and focus groups varied depending on the experience of individuals consulted and their
type of involvement with/in the homeless services sector. The general question guides for the
interviews and focus groups are provided at Appendix B.

The following organisations and individuals were formally consulted during the Scoping Study.
Homeless services

e Portland Housing Program Incorporated, Carmen Scott

e Mind, Collette Porter

e Western Region Alcohol and Drug (WRAD) Centre, Daryl Fitzgibbon and Cassie Achison
e Barwon Youth, John Townsend

® Quamby House, Kim Cook

e Salvation Army Social Housing Service - South West, Lindsay Stow

e Salvation Army Social Housing Service - South West, Worker Focus Group
e Warrnambool City Council, Murray Murfett

® Emma House, Pat MclLaren

® Emma House, Worker Focus Group

® Brophy Family and Youth Services, Peter Flanagan

®  Brophy Family and Youth Services, Worker Focus Group

e Community Connections, Peter Sheen

® Aspire, Phil Hose

e Gunditjmara Aboriginal Cooperative, Trish McGregor
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Interconnecting Agencies

e Office of Housing - Warrnambool Branch, Gloria Falla
e South West Centre Against Sexual Assault, Helen Wilson
® Community Correctional Services - South West, Renee Gleeson

Housing Associations

e |oddon Mallee Housing, Kerry Ashley
e Community Housing Limited (Housing Association), Svetlana (Lana) Krasinski,

Whole of System View

e Office of Housing, Barwon South West, Department of Human Services, Lindsay Cameron
e Colac Area Health, Marina Lewis

In addition to the formal consultations, the following organisations and individuals were informally
consulted during the Scoping Study.

e Southern Grampians Shire, Manager of Community and Leisure Services, Kevin O’Brien
®  Yarra Community Housing Limited, Myra Kitchenmen,

e Corangamite Shire, Manager Aged and Disability Services, Gwyneth Rogers

® Vic Relief Food Bank, Rural Community Support Officer, Tom Brennan

® Glenelg Shire, Sam Sharp and Ashley Bishop

e Time for Youth, Creating Connections Worker, Chantelle Chavaut-Allen

e South West Health Care, Psychiatric Services, Margaret Skene

e Common Equity Rental Housing Cooperative, John Mclnerny

e Warrnambool City Council , Paul O’Brien and Anne Waters

e Department of Human Services, Primary Health Branch - Partnerships, Kate Gilbert
e South West Local Learning and Employment Network, Toni Hancock

e Gunditjmara, Family Violence Worker, Libby Lesock

Literature Review
A purposive literature review of information relating to homelessness in the South West was
conducted by the Review. This included:

® Documents provided by organisations involved in the Scoping Study relating to their
services;

® |ocally written papers and documents on the Homeless Services Sector in South West
Victoria provided by organisations involved in the Scoping Study;

® Numerous websites relating to homelessness, including key government websites outlining
current State and Federal Government policies and initiatives in relation to homelessness;

e Key reports and articles on homelessness in Australia ; and

e Data on public housing waiting lists in South West Victoria provided by the Office of Housing,
South West Branch.
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Information from published and unpublished sources was evaluated in relation to the key themes
generated from the interviews and focus groups. Information from these materials has been
referenced and used as supporting evidence throughout this report.

Data Analysis

The Review conducted an analysis of data from programs in the South West from the National Data
Collection Agency (NDCA) Supported Accommodation Assistance Program (SAAP) provided by the
regional and central offices of the Victorian Department of Human Services

The form of SAAP data provided to the Review was individual program reports for funded programs
operating in the Barwon South West Region and relates to services delivered between 1 July 2006
and 30 June 2007. As such, data relating to programs run only in the South West has been
disaggregated for analysis. Information from the following programs (named in the same way as in
the SAAP reports) was collated and is presented in this report in support of the key concepts/themes
emerging from the interviews and focus groups.

e Adolescent and Community Placement

® Emma House

e Hamilton Accommodation Program

e Portland Accommodation Program

® Camperdown District Accommodation Program

e Salvation Army Family Support Services

e BFYS

e Warrnambool Women’s Refuge

® Warrnambool Youth Accommodation Program

e Brophy

® SW Indigenous Family Violence Outreach

® FDYS Crisis Accommodation

® Family Violence — SW Intensive Case Management
® Family Violence — SW Linking to the Private Rental Market
®  Yhap2 - links to education

® Yhap2 - Youth Futures

e Supporting Young Parents

Information relating to services delivered by Barwon Youth could not be disaggregated to reflect
South West only service delivery and as such, have not been included in the analysis. Likewise, the
after hours telephone service for family and domestic violence operating from Bethany, covers the
entire Barwon region and information cannot be disaggregated for South West only, thus this
information has not been included in any of the data analysis.
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Analysis of Information from Scoping Study

Qualitative information was evaluated using a thematic analysis approach, where key findings were
described in relation to conceptual themes. Throughout the report, these themes are described with
supporting ‘quotes’ from individuals involved in interviews and focus groups. To maintain the
anonymity of participants, quotes have not been attributed directly to particular individuals. As
much as possible, particular agencies have been de-identified in this report.

Program information obtained in the Scoping Study was collated into South West Homeless Services
Mapping document which is provided in Appendix C. This mapping document includes some
program information gained from secondary sources. Where the information was gained from a
primary source, the organisation was given the opportunity to provide comment on the version
provided in this report. Each program is notated to indicate wether it is a primary or secondary
source, and whether it has been checked by the organisation that provides the program. An
electronic copy has also been provided to the Project Control Group for future updates of this
information.

Data from the specified SAAP programs available in the NDCA reports has been combined to present
descriptive statistics, or an overall ‘picture’ of SAAP data for the South West area. Caveats on the use
of the data are identified throughout this report where necessary.

Methodology for developing the Strategy

Engage Consulting Australia tested the findings and workshopped the recommendations to ensure
the strategies were acceptable, feasible and achievable to key stakeholders.

A draft Analysis Report outlining key findings was submitted to the Project Control Group on the 21*
November 2008 for feedback. Engage Consulting Australia also presented the key findings and
workshopped ideas for recommendations with the South West Housing Advisory Group (SW HAG)
on the 26™ November 2008. This group was also consulted about the most appropriate format for
the presentation of the South West Homeless Services Mapping provided as part of this report
(Appendix C).

The auspice was also consulted about the general direction being taken during the strategy
development.

engage
1' consulting
BEN qustralia

Page 16 of 82



Findings

Introduction to the Findings
This section of the report outlines the findings of the Scoping Study of the Review of Homeless
services, South West Victoria. It is divided into several sections including:

e Findings in relation to the ‘system’ of homeless services in South West Victoria (including
findings specific to particular geographic areas and also findings spanning the breadth of the
system);

® Findings in relation to specific client groups;

e Current and emerging trends affecting the Homelessness Service System in South West
Victoria (including the Housing Affordability Crisis, demand, diversity of services, impact of
new industries in the region and exit options from the system);

* |dentified gaps in the service delivery system;

e Findings in relation to the interconnections and relationships amongst agencies;

® Findings on ‘specialty’ services within the Homeless services System; and

®* An example of how the system ‘works’ for one client group (young people).

Description of the Homelessness Service System in South West
Victoria

The Homeless Services System in South West Victoria provides services to people who are
experiencing, or at risk of homelessness for short (crisis) to medium (transitional) periods of time.
Crisis support and accommodation lasts for up to two weeks, and transitional support and
accommodation lasts up to twelve months. Figure 1is an attempt to provide a general overview of
the system, though it is important to note that exceptions to this pictorial representation will exist
within agencies and especially in relation to specific target areas (e.g. family and domestic violence,
drugs and alcohol, mental health etc).

The sector is primarily funded through the Federal Government’s Supported Accommodation and
Assistance Program (SAAP) and State Government’s Office of Housing (OOH). In recognition of the
varied factors that contribute to homelessness and the supports required, separate funding is
provided for supporting young people (under 25 years old) and adults (over 25 years old). However,
in some areas ‘cross target’ funding is provided where the one agency provides homeless services to
both young people and adults (over 18 years old).

The Homeless Service System provides housing for people experiencing homelessness on a short
term (crisis) and a medium term (transitional) basis. The houses (known as public housing
transitional stock) are owned by State Government, but State Government funds agencies to act as a
landlord for these properties. These agencies provide services known as Transitional Housing
Management (THMs). The THMs in South West Victoria are the Salvation Army Social Housing
Service (SASHS), Barwon Youth.
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Support provided throughout the two week crisis period is provided by SAAP funded positions.
Individuals and families in housing crisis can gain access to THM crisis properties, intensive Crisis
Support once in THM crisis properties, access to Housing Establishment Funds (HEF) and Public
Housing Early Allocation Assessment'.

Support is also provided whilst clients are living in transitional housing for up to twelve months for
adults, and eighteen months for young people. This Transitional Support focuses on seeking long
term housing options, and dealing with the underlying causes of homelessness to secure sustainable
long term housing. Transitional Support can be provided by generalist services (adults and young
people); youth specific services (only young people); mental health services; drug and alcohol
services; family and domestic violence services; and indigenous services.

In some cases, specialist support services such as mental health services, family and domestic
violence services and drug and alcohol services have “nomination rights” over a certain number of
properties managed by THMs. This means that these agencies can nominate ‘their’ clients to have
access to these properties to the exclusion of all others. In the South West, if a property under
nomination rights has been vacant for some time, there are some agency specific arrangements in
place that in some cases allow the THM to tenant these properties to other clients for a certain
period of time.

In the South West, Western Region Alcohol and Drug Centre (WRAD), Quamby House, Emma House
and Portland Housing Program all have nomination rights over a certain number of transitional
housing stock.

In addition, Aspire and Lyndoch have nomination rights for their clients to general public housing
stock (as opposed to transitional stock) for a transitional period of time.

As well as these ‘core’ homeless services, there are a number of agencies also considered part of, or
having a very strong connection with the Homeless services System. Such agencies provide
accommodation and/or specialist support to people experiencing or at risk of homelessness.

These include support programs to sustain tenancies such as:

e Social Housing Advocacy and Support Program (e.g. SHASP);
e Consumer Affairs Advocacy Program (e.g. Community Connections); and
® Financial Counselling Programs (e.g. Community Connections Financial Counselling , HNILs).

There are also programs that specialise according to target group such as:

e Specialist Mental Health Services (e.g. Aspire, Mind and South West Health Care Psychiatric
Services);

e Specialist Drug and Alcohol Services (e.g. Quamby House and WRAD);

e Specialist Family and Domestic Violence Services' (e.g. Emma House and Gunditjmara); and

e Specialist Youth Services (e.g. Brophy Family and Youth Services).

! Whilst FDV services are included in this ‘specialist programs’ list, they are funded through SAAP
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Figure 1: A diagrammatic representation of the Homeless services System, South West Victoria
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Finally, there are housing options such as:

e Local Government Community Housing Program (e.g. LoOGCHoP);

e Supported Residential Services - ‘user pays’ (e.g. Seaview);

e Supported Residential Services - ‘pension only’ (e.g. Themar Heights and Victoria House);

e Boarding Houses (e.g. Shamrock House and Alveston House);

e Self Help Groups (e.g. DASH);

e Housing Associations (e.g. Loddon Mallee Housing, Priority CERC Ltd, Community Housing
Limited); and

® Public Housing (e.g. Office of Housing, South West Branch).

System-wide Findings

Analysis of the NDCA SAAP data shows that 960 clients accessed SAAP funded homeless services in
South West Victoria in 2006-2007. This makes up 2.53% of all SAAP clients in Victoria'.

Most of those clients presenting in South West Victoria were alone or with an unrelated person
(51%), followed by a person with children (32.4%), couples with children (7.8%), couples without
children (4.7%) and the smallest category was unreported or other (4.1%)".

Chart 1. Percentage of total people seeking support in the SW region in each client category (N =960)
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To those outside, or new to the homeless services system, the system is complex and difficult to
navigate. This is a highly pertinent point given the most common source of referral to the homeless
services sector is self referral (see Chart 7). Even those ‘inside’ the system noted lack of information
about all the services and options that are available to them and their clients.

‘ KEY FINDING 1: The Homeless Service System is complex and difficult to navigate
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A particular point of confusion that is worthy of mention is the age groups that agencies are funded
to provide services for. Table 1 provides clarification on this issue by providing an overview of the
core homeless services that are provided to young people in each locality.

“There is no ‘one place’ we can go to and find out what options might be available for our clients”

“I don’t know how many transitional houses are available, | am convinced some agencies ‘hide them’
for their own clients”

There is also no clear, agreed upon approach that all homeless services in the South West operate
under. Whilst it was expressed to the Review that all agencies were working toward the same vision
of breaking the cycle of homelessness for their clients, their philosophies and approaches to achieve
this vision were different.

KEY FINDING 2: There is no agreed approach across service providers for the delivery of homeless
services in South West

Geographic Findings

The region of South West Victoria is part of the Victorian Government’s Barwon South West Region.
It includes the Local Government Areas (LGAs) of Warrnambool, Moyne, Corangamite, Glenelg and
Southern Grampians. It covers 22,865 square kilometres" spanning from the South Australian border
in the west, to Balmoral in the north, and Camperdown in the east. Its population is 103,307" and
Warrnambool is the main service centre in the region, with 31% of the region’s population residing
there. Some of the larger towns/townships include Portland, Heywood and Casterton (in Glenelg),
Hamilton, Dunkeld and Penshurst (in Southern Grampians), Port Fairy, Mortlake, Macarthur and
Koroit (in Moyne), Camperdown, Terang, Timboon and Port Campbell (in Corangamite).

With significant separation of localities, and very little public transport between each other and to
and from Warrnambool, service provision to cover the region can be problematic.

Stakeholders believed that areas between Hamilton and the South Australian border (such as
Casterton, Merino, Digby, Dartmoor and Nelson) fared the worst in terms of service provision across
the region. Much of this related to inaccessible public transport into Portland or Hamilton where
services could be provided.

KEY FINDING 3: The South West region is large and mostly rural with little public transport
connecting towns and townships

Analysis of the most common locations of clients of South West SAAP services in 2006-07 (that could
be disaggregated from region-wide Barwon South West data?) before their period of homelessness
shows that 86% of clients were from the South West, with 6% of clients from other parts of Australia
and 8% were not reported. The biggest impact on the figure from clients from other parts of

% Barwon Youth and Bethany’s Regional After Hours Service for Family Violence could not be disaggregated
according to sub-region
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Australia, and one of the biggest factors in the non-reported responses, was the Warrnambool
Women'’s Refuge where security and anonymity for its clients are paramount.

As Warrnambool is the main city in South West Victoria most of the homeless services agencies, and
the administrative hubs for these agencies, are based in Warrnambool. Other key towns for service
provision within the homelessness sector are Portland, Hamilton, and Camperdown. This also
matches the critical mass of clients’ point of origin as seen in Chart 2. In 2006-07, between five to 11
clients also originated (in order from most to least) from Terang, Heywood, Cobden, Framlingham,
Koroit, Port Fairy and Purnim.

Chart 2: Percentage of clients by the town reported as their last location prior to the current
period of homelessness (N=964)
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KEY FINDING 4: Homeless services are concentrated in Warrnambool with service provision also in
Portland, Hamilton and Camperdown.

Some agencies have employed staffs that live in the key towns of service provision, and others utilise
Warrnambool based staff that spend time commuting to other parts of the region.

Full “face-to-face” business hours presence by staff in Portland and Hamilton was seen as crucial to
stakeholders.

Services that provide outreach beyond Warrnambool several days per week do not necessarily
coordinate these days with peak demand times nor public transport times for outlying townships. As
a result, for the lack of any other option, the services that do have a full time presence in the smaller
towns end up providing additional ‘stop gap’ services to clients. This is often outside what they are
funded to do, and outside their area of speciality knowledge.

engage
ﬂ consulting

australia
Page 22 of 82




KEY FINDING 5: In locations where particular service/s are not providing services in all business
hours, other services are providing ‘stop gap’ measures

Chart 3: Distribution of SAAP service client origin compared to distribution SAAP funded EFT (not
including Brophy Family and Youth Services data®; and not including all managerial EFT)
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Chart 3 has been provided to give a system-wide perspective on staffing and client distribution for
the South West region. With the data provided for to the Review, it was only possible to make a
tentative comparison between the percentage of clients who nominated each local government area
as their location prior to seeking services, and the percentage of EFT staffing across all services
provided in those local government areas. Ideally a comparison would have been made between the
clients’ preferred location of presentation rather than their prior location as this would allow a more
robust conclusion that EFT staffing is adequate in locations that clients actually wish to access
services. It crucial that this chart be viewed on a system-wide basis and not reflecting an agency by
agency analysis, as the dedicated EFT is provided for specific services in specific areas that have
certain eligibility criteria rather than for services in general. In addition, the EFT levels did not always
include managerial EFT, and therefore can be only viewed as approximate. As such, this information
is provided in an attempt to map resources against need by locality but the conclusions drawn must
be tentative due to the parameters of the data used.

Based on Chart 3, it suggests that additional staffing may be required in Corangamite, and also, but
to a lesser degree, in Glenelg; and fewer staff may be required in the Southern Grampians. However,
clients don’t necessarily present to services in rigid government structured boundaries. It was

** This data was not included because the majority of BF&YS programs are funded for Warrnambool only, and
as this is 41% of the total number of clients, it would have significantly skewed the results.
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reported to the Review, for example, that clients from Casterton (in Glenelg), are more likely to
access services in the Southern Grampians, than in Glenelg due to historical connections between
Hamilton and Casterton; which may then mean the EFT in Southern Grampians is sufficient.

Comparing the data in this way, also suggests that Warrnambool may require fewer EFTs; however,
as it is the administrative centre for all these services, and also the regional centre, more clients may
gravitate there to access services — thus, perhaps the current mix of EFT is also warranted in
Warrnambool.

KEY FINDING 6: System-wide spread of staffing across the region appears to match origin of clients
relatively well accordingly to the data available

Agencies noted that funding models that resource for client numbers or support periods do not
recognise the additional costs of providing outreach services. If appropriate staff cannot be found
within the smaller towns for outreach, staff from the larger town/s must commute; impacting both
on the amount of time spent travelling rather than in service provision, and on the costs of vehicle
expenses for those agencies. There is also the cost of multiple locations in which the service
provision is provided. The cost of getting specialist training to workers in rural and regional areas
was also noted and as a result, the costs are borne by the agencies for their workers to attend larger
towns in the region such as Warrnambool, Geelong or even Melbourne to keep their skills current,
or worse still, they don’t attend training due to lack of time and resources.

KEY FINDING 7: Funding is not provided specifically for outreach service provision

Client Centred Findings

Clients of homeless services in South West Victoria are supported by very dedicated staff who
achieve good outcomes within the constraints of the resources available to them.

Due to the range of underlying causes of homelessness, workers in the homeless sector are also
required to have knowledge of, and be able to provide support to clients in many different ways.
This is particularly important in a time where more and more clients are presenting with complex
needs.

The outcomes of this dedication is evidenced in Chart 4, which shows the percentage of people in
private rental, public housing and SAAP medium to long term accommodation is greater after people
have accessed services than before, and there is no one sleeping rough after support.

KEY FINDING 8: There are generally positive outcomes for clients using homeless services in the
south west
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Chart Four: Percentage of clients in each housing type before and after support (N = 960)
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This is consistent with homelessness programs within Victoria as a whole which were found by the
Council to Homeless Persons to be “generally working well; the programs are only struggling
because of chronic under-resourcing combined with unprecedented client demand caused in part by
the national housing crisis and other socio-economic factors”".

“All the clients we see that we find out are homeless all get permanent housing, so the sector seems
to work really well in that regard”

“Workers support their clients well. They really go into bat for them.”

Without contravening funding agreements, homeless services use as much flexibility as possible in
order to tailor their service to individuals. Most agencies try to provide a high degree of flexibility
and innovation in providing service to clients who are at risk of, or experiencing homelessness in
order to tailor the service to that individual’s needs. Agencies also work collaboratively to ‘cobble
together’ accommodation packages for clients.

KEY FINDING 9: Services demonstrate a high degree of innovation and flexibility in tailoring
services to the needs of clients
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Whilst this Review did not consult with clients of the homeless services®, nor specifically ask how
clients are engaged in the planning and operation of services, stakeholders noted that this is an area
that can be improved in South West Victoria.

However, it is evident that some agencies have done some work in this area". Also as the

Homelessness Assistance Service Standards (HASS) that are currently being implemented by all
agencies, require that “The organisation regularly seeks ongoing feedback from consumers and

2 Vil

consults them whenever it is considering major changes to service delivery”™, it is anticipated that

client engagement will improve over time.

KEY FINDING 10: It is acknowledged that improvements could be made in engaging clients in
service delivery planning

Trends - Current and Emerging

The Affordable Housing Crisis

The most important trend impacting on the Homeless services System in South West Victoria is the
Affordable Housing Crisis in Australia. Whilst this crisis has been developing over a number of years,
it is perhaps even more volatile moving into the coming five years when there are dire financial
outlooks at a global level.

A snapshot of the Affordable Housing Crisis follows:

a) National Snapshot

e In 1996, the average home cost four times the average annual wage. A decade later, the
average home cost seven times the average annual wage.

e Housing stress is defined by spending more than 30% of household income on rent or
mortgage repayments. It is now normal for home buyers in Australia to enter into housing
stress in order to enter the property market, as on average, they spend 32.3% on mortgage
repayments - compared with 17.9% in 1996.

e Across Australia, 685,000 low and middle income families and singles - or more than one in
five of all families and singles who rent - are in rental stress

e First home buyers now account for barely one in six (18.4%) of all home purchases -
compared to 22% in June 1996.

e The size of the average first home owner mortgage has more than doubled in the last ten
years - from $104,000 in December 1997 to $231,000 in December 2007.

e Average rents for three bedroom homes have risen by 82% since 1996. ™

e Rental vacancy rates are at critically low levels. They are at 0.3% within 4km of the
Melbourne CBD, with Geelong at 0.7% and Ballarat at 0.9%"

e Compared with all other developed countries, Australian house prices are almost the least
affordable **

* This Review considered the engagement of clients experiencing homelessness as part of its consultation but
was unable to do so due to timing and resource constraints. Client engagement needs to be considered and
embedded by funding bodies at the outset of any new initiative or research.

> This snapshot was previously written by the author for another paper that is yet to be published.
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Chart 5: Housing Affordability Index, Australia
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Chart 5 clearly demonstrates the extent of the Affordable Housing Crisis in Australia. Most recently,
the Housing Industry Association (HIA) reported a slight improve in Housing Affordability for their
September 2008 Quarter. Whilst the HIA-CBA First Home Buyer Affordability Index rose 3% in the
quarter, it remained “at near record lows, at a level 1.1% below that of the September 2007

2 Xiii

quarter”.
a) Local Snapshot

The Housing Affordability Crisis is also evident in the South West:
® Inthe December quarter of 2007, Warrnambool and District’s rental vacancy rate was
recorded at only 1.5%""; and
®  Though public housing waiting lists in the Barwon South West Region remained steady
during the March 2008 quarter, there were record private market rents and all-time low
vacancy rates.

Xvi

The following information provided by the Warrnambool City Community Profile Website™' showed
that in Warrnambool:
® Households were more likely to rent than in Regional Victoria as a whole (26.7% of the
population were renters compared to 20.5%);
e Had a smaller proportion (37.8% compared to 41.8%) of households with low mortgage
repayments (less than $950 per month) than Regional Victoria as a whole; and
e Had a smaller proportion (32.6%) of households with low rental payments (less than $140

per week) compared to Regional Victoria as a whole (44.3%). ©

® This snapshot was previously written by the author for another paper that is yet to be published.
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The impact of the Affordable Housing Crisis on society

“Affordable Housing is crucial to a country and its people. Without it,
people are impoverished, families and communities eroded, jobs lost and

the economy weakened.”
Julian Disney, Chair of the National Affordable Housing Summit

xvii

Low levels of Affordable Housing leads to housing stress in a large number of households. Indeed,
there are now 1.1 million low and middle income families and singles in housing stress - about
220,000 more than in 2004™". Housing stress particularly affects young people, families with young
children and older people.™

The Impact of the Affordable Housing Crisis on the Homeless services System

Increased pressure on any type of housing tenure results in a trickle down effect on other types of
housing tenure. When the pressure is squarely at the “top of the chain” due to difficulty in attaining
home ownership, this puts pressure on all other types of housing tenure as illustrated in Figure 2.

Figure 2: The trickle down effect of the Housing Crisis in 2008
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Alleviating pressure at any point in the chain releases pressure at all points downstream and
ultimately assists to alleviate pressure on the homeless sector, where the most vulnerable in society
find themselves. It is keeping this in mind, that the Review has spent time talking with Community
Housing providers about their plans for South West Victoria.

KEY FINDING 11: The national Affordable Housing Crisis has impacted on homeless service
delivery in the South West area.

Demands on homeless services in South West Victoria

Most agencies noted the increase in demand for services over the past five to ten years. To illustrate
this point, at the same time housing affordability began to decline (see Chart 5), between 2000-2001
and 2002-2003, one South West service noted a more than two-fold increase in the number of
homeless clients they were servicing. This figure remained similar or higher up to the 2005-2006
financial year.

As outlined in a recently released report by Access Economics, the demand for all welfare services is
set to continue to increase for at least the coming few years in the face of the current financial
crisis.”

KEY FINDING 12: Demand for homeless services in the South West has progressively increased
since 2000.

Further to the increase in demand, it is important to note that the Review found that many
homeless services in the South West self reported that they currently provide services to much
greater levels than they are funded to do so. For example:

e Agency 1 reported that its targets for program X for the year were 122 episodes of support,
but from only July to December 2007, they provided 88 episodes of support. For program Y,
agency 1 reported that there were 145 episodes of support provided between July to
December 2007, yet they were funded for only 84 episodes of support.

e Agency 2 reported that it was funded to deliver 96 support periods for the whole of 2008,
but as of the 9" of October, it reported that it had already provided 214 support periods.
Agency 2 also indicated that this is a similar scenario for some of its other programs.

e Agency 3 reported that it is funded for a caseload of 48 per year, but that it routinely has
closer to 100 on its caseload for the year.

e Agency 4 reported that its total funded target for the year is 220 clients, but it provides
services to closer to 300 each year.

An attempt has been made to compare this self reported information with the NDCA SAAP data,
however inconsistencies in data collection formats, periods and definitions preclude any statistically
reliable direct comparison or analysis.
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Ideally a statistically robust comparison would be made using standardised data collection tools for
within and between agencies to provide valid statistical information about an agencies’ level of
service provision in comparison to their level of funding.

Some services very carefully manage their demand in order to prevent worker burnout. They do this
by providing a minimalist service to everyone that presents, but have very strict eligibility criteria for
anything more extensive. They are also careful not to ‘advertise’ their service too widely. Whilst this
is an important management technique to support the staff and organisation, unintended results
may be to place even further pressure on those agencies with ‘open door’ policies, and to exclude
more ‘difficult’ clients from their service.

Those agencies that have an ‘open door’ policy have strong support for this open door approach;
especially given they are dealing with the most vulnerable in our society. However, it was evident
that worker pressure and burnout is becoming an increasing issue for these a