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Program Overview - Client Support Fund  

Background  

 The Client Support Fund (the program) is established as part of ACT Government’s $3 million 

Community Support Package to assist the Specialist Homelessness Sector (Sector) in the ACT to 

approach challenges posed by COVID-19 with increased capacity, flexibility, creativity, and 

persistence to ensure service continuity; and especially to cope with increasing demand. 

 The program will provide additional resources in different forms including funding only, property 

only, or both additional funding and properties to increase the sector’s capacity to respond to 

increasing service demand from individuals/families experiencing or at risk of homelessness due 

to COVID-19.  

 As part of the COVID-19 response, a number of other new programs including the provision of 

additional brokerage for temporary motel/hotel accommodation, the provision of increased 

targeted support to rough sleepers, men, women and families; and flexible support to specialist 

homelessness services through the Rapid Response Fund, are valuable initiatives that will assist 

the sector to adapt their service provision to maintain their business-as-usual (BAU) in different 

ways.  

 This program is complementary to these initiatives in the way it is targeted towards meeting new 

demand from individuals/families whose tenancies are at risk or have been lost due to COVID-19. 

While other programs focus on supporting the sector to maintain business continuity, this 

program provides timely intervention to individuals/families who need short-term or medium-

term accommodation and support to get back on their feet post COVID-19; and, who otherwise 

would fall into crisis, thus requiring more intensive support later on.  

 In addition, there is a clear linkage between this program and other initiatives. For example, 

clients who are brokered into motel/hotel accommodation through the temporary 

accommodation program, after undergoing a comprehensive needs assessment and deemed 

eligible, can be transitioned into this program for medium-term supported accommodation to 

help them stabilise their circumstances.  

Objective 

 To increase capacity of the Sector to support individuals/families experiencing homelessness or 

who are at risk of homelessness due to the impact of COVID-19 through: 

o  additional support services only, or 

o  additional accommodation only where support is in place, or  

o both additional support and accommodation.  

Timeframe 

 The program will commence in May 2020 and run for up to 12 months or until funding is 

expended.  
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Scope   

 Currently, the Sector in the ACT has the capacity to provide 395 accommodation places and 998 

support places at any one time. The $330,000 Client Support Fund will be used to increase the 

capacity for the Sector, providing approximately 40 or more accommodation places through 

Housing ACT’s head-lease properties under the Housing ACT Asset Assistance Program (HAAP), 

motel/hotel accommodation arrangement, and other sources, and 40 or more support places in 

addition to the existing Sector’s BAU service provision.  

 All specialist homelessness services across the ACT, while continuing BAU service delivery, can 

access this program for additional resources to take on new clients.  As such, the Sector as a 

whole, can expand existing operations to respond to increased demand on the homelessness 

services sector due to COVID-19.  

Eligibility 

 Clients are individuals or families experiencing homelessness or at risk of homelessness due to 

COVID-19.  

 A client’s tenancy is at significant risk or has been lost due to a number of factors directly related 

to COVID-19 – including, but not limited to, job losses or illness, or changes in circumstances such 

as couch surfers who have been asked to leave due to anxiety around overcrowding and 

increased risk of infection with COVID 19.   

 Clients are willing to work with a support agency for a period of 6 to 12 months to stabilise and 

then exit into public, community, or private housing.  

 Clients whose needs can be best addressed by other COVID-19 response initiatives including the 

Stimulus Rapid Response grants are not encouraged to access this program.  

 New clients who are eligible for the program from 16 March 2020, when the pandemic took hold, 

will be prioritised for support under the Client Support Fund. Whilst this is a set date, where 

there are exceptional circumstances, flexibility will be considered. 

 It is recognised that existing clients who are homeless face extra vulnerabilities as a result of the 

COVID-19 health emergency and these clients can also be considered under this program on a 

case by case basis. 

 However, in the first instance new clients who have become homeless or are at significant risk of 

homelessness because they have been directly impacted by COVID-19, will be prioritised for 

support. 

 OneLink and Housing ACT will monitor ACT Health advice in terms of social distancing 

requirements, the phase of the pandemic and associated levels of community transmission to 

determine if the provision of the Client Support Fund needs to be re-prioritised. 

Operating Model  

 OneLink, the central intake service for homelessness, children, youth, family services and access 

to other mainstream services in the ACT, will assume the role as the central coordination point 
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for the program. As OneLink’s has an already established central intake model operation, it is 

best placed to implement the program with maximum effectiveness and efficiency. 

 Clients will be identified through two pathways: 

o OneLink as the central intake service, will identify eligible clients, make assessment and 

prepare Request for Services to refer to appropriate specialist homelessness services 

participating in the Client Support Fund.  

o Participating specialist homelessness services will identify eligible clients, make 

assessment, and prepare Request for Service to refer to OneLink. 

 Program funding will be allocated through OneLink to specialist homelessness services who are 

participating in this program. The funding will be used by service providers to cover the cost of 

provision of tenancy/property management and support services to clients identified for this 

program.   

 Where needed, Housing ACT’s Gateway team will source properties suitable for the program. 

These will be available from variety of sources, including Housing ACT stock, for the 6 to 12-

month period on a case by case basis. Services are encouraged to take initiative to source 

accommodation from other sources from community housing or private housing when and 

where appropriate.  

 This model of fee-for-service is different from the current grant or direct contract funding 

between services and the Government.  The new approach can present both opportunities and 

potential risks. The sector will have opportunity to adopt a “try, test, learn, and deliver” 

approach to allocating resources and delivering services. Importantly, it will provide 

opportunities for sharing, learning and collaboration within the sector, which is likely to build 

capacity for sector innovation, allowing for expansion and enhancement of its service delivery 

system.  

Service Provision Principles  

 Housing ACT, OneLink and specialist homelessness services will work in partnership to ensure the 

program implementation is transparent, accountable, and demonstrates value for money.  

 Under this program, participating specialist homelessness services will receive funding and/or 

properties to support vulnerable individuals/families. The funding and properties provided are in 

addition to and separate from the funding and properties specified under current Service 

Funding Agreements between the services and Housing ACT.  

 The Client Support Fund will be used to support only those individuals/families that the sector’s 

current service provision system does not have capacity to support.  

 Client prioritisation for the Client Support Fund program needs to take into account the Sector-

wide view of clients most in need across a range of complexities and corresponding sector-wide 

waiting list that OneLink manages rather than a single service view to ensure fairness and equity 

in accessibility to services. 
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 In determining a client’s suitability for this program, OneLink as part of its assessment process 

will take into consideration: 

o the client’s level of need and risk factors, including in relation to other clients on 

OneLink’s waiting list for accommodation and support services under this program; and 

o the client’s willingness to engage with appropriate supports where needed.  

 Housing ACT, OneLink, and participating services will ensure that:  

o The request for service process and response are client-focused, clear, transparent, and 

timely. 

o Interested specialist homelessness services are encouraged and supported to participate 

and provide support in line with their capacity and expertise.  

o The fee for service is set based on the costing model; exemptions case (i.e. higher fee 

than the amount specified in the costing model) are only considered in very special 

conditions with clear justification.   

o Allocation of any Housing ACT properties under this program will occur in accordance 

with Housing ACT property allocation procedures, and flexibility regarding property swaps 

will be employed when and where appropriate.  

o Coordination and negotiation between Housing ACT, OneLink, and specialist 

homelessness services throughout the implementation process will be based on the 

values of respect, integrity, and collaboration.  

Governance 

 To enable the Sector to maximise the opportunity and manage the risk, a clear and effective 

governance structure will be put in place, which will be informed by an advisory group comprised 

of representatives from the Sector.   

 Housing ACT and OneLink will call for nomination of the advisory group members from Joint 

Pathways forum. Criteria for selecting members will ensure members collectively represent all 

sub-sectors including women, men, youth, family, and Aboriginal and Torres Strait Islander, and 

peak body.  

 

For more details of the program including service delivery guidelines, program costing model, 

etc., please contact OneLink at info@onelink.org.au for the Operational Guidelines. 
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