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[bookmark: _Toc232499808]How to use these guidelines
All Homelessness operational program guidelines can be downloaded from the Funded Agency Channel (FAC) or viewed on the Operational program guidelines webpage 
Program guidelines must be read alongside the Homelessness and Housing Support Guidelines, which includes a full glossary, and the Service Agreement that each organisation has with DFFH. The Service Agreement includes the Homelessness and Housing Support Guidelines and operational program guidelines for programs which the organisation is funded to deliver. 
	Funded Agency Channel
https://fac.dffh.vic.gov.au/policies-and-procedures

	Operational program guidelines webpage
https://www.dffh.vic.gov.au/homelessness-operational-program-guidelines

	Homelessness and Housing Support Guidelines
https://fac.dffh.vic.gov.au/homelessness-and-housing-support-guidelines-2025-0

	Homelessness and Housing Support Guidelines webpage
https://www.dffh.vic.gov.au/publications/homelessness-and-housing-support-guidelines




[bookmark: _Toc232499809]Program overview
Homes Victoria, as part of the Department of Families, Fairness and Housing (the department), funds service providers to deliver the Homelessness Supportive Housing Program (Supportive Housing). This program supports people who have experienced chronic homelessness, rough sleeping, and/or are at imminent risk of homelessness and would benefit from access to on-site supports to maintain their tenancy. Renters in Supportive Housing may have complex support needs. For example, disability, chronic disease, mental illness, a dependence on alcohol and/or other drugs, or other complex support needs.
Supportive Housing is an effective housing intervention model that combines permanent or long-term, affordable housing with flexible support services on-site. It aims to reduce the need for renters to repeatedly access other government services by achieving housing stability and improve their overall wellbeing, which may reduce the need for clients to access emergency and judicial services. 
The Homelessness Supportive Housing Guidelines define the terms for organisations to deliver Supportive Housing services funded by the Victorian state government (state government). They are clear guidelines for services to assist people experiencing or at risk of homelessness.
The Guidelines outline the requirements for funded Supportive Housing activities in Victoria. 
The service agreement outlines the legislative requirements that each service provider must follow. It has a list of program requirements. These include complying with the Social Services Standards set by the Social Services Regulation Act 2021 (Vic).
These guidelines are to be read in conjunction with the Funding and Service Agreement each organisation has with DFFH. These guidelines should also be read in conjunction with the Homelessness and Housing Support Guidelines, which outline the fundamental requirements and standards of practice for all homelessness funded services within Victoria.
	Homelessness and Housing Support Guidelines
https://www.dffh.vic.gov.au/publications/homelessness-and-housing-support-guidelines

	Homelessness and Housing Support Guidelines – 6. Service delivery requirements
https://www.dffh.vic.gov.au/publications/hhs-guidelines-6-service-delivery-requirements

	The Social Services Standards
https://www.vic.gov.au/social-services-regulator-social-services-standards

	Social Services Regulation Act 2021 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/social-services-regulation-act-2021/006


[bookmark: _Toc202168837][bookmark: _Toc202168838][bookmark: _Toc202168839][bookmark: _Toc232499810]Eligibility and access
This section outlines the specific eligibility criteria and access pathways for Supportive Housing. While the Homelessness and Housing Support Guidelines establish foundational eligibility requirements, Supportive Housing has additional parameters as detailed below. Understanding these criteria is essential for both service providers and potential participants to enable appropriate referrals and service delivery.
	Homelessness and Housing Support Guidelines - 6.1 Eligibility
https://www.dffh.vic.gov.au/publications/hhs-guidelines-6-service-delivery-requirements#h2-0-61-eligibility


[bookmark: _Toc232499811]Eligibility criteria
To be eligible for Supportive Housing, individual renters are:
1. experiencing chronic homelessness or rough sleeping, and/or 
2. at imminent risk of homelessness and have support needs that require on-site support services to maintain their tenancies. 
Supportive Housing providers are required to set a clear eligibility policy for their site that emphasises accessibility and low-barrier entry. The eligibility policy should be agreed and endorsed by the department. The eligibility policy may outline:
The target population, if relevant (for example, Aboriginal and Torres Strait Islander peoples, female-identifying people, young people, people with disability, or older people).
The accommodation parameters (for example, some Supportive Housing programs may accommodate couples, families, and/or young people). These details are negotiated with the department and may be subject to additional guidelines to support the physical, psychological, and cultural safety and rights of all residents.
Other criteria, such as income thresholds, housing status or any other qualifying circumstances, to be endorsed by the department.
It is not a requirement for prospective renters to have an active Victorian Housing Register (VHR) application to be eligible for Supportive Housing.  Clients with an approved application who move into permanent Supportive Housing will be removed from the VHR if they are successful, unless otherwise specified in the agency-specific service agreement.
Service providers may support clients with submitting a priority transfer request on the VHR, if aligned with their goal-directed case plan.
	Social housing eligibility
https://www.housing.vic.gov.au/social-housing-eligibility

	Victorian Housing Register
https://fac.dffh.vic.gov.au/victorian-housing-register


[bookmark: _Toc232499812]Assessment, access and allocation pathways 
Assessment, access and referral
Referral pathways into the program are managed by each organisation and may be via: 
Local By-Name List (where available) 
homelessness Access/Entry Points, as per the Opening Doors Framework
support agencies (which includes ACCOs). 
When a renter is referred to a Supportive Housing service, the intake process is underpinned by trauma-informed principles and consists of: 
an initial conversation with the renter and/or the referring support worker(s) as determined by the renter
gathering collateral documents and information from entry points and/or other referral or support service sources with consent from the renter
a site inspection of the unit by the renter prior to accepting the housing offer
assessing the renter’s support needs and areas of potential risk of harm to self or others to determine the level of support required by the support service provider.

Every resident will be assigned a primary point of contact (this may be a ‘case manager’, ‘key worker’, ‘housing worker’ or other). This staff member will be responsible for supporting the renter through the intake and assessment process. The staff member may support the renter through ongoing engagement, or the renter may be allocated to a different worker. This includes obtaining relevant informed consent for sharing information, and the development of a renter-led, goal-directed case plan. The primary staff member is responsible for coordinating all support work with any existing or relevant support services (subject to renter consent regarding information sharing).
	Opening Doors Framework
https://fac.dffh.vic.gov.au/sites/default/files/2024-12/Opening%20Doors%20Framework.pdf


[bookmark: _Allocation_process_and]Allocation process and Vacancy Management System
After a renter is referred to a Supportive Housing service, staff should work to concurrently complete the allocation process and tenancy sign-up. 
The process of allocating a renter to a suitable unit should occur collaboratively between tenancy managers, support providers, and specialist workers (such as clinician practitioners and workers from ACCOs). The process must include staff speaking directly with the referred renter and/or their support workers to ensure that the referral information received is accurate and comprehensive.
Service providers are expected to have a documented and transparent process for allocations as part of their service model.
Allocation decisions should consider:
Housing First principles
the types of support required by renters, such as renters with disability who may require a ground floor unit or modifications to their unit prior to moving in
a renter’s experience of family violence, which may require them to live on a same-gender floor or section of the building 
whether a renter is Aboriginal and/or Torres Strait Islander, giving consideration to the disproportionate rate of homelessness of Aboriginal people as a result of significant health and social disparities
any other specific criteria developed by the providers in partnership with the department.
All vacancies should be advertised on the Vacancy Management System (VMS).
	Homelessness and Housing Support Guidelines - 9.2 Vacancy Management System
https://www.dffh.vic.gov.au/publications/hhs-guidelines-9-tools


[bookmark: _Toc232499813]Intersection between Supportive Housing and other programs, systems or initiatives 
To effectively support clients experiencing homelessness, collaboration and coordination with other systems and programs is crucial. This section highlights how Supportive Housing interacts with other service providers, organisations and agencies, enabling comprehensive support while avoiding duplication of effort. Understanding these interconnected relationships empowers staff to navigate specialist referrals, share resources, and maximise client outcomes.
The intersections of specialist homelessness services with other services and frameworks, including the obligations on providers, are detailed in Section 4 of the Homelessness and Housing Support Guidelines. For example, family violence, children and young people, and public health intersections.
Supportive Housing providers should refer clients to external specialised supports not available on-site as required, such as culturally specific services delivered by ACCOs or other relevant specialist supports.
	Homelessness and Housing Support Guidelines - 4. The homelessness service system
https://www.dffh.vic.gov.au/publications/hhs-guidelines-4-homelessness-service-system


[bookmark: _Toc232499814]Program components 
This section outlines the expectations for those providing Supportive Housing services.
Homes Victoria is committed to supporting specialist homelessness services (SHS) and registered housing agencies to achieve high standards of practice and service in the delivery of homelessness services. SHS and Registered Housing Agencies are expected to uphold key service delivery principles that ensure Victorians experiencing or at risk of homelessness receive high-quality and effective support.
[bookmark: _Toc232499815]Principles
All specialist homelessness services and Registered Housing Agencies are underpinned by the following service delivery principles and approaches as outlined in the Homelessness and Housing Support Guidelines:
a person-centred approach
a trauma-informed approach
a strengths-based approach
equity, dignity and respect
Aboriginal cultural safety
holistic support and service integration
evidence-based practice and continuous improvement
preventative and early interventions.

In addition, the Supportive Housing program is underpinned by the following service delivery principles:
Housing First
Supportive Housing models are based on Housing First principles to support renters. The Housing First model prioritises supporting people to rapidly secure permanent or long-term stable housing. Housing First promotes low barrier entry and/or prerequisites, and access to multidisciplinary support such as mental health and alcohol and other drugs support, if renters choose.
Comprehensive evidence in Australia and internationally demonstrates that the most effective way to resolve chronic, persistent homelessness and rough sleeping is a Housing First response. 
The key principles of Housing First are:
· people have a right to a home
· housing and support should be delivered by separate service providers
· flexible support for as long as it is needed
· choice and self-determination
· active engagement without coercion
· recovery-orientated practice
· social and community inclusion
· harm-minimisation approach.
Harm minimisation
A harm minimisation approach focuses on strategies to reduce harms to the individual and society associated with the use of alcohol and other drugs. This approach uses strategies such as education and safe consumption programs, without insisting on complete abstinence. 
Client-centred case plans 
Support services will be guided by a client’s case plan, which should be driven by the goals identified by the client and conducted using person-centred and strengths-based approaches. 
Safe service provision for diverse and intersectional identities
All services should be delivered in a way that is culturally safe for people from diverse backgrounds. Homes Victoria acknowledges that renters require physically and psychologically safe service provision across all identities. The Supportive Housing units and support services must be physically accessible and psychologically safe for all renters, including people with disability, those who require mobility aids, and/or other safety requirements.
Supportive Housing providers should work with renters to identify their physical needs and make reasonable attempts to modify the renter’s unit to respond to those needs. This may include the addition of grab bars inside the bathroom of the unit, walk-in or roll-in showers with bath seats, installing ramps, or installing automatic door openers. Renters may have funding available to support alterations, for example from a National Disability Insurance Scheme or Home Care Package.
Providers should also consider the sensitive allocation of units for women and female-identifying people. Where possible and appropriate, providers may consider a women’s only floor or space to ensure their safety needs are met. 
Supportive Housing providers must refer to their organisation’s policies and procedures regarding cultural safety and strategies to improve service delivery for the below cohorts. Services should prioritise safety for the following cohorts: 
Aboriginal and Torres Strait Islander people
people who identify as LGBTIQA+  
people who are culturally and racially marginalised 
people with disability
victim-survivors of family violence. 
Integrated service model
An integrated service model requires tenancy management and support service providers to work cohesively and collaboratively to provide holistic and efficient assistance, promoting stability and positive outcomes for renters. While tenancy management and support services should be functionally separate, steps should be taken to ensure they work closely together to support residents to maintain their tenancies.
Multi-disciplinary services 
Supportive Housing residents will have access to multi-disciplinary services which may include Alcohol and Other Drugs (AOD), dual diagnosis, emotional and physical health (including allied health), therapeutic recreation, legal services, peer support and any other support services as required.
Aboriginal self-determination
Self-determination is the right of a ‘people’ to control and decide on issues that affect them. Self-determination intersects with cultural safety and means individuals receive respectful treatment and take part in decision-making.
Self-determination is core to the Victorian Government’s ongoing commitment to support the implementation of Mana-na woorn-tyeen maar-takoort - the Victorian Aboriginal Housing and Homelessness Framework (VAHHF) and the Blueprint for an Aboriginal-specific homelessness system (the Blueprint). These frameworks outline an approach to ensuring all Aboriginal Victorians have safe, secure and stable housing. Supportive Housing providers must utilise these frameworks to deliver Supportive Housing to and with Aboriginal Victorians (see Section 3.3.2.5 Aboriginal organisations). For further information on the self-determination requirements for specialist homelessness services, please see Section 5.1 of the Homelessness and Housing Support Guidelines. 
	Mana-na woorn-tyeen maar-takoort: Every Aboriginal person has a home (The Victorian Aboriginal Housing and Homelessness Framework)
https://vahhf.org.au/

	Blueprint for an Aboriginal-specific homelessness system in Victoria
https://vahhf.org.au/wp-content/uploads/2023/09/Blueprint.pdf

	Homelessness and Housing Support Guidelines - 5.1 Aboriginal housing and homelessness
https://www.dffh.vic.gov.au/publications/hhs-guidelines-5-policy-requirements#h2-0-51-aboriginal-housing-and-homelessness


[bookmark: _Toc232499816]Intended outcomes
The objectives of Supportive Housing programs are to:
· provide safe, secure and affordable housing
· provide on-site services to support people with experiences of chronic homelessness and/or rough sleeping to achieve stability in their lives
· assist renters to build the skills needed to maintain their housing.
Assumptions associated with the effectiveness of the program include:
· Staff are available and trained to provide the appropriate level of support.
· Renters want to engage with the support element of the program, as they see fit. 
· Community living is suitable for the target renter group and relationships developed on-site will be meaningful.
Suitable, affordable, alternative housing is available if a renter exits from a Supportive Housing program as described in Sections 3.3.2.2 and 3.3.3.
Each provider will develop a site-specific ‘Theory of Change’ and ‘Program Logic Model’ to support service delivery and outcomes. For an example ‘Theory of Change’, see Appendix 1.
[bookmark: _Toc232499817]The Supportive Housing role
Supportive Housing programs provide housing for renters regulated under the provisions of the Residential Tenancies Act 1997 (Vic) (RTA), including rooming house provisions of the Act where relevant, alongside on-site services who work collaboratively to support renters to maintain their tenancies. On-site services are expected to consist of:
flexible tenancy management provided by a Registered Housing Agency to support renters to maintain their tenancies 
flexible and tailored case management support delivered by an organisation registered with the Social Services Regulator
on-site support, which may include concierge, therapeutic recreation, alcohol and other drug support, physical and mental health services
culturally appropriate case management support for Aboriginal renters, delivered by an ACCO
after-hours support to ensure renter safety, respond to emergencies, and provide continuous care for individuals with complex support needs.
[bookmark: _Toc202168855][bookmark: _Toc202168856]Based on Housing First principles, tenancy management and on-site support should be provided by separate service providers. The services must work together and must not impact on a renter’s ability to maintain their housing. Where this is not possible, Homes Victoria will work with providers to discuss how the separation of functions will be managed to ensure renters can address tenancy without an impact on support. 
	Residential Tenancies Act 1997 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/residential-tenancies-act-1997/111


Engagement
Supportive Housing clients are expected to have an assigned case manager or key worker, to act as a consistent point of contact and support for the client (see Section 3.3.2.2 Case management). 
Once a client has been allocated a tenancy in a Supportive Housing site, their assigned case manager or key worker should make contact within 24 hours.
During a client’s stay, case managers or key workers should provide at least 1.5 hours face-to-face case management support per week. However, this is likely to adapt to changing client needs over time. For example, where a resident is new to the site or experiencing crisis, contact is likely to be higher whereas at other times clients may prefer minimal contact. Case managers are expected to spend additional time completing follow up paperwork and administration for each client within their caseload. 
Time spent with clients should always be person-centred in approach with a focus on building trust and rapport. This can be particularly important for Aboriginal clients whose social and emotional wellbeing has been significantly impacted by the historical and ongoing impacts of colonisation, racism and intergenerational trauma. There is no ‘one size fits all’ approach to working with Aboriginal people that responds to their unique needs. It is important to be person-centred and flexible in terms of what support hours per week contribute to the provision of a culturally safe service and empowers people as partners in self-determined planning and decision-making. 
Supportive Housing providers must ensure that on-site support services are made available to each renter throughout the entirety of the renter’s tenancy. Engagement with support services is voluntary and the tenancy is not contingent on this; thus, renter engagement with supports may vary over the course of their tenancy. While support is voluntary and renters may refuse support at various times, staff will continue to offer support in ways that show care and respect for renters.
Providing support 
On-site support services
Key functions of on-site support services include:
An assessment of renters’ support needs and any factors that can affect a renter’s ability to progress their goals. For example, the renter’s goal may be to attend their medical appointments regularly, which may be difficult if they cannot access public transportation. Support services should then assist the renter with a taxi voucher, Myki or other means of transportation to enable them to attend their medical appointments. 
A close working relationship with the tenancy management provider on assessing applications and allocating properties to best assist renters in sustaining their tenancies.
The establishment of agreed communication arrangements with the renter, including the best methods of contact and engagement, and an agreed plan if there is no contact from the renter.
Case management supports that are tailored to addressing the client’s needs, including the development of a case plan led by the renter (see Section 3.3.2.2 Case management).
Each renter should also have a support plan developed by the support service outlining how any worker on-site might engage with and provide support to them, formally, informally, or in a crisis. In practice this means a case plan is made directly by a renter, which contains goals set by the renter with assistance from case staff, and in addition a support plan is made by staff about how the service can ensure support is offered sensitively and collaboratively to a particular renter. 
Support renters with referrals and access to multidisciplinary supports, such as:
mental health support (which may include clinical services, counselling, mental health nurses, mental health case management, or access to specialist services)
physical health support (which may include access to a general practitioner, support with pharmacotherapy, care coordination, allied health services, and other health and wellbeing services)
AOD support (which may include AOD case management, specialist counselling, or other supports up to the discretion of the renter and support services)
dual diagnosis support for people with mental health and AOD needs (which may include counselling, forensic services or other community or specialist services)
therapeutic recreation and/or social inclusion activities (which may be provided on-site, in the local community, or access to a specialist activity off-site)
peer support (which may include peer support workers, access to lived experience reference groups, or other supports)
seeking secondary consults and coordinated responses with various services, as appropriate.
Working collaboratively with culturally specific and other specialist services delivered by ACCOs, disability, and/or LGBTIQA+ organisations.
Support services may request that specialist supports attend the site based on each renter’s specific support needs. 
[bookmark: _Case_management]Case management
In line with Housing First principles, case management support should be flexible about time and place, persistent without being intrusive, and led by the renter’s choice and control.
Supports should be tailored to need and documented in a case plan led by the renter. Renters who are engaging with a case worker are expected to have an active case plan, that is a live document with new goals added as they arise.
Supportive Housing programs are intended for people who require permanent, or long-term housing and support. However, some renters may have a housing goal to eventually move into other community, public or private housing including with family or an independent private rental without supports. Where Supportive Housing renters wish to transfer into an alternative social housing property and have an active VHR application, the VHR transfer mechanism should be used. All case plans are expected to be reviewed, at a minimum, within the timeframes below: 
Case plans should be initiated within the first two weeks (14 days) of a renter moving into the Supportive Housing site.
Within the first year of occupancy, the case plan will be reviewed quarterly.
After the first year of occupancy, the case plan will be reviewed bi-annually.
If renters choose not to engage in the case planning process, a worker-led support plan can be developed.
	Victorian Housing Register
https://fac.dffh.vic.gov.au/victorian-housing-register


Caseloads
On average, Supportive Housing services are funded for a ratio of 1 staff member to 12 renters, however, caseloads for Supportive Housing services may vary based on the level of renter need. Recommended caseload ratios are as follows:  
Renters who require active intensive support: 1 staff member to 8 renters.
Renters who require limited or episodic support: 1 staff member to 12 renters. 
It is anticipated that clients’ support needs will decrease over time and move to limited or episodic support once established. However, in recognition that renter need for support may not be linear, further intensive support should be made available when required during other stages of their stay.
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.
Tenancy management
Providers of tenancy management services at Supportive Housing sites must be a registered agency with the Victorian Housing Registrar. 
Tenancy management services must be delivered in accordance with the Residential Tenancies Act 1997 (Vic) (RTA), Residential Tenancies Regulations 2021 (Vic), Housing Act 1983 (Vic), the regulatory framework of the Victorian Housing Registrar and the department’s policies and procedures.
Tenancy management at Supportive Housing sites must include working in strong partnership with support services to improve tenancy preservation, even when renters face challenges in meeting their requirements under the RTA or rental agreement. 
The housing provider must have documented, plain language policies and procedures for ending tenancies, underpinned by the principle that evictions are a last resort. Agencies must have appropriate escalation processes in place for a senior delegate to approve the issuing of a notice to vacate.
It is expected that the tenancy manager will identify issues that could place a tenancy at risk and provide timely and holistic responses in an effort to stabilise the tenancy. Tenancy workers must work proactively and liaise with support workers to assist the renter to maintain the tenancy.
Tenancy management staff should provide a range of options for renters to contact them in case of an issue or emergency both in and out of business hours (such as phone call, text message, in-person and other methods).
Key functions of tenancy management include: 
Working with the support providers on assessing applications and determining suitable property allocations.
Supporting and educating renters through: 
understanding the rights and responsibilities of residing at a Supportive Housing site, including duties under the RTA
signing of a rental agreement
moving in process  
completing a condition report process
feedback and complaints process for each provider and independently of the tenancy management provider (see Section 3.6 Feedback and complaints)
maintenance request process. 
Orienting renters to the building, including communal spaces, waste removal areas, and evacuation and safety protocols and procedures. 
· Supporting maintenance personnel to deliver services in an appropriate and respectful manner. For example, issuing a written notice of entry with the minimum required notice period which clearly states the reason for entry as per the RTA, arranging for attendance at a suitable time, and understanding how to approach maintenance of the property based on the renter’s needs and preferences.
Establishing and facilitating regular renters’ meetings, enabling renters to have their say and raise issues and feedback utilising a variety of mechanisms.
Ensuring a general inspection is conducted after the first 3 months of the rental agreement commencement and then every 6 months at the most in accordance with the RTA.
Providing feedback to renters on the outcome of the inspection and educating renters on their rights and responsibilities in relation to maintaining the property in a reasonably clean condition, as per the RTA.
Managing vacant properties and ensuring a timely turnaround in line with regulatory standards.
Liaising with support services on exit plans for renters who choose to leave the program and working collaboratively to support a positive exit outcome for each renter.
Managing disputes between renters, investigating alleged issues, administering Victorian Civil and Administrative Tribunal (VCAT) applications, attendance at VCAT proceedings, and participating in the Rental Dispute Resolution Victoria (RDRV) service, as required.
Acting as the first point of contact for neighbourhood complaints, investigating alleged issues, responding to complainants in writing, and escalating to the department where appropriate. 
Supporting renters to resolve any tenancy challenges encountered and liaising with support to ensure the renter is linked in with additional appropriate support services if required. 
	Residential Tenancies Act 1997 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/residential-tenancies-act-1997/111

	Residential Tenancies Regulations 2021 (Vic)
https://www.legislation.vic.gov.au/in-force/statutory-rules/residential-tenancies-regulations-2021/006

	Housing Act 1983 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/housing-act-1983/082

	Policies and procedures – DFFH Funded Agency Channel (FAC)
https://fac.dffh.vic.gov.au/policies-and-procedures

	Victorian Housing Registrar
https://www.vic.gov.au/housing-registrar

	Victorian Housing Register
https://fac.dffh.vic.gov.au/victorian-housing-register

	Victorian Civil & Administrative Tribunal
https://www.vcat.vic.gov.au/

	Rental Dispute Resolution Victoria (RDRV)
https://www.rdrv.vic.gov.au/


[bookmark: _Aboriginal_organisations]Aboriginal Community Controlled Organisations
There is an expectation for Supportive Housing sites to have a contracted partnership with an Aboriginal Community Controlled Organisation (ACCO). ACCOs are responsible for delivering case management services to Aboriginal renters, where Aboriginal renters choose to engage with the ACCO rather than the mainstream provider. Non-Aboriginal staff should work collaboratively with the ACCO and build cultural awareness and understanding in their own practice and systems to improve service delivery to Aboriginal renters. In cases where an ACCO is contracted a minimum of 10 percent tenancies should be offered to Aboriginal Victorians where possible. Funding will also be allocated directly to the ACCO supporting the Supportive Housing site.
It is expected that the role of Aboriginal practitioners will be co-designed with local ACCOs, ensuring Aboriginal people can access a system which is responsive to their housing needs and understands their connection to land, community, culture and family networks.
The department will continue to provide advice to providers regarding the prioritisation of Aboriginal Victorians for units in Supportive Housing programs, as part of its ongoing commitment to support the Blueprint for an Aboriginal-specific homelessness system in Victoria (the Blueprint) and Mana-na woorn-tyeen maar-takoort: Every Aboriginal person has a home, the Victorian Aboriginal Housing and Homelessness Framework (VAHHF). 
	Blueprint for an Aboriginal-specific homelessness system in Victoria
https://vahhf.org.au/wp-content/uploads/2023/09/Blueprint.pdf

	Mana-na woorn-tyeen maar-takoort: Every Aboriginal person has a home (The Victorian Aboriginal Housing and Homelessness Framework)
https://vahhf.org.au/


Rental agreements
The Residential Tenancies Act 1997 (Vic) (RTA) and Residential Tenancies Regulations 2021 (Vic) are the primary legislation that regulates residential rental agreements in Victoria. In the first instance, tenancies within Supportive Housing programs should be managed under a residential rental agreement.
However, a Registered Housing Agency (RHA) may apply to Homes Victoria for the building to be managed as a rooming house as a last resort measure, with the final decision to be made by the Minister for Housing and Building. The RHA must notify the department of their intention to do so at least six months prior to capital completion. The RTA includes provisions for rooming house rental agreements, which in some cases may be used by to manage a Supportive Housing site’s tenancies. 
Prior to service commencement, Supportive Housing providers are required to:
notify the department of the type of rental agreement the housing provider intends to use for the site, including the length of stay
supply documentation to the department outlining the decision-making rationale for the type of rental agreement to be delivered and how the Supportive Housing site will operate within the legislative framework.
Rental agreement term lengths should be permanent and ongoing unless otherwise agreed with the department.
	Residential Tenancies Act 1997 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/residential-tenancies-act-1997/111

	Residential Tenancies Regulations 2021 (Vic)
https://www.legislation.vic.gov.au/in-force/statutory-rules/residential-tenancies-regulations-2021/006


Rent collection
Rent setting
Housing providers are required to set rents which are affordable for renters while maintaining financial viability.
The ‘Net rent’ charged for the whole duration of a tenancy in Supportive Housing should be set at no more than 30 percent of gross household income. ‘Net Rent’ is the rent charged to renters, minus Commonwealth Rent Assistance. Supportive Housing providers should encourage and support eligible renters to apply for Commonwealth Rent Assistance.
Rental revenue
Supportive Housing providers will collect and retain rental revenue to contribute towards operations and/or site maintenance.
Supportive Housing providers should also account for expected rental income as part of developing an operational budget for the program. 
Service fees
Supportive Housing providers must not charge renters additional services fees. 
Providers may propose one-off service fees be charged for specific activities by notifying and seeking approval from the department. The provider must receive departmental approval prior to charging these fees and provide evidence that renters have consented to pay additional service fees to receive a specific additional service.
Utility charges
Supportive Housing providers should inform residents of their rights and responsibilities in relation to the supply and usage of utilities, including whether renters’ units are separately metered. 
For sites where renters’ units are separately metered, the tenancy management provider is required to provide information regarding the utility companies and types of utilities at the Supportive Housing site prior to the renter moving in. This should include such information as:
when the utility is charged
what support is available if the renter cannot afford their utility usage
if the renter can change their utility provider or if the site is on an embedded network. 

	Rent setting for registered housing agencies
https://providers.dffh.vic.gov.au/rent-setting-registered-housing-agencies

	Commonwealth Rent Assistance 
https://www.housing.vic.gov.au/commonwealth-rent-assistance

	Rent Assistance – Services Australia
https://www.servicesaustralia.gov.au/rent-assistance


Safety and afterhours support
Renter safety
Support services, tenancy managers and concierge/afterhours services each have a role and duty to ensure the safety of all renters. Service providers must have documented policies and procedures to respond to renter safety concerns, including welfare checks. Procedures should include guidance for escalating contact attempts where there has been no recent contact or sighting of a renter by any staff member for more than 48 hours. For example, text message, phone call, door knock, contact alternative support or next of kin, and/or welfare check.
Service providers should consider factors relating to each individual renter including: 
their current or most recent mental and physical state
their usual patterns of behaviour 
recent interactions with the renter
the planned response to safety concerns as agreed upon with the renter during the intake and assessment process
relevant reason to enter a property and minimum notice period allowed under the Residential Tenancies Act 1997 (Vic) (RTA), where relevant.
Where there are concerns for a renter’s safety, the provider must take immediate action to ensure the safety and wellbeing of all renters. Contact efforts should be made in accordance with the renter’s agreed contact plan, and through welfare checks by emergency services where required. 
Service providers should always contact emergency services by calling 000 in life threatening or time critical situations when urgent response is required from police, fire or ambulance services. Renters should be informed of this safety protocol when they sign their rental agreement. 
Afterhours support
Afterhours support is crucial for Supportive Housing programs to enable renter safety, the ability to respond to emergencies, and continuous care for individuals with complex support needs. Crises, such as mental health episodes or housing-related issues, often occur outside regular business hours and require immediate intervention to prevent escalation. This support fosters stability and trust, helping renters maintain their housing and overall wellbeing.
At least one worker must always be on-site, who may be employed by a Supportive Housing provider or a security/concierge. Providers must follow their organisational on-call protocol for incidents which cannot be managed solely by the rostered staff member on-site. 
Afterhours support is required to fulfill functions of both security and concierge. Depending on the size and budget of the Supportive Housing site, it may be optimal to have two staff providing afterhours support, but one member of staff may be adequate if appropriate emergency and contingency plans, including on call arrangements are in place. 
Providers are responsible for determining the level of security and concierge required based on renter needs and available funding to manage risks.
Therefore, one staff person may fulfil both functions as described below:
Security functions at a Supportive Housing site primarily focus on maintaining safety and order, monitoring the premises, addressing security incidents, and mitigating risks on-site. 
· Within a security function, staff must:
· at a minimum, have completed training in trauma informed de-escalation and introduction to homelessness 
· be oriented to all relevant safety and incident procedures, with support staff and/or management being notified in real time during or shortly after an incident.
· In contrast, concierge functions emphasise renter support and hospitality, such as greeting residents, managing visitor access, and assisting with basic enquiries or services. 
· Within a concierge function, staff must:
· ensure that there is a reception point for residents and visitors when entering the site
· provide an informal point of contact between staff and residents that fosters trusting relationships. 
Afterhours staff may come from a range of backgrounds, including security, social work, or general administration. Staff may be employed by the tenancy management or support service provider or subcontracted to an external service. It is required that subcontractors are approved by the department in line with the provider’s Service Agreement.
It is important that any on-site staff without qualifications in social work or direct client work receive regular adequate additional training to effectively meet the complex needs of clients. 
[bookmark: _People_exiting_the]People exiting the program 
Exit planning should be trauma-informed, person-centred and based on the renter’s goals and needs. Upon exit from Supportive Housing, renters may require additional supports to transition to their new housing arrangement. 
If a renter would like to leave the Supportive Housing program, tenancy and support providers will collaborate with the renter to develop an exit support plan, wherever possible. Exit support plans should explore alternative housing options, referrals to alternative support services, and consideration of the health and social needs of the renter. 
If a renter’s case plan stipulates a desire to move from a Supportive Housing site to a different community or public housing site, service providers may support them by submitting a VHR transfer request. This can be done by contacting their local housing office as per departmental policy.
Support providers are encouraged to deliver post-tenancy case management support to exiting renters wherever possible and appropriate. Supportive Housing providers must inform relevant service providers of the closing of support (where the renter has provided consent to share information).
For renters who exit without notice, Supportive Housing providers must:
do what is possible to ensure the safety and wellbeing of renters, including welfare and safety checks by staff
inform relevant service providers of the termination of support due to the renter’s exit (where the renter has provided consent to share information). 
Registered Housing Agencies are subject to the Housing Act 1983 (Vic) (Housing Act). The performance standards established under Section 93 (Performance standards for registered housing agencies) of the Housing Act note that eviction should be treated as a mechanism of last resort. If a dispute happens, Supportive Housing providers are responsible for administering Victorian Civil & Administrative Tribunal (VCAT) applications, attending proceedings at the Tribunal, and participating in the Rental Dispute Resolution Victoria (RDRV) service, as required.
	Housing Act 1983 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/housing-act-1983/082

	Victorian Civil & Administrative Tribunal
https://www.vcat.vic.gov.au/

	Rental Dispute Resolution Victoria (RDRV)
https://www.rdrv.vic.gov.au/


[bookmark: _Toc202168858][bookmark: _Toc202168859][bookmark: _Toc202168860][bookmark: _Toc202168861][bookmark: _Toc232499818]Brokerage 
Program brokerage
Homelessness flexible funding (flexible funding) is available to assist case management staff to address renters’ needs. The department’s flexible funding activity description should be used to administer these funds. Renters should be made aware of the brokerage available to them and what it can be used for, and this should be considered in case plan goal setting. Flexible funding brokerage can only be used for renter-related expenditure such as: 
Delivering an effective and timely response to an immediate need such as providing a Myki pass to attend appointments or buying clothes for an interview.
Equipping renters to support themselves, including brief and targeted support to divert people from entering further into or re-entering the homelessness service system.
Providing a greater level of support/specialised support where it is linked to a case plan.
Service providers are expected to fully expend allocated flexible funding over the relevant funding period. Service providers 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 of unexpended funds, depending on the amount and rationale. The department reserves the right to recoup unspent funds.
	Activity Description – 94851 – Homelessness Flexible Funding 
https://providers.dffh.vic.gov.au/sites/default/files/activity-description/94851.DOCX


[bookmark: _Toc202264567][bookmark: _Toc202264621][bookmark: _Toc202168863][bookmark: _Toc232499819]Stakeholders 
The effective delivery of the Supportive Housing program requires clear understanding of roles, responsibilities, and relationships between various government and non-government stakeholders. This section outlines key partnerships, reporting relationships, and integration points that foster strong Supportive Housing outcomes. It defines how different parts of the service system work together to support people experiencing or at risk of homelessness. 
The following list provides a high-level outline of Supportive Housing stakeholders, their roles and responsibilities.
Homes Victoria
allocates program funding
publishes and reviews program guidelines as required
acts as an escalation point for issues or questions raised by:
Agency Performance and System Support, Department of Families Fairness and Housing
Supportive Housing providers by exception, where these are centrally managed
sets overall homelessness policy and reform directions.
Agency Performance System Support, Department of Families, Fairness and Housing
manages service agreements
acts as the first point of contact for issues or questions raised by Supportive Housing providers
monitors program reporting (as outlined in Section 5 Data collection and reporting)
monitors incident reporting
receives and assesses manual reporting (as outlined in Section 5.1.1 Manual reporting requirements) to inform performance monitoring.
Supportive Housing providers
delivers Supportive Housing in accordance with the program guidelines
completes all required program reporting (as outlined in Section 5 Data collection and reporting).
For a list of tenancy management and support service providers, please see Section 1 Program overview.
[bookmark: _Toc202264569][bookmark: _Toc202264623][bookmark: _Toc202264570][bookmark: _Toc202264624][bookmark: _Toc202264571][bookmark: _Toc202264625][bookmark: _Toc202264572][bookmark: _Toc202264626][bookmark: _Toc202264573][bookmark: _Toc202264627][bookmark: _Toc202264574][bookmark: _Toc202264628][bookmark: _Toc202264575][bookmark: _Toc202264629][bookmark: _Toc202264576][bookmark: _Toc202264630][bookmark: _Toc202264577][bookmark: _Toc202264631][bookmark: _Toc202264578][bookmark: _Toc202264632][bookmark: _Toc202264579][bookmark: _Toc202264633][bookmark: _Toc202264580][bookmark: _Toc202264634][bookmark: _Toc202264581][bookmark: _Toc202264635][bookmark: _Toc202264582][bookmark: _Toc202264636][bookmark: _Toc202264583][bookmark: _Toc202264637][bookmark: _Toc202264584][bookmark: _Toc202264638][bookmark: _Toc202264585][bookmark: _Toc202264639][bookmark: _Toc202264586][bookmark: _Toc202264640][bookmark: _Feedback_and_complaints][bookmark: _Toc232499820][bookmark: _Toc256778633]Feedback and complaints
All Supportive Housing providers must provide renters with adequate information regarding the feedback and complaint processes available to them. Providers are expected to have internal complaint and feedback processes that are easy to find and offer a range of options for providing feedback or notifying of complaints. 
In addition to providers’ feedback and complaint processes, and processes available to renters under the RTA, there are independent and government feedback and complaint processes available to all renters. These should be visibly posted in common areas of Supportive Housing sites:
1. The Council to Homeless Persons provides a Homelessness Advocacy Service (HAS) which provides advice and referral services for people seeking or receiving assistance from any Victorian community-managed homelessness assistance service. To access support, renters can:
· email has@chp.org.au
· call 1800 825 955.
2. The department has a complaint system available for all people utilising services that are funded by the department. Renters may make complaints anonymously and through various sources systems:  
· renters may submit an online complaint eform
· email the department’s Feedback Service via feedback@dffh.vic.gov.au
· telephone the department’s Feedback Service on 1300 884 706
· mail complaints through, GPO Box 4057, Melbourne, Victoria 3000.
3. The Victorian Government has a complaint form available for renters of community housing, where the Housing Registrar will investigate complaints that have not been resolved by a registered agency. Renters can: 
· submit an online complaint form.
4. Registered Housing Agencies (RHAs) fall within the definition of ‘social housing’ under the Housing Act 1983 (Vic). Renters of RHAs are therefore able to make a complaint to the Victorian Ombudsman. Renters can:
· submit an online complaint form
· telephone the Ombudsman on 1800 806 314.
	Homelessness Advocacy Service – Council to Homeless Persons
https://chp.org.au/home/homelessness-advocacy-service/

	Making a complaint – DFFH 
https://www.dffh.vic.gov.au/making-complaint 

	Make a complaint e-form – DFFH
https://feedback.dhhs.vic.gov.au/layout.html#/DFFH 

	Making a complaint about community housing - Victorian Government
https://www.vic.gov.au/making-complaint-about-community-housing

	Housing Act 1983 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/housing-act-1983/082

	Complaints – Victorian Ombudsman
https://www.ombudsman.vic.gov.au/complaints/


[bookmark: _Toc232499821]Homes Victoria supporting policies
Registered Housing Agencies are subject to Homes Victoria policies regarding the delivery of social housing, which includes public and community housing.
Organisations subject to the Social Services Regulations must meet the Social Services Standards. 
In addition to the Homelessness and Housing Support Guidelines, these Supportive Housing guidelines should be read in conjunction with the Tenancy management manual, which includes further guidance on responding to rental arrears, undeclared occupants and sublets, the transfer of tenancy, neighbourly behaviour, and pets in a rental property. 
For Supportive Housing programs gazetted as rooming houses, providers must develop house rules within legislative policies and using a client-centred approach. House Rules must be provided to the department and/or Homes Victoria for feedback and must include guidance on renters: residing with pets, having visitors and guests, smoking on-site, and consequences for not following the House Rules. In the first instance, renters should be supported to understand how to recommit to the House Rules, prior to any punitive action being taken.
Providers must ensure they abide by the Residential Tenancies Act 1997 (Vic) and Residential Tenancies Regulations 2021 (Vic), ensuring compliance with tenancy rights, housing and safety maintenance standards and regulatory obligations. 
	The Social Services Standards
https://www.vic.gov.au/social-services-regulator-social-services-standards

	Homelessness and Housing Support Guidelines
https://www.dffh.vic.gov.au/publications/homelessness-and-housing-support-guidelines

	Tenancy management manual
https://providers.dffh.vic.gov.au/tenancy-management-manual

	Residential Tenancies Act 1997 (Vic)
https://www.legislation.vic.gov.au/in-force/acts/residential-tenancies-act-1997/111

	Residential Tenancies Regulations 2021 (Vic)
https://www.legislation.vic.gov.au/in-force/statutory-rules/residential-tenancies-regulations-2021/006


[bookmark: _Data_collection_and][bookmark: _Toc232499822]Data collection and reporting
[bookmark: _Toc232499823]Reporting
All department-funded homelessness agencies have been prescribed monthly or annual targets in line with their Service Agreement, funding allocation, and activity descriptions (see Section 6 Funding requirements).
Reporting is required to track program implementation and monitor performance against targets and standards.  
Service delivery is captured through client data and manual reporting. This includes:
Service Delivery Tracking (SDT) via the Funded Agency Channel
the monthly SHS Extract from Specialist Homelessness Information Platform (SHIP) or other client management system certified by the Australian Institute of Health and Welfare (AIHW) to provide SHS renter data
any specific data requirements as outlined in the relevant homelessness activity description
ad hoc requests related to program monitoring and evaluation, such as program evaluation undertaken by DFFH.

Supportive Housing providers should keep all residents’ support periods active in SHIP for the duration of their tenancies.

The reporting requirements for this service are: 
	Data collection name
	Data system
	Data set
	Reporting frequency

	Service Delivery Tracking (SDT)
	My Agency/SAM
	Service delivery tracking data set
	Monthly

	Specialist Homelessness Services Collection (SHSC)
	Specialist Homelessness Information Platform (SHIP) or equivalent Australian Institute of Health and Welfare (AIHW) -approved platform
	Submit to the AIHW via Validata:
1. SHS extract
	Monthly, by the 10th working day of the month following the reporting month

	Victorian Homelessness Data Collection (HDC)
	As above
	Two extracts to DFFH via the DFFH Homelessness Secure Data Exchange (SDE):
1. SHS extract (Validated)
2. HDC extract
	Monthly, by the 10th working day of the month following the reporting month

	Supporting Housing Quarterly Report template
	Manual Data Collection
	Data obtained from Client Management System in use by agency
	Quarterly



Where there is further instruction and detail specific to the relevant Supportive Housing program, this will be shared with the appropriate provider.
	Service agreement – FAC
https://fac.dffh.vic.gov.au/service-agreement

	Service Delivery Tracking – FAC
https://fac.dffh.vic.gov.au/service-delivery-tracking

	DFFH Funded Agency Channel (FAC)
https://fac.dffh.vic.gov.au/

	SHIP: Specialist Homelessness Information Platform – AIHW
https://www.aihw.gov.au/about-our-data/our-data-collections/specialist-homelessness-services-collection/specialist-homelessness-information-platform

	Australian Institute of Health and Welfare (AIHW)
https://www.aihw.gov.au/


[bookmark: _Manual_reporting_requirements]Manual reporting requirements
Supportive Housing providers are required to submit a quarterly manual report to DFFH Agency Performance and System Support (APSS) managers within 10 business days of the reporting period ending. DFFH and Homes Victoria will provide instructions on how to complete and submit the quarterly manual report.
The manual reporting template given to providers captures:
planned and unplanned exits (including housing and support outcomes)
the reason the renter exited and a description of what led to their exit
details of staff actions taken to link the renter to an appropriate support worker and/or tenancy manager, or if engagement was not provided an outline of why.
The department may also review Supportive Housing providers’ Specialist Homelessness Services Collection data to support their oversight of the program.
[bookmark: _Toc202264592][bookmark: _Toc202264646]Performance and monitoring
[bookmark: _Toc202264593][bookmark: _Toc202264647]As part of the Service Agreement between each SHS and DFFH contract management role, the DFFH local area APSS teams meet regularly with SHS to monitor performance, and an annual desktop review is undertaken. Some programs may be centrally contract managed and monitored by Homes Victoria.
[bookmark: _Toc202264594][bookmark: _Toc202264648]SHS are required to deliver services against the outputs outlined in their service plans. There may be instances where the DFFH local area will negotiate new targets with SHS.
[bookmark: _Toc202264595][bookmark: _Toc202264649]Performance measures communicate performance expectations and measure outcomes of activities performed by SHS. These measures are quantifiable service goals for funded activities under the Service Agreement. They provide the basis for assessment of services’ performance against agreed targets. 
[bookmark: _Toc202264596][bookmark: _Toc202264650]Issues with performance and/or monitoring will be managed by the relevant APSS team using their local area guidance to ensure arrangements are appropriate. 
Guidance for providers on how to complete Service Delivery Tracking performance monitoring in the Service Agreement Module (SAM) can be found on DFFH’s Funded Agency Channel.
	DFFH Funded Agency Channel (FAC)
https://fac.dffh.vic.gov.au/



[bookmark: _Toc232499824]Funding acquittal
The department reserves the right to acquit funding in line with the provider’s Service Agreement, including housing or facility funding, and operational or staffing funding. The department will provide service providers with further details on the acquittal of funding. 
The outcome relating to any unspent funds will be negotiated with the department, including the possibility of carrying funding over to the next financial year, or recouping unspent funds, depending on the amount and the rationale for doing so. 
Section 4 Use of funding is the applicable section in the Service Agreement that provides the parameters by which funding can be renegotiated and recouped. Clause 4.9 of the Service Agreement outlines reasons funds can be recouped or renegotiated with the organisation.
	Service agreement – FAC
https://fac.dffh.vic.gov.au/service-agreement


[bookmark: _Toc188532996][bookmark: _Toc232499825]Financial acquittal for brokerage
Specialist homelessness services (SHS) are required to acquit flexible funding to the department every 12 months. The acquittal process will ensure funds are used in accordance with the outcomes and principles of the program, as well as providing a financial acquittal of funds expended. 
SHS are expected to fully expend allocated brokerage funding over the relevant funding period. Service providers must report any unspent brokerage funds within one month after the end of the funding period. The treatment of any unspent funds will be negotiated with the department, depending on the amount and reasons.
The department reserves the right to recoup unspent funds. The department may undertake a forensic audit of the expenditure to ensure funds have been acquitted as reported and in line with the guidelines.
	Service Delivery Tracking – FAC
https://fac.dffh.vic.gov.au/service-delivery-tracking

	How to complete your SDT acquittal template in SAM – FAC
https://fac.dffh.vic.gov.au/how-complete-your-sdt-acquittal-template-sam


[bookmark: _Toc202264598][bookmark: _Toc202264652][bookmark: _Toc202264599][bookmark: _Toc202264653][bookmark: _Toc202264600][bookmark: _Toc202264654][bookmark: _Toc202264601][bookmark: _Toc202264655][bookmark: _Toc202264602][bookmark: _Toc202264656][bookmark: _Toc202264603][bookmark: _Toc202264657][bookmark: _Toc202264604][bookmark: _Toc202264658][bookmark: _Toc202264605][bookmark: _Toc202264659][bookmark: _Toc202264606][bookmark: _Toc202264660][bookmark: _Toc232499826]Early Intervention Investment Framework
Some Supportive Housing programs receive funding under the Early Intervention Investment Framework (EIIF) and have associated EIIF targets.
EIIF outcome measures for the Supportive Housing program include:
proportion of participants in stable housing
average number of homelessness episodes post-intervention within 12 months
average number of emergency department presentations per year
average number of police contacts per year
average number of hospital admissions per year.
The implementation of initiatives funded through the EIIF is also guided by The EIIF Cultural Safety Framework which aims to help improve outcomes for First Peoples, including through supporting culturally safe partnerships, improving design and implementation of EIIF programs, and contributing to advancing self-determination.

	Early Intervention Investment Framework – Department of Treasury and Finance
https://www.dtf.vic.gov.au/early-intervention-investment-framework

	EIIF Cultural Safety Framework
https://www.dtf.vic.gov.au/sites/default/files/2024-11/EIIF-Cultural-Safety-Framework.PDF


[bookmark: _Funding_requirements][bookmark: _Toc232499827]Funding requirements
[bookmark: _Toc232499828]Service model
To receive a funding allocation, the Supportive Housing provider must provide a detailed service model to the department for approval.
The detailed service model must include:
An overview of the program, including its vision, goals and intended outcomes.
A program logic model that provides clarity on how the program will support people to stay housed and live their best possible lives. The model should also articulate the intended outcomes and impact for the target cohort, workforce, and/or service system. 
A detailed description of the target cohort. 
A detailed description of allocation process (see Section 2.2.2 Allocation process and Vacancy Management System). 
A detailed outline of the cultural safety measures in place for both the target cohort and the project’s workforce. Please note, that Aboriginal and Torres Strait Islander peoples must be given the option to receive direct support from an Aboriginal organisation. 
The services intended to be available on-site, including the function of the service, the intended outcomes of the service, and if any services will be subcontracted. 
Outline of the operating hours in which staff and afterhours supports are present on-site. 
The staff structure including reporting lines, minimum training and experience required for each role and a description of the role.
A proposed, detailed budget that includes the staff breakdown (including award level and Full Time Equivalent [FTE]), any on-costs, maintenance and make good expenses, flexible funding, revenue and potential loss (including assumptions related to the annual occupancy rate of the site and rental income collection).
A detailed outline of organisational partnerships and the intended impact for renters, including health and recreational activities provided by an external organisation.
A detailed risk management plan which identifies risks to renters, risks to organisations, and appropriate mitigation strategies. 
Completed subcontracting attestation forms required by the department.
Any Memorandums of Understanding (MOUs) with partnering agencies, including roles and responsibilities of each party and any governance arrangements across providers.
[bookmark: _Toc232499829]Service Agreement
The Service Agreement defines the contractual arrangements between organisations funded to deliver services in the community and the department. 
Activity descriptions specify the requirements for the delivery of services or programs being provided by organisations on behalf of the Department of Families, Fairness and Housing and the Department of Health (departments).
Service providers must adhere to the requirements of the following activity descriptions:
94840 – Homelessness Supportive Housing
94851 – Homelessness Flexible Funding
94850 – Homelessness Accommodation Operations
94846 – Aboriginal Client Support, when funded support services are delivered by an ACCO.
All activity descriptions are published by the department and can be found through the department’s online activity search function.
All department-funded homelessness agencies have been prescribed monthly or annual targets in line with their Service Agreement, funding allocation, and activity description. Reports provided to the department will be monitored for adherence to the prescribed targets.
	Service agreement – FAC
https://fac.dffh.vic.gov.au/service-agreement

	Activity search – DFFH
https://providers.dffh.vic.gov.au/families-fairness-housing-health-activity-search

	Activity Description – 94840 – Homelessness Supportive Housing 
https://providers.dffh.vic.gov.au/sites/default/files/activity-description/94840.DOCX

	Activity Description – 94851 – Homelessness Flexible Funding 
https://providers.dffh.vic.gov.au/sites/default/files/activity-description/94851.DOCX

	Activity Description – 94850 – Homelessness Accommodation Operations
https://providers.dffh.vic.gov.au/sites/default/files/activity-description/94850.DOCX

	Activity Description – 94846 – Aboriginal Client Support 
https://providers.dffh.vic.gov.au/sites/default/files/activity-description/94846.DOCX


[bookmark: _Appendix_1:_Example][bookmark: _Toc232499830]Governance
New and some existing Supportive Housing programs require an appropriate governance structure to develop, implement, and operate the site. The department expects that funded providers are responsible for:
establishing and coordinating governance groups and ensuring all relevant stakeholders are included, such as representatives from the department
developing formal documentation on governance arrangements (such as a Terms of Reference) that includes clear description of governance structure, roles and responsibilities, and risk management oversight  
keeping and disseminating accurate records of meetings, such as agendas and minutes that include key decisions made
outlining their expectations of timeframes, such as the term limit for governance (e.g., 6 months prior to operations and 6 months post operational commencement) and frequency of meetings (e.g., monthly, quarterly, or other). 
By placing service providers in the role of governance convener, the governance structure can be closely aligned with operational priorities, service delivery requirements and renter outcomes. Additionally, this approach promotes accountability, ensures that voices of frontline service providers are prioritised in the governance process, and provides continuity needed for effective governance throughout the lifecycle of the service.
[bookmark: _Toc232499831]Appendix 1: Example Theory of Change
The example Theory of Change below maps the connection between activities, outcomes and long-term goals, showing the steps needed to achieve the intended outcomes for Supportive Housing providers and renters. It also identifies assumptions behind these steps and the conditions required for their success. 
	Situation statement
	What we do
	Leads to changes
	That contribute to our vision

	Around 1,100 Victorians experience chronic rough sleeping each year, with extremely high costs to both the individual renter and to government.
People experiencing chronic homelessness and rough sleeping face cycles of homelessness and persistently require support from other government-funded service systems.
People who have complex support needs and history of being unable to maintain a tenancy are more likely to experience future episodes of homelessness.
People with complex needs and housing histories have difficulties accessing market options. 
Recent Housing First investment demonstrates that dispersed housing options are not appropriate for all people who have experienced chronic homelessness.
	Provide safe, secure, long-term, permanent, and social housing through purpose-built, congregate, multi-unit properties tailored to the unique needs of identified target groups.
Provide tenancy support focused on maintaining and sustaining tenancies. 
Using Housing First principles, provide tailored, on-site support to renters, including but not limited to physical and emotional health, financial and practical living skills, drug and alcohol support, leisure and recreational opportunities, group workshops, and opportunities to connect to the local community.
The provision of housing and support should be functionally separate to ensure housing and support are not contingent upon one another and advocacy is provided for the individual renter or family.
	Reduce rates of chronic homelessness.
People experience:
· improved ability to maintain tenancies
· reduction in rough sleeping and chronic homelessness 
· increased sense of self-efficacy in maintaining housing and understanding tenancy rights 
· increased sense of agency, power, and choice
· improved health and wellbeing outcomes
· increased sense of community and belonging
· improved trust in support services 
· increase in the likelihood of recovery from substances and significant physical or mental illness 
· improved dignity of risk, and 
· increased participation in daily life.
· Housing First interventions help to reduce acute demand on stressed government services, such as emergency departments, and deliver better outcomes for Victorians.
	All Victorians have access to safe, secure, and affordable housing. 
Housing is the foundation for each person’s health, wellbeing, and safety. 
People are supported to participate in the community and to live their best possible lives.
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For general enquiries

If you would like to receive this publication in
an accessible or interpreted format, phone
1300 650 172, using the National Relay
Service 13 36 77 if required, or email
enquiries@homes.vic.gov.au
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