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In response to The Road Home: A National Approach to Reducing Homelessness 2008 and the 

Tasmanian Homelessness National Partnership implementation Pan for Tasmania July 2009-June 

2013, DHHS committed to the development and implementation of a Workforce Development 

Plan for Tasmania’s Specialist Homelessness Services (SHS).  

 

In 2013, Shelter Tas, the Peak Body for housing and homelessness services in Tasmania was 

commissioned to produce the Workforce Development Strategy. The Strategy is based on 

systematic Statewide consultation with the sector, and on a review of existing research. The 

homelessness sector was consulted in the development of the Strategy, with a special focus on 

crisis accommodation (Type 3) services. The Workforce Development Strategy was provided to 

DHHS in 2014.   

 

In 2015, Shelter Tas was funded to deliver the outcomes of the Strategy, that is, to facilitate and 

deliver workforce development for the homelessness sector in Tasmania. The implementation is 

funded as a two year project, from June 2015 - June 2017. The project objective is to raise the 

skill level of the homelessness sector workforce across Tasmania. This mid-term evaluation 

report covers the period from June 2015 – July 2016.   

 

Shelter Tas is uniquely positioned to deliver workforce 

development initiatives for the homelessness sector 

workforce. As Tasmania’s Peak Body for housing and 

homelessness services, Shelter Tas has 30 years’ 

experience working with members and stakeholders 

across the State. Shelter Tas is able to draw on the 

expertise of members, sector stakeholders and community 

partners to deliver a series of training opportunities 

tailored to sector needs.  

In addition, Shelter Tas has an established network that 

allows us to draw on the good will of community sector 

stakeholders to leverage partnerships and resources that 

improve value for money, and allows us to share beneficial 

outcomes with related services, promoting a ‘joined up’ 

approach to service delivery.  

 

Shelter Tas is delivering on the 4 Priorities of the Strategy:   

 Priority 1 – Increasing the Skills and Competencies of the SHS Workforce: indicated by 

highly positive feedback from training participants, 

 Priority 2 – Increasing the Accessibility of Training and Professional Development to the 

Whole of the Sector: indicated by an inclusive, equity-based Statewide approach, 
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 Priority Three – Developing an Information Sharing Network: indicated by a dedicated 

‘Training’ page on the Shelter Tas website, Reference Group and networking 

opportunities, and 

 Priority Four – Building a Future Training and Professional Development Funding Model: 

indicated by accountability to government and community stakeholders, delivering 

value for money and maintaining effective quality assurance mechanisms. 

 

Outcomes achieved to-date include: 

 Increased expertise in the homelessness workforce in areas including: 

 Reforms in the Residential Tenancy Act 

 Dealing with crystal methamphetamine-affected clients 

 Culturally Responsive Community Work 

 Anti-Discrimination and gender awareness, including transgender clients 

 Clients with complex needs and self-care for SHS workers 

 Consumer engagement 

 Improving client outcomes. 

 Established a Reference Group; including representatives of Specialist Homelessness 

Services (Type 1, 2 and 3), community housing providers, tenancy services, Housing Tas 

representatives, and a sub-group which included consumers. The Terms of Reference 

and membership list are in Appendix One.  

 Capacity building for Shelter Tas and partners in facilitating training sessions; project 

management, inter-agency and interstate collaborations:  

 Expanded cross-sector partnerships with organisations such as Council to 

Homeless Persons – Peer Education and Support Program, Alcohol, Tobacco and 

Other Drugs Council (ATDC), Red Cross, National Shelter, Flourish, Hobart City 

Council, Tenants’ Union of Tasmania, Partners in Recovery, Leadership and 

Change Consultants, Equal Opportunity Tas, Working it Out 

 national training organisations such as Amovita and LeeJenn Health Consultants. 

 Development and maintenance of a custom-designed training page on the Shelter Tas 

website and IT platform for enrolment in training, enabling efficiencies in accessing 

information about and enrolment in training opportunities. 
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The success of the Workforce Development Project is grounded in continuous consultation with 

the homelessness and community housing workforce in Tasmania. This ongoing engagement 

draws on Shelter Tas’ long-standing relationships with member organisations, and facilitation of 

regular meetings with Specialist Homelessness Services, Community Housing providers, and the 

Shelter Tas Management Committee. Throughout the Project, Shelter Tas has established and 

maintained partnerships with recommended RTO’s and trainers. Together with evaluations from 

participants, this has enabled Shelter Tas to deliver a flexible and appropriate training program 

that matches the needs of the sector.  

 

In addition, Shelter Tas has established a Project Reference Group, designed specifically to 

secure quality assurance and governance, and to provide ongoing focussed feedback from the 

sector into the project.  

 

By establishing a Reference Group with wide sector representation, Shelter Tas:  

 ensures a responsive and agile approach to consultation,  

 builds capacity and information sharing throughout the network of services and 

providers,  

 leverages a Statewide, cost effective program by accessing resources such as meeting 

rooms from our members and partners, 

 negotiates with trainers to deliver tailored and appropriate training to SHS services, 

 educates trainers regarding the specific needs of the sector in Tasmania,  

 secures high quality trainers with relevant and specialised skills who come 

recommended by Shelter Tas members and 

 ensures that workforce development training 

complements Cert IV, Diploma and other types of  

accredited training undertaken by sector workers. 

This provides appropriate, continued professional 

development  for workers already holding relevant 

Cert IV qualifications, as well as preparing workers 

who are ready to undertake those qualifications.  
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Training has been delivered on six topics, held over 10 individual sessions, in areas identified in 

the Strategy and/or emerging from the Reference Group and ongoing sector consultation. All 

training meets the priorities of the Strategy: Priority 1 – Increasing the Skills and Competencies 

of the SHS Workforce, and Priority 2 – Increasing the Accessibility of Training and Professional 

Development to the Whole of the Sector. Two topics were delivered as single Statewide sessions, 

these were Anti-Discrimination and Gender Awareness in Launceston, and the Tasmanian 

Homelessness and Housing Workforce Symposium in Hobart.  

 

Statewide training sessions deliver on Priority 3 – Developing an Information Sharing Network, 

by building peer relationships across agencies and regions. The other sessions were repeated in 

the South and North or North-west, to facilitate Statewide access in line with Priority 2.  Shelter 

Tas’ own capacity has increased through the experience of facilitating training sessions, 

establishing systems to manage enrolments, building partnerships with training providers and 

establishing a training page on the Shelter Tas website. Lessons learned and recommendations 

are captured in the evaluations for each training session (Appendix Two). Evaluations of each 

session are then presented to and discussed with the Reference Group and Shelter Management 

Committee to inform and continue to improve the project (Priority 4 – Building a Future Training 

and Professional Development Funding Model). 

 

Topics, locations and overall participant evaluation:  

1. Crystal Methamphetamine (Ice) training (partnership with ATDC) - July 2015 

Location: Hobart and Devonport 

Provider: LeeJenn Health Consultants 

125 participants, 50 from H&H sector 

Workers from the areas of homelessness, alcohol and drugs, health, welfare, mental 

health, justice and education participated in the training  

86% of survey respondents either strongly agreed or agreed that there were 

opportunities for networking and improved collaboration.   

2. Anti-Discrimination and Gender Awareness - December 2015  

Location: Launceston (Statewide session) 

Provider: (Equal Opportunity Commissioner; Working it Out)  

  32 Participants – 23 evaluation forms returned 

  87% rated the training as good to excellent.  

3.   Culturally Responsive Community Work – December 2015  

Location: Launceston and Hobart 

Provider: Red Cross (Al Hines) 

37 participants - 32 evaluations received  

96% rated training as good-excellent. 

4. Complex Clients and Self Care: best practice for workers - February 2016  

Location: Latrobe and Hobart 
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Provider: Amovita Consulting, a Queensland-based company 

52 participants - 50 evaluations received  

96% rated training as good to excellent. 

5. Know Your Residential Tenancy Act and Amendments - April 2016  

Location: Hobart and Launceston 

Provider: Tenants’ Union Tasmania (Meredith Barton, Principal Solicitor) 

35 participants - all returned evaluation forms, and  

100% rated the training as good-excellent.  

6. Tasmanian Homelessness and Housing Workforce Symposium – June 2016  

Location: Hobart  

Providers: Council to Homeless Persons Peer Education and Support Program (PESP), a 

panel discussion (involving consumers, service providers and Housing Tas 

representative), Community Café groupwork which informed the ‘how-to’ guides for 

Consumer Engagement as a product of the symposium. Other topics included working 

with the Outcomes Framework, Reporting, and Engaging with Consumer Feedback. 

The Resources Advisory Sub-group (RASG) was formed after the Symposium to review 

and approve the ‘how-to’ guides. The RASG was made up of Reference Group 

representatives, consumers who attended the Symposium and a representative from 

Housing Tasmania.  

66 participants - 46 evaluations received  

96% rated training as good to excellent. 

 

The overall ratings were sourced from question five on evaluation forms – ‘Overall, how do you 

rate today’s training?’. This rating was collected at every training session held in 2015-16 and 

the chart shows the collated results from this question. 

7. Homelessness Week Art Project 

Shelter Tas has established partnerships with Hobart City Council and SHS services this 

year, and has begun preparations for an event/art project in Homelessness Week 2017. 
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 The evaluations show that the training has provided valuable outcomes for participants, 

increased knowledge and accessibility to relevant training for SHS workers across 

Tasmania is meeting the outcomes of the project.  

 

Recommendation 1:  

The current successful approach to sourcing, facilitating and delivering training is 

continued for the remainder of the Project.  

 

 The need for relevant training to build and maintain the capacity of homelessness sector 

workers, allow them to deliver professional and evidence-based services, and deliver 

the needed outcomes to clients and the community will continue beyond the end of this 

Project. Shelter Tas has proved that it can successfully and cost-effectively meet the 

specific training needs of the sector. By continuing an active role in workforce 

development, Shelter Tas will be able to support its members and leverage the expertise 

it has gained during this project.  

 

Recommendation 2: 

Shelter Tas explore options for an ongoing role in workforce development beyond this 

project’s timeline, in consultation with the Reference Group members,  Housing Tas and 

the wider sector.  

 

 

The project is on track to achieve its outcomes within budget.  

 

The Project has been approved for completion in 2017 and a full AGFAR will be provided in line 

with the funding agreement as the Project is finalised. 
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As of 30th June 2016, $59,825.07 of the budget has been spent. This amount also includes fees 

collected from participants of training sessions where a fee was charged. The income from fees 

has enabled Shelter Tas to expand and deliver sustainability for the Project. 

 

The Project was extended to June 2017 by DHHS, in response to the request by Shelter Tas to 

allow training to be offered over an extended period, after very positive feedback from the 

sector and a recognised need to enable ongoing sector professional development.   

 

 

Appendix 1 – Reference Group Terms of Reference and Membership 

Appendix 2 – Training session evaluations and Symposium program 

Appendix 3 – Training sessions for the second half of the project.



   



 

 

Workforce Development Strategy Reference Group 

Terms of Reference 

 

Purpose 

The purpose of the Workforce Development Strategy (WDS) is to raise the skill levels of the housing 

and homelessness sector workforce across Tasmania. The Reference Group will provide advice and 

feedback on the Strategy.   

 

Background 

Shelter Tas has 2 years’ funding for workforce development for Type 3 Specialist Homelessness 

Services. Funding is based on the development of a WDS, which included consultation with the 

sector. The main activities will be non-accredited training and a ‘mini-conference’. 

The WDS document is on the Shelter Tas website and a summarised project plan was circulated to 

members. 

  

Role 

The Reference Group will use its expertise to: 

 Provide feedback on priority areas for training 

 Share experience and recommendations on forms of training delivery and suitable training 

providers 

 Assist with promotion of training  

 Provide general input to support the outcomes of the project. 

 

Timeframe and time commitment 

The Reference Group will meet four times between June 2015 and June 2016 and meetings will be 

approximately 1½ hours. The initial meeting will be held face-to-face, and subsequent meetings may 

be held via videoconference if more convenient. There may be some consultation out-of-session, but 

this will be minimal. 

Chair - Pattie 

Secretarial support – Shelter Tas. 

The draft meeting schedule is: 

 June 2015 

 August 2015 

 November 2015 

 May 2016. 

 

Decision Making Process 

The decision making process of the Reference Group will be by consensus. If Reference Group 

members have information they wish to share, the item may be emailed to the Project Officer (Meg 

 

Appendix 1: ToR and Membership 



 

-  comm@sheltertas.org.au), who will forward it on to other members via the WDS Reference Group 

mailing list or SHS forum mailing lists as appropriate. 

 

Finances 

The Shelter Tas Executive Committee will be responsible for oversight of the WDS budget and a 

budget ‘tally’ will be presented to the Reference Group at each meeting to provide an overview of 

the budget progress. 

A 20% co-contribution for training costs will be sought from the sector. This subsidy will provide a 

heavily discounted rate for training opportunities whilst requiring a level of commitment from 

attendees. Shelter Tas will negotiate a contribution rate for workers from other organisations (e.g. 

Housing Tas) to attend training opportunities. 

 

Information Sharing Network 

SHS forums will trial a standing item for ‘workforce development’, which will formalise the 

opportunity for attendees to discuss, share and raise issues around this topic. If attendees feel that 

the information sharing network needs to be expanded in future, this will be investigated (e.g. 

website, social media forum). 

 

Membership 

Reference group members will be drawn from a range of Specialist Homelessness Services from 

across the State plus Housing Tasmania, with the aim of regional representation and service type. 

Reference Group members will include representation from: 

 Launceston City Mission 

 Karinya Young Women’s Service 

 Salvation Army 

 Youth, Family and Community Connections 

 Anglicare 

 Magnolia Place – Launceston Women’s Shelter 

 Hobart Women’s Shelter 

 Colony 47 

 Bethlehem House 

 Tenants’ Union 

 Housing Tasmania. 

 

Sub Groups 

The Reference Group has the ability to establish sub-groups and call for expert advice as required.  

In July 2016, the Resources Advisory Sub-Group was formed to provide advice on the development 

of ‘how-to’ guides. The guides resulted from the ‘Tasmanian Housing and Homelessness Workforce 

Symposium’, which was organised by Shelter Tas as part of the Workforce Development Strategy. 

The RASG contributed to the project by providing advice and input from service providers and 
consumers. 
 

Contact 

Please contact Meg Smith on comm@sheltertas.org.au or 6224 5488 for more information. 
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Shelter Tas has received funding from the Department of Health and Human Services (DHHS) for 

the development and implementation of a Workforce Development Strategy (WDS) for 

Specialist Homelessness Services (SHS), the purpose of the WDS being ‘to support SHS’s in 

developing their workforce to meet the current and future service delivery demands in a 

changing environment.’ (Workforce Development Strategy, page 9). 

 

In order to ascertain the sector’s main priorities for training, data was collected through surveys 

and interviews with Tasmanian SHS organisations. ‘Dealing with drug and alcohol issues’ was 

raised as a priority training need by the sector. As the project commenced, further sector 

consultation was conducted to prioritise the identified training needs, through informal 

interviewing and consultation with the WDS Reference Group. These consultations revealed a 

pressing need for training in crystal methamphetamine (‘ice’) use and strategies for workers to 

deal with crystal methamphetamine affected clients. 

 

To deliver this training, Shelter Tas collaborated with the Alcohol, Tobacco and other Drugs 

Council (ATDC), who had received funding from DHHS to provide crystal methamphetamine 

training and had begun preparation for delivering the training with LeeJenn Health Consultants. 

The collaboration with ATDC allowed workers from a broad range of backgrounds to attend and 

an increased attendance capacity for homelessness service workers, due to the financial and 

logistical contribution from Shelter Tas through the WDS. 

 

The one day training program was delivered in two locations; in Devonport on July 7th and in 

Hobart on July 9th 2015. Of the total 252 participants, 77 people attended the training in 

Devonport and 175 in Hobart. 50 places were allocated to homelessness sector workers; and 

from this availability 20 places were available to SHS workers in Devonport and 30 in Hobart. As 

well as these homelessness sector workers, ATDC had capacity to provide training places to 

alcohol and drug, health, welfare, mental health, police, justice and education sectors. The 

representation from a range of sectors allowed participants to network and to gain a better 

understanding of crystal methamphetamine, as well as maximising the scope of better informed 

workers who deal with crystal methamphetamine users.  

 

 This was a highly successful event, achieving priorities 1 and 2 of the WDS 

recommendations. 

1. Increasing the skills and competencies of the SHS workforce.  

In this instance, evaluation of the crystal methamphetamine training strongly 

indicated that attendees felt they had increased their skills and competencies in 

this area. Respondents rated their knowledge before and after the training and 

reported increased knowledge from 2.74 out of 5 to 4.22 (see ‘Question 1’ graph 

below). There was a similar increase in confidence in their reported ability to 

deal with crystal methamphetamine related issues at work. 
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2. Increasing the accessibility of training and professional development to the 

whole of the sector. 

Offering this training in Hobart and Devonport provided training opportunities 

to workers State-wide. This training was offered at no cost (ATDC had already 

offered this training as free when Shelter Tas established the partnership, as a 

result, the subsidy was not required from SHS attendees). This opportunity for 

free training also contributed to the improved access by (particularly smaller) 

SHS services. The collaboration with ATDC meant that Shelter Tas did not have 

to research, establish relationships and negotiate with RTOs, thus expediting 

access to the training markedly (Table 2 shows organisations/programs 

represented at the training). 

 Workers from the areas of homelessness, alcohol and drugs, health, welfare, mental 

health, justice and education participated in the training and 86% of survey respondents 

either strongly agreed or agreed that there were opportunities for networking and 

improved collaboration.   

 Table 1 outlines the content and range of attendees for the training: 

 

 

Table 1: Session outlines, target audience and attendance. 

Session description Target Audience 
# of attendees 
Devonport 

# of attendees 
Hobart 

Session 1 – 9am-12pm 
Introductory session to the topic 
of methamphetamine use: 
engagement of people that use 
methamphetamines; service 
linkages and screening/referral 
pathways; pharmacology; 
patterns of use and drug user 
profiles; and the community 
impact of use. A presentation of 
the above information was the 
main delivery style with a brief 
‘question and answer’ session at 
the end.  

Those staff in the AOD and allied 
sectors that required 
introductory and general 
knowledge. This included: new 
AOD workers, staff from allied 
health, housing and 
homelessness, welfare and law 
enforcement sectors.  
 

65  160  

Breakout 1 – 1.15pm-5pm 
Interactive skills based session: 
covered managing complex 
behaviours, strategies to assist 
users with emotion regulation, 
responding to intoxication and 
brief interventions. Participants 
were required to attend session 
one as a prerequisite.  

Generalist health workers, 
homelessness workers, allied 
health workers, welfare sector 
workers, mental health workers 
and new AOD workers.  
 

40  
(20 from SHS) 

60  
(30 from SHS) 

A second breakout session was offered only to specialist AOD workers, with an evening presentation for 
emergency service workers, psychiatrists and other frontline workers only. 
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 Informal feedback indicated that the first session (attended by all participants) was 

highly valued by attendees. Feedback from the first breakout session (for homelessness 

sector workers and non-AOD specialists) indicated that a proportion of attendees felt 

the information aimed a little low or generalist for their learning needs.  Nevertheless, 

many of these participants noted that for workers with less experience or who were 

new to the sector, this level of training would have been valuable. Indeed, this was 

reflected by other people at the first breakout session who were less experienced 

homelessness workers.  

 

 

1. As noted above, it is difficult to accommodate all skill levels into a relatively short 

training session. The Project Officer will consult with the WDS Reference Group to 

address this issue of accommodating differences in skill level and training needs within 

each training opportunity in order to rectify this for future training opportunities. 

 There still appears to be significant demand for crystal methamphetamine training, 

which was confirmed by the WDS Reference Group and evidenced by the considerable 

amount of interest in this training (and large number of people who were not able to 

attend due to limited places). The Project Officer will consult further with ATDC to 

establish if they believe further training is warranted by sufficient interest from their 

members. 

 There was a period of approximately one week between the training day and the 

evaluation forms being sent out, which may have negatively affected the return rate of 

the evaluations. In this instance, Shelter Tas was not responsible for distributing the 

evaluation forms, but in future will either allow time at the conclusion of the training 

session for participants to complete them or send the evaluations electronically on the 

morning following the training session. It is hoped this approach will result in an 

increased return rate on the evaluation forms.  

 Feedback and evident confusion around the EOI process demonstrated a need to adjust 

implementation process for future training.  
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 Using Eventbrite to establish interest and then again to capture formal 

registrations was not effective management of this process. Future calls for EOI 

should be done via email, and Eventbrite will be used for registrations only (or 

this process may be outsourced).  

 A more efficient method to organise the priority placement for Type 3 workers 

would allow more time to spend on other planning for training. However, it is 

likely that there is no better solution other than the current method of directly 

contacting workers who need to clarify if they are Type 3 or not, and is a 

necessary function to ensure Type 3 workers are given priority placement. 

Nevertheless, alternative approaches will be investigated in preparation for 

future training registrations.

Evaluation occurred one week after the training. A link to Survey Monkey was sent to all 

participants who attended on the day, and was open for two weeks (a reminder email was sent 

after the first week). Shelter Tas provided the following questions which were included in the 

overall evaluation form (which included questions specific to ATDC members and attendees 

from other sectors). The same 5 evaluation questions will be used on all feedback forms for the 

WDS project (questions 1, 2 and 3 will be rated on a scale of 1-5). 

1. Rate your knowledge about [ice] before and after training session 1 (2 parts) 

2. Rate your ability to deal with [ice] related issues at work before and after 

breakout session 1 (2 parts) 

3. Overall, how do you rate this training? 

4. Do you have any comments about this training session? 

5. Please note any suggestions you may have for future training topics. 

 

A total of 88 responses were received from the 252 attendees – approximately a 35% return 

rate. 23 of the respondents identified as from the homelessness sector – which is almost half of 

attendees from the sector. From these 23 respondents, 1/3 attended the Devonport training 

and the remaining 2/3 attended in Hobart.  

Respondents rated their knowledge before and after the training as increasing from 2.74 out of 

5 (medium) to 4.22 (good). Similar increase in confidence in ability to deal with ice related issues 

at work. 

 

Question 1: Rate your knowledge about  

ice before and after the training session. 
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Over half of the homelessness sector participants rated training as excellent overall (52%), 39% 
rated it as good and the remaining 9% scored neutral. 
 

 
 

Of the responses received, 87% noted that expectations of the training were met. Some 

participants indicated that they would have liked to learn more about concrete intervention 

techniques and some indicated more training is needed as many people missed out on a place at 

this session. Some comments from attendees are listed below: 

 

Question 4: Do you have any comments about this training session? 

 ‘I really appreciate this opportunity, and the commitment of the organisers in bringing 

this to Tasmania – particularly at no cost to services’. 

 ‘Breakout one felt like a repeat of the morning session. I would have liked to learn ways 

to respond to people who are under the influence of crystal methamphetamine. I feel 

the approach people leant in breakout two would have been beneficial for people in my 

organisation. Although we are not specialist in this area, we do respond to a significant 

amount of people under the influence of crystal meth, and tools for responding to 

people under the influence and experiencing a crisis, would have been beneficial’. 

 

 

 

Question 2: Rate your ability to deal with 
[ice] related issues at work before and after 
breakout session 1. 

Question 3: Overall, how do you rate 

this training? 
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Question 5: Please note any suggestions you may have for future training topics. 

 ‘Was good to get some more information. Bit concerned that it was generalistic to all 

difficult clients’. 

 ‘It would be great if the training was offered again as many people missed out and they 

need this training to better support clients’. 

 

Table 2: Organisations/programs represented via geographical region. 

North West North  South  

Anglicare - Housing Connect  
Centacare  
Circular Head Aboriginal 
Corporation  
City Mission- Serenity House  
Community Training Australia  
Department of Justice – Court 
Mandated Diversion Program 
(CMD)  
Department of Health and 
Human Services (DHHS) – Alcohol 
and Drug Service (ADS), Housing  
Housing Choices Tasmania  
Mission Australia  
Rural Health Tasmania  
Salvation Army  
Tasmanian Aboriginal Centre  
Warrawee  
West Coast Crisis 
Accommodation Service  
Wyndarra  
Youth, Family and Community 
Connections  

Anglicare  
Ashley Youth Detention centre  
Brooks High School  
Centacare  
City Mission – Missiondale  
DHHS – ADS  
Drug Education Network  
Karinya  
Launceston City Mission  
Magnolia Place Launceston 
Women’s Shelter  
Rural Alive and Well  
Salvation Army  

Advocacy Tasmania  
Anglicare  
Annie Kenney  
Bethlehem House  
Bridgewater Community Centre  
Colony 47  
Common Ground  
Department of Education  
Department of Justice – 
Tasmania Prison Service, CMD  
DHHS – ADS, Royal Hobart 
Hospital, Department of 
Psychiatry, THO, Mental Health, 
Crisis Assessment Team, Forensic 
Mental Health  
Drug Education Network  
Hobart City Mission  
Hobart Women’s Shelter  
Holyoake  
Housing Connect  
Huon Domestic Violence Service  
Incolink  
Jireh House  
Mission Australia  
Pathways Tasmania  
Pulse Youth Health Centre  
Relationships Australia  
Rose Bay High School  
Salvation Army  
Support, Help & Empowerment  
TAFE Tasmania  
Tasmania Police  
Tasmanian Aboriginal Centre  
The Link Youth Health Service  
Tasmanian Users Health and 
Support League  
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Shelter Tas has received funding from the Department of Health and Human Services (DHHS) for 

the development and implementation of a Workforce Development Strategy (WDS) for 

Specialist Homelessness Services (SHS), the purpose of the WDS being ‘to support SHS’s in 

developing their workforce to meet the current and future service delivery demands in a 

changing environment.’ (Workforce Development Strategy, page 9). 

 

In order to ascertain the sector’s main priorities for training, data was collected through surveys 

and interviews with Tasmanian SHS organisations. The need for this training was identified by 

several services who highlighted an issue they face around transgender clients presenting at 

emergency accommodation and the best way to address their needs and safety. The Workforce 

Development Reference Group suggested including some general training around anti-

discrimination in order to broaden the topic for attendees. 

   

The training was held on 1st December in at the Hotel Grand Chancellor in Launceston. Equal 

Opportunity Tas (formerly Anti-Discrimination Commission) presented the first session (1 hour), 

providing a general overview and responsibilities under discrimination law and Working it Out 

delivered more interactive training (2 hours) aimed to raise awareness around gender identity.  

 

 

This event achieved priorities 1 and 2 of the WDS recommendations. 

1. Increasing the skills and competencies of the SHS workforce.  

Attendees reported an improvement in their ability to deal with gender and 

discrimination issues. 

  

2. Increasing the accessibility of training and professional development to the whole 

of the sector. 

Training was provided in the north of the State, and attendees came from all regions, 

which provided training opportunities to workers State-wide. This training was 

offered at no cost.  

 

Almost all attendees commented that they enjoyed the first session presented by Equal 

Opportunity Tas, including clarification that no overarching policy around gender issues is the 

best practice and to seek advice on individual cases. Comments indicate that some participants 

felt the second session by Working it Out was pitched at a lower skill level than many attendees 

required, the presentation appeared to be developed for school-age participants, not skilled 

professionals (although Working it Out had been made aware of the backgrounds of attendees 

before the training). Working it Out seemed a little under-prepared and following a routine 

presentation without taking into account the specific needs of the homelessness sector. 

Of the total 32 participants, 23 evaluation forms were received. 20 respondents rated 
the training as good – excellent, which is approximately 87%. 
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Reference Group members had developed a list of specific questions relevant to the training and 

forwarded to Working it Out prior to the day, although these questions were not utilised by the 

trainers. As a result, the opportunity to address the questions and concerns of sector 

participants was not taken up and some attendees felt that the training was not relevant to 

them. Despite this, the training was still deemed valuable by workers with less experience in the 

homelessness sector.  

 

Evaluation questions were rated on a scale of 1 – 5. 
1. Rate your knowledge about discrimination/gender issues before the training session 

2. Rate your knowledge about discrimination/gender issues after the training session 

3. Rate your ability to deal with discrimination/gender issues at work before the training 

4. Rate your ability to deal with discrimination/gender issues at  work after the training 

5. Overall, how do you rate both the sessions at today’s training? 

6. Do you have any comments about this training session? 

7. Please note any suggestions you may have for future training topics. 
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Question 1 & 2: Rate your knowledge about discrimination/gender issues before and after the 

training. The graph shows that all of the people who rated their knowledge as neutral before 

the training felt their knowledge improved to a rating of good or excellent. The number of 

people rating their knowledge as excellent increased from 2 to 8 after the training. 

 

 
Question 3 & 4: Rate your ability to deal with discrimination/gender issues at work before and 

after the training. This graph shows a similar pattern to the results of question 1 and 2 above. 

People rating their ability to deal with discrimination/gender issues at work improved their 

rating to good or excellent after training. A slightly larger increase of people rating their 

knowledge as excellent before (1) and after (9) training is displayed here. 

 

Question 6: Comments from evaluation forms included: 

 ‘well presented and kept everyone’s interest’ 

 ‘(Second session was) very low level’ 

 ‘I know now there is more info to better assist in these areas’ 

 ‘I liked the exercises and questioning the way we think’ 

 Discrimination 9/10, Working it Out 2/10’ 

 ‘All very good’ 

 ‘great content, excellent presenters’ 

 ‘It was ok. The second session was a bit patronising’. 

 

Organisations/programs represented at training. 

   6 Anglicare  
   1 Annie Kenney 
   1 Bethlehem House 
   3 CatholicCare 
   2 Hobart Women’s Shelter 
   2 Jireh House 
   1 Karinya 

2 Launceston City Mission 
2 Magnolia Place – Launceston Women’s Shelter 
2 Salvation Army 
3 Shelter Tas 
2 Warrawee 
3 Youth, Family and Community Connections 
2 Youth Futures 
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Actions for implementation by Shelter Tas: 
1. When more than one group provides training at the same event, we need a separate 

evaluation for each trainer, to enable attendees to provide individual feedback. As in 

this case, when the two sessions were rated very differently by attendees, separate 

evaluations would be useful for reporting. 

2. Need to ensure that trainers are aware of the skill level of attendees, so they can tailor 

the content appropriately. This may help to avoid mismatched training in future. 

Although the audience is always explained to trainers, stressing that attendees are 

skilled professionals and service managers may help avoid mismatched content in 

future. 

3. Shelter Tas will attempt to resolve the questions which were provided to Working it Out 

before the training and were not addressed on the day. These questions were the basis 

for holding this training specifically, and so it is important to have them answered 

adequately. Shelter Tas will seek an alternative contact to provide feedback on the list 

which was developed by the Reference Group in response to concerns of the sector.   

 

Broader Considerations: 
4. Requesting feedback for ‘future development’ promoted more constructive feedback on 

training sessions. As a result, a short follow-up on gender awareness will be held at an 

upcoming SHS forum to address the unanswered questions from the training with 

Working it Out.  

5. There were some challenges with this venue and catering and it will not be used again. 

An event checklist has now been developed to help promote improved efficiency around 

event planning.  
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Shelter Tas has received funding from the Department of Health and Human Services (DHHS) for 

the development and implementation of a Workforce Development Strategy (WDS) for 

Specialist Homelessness Services (SHS), the purpose of the WDS being ‘to support SHS’s in 

developing their workforce to meet the current and future service delivery demands in a 

changing environment.’ (Workforce Development Strategy, page 9). 

 

In order to ascertain the sector’s main priorities for training, data was collected through surveys 

and interviews with Tasmanian SHS organisations. Consultations revealed a need for training 

regarding the needs of people from refugee backgrounds, and the need was sharpened by the 

emerging refugee crisis in Syria, resulting in the significant number of people from refugee 

backgrounds coming to Tasmania. 

 

The training was held on 8th December at Launceston City Mission and 10th December at the 

Shelter Tas office in Hobart. It was presented by Al Hines from Red Cross, an expert with many 

years’ experience working with and for people from refugee backgrounds. The training aimed to 

improve understanding of the cultural context and service needs of people from a refugee 

background. 

 

Of the total 37 participants, 23 people attended the training in Launceston and 14 in Hobart, 

with 32 evaluation forms returned. 

 

 

This was a highly successful event, achieving priorities 1 and 2 of the Workforce Development 

Strategy recommendations. 

1. Increasing the skills and competencies of the SHS workforce.  

Attendees reported improvement in ability to deal with people from refugee 

backgrounds and knowledge about this group and their challenges. 

  

2. Increasing the accessibility of training and professional development to the whole 

of the sector. 

Training was provided in the north and south of the State, which provided training 

opportunities to workers State-wide. This training was offered at no cost.  

 

Informal feedback indicated that the session was highly valued by attendees. Written comments 

for this training were universally positive, with a number of people acknowledging that although 

the information was not new to them, Al’s delivery and personal stories made it interesting and 

engaging. It was evident that Al understood the sector and workers’ needs and how to engage 

the audience, and this was reflected in the evaluations.   

Of the total 37 participants, 32 evaluation forms were received. 30 respondents rated 
the training as good – excellent, which is equivalent to approximately 94%. 
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Evaluation questions were rated on a scale of 1 – 5. 
1. Rate your knowledge about the needs of people from refugee backgrounds before 

the training session 

2. Rate your knowledge about the needs of people from refugee backgrounds after 

the training session 

3. Rate your ability to deal with the needs of people from refugee backgrounds at 

work before the training 

4. Rate your ability to deal with the needs of people from refugee backgrounds at  

work after the training 

5. Overall, how do you rate today’s training? 

6. Do you have any comments about this training session? 

7. Please note any suggestions you may have for future training topics. 

 

 
Question 1 & 2: Rate your knowledge about the needs of people from refugee backgrounds 

before and after the training. This graph shows that all ratings of very bad or poor moved up to 

a rating of neutral and above. Participants who rated their knowledge as excellent went from 0 
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before the training to 6 afterwards and knowledge rated as good increased from 11 to 17 after 

training. 

 

 
Question 3 & 4: Rate your ability to deal with the needs of people from refugee backgrounds 

at work before and after the training. Once again, all ratings of very bad or poor improved to 

neutral or above after training. No participants rated their ability to deal with the needs of 

people from a refugee background as excellent before the training, but 5 people felt their ability 

had improved to an excellent standard afterwards. People rating their ability as good improved 

from 12 to 25 after training. 

 
Question 6: Comments from evaluation forms included: 

 ‘Great session. Could have listened for hours’ 

 Stimulating, informative, useful, professionally enlightening and personally it added to 

my current knowledge’ 

 Great conversation. A lot of information I knew, but this is a wonderful refresher!’ 

 ‘Enjoyed the informed storytelling and scenarios’ 

 ‘As always, Al delivers training with such enthusiasm, knowledge and humour. Always a 

pleasure. Thank you!’ 

 ‘Appreciated the straightforward manner of Al and her openness to ask questions and 

involve the group’ 

 ‘Al is a fascinating speaker who has a wonderful knowledge of her area’. 
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Organisations/programs represented via geographical region. 

North  South  

7 Anglicare  
4 CatholicCare - CHATS 
3 Karinya 
3 Launceston City Mission 
4 Magnolia Place - Launceston Women’s Shelter   
1 Shelter Tas 
1 Yemaya 

5 Anglicare 
1 Bethlehem House 
3 Colony 47 
2 Jireh House 
2 SHE 
1 Shelter Tas 

Actions for implementation by Shelter Tas: 
1. On-the-spot feedback forms worked well and will be used again.  

2. Feedback regarding the trainers and organisational learnings will be reported on 

separately. This will provide the opportunity to reflect on the work that Shelter Tas 

undertakes in organising training for SHS workers separately from other aspects which 

are often out of our control (such as performance of trainers, satisfactory venue and 

catering etc.) but which are still important to the experience of attendees. 

3. Our experience with Al reinforced the value of having the ‘right’ person deliver the 

training and the difference this makes to participants, in future we will aim to seek out 

trainers recommended by the sector. 

4. Some participants asked that the training could have been longer. This would need to be 

balanced against the availability of participants and the nature of content when 

considering length of training in future. 

 

Broader Considerations: 
5. Free venues and no cost for the trainer meant that the training was very cost effective. 

However, it is important to factor in the increased staff hours in planning and 

researching, as the time organising this type of training should be considered against the 

cost of a venue or RTO which provides the event organisation as part of their fee. 
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Shelter Tas has received funding from the Department of Health and Human Services (DHHS) for 

the development and implementation of a Workforce Development Strategy (WDS) for 

Specialist Homelessness Services (SHS), the purpose of the WDS being ‘to support SHS’s in 

developing their workforce to meet the current and future service delivery demands in a 

changing environment.’ (Workforce Development Strategy, page 9). 

 

In order to ascertain the sector’s main priorities for training, data was collected through surveys 

and interviews with Tasmanian SHS organisations. The results of these consultations and later 

feedback from the WDS Reference Group raised the issue of self-care for workers when dealing 

with clients with complex needs who may be dealing with trauma. Providing self-care strategies 

to allow workers to effectively deal with challenging circumstances and situations at work was 

considered an important way to address concerns about employee wellbeing within the sector. 

  

The training was held on 26th February at The Cherry Shed in Latrobe and the 29th February at 

the CatholicCare training rooms in New Town. ‘Complex Clients and Self Care’ was delivered by 

Amovita Consulting, a Queensland-based company. On advice from the Reference group, 

Shelter Tas requested a specific trainer, which made a great difference to the success of the 

training. Tracey Harris is the Executive Director of Amovita, and has worked in the human 

services industry for many years and specialises in leadership and performance, amongst other 

things. Tracey was able to provide expertise and local knowledge, and provide flexibility in the 

course structure to accommodate the people attending. At the request of Shelter Tas (upon 

advice from the Reference Group) Amovita changed the name of the training and altered 

elements of the course to best meet the needs of Tasmanian homelessness sector workers. 

 

Of the total 52 participants, 23 people attended the training in Latrobe and 27 in Hobart, with 

50 evaluation forms returned. 

 

 

This was a highly successful event, and met priorities 1 and 2 of the Workforce Development 

Strategy recommendations. 

1. Increasing the skills and competencies of the SHS workforce.  

Attendees reported improvement in their ability to deal with the needs of complex 

clients and knowledge about effective responses to trauma and other life 

complexities after attending the training. 

  

2. Increasing the accessibility of training and professional development to the whole 

of the sector. 

Of the total 52 participants, 50 evaluation forms were received. 49 respondents rated 
the training as good – excellent, which is equivalent to 98%. 
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Training was provided in Hobart and Latrobe, which provided training opportunities 

to workers State-wide. This training was offered at a subsidised rate of 80%, costing 

services $60 per person rather than the full cost of over $250.00, thus increasing 

accessibility to more workers from a variety of services.   

 

Informal feedback indicated that the session was very successful and provided valuable 

information to attendees. Written comments showed that participants were engaged during the 

training and gained valuable skills to improve their self-care at work. Many comments praised 

Tracey’s delivery of the session and the personal stories she shared, as well as the useful and 

practical information in the manual provided and during the session.  

A common request was that the training could have been offered as the full 3-day course, to 

allow more time to explore the topics and issues; but unfortunately it was not practical to offer 

training for more than one day (see Recommendations). 

 

 

Evaluation questions were rated on a scale of 1 – 5. 
1. Rate your knowledge of effective responses to clients responding to trauma and 

other life complexities before the training session 

2. Rate your knowledge of effective responses to clients responding to trauma and 

other life complexities after the training session 

3. Rate your ability to deal with the needs of complex clients at work before the 

training 

4. Rate your ability to deal with the needs of complex clients at  work after the 

training 

5. Overall, how do you rate today’s training? 

6. Do you have any comments about this training session? 

7. Please note any suggestions you may have for future training topics. 
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Question 1 & 2: Rate your knowledge of effective responses to clients responding to trauma 

and other life complexities before and after the training session. This graph shows that all 

ratings of poor moved up to neutral and above after the training. Those people who rated their 

knowledge as neutral decreased from 20 to 2 and ratings of excellent increased from 2 to 16 

after the training, indicating attendees felt their knowledge of trauma, complex needs and self-

care increased as a result of the training.  

 

 
Question 3 & 4: Rate your ability to deal with the needs of complex clients at work before and 

after the training. Once again, all ratings of poor improved to neutral or above after training. 

Ratings of neutral decreased from 24 to 5 after the training and ratings of excellent increased 

from 3 to 15. This shows a similar pattern of improvement in participants’ ability to deal with 

complex clients after the training as in the knowledge ratings above. 

 
Question 6: Comments from evaluation forms included: 

 ‘Every worker AND manager should do this training - preferably over 3 days. Tracey you 

are awesome, interesting and fun! Thank you. I will be working on my self-care 

strategy!’ 

 ‘Excellent and engaging trainer. Considering self-care in a new and positive way’. 
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 ‘High level, relevant material. Will be making some changes to workplace methods. Very 

well presented and a useful resource to take away’. 

 ‘Tracey was fantastic, very engaging, would attend training with her again for sure’. 

 ‘Lots of useful information and tools to bring back to the workplace. Excellent presenter, 

casual, fun, relevant. Thank you’. 

 ‘Tracey was very easy to listen to. Good to hear about how she dealt with clients and 

how life is changing so fast. Would have liked to do the rest of the course’ (3 days). 

 

 

Organisations/programs represented via geographical region. 

North/North West  South  

2 Anglicare  
4 CatholicCare - CHATS 
3 Karinya 
4 Launceston City Mission 
6 Magnolia Place - Launceston Women’s 
Shelter   
2 Warrawee 
1 Youth, Family and Community Connections 
1 Housing Choices 

6 Anglicare 
6 Colony 47 
5 Colony 47 - Mara House 
4 Jireh House 
3 CatholicCare - CHATS 
3 Bethlehem House 
2 Salvation Army 
 

Actions for implementation by Shelter Tas: 
1. Eventbrite registrations were set up to accept registrations and payments for each 

person attending training sessions. Many organisations reported it would be more 

efficient if they could register more than one person in one transaction. Shelter Tas had 

introduced the ‘one registration each’ policy to avoid over-registration by some 

organisations while others missed out. Subsequently, an initial quota of three places per 

service, with a second round of offers if places still available closer to the training date 

was introduced.  

2. Shelter Tas recognised the importance of gaining consent to use images of people 

participating in training on public documents. Amovita provided a register for people to 

‘opt-in’ to have their photo used. As there was no way of identifying who had provided 

consent after they had signed the form, this system limited options for Shelter Tas to 

collect images of the training. For future training, notices will be placed around the 

room (and attendees will be notified verbally) asking participants to alert those people 

taking photos that they do not wish to be included.  

3. Amovita provided some useful resources for preparing for training events. Shelter Tas 

has been given permission to use these resources for future training, so these 

documents will be adapted for Shelter Tas’ use.  

4. Considering the very positive feedback on the training provided by Amovita, Shelter Tas 

will investigate inviting Tracey Harris back to Tasmania to deliver Motivational 

Interviewing training later in the year. 
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Broader Considerations: 
5. Many of the written comments indicated that the training could have been longer (the 

course is intended to be held over 3 days, but Amovita runs this one-day ‘summary’ 

course regularly). The majority of attendees commented on this because they enjoyed 

the one-day training and would have liked more information and time to discuss the 

content further. Ideally, Shelter Tas would have offered this training over multiple days, 

but realistically this would have prevented many people from being able to attend, as 

organisations commented that they would not be able to have staff away from work for 

more than one day. For this reason, training over multiple days would rarely be a 

possibility. Shelter Tas will consider how much a course can be truncated without 

reducing its effectiveness or enjoyment for participants in future training preparations. 

6. This has been an administratively intensive project thus far, particularly in reminding 

people to register and prompting people on registration instructions. A longer 

registration period would not necessarily resolve this, but allowing time for the Project 

Officer to contact services directly to remind them of deadlines is helpful. 
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Shelter Tas has received funding from the Department of Health and Human Services (DHHS) for 

the development and implementation of a Workforce Development Strategy (WDS) for 

Specialist Homelessness Services (SHS), the purpose of the WDS being ‘to support SHS’s in 

developing their workforce to meet the current and future service delivery demands in a 

changing environment.’ (Workforce Development Strategy, page 9). 

 

In order to ascertain the sector’s main priorities for training, data was collected through surveys 

and interviews with Tasmanian SHS organisations. Further consultation with the Project’s 

Reference Group revealed a need for training to refresh knowledge and gain new skills around 

the Residential Tenancy Act (RTA)and its recent amendments.  

 

The training was held on 12th April at the Shelter Tas office in Hobart and on the 19th April at the 
Anglicare training rooms in Launceston. It was presented by Meredith Barton, who is the 
Principal Solicitor with the Tenants’ Union of Tasmania, and has extensive experience in this 
area. The training aimed to improve understanding of the functions and context of the RTA and 
recent changes to the Act. Of the total 35 participants, 17 people attended the training in 
Hobart and 18 in Launceston, with 35 evaluation forms returned. 
 

 

 

 
This event was evaluated by participants as being highly beneficial, and achieved priorities 1 and 

2 of the Workforce Development Strategy recommendations. 

1. Increasing the skills and competencies of the SHS workforce.  

Attendees reported improvement in knowledge of the RTA an increased ability to 

deal with issues at work arising from the Act or recent amendments. 

A total of 35 evaluation forms were returned, which was a response from every 
attendee. 16 respondents rated the training as good (46%) and 19 people rated it as 

excellent (54%), a 100% good – excellent rating overall. 
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2. Increasing the accessibility of training and professional development to the whole 

of the sector. 

Training was provided in the north and south of the State, which provided training 

opportunities to workers State-wide. This training was offered at no cost.  
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Question 1 & 2: Rate your knowledge of the RTA and amendments before and after the 

training. This graph shows that all ratings of very bad or poor moved up to a rating of neutral 

and above after training. Participants who rated their knowledge as excellent went from 2 

before the training to 15 afterwards. 

 

Question 3 & 4: Rate your ability to deal with issues relating to the RTA at work before and 

after the training. All ratings of poor improved to neutral or above after training. Only 1 

participant rated their ability to deal with RTA-related issues at work as excellent before the 

training, but 10 people felt their ability had improved to an excellent standard afterwards. 

People rating their ability as good doubled after training. 
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 “Interesting and very informative - well presented. Explained amendments well”.  

 "Very informative. Excellent presenter - very knowledgeable. Learned more than I 

expected to”. 

 “Excellent, clear and relevant. Ability to ask questions through presentation a big 

positive”.   

 “The training was specific to my needs - very well presented and run”. 

 “Great knowledge. Accessible presentation. Well prepared”. 

 “Would be great to have a refresher. Highly relevant to my role. Please run it again for 

all workers in our sector. Thanks for an interesting day”. 

 “Really informative training that not only covered the legislation and its application to 

the private rental market but also the social/community housing properties”. 

 

Organisations/programs represented via geographical region. 

North  South  

11 Anglicare  
1 Karinya 
3 Launceston City Mission 
2 Magnolia Place - Launceston Women’s Shelter   
1 Youth, Family and Community Connections 

4 Anglicare 
1 Bethlehem House 
4 Colony 47 
3 CatholicCare 
2 Hobart Women’s Shelter 
3 Salvation Army 

1. A number of written comments suggest that participants would have preferred a longer 

session to allow more time for further questions and in-depth discussion, and some 

requests for follow-up training as a refresher were made. As there was significant interest 

in the training in both the North and South of the State, Shelter Tas may explore the 

possibility of offering it again (but with no plans to extend the duration at this stage).  

2. Attendees at the first session in Hobart requested that copies of the Powerpoint slides be 

provided as a handout for attendees to make notes on throughout the training – “I think it 

would have been useful to have the slides printed out as a handout so we could write on 

them as we went through the content”. As a follow-up, these were emailed out to people 

afterwards and were provided for the Launceston training, as per the suggestion. In 

addition, resources from Consumer Affairs and Fair Trading (Timeline for Implementation of 

RTA Minimum Standards and Order for Repairs documents) were distributed also. 

3. This short and targeted training session was well received by those who attended and 

Shelter Tas and the Tenants’ Union were provided with a number of issues to follow-up. 

Feedback from attendees indicated that they appreciated receiving related resources and 

the opportunity to freely ask questions of Meredith throughout the training. Shelter Tas will 

consider offering the RTA training in future after consultations with the WDS reference 

group and feedback from the sector on the need to follow this up. 
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This symposium is funded as part of the Workforce Development Strategy through DHHS.

Housing and Homelessness Peak
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Shelter Tas has received funding from the 
Department of Health and Human Services (DHHS) 
for the development and implementation of a 
Workforce Development Strategy (WDS) for the 
Specialist Homelessness Services (SHS) Sector.   
The purpose of the WDS is to support SHS’s in 
developing their workforce to meet current and 
future service delivery demands.

 Through consultation with the housing and 
homelessness sector, the importance of developing 
effective consumer engagement mechanisms was 
raised as a priority for training. Results from these 
consultations found SHS providers supported 
building the capacity of the workforce to engage 
meaningfully with people who have lived experience 
of homelessness.

Services requested practical mechanisms to improve 
their capacity to engage with clients, consumers 
and tenants that would lead to better outcomes. 
This included targeted training, information and the 
development of a culture which encourages mutual 
participation. Effective consumer engagement 
requires building the capacity of both consumers 
and providers through training and support; 
flexibility to work in a way that best suits different 
environments; a focus on quality of engagement; 
and crucially, to be treated with respect.

The State Government’s recent introduction of 
Outcomes Framework Reporting for both housing 
and homelessness services, with requirements for 
measuring client satisfaction, has provided another 
incentive to ensure this subject is firmly embedded 
in service operation and evaluation.

With this in mind, today’s Tasmanian Homelessness 
and Housing Workforce Symposium is focussed on 
how workers can develop knowledge and skills to 
improve capacity to meet reporting requirements 
under the Outcomes Framework as they work  
with clients. 

The results of discussion at the Symposium will 
inform a set of best-practice guides on achieving 
and measuring engagement for people accessing 
homelessness services, which will be made available 
to sector organisations.  

The development of these ‘how-to’ guides will be 
reviewed by the Workforce Development Reference 
Group and consumer representatives. A follow-up 
meeting will be held in 2017 to evaluate the guides 
and discuss services’ progress in this area.

Today’s Tasmanian Homelessness and Housing 
Workforce Symposium is funded by DHHS and 
supported by Partners in Recovery and Flourish Tas.

Introduction
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Agenda

 
8.45 REGISTRATIONS OPEN 

9.00 Introduction 

9.05 Welcome to Country 

9.15 Opening of Symposium 

9.25 Further information, housekeeping, introduce PESP 

9.30 PESP PRESENTATION 
  Peer Education Support Program, through Council to Homeless 

Persons (Victoria). Client focussed presentation drawing on the 
lived experience of homelessness and reflecting on outcomes from 
experiences with services and support agencies. Attendees will gain 
knowledge on approaches to produce  the best outcomes for clients.

10.30 MORNING TEA

10.50 H.E.L.P. FILM SCREENING 
  The winning film from the H.E.L.P. (Homelessness; Every Life  

is Precious) 2015 film festival for school students. Devonport High 
School won the competition, on the theme “Who is Homeless?”

11.00 PANEL AND DISCUSSION
  ‘Fitting it together’ – Reflection on outcomes reporting from the sector 

and discussion of client experiences and service improvements. 

12.30 LUNCH

1.15 QUESTIONS AND GROUP DISCUSSION
  ‘Community Café’ group work – the key questions discussed in this 

session will inform development of ‘how-to’ guides for services.

2.30 AFTERNOON TEA

2.50 WRAP UP
 Summing up and preliminary analysis of results from group work. 

3.30 END & COMPLETE EVALUATION FORMS

THURSDAY 23RD JUNE 2016
Salamanca Inn, Hobart

Adrian Pisarski

Aunty Brenda Hodge 

Hon. Jacquie Petrusma MP

Adrian Pisarski

Cassandra Bawden
Jason Russell 
Jacqui Gibson

Confirmed panellists:
•  Robert Kreshl - Tenant
•  Andy Witt - CatholicCare
•  Kerry Nyhuis - Salvation Army
•  Anna Balmforth - Housing Tas
•   Zac Lockhart - Homelessness 

Advocate and Young Tasmanian 
of the Year 2016

•  Jason Russell - PESP
•  Jacqui Gibson - PESP

Michelle Swallow will  facilitate  
this session.

Michelle Swallow to sum up 
the ‘Community Café’ & discuss 
development of ‘how-to’ guides.  
Adrian Pisarski will wrap-up the 
Symposium at 3.20pm.
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Biographies

Michelle Swallow - Michelle is a highly experienced facilitator, coach and change manager, 
and is currently Director of Leadership and Change Consultants Pty Ltd. Michelle has an energetic and 
engaging style.  She has built her consulting work on her ability to work with a diverse group of people, 
concepts, communities and organisations, encouraging individuals and organisations to realise their 
potential. She has a Bachelor of Social Work, is a Fellow of the Australian Institute of Company Directors, 
studied at the London Business School in Negotiating and Influencing 2010 and is a graduate of the 
Tasmanian Leaders Program 2007. Michelle’s background is in leadership, governance, advocacy and 
policy across health, housing, community and capacity building in community, government and 
private sectors. She is influenced by a strong commitment to social justice and making a difference.

Jacquie Petrusma - Minister for Human Services, was first elected to the Tasmanian 
Parliament in 2010. From personal experience growing up in a single parent household, being a 
single mum of one herself, as well as from studying an education degree, she is very interested in 
policies that will strengthen and support families, sole parents and education.

Minister Petrusma has also worked in health related areas and has extensive experience in health, 
ageing and aged care. She has completed a business degree, worked as a National Sales Manager in 
a global medical company, and has owned her own business.

Cassandra Bawden - Recruited to the original Peer Education and Support Program 
(PESP) in 2005, PESP Project Worker in 2009 and PESP Team Leader in 2012, Cassandra has worked 
to improve opportunities for consumers to participate in homelessness policy, service planning 
and development and community education. Cassandra provides PESP members with training and 
support to advocate for improvements in the response to homelessness. 
Other roles Cassandra holds include:
North  and  West  Consumer  Feedback  Working  Group  Melbourne  Metropolitan  Rooming  House 
Group CBD Network and Planning, Group Social  Justice Rights  in Action Group Victorian Electoral 
Commission Homelessness Advisory Group Homelessness Advisory Group.

Jacqui Gibson - a highly educated professional in the medical field, Jacqui’s life changed when 
she was involved in a car accident. Family violence followed this accident and Jacqui became homeless 
in order to escape the violence. While experiencing homelessness, Jacqui completed her PhD.
Jacqui is now a graduate of the Peer Education and Support Program (PESP). In this role, she delivers 
presentations about her experience, provides input into policy, delivers training to services and sits 
on a number of ongoing groups, including: The Melbourne Metropolitan Rooming House group, 
The Melbourne Service Co-ordination steering group, The Southern Melbourne Services Connect 
partnership group, and the Integrated Access steering group.

Jason Russell - A decorated firefighter and valued member of his family and community, 
Jason’s struggle with mental health led him to self-medication with drugs. This addiction threw Jason 
into 10 years of homelessness. A quick decision to come to Melbourne resulted in connection to 
homelessness services and a pathway out of homelessness. Through Street to Home, Jason now has a 
permanent, safe and affordable home. Jason joined the Peer Education and Support Program in 2016.
Achievements to date include: Conducting peer consumer surveys for a research project into the value 
of drop-in centres,   ongoing member of the CBD Homelessness Network, conducting peer surveys 
with consumers of SVDP soup vans, Homelessness Advisor for the City of Melbourne Streetcount 
2016. Jason has also been a volunteer worker at St Mark’s for the last 3 years.

Adrian Pisarski - has been  the  Executive Officer of National  Shelter  for  the past  2  years 
following his 9 years as Chairperson. Adrian has a 35 year history working with peak bodies in 
Tasmania, Victoria, NSW and Queensland in youth policy, homelessness and housing affordability. He 
was a deputy President of ACOSS for 5 years and a member of the Affordable Housing Summit Group. 

He is passionate about good policy, arts and the Melbourne Football Club and a lover of Tasmania 
since he lived in Hobart in the early 80s.
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Shelter Tas has received funding from the Department of Health and Human Services (DHHS) for 

the development and implementation of a Workforce Development Strategy (WDS) for 

Specialist Homelessness Services (SHS), the purpose of the WDS being ‘to support SHS’s in 

developing their workforce to meet the current and future service delivery demands in a 

changing environment.’ (Workforce Development Strategy, page 9). 

 

In order to ascertain the sector’s main priorities for training, data was collected through surveys 

and interviews with Tasmanian SHS organisations. The results of these consultations and later 

feedback from the WDS Reference Group indicated developing effective engagement with 

people with a lived experience of homelessness and developing practical resources as a training 

priority. Shelter Tas held the Tasmanian Housing and Homelessness Workforce Symposium on 

23rd June 2016, in Hobart. 

 

As part of the Affordable Housing Strategy, the State Government has introduced Outcomes 

Framework Reporting for both housing and homelessness services, and one reporting 

requirement is to measure client satisfaction. As a result, the Tasmanian Homelessness and 

Housing Workforce Symposium focussed on how workers could develop knowledge and skills to 

meet reporting requirements under the Outcomes Framework as they work with clients, and to 

seek feedback from consumers of homelessness services.  

 

Workshops at the Symposium informed a set of best-practice guides on how to deliver and 

measure engagement for consumers of homelessness services. The Resources Advisory Sub-

Group (of the WDS Reference Group), which was made up of Reference Group members and 

consumer representatives oversaw the development of the ‘how-to’ guides. A forum will be 

held in 2017 to follow-up and evaluate the guides and discuss services’ progress in this area.  

 

The Symposium was facilitated by Adrian Pisarski (of National Shelter), and included guest 

speakers from the Peer Education Support Program (PESP, through the Council to Homeless 

Persons in Victoria). A panel discussion addressing client experiences, potential service 

improvements and reflection on reporting requirements was held, and panellists included 

service providers, Housing Tasmania representatives, consumers and tenants. Consultant, 

Michelle Swallow led a ‘Community Café’ groupwork session, where participants addressed a 

series of questions to directly inform the content of the ‘how-to’ guides, as well as the day more 

broadly. The topics of the guides are: 

 An overview – Consumer Engagement  

 Effective Consumer Engagement 

 Consumer Feedback 

 Our Sector. 

The development of how-to guides will provide a valuable and practical resource to the sector 

and offer assistance with the implementation of strategies from the symposium in future. It is 

hoped that they will also continue the momentum of the Symposium and consumer 

engagement practices generally. 
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Shelter Tas received support from Partners in Recovery through financial support of the ‘Flexible 

Funding’ program, this was to enable a range of consumers to attend the Symposium. Flourish 

Tas also assisted in filling places allocated to consumers through an Expressions of Interest from 

consumers. 

   

 

The symposium was evaluated by participants as being highly beneficial, and achieved priorities 
1 and 2 of the Workforce Development Strategy recommendations. 

1. Increasing the skills and competencies of the SHS workforce.  

Attendees reported improvement in knowledge of consumer engagement and 
reporting, and their ability to engage with consumers and deal with their feedback 
after attending the symposium.  

2. Increasing the accessibility of training and professional development to the whole 

of the sector. 

Places at the symposium were offered to the sector at a subsidised rate, thus 
increasing the accessibility to workers, particularly those people travelling from the 
North and North West of Tasmania to the Statewide event. 

 
Informal and ongoing feedback has demonstrated that the Symposium was highly valuable and 

relevant to attendees and services have reported plans to incorporate what they have learned 

around consumer involvement.  

Written comments were very positive also: 

 praise for the PESP presentation (both the information provided and the personal 

stories from the presenters) 

 High quality of information and professionalism of the Symposium 

 Value in of bringing government, service providers and consumers together  

Of the total 66 participants, 46 evaluation forms were received. 44 respondents rated 
the Symposium as good – excellent, which is equivalent to 96%. 
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 Importance of the ‘how-to’ guides, as services noted the need for practical information 

to help them implement consumer reporting, as this information will assist them with 

Outcomes Reporting.  

Some examples of these comments are listed under Question 6 in the following ‘Participant 

Evaluation’ section.  

 

Evaluation questions were rated on a scale of 1 – 5. 
1. Rate your knowledge of consumer engagement and reporting before the 

Symposium 

2. Rate your knowledge of consumer engagement and reporting after the 

Symposium 

3. Rate your ability to engage consumers and deal with their feedback before the 

Symposium 

4. Rate your ability to engage consumers and deal with their feedback after the 

Symposium 

5. Overall, how do you rate today’s Symposium? 

6. Do you have any comments about this session? 

7. Please note any suggestions you may have for future training topics. 

 
Question 1 & 2: Rate your knowledge of consumer engagement and reporting before and after 

the Symposium. This graph shows that all ratings of poor moved up to a rating of neutral and 

above. Participants who rated their knowledge as neutral before the Symposium decreased 

from 18 to only 1 neutral rating afterwards, and rating of excellent went from 3 before the 

Symposium to 21 afterwards. 
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Question 3 & 4: Rate your ability to engage consumers and deal with their feedback before 

and after the Symposium. Once again, the results show a marked increase in participants’ skill 

level before and after the Symposium. All ratings of very bad or poor improved to neutral or 

above after training. Neutral ratings decreased from 20 before the Symposium to 6 afterwards 

and ratings of good and excellent increased to more than double (good went from 15 to 31, 

excellent from 4 to 9) after the Symposium. 

 
Question 6: Comments from evaluation forms included: 

 ‘It was fantastic, thank you!! Looking forward to the papers that are to come. Consumer 

input was valuable, poignant and brilliant!!’ 

 ‘I thought it was very professional and informative’ 

 ‘I found this symposium to be invaluable and made me recognise the importance of co-

design and bringing government, service providers and consumers together’ 

 ‘Fantastic! Hearing from PESP and Tasmanian consumers was excellent. I'm excited 

about the change to the service system which will follow this day’ 

  ‘This session has been great because of listening to many different voices and 

perspectives. It has given me ideas on how to engage consumers in our service’ 

 ‘Fantastic symposium. I like the way it began with a model, discussed a range of issues 

with the panel, and then developed actions through groupwork’. 

 

Attendees represented at the Symposium. 

Homelessness Services Other 

7 Anglicare  
2 Bethlehem House 
5 CatholicCare 
4 Colony 47 
1 Hobart City Mission 
1 Hobart Women’s Shelter 
1 Jireh House 
3 Karinya 
2 Launceston City Mission 

1 Clarence Council 
1 Common Ground 
10 Consumers/tenants 
2 Facilitator/consultant 
1 Flourish  
1 Hobart City Council 
1 Housing Choices 
1 Housing Tas 
2 Mission Australia  
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1 Launceston Women’s Shelter  
1 Pathways 
9 Salvation Army 
2 Youth, Family and Community Connections 

3 PESP 
4 Shelter Tas 
 

Actions for implementation by Shelter Tas: 
1. The quality of speakers at the Symposium once again reinforced the importance of 

finding the appropriate people to deliver training. Shelter Tas will continue to source 

trainers on recommendations from its members, and will investigate bringing speakers 

from the first Symposium back for the forum in 2017, which will evaluate the how-to 

guides. 

2. Evaluations showed that participants found the groupwork and networking 

opportunities at the Symposium very valuable. Hearing from a range of experienced 

presenters, services and consumers was highly productive and valued. Including these 

opportunities in training sessions will be considered by Shelter Tas when scheduling 

further training.  

3. The vast majority of comments found that the Community Café questions were 

appropriate to the session and produce information relevant to the development of the 

guides. Shelter Tas staff developed the set questions with Michelle Swallow and 

consulted with both the Reference Group and consumer participants; the questions 

were structured specifically to meet the skill level of all participants and allow answers 

to be appropriately complex to those attending.  

4. Shelter Tas received some feedback that the time of year that events are held is 

significant to organisations. Organisations with small budgets for training may not have 

the resources to attend more expensive training close to the end of the financial year. 

Even though the Symposium was subsidised by 80%, registrations were set at $99.00 

and not an insignificant cost. This will be taken into account for future training. 

 

Broader Considerations: 
5. By partnering with Council to Homeless Persons (Victoria), Flourish and Partners in 

Recovery, Shelter Tas built strong relationships across sectors and received valuable 

practical support, both financially and in managing the consumers who attended. 

6. Places at the Symposium were offered primarily to the homelessness sector (as per WDS 

specifications) and some places also went to the community housing providers, 

consumers and other services which deal with homelessness, to allow diversity and 

information-sharing. This meant that the experience and knowledge in the room was 

broadened and a more meaningful experience was provided to those who attended. 

7. Preparation for the symposium and subsequent formation of the Resources Advisory 

Sub-Group was particularly administratively and time-intensive, and this needs to be 

taken into account when planning and budgeting for events in future (i.e. in allowing 

lead-up time and when scheduling other training around such events).     
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