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What is the Annual Consumer System Survey? 
In July 2011 the North and West Local Area Service Network (N & W LASN) agreed to undertake annual consumer surveys in order to better understand consumer 
experiences of the regional homelessness service system over time, and to generate practice responses accordingly. The primary purpose of the LASN Annual Consumer 
System Survey is to gauge the experience of all consumers of the N & W LASN and help to improve service system responsiveness to consumers by producing data about 
the efficacy of direct provision of assistance to consumers and coordinated service system arrangements. 
The Annual Consumer System Surveys have a number of secondary purposes which include: 

 To examine the responsiveness of the service system, 

 To assess the impact of a coordinated service system, 
 To provide a consumer perspective on needs and the appropriateness of responses to needs. 

 

The survey is designed, overseen, analysed and reported upon by the North and West LASN Consumer Feedback Working Group. The Anglicare Victoria Research Ethics 
Committee provided ethics clearance. 

 

Who was surveyed? 
The 2015 survey took place over a 4 week period during September 2015 across most homelessness funded programs run by N & W LASN member agencies, and was also 
run in November 2012 and 2013 and September 2014. Each funded program was asked to offer the opportunity to participate to a minimum of five consumers, randomly 
chosen during the period. Each service program also committed to providing an interpreter to assist consumers to complete surveys as necessary. 
Using the prescribed set of questions, consumers were offered two methods for completing the survey: 

1. Completed by consumers or their advocate directly into Survey Monkey (the preferred option) 
2. Completed by consumers in hard copy form and posted to the Researcher for entry 

 

Confidentiality and consent 
All participants in the survey were anonymous and no identifying information was recorded. 

 

N & W LASN and Program Types 
The N & W LASN Homeless service system is made up of two types of services: Access Points and Support Providers 

 
Access Points 
An Access Point is a crisis housing service. Lǘ ƛǎ ǿƘŜǊŜ ǇŜƻǇƭŜ ǿƘƻ ŀǊŜ ƘƻƳŜƭŜǎǎ ŀǊŜ ŀǎƪŜŘ ǘƻ ƎƻΦ Lǘ ƛǎ ǘƘŜ ΨŦǊƻƴǘ ŘƻƻǊΩ ƛƴǘƻ ǿƘŀǘ ƛǎ ŎŀƭƭŜŘ ǘƘŜ IƻƳŜƭŜǎǎ {ŜǊǾƛŎŜ {ȅǎǘŜƳΦ There 
are a small number of these in each Department of Human Services (DHS) region. In this survey there were 6 Access Point services. 

 

Support Providers 
A Support Provider helps someone who is homeless or at risk of homelessness to get or keep housing. There are many services which provide support to homeless people 
in each DHS region. There are also many different types of these services and some work only with some types of people, for example young people or women and 
children. In this survey, 114 support programs were asked to offer consumers the opportunity to participate. 
See Appendix 1 for a list of all Access Points Services. 
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Responses 
A total of 179 individuals commenced the survey, however not all respondents answered every question. As a result response rates varied from question to question. 

Service Types # of Programs 
2015 

Surveys 
commenced 

2015 

# of Programs 
2014 

Surveys 
commenced 

2014 

# of Programs 
2013 

Surveys 
commenced 

2013 

# of Programs 
2012 

Surveys 
commenced 

2012 
Access Points 6 42 6 38 7 43 9 54 

Support Providers 114 137 114 137 120 137 129 168 

 

Responses by program type 
The N & W LASN has a great diversity of program types. To assist quality improvement and to ensure that where possible similar programs were compared, the programs 
were subdivided along two dimensions: Service Type and Funded Target Group. This resulted in the following classifications and numbers of program per category. 

 

Dimension 1 - Service Type 
Dimension 2 ς Funded 
Target Group 

Access points = 1 Singles = 01 

Crisis accommodation = 2 Families = 02 

Crisis support = 3 Youth = 03 

Homeless Person Support 
Service (HPSS) = 4 

Family Violence = 04 

Transition support = 5 Aboriginal = 05 
 Culturally and Linguistically 

Diverse (CALD) = 06 
 Cross Target = 07 

 
Survey Tools 
There were two survey tools ς one for Access Point Consumers, 
one for Support Provider Consumers. Questions 1, 5 ς 12, 20 ς 22 
are common to both support providers and access points, these 
include: 

¶ Demography 

¶ Services working together 

¶ Rights 
 

Access Point Survey Tool 
vΩǎ мо ς 19 asked of Access Point Consumers only. 

 Number of 
programs 

in this 
category 

# of surveys 
commenced 

Survey 
commencement 

rate per 
program type 

103 Access point ς Youth 1 7 7 
107 Access point ς Cross Target 5 35 7 

201 Crisis Accommodation ς Singles 2 8 4 

203 Crisis Accommodation ς Youth 8 1 0.1 

204 Crisis Accommodation ς Family Violence 5 5 1 

205 Crisis Accommodation ς Aboriginal 3 0 0 

301 Crisis Support ς Singles 2 2 1 

302 Crisis Support ς Families 2 5 3 

303 Crisis Support ς Youth 2 4 2 

304 Crisis Support ς Family Violence 1 2 2 
307 Crisis Support ς Cross Target 2 6 3 

401 HPSS Support ς Singles 1 5 5 

407 HPSS Support ς Cross Target 3 5 2 

501 Transition Support ς Singles 11 5 0 

502 Transition Support ς Families 9 19 2 

503 Transition Support ς Youth 34 28 1 

504 Transition Support ς Family Violence 6 0 0 

505 Transition Support ς Aboriginal 5 1 0.2 

507 Transition Support ς Cross Target 18 41 2 
 120 179  
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Access Point Data Analysis 

The Consumer Feedback Working Group held a data forum at the Elizabeth Street Common Ground site in December 2015. The forum allowed a group of 

three consumers, two homelessness networkers, and eight practitioners and managers to discuss the survey data. The goal of the forum was to identify the 

key findings and what consumers and the LASN needed to know about the results. In particular, what quality improvement activities could the LASN 

undertake as part of its planning for 2015 as a result of the surveys? A summary of this analysis follows. 

Survey participation by programs 

The total number of surveys completed by Access Point Providers increased this year compared to 2014, from 38 to 42 respondents. This rate is close to the 

figure for 2013 (43) but below the peak of 2012 (54). The survey commencement rate among Access Point has also risen slightly to seven per provider. This 

is more than the five surveys per program requested by the survey designers. 

 
There were two questions common to both access point and support respondents: 

¶  vΦ нл ΨIƻǿ ŎƻǳƭŘ ǎŜǊǾƛŎŜǎ ǿƻǊƪ ōŜǘǘŜǊ ǘƻ ƘŜƭǇ ǇŜƻǇƭŜ ŜȄǇŜǊƛŜƴŎƛƴƎ ƘƻƳŜƭŜǎǎƴŜǎǎΚΩ 

¶  vΦ нн Ψ5ƻ ȅƻǳ ǘƘƛƴƪ ǘƘŜ ƘƻƳŜƭŜǎǎ ǎŜǊǾƛŎŜ ǎȅǎǘŜƳ ƛǎ ǘƻƻ ŎƻƳǇƭƛŎŀǘŜŘΚΩ 
 

Q. нл ΨIƻǿ ŎƻǳƭŘ ǎŜǊǾƛŎŜǎ ǿƻǊƪ ōŜǘǘŜǊ ǘƻ ƘŜƭǇ ǇŜƻǇƭŜ ŜȄǇŜǊƛŜƴŎƛƴƎ ƘƻƳŜƭŜǎǎƴŜǎǎΚΩ 

Among Access Point respondents, 22 addressed this question in 2015, up from 19 in 2014, 22 in 2013 and 40 in 2012. The complete list of responses 

received by Access Points is contained in Appendix 2. 
 

The responses received were qualitative in nature and ranged from several words indicating that the person did not know, all the way up to very long, 

deeply considered and highly sophisticated pieces of feedback 
 

To make sense of the data we undertook a thematic analysis, with each response allocated to a list of themes developed over the preceding three surveys. 

As with last year there were 32 themes considered, however responses were only received for 19 of these. Responses could include a range of themes. 

Apart from responses ŎŀǘŜƎƻǊƛǎŜŘ ΨhǘƘŜǊΩΣ ǘƘŜ ƘƛƎƘŜǎǘ ǎŎƻǊƛƴƎ ǘƘŜƳŜǎ ŦǊƻƳ ǇǊŜǾƛƻǳǎ ǎǳǊǾŜȅǎ ǿŜǊŜ ǘƘŜ ǎŀƳŜΥ ΨDƻƻŘ ŀǎ ƛǘ ƛǎΩΣ ΨaƻǊŜ ƘƻǳǎƛƴƎΩΣ Ψ.ŜǘǘŜǊ 

ŎƻƳƳǳƴƛŎŀǘƛƻƴΩΣ Ψ{ŜǊǾƛŎŜǎ ǿƻǊƪƛƴƎ ōŜǘǘŜǊ ǘƻƎŜǘƘŜǊΩ ŀƴŘ Ψ{ŜǊǾƛŎŜǎ ǎƘŀǊƛƴƎ ƛƴŦƻǊƳŀǘƛƻƴΩΦ 

The thematic analysis showed that of the 89 people who chose to answer this question, almost a quarter were happy with the service. For example, 

¶ Already a excellent job I am happy with service, it helps people. they understand ur propiem 

¶ I think you guys are doing a great job!   Thank you for all your help. 

¶ Not sure, happy with the service I am receiving 
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CƻǊ !ŎŎŜǎǎ tƻƛƴǘ ǇǊƻǾƛŘŜǊǎΣ ǘƘŜ ǎŎƻǊŜǎ ǊŜŦƭŜŎǘŜŘ ŀ ǎƛƳƛƭŀǊ ǇŀǘǘŜǊƴΣ ƘƻǿŜǾŜǊ ΨƘŀǇǇȅ ǿƛǘƘ ƛǘΩ ŀƴŘ ΨƳƻǊŜ ƘƻǳǎƛƴƎΩ ǊŜǇƭŀŎŜŘ ΨƻǘƘŜǊΩ ŀǎ ǘƘŜ ƘƛƎƘŜǎǘ ǎŎƻǊŜǎΣ ΨŀƴŘ 

ΨƳƻǊŜ ŎǊƛǎƛǎ ŀŎŎƻƳƳƻŘŀǘƛƻƴǎΩ ǿŀǎ ŀ ǘƘŜƳŜ ǘƘŀǘ ƻƴƭȅ ŎŀƳŜ ǳǇ ƛƴ !ŎŎŜǎǎ tƻƛƴǘ {ǳǊǾŜȅǎΦ 

!ǎ ǎǘŀǘŜŘ ŜŀǊƭƛŜǊΣ ǊŜǎǇƻƴǎŜǎ ŎŀǘŜƎƻǊƛǎŜŘ ΨƻǘƘŜǊΩ ǿŜǊŜ ƻǾŜǊŀƭƭ ǘƻǇ ǘƘƛǎ ȅŜŀǊ ŀƴŘ ǘƘƛǊŘ Ƴƻǎǘ ŦǊŜǉǳŜƴǘ ƛƴ !ŎŎŜǎǎ tƻƛƴǘ ǎǳǊǾŜȅǎΦ Here is a selection, 
 

1. People have lots of issues need holistic response. I got the help I needed when I needed it. 

2. I think they are doing the best they can. There are so many people unemployed, they could employ these people to help others short term. There 

could be big church accomodation centres that people can go and be guaranteed somewhere to sleep for the night. There isn't enough affordable 

housing and there should be more big crisis centres where you dont need applications for. Too many rules for these things. People who have been 

using drugs and have done well to stop using should be made a priority because most probably the people who may be able to support them are in 

fact users and will lead to them going back to using behaviours. I think there should be extra support for women who are sex workers, especially 

when they don't want to go back to their industry. There is more to it then what people think. Example: Being manipulated or stood over by people 

in the criminal world that need money and drugs and seek to take advantage of sex workers to take their earnings. There are limited workers 

available and I am currently waiting for a worker to help with my housing. όŀŘŘƛǘƛƻƴŀƭ ǘƘŜƳŜǎΣ ΨƳƻǊŜ ƘƻǳǎƛƴƎΩΣ ΨƳƻǊŜ ŎǊƛǎƛǎ ŀŎŎƻƳƳƻŘŀǘƛƻƴΩΣ ΨƳƻǊŜ 

ǿƻǊƪŜǊǎΩύ 

3. They do the best they can with what they have 

4. More priority for people with young kids 

5. Make it so you can call to make an appointment. Having to do 2 trips home and back with 4 kids is ridiculous. 

These themes, along with the overall results, were considered by participants at the Data Forum, and a series of key learnings and quality improvement 

recommendations have been made. These recommendations are contained at the end of this analysis section. The Consumer Feedback Working Group 

(CFWG) believes the LASN should consider these for inclusion in their overall work plans for 2016. 

 
Q. 22 Do you think the homeless service system is too complicated? 

¢Ƙƛǎ ǉǳŜǎǘƛƻƴ ǿŀǎ ŦƛǊǎǘ ŀǎƪŜŘ ƛƴ нлмо ŀƴŘ ŀƴ ƛŘŜŀƭ ŀƴǎǿŜǊ ǿƻǳƭŘ ōŜ ΨbƻΩ ƻǊ ŀǘ ǘƘŜ ǾŜǊȅ ƭŜŀǎǘ ƛƴŎǊŜŀǎŜǎ ƛƴ ǘƘƛǎ ǊŜǎǇƻƴǎŜ over the years. Overall, the picture is 

ƳƻǊŜ ŎƻƳǇƭƛŎŀǘŜŘ ǿƛǘƘ Ψ¸ŜǎΩ όŘƻǿƴ р҈ύ ŀƴŘ ΨbƻΩ όŘƻǿƴ ф҈ύ ōƻǘƘ ŦŀƭƭƛƴƎ ǊŜƭŀǘƛǾŜ ǘƻ нлмпΦ ¦ƴǎǳǊŜΩ ƻƴ ǘƘŜ ƻǘƘŜǊ ƘŀƴŘ ǿŀǎ ǳǇ мм҈ from 2013, but down 1% 

from last year. 

For Access Points, the same pattern is evident, howeǾŜǊΤ Ψ¸ŜǎΩ ŦŜƭƭ ƳƻǊŜ ǘƘŀƴ ǿƛǘƘƛƴ ǘƘŜ ƻǾŜǊŀƭƭ [!{b όŘƻǿƴ мм҈ ŦǊƻƳ нлмоύ ŀƴŘ ΨbƻΩ ŦŜƭƭ ƭŜǎǎ όŘƻǿƴ н҈ 

ŦǊƻƳ нлмоΣ ōǳǘ ǳǇ мп҈ ŦǊƻƳ нлмпύΦ Ψ¦ƴǎǳǊŜΩ ƘŀŘ ŀƭǎƻ ǊƛǎŜƴ мм҈ ŦǊƻƳ нлмо ōǳǘ ŦŀƭƭŜƴ м҈ ŦǊƻƳ нлмп ŀƴŘ ƴƻǿ ƳŀƪŜǎ ǳǇ ƴŜŀǊƭȅ м ƛƴ р ǊŜǎǇƻƴǎŜǎΦ Ψ5ƛŘ ƴƻǘ 

ŀƴǎǿŜǊΩ Ƙŀs also increased slightly. 
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For Access Point providers these results are a slight improvement on 2014 but with 19% of survey respondents still saying the homelessness service system 

is too complicated ǘƘŜǊŜ ƛǎ ǊƻƻƳ ŦƻǊ ƛƳǇǊƻǾŜƳŜƴǘΦ .ŀǎŜŘ ƻƴ ǘƘƛǎ ȅŜŀǊΩǎ ǊŜǎǳƭǘǎΣ ŦƻǊǳƳ ǇŀǊǘƛŎƛǇŀƴǘǎ ŦŜŜƭ ǘƘŜǊŜ ƛǎ ƳƻǊŜ ǿƻǊƪ ǘƻ Řƻ ƛƴ ŜȄǇƭŀƛƴƛƴƎ ǘhe 

coordinated homelessness service system. 

Another question which was worded differently in both surveys but addressed the same theme, was Question 21: Do you think the amount of information 

you were asked to provide was okay? Among Access Point respondents, only 1 person felt that it was not okay. The vast majority (88%) sŀƛŘ Ψ¸ŜǎΩ ŀƴŘ ǘƘƻǎŜ 

ǿƘƻ ǿŜǊŜ Ψ¦ƴǎǳǊŜΩ ƛƴŎǊŜŀǎŜŘ ǎƭƛƎƘǘƭȅ ǘƻ мл҈Φ ¢Ƙƛǎ ƛǎ ŀ ǊŜǎǳƭǘ ǘƘŀǘ ŎƻƴǘƛƴǳŜǎ ǘƻ ōŜ ǇƻǎƛǘƛǾŜΦ 

 
Access Point only questions 

There were seven questions that were asked only of Access Point providers. These were questions 13 to 19: 

¶ Q. 13: How did you find out about the Access Point service you used? 

¶ Q. 14: Was it hard or easy to find out about this Access Point? 

¶ Q. 15: What were you looking for when you came to this service? 

¶ Q. 16: Did you get what you were looking for? 

¶ Q. 17: LŦ ȅƻǳ ŘƛŘƴΩǘ get what you wanted, were you told why? 

¶ Q. 18: What was this explanation? 

¶ Q. 19: Which of these was most useful? Please tick any that apply 

 
Q. 13: How did you find out about the Access Point service you used? 

The largest ǊŜǎǇƻƴǎŜ ǊŜƳŀƛƴŜŘ ΨǿƻǊŘ ƻŦ ƳƻǳǘƘΩ ƘƻǿŜǾŜǊ ƛǘ ƘŀŘ ƘƻǾŜǊŜŘ ŀǊƻǳƴŘ рл҈ ŦƻǊ ǘƘŜ ǇǊŜŎŜŘƛƴƎ ǘƘǊŜŜ ȅŜŀǊǎ ŀƴŘ ŦŜƭƭ ǘƻ ол҈ ƛƴ нлмрΦ Cƛnding out 

about Access Points via the Internet fell this year, replaced in second place by a large increase in services not listed, such as the Salvation Army and 

Disability and Employment Services. On the negative side, the number of people who found out about Access Point services from ŀ Dt ŀƴŘ ǘƘŜ ΩtƻǎǘŜǊ ŀƴŘ 

мулл ƴǳƳōŜǊΩ ǊŜƳŀƛƴ ŀǘ ȊŜǊƻΦ ¢ƘŜ ƴǳƳōŜǊ ƻŦ ǎƻǳǊŎŜǎ ōȅ ǿƘƛŎƘ ǇŀǊǘƛŎƛǇŀƴǘǎ found out about the Access Point service decreased from 25 in 2014 to 22 in 

2015, but are up from 18 in 2012. 
 

Q. 14: Was it hard or easy to find out about this access point? 
 

hǾŜǊŀƭƭΣ фт҈ ƻŦ ǊŜǎǇƻƴŘŜƴǘǎ ŦƻǳƴŘ ƛǘ ŜƛǘƘŜǊ ΨŜŀǎȅΩ όоф҈ύ ƻǊ ΨƴŜƛǘƘŜǊ ƘŀǊŘ ƻǊ ŜŀǎȅΩ όру҈ύ ǘƻ ŦƛƴŘ ƻǳǘ ŀōƻǳǘ ǘƘƛǎ ŀŎŎŜǎǎ ǇƻƛƴǘΦ ¢Ƙƛǎ ŀ ƎƻƻŘ ǊŜǎǳƭǘ ƘƻǿŜǾŜǊ ƛǎ 

ŎƻƳŜǎ ǿƛǘƘ ŀ ǎƛƎƴƛŦƛŎŀƴǘ Ŧŀƭƭ ƛƴ ΨŜŀǎȅΩ όŘƻǿƴ нп҈ ƻƴ нлмпύ ŀƴŘ ŀ ƭŀǊƎŜ ǊƛǎŜ ƛƴ ΨƴŜƛǘƘŜǊ ƘŀǊŘ ƻǊ ŜŀǎȅΩ ǳǇ нс҈Φ ¢Ƙƛǎ ǊŜǇǊŜǎŜƴǘǎ an improvement opportunity. 
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Q. 15: What were you looking for when you came to this service? 

Reasons related to housing are, as expected, the major responses that respondents were looking for wƘŜƴ ǘƘŜȅ ŎŀƳŜ ǘƻ ǘƘŜ ǎŜǊǾƛŎŜΦ ΨIƻǳǎƛƴƎΩΣ Ψ/Ǌƛǎƛǎ 

ŀŎŎƻƳƳƻŘŀǘƛƻƴΩΣ ΨƘŜƭǇ ǿƛǘƘ ǇǳōƭƛŎ ƘƻǳǎƛƴƎ ŀǇǇƭƛŎŀǘƛƻƴǎΩΣ ΨƛƴŦƻǊƳŀǘƛƻƴ ŀōƻǳǘ Ƴȅ ƘƻǳǎƛƴƎ ŎƘƻƛŎŜǎΩ ŀƴŘ ΨƘŜƭǇ ǿƛǘƘ ǇŀȅƛƴƎ ǊŜƴǘΩ ŀre primary reasons and have 

remained so across all 4 surveys, generally in that order. The important role of IAP workers in helping people cope with crisis is highlighted by the 

ŎƻƴǘƛƴǳƛƴƎ ǇǊŜǎŜƴŎŜ ƻŦ ΨǎƻƳŜƻƴŜ ǘƻ ǘŀƭƪ ǘƻ ŀƴŘ ŜȄǇƭŀƛƴ Ƴȅ ǇǊƻōƭŜƳǎΩ ŀƳƻƴƎ ǘƘŜ ǘƻǇ о ŀƴǎǿŜǊǎΦ 
 

Q. 16: Did you get what you were looking for? 

¢ƘŜ ƳŀƧƻǊ ǎŜǊǾƛŎŜ ǊŜǎǇƻƴǎŜǎ ŎƻƴǎǳƳŜǊǎ ǎƻǳƎƘǘ ŀƴŘ ǿƘƛŎƘ ǘƘŜȅ ǊŜŎŜƛǾŜŘ ǿŜǊŜ ΨǎƻƳŜƻƴŜ ǘƻ ǘŀƭƪ ǘƻ ŀƴŘ ŜȄǇƭŀƛƴ Ƴȅ ǇǊƻōƭŜƳǎΩ όтф҈ Řown from a high of 93% 

ƛƴ нлмоύ ŀƴŘ ΨƛƴŦƻǊƳŀǘƛƻƴ ŀƴŘ ŀōƻǳǘ Ƴȅ ƘƻǳǎƛƴƎ ŎƘƻƛŎŜǎΩ όту҈Σ Řƻǿƴ ŦǊƻƳ ŀ ƘƛƎƘ ƻŦ фл҈ ƛƴ нлмоύΦ wespondents receiving housing is at its lowest 

percentage since this question was first asked (61%, down 6% since 2013). 

¢ƘŜ ΨȅŜǎ L Ǝƻǘ ƛǘΩ ǎŎƻǊŜǎ ŀǊŜ ǎƭƛƎƘǘƭȅ ƘƛƎƘŜǊ ŦƻǊ ǘƘŜ ǘƻǇ ǘǿƻ ŎŀǘŜƎƻǊƛŜǎ ŀƴŘ Řƻǿƴ ŦƻǊ ǘƘŜ ǊŜǎǘΦ aƻǊŜ ǇŜƻǇƭŜ ǊŜǇƻǊǘŜŘ ƴƻǘ ƎŜǘǘing housing (26%) in 2015 

ŎƻƳǇŀǊŜŘ ǘƻ нлмп όмп҈ύ ǎǳƎƎŜǎǘƛƴƎ ǘƘŀǘ ǘƘŜ ǇƻǎǎƛōƭŜ ƛǎǎǳŜ ǿƛǘƘ ǇƻǎƛǘƛǾŜ ǎŜƭŜŎǘƛƻƴ ōƛŀǎ ƘƛƎƘƭƛƎƘǘŜŘ ƛƴ ƭŀǎǘ ȅŜŀǊΩǎ ǎǳǊǾŜȅ ǿŀǎ at least partially addressed. 
 

vΦ мтΥ LŦ ȅƻǳ ŘƛŘƴΩǘ ƎŜǘ ǿƘŀǘ ȅƻǳ ǿŀƴǘŜŘΣ ǿŜǊŜ ȅƻǳ ǘƻƭd why? 

All survey respondents were told why they did not receive what they wanted (100%). This is an important and appreciated part of the communication 

process and a large improvement on last year (up 36%) 

Q. 18: What was this explanation? 

As with previous years the response was usually the lack of housing. 
 

Q. 19: Which of these was most useful? 

When asked to choose from a range of service options that were most useful, the same range of services identified in Q. 16 stood out and almost all were 

Ψ±ŜǊȅ ǳǎŜŦǳƭΩ ƻǊ Ψ¦ǎŜŦǳƭΩΦ 

¢ƘŜ Ƴƻǎǘ ƘƛƎƘƭȅ ǊŀǘŜŘ ǿŜǊŜ Ψ{ƻƳŜƻƴŜ ǘƻ ǘŀƭƪ ǘƻ ŀƴŘ ŜȄǇƭŀƛƴ Ƴȅ ǇǊƻōƭŜƳǎΩόфт҈ύΣ ΨLƴŦƻǊƳŀǘƛƻƴ ŀōƻǳǘ Ƴȅ ƘƻǳǎƛƴƎ ŎƘƻƛŎŜǎΩ όфс҈ύΣ Ψ{ƻƳŜƻƴŜ ǘƻ ǎǇŜŀƪ ŦƻǊ ƳŜΩ 

όфо҈ύΣ ΨIŜƭǇ ǿƛǘƘ ǇŀȅƛƴƎ ǊŜƴǘΩόуф҈ύΣ Ψ!ŎŎƻƳƳƻŘŀǘƛƻƴΩ όуп҈ύΣ ΨwŜŦŜǊǊŀƭ ǘƻ ŀ ǎǳǇǇƻǊǘ ǎŜǊǾƛŎŜΩ όун҈ύΣ ŀƴŘ ΨIŜƭǇ ǿƛǘƘ ǇǳōƭƛŎ ƘƻǳǎƛƴƎ ŀǇǇƭƛŎŀǘƛƻƴǎΩ όтф҈ύΦ 

²ƘŜƴ ǿŜ ƭƻƻƪ ŀǘ Ƨǳǎǘ ǘƘŜ ΨƳƻǎǘ ǳǎŜŦǳƭΩ ŘƛƳŜƴǎƛƻƴΣ ΨIŜƭǇ ǿƛǘƘ Ƴȅ ǇǳōƭƛŎ ƘƻǳǎƛƴƎ ŀǇǇƭƛŎŀǘƛƻƴΩ ƛǎ ǘƘŜ Ƴƻǎǘ ƘƛƎƘƭȅ ǾŀƭǳŜŘ όтф҈Σ ǳp 15% on 2014) 
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Customer Service Questions 

¢ƘŜǊŜ ŀǊŜ ŀ ƴǳƳōŜǊ ƻŦ ǉǳŜǎǘƛƻƴǎ ǿƘƛŎƘ Ŏŀƴ ōŜ ǎŀƛŘ ǘƻ ōǊƻŀŘƭȅ ǊŜƭŀǘŜ ǘƻ ƘƛƎƘ ǉǳŀƭƛǘȅ ΨŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜΩΤ ǘƘŜǎŜ ǊŜƭŀǘŜ ǘƻ ōŜƛƴƎ treated respectfully, having 

rights explained and being provided with interpreters when needed. These results, in common with past years, showed that the coordinated service system 

is very good at meeting these fundamental requirements of a service response. The Access Point Results were particularly impressive in these areas: 

¶ 88% of respondents said they were treated respectfully and 7% (3 consumers) said they were not 

o ǎƭƛǇ ōŀŎƪ ŦǊƻƳ нлмпΩǎ ǾŜǊȅ high result but slightly better than the LASN as a whole) 

¶ 81% of respondents said they had their rights explained by their service and 10% (4 consumers) said they had not 

o also a decline on 2014 and slightly worse than the LASN as a whole 

¶ 100% of all responŘŜƴǘǎ ǿƘƻ ƴŜŜŘŜŘ ŀƴ ƛƴǘŜǊǇǊŜǘŜǊ ǊŜŎŜƛǾŜŘ ƻƴŜ ΩƻƴƭȅΩ ǎƻƳŜǘƛƳŜǎ όǘƘƛǎ ƛǎ ŘƛǎŎǳǎǎŜŘ below) 

 
While these results are a slight decline on 2014, they have been consistently high across the 4 years the survey has been run. Forum participants reflected 

positively ǳǇƻƴ ǘƘŜ ƎŜƴŜǊŀƭƭȅ ƘƛƎƘ ǎŎƻǊŜǎ ƛƴ ǘƘŜǎŜ ƪŜȅ ƛƴŘƛŎŀǘƻǊǎ ƻŦ ǉǳŀƭƛǘȅ ΨŎǳǎǘƻƳŜǊ ǎŜǊǾƛŎŜΩ ǇǊƻǾƛǎƛƻƴ ŀƴŘ ǎǳƎƎŜǎǘŜŘ ǘƘŀǘ ǘƘŜǎŜ ǎŜǊƛŜs of questions could 

be asked on alternate years to allow for the exploration of other areas of interest to the LASN. 

 
Interpreters: Q. 1 Do you need an interpreter to complete this survey? and Q. 25 If you needed an interpreter was one offered? 

In 2015 there was only one Access Point respondent who required an ƛƴǘŜǊǇǊŜǘŜǊ ŀƴŘ ǘƘŜƛǊ ǊŜǎǇƻƴǎŜ ǿŀǎ ǘƘŀǘ ǘƘŜȅ ǿŜǊŜ ƻŦŦŜǊŜŘ ŀƴ ƛƴǘŜǊǇǊŜǘŜǊ ΨǎƻƳŜǘƛƳŜǎΩΦ 

¢Ƙƛǎ ƛǎ ǘƘŜ ŦƛǊǎǘ ǘƛƳŜ ǘƘŀǘ ŀƴ ǇŜǊǎƻƴ ǊŜǉǳƛǊƛƴƎ ŀƴ ƛƴǘŜǊǇǊŜǘŜǊ Ƙŀǎ ƴƻǘ ōŜŜƴ ƻŦŦŜǊŜŘ ƻƴŜ ΨŀƭǿŀȅǎΩ ƛƴ ǘƘŜ п ȅŜŀǊǎ ƻŦ ǘƘŜ ǎǳǊǾŜȅs. It is hoped that this is an 

aberrant result (though it was also replicated among the Support Providers) and the use of interpreters is also an improvement theme. 

 
Demography 

 

There are several interesting findings to note within the Gender, Age and County of Birth of respondents. In the 2015 Access Point survey there were more 

female than male participants and for the first time the largest age group was 18-14 at 38%. In addition, the gap between those born in Australia and those 

born overseas has narrowed to the point where it is now 57% to 43%. 
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Themes from 2015 Surveys and Quality Improvement Recommendations 

 
1. Consumers having to tell their story again (and ŀƎŀƛƴΧύ 

The forum participants felt that there were enough strands of evidence to suggest that better communication between Access Point and Support Provider 

services remains an area of improvement. The group discussed a number of ways that this could be encouraged: 

Systems continue to be reviewed to ensure that they best support the objectives of a coordinated service system. This includes building all IAP assessment 

fields within any Support Provider assessment form and agreeing to protocols which ensure that; 

o We always ask questions for a purpose 

o We do We are person centred and guided by the client. In some cases being able to discuss an experience is important and workers 

need to be sensitive to this. 

o We share the assessment with the client and check that it is correct 

¶ LASN to advocate with Victorian DHHS and AIHW for information sharing (data sharing to improve service responses) to be switched on 

between Access Points and Support Providers via SHIP (transfer data file) 

Support workers and IAP workers need to considered themselves part of a coordinated service system. This would involve IAP workers committing to 

undertaking a thorough assessment, appropriate to need and Support workers committing to reading the IAP assessment and not repeating questions 

already asked unless enough time has passed that we need to clarify some fields. 

The LASN must continue to provide guidance and training to all staff including providing examples of good assessments. The CFWG also feels its ǘƛƳŜ ǘƻ LǘǎΩǎ 

time to provide annual training for all workers on their place within the coordinated service system 

2. Interpreter Services 

Forum participants were concerned about anecdotal evidence of a time limit and its impact upon consumers from a CALD background. Has this impacted 

upon the offer we make of interpreter services to consumers? There can be no arbitrarily imposed time limit when it comes to the accurate communication 

of consumer needs. 

3. Improving service responses for families 

The Forum encourages the LASN to be proactive and creative in responding to families in crisis and to anticipate the impact of service requirements and 

follow-up on them. For example, follow-up could be by phone or via outreach workers and the possible co-location of child care facilities within Access 

Points should also be considered. Wherever possible, children should not participate in adult meetings. 



Page 11 of 68 
 

 

4. People waiting for support must be provided with follow up 

A consistent theme across all four years of the surveys has been that people referred for support wait in crisis after their initial appointment without any 

follow-up to keep them informed of the progress of that referral. Providing some type of follow-up support has many advantages for the consumer, the 

primary one being the alleviation of anxiety and the nurturing of hope. It also has advantages for services which can reassess needs and check if the person 

needs to remain on the prioritization list. The Forum encourages the LASN to consistently develop this type of service offer across all access points. 
 

5. The coordinated service system is still confusing for consumers and needs to be explained more simply 

This needs to be an ongoing endeavour and ideally would involve consumers in the design of communication materials and delivery of information. The 

[!{b ǎƘƻǳƭŘ ŎƻƴǎƛŘŜǊ ŦǳǊǘƘŜǊ ǇǊƻƳƻǘƛƻƴ ǘƻ ƘŜŀƭǘƘ ǇǊƻǾƛŘŜǊǎ ǎǳŎƘ ŀǎ DtΩǎΣ /ƻƳƳǳƴƛǘȅ ƘŜŀƭǘƘ ŎŜƴǘǊŜǎ ŀƴŘ IƻǎǇƛǘŀƭǎΦ 

6. Consumer representatives in waiting rooms 

¢ƘŜ CƻǊǳƳ ǿŀǎ ƳŀŘŜ ŀǿŀǊŜ ƻŦ ǳǇŎƻƳƛƴƎ ŜŦŦƻǊǘǎ ǘƻ ŘŜǾŜƭƻǇ ŎƻƴǎǳƳŜǊ ƭŜŘ ΨƳŜŜǘ ŀƴŘ ƎǊŜŜǘΩ ǎŜǊǾƛŎŜ ƻŦŦŜǊǎ ŀƴŘ ǘƘŀǘ ǘƘƛǎ Ƙŀǎ ƛƴ ŦŀŎt been trailed by 

VincentCare in the recent past. There are many elements of the survey which support this innovation, not least of which is the need to better explain the 

system to consumers in crisis and the fact that word of mouth from other consumers is the most important way of doing that. 

Consumers in waiting rooms can welcome people to access points, explain the system and make clear what they should expect. They can tell consumers in 

crisis about local services and participate in assessments if needed. They could also be employed to collect information on behalf of services. This also 

provides a valuable pathway into employment for consumers with lived experiences of homelessness. 

7. Continue to focus on providing a respectful service 

¢ƘŜ ǘǿƻ [!{bΩǎ Řƻ ǘƘƛǎ ǾŜǊȅ ǿŜƭƭ ōǳǘ Ŏŀƴƴƻǘ ŦƻǊƎŜǘ Ƙƻǿ ƛƳǇƻǊǘŀƴǘ ƛǘ ƛǎ ǘƻ ŜƴǎǳǊŜ ǘƘŀǘ ŎƻƴǎǳƳŜǊǎ ŀǊŜ ǘǊŜŀǘŜŘ ǊŜǎǇŜŎǘŦǳƭƭȅΣ ƪƴƻw their rights and that we 

offer interpreters to all consumers who are likely to need them. Given the consistently high results, the CFWG suggests that we assess this aspect of the 

coordinated service system every three years instead of annually. 

8. Update the survey 

The forum reflected that several questions were no longer relevant or badly worded and that the questions should be revamped. The CFWG will meet in 

February to work on the survey and modify or replace some questions and response options 
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QUESTIONS ASKED OF BOTH ACCESS POINT AND SUPPORT PROVIDER SERVICES 
Q. 20 How could services work together better to help people experiencing homelessness? 
2012 Entire LASN ό9ȄŎƭǳŘƛƴƎ Ψbƻ ŀƴǎǿŜǊΩ ŀƴŘ Ψ5ƻƴΩǘ ƪƴƻǿΩύ 2013 Entire LASN ό9ȄŎƭǳŘƛƴƎ Ψbƻ ŀƴǎǿŜǊΩ ŀƴŘ Ψ5ƻƴΩǘ ƪƴƻǿΩύ 

Good as it is 27 

Better communication 13 

Services working better together 12 

More housing 11 

Services sharing information 10 

Other 7 

More information about options 6 

Community education/Info 5 

Consistent workers 5 

One call centre 4 

More understanding/Compassion 4 

More funding 4 

Faster contact with client 3 

More crisis accommodation 3 

Too many services/Too complex 2 

Better assessments 2 

Not having to repeat self 2 

More workers 2 

Case plan meetings 2 

Colocated services 2 

Time management 1 

Services beyond crisis 1 

Pet-friendly housing 1 

Listen, Care, Empathy, Honesty 1 

Help with Private rental 1 

0 5 10 15 20 25 30 

 

 

Other 18 

Better/more communication 17 

Services working together better 17 

Good as it is 17 

More Housing 16 

More information to consumers 15 

More funding 13 

More crisis accommodation 10 

Listen, Care, Show empathy 10 

Not having to repeat story 7 

More help single people 4 

More outreach support 4 

More workers 3 

More money (e.g. HEF) 3 

Community education/Info 2 

Case plan meetings 2 

Improve customer service 2 

Better assessments 2 

Faster contact with client 1 

Communicate outside partners 1 

Women-only services 1 

One call centre 1 

One worker 1 

More access points 1 

Consistent workers 1 

Safer accommodation 1 

More information for workers 1 

0 5 10 15 20 
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Q. 20 How could services work together better to help people experiencing homelessness? See Appendix 2 for all Access Point Responses 

2014 Entire LASN ό9ȄŎƭǳŘƛƴƎ Ψbƻ ŀƴǎǿŜǊΩ ŀƴŘ Ψ5ƻƴΩǘ ƪƴƻǿΩύ 

 
Good as it is 

 

Other 

More housing 14 

Services working better together 9 

Services sharing information 8 

Better communication 8 

More funding 7 

Don't know 7 

Services provide more ŎŀǊŜΧ 6 

Make things happen faster 5 

More information about options 4 

More workers 4 

More crisis accommodation 3 

Better housing options 2 

Too many services/Too complex 2 

Same assessments 1 
 

0 5 10 15 

  2015 Entire LASN ό9ȄŎƭǳŘƛƴƎ Ψbƻ ŀƴǎǿŜǊΩ ŀƴŘ Ψ5ƻƴΩǘ ƪƴƻǿΩύ 
  

22 

  
Other 

    
 

  
 

  
 

 
 

  
 

 
 
 
31 

 

 
21 

Good as it is          21     

  More housing        15       

  Better communication        14       

  Services working better together       11        

  Services sharing information       10        

  More information about options      9         

  Community education/Info     5          

  Listen, care, empathy, honesty    4           

  Not having to repeat self    4           

  More workers    4           

  More understanding/Compassion    3           

  More funding    3           

  More crisis accommodation    3           

  Too many services/Too complex   2            

  Faster contact with client   2            

  Same assessments   2            

  Make things happen faster  1             

  Colocated services  1             

  Exercise rights  1             
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Q. 20 How could services work together better to help people experiencing homelessness? 

2015 Access Point Only Results ό9ȄŎƭǳŘƛƴƎ Ψbƻ ŀƴǎǿŜǊΩ ŀƴŘ Ψ5ƻƴΩǘ ƪƴƻǿΩύ 

Happy with it 8 

More housing 5 

Other 5 

Community education/Info 3 

More information about options 3 

More crisis accommodation 3 

Services sharing information 2 

Better communication 2 

Listen, care, empathy, honesty 1 

Not having to repeat self 1 

Services working better together 1 

More workers 1 

More funding 1 

 
0 1 2 3 4 5 6 7 8 



Page 15 of 68 
 

 
Q. 20 How could services work together better to help people experiencing homelessness? 

2012 Entire LASN - Selected quotes 
¶ organise case management to 

have a central worker to navigate 
the system 

¶ By using the same assessment 
across services 

¶ If centrelink and all services 
worked together it would be 
easier to help the homeless 

¶ I found 1 person very abrupt and 
not helpful at all in assisting me 
or giving me further information. 
I was a matter of me ringing back 
2 business days later and 
speaking to someone with a 
much better and helpful attitude. 
All other staff members were 
great. 

¶ No rooming houses. More crisis 
accommodation for families with 
anImals & affordable. Services 
need to work as one to get 
housing & support for people. 

¶ In emergancy share house 
accommadtion people should 
keep to themselves becuase i've 
been bashed by other people, my 
own personal things have been 
stolen from housemates and 
dealing with people that are on 
drugs 24/7. People need to be 
aware of these things that can 

2013 Entire LASN - Selected quotes 
¶ explaining well, good and 

friendly people. well understand 
your company procedure 

¶ i love to see the work the 
services you are giving to us as 
families. Thank you for your 
good work. 

¶ More home shoud be built 

¶ it would be nice to get 1 
support worker, not different 
people all the time 

¶ One stop shop - it is very hard 
to get to some places and make 
appointments on time. Need 
ONE place to fix then go 

¶ posters at train stations to 
advertise the service 

¶ so far, from what i have 
noticed, they are already well 
linked 

¶ Help support them to manage 
their rent and financial matters 
first in private rental. If public is 
not suitable. 

¶ More clarification regarding 
access points. Appointments at 
Access Points xxxx need to be 
easier to make and more 
available. More IAP workers 
needed. 

¶ The workers communicated 

2014 Entire LASN - Selected quotes 
¶ Victoria neads more public 

housing 

¶ More public housing and 
emergency housing 

¶ Nothing else to mention except 
that I was helped extensively. 
However, it's not easy with so 
many people on the wait list and 
not enough housing stock for a 
large family needing 4 bedrooms 
and no housing stock readily 
becoming available. I went onto 
the housing list (general) in 2006. 

¶ They need to find appropriate 
accommodation - family and kids 
- language barrier, and if you end 
up in a shared situation price 
should be looked at as for just a 
room you share with your kids it 
way too much 

¶ Service to be available any time 
of the day to see the workers. (as 
the customer has to line up early 
before 9amto get to a limited 
spot available for the 
appointment for the day). Thanks 

¶ Providing the homeless with 
information about what their 
choices are, what options they 
have and what yous can do to 
help them. 

2015 Entire LASN - Selected quotes 
¶ Services need funding IMO, not 

yous fault, just a few pp! (people) 
to help...greedy landlords you 
who own dozens of homes etc. 
General comments after Q12: 
xxxxxxx experiences and 
opinions, purely subjective,... 1. 
xxxxxx has been good. Not yet 
had negative experience Only 
thing is, seems a bit under 
staffed, and pp! working there 
prob. deserve  * more resources 
* more bonuses - maybe govt bail 
out for $ 2. xxxxxx not as good. I 
appear to be in the way of their 
lunch break/coffee break/cig 
break etc. etc. etc. 

¶ From my experience I think its 
okay re referral, etc. But I think 
its hard for some when not 
enough housing, I know some get 
put in hotels, better to build more 
housing. Money better spent for 
the long term. 

¶ They could be better coordinated 
eg xxxxx sent me back to xxxxx to 
do something there that in the 
year 2015 could have been done 
in 
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happend in the emergancy shared 
house accommodation. 

¶ Have a system where we dont 
have to repeat ourselves .See us 
as a person not a number. 

¶ more caring..less 
assuming,..gather more intel 
from thhe homelessness,,,,,,(try 
and live as a 
homelessness)),,experiencing the 
living 

¶ Feels that workers should provide 
more information regarding what 
accomodations and resources are 
available to them. Had to 
strongly push to get information 
such as list of accomodations 
which wasnt offered to her from 
the start. Would have 
appreciated if they explained 
what accomodations were on the 
list. Need more funding for more 
accomodation options especially 
for families. 

¶ A more unified system so that I 
am always given the correct 
information, so I'm not getting a 
different answer from each 
person. 

¶ Share more information about 
next step in accommodation. 
Dont know much about services 
even though I get place at 

well but there is not enough 
crisis accommodation specially 
for families. 

¶ Homeless service system may 
perhaps be too complicated for 
clients with an intellectual 
disability or drug problem. 

¶ communication and 
understanding my issues 

¶ More funding. I was never 
referred to a support service by 
xxxxxx or xxxxxx or any other 
place I've been to. 

¶ All services should have a 
regular care team meetings 
with the client 

¶ I think that at the moment you 
guys are doing so much work 
and its really good. Me, my 
worker and my housing 
provider could have sat down 
and talked together when I had 
some problems early on in my 
tenancy. 

¶ It would be better if I didn't 
have to repeat myself to my 
support worker when I have just 
told everything to Yarra (The 
access point) 

¶ Everyone has a nurse for 
themselves to help with medical 
appointments 

¶ By communicating more often to 
come to a conclusion. The 
homeless service system is not 
too complicated but I do think 
that when someone is homeless 
and has children - help should be 
given ASAP. Because in my case, I 
was thinking suicidal in relation 
to my kids and I - living in a care 
was not appropriate with 3 kids. 
Thank you. 

¶ Do their job properly, have more 
empathy. Put yourselves in my 
shoes. This time around the 
homelessness service system is 
not too complicated 

¶ I didn't have much idea what I 
was doing before - service has 
brought me out of the fog. The 
homeless service system is too 
complicated, but with someone 
helping me it is a lot clearer. It 
was daunting in the beginning. 

¶ Our support worker has been 
amazing, they have been helpful, 
encouraging, helped link us with 
other supports, understood our 
situation and given us room to 
maintain our independence 
through this difficult period. 

¶ services should be linked to each 
other to enable staff access to 
client files. The first support 

Kew if minor changes to policy 
were effected. This would have 
saved me three quarters of a day 
on public transport tooing and 
froing. 

¶ There is not enough housing for 
people. Homeless people can't 
wait for 6-7 years to be able to 
get roof over there head 

¶ more housing for young single 
people - some young people 
cannot do shared living 

¶ I believe its more about funding 
and more housing availability. 
Communication between services 
is ok, (depending on individuals) 

¶ \More communication 
between/with THM providers and 
person Would be happy to keep 
assessment in relating to SARS 
forms in file, so don't have to 
keep producing same docs time 
and again 

¶ too much information shared - 
Communicate better so one set of 
information is shared with the 
services instead of repeating all 
the time. - I was treated 
respectfully by this service, but 
some other services did not treat 
me respectfully. 

¶ Better integration using internet 
perhaps. Mygov is a great 
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homeless accommodation. 

¶ Support servcie has to 
communicate well with access 
point to provide better support 
and accurate information to the 
client needs 

¶ Joint meetings where a plan is 
written up for my care over the 
next year 

worker after making contacting 
with other support services can 
provide a code like pin number to 
allow other supports to access a 
client file and familiarise 
themselves with the clients 
situation prior to a scheduled 
appointment with the client. 
Having a centralised web access 
to these services and clients 
would enable workers to provide 
better support links for their 
clients and allow more time 
spent on helping the client and 
arranging services prior to the 
appointment and allow more 
time to discuss options rather 
than history and repeating it time 
and time again 

example: Medicare/Centrelink 
ATO - linked up and give better 
more accurate results and 
information 

¶ I think people should be made 
aware of homelessness services 
as they are hard to find. 

¶ I believe there needs too be more 
housing accommodation 
available as people need to get 
out of in very high risk situations, 
anything can happen whilst 
awaiting. 

¶ Current service asked more 
questions. Access point didn't 
really ask much. Showed that 
lack of interest, didn't want to 
help, didn't give a shit.. 

Key improvement themes 2012 
¶ Services working together 

better 

¶ More housing 

¶ Better communication 

¶ More information about 
options 

Key improvement themes 2013 
¶ Better communication 

¶ Services working together 
better 

¶ More housing 

¶ Services sharing information 
¶ More information about 

options 

¶ More community education 
options 

Key improvement themes 2014 
¶ More housing 

¶ Services working better 
together 

¶ Services sharing information 

¶ Better communication 

¶ More funding 
¶ Services to provide more 

care empathy and 
understanding 

¶ Make things happen faster 

¶ More information about 
options 

Key improvement themes 2015 
¶ More housing 

¶ Services working better 
together 

¶ Services sharing information 

¶ Better communication 
¶ More information about 

options 
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Q. 22 Do you think the homeless service system is too complicated? 

Entire LASN (N = 179) 

 
All Support providers (n = 137) 

 

  
 

 

45% 

40% 

35% 

30% 

25% 

20% 

15% 

10% 

5% 

0% 

42% 
 

36% 34% 36% 
33% 

31% 

 
 
 
 
 

 
23% 

20% 
 

12% 

 
 
 
 
 
 
 
 

10%9% 

 
 
 
 
 
 
 
 

 
13% 

 
 
 
 
 

 
2013 

2014 

2015 

Yes No Unsure DNA 

Do you think the homeless service system is too complicated? 

2012 % 2013 % 2014 % 2015 % 

Yes   63 35% 58 33% 53 30% 

No   75 42% 59 34% 59 33% 

Unsure   21 12% 42 24% 42 23% 

DNA   21 12% 16 9% 25 14% 
   180  175  179  

 

Do you think the homeless service system is too complicated? 

2012 % 2013 % 2014 % 2015  

Yes   50 36% 47 34% 45 33% 

No   57 42% 49 36% 42 31% 

Unsure   16 12% 28 20% 32 23% 

DNA   14 10% 13 9% 18 13% 

   137  137  137  

 

45% 42% 

40% 35% 
33% 

30% 

34% 
35% 

33% 

30% 
24%23% 

25% 

20% 

2013 

2014 

2015 
15% 12% 12% 

14% 

9% 
10% 

5% 

0% 

Yes No Unsure DNA 
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Q. 22 Do you think the homeless service system is too complicated? 

All Access Points (n = 42)         

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
37% 

 

 

 

 

 

 

 

 

 

 

 
12% 

 

 

 

 

 

 

 
Unsure 

     

 

 

 

 

 

 

 
45% 

    

 

 

 

 

 

 
42% 

  

 

 

 

 

 

 

26% 

      

       40%      

40%             

35% 
            

 30% 29%           

30%             

 
25% 

       24%    2013 

 
20% 

  19%       
 

16% 

 

8% 
 

17% 

2014 

2015 

15%             

10% 
            

5% 
            

0% 
            

  Yes   No     DNA   

Do you think the homeless service system is too complicated? 

2012 % 2013 % 2014 % 2015 % 

Yes   13 30% 11 29% 8 19% 

No   18 42% 10 26% 17 40% 

Unsure   5 12% 14 37% 10 24% 

DNA   7 16% 3 8% 7 17% 

   43  38  42  
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Q. 21 Do you think the amount of information you were asked to provide was okay? 

All Support providers (n = 137)              

 

 

 

 

 

 

89% 

90% 

    

 

 

 

 

 

 

87% 

   

 

 

 

 

 

89% 

   

 

 

 

 

 

 
85% 

   

80% 
             

70% 
             

60% 
             

 

50% 
            Yes 

             No 

40%             DNA 

30% 
             

20% 

 
10% 

  
 

6% 

 

 
 

5% 

  

 

4% 

 
 

9% 

  

 
 

2% 

 
 

9% 

  

 
 

4% 

 
11% 

 

0% 
             

 2012    2013   2014   2015   

Are you happy with the amount of information you had to provide to get 
the level of service you have received? 

2012 % 2013 % 2014 % 2015 % 

Yes 127 89% 119 87% 122 89% 116 85% 

No 8 6% 5 4% 3 2% 6 4% 

DNA 7 5% 13 9% 12 9% 15 11% 

 142  137  137  137  
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Q. 21 Do you think the amount of information you were asked to provide was okay? 

All Access Points (n = 42)                

  

 

 

 

 

 

98% 

              

100%                

        89%    88%    

90%     82%           

80%                

70%                

60% 
              

Yes 

50% 
              No 

               DNA 
40%                

30% 
               

20% 
   

 

2% 

   16%    

3% 

 
 

8% 

 
2% 

 

10% 

 

10%    
0% 

 2%          

0%                

  2012    2013   2014    2015   

Do you think the amount of information you were asked to provide 
was okay? 

2012 % 2013 % 2014 % 2015 % 

Yes 53 98% 35 82% 34 89% 37 88% 

No 1 2% 1 2% 1 3% 1 2% 

DNA 0  7 16% 3 8% 4 10% 

 54  43  38  42  
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 13 How did you find out about the Access Point service you used? 

All Access Points 2012 (n = 54) Please tick at least one response All Access Points 2013 (n = 36) Please tick at least one response 

  

Word of mouth 43% 

A worker from another ǎŜǊǾƛŎŜΧ 17% 

A worker from the tǳōƭƛŎΧ 9% 

A worker from xxxxxxΧ 9% 

I looked it up on the internet  6% 

A worker from a Youth ǎŜǊǾƛŎŜΧ  6% 

A worker from North 9ŀǎǘΧ 6% 

I ŎŀƴΩǘ remember 4% 

I read about it in a pamphlet 4% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ /ƻƳƳǳƴƛǘȅΧ        4% 

A worker from a Support ŀƎŜƴŎȅΧ 4% 

A worker from xxxxxxΧ 4% 

A worker from xxxxxxΧ  4% 

I saw it and walked in 2% 

A worker from a Refuge told ƳŜΧ  2% 

A worker from a Family ±ƛƻƭŜƴŎŜΧ  2% 

A worker from a Mental IŜŀƭǘƘΧ 2% 

A doctor or GP told me about it 2% I 

ǎŀǿ ǘƘŜ ǇƻǎǘŜǊ ŀƴŘ ŎŀƭƭŜŘ ǘƘŜΧ   0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ ǎŜǊǾƛŎŜ L ŎŀƴΩǘΧ 0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ IƻǎǇƛǘŀƭ ǘƻƭŘΧ 0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ ²ƻƳŜƴΩǎΧ   0% 

A worker from xxxxxΧ   0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ²ƻƳŜƴϥǎΧ 0% 

A worker from xxxxxΧ 0% 

 A worker from xxxxxxΧ   0% 

0% 10% 20% 30% 40% 50% 

   

Word of mouth 56% 

other 17% 
A worker from the xxxxxΧ 14% 

A worker from xxxx /ƻƳƳǳƴƛǘȅΧ 14% 

I looked it up on the internet 11% 
A worker from xxxxxΧ 11% 
I read about it in a pamphlet  8% 

A worker from another service ƴƻǘΧ  8% 

A worker from a Refuge told ƳŜΧ 8% 

A worker from a Youth service ǘƻƭŘΧ  8% 
A worker from a Support ŀƎŜƴŎȅΧ 8% A 

worker from xxxxΧ  8% 

I ŎŀƴΩǘ remember 6% 
I saw it and walked in 6% 

A worker from a service I ŎŀƴΩǘΧ 6% 

A worker from a Community ƘŜŀƭǘƘΧ   6% 

A worker from a ²ƻƳŜƴΩǎ ǎŜǊǾƛŎŜΧ   6% 
A worker from a Family ±ƛƻƭŜƴŎŜΧ  6% 

A worker from Women's IŜŀƭǘƘΧ 6% 
A worker from xxxxxx ǘƻƭŘΧ 6% 

A worker from xxxxxxΧ 6% 

I saw the poster and called the муллΧ  3% 
A worker from a Hospital told ƳŜΧ  3% 

A worker from a Mental IŜŀƭǘƘΧ 3% 
A doctor or GP told me about it  3% 

A worker from xxxxxΧ  3% 

A worker from xxxxxΧ 3% 

0% 10% 20% 30% 40% 50% 60% 
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Q. 13 How did you find out about the Access Point service you used? 

All Access Points 2014 (n = 38) Please tick at least one response 
 
 

Word of mouth 46% 

I looked it up on the internet 14% 

A worker from xxxxΧ  11% 

I ŎŀƴΩǘ remember 6% 

I saw it and walked in 6% 

A worker from another ǎŜǊǾƛŎŜΧ 6% 

I read about it in a pamphlet  3% 

A worker from a Hospital told ƳŜΧ  3% 

A worker from a Youth ǎŜǊǾƛŎŜΧ 3% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ CŀƳƛƭȅ ±ƛƻƭŜƴŎŜΧ     3% A 

ǿƻǊƪŜǊ ŦǊƻƳ ŀ aŜƴǘŀƭ IŜŀƭǘƘΧ        3% A 

ǿƻǊƪŜǊ ŦǊƻƳ ŀ {ǳǇǇƻǊǘ ŀƎŜƴŎȅΧ       3% 

A worker from the xxxΧ   3% 

A worker from xxxxΧ  3% 

A worker from xxxxΧ   3% 

A worker from xxxxΧ 3% 

L ǎŀǿ ǘƘŜ ǇƻǎǘŜǊ ŀƴŘ ŎŀƭƭŜŘ ǘƘŜΧ 0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ ǎŜǊǾƛŎŜ L ŎŀƴΩǘΧ 0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ /ƻƳƳǳƴƛǘȅΧ   0% 

A worker from a Refuge told ƳŜΧ 0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ ²ƻƳŜƴΩǎ ǎŜǊǾƛŎŜΧ 0% 

A doctor or GP told me about it 0% 

A worker from xxxxΧ 0% A 

worker from xxxΧ 0% A worker from 

xxxxΧ   0% 

! ǿƻǊƪŜǊ ŦǊƻƳ aŜƭōƻǳǊƴŜ ¸ƻǳǘƘΧ   0% 

0% 10% 20% 30% 40% 50% 

All Access Points 2015 (n = 42) Please tick at least one response 
 

 
Word of mouth 30% 

A worker from another service ƴƻǘΧ  15% 

A worker from a Support agency ǘƻƭŘΧ 8% 

A worker from xxxxxΧ 5% 

I looked it up on the internet 5% 

A worker from a Mental IŜŀƭǘƘΧ  4% 

A worker from the Public IƻǳǎƛƴƎΧ  4% 

A worker from xxxxΧ 4% 

I ŎŀƴΩǘ remember 3% 

I read about it in a pamphlet 3% 

A worker from a Youth service told ƳŜΧ 3% 

A worker from xxxΧ 3% 

A worker from xxxx ǘƻƭŘΧ 3% 

A worker from xxxx ǘƻƭŘΧ 3% 

Other (please specify) 1% 

A worker from a xxxxΧ 1% 

A worker from a Refuge told me ŀōƻǳǘΧ 1% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ ²ƻƳŜƴΩǎ ǎŜǊǾƛŎŜ ǘƻƭŘΧ 1% 

A worker from a Family ±ƛƻƭŜƴŎŜΧ 1% 

A worker from xxxxΧ 1% A 

worker from xxxxxΧ 1% A 

worker from xxxxxΧ 1% 

I saw it and walked in 0% 

I saw the poster and called the муллΧ 0% 

! ǿƻǊƪŜǊ ŦǊƻƳ ŀ ǎŜǊǾƛŎŜ L ŎŀƴΩǘΧ   0% 

A worker from a Hospital told ƳŜΧ 0% 

A doctor or GP told me about it 0% 

0% 5%    10%   15%   20%   25%   30%   35% 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 14 Was it hard or easy to find out about this access point? 

       All Access Points  (n = 42)       

        

 

 

 

 

 

39% 

      

Easy 
          

54% 

63%   

          56%    

           
58% 

   
2015 

Neither hard or easy 
      32% 

35% 

 

 

43% 

    2014 

2013 

             2012 

   

3% 
           

Hard 
  5%   

11% 

        

  2%            

  

0% 
   

10% 
  

20% 
 

30% 40% 
  

50% 
 

60% 
  

70% 
 

Was it hard or easy to find out about this access point? 
2012 % 2013 % 2014 % 2015 % 

Hard 1 2% 4 11% 2 5% 1 3% 

Neither hard or easy 23 43% 13 35% 12 32% 22 58% 

Easy 30 56% 20 54% 24 63% 15 39% 

 54  37  38  42  
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 15 What were you looking for when you came to this service? 

All Access Points 2012 (n = 54) Please tick any that apply 
 

 

Housing 69% 

Crisis accommodation  41% 

Help with paying my rent 31% 

Someone to talk to and explain my 
26% 

problems 

Help with my public housing 

application 
20%

 

Information about my housing 

choices 
20%

 

Help with advocacy on my behalf 

by a worker to a service ƻǊΧ 
17%

 

Money (material aid) to pay for 
15%

 
crisis accommodation 

 

Referral to a support service 9% 
 

Public transport ticket or money 

for one 
4%

 

Other 2% 

 
Taxi fare 2% 

 
0% 10% 20% 30% 40% 50% 60% 70% 80% 

All Access Points 2013 (n = 37) Please tick any that apply 
 

 

Housing 76% 

 
Crisis accommodation 54% 

 

Someone to talk to and explain my 

problems 
41%

 

Information about my housing 

choices 
38%

 

Help with my public housing 

application 
22%

 

Money (material aid) to pay for 

crisis accommodation 
19%

 

Referral to a support service 16% 

 
Help with paying my rent 16% 

 

Help with advocacy on my behalf by 

a worker to a service or ƛƴŘƛǾƛŘǳŀƭΧ 
11%

 

Taxi fare 5% 
 

Public transport ticket or money for 

one 
5%

 

Other 3% 

 
0% 10% 20% 30% 40% 50% 60% 70% 80% 



Page 27 of 68 
 

 
QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 15 What were you looking for when you came to this service? 

All Access Points 2014 (n = 38) Please tick any that apply All Access Points 2015 (n = 42) Please tick any that apply 
 

 

Housing 52% 

Crisis accommodation  31% 

Someone to talk to and explain my 
24%

 

problems 

Help with my public housing 
21%

 
application 

Information about my housing 
21% 

choices 

Money (material aid) to pay for crisis 

accommodation 
19%

 

Help with paying my rent 14% 
 

Referral to a support service 12% 
 

Help with advocacy on my behalf by 

a worker to a service or ƛƴŘƛǾƛŘǳŀƭΧ 
12%

 

Other (please specify) 2% 

Public transport ticket or money for 
2%

 

one 
 

Taxi fare 0% 

 
0%     10%    20%    30%    40%    50% 60% 

  

Housing 65% 
 

Help with paying my rent 30% 
 

Someone to talk to and 

explain my problems 
30%

 

Crisis accommodation 27% 
 

Help with my public 

housing application 
22%

 

Referral to a support 

service 
16%

 

Information about my 

housing choices 
16%

 

Public transport ticket or 

money for one 
8%

 

Help with advocacy on my 

behalf by a worker to ŀΧ 
5%

 

Taxi fare 5% 
 

Money (material aid) to 

pay for ŎǊƛǎƛǎΧ 
5%

 

0% 20% 40% 60% 80% 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 

Q. 16 Did you get what you were looking for? 

 

 
All Access Points 2013 (n = 36) 

 
 
 
 

I wasn't looking for this 

No, I did not get it 

Yes, I got it 

100% 

90% 

80% 

70% 

60% 

50% 

40% 

30% 

20% 

10% 

0% 

 
 
 
 
 
 

57% 
 

 
36% 

 
 

 
7 

 
 
 
 
 
 
 

 
43% 

36% 

 
2 

 
 
 
 
 
 

 
47% 

40% 
 
 

 
13 

 
 
 
 
 
 
 

50% 50%50% 
 
 

31% 
 

19 

 
 
 
 
 
 

53% 
 
 

29% 

8% 

 
 
 
 
 
 
 
 
 

 
30% 

 
 

 
3 

 
 
 
 

 
 
 
 
 
 

%    17% 17% 
12 

8% 

90% 
93% 

 
 
 
 
 
 

 
10% 

7%
 

  0% 0% 

67% 
71% 

67% 

75% 

 
 

 
% 

 
 
 
 
 

 
0 

 
 
 
 
 

 
% 

 
 

% 
1 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 16 Did you get what you were looking for? 

 

 
All Access Points 2014 (n = 38) 

 

90% 

80% 

70% 

60% 

50% 

40% 

 

77% 

 
 

 
67% 

 
 
 
 

60% 

 
 
 
 

64% 

 
 
 
 

55% 54% 

 

41% 42% 

 

 
58% 

61% 62% 

 
39% 

 
 
 

66% 

 

 
70% 71% 

 
 
 

I wasn't looking for this 

No, I did not get it 

Yes, I got it 

 

30% 

20% 

10% 5 

0% 

27% 
 

 
7 

32% 32% 
 
 

 
8% 

4% 5% 4% 

32% 
 
 
 

10 

31% 
 
 
 

8% 

 
21% 22% 

14% 

7 

 
25% 

 
 

4% 

18%  

 
% 

 
 
 
 
 
 
 

% 

 
 
 
 
 
 
 
 
 

% 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 16 Did you get what you were looking for? 

  

 

 

100% 

   All Access Points 2015 (n = 42) 
 

 

 

 

 

63% 
59% 

55% 
52%

 

39% 
42% 

31% 

1  
20% 

7% 
10% 

6% 6% 

     

 90% 

80% 

86% 86%  

80% 

    
78% 

 
79% 

 70% 
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50% 

 

56% 
61% 

  

 50% 

40% 

   43%  

38% 
   

 30%      26% 
22% 

 

21% 
 

I wasn't looking for this 

No, I did not get it 

20% 

10% 

0% 

10% 

3% 

 
7%7% 

13% 
7% 

 
7% 

 
6% 

13%  

 
0% 

 

 
0% 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
vΦ мт LŦ ȅƻǳ ŘƛŘƴΩǘ ƎŜǘ ǿƘŀǘ you wanted, were you told why? 

    All Access Points (n = 42)     

 

 

 

 

 

120% 

        

       

100% 
  

100%         

 

80% 

 
78% 

       

   70%      

    64%     

60%        Yes 

        No 

40% 
    

36% 
   

    30%     

  22%       

20%         

        

0% 
 

0%         

 2012  2013 2014  2015   

LŦ ȅƻǳ ŘƛŘƴΩǘ ƎŜǘ ǿƘŀǘ ȅƻǳ ǿŀƴǘŜŘΣ ǿŜǊŜ ȅƻǳ ǘƻƭŘ ǿƘȅΚ 
2012 % 2013 % 2014 % 2015 % 

I got what I wanted NA NA 21  24  28  

Yes 42 78% 7 70% 7 64% 10 100% 

No 12 22% 3 30% 4 36% 0 % 

 54  31  35  42  
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 18 What was this explanation? 

All Access Points 2012  (n = 54) 

Other 3 

Not eligible 2 

No vacancies 2 

Referred to other services 1 

Not the right service 2 

Not enough documents 2 

Past real estate issues 1 

Housing - long wait 3 

Housing - not enough 4 

Money - too much 1 

Money - not enough 3 

Can't help 1 

Got what I wanted 10 

No comment 21 
 

0 5 10 15 20 25 

All Access Points 2013  (n = 43) 
 

 

 

 

Not the right service 1 

Referred to another service 1 

Can't help 1 

Other 2 

Got what I wanted 3 

Housing - not enough 3 

No comment 32 

 
0 5 10 15 20 25 30 35 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
vΦ му όLŦ ȅƻǳ ŘƛŘƴΩǘ ƎŜǘ ǿƘŀǘ ȅƻǳ ǿŀƴǘŜŘΣ ǿŜǊŜ ȅƻǳ ǘƻƭŘ ǿƘȅΚύ ²Ƙŀǘ ǿŀǎ ǘƘƛǎ ŜȄǇƭŀƴŀǘƛƻƴΚ 

All Access Points 2014  (n = 38) 
 

 

 

 
 

Referred to another service 0 

 

 
Can't help 0 

 

 
Not the right service 0 

 

 
No comment 0 

Housing - not enough 1 

Other 2 

Got what I wanted 4 

 

0 0.5 1 1.5 2 2.5 3 3.5 4 

All Access Points 2015 (n = 42) 
 

 

 

 

 
Referred to another service 0 

 

 
Can't help 0 

Not the right service 1 

Got what I wanted 2 

Other 3 

Housing - not enough 3 

 

0 0.5 1 1.5 2 2.5 3 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 
Q. 19 Which of these was most useful? 
All Access Points 2012 (n = 54) Please tick any that apply All Access Points 2013 (n = 35) Please tick any that apply 

  
Taxi fare 60% 3%  20% 17% 

Public transport ticket or money for 

one 
50% 17%   20% 13% 

Help paying my rent 21% 47% 24%  8% 
 

Money (material aid) to pay for crisis 
15% 44% 29%    12%

 
accommodaiton 

Help with my public housing 

application 
39% 23% 32% 6% 

Other 25% 33% 33% 8% 

 
Accommodation  5% 54% 36% 5% 

 
Referral to a support service 24% 32% 41% 3% 

 
Someone to speak for me a service 

or individual invovled in my housing 
16% 38% 44% 3%

 

Someone to talk to an explain my 

problems 
0% 44% 51% 5% 

Information about my housing 

choices 
3% 42% 52% 3% 

0% 20%    40%    60%    80%   100% 120% 

I did not get this Veryuseful Useful Not useful 

  
Help with my public housing 

application 
12% 59% 18% 12% 

Taxi fare 50% 0% 25% 25% 
 

Public transport ticket or money for 

one 
40% 10%   30% 20% 

Referral to a support service   6% 53% 41% 0% 
 

Money (material aid) to pay for crisis 

accommodaiton 
18% 41% 41% 0%

 

Other  0% 40% 50% 10% 
 

Someone to speak for me a service 

or individual invovled in my housing   
8% 42% 50% 0%

 

Accommodation   12% 38% 50% 0% 
 

Someone to talk to an explain my 

problems 
0% 50% 50% 0% 

Information about my housing 

choices 
0% 48% 52% 0% 

Help paying my rent 25%  8% 58% 8% 

 
0% 20%    40%    60%    80%   100% 120% 

I did not get this Veryuseful Useful Not useful 
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QUESTIONS ONLY ASKED OF ACCESS POINTS 

Q. 19 Which of these was most useful? 

All Access Points 2014 (n = 38) Please tick any that apply 
 

 
Taxi fare 0% 83% 0%17% 

 

Other  0% 75% 0% 25% 

 

Referral to a support service 14% 71% 7%7% 

Someone to talk to an explain my 

problems 
0% 71% 24%  5% 

Money (material aid) to pay for 

crisis accommodaiton 
0% 69% 25%   6%

 

Accommodation     15% 65% 15%5% 

Help with my public housing 

application 
0% 64% 27% 9%

 

Help paying my rent 0% 57% 6%6% 

Public transport ticket or money 

for one 
14% 57% 14% 14% 

Information about my housing 

choices 
9% 55% 27% 9% 

Someone to speak for me a service 

or individual invovled in ƳȅΧ 
27% 36% 27% 9%

 

0% 20% 40% 60% 80%    100% 

I did not get this Veryuseful Useful Not useful 

All Access Points 2015 (n = 42) Please tick any that apply 
 

 

Taxi fare 50% 50% 0% 
 

Public transport ticket or money for 
25% 75% 0% 

one 

Money (material aid) to pay for 
18% 47% 29% 6% 

crisis accommodation 
 

Referral to a support service    13% 44% 38% 6% 

 
Accomodation    13% 42% 42% 3% 

 
Someone to speak for me a service    

7% 64% 29%   0% 
or individual involved in my housing 

Help with my public housing 

application 
7% 79% 0%14%

 

Help with paying my rent   6% 65% 24%   6% 
 

Someone to talk to and explain my   
4% 43% 54% 0% 

problems 
 

Other  0% 100% 0% 
 

Information about my housing 
0% 62% 34% 3% 

choices 
 

0% 20% 40% 60% 80%    100% 
 

I did not get this Veryuseful Useful Not useful 
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CUSTOMER SERVICE: RESPECT, RIGHTS AND INTERPRETERS 

Q. 23 Do you feel you were treated respectfully by this service? 

Entire LASN (N = 179) 

 

 
All Support providers (n = 137) 

 

  
 
 

 

  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

        

Do you feel you were treated respectfully by this service? 
2012 % 2013 % 2014 % 2015 % 

Yes 207 93% 160 89% 153 87% 154 86% 

No 5 2% 3 2% 4 2% 6 3% 

DNA 10 5% 17 9% 18 10% 19 11% 

 222  180  175  179  

 

Do you feel you were treated respectfully by this service? 
2012 % 2013 % 2014 % 2015 % 

Yes 155 87% 123 90% 117 85% 117 85% 

No 3 2% 3 2% 4 3% 3 2% 

DNA 10 12% 11 8% 16 12% 17 12% 

 168  137  137  137  
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Q. 23 Do you feel you were treated respectfully by this service? 

All Access Points (n = 42) 
 

Do you feel you were treated respectfully by this service? 
2012 % 2013 % 2014 % 2015 % 

Yes 52 96% 37 86% 36 95% 37 88% 

No 2 4% 0 0% 0 0% 3 7% 

DNA 0 0% 6 14% 2 5% 2 5% 

 54  43  38  42  
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