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Northern and Western Homelessness Networks’ 
Annual Consumer System Survey 2025
Agency Guide
Introduction to the 2025 Survey
Consumers are experts in the experience of the homelessness service system. They have information that can assist the homelessness sector to improve our service provision. For this reason, every year, the Northern and Western LASNs survey current consumers about their experiences of the homelessness service system. The survey findings are presented to the LASNs for discussion and to inform improvements. 
You can find information about past surveys here: Consumer survey results (nwhn.net.au).
The 2025 Annual Consumer Survey takes a new approach.  The survey will be open for a year and includes only five questions.  The five questions explore consumers’ ideas for how we can improve our responses, particularly when there is so little housing available, how homelessness impacts mental health and what ways consumers would prefer that we use to communicate with them. 
Below is information on how to conduct the survey.  
2025 Survey link and dates
The 2025 Consumer Survey is open from Wednesday 16th April 2025 to 15th April 2026.
 

The survey takes about five – ten minutes to complete.



Consumers can complete the survey online (on a computer or phone) or on paper.  This is the link to the online survey:  https://forms.office.com/r/L5mM8FgdaW

Consumers can also use this QR code: 
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Hard copies

Your LASN member will have been provided with a hard copy of the survey that you can photocopy for any consumers who would like to complete the survey on paper.  

What do agencies have to do?
· Encourage practitioners to offer the survey to as many consumers as possible over the next year.

· Nominate one survey ‘champion’ who can attend an online meeting from 1-2pm on Tuesday 11th March. That person will be responsible for promoting the survey within their agency and be the key contact to help Practitioners in your agency with the survey. The Champion will check in on surveys completed within the agency and will forward paper surveys to the Consumer Participation Working Group.
· Display posters advertising the survey throughout the agency. 

· Encourage practitioners to attend an online introduction to the survey on: Tuesday 25th March, 10 – 10.30am or Tuesday 15th April, 10 – 10.30am.

Prior to the survey period, all homelessness funded programs will be sent posters advertising the online survey, a Participant Consent and Information Statement for consumers and a hard copy of the survey (that can be copied for consumers who are unable to complete the survey online).
Members of the Consumer Participation Working Group are also happy to attend Team Meetings to talk about the survey.  Program supervisors will need to authorise staff time for the survey and support the work of the Survey Champion. They may also need to provide additional support in cases of distress.
Approaching consumers to participate                                                                                                                                                    

Practitioners will offer consumers the opportunity to take part in the survey by explaining that the homelessness services survey consumers each year to help improve service delivery and that all surveys are anonymous. 
Practitioners will identify that consumers are best placed to comment on how effective and appropriate our homelessness responses are, and that they are the experts in this.  It is important that consumers are made aware that we value their expertise, even if they don’t feel up to participating in the survey. 

Practitioners provide prospective participants with a copy of the Participant Consent and Information Statement. The Worker should provide a verbal summary of the Participant Consent and Information Statement and ask whether the consumer would like the Worker to read it out to them.   Practitioners then support consumers to complete the online survey (link or QR code) or give them a hard copy of the survey to complete. 
If you are providing only telephone based support, you will only be able to seek survey responses from consumers who feel confident to complete the survey on their phones or a computer (if they have one). 

Completing the survey

Consumers can open the survey by scanning the QR code or either clicking the link you have sent them or by pasting the link into an open browser (Internet Explorer, Firefox, Safari, etc) window. 


If you are with a consumer when they commence the survey, indicate to the consumer how to tick the boxes and move between screens for the first 5 questions. After consent is given (Q. 5) step away and give the consumer privacy to enter their answers.
Consumer participation is voluntary. Consumers are not compelled to participate and should be reassured that their decision to participate or not will not impact on the service they receive. Practitioners must make this clear to potential participants.

Program Supervisors or Practitioners will also need to organise an interpreter for any consumers with limited English who would like to complete the survey. Interpreters must first read (or be read) a copy of this Practitioner Instruction Form.

What to do with paper surveys
If a consumer chooses to complete a hard copy of the survey, please print a copy from the PDF provided to your Supervisor with this set of instructions, and either: 

· input the survey results yourself into Forms;
· scan a copy of the completed survey and email it to Sarah Langmore (sarah@wombat.org.au).
Please do not write the name of the consumer on the survey anywhere.
The consumer may also choose to return to your agency and enter the survey themselves in Forms, having completed a hard copy version. Please support this as above.
Who are we surveying?

The survey is trying to gauge the experience of all consumers. We encourage services to offer opportunities for participation to consumers from diverse backgrounds. This will mean different things for different services and will be for them to decide.
Confidentiality and consent
All participants in the survey will be anonymous and no identifying information will be asked for or recorded. 

There will be no signed consent form to complete or store. Once consumers have read and understood the Participant Consent and Information Statement and have been given the opportunity to ask any questions, completion of the survey will be seen as consent.  Participation in the survey must not be recorded in client notes and any hard copy surveys are destroyed once entered.
Supporting consumer confidentiality

Ideally consumers will be encouraged to complete the online version of the survey. This increases the confidentiality of their response. 
If the consumer requires an interpreter or support to understand each question, the Worker or interpreter must ensure that they are not in a position to monitor the consumer’s responses and only participate to the extent of facilitating the interpretation of each question and providing guidance (if needed) to where the responses are located. 
Practitioners must NOT monitor a consumer’s responses.
Supporting consumer confidentiality and interpreters

Practitioners must only use Department of Families, Fairness and Housing (DFFH) funded interpreter services when facilitating consumer participation. This will ensure appropriate ethical standards of confidentiality and conflict of interest are upheld. Interpreters must also read or be read the Participant Consent and Information Statement.
Supporting consumers emotionally

Completing a survey such as this may bring to the surface underlying emotions such as anger, resentment, grief and loss. Practitioners are asked to be mindful of this and to provide support to consumers following the completion of the survey. 

Practitioners are very important sources of support and comfort to consumers and may be able to contextualise and soothe upset individuals; it is frequently part of the work we do.  Consumers may not feel comfortable to seek support from their practitioner/support worker, so should be advised that additional support can be provided by contacting Sarah Langmore, Western Homelessness Networker and designated representative of the Consumer Participation Working Group (sarah@wombat.org.au).
Practitioners should also be mindful to assess the current emotional state of a consumer, before asking if they would like to participate in the survey. It may not be appropriate to ask everyone. This judgment is most appropriately left to the Practitioner and Program Supervisor’s discretion.
If additional support is required, practitioners can direct consumers to the following telephone counseling and support services:


Lifeline 



13 11 14
Care in Mind    


                1300 096 269 or visit careinmind.com.au

Beyond Blue



1300 224 636


Seniors Information Victoria 

1300 135 090


Suicide Helpline (Victoria)

1300 651 251


Homelessness Advocacy Service 

1800 066 256

1800 Respect



1800 727 732


Safe Steps 



1800 015 188 (24 hour family violence support line)


Complaints and questions

If you have any questions about this research project, feel free to contact Sarah Langmore at: networker@wombat.org.au
Frequently Asked Questions
Q: I am part of a large service which has many programs in the region. How many consumers do we need to select?
A: Ideally every consumer will be offered the opportunity to participate in the survey. This may not be realistic in access point services, but they can display the poster containing the survey QR code in waiting rooms. 
Q: Do consumers get paid?
A: Unfortunately, not. Each year we survey many hundreds of people and the costs to the service system are too great to manage any meaningful payment. Our hope is the benefits of completing the survey, in terms of improvements to the Homelessness Service System, will provide sufficient incentive to participation.
Q: If outreach is a part of my role, how can I help the consumer to complete the survey?
A: There are several ways to complete the survey. 
1. Ideally consumers will be prepared to complete the survey online.  You can forward them the QR code or link to the survey and provide phone support to assist them to complete the survey.

2. If you are already meeting with consumers face to face, you can advise the consumer how to open the survey on their device.
3. You can also provide the consumer with a hard copy of the survey (see hard copy response above) for them to return to the service within the time period of the survey (16 April 2025 to 15 April 2026). 
Q: Has the survey been approved by an Ethics Committee?

A: This survey approach has previously been approved by the Anglicare Victoria Research Ethics Committee on numerous occasions.

Background information

What is the LASN Consumer Participation Working Group?
In February 2010, the North & West Metropolitan Homelessness Local Area Service Network (NWLASN) committed to enabling consumer participation in the homelessness service system.  The LASN Consumer Participation Working Group (CPWG) was established to assist the LASNs
 to incorporate consumer perspectives into sector developmental work. 

The CPWG is made up of Practitioners, Coordinators and Managers from member agencies and people with a lived experience of homelessness. At the moment, we have members from:

· Council to Homeless Persons

· Wombat Housing & Support Service
· DPV Health
· Latitude Directions for Young People
· Northern and Western Homelessness NetPractitioners
· Children’s Resource Coordination Program

What is the Annual Consumer System Survey?

Since 2011 the Consumer Participation Working Group has assisted the Northern and Western LASNs to conduct an annual consumer survey to help us better understand consumer experiences of the regional homelessness service system over time. 

The purpose of the LASN Annual Consumer System Survey is to:

1. Improve the coordinated service system.

2. Assess if the coordinated service system is meeting the needs of consumers.

3. Provide qualitative data to use in advocacy.

In 2017 we surveyed consumers about their experience of Crisis or Emergency Accommodation. This resulted in the development of the “Crisis in Crisis: the appalling state of emergency accommodation in Melbourne’s north and west” paper and subsequent campaign. 

In 2018 we surveyed consumers about their experience of homelessness and the housing crisis, so that we can advocate on their behalf prior to the State and Federal elections.

In 2019 we returned to surveying consumers about their experiences of the homelessness service system. 

In 2020 we will be surveying consumers about their experiences of COVID-19 and their experiences of the homelessness sector response during the pandemic.
The Networks did not undertake a consumer survey in 2021 as the Networks were focused on the Homelessness Enumeration for Census 2021.  
In 2022 we once again surveyed consumers about their experiences of emergency accommodation.
In 2023/24 we survey consumers about their experiences of the homelessness system, what we can offer in the absence of housing and what they would like us to tell the Prime Minister about the experience of homelessness.
�  In 2012 the North West LASN split into the Northern and Western Homelessness LASNs, to reflect the splitting of the DHHS North West Region into the Northern Metropolitan Region and the Western Metropolitan Region. The two Networks have continued to share a number of Working Groups and to conduct a joint annual Consumer Survey.
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