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Key Terminology 

Case Work Assessment Tool/Risk Assessment Tool 
The RFQ for the evaluation of the CWSI refers to the assessment tool used as part of the 
CWSI as the Case Work Assessment Tool. At the more local level, however, this Tool is 
more commonly referred to as the Risk Assessment Tool and so some comments about the 
Tool will refer to it as the RAT. We have included references to both titles for the Tool in the 
text of this report. 
 
Customer (Customer/Client/Tenant) 
Customer is the commonly used term for people assisted by Housing SA, including those 
currently listed on the waiting list. In this report we use the terms customer, client and tenant 
interchangeably to refer to those people assisted by Housing SA. 
 
Social Worker 
Except where otherwise indicated, the term Social Worker in this report refers to those 
professionals employed under the Case Work Support Initiative. 
 
Request for Quotation or RFQ 
Specifically refers to the Request for Quotation (RFQ) for the evaluation of the Case Work 
Support Initiative. 
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SUMMARY OF FINDINGS 

The overall evaluation of the Case Work Support Initiative pilot program involves both a 
quantitative and qualitative analysis of the impact and effectiveness of the Initiative. This 
report, the qualitative analysis, stands in contrast to the inconclusive findings achieved 
through the analysis of measurable data, presented in the quantitative report. As of May 
2011 it can be concluded that the Case Work Support Initiative is an accepted, welcomed 
and very much valued Initiative within the Northern Adelaide Housing SA offices and one 
that is having a considerable impact on the ability of tenants to manage and sustain their 
tenancies.  
 
The overriding theme underpinning the findings of this evaluation for the vast majority of 
Housing SA staff and all of the representatives of other service agencies. That is, the 
program is an important tool for assisting clients; meeting clients where they are in 
terms of personal circumstances and resources. It is an important tool for working with 
clients to improve their life skills and wellbeing, address circumstances and 
situations that are known to affect, and will affect, their resources and resilience, 
economic and social participation (and their social inclusion outcomes) and, 
ultimately, their ability to manage and sustain their tenancy. As one Housing SA staff 
member noted: 
 

Our business is to sustain tenancies so why take away one of the keys? 
 
Based on the perspectives provided through this evaluation, and assessment of findings 
around the impact of the Case Work Support Initiative pilot by the evaluation team, it would 
clearly be a shame to see this important and successful Initiative withdrawn from the offices 
in which it operates. And, the results of this evaluation regarding the impact of the Initiative 
and its positive outcomes for most of the clients who have been assisted through the 
program, it seems logical that the program is extended across Greater Adelaide and the 
State. In doing this, however, careful consideration must be given to the lessons learned 
from the pilot/demonstration project (as outlined in this report), and explicit attention paid to 
the requirements for the success (and acceptance) of the program outlined in Box 4.1.   
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1 INTRODUCTION 

1.1 Introduction to the Case Work Support Initiative pilot  

This report is a qualitative evaluation of the acceptance and perceived impact of the Case 
Work Support Initiative; a pilot program introduced within the three Regional Offices in the 
Northern Adelaide region ‘to provide resources and professional support to high needs 
customers to help sustain their tenancy.’  
 
The evaluation assesses the impact of the Case Work Support Initiative pilot for 
customers/clients and the service system. It has looked at the Initiative from the perspectives 
of Housing SA staff, including frontline staff and management, a range of stakeholders 
involved in the development and refinement of the initiative, as well as those associated with 
the delivery of the program, and from the perspective of the CWSI team. The discussion in 
this paper reveals the complexity of needs of customers/clients who have been referred to, 
and assisted through, the Initiative, as well as the tasks the Case Work Support Initiative 
Social Workers and Housing SA staff generally are involved with on a daily basis. 
Overwhelmingly, the evaluation finds that the Case Work Support Initiative is an important 
tool for assisting clients with sustaining their tenancies. 
 
The Case Work Support Initiative commenced in October 2009 in the Northern Adelaide 
Region. This region encompasses Housing SA’s Elizabeth, Salisbury and Modbury Regional 
Offices. Initially the program was planned to operate for 12 months, but in April 2010 the 
program was extended to the 1st of October 2011.  
 
The Case Work Support Initiative began with the employment of two professional staff 
(Social Workers) in each of the offices within the northern region. Within these offices each 
Social Worker was attached to a particular team of Housing Officers to support high needs 
customers to sustain their tenancies. In 2010 the program was extended, with the allocation 
of a Social Worker to the Eyre and Western Region (comprising the Regional Offices in 
Whyalla, Port Lincoln and Ceduna). In April 2010 a Supervisor was employed to oversee the 
Social Worker staff and coordinate the delivery of the program. 

1.2 Aim of the pilot Initiative  

The role of public housing has changed over the years with an emphasis and focus today on 
the provision of housing to those in greatest need, including those experiencing 
homelessness. As well as requiring significant assistance with housing many clients have a 
range of complex needs (resulting from, for example, poverty, disability, drug and alcohol 
issues, domestic and family violence, and mental health issues) that can compromise their 
ability to sustain a tenancy. As a consequence housing management policies and practices 
have increasingly included mechanisms to assist clients to sustain their tenancies and 
reduce the chances of tenancy failure and eviction. The Case Work Support Initiative is one 
such mechanism providing resources and professional support to high needs clients. 
 
As stated in the Request for Quotation (RFQ) for the evaluation of this program 
 

the model...aims to streamline the early identification of tenancies at risk and 
ensure clients engage with supports to address the underlying issues 
causing disruptive behaviour and other breaches of their Conditions of 
Tenancy.  

 
A Case Work Assessment Tool (also known as the Risk Assessment Tool) has also been 
adopted by the offices involved in this Initiative to assist with the identification of at risk 
tenancies by providing Housing SA staff with a mechanism for assessing and recording risk 
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factors across a range of areas known to contribute to instability in personal circumstances 
and tenancies, for example debt issues, drugs and alcohol, domestic violence, mental health 
issues. 
 
The Case Work Support Initiative has been funded through the National Partnership 
Agreement on Homelessness. Through a Memorandum of Administrative Arrangement a 
number of outcomes and outputs are expected as a result of the Initiative and these desired 
outcomes and outputs have guided the early intervention work performed by the Social 
Workers. The direct outputs of the Initiative are to include: 
 

 identification of high risk tenancies and customers with high support needs; 
 development of a case plan to address underlying issues contributing to level of 

risk/need; 
 provision of intensive support to complex and high needs clients to obtain and 

maintain a secure tenancy; and 
 consultancy and advisory roles within local Housing SA offices. 

 
If these outputs can be achieved then it is expected that the following outcomes will 
proceed/follow: 
 

 reduction of tenancy failure; 
 increased connection to support services; 
 decreased tenancy breaches; 
 more appropriate tenancy allocation; and  
 increased capacity for tenants to manage and maintain their tenancies. 

1.3 Background to the Case Work Support Initiative Pilot 

The detailed key responsibilities and tasks of the Social Worker role within Housing SA is 
outlined in the job description (see Appendix 1). Social Workers have two main roles as part 
of the Case Work Support Initiative pilot program:  
 

a) to assess the housing and support needs of clients as part of the housing allocation 
process; and  

b) to provide guidance and support to existing clients at risk of tenancy failure or who 
are struggling with sustaining their tenancy.  

1.3.1 ‘New’ clients 

The priority role for Social Workers is to review a new (or relocating) customer’s needs in 
light of the suitability of the housing available for them as determined by the Housing SA 
(HSA) Allocations Officer. Social Workers undertake this assessment based on the 
information available to them on each ‘new’ client, for example from the Housing Needs 
Assessment (HNA) completed at the time of their application for housing, as well as other 
information HSA may have on the client and through an interview with the client. The 
interview is an important new step in the pre-allocation process, allowing Social Workers to 
review and update the information provided in the HNA, as well as gaining new and 
important insights that are or may be of relevance to the client’s ability to sustain their 
tenancy. In terms of this process it is crucially important the Social Workers are able to 
determine what supports are in place for the client, explore options for support or additional 
or different support and investigate/assess the suitability of the property being offered to the 
client (neighbourhood issues, location, design and functionality et cetera) in the light of the 
information garnered through this process. The Case Work Assessment Tool may (see 
Appendix 2) also be applied during this interview, collecting additional valuable information 
about the tenant such as engagement with support services, health concerns, financial 



3 
 

resources et cetera, as well as providing a reference point for follow up and direction of 
support in future work with the client. It is expected that all of this process is undertaken 
within a very tight timeframe. 
 
To meet a Key Performance Indicator of Housing SA the pre-allocations process needs to be 
dealt with/completed in 21 days (inclusive of weekends and public holidays). However, for 
various reasons this deadline is sometimes exceeded, particularly if the process involves a 
very complex case and delays are experienced because of locating and/or contacting a 
client in the first place. The pre-allocations process timeline can also be exceeded if the 
Social Worker concludes that the property available is inappropriate for the customer or 
when a customer refuses a property. (Social Workers are also involved with clients if they 
refuse a property, investigating why this has happened and where justified will discuss 
reasons with the Allocations Officer to classify the refusal as a withdrawn offer).  
 
The involvement of the Social Worker at the allocation stage is seen as a form of early 
intervention because it is hoped that through this process the allocated property meets the 
specific needs of the clients to the greatest extent possible (for example, it is in a suitable 
area ). This process is about –‘getting it right for the customer the first time’.  

1.3.2 Existing customers 

The other substantive role for Social Workers as part of the Case Work Support Initiative is 
working with existing customers identified as at risk of tenancy failure, or having or likely to 
have, difficulties with sustaining their tenancies. These clients are identified through a range 
of HSA review processes and procedures, including as part of a probationary tenancy 
review; during an annual home visit; at the time of investigating a complaint about the tenant; 
or at other times when a Housing Officer becomes aware of an issue that is or may impact 
upon their tenancy. Referrals to the Social Workers are made by Housing Officers, with the 
approval of Team Leaders. 
 
Clients are referred to Social Workers for a range of reasons. These include: 
 

 exterior/interior property condition; 
 squalor; 
 hoarding; 
 mental health; 
 drug/alcohol dependence; 
 disruptive behaviour; 
 domestic violence; 
 physical health; 
 cultural issues; 
 neighbour conflict; and 
 child protection. 

Within this role Social Workers undertake a number of tasks such as: referral and linkages to 
other groups and services; brokerage (for example of household items and white goods); 
education (particularly around life skills; counselling (financial and personal), advocacy and 
case conference with their Housing Officer and other agencies. 
 
Social Workers record the details of all interactions with clients, placing notations on the 
mainframe computer via a program called Sharepoint. This information is accessible by all 
Housing SA staff. If a case is closed by a Social Worker then Housing Officers or Team 
Leaders can access the notes and gain an understanding of the customer’s history and the 
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processes followed by the Social Worker in supporting the client. Notably, while the Social 
Workers need to record the work undertaken for/with clients through Sharepoint, it is 
important to point out that not all of the work and time committed to/for clients is reflected in 
these statistical measures. 
 
Figure 1.1 below provides a schematic representation (or Theory of Change Model) of the 
main steps involved in the two roles undertaken by the Case Work Support Initiative Social 
Workers. The model highlights the optimum conditions necessary for positive outcomes for 
customers and ultimately for sustaining tenancies, as well as the key ways of measuring the 
success of the interventions involved in the Case Work Support Initiative. 

1.4 Structure of the Report 

The remaining sections of this document report on the findings of this evaluation around the 
outcomes of the Initiative. These outcomes have been identified through both an analysis of 
available statistical data and discussions with a range of stakeholders directly and indirectly 
associated with the Initiative. Such stakeholders include:  
 

 Housing Officers within HSA offices in the Northern Region; 
 Management staff within HSA offices in the region (Team Leaders and Operations 

Managers); 
 Higher level management staff within Housing SA, including in policy and program 

development; 
 Management staff associated with other areas of Housing SA such as the Disruptive 

Management Team (DMT); 
 Staff from Homelessness Strategy; 
 Staff from Intensive Tenancy Support; 
 Representatives of the key service providers working with Case Work Support 

Initiative Social Workers (Government and non-government);  
 The Manager of the Initiative; 
 Social Workers currently employed under the Initiative. 

 
The report is structured as follows. This section (Chapter One) has provided a brief 
introduction and the background to the Initiative, including the rationale for the program. 
Section Two outlines the evaluation process used to assess the impact of the Case Work 
Support Initiative.  
 
Chapter Three discusses the findings of the evaluation, and is structured around the 
required areas of assessment and investigation specified in the RFQ. The discussion in this 
chapter captures the thoughts of key stakeholders about the Initiative. Examples of 
successful and unsuccessful Social Worker involvement with clients are provided at the end 
of this Chapter, demonstrating the range and complexity of cases Social Workers have been 
involved with and the strategies and actions that have been used to assist clients. The final 
section of the report, Chapter Four, provides a brief general discussion of the evaluation 
findings and provides a table of the optimum conditions/requirements for success of the 
program into the future, should it be rolled out more broadly.  
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Assumptions 
Ongoing funding for the initiative 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Other agencies have capacity to 
provide support 
SW has capacity to provide direct 
support 
 
Customer is willing to engage 
with SW and other support 
 
 
 
SW has capacity to take on all 
referrals 
 
 
 
 
 
Housing SA Staff willing to refer 
 
Early indicators of risk identified 
Accurate indicators of risk used 
 

Evaluation Measures 
Impact on number of sustained 
tenancies 
Impact on debt reduction 
 
Improved tenant wellbeing 
 
Fewer inappropriate allocation 
issues 
Faster re-allocation of properties 
Meeting target of being vacant 
for 21 days or less 
 
 
 
 
Impact on complaints received 
about a tenant 
Fewer referrals to DMT/ITS 
 
 
Impact on Housing SA staff 
Improved practices around 
supporting tenants – leading to 
better compliance outcomes 
 
 
 
 
 
 
Appropriateness and usefulness 
of Case Work Assessment Tool 
(also known as Risk Assessment 
Tool) 
 

Identify customers 
likely to be at risk 

(CWAT/RAT) 

Identify customers 
known to have high 

support needs 
(CWAT/RAT) 

Referral made to 
Social Worker 

Case plan 

Direct support 
from Social 

Worker 

Linked to other 
Agencies 

Support needs  
met 

Early 
identification  

of crisis 

Crises averted 

New customer 

Social worker 
conducts pre-

allocation 
assessment with 

interview and 
CWAT/RAT 

Appropriate house 
allocated 

(location, neighbourhood 
fit, characteristics of 

property etc) 

Tenancy sustained 

Minor  
Intervention 

Existing Customer 

CWSI Role #1 CWSI Role #2 CWSI Role #1 

Ti
m

e 
Figure 1.1: Theory of Change Model Case Work Support Initiative Pilot
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2 EVALUATING THE CASE WORK SUPPORT INITIATIVE 
PILOT 

2.1 Evaluation Process  

The evaluation of the Case Work Support Initiative comprises two components: a 
quantitative analysis, using available statistical data; and a qualitative component assessing 
the impact of the Initiative on and for Housing SA staff, government and community services, 
as well as for clients (this report). Although the Initiative has been established in the 
Northern Adelaide Region and Eyre and Western Region of South Australia this evaluation 
process was to focus on the Northern Adelaide Region only. Discussion of both components 
of the evaluation, and their specific focus, is provided below, along with discussion of the 
research methods used for the qualitative component of the evaluation reported in this 
document.  
 
Ethics approval for the research was granted by both the Department for Families and 
Communities Ethics Committee and the University of Adelaide Human Research Ethics 
Committee. 

2.1.1 Quantitative Analysis 

This part of the evaluation of the Case Work Support Initiative has been conducted by 
Housing Services Central within Housing SA. The report from this component of the 
evaluation specifically examines and comments upon statistical outcomes for the Northern 
Region because of the Initiative, with a particular focus on outcomes for the Housing SA 
customer. The quantitative evaluation also measures the impact of the CWSI on: 
 

 tenancy related debt levels : 
 disruptive tenancy complaints: 
 tenancy outcomes;  
 maintained tenancies; and 
 pre-allocation outcomes. 

 
Importantly, the quantitative analysis component of this evaluation also compares the 
outcomes (for customers and HSA) within the Northern Region associated with the Case 
Work Support Initiative with two other metropolitan Adelaide HSA regions: the Southern 
Region – where the Case Work Assessment Tool is being used but there are no Social 
Workers; and the Western Region – where there is no CWAT and no Social Workers.  
 
The quantitative analysis examines the aforementioned outcome measures over a 12 month 
period from January to December 2010 and compared the outcomes with data from the 
preceding 12 month period: January to December 2009.  
 
Results from the quantitative analysis have been incorporated in this report where 
appropriate. 

2.1.2 Qualitative Analysis 

This report provides the outcomes of the qualitative component of the evaluation process for 
the Case Work Support Initiative. This analysis was commissioned by the funders of the 
Case Work Support Initiative and assessment of the following issues is provided: 
 

 the nature of the social worker role and clarity of lines of responsibility within Housing 
SA offices; 

 utility and impact of the Case Work Assessment Tool (RAT); 
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 impact of the Case Work Support Initiative on Housing SA staff – indicated by 
measures such as knowledge levels regarding early intervention, support provided by 
social workers, impact on workload, time and stress levels; 

 impact on knowledge of early intervention, pre-allocation and exiting cases 
 relationships with other relevant Government and non-Government agencies, 

particularly health, housing and community service agencies; 
 analysis of barriers and facilitators of the success of the model;  
 perceived impact of the social workers for clients; 
 identification of alternative service models to achieve stated objectives of the Case 

Work Support project;  
 overall satisfaction with the program; and 
 thoughts on the future of the program. 

 
The final Chapter of this report identified pre-conditions and requirements to maximise the 
efficiency and impact of the Initiative and Social Workers.  

2.2 Evaluation Methodology 

The primary methodology used to elicit an understanding of the impact of the Case Work 
Support Initiative drew on conventional social research methods using in-depth semi-
structured focus group discussions and face-to-face and phone interviews with key 
stakeholders.  
 
Different guiding question schedules for the focus groups and interviews were developed for 
each of the groups of stakeholders involved in the evaluation, i.e. for: 
 

 Housing Officers, Team Leaders and Operations Managers in each of the three 
offices;  

 higher level management in HSA;  
 Social Workers and the Manager of the Initiative; and 
 other organisations and agencies involved with the Initiative (such as DMT, ITS, 

Homelessness Strategy and other service providers).  
 
The data collection for the evaluation involved: 
 

 A focus group with all of the Case Work Support Initiative Social Workers and the 
CWSI Manager. This was the first data collection exercise allowing the evaluation 
team to ask general questions regarding the delivery of the program, outcomes for 
clients, barriers to the success of the program, areas in need of improvement and 
refinement, as well as the fit of the Initiative within each regional office. 

 In-depth one-on-one interviews with each of the Social Workers, including the Social 
Worker in the Eyre and Western Region. This data collection step was important in 
allowing each Social Worker a forum for raising issues on a more personal level with 
the evaluation team, as well as allowing them more time to explain and discuss their 
roles with clients and within the Initiative and Housing SA. 

 Focus groups with Housing Officers in each of the regional offices. The majority of 
Housing Offices attended these sessions and provided valuable feedback on their 
interaction with the program and general thoughts about its usefulness and impact – 
for themselves, Housing SA and clients.  

 Interviews with Allocations Officers (specifically to discuss the involvement of Social 
Workers in the pre-allocation process), Team Leaders and Operations Managers in 
most of the offices. 

 Phone interviews with staff of Homelessness Strategy, DMT and the Regional 
Manager HSA Northern Region. 
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 Phone interviews with representatives of service providers working with Social 
Workers and with ITS workers in the inner and outer northern region. 

 
While the Eyre and Western Region was not to be included in this evaluation, discussions 
were held with the Social Worker in the region because the Initiative operates a little 
differently in this region and the nuances there provide insights into possible directions for 
the evolution of the Initiative in Greater Adelaide and across the State. 
 
The guiding questions used for the evaluation with each group of stakeholders are provided 
at Appendix 3 of this report. 
 
The Reference Group established to guide the project also provided strategic advice and 
input about the evaluation process and some background information regarding the Initiative. 
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3 EVALUATION FINDINGS: CASE WORK SUPPORT 
INITIATIVE PILOT 

This section of this evaluation report discusses the key findings concerning the impact of the 
Case Work Support Initiative. The discussion is structured to reflect the required areas of 
assessment and investigation specified in the RFQ. 

3.1 Nature of the Social Worker role and clarity of lines of responsibility 
within Housing SA offices 

Introduction of a new role into an existing operational framework creates challenges for both 
the existing staff and the occupant of the new position(s). 
 
The RFQ for this project clearly notes that the evaluation of the CWSI is not to focus on the 
development, planning and implementation of the Initiative, however, it is clear from the 
discussions with key stakeholders underpinning this evaluation that the way the Initiative 
was rolled out in the Northern Region has had an impact on the overall success of the 
Initiative. Of key concern in this regard is the process around the introduction of the Social 
Workers themselves into each of the Housing SA offices involved in the pilot and the lack of 
clarity provided to staff about their role, and this includes for the Social Workers themselves. 
This clearly caused a level of suspicion among some staff within each of the three offices 
and some resistance to the program initially, as well as fears about Social Workers eroding 
the roles of Housing Officers. These concerns certainly affected the acceptance of the Social 
Workers, and the Initiative within each office, resulting in fewer initial referrals to the 
program.  
 
The lack of clarity around the role of the Social Workers and their need to justify their roles to 
colleagues initially (including management in some instances) was reported by some of the 
Social Workers to encumber their effectiveness. The Social Workers offered a number of 
rationales or bases for the suspicion and resistance to their role within Housing SA, 
including: 
 

 Housing SA culture and a general resistance to change, distrust of change; 
 previous restructures have unsettled people; 
 rumours Housing Officer jobs were to be outsourced in order to employ more formally 

qualified personnel; 
  a lack of education specifically about the role of the Social Worker; 
 limited understanding of Social Worker knowledge, skill base and expertise; 
 while information was provided to the offices in advance of the instigation of the 

program, in the lead up time to the start of the program there was little 
communication; 

 at the time the program started there was no co-ordinating manager across the three 
offices; 

 a lack of leadership from some managerial staff led to the perpetuation of rumours  
that the SW would replace Housing Officers and an ‘us and ‘them’ mentality 
developed; 

 unfavourable experiences of Housing Officers with Social Workers in previous 
employment situations;  

 once in the offices the Social Workers were not immediately included in the 
operations of the office (did not feel part of the team).  
 

It is crucial to point out here that changes around the management of the Initiative 
(discussed further below) have clearly ameliorated this situation in the minds of most staff. 
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This has ultimately improved the structure, delivery and acceptance of the program and the 
outcomes for all Housing SA staff (including the Social Workers) and clients. 
 
A range of actions were put in place over time to overcome the initial difficulties faced by 
Social Workers which affected the internal acceptance of the Initiative. These included:  
 

 a manager to oversee and provide supervision across the three offices; 
 some changes in staffing; 
 the role of the Social Workers under the Initiative was more clearly explained 

Initiative; . 
 communication encouraged between Housing staff and Social Workers 
 Social Workers and Housing Officers encouraged to go out in the field together; 
 Social Workers and Housing Officers encouraged to discuss issues with the Social 

Worker Manager and Regional Manager; and 
 Social Worker Manager included on Executive Board. 

 
Additionally, an emphasis was placed on the importance of the program to client outcomes 
and the need for Housing Officers and Social Workers to work together in the best interests 
of the customer. That is, putting the client at the centre of all work being undertaken by the 
team, in order to meet client needs and compliance measures imposed within the 
organisation. In one office acceptance and ownership of the program has also clearly been 
fostered over time by allowing all staff to have an input into the evolution of the Initiative – to 
reflect the needs of all staff and, in some instances, of clients.  
 
Importantly, with the operation of the Initiative over time, a greater understanding of the 
differentiation of roles has become clear and it is evident that for most staff, and in most 
instances, Housing Officers and Social Workers have established good, supportive working 
relationships in each office.1 This has clearly occurred with careful support and dedication to 
the philosophy of the program from Team Leaders, Operation Managers, the Social Worker 
Manager and the Regional Manager. The relationship between frontline Housing SA staff, 
management and the Case Work Support Initiative is discussed in greater detail below (see 
especially sections 3.3 and 3.8, also Appendix 5 which shows an example of such 
collaboration from The Buzz). 
 
Ideally, a brief evaluation or review of the program in the first six months of operation should 
have been undertaken to establish how well it was working and the level of acceptance of 
the program within each office should have been conducted. This would have provided 
valuable insights and strategies for avoiding these pitfalls and teething problems for other 
offices, and similar programs.  
 
The experiment of establishing the Case Work Support Initiative in the Northern Region of 
Adelaide (and subsequently in Whyalla) has provided insights into a number of strategies 
that need to be instigated to increase the prospects for success of the Initiative for both 
Housing SA staff and clients. 

3.2 Utility and impact of the Case Work Assessment Tool 

The Case Work Assessment Tool or Risk Assessment Tool is a measure used to assess the 
level of risk of an existing tenancy. It is predominately used or applied by Housing Officers, 
but can also be used by Social Workers. According to HSA policy each tenancy is to receive 
a visit from a Housing Officer every 12 months and theoretically it is at these visits the Tool 

                                                 
1There is always a small minority of staff that do not see the connection between SW, HO and the 
customer and who do not recognise the value of a collaborative approach. 
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is applied. It can also be applied at any time a Housing Officer has concerns about a 
tenancy. The Tool was developed by a committee of Housing SA staff (including CWSI 
Social Workers) and is based on a similar tool used within Families SA. Operationally, the 
Case Work Assessment Tool is a points based assessment determined through both 
communication with the customer and observation of the condition of the Housing SA 
property (including the living conditions of the tenant) to assess risk and the need for early 
intervention by a Social Worker. The course of action to be followed after the application of 
the Tool is based on the final score determined with the risk assessment:  
 

 a score of 20 means automatic referral to a Social Worker; 
 a score of 12-19 follow up as required; and 
 a score of 12 or less indicates low risk for the tenancy. 

 
Team Leaders need to sign off on all courses of action that require involvement or referral to 
a Social Worker because of the results of the Tool. 
 
A number of issues were raised about the Case Work Assessment Tool throughout the 
evaluation process. All participants in the evaluation agreed that the Tool is a useful way of 
quantifying concerns and some such type of assessment of risk is needed for clients. Many 
comments were made in interviews and focus groups about the need for further refinement 
of the tool, particularly its structure, whether the Tool is meeting its desired aims and how to 
improve the usefulness of information garnered with the Tool.  
 
In terms of structure, comments centred around the Tool being ‘too big and cumbersome’ 
and ‘...too simplistic’, as well as that it ‘is repetitious’, particularly in terms of the ‘questions 
on debt and disruption’. Discussion about the usefulness and limitations of the Tool also 
raised concerns about the lack of ‘space for writing comments’, that the Tool ‘has lots of 
gaps in it’, and ‘some of measures are irrelevant, [and it] repeats work done as part of other 
processes’. For some, the Tool also needs refinement because they feel that it is not 
achieving its core purpose. That is, identifying high risk tenants and aiding in early 
intervention. The following quotes reflect the general feeling regarding the points system 
used to determine clients in need of Social Worker assistance: 
 

For substance abuse [you] get 2 points but alcoholics are high risk and 
should be 20 points alone. 

The Risk Assessment Tool is meant to help with early intervention but things 
need to be pretty bad before a score of 20 is reached. Can score 12 which 
means client should be ok but you know that at 12 points there are already 
issues but you have to wait until 20 points to intervene. 

 
And, similarly, 
 

The thing that has really worked against early intervention even though our 
program is set up that way is [the] Risk Assessment Tool. [Clients] can only 
be referred if already high risk. Can get clients on property conditions alone 
but if they have mental health issues [that is] only 4 points. 

..whether [the] number [a] person scores is 2 or 20 [it] should be secondary 
to Housing Officers’ intuitive discerning opinion about where [a] customer is 
[risk wise] and if we get in quick we can fix it, whereas what we are getting 
now is case assessments that score over 20, long term problems, debt, near 
eviction, four steps too late. [This] is the problematic nature of the tool rather 
than Housing Officers.  
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One Housing Officer stated that a benefit of having the Social Workers in-house was that if a 
customer scores less than 12 on the CWAT they can have an informal discussion with one 
of the Social Workers to identify potential approaches to deal with the customer’s issues. 
This includes for ideas and guidance around referral to an external agency or program. 
Moreover, based on the thoughts of the Social Worker and Housing Officer, and with the 
approval of the relevant Team Leader, such discussions can also identify clients who need 
more formal support from the Case Work Support Initiative. There are also distinct benefits 
to Housing Officers and Social Workers taking a joint approach around intervention. A good 
example of this is highlighted in the following input provided by a Social Worker: 
 

The Tool is very much based on getting information from the person [client] 
and unless [it] is just property condition [they are] not necessarily going to 
know if there is domestic violence, unless you sit down and have a chat with 
the person. I have a person now that shows a few things [of concern]. [I had 
a] referral for [a] woman whose score was 9 and [the] Housing Officer said 
there were no major issues, [some issues with] little furniture and issues 
around finances. I’ve had this client 7 to 8 months now and did [a] Risk 
Assessment [a] couple of months ago and through conversations with her 
[found she] now has a score of 53. If that Housing Officer hadn’t taken the 
extra step this person would not be helped. 

 
Suggestions were provided about how to improve the Tool. One person indicated issues 
around guardianship need to be more detailed. A significant number of Housing Officers and 
Team Leaders indicated greater space was needed to write about the concerns of Housing 
Officers (or whoever is filling out the form) and the reasons they think it is justifiable to refer 
the customer to the Social Workers. In addition space is needed to identify if risks are long 
standing or new. Constructive comments offered about the improvement of the tool included: 
that it needs to incorporate a sliding scale of scores that then allows the Housing Officer to 
incorporate their intuitive opinion about where a customer is at; and low, medium and high 
risk categories should be used rather than just tick boxes. 

3.3 Impact of Case Work Support Initiative pilot on Housing SA staff 

Social Workers, Housing Officers, Team Leaders, Allocations Officers and managers were 
invited to talk with the evaluation team about what influence they thought the Initiative has 
had on their work environment. A range of areas of impact were explored with Housing SA 
staff during these discussions, including impact on staff workloads, stress levels and staff 
knowledge of early intervention measures and actions. Importantly, the focus groups and 
interviews conducted with staff provided a clear sense of the value of the Initiative, as well as 
how well integrated Social Workers have become within the Housing SA offices in the 
Initiative.  

3.3.1 Impact on workload, time and stress levels 

Housing Officers had mixed feelings about the impact of the Case Work Support Initiative on 
their workloads generally. Some believed, for example, that there had been no discernible 
impact on their workloads because of the presence of the Social Workers in the office. 
Notably, the number of staff reporting no discernible impact from the program was the 
minority, and all were Housing Officers.  
 
The following comment from a Housing Officer summarises the general position of the 
minority of Housing Officers who felt the Initiative has not positively impacted on their 
workload and stress levels: 
 

In some ways, Social Worker involvement made the job harder. Years ago if 
a property was in a bad condition it was submitted for eviction straightaway, 
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2-3 weeks to clean up and often something would happen. Now you cannot 
do anything until a Social Worker has attended - other agencies are involved. 
It makes it harder and we get in trouble because the property is in a 
shambles when maintenance get there. It is another step of holding their 
hand, the Social Worker is the soft approach.    

 
While there were clearly Housing Officers who questioned the approach of using Social 
Workers within Housing SA and who generally were not in favour of the initiative, it is 
important to note here that many of the Housing Officers who did not feel that the Initiative 
had helped with their workloads reported that this was more a function of the size of their 
workload generally, and the fact that they are expected to do a huge range of tasks (up to 
55) as part of their job descriptions. Others expressing this viewpoint noted that their rigid 
weekly timetables, and the fact they often do not have a full team of Housing Officers to 
attend to all the tasks required with a full complement of workers, has limited their ability to 
interact with Social Workers.  
 
By far the larger group of staff reported that the Initiative, and particularly having Social 
Workers available for case management of at-risk tenancies, has reduced their workloads to 
some degree. Where this was most noticeable (and appreciated) was the time savings to 
Housing Officers when Social Workers were able to follow up on a range of issues with a 
customer who in the past would have been the (time-consuming) responsibility of the 
Housing Officer or not followed up at all. Most staff felt that this was a much more efficient 
way of dealing with clients, as Social Workers are trained in investigating, understanding and 
addressing social issues, whereas Housing Officers do not generally have such skills. This is 
clearly beneficial for Housing Officers as well as clients. Many staff noted that having 
someone in the office with access to all client information and skills was allowing them more 
time to deal with their core tasks of compliance and tenancy management. As such, the 
introduction of the Social Workers had impacted positively on meeting some of the 
compliance-related Key Performance Indicators of the team. 
 
In discussing the impact of Social Workers on the workloads of Housing SA staff it was clear 
that the presence of Social Workers with offices is having a broader range of impact than 
just on workloads.  
 
The lack of time Housing Officers are able to devote to each particular client was raised 
frequently as a key reason why the introduction of the Social Workers has been beneficial for 
Housing Officers and clients. For example:  
 

Before the Social Workers were in the office the issues they deal with would 
not have been addressed. We did what we could under pressure but we are 
not trained to do their job and they are good at it.  

We have that many clients rostered for every single hour of the day we don’t 
have time to do social work. 

Competing pressures on Housing Officers means they have to deal with 
what is important at a point in time, not necessarily having the time and 
ability to check up on one case. Housing Officers can identify tenancy issues 
but they are not able to work long term with customers whereas Social 
Workers are able to retain a sense of ownership for a much longer time. 

We don’t have time to deal with outside organisations. We have no time to 
tee up visits at a suitable time as this may take two weeks to organise. 
Whereas here if I organise with the Social Worker to go out tomorrow and 
call in sick there is someone else here who has had dealings with the client 
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and they can step in and go out with the Social Worker. If [this was done by] 
an outside agency it would be more difficult, messy. 

Prior to the[introduction of the] Social Workers if a Housing Officer was 
referring to an outside agency we would have no idea what happened to the 
client, whether the agency was engaging with the client. We do not have the 
time to question this or follow this up until something goes pear shaped and 
then we question what happened. 

 
Housing Officers commented at length about how having Social Workers in the office made 
parts of their job easier, in particular, many felt their presence in the office had eased stress 
levels. Interestingly, even most of the Housing Officers who did not agree that the Social 
Workers had a positive impact on workloads, agreed they had a role in reducing their stress 
levels. A number of reasons were cited for the impact of Social Workers on stress levels. For 
example, some felt that the fact that the Social Workers were familiar with Housing SA 
policies and procedures assisted, as this was seen as one less thing that needed to be 
explained as part of the process of assisting a client, which always needs to be done when 
dealing with an outside agency. Additionally, because the Social Workers are in-house, 
conversations as to how best to deal with a client have often taken place informally, with 
good outcomes for clients, staff and Housing SA. Importantly, also, many Housing Officers 
pointed to the important role Social Workers have had in debrief Housing Officers if the 
activities of the day have been difficult for them to deal with. These latter two outcomes are 
clearly unintended consequence of the program and something many Housing Officers 
highly valued. 

3.3.2 Impact on knowledge of early intervention 

A key focus of housing policy and housing assistance measures nationally under the new 
National Affordable Housing Agreement, is the application of early intervention approaches 
to improve tenancy, participation and wellbeing outcomes for vulnerable and at-risk clients. 
The Case Work Support Initiative is an example of an early intervention mechanism within 
the housing assistance arena. The Initiative is structured to do this in the pre-allocation 
process for new or relocating clients and through case work with existing ‘at-risk’ customers, 
as well as pre-allocation of properties for clients. The following section looks at the impact of 
knowledge of early intervention approaches. 
 
Pre-Allocation  
Prior to the implementation of the Case Work Support Initiative assessment of risk factors for 
clients (i.e. early intervention) was not a formal consideration within the pre-allocations 
process. That is, before this Initiative was instigated, the Allocations Officer would read the 
Housing Needs Assessment (HNA) of a prospective client and offer them a property – the 
next available property, without regard for any personal issues or factors (social, economic 
or otherwise) that might impact on their tenancy or wellbeing or indicate high risk for 
unsustainability of tenancy. Essentially then, the allocation process was just a paper/data 
matching exercise. The introduction of the Case Work Support Initiative in the Northern 
Region has re-structured this approach completely, and the Allocations Officers spoken to in 
this evaluation all had positive things to say about this new way of approaching and looking 
at the allocation of properties. All believed that the introduction of Social Workers into this 
process was a useful and efficient early intervention strategy because the assessment of 
client circumstances just before allocation of a property has improved the information at the 
disposal of the Allocations Officer when deciding on the appropriateness of a property 
(location, neighbourhood et cetera). 
 
Importantly, the work undertaken by the Social Workers with clients at pre-allocation updates 
the information captured in the HNA. For many clients this may have been as long as four 
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years ago. It also allows a deeper investigation of the personal circumstances of clients that 
may or will impact on their tenancy and wellbeing, such as non-engagement with, or failure 
of, necessary supports, substance abuse issues, violence and mental health issues 
(including undiagnosed mental health issues). Through this phase, Social Workers are also 
able to initiate (and in practice have initiated) multi agency approaches and case 
conferencing. Such approaches in property allocation were not common practice prior to the 
Case Work Support Initiative. As one Social Worker stated this often ‘meant setting up 
vulnerable tenants to failure’. The involvement of Social Workers in this phase was clearly 
seen by Allocations Officers, and some other key Housing SA staff, as improving the 
management of real and potential issues that could impact on tenancies in the immediate or 
longer term. 
 
As a more early form of intervention it was also suggested by some that the Social Workers 
should be involved in the Housing Needs Assessment process. Because as the timeframe 
between such assessments and allocation of a tenancy can be extensive the Housing 
Allocations Officers could not see the worth in this and prefer the current system of pre-
allocations. The involvement of a Social Worker in the Housing Needs Assessment however, 
is being trialled in the Eyre and Western Region. At present this is the preferred model but 
housing turnover is faster in this region than across Metropolitan Adelaide. In discussions 
with management it was suggested that the priority list for customers for Housing SA is 
under review with a focus on housing those only in greatest need and reducing the waiting 
time from potentially years to weeks. It is only in this instance that one form of assessment 
would be required.  
 
For the Housing SA staff interviewed for this evaluation, assessing the effectiveness of 
Social Worker involvement in the pre-allocation process was a difficult task. This said, most 
thought that at least anecdotally there was evidence that fewer clients were being allocated 
inappropriate housing. The Allocations Officers and Team Leaders interviewed, however, 
were much more confident of the positive impact of such an early intervention approach to 
the pre-allocations process. For Allocations Officers, a key indicator of the success of the 
program was that they now receive no comments from Housing Officers that a tenant’s 
property allocation was inappropriate. They noted that this is clearly a result of the 
involvement of Social Workers in the process and them being able to look in more detail at 
the needs of clients at the pre-allocation phase. The support offered to them in the 
allocations process by Social Workers was clearly appreciated and necessary from their 
perspective.  
 
In discussing these positive outcomes about the pre-allocations role of Social Workers 
however, it is pertinent to note that one or two Housing Officers were quite vocal about the 
role of Social Workers in pre-allocations: 
 

I think early intervention is not the right word as we wouldn’t be having the 
amount of issues we do with people allocated property. Once an allocation is 
made that is the end of social worker involvement, a client’s then housed, 
and that blows up on probationary, nothing stops a client from having 
problems. 

 
Quantitative data on the pre-allocations process reveals that Social Workers have 
undertaken 1092 pre-allocation assessments from the inception of the Initiative to the end of 
the most recent reporting period (March 31 2011) (Housing SA 2011, p.11). Due to the lack 
of specific data that quantifies the outcomes of the allocation process the Quantitative 
Report concludes ‘their [Social Workers’] impact on tenancy outcomes remains 
inconclusive.’  
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In order to gain some measurable outcomes of this process, a random sample of pre-
allocation cases involved in the Case Work Support Initiative in the North would need to be 
compared to a random sample of new tenants in another sector of Adelaide allocated 
housing by an Allocations Officer only (without the input of Social Workers). These tenants 
would then need to be monitored over a two to three year period to assess the impact of the 
Social Workers on tenancy outcomes. However it is important to remember that the 
outcomes for the customer specifically will always be qualitative in nature and somewhat 
subjective. As such other positive impacts reported from the involvement of Social Workers 
in the pre-allocations process, is demonstrated in the following assertions:  
 

The quality of the properties has improved with pre-als [pre-allocations], 
better matching of housing to client and people around them. They do a 
proper assessment. We can interview someone for a HNA who may have 
complex issues or needs and have supports in place but two years down the 
track [their] needs change. 

Making better choices now in housing allocation,[is] safer for existing 
tenants. 

On the allocations side of things it is also good to know everything about a 
new client before going there so we can make judgements about our own 
safety also get to know the person better, go in with better tools. Social 
Workers like ourselves are often stepping into a situation where everything is 
not good otherwise we wouldn’t be there to start with. 

 
The effect of increasing safety for Housing Officers was clearly an unintended consequence 
of the Initiative in the Northern Region.  
 
On the issue of the pre-allocation process, it should also be noted here that some Housing 
Officers interviewed believe that they also have something to offer to the pre-allocations 
process, and should therefore be consulted as part of the process. For example: 
 

When we [Housing Officers] have consultation it speeds up the process, we 
know the streets, the neighbourhoods. If you house the person in the wrong 
spot it increases the Housing Officers workload. 
 

In support of this a Social Worker stated that conferring with the Housing Officers is a good 
idea:  

 
While some customers just fit, others have something in their past or history 
or they are indigenous, a refugee, ex-con and one [a Social Worker] really 
needs to consult with the team.  

 
These findings of the research support a key conclusion about this Initiative that 
strengthening cooperation between Housing Officers and Social Workers is important for the 
acceptance and success of this program. This has the effect of allaying fears that Social 
Workers opinions about clients and properties are ‘better’ than those of Housing Officers, 
and at the same time values the ‘instinct’ of Housing Officers with regard to clients. Of 
course, this also needs to be balanced against the fact that some Housing Officers do not 
appreciate the role being played by Social Workers within the pre-allocations process. 
 
It should also be noted here that many Housing Officers pointed out that pre-allocations are 
not necessary for every allocation. Cottage flats are a case-in-point here. In at least one 
office, changes have been made to remove these tenancies from the Social Worker 
activities. This was considered an efficiency improvement to the early intervention approach 
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in pre-allocations. It was also considered better use of the skills of Social Workers, freeing 
them up to work with more challenging cases.  
 
Existing customers 
To assess the impact of the Case Work Support Initiative on early intervention, Case Work 
Social Workers were asked about their sense of the awareness of early intervention 
approaches among staff when they first joined the Housing SA office. They were also asked 
whether they consider this has changed over time. The general opinion of the Social 
Workers was that there was little awareness of early intervention approaches before the 
program was introduced, at least not in any formal way. Social Workers reported that they 
felt that Housing Officers very much worked as ‘fire-fighters’, operating in a reactive rather 
than pre-emptive way. This opinion was not necessarily a direct criticism of Housing Officers 
themselves but of the demands placed upon them and Team Leader positions since the 
major restructure of roles within Housing SA in 2008. It was pointed out that prior to 2008 
Housing Support Coordinators played a key role in assisting Housing Managers to locate 
appropriate supports for customers who needed them. With the restructure, Housing Officers 
were placed into teams to be led by a Team Leader. Team Leader’s in association with the 
Housing Officers were then to absorb the Housing Support Coordinator’s role. However, 
some Team Leaders and Housing Officers acknowledge that they did not necessarily have 
the expertise and knowledge required for this task (though it was assumed it could be 
gathered over time). Subsequently, the demands on a Team Leader’s and Housing Officer’s 
time has made it difficult for them to successfully take on all of the roles that were performed 
by Housing Support Coordinators. The increasingly complex needs of new and some 
existing clients has placed further pressure on staff assuming these roles. It is anticipated 
that this can, and will, only increase over time with the current policy focus on housing those 
most in need and the ‘moving on’ of more stable long term tenants through ageing. 
Concerns over increasing demands on staff by clients with complex and multiple needs were 
raised repeatedly by staff throughout this evaluation, and were often used to justify the 
(increasing) need for tools like the Case Work Support Initiative – for staff as well as clients.  
 
In commenting on the impact of the Initiative as an early intervention strategy for existing 
tenants, it is important to note contentions about how early intervention is defined. By 
conventional definitions of early intervention, the way the Case Work Support Initiative is 
assisting clients is not true ‘early intervention’ but rather secondary intervention. This is in 
contrast to the role of the Social Workers in the pre-allocations phase, which can be seen as 
early intervention because it is one of the earliest times Housing SA can be involved in 
shaping and assisting a client with their tenancy (and wellbeing) outcomes. Of course, there 
is a degree of subjectiveness to understandings of ‘early intervention’. And, often early 
intervention in the context of a new program is not primary intervention but rather an 
intervention tied to preventing a specific negative outcome or range of outcomes. This 
understanding is important in the context of this research, as some of the people interviewed 
for this evaluation do not see this program as early intervention or ‘early-enough’ 
intervention. However, if a longer-term view of client and tenancy outcomes is applied, any 
actions undertaken before a tenancy becomes high risk or fails could arguably be seen as 
early intervention from a life- and tenancy-course perspective. It is also the case that the 
ability of a Social Worker to provide ‘early intervention’ in existing cases depends on the 
results of the Case Work Support Assessment Tool and Housing Officers recognising that 
there are issues that warrant the attention of a Social Worker and then advocating for the 
client to be referred to a Social Worker.  
 
Discussion with Housing SA staff (including the Case Work Support Initiative Social 
Workers), reveals a general belief that awareness of early intervention has increased over 
the life of the program to date. A key measure of this has been the reported improvement in 
the ability of Housing Officers to identify not be quite as they seem and to refer such clients 
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to Social Workers for assistance. The following comments from Housing Officers reinforce 
these thoughts: 
 

I have found the Social Worker to be absolutely invaluable because of the 
complexity of cases. Honestly the complexity of tenants now and [the] 
amount of work I’ve seen done by notations and listening to responses from 
clients themselves, I couldn’t foresee issues they now have and needing 
attention and working without the Social Worker – couldn’t see it. I advocate 
for them; and 

 
Social Workers are absolutely saving us time. It’s not only about time – they 
go in with a different outlook – no matter how much time a Housing Officer 
has to put into something they do not have the background and different 
ways of seeing things. It is good to have [the] complementary skills of 
Housing Officers and Social Workers. 

 
While Social Workers believe Housing Officers are much more aware of early intervention 
than they were when the Initiative first started, mechanisms for support are often only trigged 
in response to property condition. Accordingly, the Social Workers believe there is still a long 
way to go in educating Housing Officers about the whole range of issues that may/do 
warrant intervention. For example, in some offices, Social Workers generally are not 
consulted regarding debt or eviction issues or for disruptive tenancies: 
 

We are not receiving enough referrals for debts and disruptive tenancies. 
Debt, not paying your rent is a normal sign something is wrong and a client is 
struggling. Early intervention is saving someone’s tenancy and the first 
indicator could be debt and another indicator could be an increase in 
disruptive tenancy matters. 

 
Housing Officers confer that when a client goes to the Disruptive Management Team the 
Social Workers are not consulted. The lack of referral for disruptive complaints to the Social 
Workers (as well as the fact the Northern Region has a high volume of tenants (Housing SA 
2011 p. 20) is likely to be a significant reason for the lack of positive outcomes in disruptive 
tenancy complaints reported in the Northern Region compared to the Southern and Western 
regions. The quantitative report does recognise the limited role Social Workers have had in 
the Disruptive Management process (Housing SA 2011, p. 21).  
 
In terms of debt, the quantitative data on the one hand has demonstrated that it is difficult to 
separate the influences of the strategies of the Debt Management Taskforce from the Social 
Workers. On the other hand, the data do suggest that, importantly, ‘...the additional case 
management provided by Social Workers appears to have an impact in reducing debt levels 
in high risk customers with moderate debt. (Housing SA 2011, p. 17). The Case Work 
Support Assessment Tool also does not recognise the critical relationship between debt and 
sustaining tenancies to the fullest extent (points allocated to debt issues are of less 
relevance than property condition).  
    
The lack of consultation with Social Workers though this procedure is not consistent across 
the three offices. In one office in particular, examples were given where Social Workers are 
involved in debt related crises and disruptive tenancy issues (see successful case studies 
S5 and S6) and these examples show that the application of the Case Work Support 
Initiative within this office has evolved to meet the needs of staff and clients. Initially in this 
office, a Housing Officer would need to go and deal with disruptive issues themselves, 
however, as the understanding of the role of Social Workers and the Initiatives has grown, 
staff in this office have established different ways for Housing Officers and Social Workers to 
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work together and assist each other. They report that this has ultimately resulted in more 
positive outcomes for clients, as well as staff.  

3.4 Relationships with other relevant Government and non-Government 
agencies, particularly health, housing and community service 
agencies 

To successfully support customers with issues that are threatening their tenancy, links need 
to be established with a range of services that can provide specialist assistance for clients. 
One of the major roles of the Social Worker is to facilitate access to a range of interagency 
and community services; organise and chair case conferences; and develop interagency 
case plans. These are not new functions or processes for Housing SA, but it has been noted 
that the restructure in 2008 resulted in a decline in the experience of Housing Officers in 
relation to support services. Following the restructure, a number of long term Housing 
Managers moved on (through retirement, changing career paths et cetera) resulting in a 
significant loss of knowledge and skills across the region. For new Housing Officers, 
establishing networks can only occur on a case by case basis and this takes time. In fact 
some Housing Officers reported this can take up to five years. The introduction of Social 
Workers has hastened the re-establishment and creation of numerous links with outside 
agencies. Appendix 4 provides a list of the range of agencies Case Work Support Initiative 
Social Workers have established working relationships with in the Northern Region.  
 
Team Leaders have noted that even within a few weeks of the Social Workers joining 
Housing SA information and assistance from agencies increased. This has been attributed to 
the hard work of the Social Workers and the level of respect they have built with outside 
agencies. While re-connections with some services and the establishment of new 
connections with support services is very much welcomed, one negative consequence noted 
was that some Housing Officers may be losing those few connections they may have with 
outside agencies. To this end, it is suggested that strategies are needed to ensure Housing 
Officers maintain a base level of key regional agencies and supports for clients. 
 
Discussions with representatives of agencies in the Northern Region that the Social Workers 
have regular interactions with revealed a strong respect for the Social Workers and the role 
they are playing in supporting and advocating for clients. Most agencies felt that the program 
was another important tool for assisting some of the most vulnerable individuals and 
households in the community. This said, it was evident from conversations with some 
agencies that they knew little about the ethos underpinning the Case Work Support Initiative, 
and to some the Social Workers were just another Social Worker among many. This view 
was however very much in the minority among those interviewed. Comments regarding the 
Initiative and Social Workers included: 
 

...it is good to speak to a particular person who has name and 
understands the client’s needs. 

...it streamlined our process [within our own agency]. 

...it allows case managing of clients, [and] information sharing. 

...it is a point of contact to cut through bureaucratic processes. 

The Initiative provides good networking which we didn’t have before. 

 
Information sharing, having someone within Housing SA to discuss client needs and 
progress, as well as access to someone they felt understands clients needs and their impact 
on their lives, wellbeing and tenancies were all raised as key benefits associated with the 
program and that were valued by agencies. Additionally, agency representatives repeatedly 
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raised that the availability of a Social Worker within Housing SA facilitates a problem solving 
approach, as it provides agency workers with one person to deal with on an ongoing basis 
and has been crucial in building relationships with the key organisations involved in 
supporting high needs and vulnerable clients. The program was therefore a clear indication 
of Housing SA committing to actions to intervene early with clients, assist other agencies 
with such early intervention, and put client needs at the centre of/in tenancy management.  
 
The importance of the Case Work Support Initiative in building relationships between key 
players involved in supporting vulnerable and high needs clients (including with and around 
their housing), was demonstrated in the comments about the importance of the program by 
Uniting Care Wesley’s ATSI Christian Congress (Adelaide Congregation). This organisation 
expresses absolute praise for the Case Work Social Worker they have been involved with. 
With the support of Housing SA management, this Social Worker has initiated a multi-
agency approach to establishing a homemaker program to meet the needs of Aboriginal 
Housing SA tenants living in the northern suburbs. These actions, and the Social Workers’ 
personal approach and relationship with clients of this Initiative, have resulted in Aboriginal 
clients asking to go to the courses and to be part of the program. The ATSI Christian 
Congress worker commented that Aboriginal clients react so welcoming to the Social Worker 
and that his presence within the program and the mutual respect built between the Social 
Worker and clients will have a long term effect on clients. And, the Congress worker 
acknowledged that this is all the more important given how difficult it generally is for non-
Indigenous people to work with Aboriginal clients and organisations. 
 
As part of this component of the evaluation discussions were also held with key 
representatives of both the Disruptive Management Team (DMT) within Housing SA and 
Intensive Tenancy Support (ITS) delivered in the Northern Region by Anglicare. A DMT staff 
member reported they have had some involvement with Social Workers, and this has very 
much been beneficial. DMT have been involved in case conferences with Social Workers 
and have linked clients referred to the DMT back to supports in the region including CWSI 
Social Workers and ITS workers. The DMT staff member noted that the Case Work Support 
Initiative is an early intervention program, while the DMT deals with clients after they have 
received a second strike for disruptive behaviour. In this sense there is limited room for 
interaction between the Social Workers and the DMT, particularly if interventions under the 
CWSI are ‘successful’. Of course in practice this has not always been the case. Aswell, the 
sheer number of clients being assisted by Housing SA means that there is always likely to 
be clients who cannot be assisted through a program like the Case Work Support Initiative. 
In addition, there is the issue of clients not being willing to engage with supports – whether 
these are CWSI related or provided by external agencies. Additionally, the DMT staff 
member interviewed noted that ‘some clients just don’t have the right attitude’ for 
engagement and this includes those with DMT and other support programs. The overriding 
thoughts of the DMT about the program has been that ‘anything [like the Initiative] that helps 
out is useful’ and ‘the CWSI is just another tool and one tool doesn’t work for everyone, but 
having a range of tools like the Initiative is important for meeting client needs’. Importantly, 
the DMT staff member felt that while it was difficult to comment on the future of the program 
and the impact it has had on outcomes for the DMT (because of the short time the program 
has been in place) they ‘would love to see more intensity around early intervention’ within 
Housing SA and ‘if it [the CWSI] is a way of heading off something before it happens then it 
is a good thing’.   
 
Perspectives on the Case Work Support Initiative pilot by ITS workers were mixed. One 
worker commented that the program was ‘fantastic and we love working with the Social 
Workers [in their region] and it has certainly been a positive’. This worker further noted that 
the program is an ‘important extra tool to work with and for a fairly intense group of clients’. 
The existence of the program within the region has also assisted them ‘by giving them better 
information [about clients and their needs]’. A real positive of the program from this worker’s 
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perspective has been the ‘good working relationship they have with the Social Workers and 
that they are all working towards that’. Additionally, ‘we are all working as hard as each other 
towards the same goal’. For this worker having two Social Workers in each office has been 
optimum and they have never had their requests for information or assistance not met. 
Moreover, this was a major improvement on past practices for supporting clients where ‘all 
[support] was done by engaging with Housing Officers...and they tended to just refer clients 
to ITS workers and move on’. This viewpoint was not provided as a criticism, but rather an 
observation that having the Social Workers in the offices and working towards the same 
goals for tenants was appreciated and seen as a positive way of engaging with clients. On 
the whole ITS expressed the view that their involvement with the program ‘had been good 
for us and for tenants’ and that they ‘love’ Social Workers and the program. ‘The [CWSI] 
people are great, [they] respond well, are friendly and importantly are willing to wear many 
different hats’.   
 
For ITS management, however, there were a number of concerns raised about the Initiative. 
Such concerns related to: 
 

 Lack of clarity about the purpose of the Initiative and role of the Social Workers in 
terms of supporting clients and confusion about how this fits with the ITS program. 
On this issue the ITS Managers both noted that originally the CWSI was sold to them 
as a ‘brokerage’ program that would complement the ITS program and they were not 
sure that this was how the program was operating. One manager noted that they 
‘had higher expectations about the level of collaboration over clients’ and felt that 
more opportunity to work collaboratively would be beneficial; 

 Low levels of referrals to ITS generally, particularly in the outer northern region and 
the clearly different (and unclear) referral processes between the three offices in the 
Northern Region. One worker commented that they really only received referrals from 
two Housing Officers in one office and that in another office despite four separate 
presentations on the ITS program to Housing SA staff it is still evident that some key 
workers in the referral process still do not understand the ITS program and who is 
able to make referrals to the program. In one office most referrals to ITS were 
directed through a CWSI Social Worker, however, this was not the process in the 
other offices, adding to confusion about who can and cannot refer a client to ITS. The  
ITS Managers spoken to were keen that the ‘roadblocks’ around referrals are sorted 
out and as one manager commented: ‘if the Social Workers in the [particular] office 
are so overworked, I would like to help them out’; 

 A feeling that the program is overly ‘personality-driven’ and that some Social Workers 
had a much better understanding of the differences and synergies between the two 
programs than others; 

 Ensuring that CWSI Social Workers and Housing Staff staff generally understand 
what the ITS program is about, who can be assisted and how. Additionally, concerns 
were raised that staff understand that clients referrals to the ITS program are about 
working to improve the life skills of clients and ‘aren’t just made with the view that it is 
primarily an avenue for access to brokerage monies’ for particular items and services 
for clients; and 

 Poor communication between ITS management and CWSI management around the 
focus of the programs, challenges (including in terms of clients and general 
coordination of support) and synergies. For the ITS management, it was clear that 
regular meeting between themselves and the CWSI Manager would assist with the 
process and provide them with a clear point of contact within Housing SA to discuss 
concerns.   

Importantly, the ITS managers felt that having Social Workers in Housing SA offices was a 
positive step forward for the organisation and clients, particularly given that ‘when people go 
to Centrelink they see a Social Worker, but if they present to Housing SA they only see a 
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Customer Support Officer, [therefore]...a line to a Social Worker for front counter 
presentations has to be more beneficial for clients with complex needs – although this 
shouldn’t take up all of their time’.    

3.5 Analysis of barriers and facilitators of success of the model 

From this evaluation exercise it has become clear that there are a range of facilitators of the 
success of the Case Work Support Initiative, and barriers to its operation. Facilitating factors 
are central to the success of the Initiative and can counter some of the barriers inherent in all 
programs, no matter how long they have been in operation.  
 
Aside from the need for recurrent funding and high level support from the Department for 
Families and Communities the most important facilitator for the Case Work Support Initiative 
is a strong, supportive, functioning management structure. Discussions with key staff about 
the Initiative revealed that this important pre-condition was absent for the most part during 
the initial implementation phase of this pilot program, but this has since changed. These 
issues and concerns have shown the importance of an overall manager (the Regional 
Manager) overseeing the implementation and operation of the Initiative and championing the 
approach within each office. Having the support of other managers within the Housing SA 
structure is also clearly critical to the acceptance and therefore success of the program; 
particularly given that Managers are the ‘gatekeepers’ of this Initiative, and if they do not 
support the overriding ethos and philosophy of the program can act as roadblocks to 
referrals and therefore program success. 
 
A range of other factors or pre-conditions for the success of the program were identified by 
management staff within Housing SA with respect to the successful operation of the 
Initiative. These include: 
 

 a customer centred focus; 
 respect for, and understanding of, the roles of all staff; 
 a belief in the philosophy of the program and that Housing Officers, in conjunction 

with Social Workers, can sustain tenancies and improve outcomes for customers; 
 a manageable case load for Social Workers, Housing Officers and Team Leaders; 
 an inclusive office culture; 
 an understanding of the importance of early intervention and prevention approaches; 
 ability to have an input into the evolution of the Initiative; and 
 regular communication and education sessions with all staff, to promote awareness 

of underlying issues and issues not immediately evident that can/will affect tenancy 
sustainability.  

 
Participants in the interviews and focus groups were also asked to identify what they saw as 
the barriers to the success of this Initiative. A range of thoughts and suggestions were 
provided based on the roles and perspectives of each individual. Barriers were related to 
both the Initiative specifically, as well as broader or structural barriers affecting the 
circumstances of clients and Housing SA as a housing assistance arm of government. 
 
Barriers to the Initiative 

 lack of support from Housing Officers and management and belief in the program; 
 staff not understanding the issues confronting clients, being stubborn and not flexible 

enough to be innovative or accepting of innovation or open to other opinions; 
 not enough Social Workers for the quantity of referrals including for all pre-

allocations; 
 lack of understanding of the time involved in the pre-allocations process; 
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 belief that Social Workers can fix long term entrenched issues and complex issues in 
a short length of time; 

 doubts about the capacity of Social Worker to work with/assist people 
 policies and procedures of Housing SA (fences people into rigid framework; hard to 

reconcile lateral framework with holistic framework and best interests of client); 
 customer refusing to engage with Social Workers; 
 access to some support services are limited to Families SA referrals only; 
 Case Work Assessment Tool; 
 way customers perceive they have been treated by Housing SA in the past; 
 appointment of Social Workers not suited to the position, with Social Workers not 

willing to confront issues and deal with people with difficult behaviour and a range of 
complex issues; 

 lack of integration of Social Workers within the office environment, including in terms 
of physical location within the office; 

 lack of formal feedback mechanisms for Housing Officers and Social Workers to 
understand roles they play and the outcomes they achieve; 

 feedback of information to Housing Officers about clients, especially when Case 
Work assistance is ceasing; and 

 difficulties and reluctance in sharing client information between sectors of the 
Department for Families and Communities, i.e. between Housing SA, Families SA 
and Disability SA.  

 
General barriers: 

 limited time available to work with clients; 
 lack of brokerage money to purchase necessities for clients, including physical items 

as well as other forms of support; 
 lack of resources and appropriate services in the broader community for customers 

with particular needs; and 
 lackof appropriate housing  

 
Central to the success of this program then, has been a supportive management structure 
across the region, and within each office, as well as ensuring mechanisms are in place to 
address the suspicions and concerns of staff when new roles are introduced into the office 
environment. Additionally, providing all staff with feedback about the outcomes of the 
program is key to building ownership of it as an efficient mechanism for assisting clients and 
as part of this staff need to have a role in the ongoing development, evolution and 
refinement of the program. Managing relationships between staff and clients and within the 
office environment is of critical importance when implementing a new initiative such as this. 
And, should the program be rolled out across the metropolitan region broadly, or the state, 
understanding and acknowledging these issues is crucial in ensuring the success of the 
program. 

3.6 Perceived impact of the social workers for clients 

The quantitative report provides limited insight into the impact of the Case Work Support 
Initiative on Housing SA customers. As stated in that report, this is because the data 
collected on the program was set up to provide ‘raw data for reporting purposes’ on debt 
management, accommodation outcomes and disruptive tenancy complaints, reflecting 
‘Housing SA’s role in tenancy and property management, rather than customer support’. 
Analysis of the level of maintained tenancies of Case Work Support customers in the 
Northern Region in the quantitative report, however, clearly identifies that the Social Workers 
have had a significant impact on the sustainability of tenancies: 
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An examination of Case Work Support Customers revealed a very high rate 
of maintained tenancies, or transfers to more appropriate accommodation. It 
is also worth noting that there were almost no evictions amongst Case Work 
Support customers, and that all of the “high risk” customers that received a 
degree of case management from a Social Worker have maintained their 
tenancy.  

 
This qualitative review provides more detailed insight into the perceived impact of the Case 
Work Support Initiative on customers than can be gleaned from a quantitative analysis. It 
must be stated upfront here, however, that Social Workers can only work with customers 
that are willing to engage with them and/or who are willing to engage with supports if 
necessary. The discussions undertaken for this evaluation indicate that the Social Workers 
are very patient and try very hard to gain the trust of the customers referred to them, and it is 
only after this process that most customers are willing to work with a Social Worker to look at 
links to necessary support tools and services. The problem of resistance to engaging with a 
Social Worker is captured in the following observation made by a Social Worker: 
  

Sometimes the tenant is adamant you are not going to deal with them so you 
just cannot. Some people are just against help no matter how many angles 
you come at them with. 

 
Measures of success or positive outcomes for customers are dependent on expectations. 
And, as almost all of the customers being referred to the Initiative have multiple and complex 
needs it is not always easy at first to recognise the influence or impact a Social Worker has 
had on an individual’s or family’s life and, through this, on their tenancy outcomes. The 
following comments by Social Workers and other Housing SA staff provide some indication 
of the range of, and variation in, outcomes for clients because of involvement with the Case 
Work Support Initiative:  

 
All clients we worked with had outcomes even if it was just engaging. 

Best outcome is to get people to believe, [to] understand they have 
problems. 

All clients I see are better off in some way – at least they have choices put in 
front of them, even if they don’t engage. 

We have a lot of success stories even those where we are not able to solve 
a person’s problems but we can put them in space that is less harmful.  

 It can’t be overstated that the Social Workers come in and do save tenancies 
some times. 

Anecdotally I think with the Social Workers that there has been a reduction in 
tenancy failures. We will always have severe cases but where the Social 
Workers have done the best work is in limiting how quickly cases become 
severe and in some cases they have been able to turn people around and 
provide relief to a situation.  

 
While Social Workers and Housing SA staff can comment on what they believe are the 
specific and broad impacts of the Initiative on/for customers, it is the case studies of the 
situations and issues that Social Workers have had to deal with that provide the most useful 
and powerful insights into client outcomes because of their interventions. A sample of case 
studies is presented at the end of this Chapter. The examples provided are both positive and 
negative. From these examples it is clear that for those willing to engage with the Social 
Workers, it has had a significant impact on their lives, as well as their tenancies. 
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3.7 Identification of alternative service models to achieve stated 
objectives of the Case Work Support Initiative pilot 

It is beyond the scope of this evaluation to provide an in-depth exploration of alternative 
models to the Case Work Support Initiative and recent work by Habibis et al for the 
Australian Housing and Urban Research Institute does this.2 Importantly, Habibis et al’s 
research also notes that the currently accepted model of housing management for sustaining 
tenancies is the introduction of approaches that support clients to manage their tenancies – 
for example, through the introduction of professionals like Social Workers within agencies to 
assist clients. Additionally, actions proven to support tenancies must focus on intervening 
early to avert crises and address risk factors (including those related to life circumstances), 
preventing tenancy failure or the circumstances known to impact on sustainability of a 
tenancy. 
 
The Case Work Support Initiative is an extension or variation on past programs to support 
clients with their tenancies. Notably, the Housing Support Coordinators within Housing SA 
offices in the recent past (and that were restructured out of offices in 2008) were a similar 
approach for facilitating and coordinating supports for clients with complex needs. The 
important difference between these programs is that the CWSI Social Workers are qualified 
professionals and there is a clearer separation of tenancy management and tenancy support 
with the current approach. This is an important factor in the design of the program, and must 
continue to be a feature of the program as it evolves and if/when it is rolled out more broadly. 
This is because it is generally acknowledged within the research around supported tenancy 
management that it is good practice to keep tenancy management and tenancy support 
roles separate and this more readily occurs with the involvement of professionally trained 
people in housing support roles.  
 
In saying this, it is also important to note that there are a number of positives and negatives 
in incorporating support services directly with tenancy management. As outlined in this 
report the benefits include: quick interaction; ability to share essential information about 
clients; and quicker referral between tenancy management and support. These advantages, 
however, need to be balanced or judged (like a cost/benefit analysis) against customers’ 
perception that Social Workers are part of Housing SA and there is no distinction between 
the roles of tenancy management and support. The risk here is that tenants may be more 
reluctant to engage if they see the support worker (i.e. a Social Worker) as part of Housing 
SA. The Social Workers have worked hard to allay any client concerns about perceived and 
real links between tenancy and support in the Case Work Support Initiative and the findings 
of this evaluation certainly point to this all working well. However, these insights remind us 
that having separate organisations providing support has its advantages in some 
circumstances as well.  

3.8 Overall satisfaction with the pilot Initiative 

This section and the following section on Thoughts on the Future of the Initiative outline the 
views of Housing SA staff towards the Case Work Support Initiative now that they have had 
almost two years to familiarise themselves with the role of the Social Workers, as well as 
work alongside them within their offices.  
 
Various opinions were expressed on the impact of the Case Work Support Initiative on 
Housing SA staff overall. Though some negative attitudes toward the Initiative pervaded 

                                                 
2Notably, Habibis et al 2007 provide a review of sustainable tenancy approaches for managing 
demanding behaviour in public housing. The report provides and discusses a range of good practice 
examples. 
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such discussions, it is apparent that with the passage of time and refinements to the Initiative 
that the Social Workers have become increasingly valued as part of the Housing SA team. 
Moreover, most staff have gained a solid understanding of the Case Work Support Initiative, 
the role of Social Workers within the offices and in assisting clients, as well as understanding 
and recognising the ethos behind the program (as client-centred) and the importance of the 
Initiative as an early intervention and prevention strategy for tenancy sustainability.  
 
Negative attitudes towards the Initiative were expressed by a select few Housing Officers. 
These attitudes tended to reflect these Housing Officers’ previous positions within Housing 
SA, their experiences with Social Workers generally and, for most, their experiences with 
one particular Social Worker in the Initiative3, as well as frustration at the lack of two Social 
Workers in each office. 
 

The Case Work Support Initiative has not changed my perception of Social 
Workers. I was a Housing Coordinator before the Social Workers and that 
was what we used to do [what the Social Workers are doing now]. So it 
hasn’t changed anything for me. I have the knowledge, don’t necessarily 
need the piece of paper to do that role. The piece of paper doesn’t 
necessarily mean you are the best person for that role.   

If I had to judge the program on the experience with [particular Social 
Worker] I would say it hasn’t worked but having given a couple of cases to 
another [particular Social Worker] I see it can work. 

I don’t think it [the Case Work Support Initiative] is working well. We had two 
Social Workers before and now we are down to one. Because of the level of 
work the Social Worker is not picking up cases and reaching satisfactory 
solution of what we are looking for, because most of the time it comes back to 
Housing Officers and we have to fix the case up and follow through.  

With only one Social Worker in the office the caseload keeps coming back to 
the Housing Office to deal with – if they are unable to take on the load we 
won’t be bothered referring. 

 
As noted earlier in this chapter, however, the vast majority of Housing SA staff and 
representatives of other support agencies interviewed for this evaluation were satisfied with 
the Case Work Support Initiative (see also section 3.9, below and Chapter Four). The 
sample of comments below shows Housing Officers’ thoughts on the influence of the Social 
Workers for clients, and in assisting the Housing Officers. Fundamentally the comments 
demonstrate Housing Officers’ strong satisfaction with the overall structure, and more so, the 
impact and effectiveness of the program.  
 
 They will advocate to the best of their ability for the good of the tenant. 

Im not always happy with what other organisations do. Our Social Workers 
go out of their way to make sure the client is ok. 

Think clients feel less threatened with Social Worker from Housing SA. 

Find clients more willing to engage with Social Worker from Housing SA. 

Social Workers know our policies and procedures and this can assist with 
fixing problems more quickly. 

                                                 
3 This Social Worker is no longer employed under the CWSI. 



 

27 
 

Our Social Workers are working with us, others in agencies may be working 
against Housing SA. 

Housing Officers appreciate the opportunity to work together with someone 
on the difficult cases, that sense of support, another set of eyes to identify 
issues, to support the message they are trying to convey to the customer 

When I first filled in the RAT and came here, I wondered how going to work 
at Housing SA as it has its policies and processes to meet and Social 
Workers have their ways. Attitudes may not meld with what trying to achieve, 
but now I don’t understand how we could maintain tenancies without Social 
Worker assistance.  

It is good often having a joint visit with a Social Worker. The Housing Officer 
is often the bad cop telling someone to clean up, but the tenant often does it 
for the Social Worker. 

Have some tenants who have actually started to communicate with Housing 
Officers, more respect for Housing Officers, tenants are changing their minds 
about how bad a Housing Officer is [because their tenancies are now 
supported]. 

Many of our cases are resolved in a timely manner because of instant 
contact with Social Workers. They can quickly work with us, they can come 
into an interview room, but if ended up having to make an appointment 7-14 
days down the track [with an outside organisation] the immediate need for 
response would pass. 

We are now starting to see the long term benefits of their skills and abilities 
to resolve things long term whereas time pressures and competing 
pressures for Housing Officers means they have to deal with what is 
important at a point in time, not necessarily having the time and ability to 
check up on one case. Housing Officers can identify tenancy issues but they 
are not able to work long term with customers whereas Social Workers are 
able to retain a sense of ownership for a much longer time. 

 
This last point was often the most repeated comment across the focus groups, with Housing 
Officers stating they do not have the time to deal effectively with the issues the Social 
Workers do. Also it was clearly acknowledged by the Housing Officers that the Social 
Workers have the expertise and capabilities to deal with complex issues; complex issues 
that are seen in an increasing number of clients and that have clear impacts on their 
wellbeing and household circumstances, and their ability to maintain and sustain their 
tenancy. (Further evidence for continuing with the Initiative, and its overarching value for 
staff, Housing SA generally and for clients in particular, is given in the next section). 

3.9 Thoughts on the future of the Initiative 

The current funding available for the Case Work Support Initiative expires in October 2011. 
Accordingly, all of the groups of stakeholders involved in this evaluation were asked to offer 
their thoughts on the future of the Initiative and particularly the potential for the program to 
be scaled back within each office. This was not an option that was favourably received by 
the vast majority of Housing SA staff, nor the representatives of other agencies interviewed.  

 

There is a tremendous need for two Social Workers in the office. As time 
goes on the numbers of tenants housed facing issues is going to increase. 
We are stretched to get to every complaint now [and] once we lose the 
easier longer term clients and they are replaced by Category 1 clients, we 
are going to need more tools within each office to deal with these people. 
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Originally the Case Work Support Initiative saw the placement of two Social workers in each 
of the three Regional Offices in the Northern Region (and one Social Worker was later 
allocated to the Eyre and Western Region, based in the Whyalla Housing SA office).4 
Currently, however, the Modbury and Elizabeth Offices are operating with only one Social 
Worker each. In many ways this has posed challenges for staff in these offices, and it is 
evident from discussions with staff in these offices in particular that two Social Workers is the 
preferred number within an office for the program to continue to be as effective as it has 
been for most of the duration of the program.  
 
The idea of one Social Worker operating across the region with the most difficult clients was 
vehemently opposed. As one Housing Staff member noted: 
 

One [Social Worker] in the region would not be successful – the office they 
are based in would dominate their time. We need an even spread across the 
state. 

 
Another commented that: 
 

If [management] go to one Social Worker, the program would have to be 
reactive rather than proactive in helping tenants. 
 

It was noted by more than one staff member that this would fly in the face of the early 
intervention and prevention ethos of the program. 

 
Two other concerns were expressed with this idea. First, it was widely acknowledged that 
the Social Workers are already working with the most difficult clients and so introducing this 
rationalisation of the program would require further definition of the role of the Social Worker 
and clear boundaries being set around case loads and duration of support. Second, such 
rationalisation of the program was considered to be an insult to its success and would 
undermine its effectiveness.  
 
The idea of having one Social Worker in each office was slightly more palatable to some 
staff, mostly because ‘one is better than none in each office’. However, it was noted in one 
office that having a Social Worker of each gender was important for the effectiveness of the 
program too, as well as allowing the flexibility of one Social Worker still being in the office 
while the other was away for whatever reason, including for (joint) home visits, case 
conferences et cetera. If the Initiative is to be scaled back to one Social Worker in each 
office, careful consideration will have to be given to their dual role within offices.  
 
From the commentary on the program’s future it is strikingly evident that there is a real 
sense of the increasing value and importance of this Initiative among staff. Consequently 
most staff would be very disappointed to see the program go, not only for themselves and 
the impact that having the Social Workers has had on their workloads, but particularly for 
clients.  
 
The most telling comments in terms of the future of the Case Work Support Initiative speak 
for themselves: 
 

                                                 
4 The recent decision by Housing SA to use remaining funds from the Case Work Support Initiative to 
employ a Social Worker in the Marion Office indicates that management is considering ways that the 
benefits of the Initiative can be extended into other Housing SA regions. 
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…the fact that the program is only in the North is hard, it would be an 
advantage to roll it out more broadly. 

I wouldn’t be surprised if we had tenants advocating on their [the Social 
Workers’] behalf, with some of outcomes [they have] achieved. 

It would be a real backward step if the program ceases. We have pilots here 
of all different programs and ... our office is keen to be involved in any pilot 
program that comes along. And there are many that have come and gone, 
can’t remember what they were; don’t miss them, but the Social Workers if 
they went it would be bad all round – for everybody. 

 
 
And, finally,  
 

Our business is to sustain tenancies so why take away one of the keys? 
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CASE STUDIES OF SUCCESSFUL AND UNSUCCESSFUL 
OUTCOMES FOR CLIENTS  

Successful outcomes 
 
Case S1 

Social Worker involved with client at a very late stage. Customer is a female with a physical disability 
in a wheel chair. She has three children. Her husband died in their house. The Social Worker became 
involved with the client when cockroach fumigators said the house was uninhabitable. Through 
involvement with the client the Social Worker determined that there was a need to find the client and 
her children more suitable accommodation. The house was not accessible for someone in a 
wheelchair, and it was difficult to get the wheelchair into the house. The house has not been modified 
in the past as the male tenant, the client’s husband who had died, was able bodied and had done 
everything for his wife and children. After her husband’s death the female client had difficulty with 
daily tasks. She had to use crutches to get around the house, leaving her with no free hands for 
cooking or cleaning. She couldn’t use the kitchen as there was no benchtop next to stove and with 
having to use crutches it was difficult to move things off stove. Often this led to her spilling food and 
this was then impossible to clean up for someone dependent on crutches to move.  
 
These factors combined with a lack of basic life skills (because her husband had done everything for 
the family) and the grief of his death meant that the client was simply not coping with her situation. 
The Social Worker referred the family to Families SA who in turn referred them to Centacare and the 
TEAR Australia program; a weekly playgroup for ATSI children and their mothers and program for 
older ATSI children. The CWSI Social Worker continued to support the client in their involvement with 
TEAR, and also got CAMHS (Child and Adolescent Mental Health Services) on board to support the 
children. Continued work with the family revealed a range of other issues that needed addressing, 
such as drug and alcohol issues, financial issues (which required engagement of a financial 
counsellor), and schooling. As the Social Worker noted ‘we got every man and his dog on board’. Had 
case conference with full tables of support workers from a range of agencies, including Disability SA.  
 
The result of all this work was that the Social Worker was able to find the client a more suitable 
property, organised for an Occupational Therapist to work with the client and got her property 
modified to meet her needs.  
 
The Social Worker worked with this client for 12 months to monitor how she was going. Once she was 
properly engaged with other services the Social Worker ceased involvement. The client now has a 
property she loves and which is fully accessible, she is addressing the significant debt she has from 
her last property ($5,500) and there have been no complaints about the family from neighbours. 
 
Case S2 

Example of cooperation between Housing SA staff, Charity Link Australia and Wyatt Trust has seen a 
terminally ill customer experiencing homelessness obtain housing and become reacquainted with his 
children and grandchildren. 
 
This customer came into a northern Regional Office in a distressed state and the front counter 
Customer Service Officer asked the CWSI Social Worker for her assistance. Social Worker spoke to 
the customer who was upset that his housemate had locked him out of his co-rented home and he 
was now homeless. The customer began to weep so the Social Worker took him aside, offered 
tissues and sat with him while he told his story. During this interaction the Social Worker discovered 
that he was a Cat 1 applicant who had severe health issues (end stage liver disease) and had 
recently been told he would probably not live more than 18 months.  
 
Social Worker ascertained that Customer had safe accommodation for the weekend and suggested 
that he return next week for assistance with a Hotel room to be offered if he was still in need.   
 
Social Worker spoke with the Allocations Officer and two weeks later the customer was offered and 
accepted a 1 bedroom property. Between this offer and the allocation date, the customer’s property 
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was fire bombed and all his belongings were destroyed. The Social Worker completed paperwork for 
furniture and whitegoods assistance from Charity Link Australia and the Wyatt Trust. This included 
funds for a sofa bed for someone to stay at his house with him when he is unwell. 
 
On the day of his allocation, Housing SA was notified by a friend that the client had fallen the previous 
evening, severely damaged his hand and was in hospital and due to have  microsurgery to repair the 
damage. The allocation and furniture delivery was postponed and when he was released from 
hospital a week later, it all went ahead. 
 
At last contact with the Social Worker, this customer stated that he has seen his 9 year old son and 
his two grandchildren who he had not seen in quite some time due to his unstable housing history. His 
health has improved and he has re-connected with some of his family members.  
 
The cooperation of all staff and services involved has made this a story with a happy ending with the 
customer being housed in just over 5 weeks from the initial interaction at the front counter. As the 
Social Worker noted ‘He has the dignity a home of his own can offer until his final days’. 
 
Social Worker noted that this is an example of a ‘good outcome from intervention at the front counter’. 
‘It was fortuitous he came in and we were here, having time to sit with him and talk’. 
 

Case S3 

Social Worker contacted a client to conduct a Pre-Allocation Assessment after receiving the file from 
Allocations Officer on November 22 2010. 
 
Client was a young male who had been sharing a house with his alcoholic father. Because of this 
situation the mother of his 3 children was refusing to let him have access with them. This 
accommodation was lost after he came home and found his father who had hung himself in his 
bedroom. The property was in his father’s name and as the client did not wish to remain in the 
property he found himself in need of alternate accommodation. He became very depressed and 
turned to using dope to cope with his loss and eventually found short term accommodation in a 
housing group for people with Mental Health issues. 
 
After completing the pre-allocation assessment the client was unsure of moving to the northern 
suburbs due to their poor reputation, so the Social Worker gave him the address of the property so he 
could take the week to view the property from the outside and get a feel for the area. The client rang 
back after a few days and accepted the newly upgraded property. Because of his depression the 
Social Worker decided to leave this file open and to offer support to this young man as he has almost 
no family supports except for a brother who lives in the country. Social Worker completed a Wyatt 
Trust application to secure a washing machine for him. 
 
Social Worker had some informal grief and loss counselling discussions with the client as he had very 
little understanding of how grief could affect a person and he thought he was losing his mind because 
he was still tearful and trying to make himself feel better by smoking dope. The client’s literacy issues 
were compounding his depression as he could not fully understand the letters sent to him by the 
psychiatrist that he had been referred to by his GP or his job network counsellor. The Social Worker 
helped him to confirm the appointments he needed to re-schedule and encouraged him to seek formal 
grief and loss counselling with the psychiatrist or Counsellor once the appointments commenced.  
 
At last contact the client was feeling much better. He had contacted his ex-partner and was working to 
re-establish the relationship with her so that she felt comfortable in letting the children visit with him in 
his home. 
 
Ultimately the client was supported for approximately 4 months until the 18.3.11 when it was mutually 
agreed that he was sufficiently settled to close his file. 
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Case S4 

Social Worker received referral following a home visit by a Housing Officer where minor property 
condition issues were identified and the Tenant appearing ‘medicated’.  Social Worker visited Tenant 
and the Tenant disclosed that he was dependent on alcohol and was on medication to treat his 
paranoid schizophrenia and depression. Tenant stated that he had recently been discharged from 
Joslin where he spent 5 days in detoxification but had not progressed into any rehabilitation 
programs. With further conversation with the client the Social Worker discovered that Tenant had 
regularly attended detoxification at a number of drug and alcohol support agencies.  Tenant reported 
that he had been seeing a psychiatrist at Central Northern Health Services but his psychiatrist had left 
the practice and he had no further contact. Social Worker received a Signed Consent to Release and 
Share Information with Tenant’s GP and Mental Health Services. 
 
Tenant claimed that his parents provided him with weekly support for his housework and shopping. 
However, he was concerned about their ability to continue supporting him due to their advanced age. 
Social Work assessment concluded that client’s needs included re-engagement with mental health 
services, treatment for his alcohol dependency and possible referral to a home support program. 
 
Social Worker contacted mental health services while Tenant was present and made an appointment 
to see a psychiatrist. Mental Health Services said that appointment letters had been sent to Tenant 
and that he had failed to attend these appointments. Social Worker arranged to pick up client and 
transport him to the appointment. When Social Worker and Tenant arrived for the appointment they 
were met by a Mental Health Nurse who had been providing some support for Tenant. Up to this point 
the Social Worker was unaware of this supportive relationship. 
 
Tenant gave permission for the Social Worker and Mental Health Nurse to be present during his 
consultation/case conference with the psychiatrist. The outcome of the meeting was that the priority 
was to treat the client’s alcohol dependency. Tenant and the Mental Health Nurse explained that the 
reason why he had not been referred to a rehabilitation program was because it was too expensive 
and the tenant was afraid of losing his tenancy if he was absent from the property for a prolonged 
period. The Social Worker asked the client and the mental health clinicians how expensive the 
rehabilitation program was and nobody had any details. 
 
At the end of the meeting with mental health services the Social Worker informed the mental health 
clinicians that he would make enquiries regarding Housing SA’s policy re unoccupied property and the 
cost of engaging with a rehabilitation program. After discussing the matter with the Housing Officer, 
Social Worker clarified that the client could appoint his parents to be care-takers. The Social Worker 
contacted Drug and Alcohol Services of SA and other drug and alcohol support agencies and made 
enquiries to Uniting Care Wesley’s Kuitpo Rehabilitation Program. Social Worker discussed tenant’s 
situation with these services and was informed of the cost and process of Tenant entering the 
program. Social Worker then contacted Mental Health Services to update them. 
 
Social Workers research found that Tenant’s Disability Support Pension would cover the costs of the 
program with a small amount of cash left over. Social Worker contacted the client and gave him the 
contact details and then followed up with him and UCW to monitor tenant’s self-referral. The client 
ultimately managed his self-referral and is currently on a 10-12 week waiting list where he keeps in 
telephone contact with UCW. The next step in the process will be UCW notifying him to spend a week 
in detoxification and then go straight into the 5-6 month rehabilitation program at Kuitpo. The Social 
Workers is currently monitoring the situation with weekly phone calls to the client. When the client is 
invited to go into detoxification the Social Worker will notify the Housing Officer to organise the care-
taking arrangements for the property. 
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Case S5 

Example of a tenancy incurring debt and the client had faced eviction over 12 times. Last year when 
the issue with debt arose again the Social Worker became involved as a result of the Housing Officer 
undertaking the Risk Assessment Tool. Within two meetings the Social Worker identified that the 
customer had gambling addiction which the husband and children were not aware of. The wife was 
good at hiding her addiction. Housing Officers and Team leaders honestly thought they were a low 
income family struggling to make ends meet. Housing SA tried to be as accommodating as they 
could. The identification of the gambling problem by the Social Worker saw the wife taking the 
proactive step to bar herself from local hotels. Additionally, the husband took control of the bank 
accounts; the teenage daughter became involved as well and the turnaround in the tenancy was 
‘fantastic’. Unfortunately since the Social Worker has withdrawn from this case things have reversed.  
 
Case S6 

Client is a tenant with severe mental health issues and alcoholism who lives on his own, in close 
proximity to neighbours. In this case the Social Worker has instructed Housing Officers that any 
disruptive complaints are to go directly to them. The Social Worker has also built rapport with 
neighbours so that now they ring up and speak directly to the Social Worker if there is a problem. 
They trust that the Social worker is doing what he can to work through issues with the tenant. 
Because of this process the neighbours do not place an official complaint as they know the Social 
Worker will deal with it and if Social Worker visits but not the Housing Officer then it does not need to 
be noted as an official complaint and this avoids involvement of the Disruptive Management Team.  
 
Case S7 

Example of interagency connections and success of CWSI.  
 
Social Worker was contacted by someone from TIAS – the tenancy information and advisory service, 
who had a client living in very poor quality housing. The client had 4 children, three diagnosed with 
Asperger’s, one child in the process of being assessed with Autism and the mother of the children 
also recently assessed as having Autism. The father of the family had given up his job to care for the 
family. The laundry in the house was unuseable and this was a major concern for the family and 
Social Worker. 
 
The CWSI Social Worker spoke to the Allocations Officer in their office to see if there were any 
appropriate properties available for the family. Allocations Officer had four new builds available in the 
general area, although a little way from where the family lived. Social Worker discussed this with the 
family and they indicated that they were happy to move to the location where the new build property 
was available. A formal offer was made to the family.  
 
The Social Worker completed all pre-allocations processes in line with their role under the CWSI. 
Property offered to the family was a four bedroom stand alone unit with small yard in a cul-de-sac. 
The family across the road from the property also has a child with Autism. The client ultimately 
commented to the Social Worker that ‘you have no idea what a life changing experience this will be 
for my family’.For the Social Worker such cases make their job worthwhile. 

 
Case S8 

Customer is an Aboriginal elder with multiple chronic physical and mental health issues. Client was 
part of the stolen generation and had previous extensive history of homelessness, transience and 
substance abuse which she has successfully worked to resolve and move forward with her life. Client 
also indicated she wants to be available to care for her grand children who are on 18 year 
Guardianship of the Minister orders. 
 
The client was renting privately, however, was facing imminent homelessness due to her lease 
expiring (at short notice) and the landlord refusing to make necessary modifications to accommodate 
the customer’s ongoing disability/mobility issues. Despite the client contacting relevant agencies 
(TIAS and Anglicare), homelessness was imminent for her and her two grandchildren. 
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The CWSI Social Worker received an initial referral from an external Aboriginal worker (service 
provider) as the client was reluctant to approach Housing SA directly and had a mistrust of 
government agencies and non-aboriginal workers. The Social Worker attended the client’s home and 
arranged all relevant documentation for her to complete a housing application and arranged for a 
needs assessment for urgent housing. The Social Worker then advocated for the client and liaised 
with internal and external service providers. Client was granted Category 1 and placed on the wait list.  
 
Given the urgency of the customers need for housing and the high risk impact on the grandchildren, 
the Social Worker further advocated with the Allocations Officer and Operations Manager for the 
customer to be of the utmost priority for housing. This advocacy included using the strengths 
perspective to promote the need for the client to be housed close to her supports and schooling for 
her grandchildren. 
 
Ultimately the client was offered a new build property (with all necessary disability modifications) to 
accommodate her and her two children. Once she was offered a property, the Social Worker then 
discussed local schooling options with the client and her grandchildren and liaised with enrolments 
and the Aboriginal Education Liaison Officer at the school of their choice. Social Worker then liaised 
with the client and other service providers around transitioning the customer and her grandchildren 
from her private rental to the Housing SA property, with minimal impact on the family.  
 
With the support of the Case Work Support Initiative, this client has avoided homelessness and is 
about to move into her brand new property. She is positive that this long term stability and adequate 
accommodation will assist her to maintain and monitor her ongoing mental and physical health issues 
and also to continue supporting her teenage grandchildren to reach their full potential. 
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Unsuccessful outcomes 
 
Case N1  

Client is a young aboriginal single parent, with her children in care. Families SA workers were 
involved with her case and she had a history of prostitution. Client has undeclared family members 
staying at property not paying rent and her debt is increasing.   
 
The Social Worker assisted the client with arrangements to receive youth allowance and also 
arranged for her to attend Housing SA office to set up re-payment arrangements to address debt. The 
client failed to attend. Social Worker then negotiated with Housing SA Operations Manager to delay 
eviction proceedings due to the tenant now receiving youth allowance and having the ability to enter 
into an arrangement to repay her debt. Social Worker again contacted the client and advised her of 
the seriousness and urgency of her current situation. She stated that she was nearby and would pop 
into Housing SA office to make arrangements to re-pay her debt. Tenant again failed to attend. Social 
Worker tried to follow up and made numerous unsuccessful attempts to contact her.  
 
Finally, client received a notice from operations advising that her eviction proceedings were 
commencing. She visited the Social Worker arguing that the process was unfair. The Social Worker 
advised the client that the matter was now out of his hands and recommended that she make an 
immediate payment to demonstrate her willingness to re-pay her debt. Tenant advised that she would 
make a payment at the post office later in the day. Tenant failed to make any further payments. 

 
Case N2 

Female client with mental health issues. Client is linked in with Anglicare so had Social Worker in the 
background. At joint visit with the Housing Office, client expressed that she was not keen to engage 
with the CWSI Social Worker but was happy for them to visit her once a month. CWSI assistance was 
closed off as she was not interested. Social Worker later found out that Anglicare worker closed her 
off soon after CWSI support stopped and nothing much happened with the client for six months. After 
this period her Social Worker learned that her probationary lease not to be renewed and she will be 
homeless with two children.  
 
Social Worker is frustrated that she was unaware of this, and also the debt issues that were the 
grounds for her being evicted, and if they had known this may have been able to help her to sustain 
her tenancy. This process, however, could only occur through another referral from disruptive 
complaints. When the client broke her recovery arrangement this would have been the opportune time 
to refer her back to the Social Worker for assistance, or even when she was put on the recovery 
arrangement in the first place as she hadn’t had any issues with that previously. 
 
Case N3 

Client is a female with a partner and two children. She has mental health issues (Borderline 
Personality Disorder) with poly-substance abuse. She had a history of non-engagement with mental 
health service in a long term meaningful way, however, would utilize emergency services as 
necessary.  
 
The client was referred to the Social Worker internally by Housing Officer/Team Leader following a 
home visit which raised concerns because of property condition. The Social worker attempted to 
engage the customer by phone and letters, however,the client did not engage easily. Social Worker 
conducted an assessment of the client and it was identified through this that the customer wanted to 
address her drug addiction issues as a means to resolve the risk of losing her tenancy. Social worker 
investigated and referred her to a detox facility and longer term drug rehabilitation service, however 
she did not follow through. 
 
The Client’s partner left the relationship and with the support of Families SA removed the children 
from the female client’s care. The client’s mental health condition deteriorated, she ceased engaging 
with the Social Worker and terminated her tenancy.  
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4 DISCUSSION AND SUMMARY 

The overall evaluation of the Case Work Support Initiative pilot involves both a quantitative 
and qualitative analysis of the impact and effectiveness of the Initiative. This report, the 
qualitative analysis, stands in contrast to the inconclusive findings achieved through the 
analysis of measurable data, presented in the quantitative report. As of May 2011 it can be 
concluded that the Case Work Support Initiative is an accepted, welcomed and very 
much valued Initiative within the Northern Adelaide Housing SA offices and one that is 
having a considerable impact on the ability of tenants to manage and sustain their 
tenancies.  
 
The quantitative review of the Case Work Support Initiative pilot, as noted in section 2.1.1 of 
this report, provides detail on the effectiveness of the Initiative to meet certain criteria 
including improvements in tenancy related debt levels; a decline in disruptive tenancy 
complaints; an increase in the timely accommodation of new and relocating tenants in 
appropriate housing; and improvements in the rate of maintained tenancies. The overall 
conclusion of this quantitative review is ‘that at regional level, when measured against the 
objectives, each outcome is either inconclusive or does not show a positive impact from the 
presence of Social Workers.’ This conclusion is qualified or tempered by recognition of the 
fact that Social Workers have been involved in the case management of only 4 per cent of 
the customers in the Northern Region. A true assessment of the Impact of this Initiative 
therefore is only possible through qualitative research, and fundamentally, for clients, this is 
a program that delivers qualitative and subjective outcomes.  
 
The Case Work Support Initiative pilot is an extension or variation on past programs to 
support clients with their tenancies. Notably, the Housing Support Coordinators within 
Housing SA offices in the recent past (and that were restructured out of offices in 2008) were 
a similar approach for facilitating and coordinating supports for clients with complex needs. 
The important difference is that the Case Work Support Initiative Social Workers are 
qualified professionals whose role is solely to provide case work. It is generally 
acknowledged within the research around supported tenancy management that it is good 
practice to keep tenancy management and tenancy support roles separate.  
 
During the initial implementation phase for this Initiative, and its later extension into the Eyre 
and Western Region, there was clearly a lack of attention paid to explaining the reasons why 
the Social Workers were being introduced into the Offices, how they were to be integrated 
into the operations of the offices, and how the practicalities of collaboration between Housing 
Officers and Social Workers would work. This lack of clarity and education around the 
specific roles of Housing Officers and Social Workers means the Initiative started slowly and 
in some instances the lack of information and understanding about the program caused a 
level of suspicion among some staff and in some cases resistance to the program – at least 
initially, as well as fears about Social Workers eroding the roles of Housing Offices. These 
concerns affected the acceptance of the Social Workers in the organisational structure in the 
offices, and resulted in lower levels of referrals to the Initiative than would otherwise have 
been the case.  
 
While it is important to state that changes in overall management of the Initiative have clearly 
ameliorated this situation with regard to the Initiative in the minds of most staff – ultimately 
improving the structure, delivery and acceptance of the program and the outcomes for all 
Housing SA staff (including the Social Workers) and clients – there still appears to be a 
mismatch between how Social Workers see their roles valued and how the Housing Teams 
value what they do. Accepting the fact that the discussions held for this evaluation may be 
biased in favour of the views of those people more willing to talk positively about the 
Initiative, Housing Officers and Team Leaders generally appeared to significantly value the 
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Initiative and the beneficial outcomes being delivered for/with customers. Notwithstanding 
this, the Initiative has evolved slightly differently in each office and this evaluation shows that 
the model is working better in some offices than others. This clearly related to having 
supportive management dedicated to the philosophy of the Initiative as well as staff willing to 
accept innovation in their approaches to tenancy management and client support. Staff 
having the ability to input into the evolution and refinement of the Initiative has also been a 
key factor in their ‘ownership’ of the program and its effectiveness.  
 
Many of the Housing Officers, though not all, acknowledged that the Initiative, and 
particularly having Social Workers available for case management of at-risk tenancies, has 
reduced their workloads to some degree and tenant issues that would have been ignored in 
the past were now receiving attention. Of note is the fact the Housing Officers identified that 
working in collaboration with the Social Workers had relieved stress levels and that the 
Social Workers played a role in debriefing Housing Officers if the activities of the day have 
been difficult for them to deal with. These latter two outcomes are clearly unintended 
consequence of the program and something many Housing Officers highly valued. 
 
Assessing the effectiveness of Social Worker involvement in the pre-allocation process was 
a difficult task for the Housing SA staff interviewed for this evaluation. This said, most 
thought that at least anecdotally there was evidence that fewer clients were being allocated 
inappropriate housing. The Allocations Officers and Team Leaders interviewed, however, 
were much more confident of the positive impact of such an early intervention approach to 
the pre-allocations process. As outlined this report, to gain some measurable outcomes of 
the effectiveness of the pre-allocation process on customers will require further investigation. 
In terms of existing customers Social Workers commented that when they started in their 
roles there was little awareness among staff of the importance of early intervention or of 
early intervention approaches. Discussion with Housing SA staff, including the Case Work 
Support Initiative Social Workers, reveals a general belief that awareness of early 
intervention has increased over the life of the program to date. It must be noted the ability of 
a Social Worker to provide ‘early intervention’ in existing cases depends on the results of the 
Case Work Support Assessment Tool and Housing Officers recognising that there are issues 
that warrant the attention of a Social Worker and then advocating for the client to be referred 
to a Social Worker. Concerns were raised that there is not enough feedback regarding the 
outcomes achieved for clients referred by Housing Officers and such a process would 
improve Housing Officers’ understanding of circumstances that may indicate the need for 
Social Worker intervention. 
 
The Case Work Assessment Tool received some criticism as part of the evaluation process, 
although all participants agreed that the Tool is a useful way of quantifying concerns and 
some such type of assessment of risk is needed for clients. Many comments were made in 
interviews and focus groups about the need for further refinement of the tool. Clearly a 
review of this Tool is needed in terms of its structure, whether the Tool is meeting its desired 
aims and how to improve the usefulness of information garnered from the Tool. 
 
The impact of this Initiative on customers can only be ascertained from the general feelings 
of Housing Staff and Social Workers and if they recognise a change in a customer’s 
circumstances. A limitation of this Initiative is that Social Workers can only intervene when a 
customer is willing to engage. While the Social Workers can spend time trying to convince a 
customer it is in their best interest to accept help, sometimes they are just not able to provide 
assistance. The extensive range of examples of Social Worker involvement with clients, and 
intervention in their lives and circumstances, is a clear testament to the success of the 
program (shown specifically in the successful case studies provided at the end of Chapter 
Three).  
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Box 4.1, below, provides a succinct summary of the key factors that are considered essential 
for the smooth functioning and success of the program.  
 
Box 4.1: Requirements for success of Case Work Support Initiative – for key groups 
of stakeholders 
 
For all staff 
– Clear and consistent definition of the roles of Social Workers (and all staff) within the organisational 
structure, and promotion of the rationale behind the Initiative. 
– Mutual respect for the roles of Housing Officer and Social Worker and strategies/actions to promote 
mutual respect between staff. 
– Promotion of collaboration between staff at all times, including allowing Housing Officers and Social 
Workers to undertake joint visits where necessary. 
– Dedication to a client/customer-centred focus.  
– Understanding and valuing early intervention and prevention approaches and their role in tenancy 
sustainability. 
– Understanding the time involved in CWSI Social Workers being involved in the pre-allocations 
process. 
– Understanding that the Initiative is not a panacea but one tool for assisting some clients, and some 
clients will not be helped; similarly, it is important to manage client expectations because of their 
involvement with the Initiative. 
 
For management specifically 
– Championing the value and success of the Initiative and early intervention and prevention 
approaches to/in tenancy management and client support. 
– Allowing staff to have input into the ongoing refinement of the Initiative and the application of the 
Case Work Assessment Tool. 
– Regularly communicating with all staff, and especially management, about the functioning of the 
program and outcomes for clients.  
– Organising regular meetings with all staff to share learning about the Initiative, including outcomes 
for staff and clients. This is important for continually educating staff about the complex needs of 
clients and the range of, and changes in support, available for clients.  
– Ensuring Social Workers, Housing Officers and Team Leaders have manageable case loads. 
– Promoting an inclusive office culture.  
– Strong and supportive management, dedicated to the client-centred ethos of the Initiative. 
– Recognising and addressing roadblocks in terms of referrals, including from management and this 
includes referrals to other important client support programs and tenancy sustainability tools such as 
Intensive Tenancy Support. 
– Clarification of the role of the CWSI Manager and their role with regard to the program, other 
Housing SA Staff, clients in the CWSI Initiative and with/for other important organisations such as ITS.   
 
For Social Workers specifically 
– Professional support for Social Workers with each office and in broader management structures 
within Housing SA. 
– Setting clear boundaries around whom to support, in what ways they should be supported and for 
how long (with regard to the fact that this varies between clients and that current reform ethos 
emphasises support for as long as it takes). 
 
For the Initiative generally 
– Recurrent funding for the program. This is important for the Social Workers employed under the 
Initiative as uncertainty about the future of the program is taking a toll on the Social Workers. 
– Careful selection of the Social Workers employed under the program, ensuring that they understand 
the distinct policy and procedures of Housing SA that will impact on how they deal with and assist 
clients. (A Team Leader offered a useful suggestion in this context; working with the Social Work 
departments of universities, for example, to offer practical placements/industry placements within 
Housing SA offices for trainee social workers).  
– Revision of the Case Work Assessment Tool and treatment of the Tool as a ‘living’ document, 
needing regular refinement to reflect challenges and innovation in its practical application. 
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– Incorporation of feedback mechanisms in the program design – to share experiences, knowledge 
and outcomes (positive and negative).  
– Appropriate physical placement of Social Workers in the office, to ensure maximum integration 
within the office culture and physical environment. 
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Appendix 1: Position Description, Social Worker, Case Work 
Support Initiative, Housing SA 
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Appendix 2: Case Work Assessment Tool (Risk Assessment Tool) 
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Appendix 3: Guiding questions for the CWSI evaluation 
 

For focus group with Social Workers 

1. Can you talk us through the typical process for a client whose name has come up for 
housing? 

2. How did you think the Social Worker role would work within the office? How does it 
work in practice? Has it changed?  

3. Overall, what do you think is working well with the Initiative? What is not working 
well? 

4. How was the RAT intended to work? Who would use it and when? How does it work 
in practice? 

For interviews with individual Social Workers  

1. How easily was the SW role accepted in the region  
2. When you first joined the office what was your sense of staff awareness of EI. Has 

this changed? (for both – how do you know – ie look for evidence)  
3. Only if we find out that HW make direct referrals: who refers clients, what reasons for 

referral, are referral practices consistent across HW staff? 
4. What kind of support do you provide? (prompt: information, 1-1 support, 

referrals/linkages (if so to whom)) 
5. Has the introduction led to positive outcomes for clients? What evidence is there? 
6. What (if any) are the barriers to achieving outcomes for clients in this role? 
7. How does the CSWI fit with the broader service system in this area? Which external 

agencies do you work with – how hard/easy has it been to develop relationships with 
these agencies. Are there agencies you have tried to work with but been unable to – 
why 

8. Case stories – could you give an example of a success story and one that wasn’t a 
success 

For focus groups with Housing Officers 

1. How does the CSWI fit within the role of HSA, within this office? 
2. How do you see this CWSI fitting with other forms of support for tenants? Other 

processes available? 
3. When would you refer a client to the SW? Prior to SW being available, what would 

you do with this kind of client? 
4. How useful is the RAT, when do you use it, how, what difference has it made to your 

work? 
5.  Has the presence of the SW changed knowledge, practices, workloads or views of 

staff in the office? 
6. What is working well, why 
7. What is not working well, why  
8. Has the introduction led to positive outcomes for clients? What evidence are you 

aware of? 
9. Case stories – could you give an example where you made a referral/know of a 

referral which is a success story and one that wasn’t a success 
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For interviews with other service providers and agencies 

1. What has been your involvement with the CWSI? 
2. How do you see it fitting with other support options available to HSA tenants? 
3. In your view, has it been effective? 
4. If part of ITS/DMT, how do you see this support program fitting with the ITS/DMT? 
5. If you were advising HSA on the future of the Initiative, what would you say? Why? 
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Appendix 4: Examples of range of agencies CWSI Social Workers 
have established working relationships within the Northern Region 
 
Aboriginal Family Support Services (AFSS) 
Aboriginal Home Care 
Aboriginal Muna Paiendi Mental health services 
Aged Care Assessment Team (ACAT) 
Afghan Society 
Afghan United Association 
Anglicare SA 
Anglicare SA Aboriginal and Torres Strait Islander services 
Australian Refugee Association 
Catherine House, Sisters of Mercy  
Central Domestic Violence Service Inc (CDVS) – Central 
Central Domestic Violence Service Inc (CDVS) – Eastern Region 
Central Domestic Violence Service Inc (CDVS) – Western Region 
Centacare (Domestic Violence and Homelessness) – Whyalla Social Worker 
Centacare Personal Helpers and Mentors program (PHaMs) 
Centacare WODLI ('So As Not To Be Without A Home' program for Aboriginal people 
Central Northern Adelaide Health Service 
Central Northern Adelaide Health Service – mental health services, northern. 
Child Abuse Report Line, Department for Families and Communities 
Drug and Alcohol Services SA (DASSA) 
Department of Education and Children’s Services (DECS)  
Department for Correctional Services 
Disability SA  
Disruptive Management Team 
Domiciliary Care 
DRUG-ARM SA (especially northern, and north-eastern offices)  
Eastern Community Mental Health Service, Central Northern Adelaide Health Service  
FAIRS  
Families SA  
Families SA – Financial Counselling 
Families SA – Community Youth Justice Program 
Families SA – Care and Protection Team  
Housing SA central 
Housing SA northern region offices 
Hutt Street Centre 
Interpreting and Translating Centre (interpretation services), Government of South Australia 
Intensive Tenancy Support program (Anglicare) 
Joslin Detox Services 
Legal Aid 
Lyell McEwin Hospital 
Migrant Resource Centre 
MIND Personal Helpers and Mentors program (PHaMs) 
Muggy’s Accommodation Service, Salvation Army (for children under Guardianship of the 
Minister) 
No Interest Loans Scheme (NILS) 
NOMAD  
North Adelaide Waste Management Authority 
Northern Assessment and Crisis Intervention Service (statewide emergency service) 
Northern Domestic Violence Service Inc. 
Northern Carers Network  
Northern Mobile Assertive Care Services (MACS), SA Health 
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Novita Children’s Services 
Nunkuwarrin Yunti Inc (health care and community support for Aboriginal and Torres Strait 
Islander people) 
Older Persons Mental Health Unit 
Playford Community Fund Inc. 
Post Care Services, Department for Families and Communities 
Private local skip/bins contractor 
Public Advocate 
Public Trustee  
Royal Adelaide Hospital 
Salisbury Council 
Salisbury Emergency Relief Fund (Federally funded program)  
Salvation Army  
Salvation Army Towards Independence Bridge Programme (drug and alcohol recovery) 
Salvation Army Doorways of Hope programme (homelessness)  
SAPOL 
Service to Youth Council 
Sudanese Community Association of Australia Inc. 
TEAR Australia (weekly playgroup for Aboriginal children and their mothers and activities for 
older aboriginal children – delivered in conjunction with the Adelaide Congregation of the 
UCW AICC) 
UnitingCare Wesley 
UnitingCare Wesley Aboriginal and Islander Christian Congress (Adelaide Congregation) 
UnitingCare Wesley Byron Place 
UnitingCare Wesley Kuitpo Community (rehabilitation program for substance misuse)  
Wondakka Community Recovery Centre (mental health) 
Wyatt Trust 
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Appendix 5: Example of Collaboration between Team Leader, CWSI Social Worker and Housing Officer, 
from The Buzz, May 2011 
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