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The model is about changing the way we do business.  

We are moving from a landlord, administrative role to a  

values-based, practice organisation. We now focus on the people 

inside the asset. Support can be anything from a knock at the door 

and a 10 minute conversation, through to hands on assistance  

from a Tenancy Practitioner. It could be Housing SA taking the  

lead as a case manager in a complex system. It might be having a  

conversation about moving into home ownership. We should be 

able to engage  with everyone, recognise their need and adapt our 

responses for anyone who goes up and down that spectrum.  
Carol Shard, Director, Housing SA
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Preface
In 2013, the Housing SA Blueprint was 
released, outlining our future vision and 
priorities. One of the key achievements over 
this period has been the rollout of a New 
Service Delivery Model (NSDM) across offices 
in South Australia. 

Through the NSDM, we sought to reform 
services to support people in a manner 
that reflects Housing SA’s service values of 
compassion, social justice, tenacity, integrity 
and respect. We wanted to establish a practice 
culture that considers the safety and well-
being of anyone who came to us, based 
on a recognition that a person’s successful 
housing is linked to factors beyond their 
tenancy. We aimed to support our customers 
to participate in their communities and harness 
the opportunities that come from having safe, 
stable housing. 

The principle of evidence-based decision 
making has been critical to the current service 
reform. We invested in an evaluation of the 
NSDM from the beginning of its implementation 
so we could assess whether the model was 
making a positive difference for our customers. 
We wanted to learn from our workforce at 

the coalface of service delivery, who have the 
expertise to identify where improvement is 
required. We also wanted to learn from our 
customer base who often don’t have a voice in 
the services they require. Their input has been 
critical to the findings presented in this report. 

The NSDM is just under three years into 
a five-year change program. Our change 
agenda has been ambitious, challenging and 
consuming. Over the past three years, Housing 
SA staff have tirelessly worked to rollout 
and refine elements of the model, while also 
continuing to do their jobs in a high pressure, 
high volume workplace. Recruitment, training, 
resourcing, as well as changes in the broader 
organisational environment, have all impacted 
on the pace and depth of such deep and  
wide-scale reform.   

This report isn’t designed to tell us where the 
model is succeeding or failing, but rather how 
and where we can add value to the way we 
service South Australians. It doesn’t contain 
recommendations. It can be used by different 
areas of the organisation, whether they’re in 
direct service delivery or corporate functions 
that support this, to progress the final stages 
of this reform. Importantly, this evaluation was 
designed to understand what is central for the 
people who need our services, as well as for 
the people who design and deliver these.

Phil Fagan-Schmidt
Executive Director, Housing SA
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The Housing  

SA New Service  

Delivery Model

The NSDM aims to:

> Provide early support  
to Housing SA customers.

> Identify people who may be at risk or 
vulnerable, with a focus on children.

> Provide a service response based 
on a customer’s level of risk and 
vulnerability.

> Connect people to supports and  
resources in their local community.

Housing SA has concentrated 
on three core strategies to 
implement the NSDM. 

1. Promote a practice culture  
across Housing SA based on  
service values and driven by  
people-centred outcomes.

2. Develop the capabilities and skills of 
Housing SA’s workforce by providing 
training and learning opportunities, 
and new tools and processes to  
guide staff in their work. 

3. Establish new structures, teams and 
roles that align with a customer’s 
service journey. 

Primary  
landlord  
function

Additional service 
and support  
function based  
on need

Focus on the  
tenant (adult)

Child focused 
practice

Focus on  
the asset

Focus on  
the person

Transactional  
focus to services

Services based  
on people's safety 
and well-being

Compliance focused 
decision making

Values-based 
decision making

Policy as a driver Practice as a driver

No framework  
for service delivery

Evidence based 
practice framework 
in place

Attention to 
(organisational) 

process and activity

Attention to  
(person-centred)
outcomes

Traditional staff 
management

Additional practice 
supervision to 
encourage  
values-driven 
decision-making  

Before NSDM

After NSDM

Housing SA

What’s Different?
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The Evaluation

Evaluation aims

The NSDM evaluation began in November 
2014. It aims to determine:

> if the model is achieving positive 
outcomes for customers

> if Housing SA staff benefit from the 
new tools, structures and processes

> how the NSDM can further improve 
outcomes for customers.

Evaluation methodology

The evaluation takes a mixed methods 
approach, and has drawn from numerous 
data sources. It rests on three core methods 
that make up the Evaluation framework.

Learning from  
Housing SA  
customers through  
interviews and 
surveys.

We surveyed 500 customers by phone in 
July 2015 about their views on whether 
Housing SA provides services that align 
with the principles of the NSDM. This was 
designed to obtain baseline results. Of the 
customers who participated, 60% were 
women, 68% were Housing SA tenants,  
and 27% were from the country.

Between July and November 2015, we 
conducted 44 face to face interviews with 
customers in metropolitan and country areas 
about their experience as service users, as 
well as their broader circumstances. Of the 
customers interviewed, 50% were women, 
16% identified as Aboriginal, 14% had a 
disability, and 41% lived in the country.

Learning from 
Housing SA staff 
through focus  
groups and surveys.

Between August and November 2014, 
we conducted early focus groups with 
220 regional staff to understand their early 
perceptions of change and views around 
where improvement is required. Between 
November 2015 and January 2016, we 
subsequently repeated focus groups with 
101 staff to gauge any changes in staff 
views, attitudes and beliefs since the early 
focus group. We also interviewed members 
of Housing SA leadership, including Regional 
Managers and Executive Leadership.

Finally we surveyed 205 staff using the 
same statements used in the customer 
survey to compare staff and customer 
views on whether key outcomes are being 
progressed.

Learning from 
administrative data 
through quantitative 
analysis.

We cross-matched the identified customer 
data from a range of Housing SA information 
systems to understand the early impact of 
the NSDM on service user groups including 
newly housed tenants and clients receiving 
specialist support. 
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Key Findings
Implementation of the NSDM began in July 
2014, and the model was rolled out in a 
staggered way. By December 2015, the  
model had been implemented across all 19 
regional Housing SA offices. 

The key 10 findings here are based on 
the quantitative and qualitative evidence 
described on page 5.
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Finding 1

Under the NSDM, Housing SA 
customers are more likely to 
obtain a service based on their 
levels of risk and vulnerability, 
than in the past.

A key objective of the NSDM is to ensure 
Housing SA provides service responses 
commensurate with a customer’s needs, 
based on an assessment of their levels of 
risk and vulnerability. A new professional 
framework was introduced to guide staff in 
responding to those with the greatest need.

Data analysis indicates that under the NSDM, 
the majority of customers who had a Risk 
Identification Tool (RIT) completed, received a 
service from Housing SA in 2014/15.

87% of customers with a  
RIT received a service.

13% of customers with a RIT  
did not receive a service.

Customers with children, people who identify 
as Aboriginal, and people with disability were 
more likely to receive multiple services after a 
RIT was completed.

In the repeat focus groups, 
staff suggested they 
were more likely to make 
decisions and referrals 
based on a person’s level of 
need and risk, rather than 
based on administrative 
factors as in the past. 

I’ve only been in the role since 

April [2015], but even since then, 

a lot of it has changed around 

how we allocate the properties 

now. It’s now based much more 

on risk and vulnerability as 

opposed to waitlist time  

or chronological order.  

It’s all about need.
Allocations Officer

Staff also highlighted that they felt they had 
greater permission to support people based 
on need and levels of risk.  

It will be important in the future that Housing 
SA is able to measure its ability to provide 
support in line with known demand and need.
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Finding 2

Housing SA tenants who  
need additional support are 
more likely to receive a flexible, 
integrated and tailored service 
than in the past.

Under the NSDM, the Tenancy Practitioner 
(TP) role was introduced as one of several 
new roles to provide support for people 
who may not be in crisis, but have some 
significant risk factors. TPs work one-on-one 
with Housing SA tenants, and support is 
intended to be flexible, practical, tailored  
and empowering.

Data analysis indicates tenants who receive 
support from a TP often deal with a range 
of issues including mental health, social 
exclusion and parenting challenges. 

Data also indicates that most TP clients 
received support for over two months, 
reflecting the importance of time in 
establishing rapport and trust as a 
foundation to develop a tailored service. 

Between 2014 and 2016, 
61% of Tenancy Practitioner clients 

received between 2 to 7 months support.

The customers we 
interviewed highlighted 
the role of the TP as 
empowering them 
to engage with other 
avenues of support in their 
community. They also valued the flexible, 
practical and tailored nature of the support 
they received. 

Every week my TP will  

bring along anything and 

everything that may or may not 

assist me, like that Community 

Kitchen cooking thing. It gives 

me a boost of confidence to  

get involved. And, she’s a  

good listener.
Tenancy Practitioner Client

Many suggested the role was a unique service 
they hadn’t previously received from agencies, 
including Housing SA.
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Finding 3

Women and children at risk are 
more likely to receive integrated 
and specialist support around  
their safety.

Under the NSDM, the Regional Response 
Team (RRT) was established as a multi-
disciplinary unit delivering locally based 
and internal case management services to 
Housing SA tenants with high levels of risk 
and vulnerability. 

A survey of forty RRT case files from 2015/ 
2016 highlighted that the typical RRT client 
is a woman aged 40 who has children and 
identifies as Aboriginal. She often presents 
with safety issues relating to domestic and 
family violence.

The survey also showed that key 
services provided by the RRT included 
comprehensive risk and needs assessment, 
addressing domestic or family abuse issues, 
and referral and advocacy to other services 
providers.

87% of RRT clients experience  
significant safety issues

79% experience domestic  
or family violence

20% were referred to the RRT  
because of child protection concerns

Data management processes across the 
RRT needs to be strengthened. 

Through focus groups, 
RRT staff described the 
importance of keeping 
people safe within housing 
as a core function of their 
role, and highlighted that 
time and critical thinking around  
engaging clients was essential.

The interesting thing is that we 

all need housing,  but housing 

can hide and cover up risk. 

There are a lot of risk factors that 

occur in the home - addictions, 

domestic violence,  self-harm. If 

those things occur on the street, 

they  will be seen...The more 

isolated that people become, a 

lot of those things are hidden in 

their home. Yes we are providing 

shelter, but we are going in  

and looking deeper. 

RRT Social Worker
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Finding 4

Housing SA is building capability 
to support new public housing 
tenants earlier and more 
effectively.  However, in the early 
stages of implementation, there 
was a reduction in some areas of 
service delivery – e.g. home visits 
-  due to a range of factors. 

The Intake Team was established specifically 
to support new tenants early in order to 
maintain their tenancy.

Data analysis suggests that, compared 
to the profile of a typical Housing SA 
tenant, new tenants allocated to Housing 
SA properties are more likely to be young 
women, identify as Aboriginal, have children, 
have mental health issues, and have 
experienced homelessness.

In 2014/ 2015, a lower proportion of new 
tenants were visited at home after the NSDM 
was implemented than before. 

Through focus groups, 
staff highlighted that the 
difference between the 
before and after study 
of home visits could be 
attributed to the temporary 
suspension of the Home Visit Program in the 
initial rollout of the model, but may also be 
because of high workload demands due to 
the complex issues many new tenants face 
and time required to address administration.

We say two visits, maybe they 

are better off having three visits. 

A lot of people don’t let you in 

so that can be problematic. The 

people most vulnerable are often 

the most resistant to you coming 

in, they don’t want to let you 

in because they don’t want to 

address their issues. 
Housing Officer

While the number of people receiving visits 
declined, the number of people receiving 
more than one visit increased, suggesting 
Housing SA is targeting support to a smaller 
number of people. This warrants further 
investigation.

12% of new Housing SA tenants received 
support from a TP, and 5% were supported 
by the RRT. These new roles and teams add 
to Housing SA’s capability in promoting early 
intervention to those who need it. 

In the before study, 60% of newly  
housed tenants were visited at home,  

and approximately 40% weren’t visited at all.

In the after study, 56% of newly  
housed tenants were visited at home,  

and 44% weren’t visited at all.
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I considered that phone call from 

Housing SA literally saved my life 

because it was a turning point for 

me to be able to have somewhere 

safe that I could close the front 

door. She’s got me to the stage 

where I’m doing things now, I’m 

doing housework! I was having 

trouble getting up in the morning, 

we’ve got some goals to set now 

and get back out in the garden.
Newly housed tenant

Interviews with newly 
housed tenants suggested 
they appreciate early 
home visits because  they 
provide an opportunity   
for the tenant to:

> establish a relationship with the 
organisation early into their tenancy

> provide information to Housing SA

> receive information from Housing SA

Interviews also suggested newly housed 
tenants particularly valued and benefited 
from the TP support.
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Few of the participants, other than tenants 
being supported by a TP, readily associated 
Housing SA with helping them access or 
engage with the community.

Housing SA staff reiterated 
the importance of 
supporting customers in 
feeling more connected to 
their place and community. 
They described social 
exclusion and isolation as key issues many 
of their customers face and recognised the 
importance of helping people feel connected 
to their homes. Staff also indicated that 
current barriers that need to be addressed in 
this area, include:

> limited understanding about the 
concept of Placemaking and limited 
knowledge about how to apply it in 
their roles 

> not always knowing what’s available 
in a local area and not having the time 
to establish community networks   

> the perception that Housing SA is still 
viewed by most customers primarily 
as a provider and landlord; staff 
believe that customers are therefore 
not naturally inclined to approach 
them for information or support 
outside this topic. 

Finding 5 

Housing SA recognises the need 
to build greater ‘placemaking’ 
capability to link people into  
their communities.

Under the NSDM, Housing SA seeks 
to support people feeling part of the 
communities, and facilitates opportunities for 
socially excluded people to participate within 
social and economic spheres. 

72% of Housing SA tenants agreed with the 
statement Housing SA should support people 
to be involved in their local community.

Customer interviews 
suggested people aren’t 
necessarily engaged with, 
or want to be involved in, 
formal community networks, 
but appreciated having 
informal support nearby, 
including neighbours, family and friends.  

I would say that everybody looks 
out for each other. I wouldn’t 
describe it as being a community 
where you have a barbeque once 
a month or something.
Housing SA Tenant

53% of Housing SA staff
agreed with the statement Housing SA  

staff encourage customers to get involved  
in their local community. 

35% of Housing SA tenants and
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Finding 6

Housing SA recognises the  
need to improve capability 
to ensure Aboriginal people 
consistently receive a culturally 
appropriate service.

Under the NSDM, cultural inclusion based 
on the principles of respect, sensitivity, and 
recognition of diversity and disadvantage is 
considered central. 

In 2016, over 3,400 tenants living in  
Housing SA properties identify as Aboriginal. 
This is approximately 9% of all Housing SA 
tenancies, and an increase from  
5.7% in 2004.  

Between 2004 and 2016, analysis 
of Housing SA administrative data 
demonstrated that there was a significant 
increase in the proportion of tenants from an 
Aboriginal background assessed as having 
multiple risk factors. Mental health, disability 
and ageing have all increased in prevalence 
among tenants from an Aboriginal 
background. Aboriginal tenants are more 
likely than non-Aboriginal tenants to have 
multiple risk factors. 

Under the NSDM, 16% of newly housed, 
and 48% of long-term Aboriginal tenants 
who had a RIT completed received support 
from a TP.  

Through interviews, 
Housing SA customers 
who identify as Aboriginal 
considered respect 
within a service context 

to mean acknowledging differences, and 
responding to their needs in the way they 
ask for. Customers suggested Housing 
SA is generally respectful, but isn’t 
consistently achieving this; several described 
experiences where they observed that 
Housing SA staff lacked confidence to deal 
with some of the issues they face around 
family, mobility and complexity.

‘Yeah, sometimes we’re all painted 

with the same paintbrush, but 

there’s a few different brushes.’
Housing SA customer who  
identifies as Aboriginal

Through focus groups, 
Housing SA staff 
generally demonstrated 
compassionate attitudes 
towards Aboriginal people, 
and were respectful 
about cultural business. Nevertheless many   
expressed a limited understanding of the 
role disadvantage and lack of opportunity 
Aboriginal people face. Housing SA staff 
also indicated that they wanted to learn 
more and receive further training in this area.
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Finding 7

Housing SA is building  
capability to ensure private rental 
customers are better supported.

Over 120,000 households rent private 
market accommodation in South Australia. 
Around 31,000 of these households pay 
more than 30% of their income in rent, and 
8,000 pay more than 50%.  

compared with 82% of Housing SA tenants. 

52% of non-Housing SA tenants  
agreed with the statement  

‘I feel confident that I can stay  
in this house for as long as I need’, 

Through interviews, we 
learnt that Housing SA 
customers renting in the 
private rental market feel 
vulnerable about their 
housing situation. Ageing 
and unemployment exacerbate their 
uncertainty about their future  
housing options.

Since 2010, I haven’t had any 

employment, and I’ve found it 

more and more difficult to pay the 

rent. So, I got a range of different 

people in to share it with me. 

Renting is getting harder  

as I’m getting older. 
Housing SA Customer

Through focus groups, 
Housing SA staff identified 
that the non-Housing 
SA tenant customer 
base is growing, and are 
increasingly at risk and 
vulnerable.

Housing SA staff think Housing SA should 
play a more significant role supporting 
people to access and maintain private rental 
tenancies, including developing and growing 
the existing Private Rental Liaison  
Officer role.  
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Finding 8 

Housing SA is building capability 
amongst service staff through 
training and recruitment.

Induction training on the NSDM has been 
the primary mechanism to introduce staff 
across all regional Housing SA offices to the 
core concepts and knowledge underpinning 
the NSDM. 

Between June 2014 and May 2016, induction 
training was delivered to 441 staff as regional 
Housing SA offices rolled out the NSDM.

In order to deliver tenancy 
management effectively within 
the [NSDM], our workforce need 
to understand how to critically 
analyse and make decisions 
around risk from a practice 
perspective. Having workshops 
where people, our staff, get to 
challenge their own thinking 
and understand concepts - like 
values-based decision making - 

through discussion and debate.
Regional Manager, Housing SA

Staff welcomed a stronger focus on training, 
and highlighted that future training: 

> would benefit from more practical 
and role-specific sessions

> should be targeted to key roles, such 
as the Customer Service Officer 
and Housing Officer, because of the 
volume of people they work with  
on a daily basis.

Staff also reiterated that it was important 
for all staff to receive the same training so 
everyone receives the same message and 
understanding about practice, and what that 
means.

Staff recruitment was incorporated as a core 
a strategy under the NSDM to introduce new 
skills, capabilities and knowledge into the 
organisation. 

Over the first year of implementation, 88 new 
staff were employed in regional Housing SA 
offices, representing approximately 20.6% of 
the regional based workforce. 

Through focus groups with 
new staff, it was evident 
they came from a range of 
professional backgrounds, 
including from the private 
sector, non-government 
organisations, and other government 
departments.  

Focus group feedback also indicated that 
high rates of turnover among new staff can 
be linked to job security and challenges 
with workplace culture. Staff and regional 
managers emphasised the importance of 
strategies to retain these new skills  
and practice.

Data around staff retention in regional 
Housing SA offices indicates that between 

December 2014 and December 2016, there 
was a 28.2% resignation rate amongst new 

staff recruited to Housing SA across the 
three regional service directorates. 
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Workload and resourcing were common 
themes across early and repeat focus 
groups. Staff suggested that: 

> staff shortages on the ground 
were considered as contributors 
to resource constraints and heavy 
workloads

> Tenancy Practitioners (TPs) were 
working with clients at higher levels 
of risk, than was originally envisaged 
because the RRT was inadequately 
resourced to deal with the high 
volume of work related to Intervention 
Orders and Multi Agency Protection 
Service (MAPS) referrals.

> inadequate resourcing remains a 
barrier to supporting newly housed 
tenants in an early intervention 
context.

Often it feels like we are cycling 

through staff, we seem to be 

getting on top of everything 

and then someone moves on. 

Because we have been short 

staffed and people are moving 

positions, we spend time training 

up people and filling in gaps. 

Also, then you don’t build the 

rapport that you should be 

building with your tenants.

Finding 9

Housing SA has introduced, 
and is continuously refining, 
new tools and processes to 
build the organisation’s practice 
culture. Workload management 
continues to be a concern for 
staff across some key areas.

In repeat focus groups, 
staff were more likely 
to describe tools and 
processes as valuable. 
They cited the RIT as an 
important framework for 
thinking about risk, and many appreciated 
the introduction of Practice Supervision, but 
they were mixed in their views about how it 
supported their practice.  

When you have conversation, 

that’s one thing, but when you 

put it all down, when you look 

at it on paper and write up 

information, you look at it and 

you can see that they really may 

be at risk.

Housing Officer

Staff also reiterated that without constant 
conversations and learning opportunities, 
there was a risk these new tools and 
processes would be absorbed into a 
‘process’ culture rather than facilitate a 
‘practice’ culture. 
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Finding 10

The NSDM provides an effective 
service approach to address 
current customer need and cater 
for future customer scenarios.

Many of the key outcomes highlighted in 
the Housing SA Blueprint and other reform 
documents suggests Housing SA needs to 
be able to support and service a customer 
base experiencing crisis or significant levels 
of risk and vulnerability. The suitability of 
Housing SA’s service model is important to 
examine in the context of a changing social 
environment. 

Quantitative data between  
2004 and 2014 suggested:

> Most Housing SA tenants have 
some additional needs, but aren’t 
necessary high risk

> The number of Housing SA tenants 
with multiple risk factors has 
increased, and those with no risk 
factors declined by 23%

> Age and disability are the most 
common risk factors, but there 
has been significant increase in the 
number of social risk indicators - 
e.g. twice as many Housing SA 
tenants are likely to have experienced 
homelessness.

Interviews with Housing 
SA customers and 
tenants complement 
this data by highlighting 
what’s important in a 
service context from the 
perspective of people with  
multiple and complex needs. 

I only speak with my housing 

manager and I think, well, if you 

can talk to one person you don’t 

have to keep explaining yourself 

all the time. He gives me the 

direct number to him so I can 

contact him. 
Housing SA Customer

Customers valued an integrated service, 
several explained the overwhelming impact 
a fragmented service system can have, 
particularly when they’re experiencing other 
challenges in their life.

Customers valued flexible services tailored 
to an individual’s circumstances and needs, 
particularly in times of crisis.

Customers valued service relevant to their 
multiple and often complex needs and 
circumstances. 
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Conclusion 
This evaluation finds that the NSDM is having a positive impact 
for Housing SA customers, and provides an effective service 
approach for a changing customer base. 

Housing SA is servicing increasing numbers of people likely to 
be experiencing multiple and entrenched disadvantage. Housing 
SA customers are more likely to have higher levels of risk and 
vulnerability, and face a significant risk of poor service outcomes 
and social exclusion. 

This evaluation has demonstrates that Housing SA is progressing 
the NSDM with a focus on supporting people based on their need, 
risk and vulnerability. It shows there are specific customer groups 
that receive additional and specialist support under the NSDM. 
These customer groups include:

> Women and children experiencing domestic or family abuse 

> Public housing tenants experiencing moderate levels of risk 

> New public housing tenants who need additional support 
establishing and maintaining a successful tenancy. 

The evaluation also identifies key areas that require future 
development to enhance service delivery, including improving 
how services are delivered to Aboriginal customers, and providing 
different and additional support to private rental customers.

Through the service model, Housing SA sought to build 
organisational structures, build staff capability and develop a 
practice culture to ensure that service is consistently: 

> Child-focused

> Culturally inclusive

> Strengths based

> Responsive, targeted and tailored

> Person-centric.

Feedback from Housing SA staff and customers will continue to 
be important in evaluating and informing service reform, ensuring it 
remains ongoing, dynamic and relevant for the people who deliver 
and use our services. 
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