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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 survéybétiterderderstand consumer
experiences of the regional homelessness service system over time, and to generate practice responses accordingly. yrperposeof the LASN Annual Consumer
System Survey is to gauge the experience of all consumers of the NA&MW/dnd 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 seggndposes which include:

To examine the responsiveness of the sersicstem,

To assess the impact of a coordinated sersystem,

Toprovideaconsumermerspectiveon needsandthe appropriatenes®f responseso needs.

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

Who was surveyed?

The 2015 survey took place over a 4 weekiod during September 2015 across most homelessness funded programs run by N & W LASN member agencies, and was al
run in November 2012 and 2013 and September 2014. Each funded program was asked to offer the opportunity to participétérara of fve consumers, randomly
chosen during the period. Each service program also committed to providing an interpreter to assist consumers to complgteasurecessary.

Using the prescribed set of questions, consumers were offered two methods for completisgrvey:

1. Completedby consumerr their advocatedirectlyinto SurveyMonkey (the preferredoption)
2. Completedby consumersn hard copyform and postedto the Researchefor entry

Confidentiality and consent
All participants in the survey wesmnonymous 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 seriagg. A & gKSNBE LIS2LX S K2 | NB K2YStSaa INB alSR G2 3IFmereL G A
are a small number of these in each Department of Human Services (DHS) region. In this survey therkomess Point seices.

Support Providers

A Support Provider helps someone who is homeless or at risk of homelessness to get or keep housing. There are manjisbrpicesde support to homeless people
in each DHS region. There are also many different types of tleegeas and some work only with some types of people, for example young people or women and
children. In this survey,14 support programsvere asked to offer consumers the opportunity to participate.

SeeAppendix 1for a lig 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 reggoresgefrom question tquestion.
Service Types # of Programs Surveys # of Programs Surveys # of Programs Surveys # of Programs Surveys
2015 commenced 2014 commenced 2013 commenced 2012 commenced
2015 2014 2013 2012
Access Points 6 42 6 38 7 43 9 54
Support Providerg 114 137 137 137 168

Responses by program type
The N & W LASN has a great diversity of program types. Toqsalisy 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 classificationtseas of program per categar

Dimension 2¢ Funded Number of | # of surveys Survey

Target Group programs | commenced | commencement

Access points = 1 Singles = 01 in this rate per

Crisis accommodation = 2| Families = 02 _ category program type
103 Access poirg Youth

(H:r|3|s Isuppsrt =3 . Youth = 03 107 Access poirg Cross Target
omeless Person Support iV Vi - 201 Crisis AccommodatianSingles
Service (HPSS) = 4 Family Violence =04 203 Crisis AccommodatianYouth
Transition support = 5 Aboriginal = 05 204 Crisis AccommodatianFamily Violence
Culturally and Linguistically 205 Crisis AccommodatianAboriginal
Diverse (CALD) = 06 301 Crisis SuppoctSingles
Cross Target = 07 302 Crisis SuppogtFamilies
303 Crisis Suppodg Youth
Survey Tools 304 Crisis SuppogtFamily Violence
There were two survey toolsone for Access Point Consumers, 307 Crisis SuppogtCross Target
one for Support Provider Consumers. Questionsd 18, 20¢ 22 401 HPSS SuppaySingles
are common to bottsupport providers and access points, these 407 HPSS SuppayCross Target
include: 501 Transition Suppor Singles

1 Demography 502 Transition Suppog Families

1 Services workintpgether 503 Transition Support, Youth

1 Rights 504 Transition Suppog Family Violence
505 Transition Suppor Aboriginal
Access Point Survey Tool 507 Transition Suppor Cross Target
v Q a ¢ 18 asked of Access Point Consumers only.

Dimension 1- Service Type
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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 2015alithvwddramgroup of
three consumers, twthomelessness networkers, and eight practitioners and managers to discuss the survey data. The goal of the forum wdg tioedenti
key findings and what consumers and the LASN needed to know about the results. In particular, what quality improveritiest amtid the LASN
undertake as part of its planning for 2015 as a result of the surveys? A summary of this analysis follows.

Survey patrticipation by programs

The total number of surveys completed by Access Point Providers increased this year comga@ret] foom 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 ridersslightlyer provider. This

is more than the five surveys per prograaguested by the survey designers.

There were two questions common to both access point and support respondents:
T vd nun Wi 2g O2dA R &SNIBAOSE ¢ 2 Y StSTiaiaSyNS &K K St LI LIS2 1L S SELISNASYOAY
T vd HH W52 &2dz GKAY] KSOXRLESK GlaidS RISNIIA OS aeaidsSy Aa (22

QHnNn WI2g O02dzx R aSNIBBAOSA 62 NJK 20vSif (SHND yiiS21 8k L) LIS21LX S SELISNASYyOAy3
Among Access Point respondents, 22 addressed this question in 2015, up from 19 in 2014, 22 in 2013 and 40 in 2012. fEHescompkponses
received by Access Points is containedppendix 2.

The responses receiveceve 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,eaith 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. Responsesd®aldangke of themes.

Apart fromresponse® I 41 SI2NAASR WhiKSNRI (KS KAIKSad aO02NAy3a GKSYSa FTNRY LINBOA {jdza
O2YYdzyAOIFI GA2Yy QY W{SNWAOSA 62Nl Ay3 o6SGGSNI G423aSHKSNR FyR W{SNPBAOSa &AKIINR

The thematic analysis showed that of th@ Beople who chose to answer this question, almost a quarter were happy with the service. For example,
1 Already a excellent job | am happy with service, it helps people. they underspngdiam
9 1think you guys are doing a great job! Thank you foraalthelp.
1 Not sure, happy with the service | agteiving
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LINE A RSNEYX (KS a0O2NBa NBTfSOUSF I NEOA Y AAf B SBEIEG KBy = YK
FOO2YY2RI{iA2yaQ o6l a | S GKIG 2yftée OFYS dz2LJ Ay 1 00Say t
I NI ASNE NBaLRyaSa OF(iSI2NAASR W2iKSND gHenBageBdom  G2L) GAa
Peoplehave lots of issues need holistic response. | got the help | needed when lineeded
| think they are doing the best they can. There are so many people unemployed, they could employ these people to bbiptairens There
could be big church accomatibn 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 thesepléngsoPave ben
using drugs and have done well to stop using should be made a priority because most probably the people who may bppairtetiersuare in
fact users and will lead to them going back to using behaviours. | think there should be extra supportdorwimnare 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 manipstatatiaver by people
in the criminal world that need money and drugs and seek to take advanfesgpx workers to take their earnings. There are limited workers
available and | am currently waiting for a worker to help with my housingRRA GA 2yl f (KSYSazX WY2NB K2dzaAy3IQf
g2N] SNE QO
3. They do the best they can with whtaeyhave
4. More priority for people with youngds
5. Make it so you can call to make an appointment. Having to do 2 trips home and back with fidiclddsis.

These themes, along with the overall results, were considered by participants at the Data, Badia series of key learnings and quality improvement
recommendations have been made. These recommendations are contained etdhaf this analysis sectioithe Consumer Feedback Working Group
(CFWG) believes the LASNwdbaonsider these for inclusion in their overall work plans for 2016.

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

CKAA ljdzSadAazy 61 a FTANRG FaAa1SR AY HAamo A
Y2NBE O2YLX AOFGSR 6AGK W, SaQ O0R26y p20 | 2Q
from last year.

R Sdvdr the ygaisoCatall gre gifture iso S b 2
6R2 ¢y fropiz2013,da@ dotn 16k £ € A \f 3

For Access Points, the same pattern is evident, B8eNJT W, SaQ FStf Y2NB (KIFy GAGKAY (GKS 23SNI ¢ { b
FNRY HamMoX o0dzi dzLd mm> FNRY HAMNnO® W yadaNBEQ KIFIR Ff a2 Npadyahidy:a FN® YW iR
I v & ¢ SNED inkréased slightly.
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For Access Point providers these results are a slight improvement on 2014 but with 19% of survey respondents still baynadeteness service system
is too complicatedi KSNBE A& NRB2Y FT2NJ AYLINROSYSyGd . FASR 2y GKAA &SI ND& NBadzZ das F;
coordinated homelessness service system.

Another question which was worded differently in both surveys but addressed the damet wasQuestion 21:Do you think the amount of information
you were asked to provide was okay¥mong Access Point respondents, only 1 person felt that it was not okay. The vast majorityh(§8R) sW, SaQ | VR
gK2 gSNB W yadaNBQ AYyONBFASR atAakite (G2 mmr:ro ¢KAa Aa +F NBadzZ G GKFG @2y

Access Point only questions

There were seven questions that were asked only of Access Point providers. These were questions 13 to 19:
1 . 13:How did you find out about the Access Point serviceysad?
. 14:Was it hard or easy to find out about this Acceemt?
. 15:What were you looking for when you came to thésvice?
. 16:Did you get what you were lookirfigr?
17T @ 2 det wWhatRof @anted, were you tolghy?
. 18:What was thigxplanation?
. 19:Which of these was most useful? Please tick anydahpty

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

ThelargesNB &4 L2 yaS NBYFAYSR Wg2NR 2F Y2dziKQ K26S@OSNI Al KIFIR K2 gdSddgeut I N2 dzy Rl p.
about Access Points via the Internet fell this year, replaced in second place by a large increase in services sutHistethe Salvation Army and

Disability and Employment Services. On the negative side, the number of people who found out about Access Point serbiceDftom Y R G KS Qt[R a i
Mynn yYydzyoSNR NBYFAY |G T SNR® ¢ KfSundodtdtioG e Adess REndaedi@ decreased a2 BIK 2014ItoNB ik O A [P v
2015, but are up from 18 in 2012.

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

h@SNIff3 iz 2F NBaALDOYRSWI 2 NF (K F MNRNIZWS ISE &R Q 6pys: 0 G2 FAYR 2z
O02YSa gAGK | AAIYAFAOFLYG TFIff - H M2 d@hypravement @pportyii | - B S
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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 looki@fgr wi KSe Ol YS (G2 GKS &ASNIDAJOS
FOO0O2YY2RI A2y QY WKSEf L) gAGK Lzt AO K2dzaAy 3 | LILX A OF (A 2eypidn@ry redddng an@ el G A vy
remained so across all 4 surveys, generally in thd¢rThe important role of IAP workers in helping people cope with crisis is highlighted by the
O2yAydzAiy3a LINBaSyOS 2F wazySz2yS G2 dl1t1 G2 FyR SELXIFAY Y& LINRo6fSYaQ[lyY

Q. 16: Did you get what you were ¢king for?

¢KS YIFI22N aSNPAOS NBalLRyaSa O2yadzYSNBR az2dzaK{ FyR ¢ KA Oowiiffinsahigh®d B%HA S} 6
AY HAMOU FYR WAYT2NNXYIGAZ2Y YR 02dzi Y@ K2edppridghB reeiigghasSny B atdsriomesE R2 gy NE
percentage since this question was first asked (61%, down 6% since 2013).

¢KS wesSa L 320 A0Q a02NBa NB atA3akKdGfe KAIKSNI T2 NJingKdbsingZs%) ink@13 OF G ST PNR
O2YLI NBR (2 wnmn omMm:0 &daA3SaidAy3a GKIFIG GKS LR AAAO0T &ledstiparialy adiessdd. L2 & A JA O

vVd mMTY LF &2dz RARY QUG 3ISwhy@KI 0 &2dz ¢l YyGSRY gSNB &2dz G2f
All survey respondents were told why they did not receive what they wanted (100%). This is an important and appreciafeigpadmmunication
process and a large improvement on last year (up 36%)

Q. 18: What waghis explanation?
As with previous years the response was usually the lack of housing.

Q.19: Which of these was maosiseful?
When asked to choose from a range of service options that were most useful, the same range of s#ewitied in Q. 16 stood out and almost all were
W+ SNE dzaSTdzZA Q 2N W aS¥dzZ Qo

¢KS Y2al KAIKE& NIGSR 6SNB w{2YS82y$§ (2 Grt] (2 FyR SERISRYSY& 2LNRSE Y&
Opor0T W StYioavig: (EeWYAORABY 2RI GA2YyQ O0ymi0r WwSTSNNI € (2 F adzali2 NI SN

2 KSy 68 t221 i 2dad GKS wyz2ad dzasdTdf Q RAYSYAaAA2YS WpiShaRomp 6 K Y& Lido fla o
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Customer Service Questions
¢KSNBE FNB | ydzZYoSNJ 2F [[dzSadArAz2ya 6KAOK OlFy 0SS al AR (tRatedrbpdctiRlify BavidgB t | G S || i 2
rightsexplained and being provided withterpreterswhen needed. These results, in common with past years, showed that the coordinated service system

is very good aineeting these fundamental requirements of a service response. The Access Point Results were particularly impressieegaghese

1 88% of respondents said they were treated respectfully and 7% (3 consumers) said theptvere
o af ALl 6 O1 Thgh iésulkbutnsligidyibet@ ik the LASN aghale)

1 81%of respondentssaidthey hadtheir rightsexplainedoy their serviceand 10%(4 consumers}kaidthey hadnot
0 also a decline on 2014 and slightly worse than the LASMWhsla

1 100%ofallrespdrSy a 6K2 ySSRSR Ly AydSNLINBGSNI NBab@h SR 2yS Qz2yteq az2vsday

While these results are a slight decline on 2014, they have been consistently high across the 4 years the survey had-oeem participants reflected
positivelydzLl2y G KS 3ISySNIffeée KAIK a02NBa Ay (GKS&S 1S& AYyRAOLI §eaf NEestich§Fcodjddzk £ A [h &
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 surves?d Q. 25 If you needed an interpreter was one offered?

In 2015 there was only one Access Point respondent who requirddyarli S NLINBS G SNJ F YR GKSANI NBaLRyasS ¢la (GKI G GK
CKAAd A& GKS FANRG GAYS OGKIFG Fy LISNER2Y NBIjdzA NRAYy 3 | . Iths fopes MAIMB 8§ &NJ K I & 20
aberrant resul (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 thender Ageand County of Birthof respondents. In the 2015 Access Point survey there were more
female than male participants and for the first time the largest age group wd<l E 38%. In addition, the gap between those bioriustralia 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 storggain (and 31 A Yy X0

The forum participants felt that there were enough strands of evidence to suggest that better communication between AictesslFRupport Provider
services remains an area of improvement. The group discussed a number of ways tbaiilthise encouraged:

Systems continue to be reviewed to ensure that they best support the objectives of a coordinated service system. Thisimtdirmpall IAP assessment
fields within any Support Provider assessment form and agreeing to protocah @sure that;

0 We always ask questions foparpose
0 We do We are person centred and guided by the client. In some cases being able to discuss an experience is importamrand work
need to be sensitive tthis.
0 We share the assessment with the clientdasheck that it isorrect
9 LASN to advocate with Victorian DHHS and AIHW for information sharing (data sharing to improve service responses)hederswitc
between Access Points and Support Providers via SHIP (transféifejata

Support workers and IAP workers need to considered themselves part of a coordinated service system. This would invaker$Addmmitting to
undertaking a thorough assessment, appropriate to need and Support workers committing to reading the |AlRexgsasd 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 assessmeWs @lse @els it§ A YS (i 2
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 ac&gtbDrigh Has this impacted
upon the offer we make of interpreter services to consumers? There can be no arbitrarily imposed time limit when it chreegtorate communication
of consumer needs.

3. Improving service responses ftamilies

The Forum encoages the LASN to be proactive and creative in responding to families in crisis and to anticipate the impact of sendoneerequind
follow-up on them. For example, folloup could be by phone or via outreach workers and the possibleaation of chill care facilities within Access
Points should also be considered. Wherever possible, children should not participate in adult meetings.
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4. People waiting for support must be providedith follow up

A consistent theme across all four years of the surveys has been that people referred for support wait in crisis aftérahappointment without any
follow-up to keep them informed of the progress of that referral. Providing some afpellow-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 canmeadsesd check if the person
needs to remain on the prioritizatn list. The Forum encourages the LASN to consistently develop this type of service offer across all access points.

5. Thecoordinatedservicesystemis still confusingfor consumersand needsto be explainedmore simply

This needs to be an ongoing endeavaud ideally would involve consumers in the design of communication materials and delivery of information. The
[1{b aK2dzZ R O2yaARSNI FAdZNIKSNJ LINRPY2(iA2y (2 KSIf{iK LINBJARSNE &dzOK I 3

6. Consumer representatives in waitgrooms

¢KS C2NMzY 6+ & YIRS gl NB 2F dzLJO2YAy3a STFF2NILa (2 RSOS fb2ditradet fya dzY SNI f S
VincentCarén the recent past. There are many elements of the survey which support this innovatideasbof 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 thm systanake 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 infornedtalhadrservices. This also
provides a valuable pathway ineanployment for consumers with lived experiences of homelessness.

7. Continue to focus on providing a respectfervice

¢tKS Gg2 [!{bQa R2 (KA& OSNEB ¢Sttt odzi Ol yy20( FT2NHSO Whar rightsanitiaiwe y
offer interpreters to all consumers who are likely to need them. Given the consistently high results, the CFWG suggestasiteds this aspect of the
coordinated service system every three years instead of annually.

8. Update thesurvey

The brum reflected that several questions were no longer relevant or badly worded and that the questions should be revampgdVThwill 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 LASN9 EOf dZR¥ ¥ @ SNBR2I YR W52y Qi

2013 Entire LASK 9 E Of dzRA y 3

Other
Better/more communication
Services workintpgetherbetter
Good ast is
More Housing
More informationto consumers
More funding
More crisisaccommodation
Listen, CareéShowempathy
Not having taepeatstory
More helpsinglepeople
More outreachsupport
More workers
More money(e.g.HEF)
Communityeducation/Info
Caseplanmeetings
Improvecustomerservice
Betterassessments
Faster contacwith client
Communicateoutsidepartners
Womenonly services
Onecallcentre
Oneworker
More accesgpoints
Consistentvorkers
Saferaccommodation
More informationfor workers
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Q. 20 How could services work together better to help people experiencing homelessrigssAppendix 2 for all Access Point Responses
2014 Entire LASH 9 EOf dzZRAY 3 Wb2 |y 2015 Entire LASN 9 EOf dzZRAY 3 Wb2 | yagSNO |y

Good as itis iz Other 31
Gopd as it it 21
Other 21
Moreg housing
More housing - -
Better ommyinicatior |

es working bettgogether 11

Services workingetter together

Services shgring imformatic 10

Morelinformation about options [ NEGININTGNGNGNGGEN

Community| educption/Infc *

en, care, empathy, hones 4

Servicesharinginformation
Better communication
More funding

Don'tknow Not having to repeat se

Services providmoreO I NB X More|workers 4

nderstanding/Cgmpassic 3

Make thingshappenfaster
Morg funding q
3

More informationaboutoptions o )
More crisis accommodatio

More workers Too many serviges/Tqo compl 2

More crisisaccommodation Faster contact \vith clien 2

. : same asgessmen [
Better housingoptions

Make things happen faste ‘

Too manyservices/To@omplex _
Colpcatel service 1

T

Sameassessments 1 Exergise rightt 1
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Q. 20 How could services work together better to help people experiencing homelessness?
2015 Access Point Only Resuft9 E Of dzZRAYy 3 Wb2 I ya6SND | yR W52y Qi 1y26Q0

Happywith it

More housing

Other

Communityeducation/Info
More informationabout options
More crisisaccommodation
Servicesharinginformation
Bettercommunication
Listen, careempathy,honesty
Not having taepeatself
Services workingetter together
More workers

More funding
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Q. 20 How could services work together better to help people experiencing homelessness?
2012 Entire LASNSelected quotes | 2013 Entire LASNSelected quotes | 2014 Entire LASNSelectedquotes
i organisecase management to 1 explaining well, good and 1 Victoria neads more public

2015 Entire LASNSelected quotes
1 Services need funding IMO, not

have a central worker to navigat
the system

By using the same assessment
acrossservices

If centrelink and all services
worked together it would be
easier to help thbomeless

| found 1 person very abrupt ang
not helpful at all in assting me
or giving me further information.
| was a matter of me ringing bac
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 fqoeople.

In emergancy share house
accommadtion people should
keep to themselves becuase i've
been bashed by othg@eople, 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 thatan

friendly people. well understan
your companyrocedure

i love to see the work the
services you are giving to us a
families. Thank you for your
goodwork.

More home shoud bieuilt

it would be nice to get 1
support worker, notlifferent
people all theime

One stop shopit is very hard
to get to some places and mak
appointments on time. Need
ONE place to fix thego

posters at train stations to
advertise theservice

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 ig
not suitable.

More clarification regarding
access points. Apintments at
Access Points xxreed to be
easier to make and more
available. More IAP workers
needed.

The workergommunicated

f
il

housing

More public housing and
emergencyousing

Nothing else to mention except
that | was helped extensively.
However, it's not easy with so
many people on the wait list ang
not enough housing stock for a
large familyneeding 4 bedrooms
and no housing stock readily
becoming available. | went onto
the housing list (general) 2006.
They need to find appropriate
accommodation family andkids

- language barrier, and if you en
up in a shared situation price
should be loked 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. (8
the customer has to line up earl
before 9amto get to a limited
spot available for the
appointment for the day)lhanks
Providing the homeless with
information about what their
choices are, what options they
have and what yous can do to
help them.

yous fault, just a few pp! (people
to help...greedy landlords you
who own dozens of homes etc.
General comments after Q12:
XXxxxx>experiences and
opinions, purely subjective,... 1.
xxxxxxhas been good. Not yet
had negative experience Only
thing is, seems a bit under
staffed, and pp! wdking there
prob. deserve * monesources

* more bonuses maybe govt balil
out for $ 2. xxxxxxnot as good. |
appear to be in the way of their
lunch break/coffee break/cig
break etc. etc. etc.

From my experience | think its
okay re referral, etc. But | itk

its hard for some when not
enough housing, | know some g
put in hotels, better to build mor
housing. Money better spent for
the longterm.

They could be better coordinate
egxxxxxsent me back taxxxxto
do something there that in the
year 2015 could have been don
in
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happend in the emergancy sharg
house accommodation.

Have a system where we dont
have to repeat ourselves .See u
as a person not aumber.

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

Feels that workers should provig
more information regarding hat
accomodations and resources a
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 thg
list. Need mordunding for more
accomodation options especially
for families.

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

Share more information about
next step in accommaodation.
Dont krow much about services

even though | get placa

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

Homeless service system may
perhaps be too complicated fo
clients with an intellectual
disability or drugproblem.
communicatiorand
understanding myssues

More funding. | was never
referred to a support service b
XXXXXXOr XXXXXX0r any other
place I've been to.

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

| think that at the moment you
guys are doing smuch work
and its really good. Me, my
worker and my housing
provider could have sat down
and talked together whenhad
some problems early on in my
tenancy.

It would be better if | didn't
have to repeat myself to my
support worker when | have ju
told eerything to Yarra (The
accesgoint)

Everyone has a nurse for
themselves to help witmedical
appointments

1 By communicating more often tq

come to a conclusion. The
homeless service system is not
too complicated but | do think
that when someone is homelesg
and has childrenhelp should be
given ASAP. Because in my cag
was thinking suicidal in relation
to mykids and }living in a care
was not appropriate with 3 kids.
Thankyou.

Do their job properly, have morg
empathy. Put yourselves in my
shoes. This time around the
homelessness service system ig
not toocomplicated

| didn't have much idea what |
wasdoing 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 théeginning.
Our support worker has been
amazing, they have been helpfu
encouragig, helped link us with
other supports, understood our
situation and given us room to
maintain our independence
through this difficulperiod.
services should be linked to eag
other to enable staff access to

client files. The firgtupport

Kew if minor chages to policy
were effected. This would have
saved me three quarters of a da
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 therénead

more housing foyoung single
people- some young people
cannot do sharetiving

| believe its more about funding
and more housing availability.
Communication between servicg
is ok, (depending andividuals)
\More communication
between/with THM providers an
person Woulde happy to keep
assessment in relating to SARS
forms in file, so don't have to
keep producing same docs time
andagain

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

Better integration using internet
perhaps. Mygov is great
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homeless accommodation.
Supportservcie has to
communicate well with access
point to provide better support
and accurate information to the
clientneeds

9 Joint meetings where a plan is
written up for my care over the
nextyear

worker after making contacting
with other support services can
provide a code like pin number {
allow other supports to access 8
client file and familiarise
themselves with the clients
situation prior to a scheduled
appointment with the client.
Having a centralised web acces
to these services and clients
would enalbe 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 tim
and time again

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

| think people should be made
aware of homelessness servicey
as they are hard téind.

| believe there needs too be mo
housing accommodation
available as pople need to get
out of in very high risk situations
anything can happen whilst
awaiting.

Current service asked more
guestions. Access point didn't
really ask much. Showed that
lack of interest, didn't want to
help, didn't give ahit..

Key improvementhemes 2012
1 Services working together
better
1 More housing
9 Bettercommunication
1 More information about
options

Key improvement themes 2013

 Bettercommunication

1 Services working together
better

I More housing
Services sharingformation
More information about
options
More community education
options

Key improvement themes 2014
More housing
Services working better
together
Services sharingformation
Better communication
More funding
Services to providmore
care empathy and
understanding
Make things happefaster
More information about

options

Key improvement themes 2015

1 More housing

1 Services working better
together

1 Services sharingformation
Better communication
More information about
options

Pagel7 of 68




Q. 22 Do you think the homeless service system isdomplicated?

Entire LASN (N = 179) ATl Support groviders (n = 137)

Do you think the homeless service system is too complicated? Do you think the homeless service system is too complicated?
2012 % | 2013| % | 2014| % | 2015 2012 % | 2013| % | 2014| % | 2015
Yes 63 | 35% | 58 | 33% | 53 Yes 50 | 36% | 47 | 34% | 45
No 75 | 42% | 59 | 34% | 59 No 57 | 42% | 49 | 36% | 42
Unsure 21 12% | 42 24% | 42 unsure 16 12% | 28 | 20% | 32
DNA 21 | 12% | 16 9% 25 DNA 14 | 10% | 13 9% 18

24% 304 2013

2014

2015
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Q. 22 Do you think the homeless service system is too complicated?

All Access Points (n = 42

Do you think the homeless service system is too complicated?

2012

%

2013

%

2014

%

2015

Yes

13

30%

11

29%

8

No

18

42%

10

26%

17

Unsure

5

12%

14

37%

10

DNA

7

16%

3

8%

7

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

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%
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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

was okay?

Do you think the amount of information you were asked to provio

2012

%

2013

%

2014

%

2015

%

Yes

53

98%

35

82%

34

37

88%

No

1

2%

1

2%

1

1

2%

DNA

0

7

16%

3

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 Poaints 2013 (n = 36) Please tick at least one response

Word of mouth
A worker fromanotherd S NI
A worker fromthet dzo f
A worker fromxxxxxx
| looked it up orthe internet
A worker from arouthd § NIJ
A worker fromNorth9 | a
1O yetémber
| read about it irapamphlet
I 32NJ] SNJ TNR
A worker from éSupportr 3 Sy
A worker fromxxxxxX
A worker fromxxxxxX
| saw it andvalkedin
A worker from a Refugeld Y §
Aworker from aFamily+ A 2 {
A worker from aVentall S| f
A doctor or GP told maboutit
alg GKS LIRads
|
|

A worker fromxxxx
G2N] SNI ¥
A worker fromxxxx
A worker fromxxxxxX|

Page22 of 68

30%

409

Word of mouth
other
\ worker from thexxxxX A%
A worker fromxxxx/ 2 Y'Y dzy 4%
| looked it up orthe internet 11%
A workerfrom xxxxx %
| read about it irapamphlet
worker from anotheservicey 2 {
A worker from a Refugeld Y §
worker from a Youtkervice{i 2 f 8
worker from éSupportl 3 S Y Oe$8%A
orker fromxxxxX 89
1O yemémber 6%
| saw it andvalkedin )
A worker from a serviceQ I Y Q.18
worker from a&CommunityK S I /0 K 60
\worker froma& 2 YSy Qa @&"SIN85
A worker from &Family+ A 2 £ %l
A worker fromWomen'sl S I i K 8%
Alworker fromxxxxood 2 £ R X
A worker fromxxxxxX
| sawthe poster and callethe m y 1 gX3%
A worker from a Hospitabld Y S X 3%
A worker from aVlentall S| f 5RO
A doctor or GP told maboutit )
worker fromxxxxx 3%
A worker fromxxxx»

0%  10% 0% 409




Q. 13 How did you find out about thAcces$oint service you used?
All Access Points 2014 (n = 38) Please tick at least one response All Access Points 2015 (n = 42) Please tick at least one response

Word of mouth 146% Word ofmouth
| looked it up orthe internet r from anotheservicey 2 i X
Aworker fromxxx»X orker from |a Suppoggencyii 2 f R X 8%
1O yefmémber 6% worker fropxxxxK 5%
| saw it andvalkedin 6% | looked it up orthe internet 5%
A worker fromanotherd S NI A O $% A worker ffrom éMentall S+  { K 4%
| read about it irapamphlet 3% \ worker from theFublicl 2 dza A y 3%
A worker from a Hospitabld Y S X 3% \ worker fromxxooX 4%
A worker from a¥outhd S NI A 3% X 1O} yemémber 3%
I 62N SN FNBY | 3% YAt I read about i ira pamphlet 3%
62NJ] SN FNRY | aRAll ¢ £ G ker from a|Youth serviteld Y S X 3%
2N SNJ FNRY | {34JI2N i vorker fronxxxX 3%
A worker from thexxxX 3% rker fromxxxxii 2| R X 3%
A worker fromxxx»X 3% worker fromxxxxii|2 f R X 3%
A worker fromxxxxX 3% Dther (gleasespecify) 1%
A workerfrom xxxxX 3% worker from axx® 1%
L alg¢g GKS L32ao&%NI Iy rker from a|Refuge toldel 6 2 dzii 2%
I 32NJ SNJ TNRY O &8 - I 32N] SN FTNRSNBA OSMBy QR
I 62NJ SNJ FNRYO® [/ 2 A worker from &amily+ A 2 f Sy 196 X
A worker from a Refuge toMd S 0% orker fromxxxoX 1%A
I 62N] SNJ FNB SNBSS XS worker fromxxxxx 1%A
A doctor or GP told maboutit 0% workerfrom XX 1%
A worker fromxxxxX 0%A saw itlandvalkedin 0%
worker fromxxxX 0%A worker from aw the poster and called they n 0%
00X 0% . I 62[N] SINJ TNRY 0% &SN

g2 N SNJ FNRBRY ad® o2 d7J\I\yS A worker from a Hospital told S X0%
A doctor or GP told maboutit 0%

rnnen ||

19

u»

L OFyQix

HE . B §

0% 10% 20% 30%
0% 5% 10% 189 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 = 4:

Was it hard or easy to find out about this access point?
2012 % 2013| % 2014 | %
Hard 2% 11% 5%
Neither hard or easy 43% 35% 32%
Easy 56% 54% 63%

Neither hard or eas
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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 = FApase tick any that apply

All Access Point013 (n = 37) Please tick any that apply

Housing
Crisisaccommodation

Help with payingny rent

Someone to talk to andxplainmy
problems

Help with my public housing
application
Information about my housing
choices
Help with advocacy on myehalf
by a worker to aervice2 NX

20%

17%

Money (material aid) tpayfor

A . 0,
crisis accommodation 15%

Referral to asupportservice 9%

Public transport ticket or money

0,
for one 4%

Other 2%

Taxifare 2%

0% 10% 20% 3

b 70%

He

meone to tal
proplems
Information

lic transport

p with

isisac

erral

0

Crisisacco

kto a

abou

choices

my p
pplica

y (material al

omm

advocacy on
to a servicer

ticket
ne

|

(

0 asupportservice 16%

Help with payingny rent 16%

mmodation

d) to pay for

Housing

d explain my
my housing

blic housing
on

0,
dation 19 A)_

my behalf by .
Ay RAGA RdZFEOX

Taxifare 5%

br money for 50/
0

Other 3% 7]

0% 10% 20% B(MA) 509
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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 2014 (n = 38) Please tick any that apply

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

Housing

Help with payingny rent

Someone to talk to and
explainmy problems

Crisisaccommodation

Help with my public—
housingapplication

Referral to a support
service ]

Informationabout my
housingchoices

Public transport ticket or
moneyfor one

Help with advocacy on my|
behalf by a worketo I X

Taxifare

Money (material aid) to
payfor ONR & A

G

Housing

Crisisaccommodation 31%

Someone to talk to anexplainmy —— _

problems

Help with mypublichousing ]
application 21%

Information abputrny housing M
choices

Money (material aid) to pafor crisis

. 19%
accommodation

Help with payingny rent 14%

Referral to asupportservice 12%

Help with advocacy on my behalf by .
aworker to a servicerA Y RA @A R dzl {%e

Other (pleasespecify) 2%

Public transport ticket omoneyfor
one

2%

Taxifare 0%

0% 10% 20 40%
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QUESTIONS ONLY ASKED OF ACCESS POINTS

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

1

ALl A D e la¥al n _/ faVall
AITALLESS FUITS ZULS (IT—=950)

100%

| wasn't looking for this 90%

N, | did not get it 80%
9 9
¥gs. | gotit 70% 67% 67%

600 °/%

50%
40% 36% 3

30%
20%
10%

0%
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QUESTIONS ONLY ASKED OF ACCESS POINTS
Q. 16 Did you get what you were loai for?

FaYalY

ALl A D 3 + INI1 AL
AITALLESS FUITS ZU LA (IT = O50)

70% 71%

20%

I wasn't looking for this
10%

No, | did not get it

Qes, | got it
|

0%
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QUESTIONS ONLY ASKED OF ACCESS POINTS

Q. 16 Did you get what you wereoking for?

All Access Points 2015 (n = 42)

| wasn't lookingor this
No, | did not get it
Yes, | got it

100%
90%
80%
70%
60%
50%
40%
30%
20%
10%

0%

86% 86%

T%7%

63%

52%

50%

0 43%
42% 38%

|J 6%|

26%

]

% 21%
OI )
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QUESTIONS ONLY ASKED OF ACCESS POINTS

vd MT LT @2 dyowRvaried, Wére ydBbtald whyR I
All Access Points (n = 42

LF @2dz RARY QG 3ISG o6KIG @2dz gl yi
2012 % | 2013| % |2014| % | 2015| %

I got what | wanted | NA | NA 21 24 28
Yes 42 7 7 10

No 12 3 4 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)

All Access Points 2013 (n =43)

Other
Not eligible Not theright servi
Novacancies
Referred toother services Referted toanothey servi
Not theright service

Not enoughdocuments
Past reakstateissues
Housing- longwait
Housing- not enough

Got whatljwante

Money - too much

Money - not enough
Housing- not enoug

Can'thelp

Got whatl wanted

Nocomment
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QUESTIONS ONLY ASKED OF ACCESS POINTS

vd My OLT @2dz RARY QU 3Si

g Kl

i e2dz 6 yG SR>

gSNBE 82dz 12f R gK&8KUL 2K

All Access Points 2014 (n = 38)

All Access Points 2015 (n = 42)

Referred toanotherservice

Can'thelp

Not theright service

No comment

Housing- not enough

Got whatl wanted

Page33 of 68

rred toal

Not th

Housin

notherse

eright se

whatl wa

g noten

rvice

rvice

3




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

) Help with my public housing
Taxifare 09 0 0
application

Public transport ticket or money for )
- 79 209%4.3% Taxifare - 50% 0%25% 25%

one
Publjc transport ticket or money for_

Help payingny rent | one | 40% 10% |30% 20%

Money (material aid) to pafpr crisis Referral to a supposervice _
accommodaiton

Help with my public housing y (material aid) to pay for crisis
accommodaiton

application

Other | Other Q¢

eone to speak for me a service
Jividual invovled in mgousing |

Accommodation

Referral to asupportservice 4 4 Accommodation

Someone to speak for me a service . meone to talk to an explain my
L . . . ! o o
or individual invovled imy housing problems 0% 50 50%| 0%

Someone to talk to an explain m Information about my housing

problems 0% “ choices 0%  48% 52%| 0%
Information about my housing

choices

o] 60% B80% 10@%Wo ‘ (o] 80%00%120%

m! did notgetthis gVery m! did notgetthis gVery
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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 dipaty All Access Points 2015 (n = 42) Please tick any that apply

Taxifare 0% Taxifare 50% 50% 0%

Other 0% IC transport ticke omoneyfor 25% 75% 0%

Referral to aupportservice 14% ial gd) tpayfor

0,
pdation 18%

Someone to talk to an explain my
0%
Money (n%(t)grlﬁrlna%d) to pay for0

. . . 0
crisisaccommodaiton

comodation 13% 42% 42% 3%

Accommodation [i5% 650 0" f mesarvice
n migousing
Liblic housing

7%
on

7% 64
Help with my public housingo/
0

application

Help paying myent 0%

elp with pqying myent 6% 65% 24% 6%
Public transport ticket or money

14% J 14%149 Someone to falk to apd explamy 2%
0 0

. for %ne . oblems
Information about my housing m.
9% 559 0 Other 0%

choices . ]
Someone to spea(ﬁor me a service

: .
or indiidual invoviedn v x 27 RS —— 0 R O

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

| did notgetthis Veryuseful Use_l_d notge

43% 54% 0%

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

this Veryuseful — Usefi
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CUSTOMER SERVICE: RESPECT, RIGHTS AND INTERPRETERS

Q. 23 Do you feel you were treated respectfully by thiervice?

Entire LASN (N £79) Al Support providers (n = 137)

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

Yes | 207 | 93% | 160 | 89% | 153 | 87% | 154 | 86% Ye 155 | 87% | 123 | 90% | 117 | 85% | 117 | 85%
No 5 | 2% 3 2% 4 2% 6 3% Ng 3 2% 3 2% 4 3% 3 2%

DNA | 10 | 5% | 17 | 9% | 18 | 10% | 19 | 11% DN 10 | 12% | 11 | 8% | 16 | 12% | 17 | 12%

0%

7 . ) v P )l 0 0
- AL




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

AllAccess Points (n = 42)

Do you feel you were treated respectfully by thservice?

2012

%

2013

%

2014

%

2015

%

Yes

52

96%

37

86%

36

95%

37

88%

No

2

4%

0

0%

0

0%

3

%

DNA

0

0%

6

14%

2

5%

2

5%

54

43

42
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