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Acknowledgement

We acknowledge the Traditional Owners of the land 

and pay respect to Elders past and present.
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We will cover
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• Measuring unmet demand for services

• Collecting data matters

• Make every person count
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Measuring unmet demand 

for services
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Understanding demand

Types of demand

Met demand Unmet demand
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Specialist Homelessness Services Collection (SHSC) 

• Managed by Australian 

Institute of Health and 

Welfare 

• Collects information about 

all people who are 

referred to or seek 

assistance from SHS 

agencies

• Publishes data online

Source: Australian Institute of Health and Welfare - Specialist Homelessness Services collection

https://www.aihw.gov.au/about-our-data/our-data-collections/specialist-homelessness-services-collection
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Specialist Homelessness Services Collection (SHSC)

• Two parts:

• Client Collection

• Unassisted Persons Collection

• Collection Manual outlines data 

collection requirements

• Download from aihw.gov.au

Source: Australian Institute of Health and Welfare - Specialist Homelessness Services collection

https://www.aihw.gov.au/about-our-data/our-data-collections/specialist-homelessness-services-collection
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Two parts

Client 
Collection

Collects data about who receives a 

service

Unassisted Person

Collection

Collects data about whose request 

for a service is not able to be met 

by an SHS agency 
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Unassisted Person Collection = Unmet Demand
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Collecting data matters
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Source: Specialist homelessness services annual report 2024–25 Infographics

https://www.aihw.gov.au/reports/homelessness-services/specialist-homelessness-services-annual-report/on-any-given-day-infographics
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“Every day, 
Specialist 
Homelessness 
Services receive 
353 requests for 
help they cannot 
meet.” 

Source: Homelessness 
Australia
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“350 Australians a day:
What happens to those on the 
edge of a housing crisis”

Source: SBS news

https://www.sbs.com.au/news/article/frontline-services-overwhelmed-by-requests-for-help/lboqo5hpn
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Source: Specialist homelessness services annual report 2024–25 Infographics 
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Victoria has the most missing information
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Over 10,000 
were female

Almost 16,000 

records missing 
information

Figure: 2024-2025 Unassisted Requests Victoria
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Making every person count
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Collection data

With the data we can understand on any given day:

• How many clients were supported 

• How many requests for assistance were unable to be met 

The data is reported to measure:

• client outcomes

• the level of unmet demand for SHS services
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Captures information on adults and children who receive a service from 

a SHS agency. 

Data collected:

• Client demographics

• Provided services 

• Client circumstances

To measure and assess client outcomes.

Client Collection

Source: SHS Collection Manual Page 2
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Gains information about adults and children whose request for service is 

not able to be met by a SHS agency

Existing clients are not to be included in this collection. 

Data collected is minimal:

• Basic person demographics

• Requested services 

• Reason services not provided 

To measure the level of unmet demand for SHS agencies. 

Unassisted Person Collection

Source: SHS Collection Manual Page 2
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Client 
Collection

Unassisted Persons 

Collection

• service was provided • service was not provided

• Data collected - demographics, 

services and circumstances

• Basic data collected

• measures client outcomes • measures level of unmet demand 

Summary
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Definitions

Source: SHS Collection Manual Page 5 & 6

Client

A Client is any person who receives

a service from a SHS agency.

Unassisted Person

An Unassisted Person is any 

person who seeks services from 

a SHS agency and does not 

receive any service. 
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A person must 

first engage 

with the agency 

and request a 
service

Blake requests a service 
from  an agency

The agency cannot provide 
any service to Blake

Blake is an Unassisted 
Person

The agency create an 
Unassisted Person Record

Alex requests a service from 
an agency

The agency can provide 
support for Alex 

Alex is a Client

The agency opens a support 
period

Client or Unassisted Person

Source: SHS Collection Manual Page 7
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❑ Person did not accept service

❑ Person wanted different services

❑ Agency was in the wrong area

❑ Agency had no accommodation available

❑ Agency had no other services available

❑ Agency had insufficient staff

❑ Agency was inappropriate/wrong target group

❑ Agency’s facilities were not appropriate for a person with special needs

❑ Person was refused service/person did not meet criteria

❑ No fee-free services available at the time of request

❑ Other

Reasons someone is an Unassisted Person

When creating an 

Unassisted Person 

record, you must

include a reason why a 

service was not 

provided.

Specialist Homelessness Collection Manual- Page 94-95 
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Someone who requests assistance from an agency but does 

not receive any service, for whatever reason.

1. Person requests a service 

2. Person does not receive any service 

3. Unassisted person record to be created

Specialist Homelessness Collection Manual Page 6 

A person cannot be recorded as an unassisted person if:

• They receive at least one direct service from an agency

• If the agency is planning to, or are in the process of, 

providing case management to the person

Unassisted Person Summary
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It's not about "who showed up“
It's about “who asked and got nothing”

Unassisted Persons Collection: 

• provide information about whose request could not be met 

• measures the level of unmet demand

• minimal information is needed

• there must be a request for service 

• existing clients are not included in this collection

AIHW 2023-2024 Annual Report - Services provided and unmet need

https://www.aihw.gov.au/reports/homelessness-services/specialist-homelessness-services-annual-report/contents/services-provided-and-unmet-need
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1. Year

2. Sex

3. Reason

Make every person count

To complete an Unassisted Person Record 

you must fill in these 3 fields:

Date of birth - estimate is fine e.g. 1970, 1980…

Male, Female or other

Select from list

(*Name: can be blank)
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chp.org.au

Council to Homeless Persons

2 Stanley Street Collingwood Victoria 3066

/ P 03 8415 6200 / E admin@chp.org.au

/ Homelessness Advocacy Service (HAS) 1800 066 256

Thank you.

Contact

training@chp.org.au


	Default Section
	Slide 1: Make every  person count  
	Slide 2: Acknowledgement
	Slide 3: We will cover

	Introduction
	Slide 4: Measuring unmet demand for services
	Slide 5: Understanding demand
	Slide 6: Specialist Homelessness Services Collection (SHSC) 
	Slide 7: Specialist Homelessness Services Collection (SHSC)
	Slide 8: Two parts
	Slide 9

	Rationale
	Slide 10:  Collecting data matters
	Slide 11
	Slide 12: “Every day, Specialist Homelessness Services receive 353 requests for help they cannot meet.” 
	Slide 13: “350 Australians a day: What happens to those on the edge of a housing crisis”  
	Slide 14
	Slide 15: Victoria has the most missing information

	Reporting
	Slide 16: Making every person count
	Slide 17: Collection data
	Slide 18: Client Collection
	Slide 19: Unassisted Person Collection
	Slide 20: Summary
	Slide 21: Definitions
	Slide 22: Client or Unassisted Person
	Slide 23: Reasons someone is an Unassisted Person
	Slide 24
	Slide 25: It's not about "who showed up“ It's about “who asked and got nothing” 
	Slide 26
	Slide 27
	Slide 28: Thank you.


