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Acknowledgement: This service model has been adapted by Consumer Affairs Victoria from the Financial Counselling Program service delivery model originally conceived by Elizabeth Shearer of Managing Justice.

Purpose

The Retirement Housing Assistance Service (RHAS) is a component of the Retirement Housing Assistance and Advocacy Program (RHAAP).

This Service Delivery Model sets out the service and reporting requirements for the provision of the RHAS casework.

1. RHAS principles of practice

The five principles of practice listed in the table below describe the RHAS experience through the expectations of clients, service providers and Consumer Affairs Victoria (CAV) as the funder.

Table 1 - Principles of practice for the Retirement Housing Assistance Service Casework

	Principle
	Outcome

	
	Clients
	Service providers
	Consumer Affairs Victoria

	Accessibility
	I can talk to someone at the RHAS service within a reasonable time.
	We are empowered to respond to the communities we serve.
	We are confident that financially disadvantaged retirement housing residents are able to access support services.

	Consistency
	I can expect the same level of service no matter who I first make contact with.
	We have a clear understanding of CAV’s expectations of the nature and extent of services we will provide.

We work collaboratively and in partnership with other service providers.
	We are confident that there is reasonably consistent service experience for clients.

We are confident that the resources we provide are being appropriately used.

	Quality
	I will have a clear understanding of what the RHAS worker will do, and what I need to do.

I will not feel judged.

I can rely on the quality of the service.
	We have qualified staff who are supported to maintain and improve their skills through professional development.

We use best practice processes and tools to guide our practice.
	We are confident that the services we fund are of good quality and competently delivered.

	Efficiency
	I get directed to a service that can:

· help me as quickly as possible and without having to explain the same thing over and over, and

· if I am not able to get help from RHAS, they will tell me this as soon as possible.
	We provide clients with the least expensive service that meets their needs.

Our reporting requirements demonstrate accountability but are not onerous.
	We are confident that the funding we provide is used efficiently.

	Empowerment
	I will be supported to play whatever role I can to solve my own problems.

I will be better able to deal with retirement housing problems if they arise again.
	We can work in a way that suits our context and fits with other services our organisation delivers.

We are supported to trial innovative ways of delivering services to address broader systemic problems.
	We are confident that funded organisations provide improved outcomes for clients and the community.


Requirement 1

The organisation must operate in accordance with the principles of practice in Section 1 of the Service Delivery Model.

2. Retirement Housing Assistance Service (RHAS) casework eligibility 

RHAAP casework supports older financially disadvantaged Victorians who live in retirement housing.

Eligible residents have access to casework via face-to-face sessions, telephone and email.

2.1 Eligible clients 

The Retirement Housing Assistance Service (RHAS) casework assists financially disadvantaged Victorians who are 55 years and older who live as:

· residents in retirement and rental villages (both ‘for profit’ and ‘not for profit’), or

· permanent residents of caravan or residential parks, who have complex retirement housing matters that the TAAP service is unable to support.

The RHAS supports these residents whose dwellings are covered either by the Retirement Villages Act 1986 (RVA) or the Residential Tenancies Act 1997 (RTA). 

Each resident is assessed for eligibility and prioritised according to the following criteria:

· financial disadvantage, and

· urgency of the client’s personal circumstances and the retirement housing matter.

2.1.1 Financial disadvantage

A resident is considered to be experiencing financial disadvantage if:
· they have no income

· their main source of income is a Centrelink benefit, or

· their income is insufficient to sustain their personal financial commitments.

Although vulnerability is not a pre-condition for RHAS eligibility, it is recognised that many RHAS residents who are financially disadvantaged may also have a vulnerability that may impact on their capacity to self-help such as:

· Aboriginal and/or Torres Strait Islander

· family violence

· homelessness

· intellectual or physical disability

· lack of formal education (including illiteracy)

· life event (includes accident, illness, divorce, unemployment, death of close family member)

· limited English proficiency

· mental health issues, or

· substance abuse.

2.2 Ineligible clients

The following persons are ineligible for RHAS casework:

· tenants over 55 years of age who are financially disadvantaged, and have a private rental agreement for stand-alone housing under the RTA. These tenants are eligible for the Tenancy Assistance and Advocacy Program (TAAP) in their local service area

· older residents who live in a caravan or residential park and the matter is not complex, who are eligible for support from TAAP in their local service area

· residents with a resident–to-resident dispute, who should be referred to the Dispute Settlement Centre of Victoria, and

· social housing tenants, both public and community housing. These tenants are eligible for support from the Social Housing and Support Program.

2.3 Prioritisation of eligible cases 

Eligible cases may need to be prioritised according to urgency, considering the resident’s personal circumstances and the nature of the retirement housing issue.

If a case is deemed urgent, it is to be treated as a priority matter, and the RHAS worker is required to contact the resident within two business days.

2.3.1 The personal circumstances of the resident

When assessing the urgency of the resident’s personal circumstances, relevant considerations include the likelihood the resident will experience significant detriment if RHAS casework is not provided as soon as possible.

For example, a resident is experiencing health problems as a result of their retirement housing issue and faces a significant risk to their well-being.

2.3.2 The nature of the retirement housing issue

When assessing the urgency of the retirement housing matter, relevant considerations include the nature of the residency problem and any deadlines involved.

Requirement 2

The organisation must use the eligibility criteria and urgency prioritisation set out in Section 2 of the service delivery model and ensure that:

· RHAS casework services are only provided to eligible clients, and

· In priority cases, the RHAS caseworker makes contact with the resident within two business days.

3. RHAS service types

There are four service types that RHAS can use to record the service duration of the 1,301 service hours. These are:

· information and referral

· negotiation

· VCAT assistance

· outreach (up to a maximum of 20% of total service hours)

It is expected that the resident should receive the least intensive service that meets their needs.

A resident may receive more than one service type, however service hours should be recorded for each service (i.e. a resident could receive ‘information and referral’ and ‘negotiation’ and ‘VCAT assistance’).

The service target is 1,301 hours for the full time equivalent (FTE) RHAS caseworker. For convenience, services are recorded in minutes and accumulated for aggregate reporting in hours. See table 2 for a breakdown of the service hours.

Table 2 – Breakdown of RHAS FTE service hours

	Item
	Days
	Days/hours

	Days per year
	
	365 days

	Less adjustments:
	
	

	Weekends
	-104
	

	Public holidays
	-10
	

	Recreation leave
	-20
	

	Sick and carer leave
	-10
	

	Training and professional development
	-7
	

	Net work days per year
	
	214 days

	Work hours per year at 7.6 hours per day (38 hour week)
	
	1,626 hours

	Less 20% allowance for time not capable of being attributed to specific cases and related travel. This time allocation includes the data and other reporting requirements.
	
	-325 hours

	Total Deliverable Service Hours per year per FTE

Includes:

· casework

· recording of client data

· preparation of case notes

· maximum outreach hours of 20% (optional)
	
	1,301 hours


3.1 Information and referral

When providing information and referral, the RHAS caseworker may:

· provide general retirement housing information, such as providing copies of the CAV retirement village guidebook or directing residents to the relevant pages of the CAV website

· provide initial or one-off retirement housing advice based on the particular resident’s circumstances, including how the law might apply in their case, or

· refer the client to another service.

If a resident is not experiencing financial disadvantage, they are eligible for a maximum of one hour of information and, if appropriate, referral to other services. Eligible residents may receive information services exceeding one hour.

To record time on providing ‘information and referral’ service type, RHAS workers will need to open a case for the client in question.

3.2 Negotiation

Negotiation is an attempt to resolve a matter outright or prevent the need for a VCAT hearing.

Only residents who are financially disadvantaged are eligible for negotiation services.

When negotiating, a RHAS worker may:

· ensure appropriate responses have been made to all important documents the resident has received

· draft letters on the resident’s behalf

· negotiate on behalf of the resident with the other party (such as a retirement village manager), and

· bring the parties together to negotiate a resolution of the issue.

On completion of the negotiation, and depending on the outcome, the resident may need to be referred to another support service or the RHAS caseworker may determine that the matter needs to be heard at VCAT.

3.3 VCAT assistance

Only residents who are financially disadvantaged are eligible for VCAT assistance services.

RHAS workers may provide the following assistance to eligible residents with a matter proceeding to VCAT or a scheduled VCAT hearing:

· information and advice on VCAT processes and procedures

· assistance completing forms and preparing VCAT documents on behalf of residents

· assisting residents to prepare to represent themselves at VCAT, and

· attending and advocating for residents at VCAT hearings if the residents are not capable of representing themselves.

The RHAS caseworker’s participation is at the discretion of the VCAT member.

3.4 Outreach

Unlike all other service types, outreach is a non-client service. The outreach activities that the RHAS can claim are:

· establishing referral pathways with other community organisations

·   providing retirement housing advice to another community worker

· attending a local network meeting to raise awareness of RHAS services

· providing educational sessions for residents (for example, in retirement or rental villages), and

·   travel time for casework, outreach activities and professional development.

The organisation providing RHAS casework can claim up to 20% of their reported service hours for outreach.

Requirement 3

The organisation must:

a) provide and report on services that comply with the service types set out in Section 3 of the service delivery model, including:

- information and referral

- negotiation

- VCAT assistance

- outreach

b) provide the appropriate RHAS casework service type to residents as per the eligibility criteria

c) collect and record service hours (1,301 per FTE) against the appropriate service type.

4. Retirement housing resident service pathway

There are three decision points where the RHAS caseworker will gather information and make decisions as to which services match a resident’s needs. These are:

· initial contact response

· assessment of financial disadvantage

· prioritisation of the matter according to urgency.

These activities are documented in the Retirement Housing Resident Pathway Flowchart on the following page.

Requirement 4

The organisation must apply the resident pathway flowchart set out in Section 4 of the service delivery model.

Chart 1 – Retirement housing resident pathway flowchart

For a plain text version, go to Appendix A.
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5. Referrals between RHAS and TAAP

The RHAS will be required to make or accept referrals to a TAAP agency as indicated below.

5.1 Making referrals

Circumstances when a referral should be made out include:

· if the resident meets the eligibility criteria and lives in a caravan or residential park and the matter is not complex, the RHAS should refer them to the appropriate TAAP organisation for further assistance.

5.2 Receiving referrals

Circumstances when RHAS will be required to accept a referral from a TAAP agency are:

· if the resident lives in a caravan or residential park and the matter is complex, or

· the resident lives in a retirement or rental village that is under either the RTA or RVA.

The RHAS must maintain a list of the referral contacts for all the TAAP providers, updated six monthly, to facilitate the agency referral process.

Requirement 5

The organisation must comply with the referral requirements set out in Section 5 of the service delivery model.

6. Reporting

The RHAS casework must provide:

· data report, including service hour data (quarterly)

· narrative and training report (six-monthly)

6.1 Data report

RHAS casework component is required to report quarterly to CAV on a minimum data set determined by CAV. The RHAAP organisation will be required to submit the data report in a Comma Separated Values (CSV) extract direct to CAV within 30 days from the end of each quarter.

The data set will include:

· service hours according to service type

· demographic data including gender, age, household type and income, and

· other data that CAV may reasonably require.

CAV will provide advice on the data set prior to service commencement.

6.2 Narrative and training report

RHAS casework is required to contribute information to the RHAAP narrative and training report on a six-monthly basis within 30 days of the end of the December and June quarters. The RHAS component will cover:

· emerging and systemic issues from casework observations and data

· selected case studies, and

· a summary of professional development attended by RHAS caseworker during the previous six months.

CAV will supply a narrative and training report template to assist with provision of information in the required format.

Requirement 6

The RHAS caseworker must report on service delivery in accordance with Section 6 of the service delivery model, including:

a) data reporting

b) narrative reporting.
Appendix A: Retirement housing resident pathway flowchart – plain text version

Initial contact response. An older person presents with a housing matter.

1. Does the person live in retirement housing?

If no, referral to other services.

If yes, go to question 2.

2. Is the person financially disadvantaged?

If no, provide information for a maximum 1 hour, and if appropriate, refer out.

If yes, go to question 3.

3. Is the information and referral service sufficient to meet the person’s needs at this time?

If yes, provide information as required, and if appropriate, refer out.
If no, got to question 4.

4. Prioritisation. Is the matter urgent?

If yes, book resident for a priority service response with negotiation or VCAT assistance within two business days.
If no, book resident for service response with negotiation or VCAT assistance.
No
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