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1. [bookmark: _Toc214444107]Acknowledgement of Country
The Victorian Government proudly acknowledges Victorian Aboriginal people as the First Peoples and Traditional Owners and custodians of the land and waters on which we rely. We celebrate that Australia is rich in living Aboriginal culture, based on the values of reciprocity and respect for Elders and Country.
We acknowledge the ongoing leadership role of the Aboriginal community in creating services and supports to ensure that all Aboriginal children are raised in safe, healthy, and culturally rich families and communities, and have every opportunity for a bright future. 
We pay our respects to ancestors of this Country, Elders, knowledge holders and leaders – past and present.
2. [bookmark: _Toc214444108]Glossary
	Term
	Definition

	Aboriginal
	Describes First Nations Aboriginal and Torres Strait Islander peoples. We acknowledge the term ‘Aboriginal’ does not capture the entire diversity and complexity of Victoria’s Aboriginal and Torres Strait Islander peoples and cultures. Our intent is always to use terms that are respectful, inclusive, and accurate.

	Aboriginal Community Controlled Organisation (ACCO) 
	An organisation that functions under the principle of self-determination, is initiated by and for a local Aboriginal community, and is based in a local Aboriginal community.

	Activity Descriptor
	A schedule to the Service Agreement, which contains detailed information for each Department-funded services activity, available at https://providers.dhhs.vic.gov.au/health-human-services-activity-search

	APSS
	Agency Performance System and Support teams located in DFFH local areas

	Client 
	The recipient of services as described in the service agreement. Funding amounts related to support packages is counted per household, not per individual.

	Community Housing
	Secure, affordable, long-term rental housing managed by not-for-profit organisations. These properties may be owned by a registered housing provider or managed by the provider on behalf of Homes Victoria.

	Community Service Organisation
	An accredited and registered organisation that has a service agreement with DFFH and is funded to deliver programs.

	Complex needs
	People with two or more presenting support needs, such as a mental health condition and substance misuse or addiction.

	COPL
	Community Operations and Practice Leadership

	DFFH
	Department of Families, Fairness and Housing, also referred to as the Department.

	Dwelling
	A suitable form of housing accommodation for the purposes of this program.

	Household
	A Household may include biological relations, such as children, stepchildren, parents, intimate partners, domestic relationships, grandparents, siblings, cousins, kinship relations and others who may be living together.

	From Homelessness to a Home (H2H) Program
	A program that provided up to 1,845 households with medium and long-term housing and wraparound support for people experiencing homelessness who were residing in emergency accommodation due to the coronavirus (COVID-19) pandemic. H2H has been recommissioned into the Homes First program.

	Housing Establishment Funding (HEF)
	A type of flexible funding available to Homes First clients for purchasing household goods. This differs from HEF that assists eligible clients to access emergency overnight accommodation.

	Housing Integrated Information Program (HiiP)
	Platform that the department uses to manage social housing.

	Homelessness Data Collection
	The department’s data collection system, SHIP and other manual reporting practices.

	Homelessness Entry Points
	Access points into the homelessness service system providing assistance, initial assessment planning and pathways out of homelessness.

	Homes Victoria 
	A subsidiary agency of DFFH established in 2020 to manage Victoria’s social housing system.

	Housing Act
	The Housing Act 1983 (Vic).

	Housing First
	A response to homelessness that prioritises permanent and stable housing, with low barrier entry and/or prerequisites.

	Housing First Co-Ordinators
	A divisional role who facilitates the allocation of clients into appropriate social housing properties and provides a key point of contact for public housing staff to manage complex tenancies.

	Policies
	Applicable Victorian Government policies as outlined in the service agreement.

	Public Housing
	Dwellings owned and managed by the department allocated to Homes First clients via a lease with the department.

	Quarter
	Each three consecutive calendar month period ending 31 March, 30 June, 30 September, and 31 December.

	SAMS
	Service Agreement Management System

	Secure Data Exchange (SDE)
	A secure platform to collect, store and protect de-identified client data and annual reporting data.

	Service Agreement
	The contractual arrangement(s) between the department and each service provider for service delivery.

	Service Delivery, Strategy and Engagement (SDSE)
	Part of the Housing and Homelessness Support (HHS) branch within Homes Victoria responsible for improving housing and support outcomes for Victorians experiencing or at risk of homelessness. SDSE leads the design, delivery, governance, performance monitoring and evaluation of the Homes First program.

	Service Provider
	The contracted party that delivers services. Five successful partnerships have been funded to deliver the Homes First program. Previously referred to as ‘Consortia’, partnerships consist of a registered housing agency and other support service provider(s) that collectively provide the full scope of services required under the program.

	Services
	The collective services to be provided by the service provider, as set out or described in the service agreement(s) including the relevant activity description(s).

	Social Housing
	Umbrella term for medium- and long-term rental housing owned and run by the government or not-for-profit agencies.

	Stable and Suitable Housing
	Accessible, affordable and secure tenure that includes support to maintain housing in the medium-to-long term.

	Supportive Housing
	A type of social housing that provides higher-level care and on- site support for people with specific needs.



3. [bookmark: _Toc214444109]Overview
Homes Victoria is committed to the goal of making homelessness rare, brief and non-recurring, and finding housing solutions, especially for people sleeping rough and experiencing persistent homelessness.
Homelessness, including rough sleeping, has a profound effect on people’s health and wellbeing. Homelessness is driven by and compounded by mental health, trauma and family violence.
The number of people sleeping rough or in an inadequate/improvised dwelling has increased dramatically in recent years. In Victoria, the number of people sleeping rough when first presenting to homelessness services has increased by 52% from 2011-12 to 2021-22. This is far higher than the overall increase in homelessness clients and now represents 7.8% of all people presenting for assistance.
Comprehensive evidence in Australia and internationally demonstrates that the best way to resolve persistent homelessness and rough sleeping is a Housing First response. The Housing First model prioritises supporting people to rapidly secure permanent and stable housing, with low barrier entry and/or prerequisites. While also providing access to multidisciplinary support such as mental health support and alcohol and other drugs (AOD) support if they choose to. The key principles of Housing First are:
· people have a right to a home
· housing and support are separated
· flexible support for as long as it is needed
· choice and self-determination
· active engagement without coercion
· recovery-orientated practice
· social and community inclusion, and
· a harm-reduction approach.
During the COVID-19 pandemic, the From Homelessness to a Home (H2H) program was implemented as a landmark investment in scaling up a program based on Housing First principles. As part of the 2023-24 State Budget, funding was allocated to the Sustained Solutions for Housing First to end Rough Sleeping to embed Housing First principles as a feature of the Victorian homelessness system. Under the 2023-24 State Budget, $48 million over four years has been allocated to continue the H2H program under a revised service model known as the Homes First (HF) program. 
The Victorian Aboriginal Housing and Homelessness Framework - Mana-na Woorn-tyeen Maar-takoort – sets out an approach to ensuring all Aboriginal Victorians have safe, secure and stable housing: - https://www.vahhf.org.au/. The framework is a guiding document for delivering Homes First to Aboriginal people.
Aboriginal self-determination and cultural safety are central to this work. As with all Homes Victoria programs, ten per cent of total program funding will be allocated to Aboriginal Community Controlled Organisations (ACCOs) to enable a state-wide Aboriginal response (to be allocated through a separate procurement process). 
These guidelines are to be read and utilised in conjunction with the Housing and Homelessness Guidelines 2025. 
	Homelessness and Housing Support Guidelines 2025
https://www.dffh.vic.gov.au/publications/homelessness-and-housing-support-guidelines 



4. [bookmark: _Toc214444110]Objectives and program logic 
4.1. [bookmark: _Toc214444111]Objectives and scope
Homes First is one of a suite of programs to support people sleeping rough and experiencing persistent homelessness. Each program offers a varied level and duration of support, and pathways into long-term housing.
As Homes Victoria continues its work within the homelessness system, a key aim is to ensure all funded programs allow people to access the supports they need.
The service objectives and scope of the Homes First program include:
· provision of three-year flexible, tailored support packages to 448 clients over a five-year period, commencing in 2024
· access to social housing properties anticipated within the first 12 months of a client’s support package commencing
· delivery of culturally safe, client-led support for Aboriginal people
· drive consistency across other DFFH funded programs with a Housing First approach to ensure equitable access in DFFH Areas of highest demand, and
· provide a benchmark for any future homelessness programs, with the Homes First program embedded as a core program of the homelessness response for people experiencing persistent homelessness.
The Homes First program is a support-only program and does not provide funding for:
· head lease and general lease properties or their management
· emergency accommodation, and or
· tenancy management or maintenance costs.
4.2. [bookmark: _Toc214444112]Client outcomes
Expected client outcomes may include:
· housing stability, with access to long-term social housing anticipated within the first 12 months of support commencement
· increased perception of personal wellness, physical and mental health
· increased community participation and connection through pride in personal identity
· increased perception of safety and well-being
· reduced hospital bed days
· reduced contact with police and justice system, and
· the ability to re-connect with a homelessness support provider for episodic support after their support period ends.
4.3. [bookmark: _Toc214444113]Program logic
A program logic has been developed to guide the vision and changes expected at client and system levels with the implementation of the program. (Appendix 1)
5. [bookmark: _Toc88218367][bookmark: _Toc88218839][bookmark: _Toc121134071][bookmark: _Toc214444114]Target group and eligibility 
5.1. [bookmark: _Toc214444115]Target group
[bookmark: _Hlk177978288]The Victorian Government is committed to supporting people experiencing persistent homelessness and sleeping rough. 
Ten per cent of total program funding will be allocated to Aboriginal Community Controlled Organisations (ACCOs) to enable a state-wide Aboriginal response known as Aboriginal Homes First. Guidance for this program will be provided in a separate document. 
People eligible for this service response are likely to have increased vulnerabilities and risks due to experiencing homelessness. Therefore, will require access to specialist homelessness and other health and human services to resolve their homelessness and address their support needs. The target group may require assertive outreach, with some requiring persistent support from specialist health and human services to maintain their housing and recovery from homelessness.
The planned intake of new clients (in addition to existing clients and the Aboriginal response) is:
· 2024 – 2025 FY: total of 240 new clients, 30 new clients per DFFH Area 
· 2025 – 2026 FY: total of 104 new clients, 13 new clients per DFFH Area
· 2026 – 2027 FY: total of 104 new clients, 13 new clients per DFFH Area 
Detail of the number of new and supported clients in each financial year is outlined in Table 1. Each client will be supported for three years.
Table 1: Client intake and total clients supported per financial year
	
	2024-25 FY
	2025-26 FY
	2026-27 FY
	2026-27 FY
	2026-27 FY

	Client Intake 1
	240
	240
	240
	0
	0

	Client Intake 2
	0
	104
	104
	104
	0

	Client Intake 3
	0
	0
	104
	104
	104

	Total clients supported state-wide
	240
	344
	448*
	208
	104

	Total clients supported per DFFH Area per FY
	30
	43
	56
	26
	13


*448 is the total number of packages after 10% funding has been allocated to Aboriginal specific Service Delivery.

5.2. [bookmark: _Toc214444116]Eligibility criteria
[bookmark: _Toc505156007][bookmark: _Toc505157645][bookmark: _Toc505171265][bookmark: _Toc505343582][bookmark: _Toc505589252][bookmark: _Toc508802206][bookmark: _Toc508802366][bookmark: _Toc508802526][bookmark: _Toc508802686][bookmark: _Toc508802846][bookmark: _Toc508803006][bookmark: _Toc508803166][bookmark: _Toc510790259][bookmark: _Toc512344685][bookmark: _Toc514336163][bookmark: _Toc63958536][bookmark: _Toc69462237][bookmark: _Toc88120085][bookmark: _Toc93399797][bookmark: _Toc505156009][bookmark: _Toc505157647][bookmark: _Toc505171267][bookmark: _Toc505343584][bookmark: _Toc505589254][bookmark: _Toc508802208][bookmark: _Toc508802368][bookmark: _Toc508802528][bookmark: _Toc508802688][bookmark: _Toc508802848][bookmark: _Toc508803008][bookmark: _Toc508803168][bookmark: _Toc510790261][bookmark: _Toc512344687][bookmark: _Toc514336165][bookmark: _Toc63958538][bookmark: _Toc69462239][bookmark: _Toc88120087][bookmark: _Toc93399799][bookmark: _Toc505156008][bookmark: _Toc505157646][bookmark: _Toc505171266][bookmark: _Toc505343583][bookmark: _Toc505589253][bookmark: _Toc508802207][bookmark: _Toc508802367][bookmark: _Toc508802527][bookmark: _Toc508802687][bookmark: _Toc508802847][bookmark: _Toc508803007][bookmark: _Toc508803167][bookmark: _Toc510790260][bookmark: _Toc512344686][bookmark: _Toc514336164][bookmark: _Toc63958537][bookmark: _Toc69462238][bookmark: _Toc88120086][bookmark: _Toc93399798]This program targets people who have complex support needs and are homeless and have experienced sleeping rough over an extended period of time. Individuals or households must meet the following four criteria to be considered eligible for the Homes First program. This includes people or households who:
1. Are sleeping rough for an extended period of time and currently experiencing homelessness, and/or have experienced multiple episodes of homelessness over an extended period and are currently experiencing homelessness; and
2. have identified support needs that impact their ability to maintain a tenancy without intensive wrap around support and access to services that aim to address psychological, physical or social support needs; and
3. meet the eligibility criteria for a priority application on the Victorian Housing Register (VHR).
Information on eligibility requirements is available at <https://www.homes.vic.gov.au/applicationsvictorian-housing-register-vhr>; and
4. show an understanding of and give consent to participate in the program for the three-year support period.
6. [bookmark: _Toc214444117]Referral pathways and prioritisation
6.1. [bookmark: _Toc214444118]Referral pathways
People or households who meet the program eligibility will be referred to the program by homelessness entry points and agencies providing homelessness support.
Aboriginal clients may choose to use Aboriginal or mainstream entry points, based on which is most suitable for their individual wants and needs.
Homes First service providers must work with Local Area Service Networks and holders of relevant By-name lists to identify eligible clients.
People and households who have previously received services or support must be considered for referral to the program. 
6.2. [bookmark: _Toc214444119]Prioritisation and allocation
· The Homes First provider is responsible for facilitating the allocation of service packages, establishment costs and HEF to eligible households, and prioritising the commencement of service packages in line with the agreed prioritisation criteria. 
· Homes First providers will work closely with Specialist Homelessness Services (SHS) entry points to assess and prioritise eligible clients with the greatest support needs for allocation of packages across each DFFH Area.
· At the commencement of each intake, weekly allocation meetings chaired by the Homes First Provider will be established to ensure collaborative and transparent allocation of service packages.  These will comprise of nominated representatives from entry points or specialist service providers, Housing First Coordinators and HV.  Refer to Appendix 3 – Allocation meeting procedures
· Housing First Coordinators will help to facilitate the allocation of clients into appropriate public housing properties and potentially support the identification of possible community housing options.  They will also be a key contact alongside public housing staff to manage complex tenancies. 
· Homes First clients will need to work towards sustaining an independent tenancy with the supports provided over the three-year period. Clients who are not ready for independent living without ongoing intensive support, should be referred to an alternative housing outcome such as permanent supportive housing.
· Aboriginal clients have the choice to accept support from a mainstream service provider. All Providers must ensure they have the capability to ensure a culturally safe service is delivered to all clients.
7. [bookmark: _Toc88218371][bookmark: _Toc88218843][bookmark: _Toc121134076][bookmark: _Toc214444120]Funding and Key Activities
The two key activities of the Homes First program are: 
· 94841 - Support for People sleeping rough 
· 94851 - Homelessness flexible funding.
Each package delivered under the Homes First program is funded as a single household package type.
7.1. [bookmark: _Toc214444121]Support services
Clients must be provided with Homes First program supports for a total period of three years (36 months). For reallocated packages the client must receive a minimum of 24 months support. In the 12 months following the completion of their Homes First support period, clients will be able to re-connect with a homelessness service provider for episodic support if required.
Service providers will provide clients with multidisciplinary support based on Housing First principles to ensure that clients can access the support they need to establish and sustain their housing and work towards meeting their psychological, physical health and social goals.
Service components for support packages include:
· initial referral and assessment 
· support to access and establish social housing
· support to maintain the tenancy and sustain housing
· case coordination and case management plan
· service navigation and prompt referral
· specialist family violence referral
· specialist multidisciplinary services
· planning for post-service transition
Funding provided to service providers is subject to the Department’s annual price indexation. Details are available at https://fac.dffh.vic.gov.au/service-agreement.

7.2. [bookmark: _Toc214444122]Service location
DFFH Areas for delivery of the Homes First program have been identified based on Local Government Area (LGA) level data analysis. Consideration has been made for existing investments for people experiencing rough sleeping, service equity, and recommended package numbers to deliver a quality service response.
The eight locations for the Homes First teams are:
· Loddon (Regional, North Division)
· Inner Gippsland (Regional, South Division)
· Goulburn (Regional, East Division)
· Ovens Murray (Regional, East Division)
· Wimmera South West (Regional, West Division)
· Hume Merri-bek (Metro, North Division)
· Outer Eastern Melbourne (Metro, East Division)
· Brimbank-Melton (Metro, West Division).
Service providers must ensure equitable access to the program within each DFFH Area through assessment and prioritisation of need in panel discussions. 
Where a housing offer is accepted within a 30-minute commute outside of service locations, Service providers must continue to support the client at the same level of intensity. If housing is accepted further than 30 minutes, the department will work with funded housing first agencies on an ad hoc basis to determine the best path forward.
7.3. [bookmark: _Toc214444123]Service Description
Service delivery will be led by a funded service provider.
Using persistent, person-centred engagement and individually specific support, the support service provider must deliver culturally safe services to each client through a continuum of integrated support, designed to:
· plan and respond to the client’s individual needs and risks across a range of health and wellbeing needs
· keep the client at the centre of the support and ensure the free flow of communication between all members of the client’s care team
· facilitate the client’s priority application upgrade on the VHR to Home with Support – Housing First for People Sleeping Rough priority category. 
· provide tailored, flexible and responsive support to deliver personal, client-led recovery
· acknowledge individual histories to anticipate, monitor and respond to issues of concern
· achieve and maintain stability in housing by observing principles of Trauma Informed Care and Practice[footnoteRef:2], culturally safe practice, and strengths-based practice [2:  For more information about trauma informed care and practice, DFFH has developed a framework for practitioners. https://www.dffh.vic.gov.au/publications/framework-trauma-informed-practice] 

· establish and maintain a positive and transparent relationship with the local Housing Services Officer or equivalent Community Housing Tenancy Officer for clients residing in social housing stock
· collaborate positively and transparently with the DFFH Housing First coordinator, the Local Public/ Community Housing Office, and the relevant Housing Tenancy Officer to establish and maintain the client’s long-term housing outcome; this includes discussing client specific complexities to ensure appropriate housing offers are made
· work collaboratively to manage expectation of clients who require housing in areas with housing shortages. This may mean the clients preference areas will need to be updated to include other DFFH broadband areas where program services are available. In doing so, service providers must deliver culturally appropriate support in partnership with local Aboriginal services where possible, guided by the Victorian Aboriginal Housing and Homelessness Framework (Mana-na Woorn-tyeen Maar-takoort). 
· Upon request, service providers must be able to demonstrate that they have provided assertive and appropriate support to clients throughout the tenancy process. They should aim to empower clients to maintain their properties independently, where possible, by performing routine tasks such as gardening and cleaning. Additionally, service providers are expected to inform relevant stakeholders, including tenancy managers, of any tenancy concerns that may arise.
· support to maintain successful tenancy through proactive early identification and stabilisation of risks that may undermine housing sustainment if unaddressed
· assist with the establishment of community connections
· collaborate with existing services supporting the client, complementing conventional interventions, and support the client to navigate and access service systems.
Support is delivered with a caseload ratio of 1:8 clients.
The service provider will adapt supports as the client’s needs and desires change and respond to risks as they emerge. It is anticipated that some clients’ need for services will decrease over time as they establish their tenancy, recover from their experience of homelessness, and build new connections to the resources of their community. For some clients it may take longer to recover from their experience of homelessness or related health challenges and therefore support may be required at an intensive level for the entirety of the program period.
7.4. [bookmark: _Toc214444124]Specialist multidisciplinary services
Staff must be suitably qualified or experienced and be able to demonstrate appropriate competencies to provide multidisciplinary and culturally safe support to people experiencing persistent homelessness. It is expected that all staff should have completed anti racism and cultural safety education prior to commencement of service delivery.
The staffing composition requires:
· Understanding of Housing First principles and appropriate application of this within the service environment. Staff should have specialist skills depending on their role as per the proposed service model, including:
· clinical mental health practitioners to provide direct support, as well as secondary consult and service navigation to intensive mental health support practitioners; and
· alcohol and other drug (AOD) practitioners to provide direct client support, as well as secondary consult in relation to AOD referral pathways and harm minimisation, to support service navigation
· The ability to work effectively with people who may present with a range of diverse needs, including people with mental health and AOD and other complex support needs.
· The ability to provide rapid access to health services and break down the barriers that can exist between health and specialist homelessness services.
· The ability to deliver or broker referrals to other social services supports as required.
· A sound understanding of Aboriginal culture and the issues within Aboriginal families and communities, and expertise in building community and cultural linkages.
· The ability to proactively engage people sleeping rough or otherwise experiencing homelessness.
· The ability to establish and maintain positive and productive working arrangements with other local area partners.
Service providers should ensure staff in these roles are provided training and support to:
· deliver culturally safe support that is reflective of the diversity of the communities, including Aboriginal and Torres Strait Islander people, people with disabilities, LGBTQIA+ people, and people from migrant and refugee backgrounds.
· ensure the physical and psychological safety of team members.
Flexible contact hours should be offered where possible to enable client centred engagement, build trust and address both immediate and long-term needs. As with case coordination, there may be variations in duration of engagement, intensity of support, and frequency of contact.
7.5. [bookmark: _Toc214444125]Case coordination, service navigation and referral
Case coordination will support improved connection to and navigation of mainstream health and other support services including, but not limited to:
· general and mental health
· alcohol and other drug services
· counselling
· financial support
· legal support
· education support
· employment supports
· referral of and assistance for people to connect with NDIS
· engagement of Aged Care Assessment Services (ACAS) assessment for clients who require aged care supports if they are over 65 or prematurely aged due to homelessness
· daily living skills
· family reunification
· positive social and community engagement and participation.
A support worker will be assigned to each client to:
· work with the client to develop and maintain a holistic, strengths-based, goal-oriented plan that remains with the client for the duration of their time in the program and is shared with all members of the multidisciplinary team.
· review the client’s plan on a minimum quarterly basis with the client, and regularly record progress against the plan, with differing intensity of contact depending on the client’s needs.
· prepare a care plan in collaboration with the client for their transition out of the program at least six months before the end of the client’s support period. This may include phone numbers of community services or health professionals that they have been linked to.
· actively engage with the client using persistence, compassion, flexibility, and an understanding of trauma to build trust and maintain a relationship.
· act as the main point of contact for the client and provide supports to coordinate their care
· convene multidisciplinary team meetings on a regular basis to discuss and update the client’s plan, care, supports and strengths, and to share information on the client (in accordance with privacy legislation).
· broker access to services for the client where required, including referrals to health services, and helping them to navigate services.
· ensure that all members of the multidisciplinary team have an up-to-date understanding of the client’s situation and needs, including concerns or risks for the client’s and /or others’ health and /or safety.
· Work collaboratively with the social housing provider and actively prepare for the transition of the client’s support period to ensure a successful transition from the program.
· work collaboratively with the social housing provider to support clients to maintain tenancies through early identification of issues including rental arrears.
· [bookmark: _Toc214436494][bookmark: _Toc214436545][bookmark: _Toc214437243]Homes First service providers will support frontline staff to navigate access barriers by forging and maintaining cross-sector partnerships at a leadership level to enhance client access, reduce stigma and address issues impacting the client’s housing stability and wellbeing. 
7.6. [bookmark: _Toc88218373][bookmark: _Toc88218845][bookmark: _Toc121134078][bookmark: _Toc214444126]Flexible Funding
Flexible funding enhances the effectiveness of support provision by enabling agencies to quickly improve client outcomes where these can’t be accessed through standard processes.
Flexible funding for support services
Flexible funding is available to assist Homes First participants in addressing the needs, outcomes and objectives identified in their case plan.  These may include:
· assisting clients to establish their home and pursue social and recreational interests within reason
· equipping clients to support themselves, including brief and targeted support to prevent people from entering further into the service system
· providing a greater level of support where it is linked to a case plan and relevant goals
Flexible funding is intended to be truly flexible and must be clearly acquitted against discernible, measurable client outcomes. Examples of the use of flexible brokerage are:
· client vocational certification where other funding is not available
· therapeutic recreation
· specialist services that may not be delivered within the funded Homes First support services (such as AOD detox and/or rehabilitation)
· Specific accommodation associated costs where its provision is key to engagement and forms part of a pathway to permanent housing, such as rent in advance
Flexible funding cannot be used for:
· products or services that have not been identified in the client plan
· staff-related activities
· support services that are already available to the household through other funding sources, e.g. Family Violence, NDIS funding
· illegal purchases - products or services
When using flexible funding to top-up establishment costs for properties, the client must agree and provide consent to this as part of their case/care plan.
7.7. [bookmark: _Toc214444127]Flexible funding for household establishment
A once-off allocation of flexible funding is available at the beginning of each package to purchase household goods and establish their household. 

Flexible funding and other funding sources can be used to top up expenditure to meet these standard requirements for clients who do not already own these items. This may include additional items suitable to meet the needs of children.
Standard establishment items include:
· refrigerator
· beds and mattresses to be determined by property type and available facilities
· washing machine to be determined by property type and available facilities
· wardrobes (if not built in)
· microwave oven
· chest of drawers for each bedroom (optional)
· lounge suite
· small household items such as an appropriate amount of crockery, cutlery, cooking, and cleaning utensils
· dining table and chairs
· vacuum cleaner where a property is carpeted
· lawn mower and gardening tools where property grounds require maintenance
· linen and appropriate bedding
The client will own the household items once purchased and delivered to them.
Should a household not require the total funds made available for household establishment, these may be used to purchase additional supports as outlined in the Flexible Funding section above.
7.8. Acquittal
HF Service Support Providers will record flexible brokerage expenditure in the Service Delivery Tracking (SDT) system.
HF providers are expected to fully expend allocated funding over the relevant period and must report any unspent flexible funds within one month after the end of the funding period.
The department encourages providers to advise of any unexpected over – or – underspends of flexible funds during the funding period, rather than solely at the end.  The outcome relating to any unspent funds will be negotiated with the department, including recoupment or carryover unexpended funds, depending on the amount and rationale.  The department reserves the right to recoup unspent funds as per the Funding and Service Agreement.
The Homelessness Flexible Funding activity description is available here: Activity ID – 94851 Homelessness Flexible Funding.
7.9. [bookmark: _Toc88218374][bookmark: _Toc88218846][bookmark: _Toc121134079][bookmark: _Toc214444128]Housing Services
Clients in the program will be supported to access social housing through prioritisation on the VHR.
Service providers are expected to:
· Contribute to the supply of long-term housing solutions outside of priority allocations into social housing for clients in the program. This may include facilitating access to alternative options, i.e. private rental and supportive housing.
· Support the matching of clients to appropriate properties to promote the sustainability of client’s long-term housing outcomes.
· Work in partnership with the local Housing Services Officer or equivalent Community Housing Tenancy Officer to ensure the stability and sustainability of the client’s long-term housing outcome.
· Establish housing plans with the applicant. Transition planning discussions must commence as soon as practical to support successful housing outcomes.
8. [bookmark: _Toc214444129][bookmark: _Toc88218390][bookmark: _Toc88218861][bookmark: _Toc121134092]Housing allocations
All clients within the HF program will be supported to access public or community housing through the VHR as well as supportive housing. All offers into social housing properties, including Community Housing, are to be recorded in the HiiP system to ensure a correct history of events and the number of housing offers made to the client.
It is anticipated that clients will be allocated into their long-term social housing through standard VHR allocation within 12 months of the commencement of their Homes First program package.  All offers will be made in accordance with business-as-usual processes.
Under the VHR guidelines, all clients are eligible for a maximum of two reasonable offers of housing under a priority category, which includes Homeless with Support – Housing First for People Sleeping Rough. 
Please note in circumstances where clients have already received housing offers on their housing application, prior to commencing the Housing First program, this will have an impact on the number of further offers during this program.
8.1. [bookmark: _Toc214444130][bookmark: _Toc88218395][bookmark: _Toc88218866][bookmark: _Toc121134097]Tenancy Support
Service providers must work collaboratively with the local Housing Services Office and Housing First Coordinators or equivalent Community Housing Tenancy Officer to assist clients to establish and sustain their social housing tenancy.
9. [bookmark: _Toc214444131]Housing allocation outside of service areas
In line with Housing First principles and the VHR guidelines, Homes First clients can have up to five preference areas listed on their VHR application for housing. The Homes First Program has been funded in eight locations as listed above. It is highly recommended that clients seek housing within program service areas to ensure intensive support can be delivered.

In the event that housing is accepted within a 30-minute commute outside of service locations, Service providers should continue to support the client at the same level of intensity. If housing is accepted further than 30 min, the department will work with funded housing first agencies on an ad hoc basis to determine the best path forward. 
10. [bookmark: _Toc214444132][bookmark: _Toc121134100]Changes in Client Engagement 
10.1. [bookmark: _Toc88218399][bookmark: _Toc88218870][bookmark: _Toc121134101][bookmark: _Toc214444133]Client Engagement
Homes First eligible clients are likely to have complex needs with engagement fluctuating. Therefore, a level of flexibility is required to ensure every opportunity is provided for clients to engage, build trust and re-engage safely and successfully. Where needed, initial engagement should focus on outreach to known locations or home visits if applicable, followed by multiple attempts through SMS texts, phone calls, or letters, with a minimum of four attempts per week. After this, it is expected that all clients, if housed, are visited in their home, or via outreach at least once a month following the initial twelve-week period. This threshold should be established on a case-by-case basis and reviewed regularly.
All engagement strategies and approaches should be accurately recorded in the client’s case file. 
Support must include:
· active engagement with the client at all program stages: using persistence, compassion, flexibility, and an understanding of trauma to build trust and maintain a relationship, as well as with other known services.
· Strengths-based planning that reflects the client’s self-specified goals, is holistic and follows the client.
· Communications with clients according to their preferred communication method/s
· attending property sign-up meetings with client
· coordination of and support to attend appointments
· practical assistance and case coordination to help navigate the service system and co-ordinate supports. 
· planning for more independent living leveraging community-based health and social supports; and
· at conclusion of any Homes First support package all clients will be provided an exit plan and pathway to meet their individual/ household needs. advocacy and liaison to assist clients to access the right services to respond to their individual needs.
· work with clients once housed to integrate into the local community and reduce experiences of isolation and exclusion.
In circumstances where the client has abandoned their social housing property and is still accepting support, the SHS must work with the client and the housing provider (local housing or Community housing provider), to determine why the client left the property. Service providers should encourage and support the client to move back into the same property, if this is appropriate to do so. If the client has abandoned the property for reasons of safety, service providers must support the client to connect with relevant agencies for example, The Orange Door (TOD), who can further assist in risk assessment and safety measures at the property. 
Should the client require a transfer to an alternative property, they should be supported to submit a transfer application with relevant evidence as per Business-as-Usual process’s outside of the program. Any additional VHR applications will follow general VHR policy and will not be processed as part of the Homes First VHR priority category.
10.2. [bookmark: _Toc214444134][bookmark: _Toc121134103]Changes to Client’s participation in the program 
Clients may disengage from housing and/or support services throughout their time in the HF program; however, it is expected all reasonable efforts will be made to continue offering support and housing for the duration of the support package.  

0-12 weeks from package allocation

Where a client has chosen to disengage within the initial 12 weeks or has been uncontactable for 8 consecutive weeks, their HF package may be closed and reallocated to another client in consultation with Homes Victoria. It is expected that documented evidence is provided detailing attempted contact along with safety and welfare checks and contacting the next of kin if permission has been provided. 
This information should be emailed to hfd@homes.vic.gov.au  with the subject line ‘Client disengagement within first 12 weeks – Homes First – Client Initials’ outlining the following:
· Client’s name
· VHR application number
· Package start date
· Non-engagement commencement date, and
· Detailed list of attempted contacts as per requirements listed in ‘client engagement’ along with confirmation of welfare check and next of kin contact

Upon receipt, Homes Victoria will consider and confirm closure as appropriate. Once closure confirmed, the CDR can be updated to ‘Disengaged’ and a comment added to confirm the date.
After 12 weeks from package allocation
Where engagement has been established within the first 12 weeks, but after this, the client has indicated non acceptance of ongoing support or there has been eight weeks of consecutive non-engagement, the support package should be reported in the CDR as “At Risk of Disengagement”. The package will remain open for the client to re-engage anytime during the funded period. 
It is expected that service providers will do what is possible to understand why the client has disengaged. Service providers should:
· where appropriate, contact next of kin and other services to seek additional information to assist in re-engagement. 
· conduct safety and welfare checks
· seek to understand what can be put in place to address barriers to engagement
· continually attempt to engage hard-to-reach clients throughout the support period.
· respond positively to changes in clients’ support needs and intensity levels.
Where a client has disengaged from ongoing support, service providers must notify agencies and support organisations connected with the client. 
If a client dies or is incarcerated for a long period of time with more than 24 months remaining on the support package, closure should be considered and approval sought from Homes Victoria. If approved, the HF provider will reallocate the package. 

Package Closures and Re-Allocation of Support Packages

Upon approval from Homes Victoria, a Homes First support package can be closed, as described in the ‘Changes to client participation in the program’ section of these guidelines.  

The circumstances for possible package closures are:
• A client has disengaged or not accepted ongoing support within the first three months, 
• A client has passed away, 
• A client has been incarcerated for an extended period, or
• A client has determined the program is not what they want.

When this occurs, a package with greater than 24 months remaining can be re-allocated. When a re-allocation occurs, the new package will be for the remainder of the original three-year support period and can access any remaining funds available.  
These are to be recorded in the CDR under the Program Intake column as Re-allocation 1, 2 or 3, depending on the intake of the original package.
The agency reallocating the package must consider client needs and the length of the available package. 

11. [bookmark: _Toc88218407][bookmark: _Toc88218878][bookmark: _Toc121134109][bookmark: _Toc214444135]Incident Reporting
Identification, response, reporting and management of all client incidents is the sole responsibility of the service provider. 
Any incidents involving clients supported through the Homes First program, must be logged via the Client Incident Management System (CIMS). The CIMS Incident Management Guide can be viewed at https://providers.dffh.vic.gov.au/client-incident-management-system-policy-and-guidance-word.
In addition to the CIMS reporting requirement, all service providers must advise Homes Victoria via email to hfd@homes.vic.gov.au regarding any serious incidents or deaths of any Homes First participants with the subject line ‘Notification of Incident – Homes First – DD/MM/YYYY’. This should include information on the circumstances and all potential risks. 
Where incidents occur within public housing, it is expected that the service provider notify the rental provider and Housing First Coordinator to work closely with them to resolve the incident. 
Homes Victoria may be asked to lead a response to a Major Impact incident, as defined in the Client Incident Management Guide 2020. If this occurs, the service provider will be advised of this transfer of responsibility in writing. This will be determined by the CIMS team and negotiated with the contract manager in Agency Performance System and Support. 
Service providers are strongly encouraged to promote and offer opportunities for client engagement with Fire Services Victoria (FSV) community fire safety initiatives to mitigate the risk of preventable fire incidents in HFRP-supported residences. Information on this initiative can be requested via email to hfd@homes.vic.gov.au 
If hoarding behaviour is identified in a household, service providers must lodge a Hoarding Referral Pathway form with FSV. The form can be downloaded from https://www.cfa.vic.gov.au/ArticleDocuments/446/Hoarding%20Referral%20Pathway.pdf.
12. [bookmark: _Toc214444136]Complaints Management
It is expected that if complaints arise the support provider will work collaboratively with the housing provider to support with neighbourhood complaints and incidents. This may include providing additional resources and expertise to help resolve issues and maintain a positive living environment for the occupants.
· Should an agency directly receive a complaint, the agency's complaint management process should be followed.
· Should the department receive a complaint, standard FMS processes will be followed.
13. [bookmark: _Toc88218408][bookmark: _Toc88218879][bookmark: _Toc121134110][bookmark: _Toc214444137] Governance 
Below is the governance framework for the Homes First program. 
	Homes First Program Governance Structure

	Governance bodies
	Advisory groups

	Minister of Housing
	Client Pathways Meetings

	CEO Homes Victoria
	Homes First Community of Practice

	Homes First Steering Committee
	Housing First Program Meeting

	
	Homes First Operational Meeting


Table 1: Homes First Program Governance Structure
Note: modifications and changes may be made to structure during the program according to program requirements.
13.1. [bookmark: _Toc121134111][bookmark: _Toc214444138]Homes First Steering Committee
The Homes First Steering Committee is a strategic group accountable for the overall success of the Homes First Program. This group will meet quarterly for 60 minutes. The Executive Director of Homelessness and Housing or a delegate will chair this meeting. Attendance will include service provider representatives, Housing First Co-Ordinators and SDSE.
13.2. [bookmark: _Toc214444139]Housing First Program Meetings
The Housing First Program meeting is a cross-program group to support the operational understanding of all Housing First programs (HF and J2SI, along with any new programs as they commence). Membership will consist of COPL, Housing First Co-Ordinators and SDSE. The Director of SDSE or a delegate chair this meeting.

The meeting will be held quarterly upon program establishment.
13.3. [bookmark: _Toc214444140]Homes First Community of Practice
The Community of Practice meetings are designed to support the implementation of the Homes First program, to develop an operational understanding of the program, and to share learnings and improve practice. Membership of the Community of Practice consists of service provider representatives, COPL, and SDSE. The Director of SDSE or a delegate chair this forum.

The meeting will be held monthly upon program establishment; meeting frequency will be reviewed as the program progresses.
13.4. [bookmark: _Toc121134115][bookmark: _Hlk185261338][bookmark: _Toc214444141]Homes First Operational Meeting
This group will commence upon the completion of each intake of allocations. The meeting will discuss ongoing operational matters related to the program.  

Membership of this will consist of service provider representatives, Housing First Delivery team and Housing First Co-Ordinators. This group will meet fortnightly for 30 minutes and will be area based.  The frequency and duration of these meetings will be reviewed as each intake progresses. 
13.5. [bookmark: _Toc214444142]Client Pathways Meetings
Service providers will meet monthly for 60 minutes with the local Housing Services Officer, or equivalent Community Housing Tenancy Officer, and the local Housing First Co-ordinator. The aim of this meeting is to ensure that the program is on track, that all issues are raised early, and that clients have a co-ordinated support and tenancy management plan in place.

Members of the SDSE team will attend this meeting as required and this will be chaired by the area Housing First Co-Ordinator.

[bookmark: _Toc88218409][bookmark: _Toc88218880][bookmark: _Toc121134116]The frequency and duration of these meetings will be reviewed as the program progresses.
14. [bookmark: _Toc214444143]Performance Monitoring and Reporting
14.1. [bookmark: _Toc88218410][bookmark: _Toc88218881][bookmark: _Toc121134117][bookmark: _Toc214444144]Overview
The Homes First Performance Monitoring and Reporting Framework is a strategic approach that equips Homes Victoria and other stakeholders with tools and techniques to regularly plan, continuously monitor, periodically measure and review performance of the program delivery in terms of indicators and targets for efficiency, effectiveness and impact.
Diagram 6. Homes First Performance Monitoring and Reporting Framework

[image: A circular flow diagram showing the program cycle. 
Planning -Implementation - Monitoring - Evaluation - Continuous Improvement. 
The diagram represents an ongoing process of the development and review. ]
14.2. [bookmark: _Toc88218411][bookmark: _Toc88218882][bookmark: _Toc121134118][bookmark: _Toc214444145]Guiding Principles
The program monitoring and reporting framework is designed to:
1. Strengthen accountability for the achievement of client and system outcomes and efficient use of public funding.
2. Be aligned with the policy and strategic directions identified in the Homelessness and Housing Support Guidelines 2025.
3. Drive consistency and comparability in performance management across funded providers.
4. Facilitate robust whole-of-program and agency-level performance monitoring and management by the department.
5. Foster funded providers’ capacity to measure, understand, and continuously improve the quality of their service delivery.
6. Be practical to implement and evidence based. 
7. Complement existing data collections with outcome measurement approaches and allow for data linkage with other social services data.
8. Assist to drive improved and sustained outcomes for clients

	Homelessness and Housing Support Guidelines 2025
https://www.dffh.vic.gov.au/homelessness-operational-guidelines



14.3. [bookmark: _Toc88218412][bookmark: _Toc88218883][bookmark: _Toc121134119][bookmark: _Toc214444146]Key Features
The framework has the following key features:
1. The use of multiple data sources, including outcome measurement, activity-based data and qualitative information that can be used to monitor and assess provider performance over time.
2. Inclusion of client voice data as part of the support packages outcomes data, that supports the monitoring and assessment of service access, effectiveness, safety, responsiveness, and continuity, and provides a genuine and meaningful opportunity for client involvement in quality improvement.
3. A focus on enabling the measurement of client and system level outcomes, including the extent to which the Homes First program contributes to:
sustained housing outcomes
achievement of key social determinants such as improved physical and mental health, improved housing security, social connectedness, and engagement, and
reducing the rates of representation and chronic homelessness.
15. [bookmark: _Toc214444147]Data collection
Monitoring data will be gathered throughout the program via a combination of:
· Client Data Reports submitted through a Secure Data Exchange (SDE). 
· Service Delivery Tracking against performance targets.
· Financial acquittals may be requested as required throughout the program.
The Department requires de-identified information about each client typically the client’s Statistical Linkage Key (or SLKs).  This will enable data collection through the Centre for Victorian Data Linkage (CVDL) to report to the Department of Treasury and Finance on achievement of the EIIF measures.
15.1. [bookmark: _Toc214444148] Performance monitoring and liaison
Performance will be monitored and managed through the department’s existing Agency Monitoring Framework, by the Agency Performance and System Support (APSS) teams in the Community Operations and Practice Leadership (COPL) division. 
Service requirements will be monitored in collaboration with service providers through the collation of performance indicators and supported by an analysis of issues impacting on the performance achieved.
The monitoring and review processes that apply to funded services are outlined in the department’s Policy and funding plan. This plan can be accessed on the department’s Funded Agency Channel website at <https://fac.dffh.vic.gov.au/>.
[bookmark: _Int_xE9AUxqg]Service providers are accountable for using the funding to deliver the programs specified in the department’s Service Agreement. As part of this accountability, service providers are required to comply with funding expenditure, data collection and other reporting requirements. Underperformance may result in funding being recouped.
Service providers will be required to contribute to any relevant practice forums, governance groups and or committees.
15.2. Service targets and performance measures
Service targets for the Homes First program include delivery of program supports to 448 new clients with:
· 30% of clients supported into long-term housing within the first 12 months of their supports commencing, and
· 100% of clients supported into long-term housing over the three-year support period.
Early Intervention Investment Framework (EIIF)
The Early Intervention Investment Framework (EIIF) is intended to improve client outcomes while slowing acute service demand and cost growth by investing in targeted early interventions. This investment will improve the lives of Victorians by getting them the help they need earlier and reducing unsustainable pressure on Victoria’s service systems.
The Victorian Government introduced the EIIF in the 2021-22 State Budget, becoming the first Australian jurisdiction to embed early intervention into its budget process. 
EIIF has rigorous quantification requirements, calling for departments seeking funding to set both outcome measures and expected outcomes, and estimate the avoided cost to the Government from the reduction in use of acute services.
The following EIIF outcome measures will be employed in the Homes First program:
· percentage of participants in stable housing
· average number of homelessness episodes
· average number of emergency department presentations
· average number of police contacts.
· Average number of corrections days per year

Table 2: EIIF (Early Intervention Investment Framework) outcome measures
	2024-25 intake
	
	Targets

	
	Baseline
	
	2024-25
	2025-26
	2026-27

	Percentage of participants in stable housing
	<5%
	
	30%
	55%
	55%

	Average number of hospital admissions per year
	0.8 admitted episodes
	
	N/A
	-10%
	-10%

	Average number of homelessness episodes post intervention within 12 months
	3.1 episodes
	
	-25%
	-40%
	-40%

	Average number of emergency department presentations per year
	2.3
	
	N/A
	-5%
	-10%

	Average number of police contacts per year
	4 incidents
	
	N/A            
	-5%          
	-10%

	Average number of corrections days per year
	17.3 days
	
	N/A
	-5%
	-10%


15.3. [bookmark: _Toc214444149][bookmark: _Toc88218415][bookmark: _Toc88218886][bookmark: _Toc121134123]Reporting 
The program’s performance monitoring and reporting of HF services will follow processes set out in the Monitoring and Reporting Framework section of this document. This includes:
· Submission by Homes First Providers of a monthly Client Data Report (CDR) for the first three months of each intake and then quarterly after this.
· Homes First service providers are required to complete performance reporting including Service Delivery Tracking (SDT) against funded activities on a Monthly basis.
· The Homes First program team will complete data analysis on EIIF outcome measures and consult with service providers regarding the results.
· Program Financial Acquittal may be requested throughout the program as required
Additionally, the Homes First program team provides de-identified data, including SLKs, to the Department of Health for the purposes of linked data. The Homes First program team will maintain these records, along with additional client information, in a secure location to allow for linked data and ad-hoc reporting requests.
Please note: 	HF service providers may be required to provide ad-hoc data on request and for input to the HF Program evaluation and other reporting purposes.
** CDR reporting will be submitted monthly on the first Thursday of each month via the SDE for the first three months of each intake, then on the first Thursday of every quarter thereafter.
15.4. [bookmark: _Toc214444150]Evaluation 
[bookmark: _Toc88218422][bookmark: _Toc88218893]The program will be independently evaluated to help contribute to the evidence base about which interventions drive meaningful and sustainable change in the lives of people experiencing homelessness. The evaluation may measure the effectiveness of the program overall, as well as individual components. Evaluation findings will be used to inform possible expansion of the Homes First program, as well as improvements to existing programs and services to respond to people experiencing homelessness.
Service providers will be expected to allocate time and resources for participation in all relevant evaluation activities, including providing any required service delivery and client data. 

16. [bookmark: _Toc214444151][bookmark: _Toc119413956][bookmark: _Toc123723386][bookmark: _Toc144927419][bookmark: _Hlk179883617]Appendix 1 - Program Logic
	Activities
	Target Population
	Expected Outcomes
	Client Indicators
	Client Measures

	Initial referral and assessment
	448 households experiencing persistent homelessness
	Enhanced client understanding of available services
	Number of clients engaged with services
	Clients reported to be engaged with support services per reporting period (Month, quarter, 6 monthly & Yearly) 

	Support to access social housing
	Clients requiring stable housing
	Increased access to suitable social housing within the first 12 months
	Percentage of clients achieving housing within set timeframe
	Time taken to secure housing

	Tailored support package delivery
	Individuals with complex needs
	Improved housing stability and successful tenancy
	Percentage of clients maintaining tenancies
Number of clients receiving support and awaiting social housing & time taken to obtain social housing
	Length of tenancy tenures vs average. Number of tenancy breaches / VCAT hearings
Number of Clients receiving support and awaiting a social housing outcome and length of time to obtain social housing offer

	Case coordination and service navigation
	Individuals experiencing persistent homelessness
	Effective navigation of service systems, leading to positive health and wellbeing outcomes
	Number of service connections made by clients
	Client-reported ease of accessing services and supports.

	Access to specialist services (mental health, AOD, etc.)
	Clients with dual diagnosis or specific health needs
	Improved mental health, reduced hospitalization, and greater self-esteem
	Decrease in emergency department visits or interactions with the justice system in the context of AOD or ill mental health
	Average number of hospital visits and interactions with Justice over time

	Peer support group sessions
	Homeless individuals and families
	Increased social connection and community engagement
	Number of sessions held/participation levels
	Changes in client-reported social network strength

	Culturally safe support for Aboriginal clients
	Aboriginal individuals and families
	Increased cultural safety, client engagement, and access to specific Aboriginal resources
	Uptake of culturally relevant services
	Client feedback on cultural safety experience

	Long-term follow-up support
	Clients exiting the program
	Continued access to support for housing and community connections post-program
	Percentage of clients re-engaging with supports after program exit
	Reconnection rates and continuity of care

	Monitoring and evaluation
	All program participants
	Evidence-based adjustments to program structure and delivery based on feedback and outcomes
	Timeliness and quality of evaluation data reported
	Number of findings implemented to improve service

	Community partnership and collaboration
	Local stakeholders and service providers
	Strengthened network of services and integrated support for clients
	Number of partnerships developed
	Impact of partnerships on service delivery and outcomes

	Employment readiness programs
	All program participants
	Enhanced employability and financial independence
	Number of clients engaged in employment services. Number of clients receiving employed 
	Job placement rates and client income changes

	Family reunification support
	Families experiencing fragmentation due to homelessness
	Strengthened family connections and improved child well-being
	Number of families reconnecting and stabilizing during and post-support
	Client-reported family relationship satisfaction

	Ongoing health and wellness check-ins
	Clients with physical or mental health issues
	Better management of health concerns and improvement in overall wellness
	Frequency of health check-ins
	Client-reported improvements in health and well-being

	Crisis intervention support
	Clients facing acute mental health episodes or crises
	Immediate support leading to stabilization and pathway back to ongoing care
	Number of crisis interventions conducted
	Client feedback on crisis resolution experience

	Feedback loops for continuous improvement
	All program participants
	Enhanced program responsiveness and adaptations based on client and service provider feedback
	Number of feedback sessions conducted
	Implementation of client and service provider suggestions



17. [bookmark: _Toc214444152]Appendix 2 – Homes First VHR eligibility and process
The VHR (Victorian Housing Register) is a platform on which people can register for social housing in Victoria. It brings together applications for public and community housing so that only one application needs to be submitted to access a broad range of social housing options.
The VHR has two categories:
1. Register of Interest for people to register their interest in social housing, and
2. Priority Access for people most in need.

For Homes First clients to be considered for a package in this program, they must have an approved Priority Access application on the VHR. 

Packages will commence from the day of allocation (or the 1st July for intakes with panels scheduled within the 2-week period before the commencement of the new intake).  For those that are initially considered tentative, this will become the date their Priority Application is approved.

Once a package has been allocated, the Homes First Provider will be required to upgrade the VHR application to Homeless with Support – Housing First for People Sleeping Rough category. 

To upgrade a Homes First participant’s VHR application, please email the area Homes First Co-Ordinator, including hfd@homes.vic.gov.au, with the subject line ‘Homes First VHR upgrade – client’s initials – VHR number - HF Provider’.  In the email, please include the following details:
· Client’s name
· Client’s date of birth
· Date package commenced, and
· HF support provider contact details i.e.: email and phone
· Completed Form of Authority (FOA) - To be attached
· Completed Change of Application Details (COA) form attached if required to ensure preferences cover package allocation area

VHR Policy and Operational Guidelines can be found at <https://fac.dhhs.vic.gov.au/victorian-housing-register>
Additional information at offer stage:
The Local housing office will as part of the offer process verify the client's eligibility and inform the support worker if public housing is no longer a viable option. 





18. [bookmark: _Toc214444153]Appendix 3 – Homes First panel process
[bookmark: _Toc155266619]
The Homes First program will see the provision of three-year flexible, tailored support packages to nearly 500 clients over a five-year period.  This will be completed over three client intakes of 240, 104 and 104.
To assist with facilitating the allocation of the HF packages, panel meetings will be scheduled at the commencement of each client intake. (These may occur in the two weeks prior to the commencement of each new intake and the allocation date will become the 1st July of that year). 
The panel members will consist of the Homes First provider, senior representatives from the local area homelessness entry points or specialist service and any other relevant agencies (maximum of one per agency), Homes First Co-ordinators and HV representative.  The meetings will be chaired by the relevant area HF provider.
Homes First providers will receive referrals and present these to all panel members for an agreement on the highest priority clients to be allocated Homes First packages.
Once a package is allocated, the HF provider will work closely with the referring agency with a warm handover to the Homes First provider.
Process:
1. Homes First provider schedules the panel meetings, working on an allocation of 5 clients per meeting, with all referrals to be received two business days prior. Meetings will be scheduled over 6 weeks for intake one and over 3 weeks for all other intakes. 
2. Prior to the panel meeting, Homelessness entry point/ specialist service identifies clients who meet the eligibility criteria for HF and completes the Homes First Client referral form.
3. Entry point management will submit referrals to the Homes First provider 3 business days prior to the scheduled meeting.
4. Once a referral is received, the HF provider will review and confirm the client meets the eligibility criteria and is appropriate to be presented.  If eligibility is not met or there is missing information, they will advise the referring Manager within 1 business day of the non-acceptance.  The agency will be able to either resubmit once updated or nominate another referral in its place.  This is required by the following business day.
5. At the meeting, the referrals for review, will be presented.  The HF provider will lead the discussion to prioritise the top five clients using the “Assessing support need, risk and vulnerability” and once this has been determined, allocate the package (this will be the commencement date).
6. HF provider will work with the referring agency to contact the client within two business days of being allocated a package.

[image: A vertical flow chart showing the referral and panel process for Homes First. The steps are: 
1. Panel meetings are managed by the HF provider at the start of intake
2. Referrals are received up to two days prior to the panel
3. HF provider reviews referrals to ensure eligibility for discussion
4. At panel, all referrals discussed around the table, lead by the HF provider
5. After allocation HF provider will work with referring agency to make contact within 48 hours]“Assessing support needs, risk and vulnerability” matrix (from Opening Doors manual)
	Level of support 
Need/risk/vulnerability
	Stated and/or observed support needs
	Professional support available 

	High
	Consumer has one or more significate support needs currently having major impact on consumer’s functioning and/or wellbeing 
and/or 
Consumer has multiple or complex support needs requiring intensive assistance
and/or 
There is a significant risk of harm to consumer or others due to:
· Major physical or mental health issues;
· Vulnerability to violence (including domestic violence), exploitation or abuse from others; 
· Potential for self-harm/suicide risk
	Consumer currently has no active support in place:
· Previous support links may have broken down;
· Consumer may be resisting support. 
or 

Consumer has some support in place but the support relationship is tenuous or likely to break down in the near future. 

	Medium
	Consumer has one or more significant support needs
	At least one support worker actively providing ongoing support to consumer. 
Level of support may be insufficient 

	Low
	Consumer has minor support needs
	Appropriate supports in place 
or 
No supports in place; consumer has not stated need for support 
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