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The Victorian SHS Workforce Development Strategy will articulate what is
needed to build a workforce with the skills and capacities to deliver high
quality specialist homelessness services.

The Strategy sits within the broader context of the SHS Transition Plan. The
project to develop the Strategy is being managed by Council to Homeless
Persons (CHP), with support from Precision Consultancy.

This Discussion Paper, prepared by Precision Consultancy, has been
developed to stimulate a structured discussion and feedback about the
opportunities and options available to develop and strengthen the Victorian
SHS workforce for the future.
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Introduction

This Discussion Paper aims to stimulate a structured discussion within the Victorian
Specialist Homelessness Sector (SHS) about how we can develop and strengthen the SHS

workforce. This discussion will inform the development of the SHS Workforce Development
Strategy (WDS).

A WDS will enable the sector to plan for the future, so there are enough people, with the
right skill sets to deliver quality services to Victorians without a home.

The creation of a WDS sits within the context of the broader SHS Transition Plan.

The SHS Transition Plan

The SHS Transition Plan is designed to assist the SHS, both as organisations and as a
workforce, to build its strengths and prepare to deliver the contemporary suite of services,
to meet growing demand and complexity, and to achieve effective outcomes for Victorians
at risk of homelessness or without a home.

The SHS Transition Plan was developed through an extensive consultation process in 2017
and provides the sector with a framework for building its capacity.

The SHS Transition Plan looks to harness and build on the substantial existing knowledge
and capabilities within Victoria’s SHS. It recognises the important role played collectively by
government, allied sectors and the broader community in ending homelessness.

The SHS Transition Plan has 15 goals that are grouped under two key domains:

1. Organisation and industry readiness

2. Workforce capacity.

Embed person-centred models of practice

Build sector capacity in relation to outcomes

Promote Aboriginal and Torres Strait Islander self-determination

Bl N

Build service capacity to deliver the contemporary suite of services to
gain and sustain housing

Develop a consumer participation strategy

Strengthen consumer service pathways

Improve local service coordination

Build data provision and sharing protocols

Make effective use of new technologies

= 0| X N o @«

0. Develop SHS research priorities and complete research



https://chp.org.au/wp-content/uploads/2018/10/SHS-Transition-Plan-Consultation-Summary.pdf
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High-level goals - Workforce capacity building
@m Workforce DeveloWDS)

12. Develop workforce pathways

13. Develop a SHS Workforce Capability Framework

14. Provide training and development to the SHS

15. Share and use data to inform SHS practice

While this project is focussed on developing a SHS Workforce Development Strategy
(WDS), it is worth noting that each of the Workforce Capacity Goals are interrelated.

Goal 13, to develop an SHS Workforce Capability Framework has been completed. The
Capability Framework' provides a coherent and sequenced hierarchy of the skills and
behaviours needed for effective SHS direct practice. It supports a range of human resource
functions, including conducting learning needs analyses, performance reviews and
recruitment and selection. It is also available to support SHS worker self-assessment, review
of skills gaps and to plan for career progression.

The SHS WDS will provide a structure for embedding all the Workforce Capacity Building
Goals (12, 13, 14 and 15), and other sector priorities, that address workforce challenges and
support the continued success of our work.

This Project

The Building an SHS Workforce Development Strategy Project, has four key phases.

1. Research and Discussion Paper (this paper)

2. Draft Strategy (by April 2020)

3. Validation (by July 2020)

4. Final Products (by August 2020)

During November and December 2019, the Building a SHS Workforce Development
Strategy Project consultant met with the SHS Transition Plan Governance Groups: the
Executive Advisory Group, the Organisational Capacity and Readiness Working Group and
the Building Workforce Capacity and Readiness Working Group. Themes from those

' https://chp.org.au/wp-content/uploads/2019/10/Homelessness-Practice-Capability-Framework. pdf



https://chp.org.au/capability-framework/
https://chp.org.au/wp-content/uploads/2019/10/Homelessness-Practice-Capability-Framework.pdf
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consultations have been used to inform the development of this paper. The sessions
identified a range of challenges that are faced by:

e SHS organisations, in recruiting, building and managing the workforce
e practitioners and managers who work in the sector.

This discussion paper has been developed to prompt feedback about the sector’s goals
and priorities for the SHS Workforce Development Strategy. In developing the strategy, it is
important to identify both the issues and challenges faced by SHS providers, and sector-
wide strategies that will assist in strengthening and growing the capability and capacity of
the workforce.

This Discussion Paper

Following this introduction, this discussion paper includes:
Section 1 - What is a Workforce Strategy?

Section 2 — The Work Context: this section provides some available data about the
workforce and the big picture issues that are affecting the industry

Section 3 - Design and Content of the Strategy: this section discusses principles, goals and
actions.

The paper includes discussion questions, and responses from individuals and organisations
are welcomed. You can respond to all or any of the questions.

Appendix 1 provides a summary of the discussion questions posed throughout the paper.

How you can respond
There are three main ways in which you can provide feedback:
1. By providing a written response to all or any of the questions in this paper to lan

Gough, Manager Consumer and Capacity Building programs, CHP at
ian@chp.org.au.

2. By participating in one of the consultation sessions that will be held in March and
April 2020

3. As a member of a governance group of the SHS Transition Plan: the Executive
Advisory Group, the Organisational Capacity and Readiness Working Group and the
Building Workforce Capacity and Readiness Working Group.


mailto:ian@chp.org.au

Section 1 — What is a Workforce
Development Strategy?

Workforce development strategies set out the structural mechanisms, including processes
and resources, needed to build the skills and capacities of a given workforce, and attract
and retain high quality staff.

Workforce development strategies generally have a number of common elements and
areas they aim to address. Examples of these elements are set out below. However as each
workforce faces unique challenges, have differing needs and individual workforce strategies
will have particular areas of focus relevant to their workforce.

To this end the SHS Workforce Development Strategy will be shaped by the consultation
and discussions in the sector, and consequently will be unique to our sector, and reflective
of the challenges facing our workforce. The final strategy will recognise that achieving and
sustaining a robust and skilled SHS workforce relies on many inter-related factors.

Principles

A set of principles recognise that the work of community services workers is underpinned by
core attitudes and values that determine how they work. An example of this is Victoria’s
Specialist Mental Health Workforce Framework, which lists the following key principles:

e Recovery-oriented

e Consumer, career and family inclusive

¢ Rights based

e Responsive to multiple and complex needs

e Trauma informed

e Evidence based and outcome driven

e Equitable and responsive to diversity

¢ Age appropriate and developmentally focused

e Coordinated and collaborative

¢ Recognising the value of lived experience of mental illness and recovery.

Supply and demand

All workforce development strategies needs to include information about future supply and
demand of workers. This involves looking at staffing numbers in the existing workforce and
projections about staffing needs for the future. This might be affected by factors such as:

e Whether there will be an increasing or decreasing demand for services
e Other competitors for these workers

¢ Numbers of people being trained

¢ Changes in funding and policy.



Recruiting and attracting talent

Industries need to attract people with the right skills and knowledge, and to have good
processes for selecting people who will be a good fit for the work role. Within the SHS
environment there will be competition between services for workers, and competition from
other community services industry sectors.

Diversity and workforce composition

Strategies to foster diversity in the workforce are an important element of workforce
strategies. The NSW Homelessness Industry and Workforce Development Strategy 2017-
202072 includes a strategy to build the capacity of Aboriginal staff. Victoria’s Alcohol and
Other Drugs Workforce Strategy 2018-2022° has a key result area to increase workforce
diversity, with a priority actions of building the CALD, refugee and Aboriginal and Torres
Strait Islander workforces.

Retention and career paths / leadership development

Many workforce strategies include actions to support organisations to retain and develop
talented workers, and/or potential leaders. Some consider articulated career paths, and
how these can be developed and used to inform workers about how they can plan and
build their careers. Capability frameworks can be incorporated as a part of the structure of
career path planning. The development of websites such as Care Careers Disability * aim to
show people the range of career options, or job families that exist within the disability
sector.

Many workforce strategies include initiatives to foster skills in emerging leaders, and to
further develop senior staff.

Capabilities and competencies

The creation of capability frameworks to describe or benchmark good practice are often an
element or goal of workforce strategies. The SHS Transition Plan includes the development
of a Capability Framework as a goal in its own right, which is now complete and available
for use by the sector. The SHS Workforce Capability Framework supports:

e Recruitment and selection

e Performance feedback

e Training needs analysis

e Learning design

e Describing job families and assisting with job design.

2 https://www.homelessnessnsw.org.au/sites/homelessnessnsw/files/2018-
07/Homelessness Industry and Workforce Development Strategy 2017-20 O.pdf
3 Victoria's Alcohol and Other Drugs Workforce Strategy 2018-2022

4 https://www.nds.org.au/resources/carecareers-disability-career-planner



https://chp.org.au/wp-content/uploads/2019/10/Homelessness-Practice-Capability-Framework.pdf
https://www.homelessnessnsw.org.au/sites/homelessnessnsw/files/2018-07/Homelessness_Industry_and_Workforce_Development_Strategy_2017-20_0.pdf
https://www.homelessnessnsw.org.au/sites/homelessnessnsw/files/2018-07/Homelessness_Industry_and_Workforce_Development_Strategy_2017-20_0.pdf
https://www2.health.vic.gov.au/Api/downloadmedia/%7B83DF3B9A-DD77-42C4-84BD-52717694EA16%7D
https://www.nds.org.au/resources/carecareers-disability-career-planner

Qualifications and Professional development

Some workforce development strategies seek to develop new qualifications, to influence or
redesign existing qualifications, or to set a particular qualification as a minimum entry to the
industry. Victoria's Alcohol and Other Drugs Workforce Strategy 2018-2022, for example,
states:

The minimum educational requirements for AOD practice are currently
outlined in the department’s minimum qualification strategy (MQS). The MQS
requires new workers entering the sector without relevant qualifications to
obtain a specialist qualification in AOD or addiction at the Certificate IV level
or higher to be eligible to work in an AOD service funded by the department.
New workers entering the sector who have a health, social or behavioural
science tertiary qualification are required to undertake four core induction
competencies or complete a specialist qualification in AOD or addiction at
the Certificate IV level or higher.

Some workforce strategies will prioritise content areas for professional development. For
example, the Tasmanian Specialist Homelessness Services Workforce Development
Strategy lists 15 topic areas to be covered by 15 accredited units of competence. It also
lists nine areas for non-accredited training. As well as specifying content areas for
professional development, workforce strategies may address preferred modes of delivery,
for example face-to-face, action learning, or online learning.

Employment conditions

Workforce plans might include consideration of employment conditions and their impact on
supply and demand for workers. For example, whether there will be an increasing demand
by workers for part-time work or flexible hours, or whether funding models will require a
shift to more flexible or casualised workforce, or an increased use of volunteers for some
roles.

Technology

Increasingly workforce strategies consider how to use technology to build a more
competent workforce, and to provide efficiencies. In the SHS we need to consider which
roles will be enhanced by technology, and how technology be used to improve efficiency
and service delivery outcomes.

Metrics and analytics — workforce data

Workforce planning relies on reliable data about that workforce. Data about the
demographics of the workforce, and how satisfied that workforce is and what challenges
people experience, provides an evidence base for decision-making. Where there is a lack of
quality data, workforce strategies might consider including actions to introduce new or
better survey instruments and processes.
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Employee engagement, health and wellbeing

Workforce development strategies also need to address worker safety and wellbeing,
particularly in industries such as the SHS, where many staff are working in challenging

environments.

See Appendix 2 for links to examples of Workforce Development strategies

These are some of the elements that can be
found in Workforce Development Strategies,
but ultimately the Victorian SHS Workforce

Development Strategy will reflect the priorities
of our sector.
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Section 2 — The Context

The SHS has a proud history of supporting Victorians at risk of, or experiencing,
homelessness. The sector is recognised as a vital part of the safety net for people in our
community experiencing the greatest disadvantage. Homelessness services in Victoria work
to provide:

* assistance to prevent homelessness

* immediate accommodation to people in housing crisis

* access to safe, secure and affordable housing

* the support needed to help people gain and sustain a home, and

* connections to the physical, personal and community resources that support
broader wellbeing.

Safe and secure housing is fundamental to health and wellbeing. It is foundational to
people’s capacity to participate in work and community activities, as well as underpinning
the care of dependent children.

From the advent of the Supported Accommodation Assistance Program (SAAP) in 1985,
SHS have been funded, essentially to provide crisis and transitional housing and support
responses. The National Partnership Agreement on Homelessness (NPAH) funding from
2009, provided the opportunity for parts of the SHS to trial and demonstrate the
effectiveness of the range of contemporary best practice including Housing First, rapid
rehousing and responses to prevent tenancy loss. The capacity to implement contemporary
service models has been augmented through important investments by Victorian
governments.

Approximately 131 organisations deliver services within the Victorian, with CHP estimating
that there are approximately 2,000 effective full-time positions funded by the Department
of Health and Human Services (DHHS)". The SHS Workforce Development Strategy will
need to consider how many workers will be required in the SHS in future, and which specific
work functions or job families will expand or contract.

The SHS Environment

The Victorian SHS is affected by broader changes, in the political

A environment, the economy, in technology, and in government policy, that
impact on the incidence and experience of homelessness, and the funding
of human services.

® The Department of Health and Human Services (2018). Victoria’s Homelessness and Rough Sleeping Action
Plan. Victorian State Government.



Some key social and economic factors that affect the SHS are:

e Rental costs in Victoria are rising faster than low wages or social security benefits.
This is increasing the numbers of Victorians paying unaffordable rents and
experiencing homelessness, placing pressure on public housing waiting lists®.

¢ Inadequate government funding of public and community housing over many years
means access to low cost rentals keeps contracting. This is increasing demand for

homelessness services, and
D - i more diffcutt to

Q. WHAT ARE THE KEY FACTORS THAT achieve housing outcomes.
YOU THINK WILL IMPACT ON THE SHS *  Thecreation of the NDIS,
WORKFORCE OF THE FUTURE? and transfer of Victoria's
community based mental health
Consider political, economic, social, services into the scheme, means
technological, policy and funding drivers. more people with psychosocial

disability are not getting the

support they need. This is increasing demand for homelessness services, and
increasing the complexity of those seeking services.

e Victoria's population is both growing and ageing. This is increasing demand for
human services, and changing the profile of service users.

e The growth of insecure forms of employment in the ‘gig’ economy, and increasing
casualisation of employment in Australia means more Australians have fluctuating
and low incomes, and consequently more people are experiencing homelessness.

Governments are increasingly supporting funding models that enable more individual
choice in health and human services, and which promote competition between service
providers, such as the NDIS. There is also a growing government focus on place-based
approaches to health and human services provision.

Government is also placing an increasing emphasis on the outcomes of service delivery.
Outcomes consider what has changed for a person as a consequence of receiving a service,
and are different to outputs, which measure what is delivered e.g. numbers of people
receiving services.

New IT platforms, apps, digital technologies and portals are being developed for
community services to centralise data collection, enable better information sharing and
change the way consumers interact with services. New technologies, with the training
needed to make use of them, could enable SHS staff to solve problems, connect and
communicate better, and

There is great potential for WHAT IDEAS DO YOU HAVE FOR USING
TECHNOLOGY TO SUPPORT WORKFORCE
DEVELOPMENT?

developing better systems for a
range of purposes.

¢ Department of Human Services. (2012). Cited in Victorian Council of Social Service. Community Services
Industry Plan - Discussion Paper (2017). p. 10.
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The SHS Workforce

200

The SHS Capability Framework indicates that the SHS workforce is
ceecee currently funded to provide three key functions:

sessses o |njtial Assessment and Planning (IAP) - triaging people who present
for support and providing immediate assistance (CHP estimates this
makes up approximately 5% of workforce)
e Support — ongoing assistance for people to identify and access housing and other
support and resources (approximately 90% of workforce), and
e Tenancy Management — property maintenance and rent collection activities
(approximately 5% of workforce).

In addition to the direct service workforce in these three functional areas, are the staff who
work in leadership and executive support, management, reception and administration,
human resource management, information technology and finance. They provide the
human resources to facilitate service

National data about the homelessness WHAT DATA SHOULD BE COLLECTED
sector’ is out of date but in 2012 ABOUT THE VICTORIAN SHS WORKFORCE
indicated that: AND WHY? WHAT MECHANISMS WOULD
e approximately 75% of the BEST FACILITATE THIS, AND WHAT ARE
workforce are female THE ENABLERS FOR COLLECTING AND

e the workforce is aging SHARING WORKFORCE DATA?

e approximately 75% of the
workforce are born in Australia

e less than 10% of workers did not have post-school qualifications

e nearly 40% of workers had a degree, and those with a degree were more likely to
work in a metropolitan service®

e 45% of employers had concerns about some of their workers being under-skilled

e many services hire people from outside the sector, with nearly 60% of workers being
recruited to their current job from outside the sector.

The data from this study is now eight years old, and it is national rather than Victorian.
There is a paucity of current information about our workforce. In 2017, a statewide SHS
workforce study was conducted in NSW,? which found that:

e 83% of the workforce was female
e 50% have a university qualification

7 Martin B., Phillips R. and Xiang (2012) Developing an effective homelessness workforce. Institute for Social
Science Research, The University of Queensland. https://apo.org.au/sites/default/files/resource-

files/201 2/02/apo—nid74059—1 139921 .pdf

8 A subsequent study of the NSW SHS found that 46% had degree. Cortis N and Blaxland M (2017) Workforce
issues in Specialist Homelessness Services, Social Policy Research Centre University of NSW.
https://www.arts.unsw.edu.au/sites/default/files/documents/Workforce Issues in SHS final report.pdf

? ibid

1M1


https://apo.org.au/sites/default/files/resource-files/2012/02/apo-nid74059-1139921.pdf
https://apo.org.au/sites/default/files/resource-files/2012/02/apo-nid74059-1139921.pdf
https://www.arts.unsw.edu.au/sites/default/files/documents/Workforce_Issues_in_SHS_final_report.pdf
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e The average age of workers was 44 years
e 23% of workers had a lived experience of homelessness.

Family Safety Victoria initiated the Family Violence Workforce Census in 2017, A follow up
of that survey is currently underway. The 2017 Census found that:

e 73% of the homelessness services workforce were female

e 30% are aged between 25 and 35 years

e 63% of respondents hold a bachelor’s degree or higher qualification

e 53% are employed on a casual, sessional or part-time basis

¢ 55% had worked for their present employer for four years or less

e 51% felt that 'lack of time” was their main barrier to undertaking training

¢ 11% do not receive supervision

e 30% believed that the quality of supervision that they received was excellent

e 64% worked in organisations that had policies and procedures to deal with vicarious
trauma.

Qualifications and staff development

Minimum qualifications are not required for entry-level employment in the SHS, although
most of the workforce hold some post-school qualification. National and NSW data
suggests that workers in the SHS come predominantly from a broad range of social science
and community services backgrounds.

In a 2013 review of workforce training in the homelessness sector'!, Spinney identified that:

¢ while the SHS workforce did hold qualifications, these were not always the right
ones to allow people to effectively carry out current and future roles

e the qualifications required for work in the SHS do not currently exist, and
qualifications for the homelessness sector needed to be developed at different
educational levels and with specialist input

e courses around homelessness must be adaptable to changing workforce needs.

In 2017, NSW'? research found that 52% of the workforce received clinical supervision, 31%
received phone support or guidance, 20% received mentoring, 13% learned through
buddying, 11% participated in communities of practice, 10% were in a shadowing program.
On average people had nine days per annum for professional development.

In 2017, the top five SHS NSW workforce development priorities' were listed as:

e consistent and accredited training
e training on trauma informed care and support
e establishing communities of practice

1 The Family Violence Workforce Census https://www.vic.gov.au/family-violence-workforce-census

" Spinney, A. (2013). Workforce Training for the Homelessness Sector. Swinburne University of Technology

12 Cortis N and Blaxland M (2017) Workforce issues in Specialist Homelessness Services, Social Policy Research
Centre University of NSW.

13 NSW Specialist Homelessness Services Workforce Profile, 2017
https://www.shssectordev.org.au/sites/default/files/public/NSW_SHS Workforce Profile Infographic 2017.pdf

12
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e career pathways
¢ facilitating recognition of prior learning for workers.

priorities for staff working with clients

were: WHAT IS YOUR VIEW ABOUT THE CURRENT
e working with specific SUITE OF QUALIFICATIONS, (PROVIDED BY
populations HIGHER EDUCATION AND VOCATIONAL

e trauma informed care EDUCATION AND TRAINING) AND HOW

e case work WELL THEY EQUIP GRADUATES TO WORK

o self-care. EFFECTIVELY IN THE SHS?

The top five training priorities for
managers were:

e organisational development
e human resources

e business skills

e management skills.

Universities or higher education institutions can self-accredit their courses or have them
approved by the Tertiary Education Quality and Standards Agency (TESQA). Social Work
degrees must all meet the requirements of the Australian Qualifications Framework, but
there is no formal requirement for these courses to cover specific subject areas, such as
housing or homelessness. Consequently, social work students may receive little or no
education in the structural factors leading to homelessness, or the SHS service system.

As well as social work qualifications the vocational education and training (VET) sector offers
a suite of qualifications including:

e CHC32015- Certificate lll in Community Services

o CHCA42115- Certificate IV in Community Development
o CHCA42215- Certificate IV in Social Housing

e CHC52115- Diploma of Community Development

e CHC52015- Diploma of Community Services

Professional development can be provided in many ways, for example, face-to-face and
online training, mentoring and

I, coaching, shadowing, attending

WHAT PROFESSIONAL DEVELOPMENT AND C°”ferek"cesapal,”{c'Fl’at'”g "

LEARNING METHODS WORK BEST FOR THE Eetw"r > and cinical stipervision.
arger organisations may employ

SECTOR? specialist learning and

WHAT BROAD GOALS WOULD YOU development professionals, to

RECOMMEND FOR SECTOR WIDE SKILLS review skill needs and coordinate

DEVELOPMENT? development activities. Some

13
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larger organisations may also have an

(LMS), to assist with administration and

record-keeping in relation to WHAT ROLE WILL VOLUNTEERS PLAY IN THE
employees’ qualifications, assist with SHS WORKFORCE OF THE FUTURE? HOW
enrolments, and track attendance at SHOULD WE PLAN FOR THIS? AT A SYSTEMS
different training programs. LEVEL, WHAT ISSUES DO WE NEED TO
DHHS subsidises a sector wide training ADDRESS TO MAKE BETTER AND MORE
calendar, which is currently delivered APPROPRIATE USE OF VOLUNTEERS?

through Wodonga TAFE. The training
calendar has been offered for many years and is widely regarded as a key entry level
learning mechanism for the sector.

I < ot unpaict work

ARE THERE ANY SPECIFIC ISSUES ABOUT  Many SHS services use volunteers
THE REGIONAL SHS WORKFORCE THAT in a range of roles, but we don't
SHOULD BE CONSIDERED IN THE ~ know what percentage of SHS
WORKFORCE STRATEGY? organisations use volunteers or

the extent and range of volunteer
support arrangements in place.

The VCOSS Community Services Industry Plan presents data showing that 87% of all
community services organisations use volunteers.

Regional and rural Victoria

Regional and rural SHS services have some workforce issues that are different to their
metropolitan counterparts, particularly in attracting skilled and qualified people to roles.
Additionally, people working in regional and rural services may have fewer options for
progression and variety in their work.

Intersections with other workforces

The SHS workforce share many similar skills to workers in other community services sectors,
and consequently there is flow of staff in and out of the SHS to other community sector

workforces.

Differing rates of pay or conditions in _
other sectors, the relative challenges and WITHIN THE COMMUNITY SERVICES
satisfaction of the work, and new funding

commitments can all impact relative INDUSTRY, IS THE SHS REGARDED AS A
demand for workers between sectors. For DESIRABLE OR PREFERRED SECTOR IN
example, significant new funding to the WHICH TO WORK? HOW CAN WE
response to the Royal Commission into PROMOTE THE SECTOR, AND WHAT
Family Violence drew workers from the MESSAGES SHOULD WE COMMUNICATE?

SHS and other sectors into family
violence services.

14
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This dynamism creates both risks and opportunities for the SHS, with workers skilled in

allied services brining valuable knowledge into the sector that enhances service delivery to
clients with complex needs.

The 2018 Ten Year Community Services Industry Plan'* developed by the Human Services
and Health Partnership Implementation Committee used a model of ‘primary scope’,

‘secondary scope’ or ‘universal services’ and recognises, the SHS in the primary scope of
the community services industry.

Universal
services Primary &

Employment secondary
services - 5 _ education

Corrections

Police s

2 : Disabilit Financia
S i counselling
¥ Alcohol and
other drug :
services Family violence Youth services |
f Community

health

Home and Primary Family services

community care Scope Community

I(including aged care) ; mental health
‘ Community legal

QOut-of-home care services

Youth justice

Sexual assault Child protection

|

Lesbian, gay,

A Emergency relief Housing bisexual,

transgender &
Homelessness

Migrant & intersex services 4
multicultural ;
b support services Women's services

3 Aboriginal & Torres Strait
B Islander community services

Figure 1: Community Services Sector in Victoria

This diagram™ illustrates the many other related services competing for the same pool of
workers.

* https://vcoss.org.au/wp-content/uploads/2018/09/CSIP-Sept-2018-FINAL-single-page-web-version.pdf
15 http //vcoss.org. au/wp content/uploads/2018/02/10 Year-Community-Services-Industry-Plan-Discussion-
Paper-FINAL-OCT- 2017 pdf

15


https://vcoss.org.au/wp-content/uploads/2018/09/CSIP-Sept-2018-FINAL-single-page-web-version.pdf
http://vcoss.org.au/wp-content/uploads/2018/02/10-Year-Community-Services-Industry-Plan-Discussion-Paper-FINAL-OCT-2017.pdf
http://vcoss.org.au/wp-content/uploads/2018/02/10-Year-Community-Services-Industry-Plan-Discussion-Paper-FINAL-OCT-2017.pdf

7

Workforce issues

Current issues in the SHS workforce were explored via an extensive consultation process (a
survey of 170 people and face-to-face consultation sessions with over 400 people) that
informed the development of the SHS Transition Plan, and through preliminary consultation
through the SHS Transition Plan governance structures in late 2019.

These processes identified a number of preliminary themes that are briefly summarised
here as a prompt for further discussion.

Principles

The right attitudes and values are viewed as critical to working effectively in the SHS sector.
Attitudes affect how people interact with clients experiencing or at risk of homelessness,
and determine whether people without a home are treated with dignity and respect.

SHS staff should provide person-centred service, and hold a belief that people can self
manage change if given the necessary supports and circumstances. Services need to ensure
that staff are safe in their work, properly supervised, valued and provided with opportunities
for training and reflective practice.

Supply and demand

The SHS draws from the same pool of talent as other community services sectors, mainly
social work and community services graduates. There are benefits of flow between sectors,
with people coming into the SHS from alcohol and other drugs, mental health, family
violence, or other sector, bringing valuable expertise. However, the flow also creates
challenges when experienced staff leave the sector.

As a relatively smaller sector within community services, the SHS needs to grow and
maintain its brand and profile, so that it is regarded as a preferred sector to work.

Recruiting and attracting talent

Recruitment and selection

Attracting appropriate candidates for vacancies is a challenge in many SHS organisations
that is sometimes amplified in rural and regional areas. There can be issues with the quality
of candidates, which can impact on selection processes. These challenges are sometimes
mitigated with the use of specialist recruitment agencies who understand the sector’s
needs, but not all SHS are aware of these agencies, and they are not a panacea to the
broader structural issue.

Many organisations have indicated that they have stated values, but do not necessarily
know how to use these in their recruitment and selection processes.

Student placements

Student placements can be useful avenues for sourcing workers, but require considerable
effort from busy workers. For some organisations and individuals, taking students for work
placement can be experienced as an impost. Different educational institutions have
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different approaches to structuring placements sometimes adding to the complexity of
taking students. There is room for developing sector pathways and supports for student
placements, noting that the attitudes and values of students selected for placement is
important.

Diversity and workforce composition

Victoria is a strongly multicultural society, and consequently people with a wide diversity of
backgrounds access SHS services. In order to meet the diverse needs of clients the
workforce should reflect the diversity of people accessing services, with service delivery
enhanced by a workforce that has languages other than English and different ethnicities,
religions and cultures.

It is also clear that increasing the number of Aboriginal staff employed in the sector would
assist in improving outcomes for Aboriginal service users. Aboriginal people are
overrepresented among clients of homeless services in Victoria, comprising less than 1 per
cent of the Victorian population, but more than 10 per cent of service users.'

The workforce should also reflect other dimensions of diversity, such as LGBTIQ identity
and disability.

There are also important skills and knowledge to be contributed to the workforce by people
with lived experience of being without a home. Providing people who have lived without a
home with suitable training can support them to become valued staff, with a deep
understanding of client’s situation, and ability to assist them to break the cycle of poverty.

Retention, career paths and leadership

Turnover and talent retention

High quality aggregated SHS workforce data is not available that would enable the sector
to determine staff turnover, and to benchmark turnover rates against other community
services. There is a perception that staff turnover in the SHS is high for a number of
organisations. It is unknown the extent to which people leave to take positions in other SHS
organisations, and/or to take positions in other higher paid community service sectors. High
turnover is expensive because of the associated costs with recruiting and developing new
staff to fill positions.

Job design and job satisfaction

Different roles in the SHS can create quite different experiences for workers, with the way
roles are structured or organised in teams, also affecting staff satisfaction. Some roles have
the capacity to be repetitive and disheartening, with limited opportunities for growth. Often
job roles and teams are largely shaped by funding models. Job rotation programs and
talent management programs are not widely offered.

Metrics in relation to both client outcomes and job satisfaction are important, but this data
is not currently available.

¢ CHP Fact Sheet: Aboriginal Australians and homelessness http://chp.org.au/wp-
content/uploads/2017/06/170630-Aboriginal-Australians-and-Homelessness.pdf
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Leadership

Staff satisfaction in the sector is generally higher, where there are clearly articulated and
supported pathways for career growth that enable people to see how a job role can lead to
advancement. Sector leaders who champion the sector and inspire others also provide role
models and build a positive brand for the sector that reinforces belief in the sector’s
intrinsic worth.

Capabilities and competencies

Complexity of client needs

The increasing complexity of presenting client needs indicates the growing need for the
workforce to have a wider and deeper range of skills, including in psychosocial and other
forms of disability, with alcohol and other drugs, and family violence.

Managing performance

Services report that more guidance could be available to support systematic and effective
procedures for conducting performance planning and appraisal. Managers could be
supported to develop increased confidence in giving feedback about poor performance
and dealing with staff with a poor attitude. The capability framework can provide a
framework for giving performance feedback and undertaking self-assessment.

Practice frameworks

There are some frameworks that are often referenced, but more clearly articulated
frameworks could improve consistency and quality in service delivery. Terms such as
‘trauma informed care’ and ‘person centred practice’ are widely used, but what they mean
for service delivery and for worker skills and professional behaviours could be more clearly
supported, including with practice guides.

The Workforce Capability Framework
The SHS Workforce Capability Framework has been well received, with many people

indicating that they find it useful. More tools and training to support uptake of the
Framework across the sector would assist with a range of HR practices, particularly in
smaller services without the benefit of a dedicated HR professional.

Qualifications and professional development

There are a range of views about the pre-requisite qualifications appropriate for the SHS in
Victoria. One view is that a degree in Social Work is the best preparation for the role.
Another view is that better outcomes would be achieved with better processes for selecting
for attitude, and then providing staff with training for knowledge and skills development,
rather than focusing on qualifications.

The sector offers subsidised training, funded by DHHS. This is seen as providing good
foundations for staff in the early stages of their career, but there are clear gaps as staff
mature in their roles and specialisations. Management and leadership development
opportunities are seen as a priority.
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Some people maintain that the sector has an over-reliance on training for professional
development, and that there should be more focus on workplace learning. The 70:20:10
model - 70 per cent of knowledge from job-related experiences, 20 per cent from
interactions with others, and 10 per cent from formal educational events, is not widely used
in the SHS, although it is common in many other environments, such as state government.

Training needs to be followed up with opportunities to practice and reflect, and then
reconvene or reconnect. The value of some stand-alone training has been questioned, with
the suggestion that more innovative learning models could have more impact.
Management and leadership development, were seen to be much needed in the sector.

Employment conditions

Volunteers

Volunteers are widely used in many SHS organisations. Although volunteers contribute their
labour, there are still costs associated with their recruitment, training, supervision and
coordination. There is a lack of data about what roles they fill, and there is some concern
that on occasion, volunteer roles are used where professionally qualified worker’s skills are
required.

A casualised workforce

While flexible work hours can be a significant benefit to many staff, including working
parents and carers, a casualised workforce also presents challenges for staff security and
retention. The advantages and disadvantages of having high numbers of casual and part-
time workers could be further explored.

Technology

Digital literacy is an increasing requirement of many SHS roles. Record-keeping, report
writing and accessing professional communications are basic skills for working effectively in
today’s environment, but emerging technologies, such as apps for use in case
management, have the potential to change and shape SHS work roles and tasks of the
future.

Further work is needed to explore how technology assist SHS services to better manage
and communicate with their workforces.

Metrics and analytics — workforce data

Human Resources (HR) infrastructure, and reliable data about the workforce

Smaller organisations can have minimal HR infrastructure, and more generally HR tasks can
fall to busy managers. Managers must often design their own systems and processes for
activities such as learning needs analyses - this is something that the capability framework
also has the potential to streamline.

There are many ‘unknowns’ about the workforce and better data about the workforce is
required.
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Employee engagement and well being

The lack of access to affordable housing can impact on staff morale, particularly for those in
front line roles, such as IAP. Burn out is an occupational risk and some SHS organisations
have better methods for supporting staff to deal with vicarious trauma and the stress of
working with people who are experiencing difficulties in many areas of their life.

The stress of homelessness and complexity of need of many clients results in incidents in
which workers are sometimes threatened and may not feel safe. Maintaining optimism is
important to the work, but job design does not necessarily facilitate positivity.

WHAT DO YOU CONSIDER TO BE THE
THREE BIGGEST WORKFORCE
CHALLENGES FOR THE SECTOR?
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Section 3 — Design and Content
of the Strategy

SHS Transition Plan Goals

The SHS Transition Plan identifies 15 goals for the sector to work towards over time to build
sector capacity and address the challenges identified, in a strategic and systematic way.

Each of the goals are inter-related, and have some relevance for the goal to Build a
Workforce Strategy and the related deliverables.

For example, the goal to Embed Person Centred models of Practice has implications for
training and development, and the Make effective use of New Technologies goal
recognises that work practices will change because of technological advances.

The specific SHS Transition Plan goals, and related deliverables, that are most directly
related to the Build a SHS Workforce Strategy goal include:

¢ Develop workforce pathways

e Develop a SHS Capability Framework (already completed and additional work is
being undertaken to embed the Framework)

¢ Provide training and development to the SHS

Given that workforce pathways, capability frameworks and training are each common
elements of most workforce development strategies, the SHS Workforce Development
Strategy will specifically include the strategies and deliverables already identified by the
sector for each of these goals.

Foundational concepts and underpinning principles

Many workforce strategies include a set of principles to explain key elements that are
central to, or underpin, the strategy. It's important that the principles are pithy and capture
key concepts that are critical to the work.

Set out in the table on the next page are some examples of principles developed by the
SHS Transition Plan’s governance groups for consideration for the SHS Workforce
Development Strategy.
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Service Social justice
Delivery

e Trauma Informed Care
Principles

Person-centred practice
Responsiveness
Partnerships and Collaboration

Co-design

Employment  Staff health and wellbeing
Principles Diversity
A committment to skills development

Flexible and family friendly employment

Trauma Informed Organsiations

A positive work culture

Workforce Vision

A Workforce Development Strategy also needs a vision statement to provide a guide for
the development of strategies and deliverables. Vision statements can also provide a
meaningful narrative that shapes attitudes and reminds an industry of its purpose. Some
examples of vision statements include:

e "A self-determining, culturally strong and sustainable Aboriginal workforce and
Aboriginal organisations” — Aboriginal Health and Human Services Workforce
Strategic Action Plan 2018-19.

e “Victoria will have a competent, high-quality and sustainable specialist mental health
workforce” - Victorian's Specialist Mental Health Workforce Framework Strategic
directions 2014-24.

e “Victorians live good lives in thriving communities supported through integrated,
connected and sustainable community service organisations that are recognised as
the central pillars of a vibrant, inclusive Victoria” — Community Services Industry Plan
2018-2028.
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The vision statement should tell us what we hope the SHS workforce will look like in five
years' time. It could reference quality or the consumer experience. The vision statement
might also include a statement about quantity or sufficiency of people to do the work, or
the nature of the service system, and it might speak of sustainability.

For example:

e Victoria will have a competent and sustainable specialist homeless workforce
or

e Victoria will have a highly skilled workforce that provides timely responses to
people without a home.

e Or

e Victorians without a home will be supported by responsive and highly skilled

professionals, working in
abrant andsusainabie [

services DO ANY OF THE THREE OPTIONS FOR A
, VISION STATEMENT APPEAL TO YOU?
Strategies PLEASE TELL US WHY.

WHAT VISION DO YOU HAVE FOR THE

The SHS Workforce Development
WORKFORE OF 20257

Strategy will include a suite of
strategies and actions to grow and
strengthen the workforce. Set out below are some examples of strategies and actions that
could be considered for inclusion.

Supply and demand

¢ Building the profile of the sector
¢ Establishing job rotation schemes with other community services sectors
¢ Developing relationships with

providers
e Considering alternative skill sets WHAT STRATEGIES OR ACTIONS WOULD
and professions that could be YOU PRIORITISE TO ENSURE THAT THERE

targeted to work in the sector ARE SUFFICIENT NUMBERS OF SKILLED

. . WORKERS FOR THE SECTOR?
Recruiting and attracting talent

e Strengthening Human Resource Management and establishing Human Resources
networks

e Generating rewards and
recognition schemes _
e Strengthening relationships with WHAT STRATEGIES OR ACTIONS WOULD

the tertiary sector YOU PRIORITISE TO RECRUIT AND
ATTRACT TALENT TO THE SECTOR?
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¢ Using the capability framework to develop recruitment tools, that reflect the values
and attitudes needed for the sector

Diversity and workforce composition

¢ Developing programs for people
with lived experience of being
without a home to work in the
sector

WHAT STRATEGIES OR ACTIONS WOULD
e Implementing schemes to YOU PRIORITISE TO FOSTER DIVERSITY
increase diversity in the AND IMPROVE THE COMPOSITION OF THE
workforce (consider age, gender, ~ SHS WORKFORCE?

sexual orientation, ethnicity,
cultural and language groups, religion, ability/disability)

e Partnering with Aboriginal Community Controlled Organisations to encourage more
Aboriginal people to work in the sector

Retention, career paths and leadership development

e |dentifying and up-skilling
emerging leaders

® Supporting governance and WHAT STRATEGIES OR ACTIONS WOULD

leadershi
eadership YOU PRIORITISE TO FOSTER RETENTION
AND DEVELOP LEADERS IN THE SECTOR?

¢ Recognising and rewarding good
performance

e Articulating career paths

e Strengthening organisational culture

e Fostering innovation in job design

Capabilities and competencies

e Supporting services to
implement the SHS capability
framework for benchmarkingand ~ WHAT STRATEGIES OR ACTIONS WOULD
HR functions YOU PRIORITISE TO BUILD CAPABILITY

* Developing tools to self-assess AND COMPETENCY IN THE SECTOR?
capabilities and plan for skill
development

¢ Providing practice frameworks to demonstrate how to implement core concepts
(e.g. trauma informed practice or person-centred service) in an SHS environment.

Qualifications and professional development

e Reviewing and improving professional development options

¢ Developing accredited training modules for the tertiary sector (universities and
vocational education and training)

o Delivering targeted, specialist training in response to emerging needs and identified
skill requirements
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e Using local service networks to
foster innovation in learning

WHAT STRATEGIES OR ACTIONS WOULD

design YOU PRIORITISE TO IMPROVE HOW
e Disseminating recent research QUALIFICATIONS ARE DESIGNED AND
findings on key topics DELIVERED IN THE SECTOR?

e Fostering research projects to
develop an evidence base for effective practice
¢ Developing a minimum qualification strategy
¢ Building partnerships with preferred training providers and universities.

Employment conditions

e Researching the impact of a more

casualised workforce, and how WHAT STRATEGIES OR ACTIONS WOULD
this affects work outcomes YOU PRIORITISE TO IMPROVE

* Developing guidelines for EMPLOYMENT CONDITIONS IN THE
organisations about good SECTOR?

employment practices e.g. how to
be family-friendly, or an employer
of choice

¢ Developing tools to support
organisations to use volunteers

effectively. WHAT STRATEGIES OR ACTIONS WOULD
YOU PRIORITISE SO THAT TECHNOLOGY

IMPROVES WORK OUTCOMES IN THE
¢ Identifying digital solutions to SECTOR?
improve work practice and

communications in the workplace

Technology

¢ Building digital literacy in the sector

¢ Conduct a feasibility study for an online workforce portal

¢ Developing or adapting apps to enable SHS staff to communicate better with their
clients.

Metrics and analytics — workforce data WHAT STRATEGIES OR ACTIONS WOULD

e Regularly collecting and analysing YOU PRIORITISE TO EFFECTIVELY UTILISE
data about the workforce, to WORKFORCE DATA?

monitor changes and trends
(number working in the sector,
demographics,
e Regularly collecting and analysing data about workforce satisfaction, to monitor
changes and trends
e Benchmarking workforce data against other community services sectors.

Employee engagement, health and wellbeing

e Support organisations to become healthier and safer workplaces
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¢ Develop an SHS Health and Wellbeing Framework that addresses the unique

e rerremre -
context

e Provide training for staff on WHAT STRATEGIES OR ACTIONS WOULD
resilience and stress YOU PRIORITISE TO SUPPORT STAFF
management, work-life balance, ENGAGEMENT, HEALTH AND WELLBEING
physical fitness and mental IN THE SECTOR?

¢ Provide training for organisations
on occupational health and
safety obligations, WorkCover and managing return to work, and how organisational
culture impacts on staff physical
health and psychological

wellbeing.
WHAT OTHER COMMENTS DO YOU HAVE
Other ideas? ABOUT THE WORKFORCE, OR
Perhaps there are strategies that have SUGGESTIONS ABOUT WHAT NEEDS TO
not been mentioned, but that should BE ADDRESSED IN THE WORKFORCE
be considered for the development of DEVELOPMENT STRATEGY?

the SHS Workforce Development
Strategy. This discussion paper has been developed to prompt ideas and invite comment,
and any feedback that you would like to provide is most welcome.
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Responding to this Discussion
Paper

Responses are welcomed from individuals and organisations. If sending a written response,
please provide your name and contact details, in case the consultant needs to check
anything with you. The information that you provide will be treated as confidential and will
only be used for the purposes of this project.

Written responses can be sent to lan Gough, Manager Consumer and Capacity building by
mail at 2 Stanley Street Collingwood 3066 or email at ian@chp.org or.au.

Appendix 1 has been developed to assist with your response — it provides a list of the
questions in this paper.

Note: responses to the discussion paper close Friday March 20, 2020.

If you have any questions or feedback about the Build a SHS Workforce Strategy project
you can contact lan Gough by email or phone on 8415 6212.
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Appendix 1 — Questions

The Big Picture

1. What are the key factors that you think will impact on the SHS workforce of the
future? (Consider political, economic, social, technological, policy or funding
changes/drivers)

4. Are there any specific issues about the regional SHS workforce that should be
considered in the workforce strategy?

5. Within the community services industry, is the SHS regarded as a desirable or
preferred sector to work? Please explain your response.

6. How can we promote the sector to prospective employees, and what messages
should we communicate?

7. What do you consider to be the 3 biggest workforce challenges for the sector?

Principles

8. What principles should be included in the SHS Workforce Development Strategy?
Do you have any comment about the suggested service delivery principles, or the
employment principles, provided on page 19?7

Goals

9. Do any of the three vision statements on page 20 appeal to you? Please explain
your answer?

10. What vision do you have for the SHS workforce of 2025?

Strategies

Supply and Demand
11. What strategies or actions would you prioritise to ensure that there are sufficient
numbers of skilled workers for the sector?

Recruiting and Attracting Talent
12. What strategies or actions would you prioritise to recruit and attract talent to the
sector?

Diversity and Workforce Composition
13. What strategies or actions would you prioritise to foster diversity and improve the
composition of the workforce?

Retention and Career Paths / Leadership Development
14. What strategies or actions would you prioritise to foster retention and develop
leaders in the sector?

Capabilities and Competencies
15. What strategies or actions would you prioritise to build capability and competency
in the sector?
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Qualifications and Professional Development
16. What is your view about the current suite of qualifications (provided by higher
education and vocational education and training), and how well they equip
graduates to work effectively in the SHS?

17. What professional development and learning approaches work best for the sector?
18. What broad goals would you recommend for sector wide skills development?

19. What strategies or actions would you prioritise to improve how qualifications are
designed and delivered in the sector?
Employment Conditions
20. What role will volunteers play in the SHS workforce of the future? How should we
plan for this? At a systems level, what issues do we need to address to make better
and more appropriate use of volunteers?

21. What actions or strategies would you prioritise to improve employment conditions in
the sector?

Technology
22. What ideas do you have for using technology to support workforce development?

23. What actions or strategies would you prioritise so that technology improves work
outcomes in the sector?

Metrics and Analytics — Workforce Data
24. What data should be collected about the workforce and why?

25. What mechanisms would best facilitate this, and what are the enablers for collecting
and sharing workforce data?

26. What actions or strategies would you prioritise to effectively utilise workforce data?

Employee Engagement, Health and Wellbeing
27. What actions or strategies would you prioritise to support staff engagement, health
and wellbeing in the sector?

Other

28. What other comments do you have about the workforce, or suggestions about what
needs to be addressed in the Workforce Development Strategy?
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Appendix 2 — Links to Workforce Development
Strategies

The Mental Health Workforce Strategy is a ten year plan, 2015-2025. Primarily it addresses
the mental health workforce in the private and public mental health system but recognises
that other health professionals play an important role in assisting people with a mental

illness.

The Aboriginal health and human services workforce strategic action plan 2018-2019
provides an example of a 5 strategic actions, with a lead agency and nominated partners
carrying responsibility for carriage of each action.

Victoria's alcohol and other drugs workforce strategy 2018-2022 has six key result areas,

each with stated challenges and established priorities in response to those challenges.

The Family Violence Strategy's first-rolling-action-plan-2019-22 includes seven focus areas,
all of which relate to strengthening and developing the workforce.

The 10 year Community Services Industry Plan was developed by the Community Services
& Health Industry Partnership Committee (CHSIPC) and published by VCOSS. It sets out a
vision and principles, and sets out actions under for key themes:

Making an impact in people’s lives in the places they live and spend time
Strengthening the capacity of the community services industry

Effective community service system architecture

N

Fostering the potential of all communities.
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