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The Housing and Homelessness workforce and those accessing services work together to achieve a culture of 
engagement. Consumer engagement is an ongoing process, and it can take time for workers to build up a trusting 
relationship with consumers. This guide highlights the key practices that workers can undertake to enhance 
consumer engagement.  

EFFECTIVE ENGAGEMENT 
Consumers accessing services seek advice and assistance about housing situations that they are unable to resolve 
by themselves. Workers should operate from a strengths-based and rights-focused perspective, and must be  
able to confidently assist consumers to navigate a service system with which they may be unfamiliar,  
or even deeply suspicious. 

The following were identified by service providers and consumers as underpinning successful engagement:

ACTIVE LISTENING SKILLS 
•   Allow consumers to tell their story in an environment that is non-judgmental, compassionate, empathic  

and respectful
•  Acknowledge the challenges faced by consumers
•  Ask what they want, and explore possible choices.

PROMOTING CONSUMER INVOLVEMENT 
•  Acknowledge consumers’ own expertise in relation to their lived experience
•  Ask consumers about their expectations and needs 
•   Ensure individual capacity and functioning 

level are considered 
•   Encourage consumers to be actively 

involved in their housing search 
•   Ensure consumers are aware of their 

rights and responsibilities, which includes 
providing information on how to raise 
concerns

•   Use a strengths-based approach to build 
consumers’ capacity and confidence in 
resolving their housing and ongoing 
support needs 

•   Encourage and ask for active participation 
and feedback which can influence changes to services 

•   Involve consumers on interview panels when recruiting 
•   Acknowledge children are clients in their own right, and make an effort to involve children in assessment  

and build rapport with them.
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TRANSPARENCY AND HONESTY 
•   Manage consumers’ expectations about what the agency or service can and cannot provide
•   Manage boundaries by explaining the worker’s role, and how you as the worker are able to work with the 

consumer (including timeframes) 
•   Explain the service system to the consumer, and where this program fits within the service system 

in a way that the consumer can understand 
•   Present information in a manner that is easily accessible to the consumer
•    Seek feedback from consumers on the services provided by the agency  

(see Guide #5 - Feedback).

FLEXIBILITY 
•   Provide flexible outreach to meet consumers where they are if the office is too daunting, if there are transport or 

access issues, or to ensure children are included in assessment 
•   Do not rush the engagement process
•   Focus on consumers strengths
•   Allow consumers to take in the information you are giving them, ask questions and come back to things  

they do not understand.

AWARENESS OF OTHER SERVICES
•   Ensure staff have knowledge and understanding of services across the housing and homelessness service system
•   Provide information of other services
•   Be aware of the coordinating service - Housing Connect 1800 800 588.

TRAINING
•   Services to undertake an audit of training needs
•   Provide training for consumers on peer support and representation
•   Provide training to workers on engagement frameworks
•   Utilise the toolkit as a checklist of skills/knowledge at induction.

WHO TO INVOLVE
Effective engagement occurs when everyone affected by the interventions is involved in the decision-making.  
This often means working with individuals, but can also include partners and family members.

Depending on the circumstances, this will also include other service providers who you refer the consumer to, 
private housing providers, Housing Tasmania, emergency accommodation providers, or mainstream services.  

Knowing what engagement strategies to use helps the housing and homelessness sector workforce in working with 
consumers. Knowing when to refer to other services to provide the best outcomes  
is also important, as is obtaining consumer consent for the sharing of information.  
Following are toolkits to assist. 

Developed 2016.   Review Date June 2017.
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TOOLKIT: SPECIALIST SKILLS USED IN ENGAGEMENT
The following table has been produced to explain why the key engagement strategies are used and the potential 
benefit for consumers and workers. 

STRATEGY
Allow consumers to  
tell their stories in  
a safe environment 
through flexible 
engagement strategies. 

Allow consumers to 
tell their stories and 
be non-judgmental, 
compassionate, empathic 
and respectful. 

Acknowledge the 
challenges faced by 
consumers. 

Respond to  
potential power 
imbalances. 

Promote consumer 
involvement. 

Manage expectations. 

Manage boundaries by 
explaining your role and 
how you are able to work 
with the consumer. 

Train consumers  
and workers.

Be aware of potential 
literacy issues.

USED BECAUSE
Consumers may have 
experienced distressing  
and/or traumatic life events.  
Different environments  
will feel safe for  
different consumers. 

Allows consumers  
to have their experiences 
acknowledged. 

Allows consumers to  
have their experiences 
acknowledged. 

Consumers may have 
had negative experiences 
with workers in the past. 
Consumers may have limited 
knowledge of the SHS.  
Be aware of ‘over dressing’  
as a power dynamic.

Consumers are empowered 
by being actively involved in 
resolving their housing crisis  
or homelessness. 

Builds a relationship based  
on honesty and trust. 

Builds a relationship based on 
honesty and trust. 
Enhances transparency. 

Builds skills to ensure 
participation and engagement.

Assists consumers in 
completing paperwork.

POTENTIAL BENEFIT
Consumers may respond 
better to workers in an 
environment which is  
familiar to them.  
A safe environment  
promotes calm. 

May help a  
consumer gain trust  
with the worker. 

Allows consumers  
to feel heard. 
Acknowledges their journey. 

Promotes the worker and 
consumer working together to 
resolve homelessness. 

Consumers who are actively 
involved in resolving their 
housing crisis or homelessness 
may have improved outcomes. 

May reduce risk of consumers 
feeling let down or failed by 
the system. 

May reduce risk of consumers 
feeling let down or failed by 
the worker, program  
or organisation. 

Consumers feel included in 
service design and evaluation.

May assist with informed 
consent. Paperwork trail. 

SPECIALIST SKILLS
Trauma informed practice. 
Understanding of  
different outreach  
and in-reach practices.  
Active listening skills. 

Trauma informed practice. 
Understanding of the causes 
and impacts of homelessness. 
Active listening skills.  
Self-knowledge and care. 

Trauma informed practice. 
Understanding of the causes 
and impacts of homelessness. 

Understanding of appropriate 
and inclusive professional 
boundaries. 

Understanding of the 
importance of consumer 
participation. Understanding 
of potential power imbalances. 
Age appropriate assessment. 

Understanding of the SHS.
Understanding of the 
organisation and programs. 

Understanding of professional 
boundaries. Understanding of 
the worker’s role. 

Understanding of  
engagement frameworks.

Understanding of language, 
literacy and numeracy.  
(Health literacy)

With thanks to Council to Homeless Persons Guides, ‘Providing Housing-Focused Support’.

The guide was informed by the Council to Homeless Persons (CHP) Engagement and Building Rapport Guide  
and ‘A Tasmanian Consumer Engagement Report’ 2015.  It was also developed with input from participants  
of the Shelter Tas  ‘Tasmanian Housing and Homelessness Workforce Symposium’ held  
on the 23rd June 2016, which was overseen by the Workforce Development Reference Group  
and their Resources Advisory Sub-Group.
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TOOLKIT: CONSENT TO SHARE CONFIDENTAL INFORMATION FORM
Purpose: to record freely given informed consumer consent to share their information with a specific agency/ies  
for a specific purpose/s.

Section 1: Consumer Details
Consumer Name: 

Date of Birth: dd/mm/yyyy: 

Gender: 

Section 2: Record of consent
Written consumer consent
The worker/practitioner has discussed with me how and why certain information about me may be shared with other 
service providers, as above. I understand this and I give my consent for the information to be shared.

Signed:...........................................................................................................................  Dated (dd/mm/yyyy):  ........................................................

or
Verbal consumer consent
I have discussed with the consumer how and why certain information may be shared with other service providers. I am 
satisfied that this has been understood and that informed consent for the information to be shared as detailed above has 
been given.

I, (name used in referral):  ..............................................................................................................................................................................................

consent to the shared release of confidential information between (Name of organisation) and staff of the following 
agency/s:

.................................................................................................................................................................................................................................................

.................................................................................................................................................................................................................................................

to assist in the following issue/s: ................................................................................................................................................................................

.................................................................................................................................................................................................................................................

Signed:...........................................................................................................................  Dated (dd/mm/yyyy):  ........................................................

Witness:........................................................     Date:………………………………………….

To ensure consent is informed please tick when completed:

Discuss with the consumer the proposed sharing of information with other services/agencies 

Explain that the consumer’s information will only be shared with these services/agencies if the  
consumer has agreed and, when referring, advise that referral for service can still proceed if the  
consumer does not want information disclosed 

Provide the consumer with information about privacy, e.g. your agency’s Privacy Policy 

Provide the consumer with a copy of this form once completed 

Name: Position/Agency: ........................................................................................................................

Signed:....................................................................  Dated (dd/mm/yyyy):  ........................................

Contact number: ....................................................................................................................................   


