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Introduction 
As the Peak Body in Australia for those agencies and organisations who broadly represent the 
Settlement Services sector nationally, both geographically and in service type and function, the 
Settlement Council of Australia (“SCoA”) is proud to submit this report to the Department of Social 
Services (“Department”) for consideration and discussion in respect to the implementation and delivery 
of the Humanitarian Settlement Program (“HSP”). 

This report was prepared following a survey of members in September 2018, which was designed to get 
a broad and very general sense of how the sector is feeling about and responding to the implementation 
and delivery of the HSP.  SCoA has consistently been receiving feedback from a significant number of its 
members in relation to the recent roll out and delivery of the HSP across Australia.   The SCoA Board and 
CEO felt an appropriate response to its member’s increasingly expressed concerns was that a survey 
should be developed and distributed to our membership of over 100 agencies and organisations to 
gauge whether the feedback we had been receiving, both verbally and in writing, was indeed a broader 
reflection of how the sector and our membership base were feeling about the types of issues being 
raised and in general how the HSP was perceived by members and the sector and ultimately its impact 
on clients and communities. 

Our survey was developed to obtain a quick snapshot of whether there were issues for other members 
outside of those who had contacted SCoA and if so what were the key issues and concerns.  The survey 
and this report does not attempt to provide a detailed or in-depth analysis of the feedback received nor 
is it a review of the program itself.  What we aimed to determine was in fact were there shared concerns 
around key issues and if so to identify and report on what the priority issues being raised related to and 
where concerns were held.  It should also be noted that we provided for open feedback which included 
and encouraged feedback on what was working well and what successes had been achieved as well. 

The responses to the survey were collated and analysed by Millwood Consulting, an independent 
consultant. Millwood Consulting’s survey report is attached at Annexure A. 

This report provides an executive summary of the findings compiled by Millwood Consulting, and 
presents SCoA’s analysis and conclusions drawn from those findings. 
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About the Settlement Council of Australia 
The Settlement Council of Australia (SCoA) represents over 100 agencies in the settlement sector across 
Australia, which comprise the vast majority of agencies providing settlement support to recently arrived 
migrants, including those from a refugee background.   

Our members work directly with a wide range of new arrivals from diverse backgrounds, as well as the 
mainstream Australian community and various government and private stakeholders.  The mission of 
the sector is to provide effective and efficient settlement services which assist newly arrived migrants to 
achieve the best possible settlement outcomes. 

The work of our members across the nine key priority areas of the National Settlement Services 
Outcomes Standards promotes effective settlement for Australia’s newest residents, ensuring our 
Migration and Humanitarian programs continue to work to the benefit of everyone. 

SCoA works with our members to support settlement service delivery, to promote community harmony 
and social cohesion and to strengthen multiculturalism.  We provide a credible and informed source of 
knowledge and advice on migrant and refugee settlement issues, settlement planning, service delivery 
and related policy and program matters. SCoA undertakes lobbying and advocacy activities to influence 
a range of government departments for more effective settlement policy and services. 

About the Humanitarian Settlement Program 
The Humanitarian Settlement Program (HSP), to support humanitarian entrants to build the skills and 
knowledge they need to become self-reliant and active members of the Australian community, 
commenced on 30 October 2017. HSP replaced the Humanitarian Settlement Services (HSS) and 
Complex Case Support (CCS) programs. Five service providers in 11 contract regions across Australia 
deliver the HSP on behalf of the Australian Government. 

SCoA’s member survey – Introduction and Key Findings 
In response to concerns raised by member organisations, the Settlement Council of Australia (SCoA) 
designed and conducted an online survey to gauge member views around the operation of the HSP in 
September 2018. Questions in the survey were designed to gauge member feedback on the policy 
objectives and implementation of the HSP and were finalised in consultation with the Department of 
Social Services (DSS). 

The survey was targeted to SCoA member organisations and was promoted via SCoA’s website, 
newsletters and direct contact with members. There were 146 responses to the survey in total. Just over 
three quarters of respondents (78.77%) worked for, or represented a SCoA member organisation. 

Almost half (45%) of respondents were CEOs or other management within a SCoA member organisation. 
Some 20% of respondents were caseworkers. 

The majority of respondents worked for organisations where the primary service was located in a 
metropolitan area: 
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Respondents’ organisations were fairly evenly split between those directly engaged in the delivery of 
services under HSP (50%) and those indirectly engaged with HSP through complementary programs 
(40.91%). Most other respondents were settlement providers under the Settlement Grants Program 
(SGP). 

Notwithstanding this breakdown of respondents, we did not desegregate the survey into regional 
localities, or contractors, hence the analysis is nationally generic. 

We received significant feedback that indicated clearly positive views about HSP and highlighted where 
good practice, sound outcomes and evident successes had been achieved.  SCoA wishes to acknowledge 
and recognise this feedback as a critical part of the process which has informed the feedback we wish to 
provide to the Department.  However it is equally important to raise awareness within the Department 
where feedback was not as positive so that we may also provide a balanced view of those issues and 
concerns that indeed did raise red flags for our members. 

We were pleased that both HSP Providers and Sub-Contractors were captured in our survey and were 
able to provide their valuable input.  SCoA would like to acknowledge the important role and work these 
providers and contractors perform in the settlement services sector in ensuring foundational settlement 
services are in place to meet the needs and aspirations of our most vulnerable and newly arrived 
entrants arriving into various communities and locations.  

It is of course equally important to recognise the diverse and broad range of other providers and 
organisations who complement, support and build upon this work as being represented in the 
survey.  SCoA believes that it is this diverse group of respondents directly delivering HSP and providing 
allied support who are reflected in the survey findings and has formed the content of our report.  What 
we also want to reinforce is that all providers have a critical role to play in ensuring Australia works 
towards creating a solid platform for those who take the bold step to settle into a new homeland and to 
ensure their enormous contributions are captured and advanced while understanding that we all work 
to make the settlement journey one of inclusion, integration and success through the wonderful services 
and programs our members deliver.  

70%

27%

3%

Primary Service location

Metropolitan
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The responses to the 16 questions in the survey, suggest that many SCoA members are positive about 
the potential of the HSP to progress long term positive settlement outcomes in accordance with the 
Australian Government’s stated outcome priorities.  

However, the survey responses also indicate widespread concern in the sector with key aspects of the 
new program’s implementation. Rather than recite the large volume of responses to the survey itself, 
the purpose of this report is to consolidate the results into useful categories that will assist the sector 
and government to assess the current state of HSP and to make recommendations for the future. 

The areas of relevant importance arising out of the survey responses have been categorised as follows: 

1. Client Services 
2. Partnerships and Collaboration 
3. Governance and Administration 
4. Compliance 
5. Resourcing 

The following sections analayse these areas in greater detail. 

Summary of Survey Findings 
Client Services under HSP 
A common and concerning theme to emerge throughout the survey is the sector’s evidence-based 
concern about the ability of HSP to meet the needs of clients.  

The Australian Government’s stated objective is for the HSP “to work in combination with other 
settlement and mainstream services. It has a strong focus on assisting clients to learn English and gain 
necessary education and employment skills in recognition that positive outcomes in these areas help 
humanitarian entrants integrate into Australian life.” 

SCoA members demonstrate their commitment to these outcomes and the provision of dedicated 
services that are designed to achieve them. The sector is therefore in large support of the stated 
objectives of HSP as well as the necessity of services to meet clients’ needs across all 9 key priority areas 
identified in the National Settlement Services Outcomes Standards. It is well accepted that each of the 
priority areas is interdependent and that a client needs support to achieve settlement in each area in a 
responsive, flexible and interdependent service delivery model. 

It is therefore of concern that the implementation of the HSP appears to be restricting the capacity of 
service providers to meet clients’ needs. A significant proportion of respondents highlighted issues 
relating to the design and implementation of HSP itself. These responses provide experience-based 
insights into areas where HSP could be recalibrated to ensure more effective and efficient service 
delivery. A range of issues have been raised which contribute to this predicament: 

- Lack of flexibility in meeting clients’ needs 
- Heavy focus on administration and reporting 
- Insufficient resourcing 
- limits on providers’ ability to collaborate with other services including subcontractors 
- inability to meet unexpected or additional needs of clients. 
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The survey feedback suggests significant concern that support for Tier 3 clients is under-resourced and 
fails to appreciate the high-level of need experienced by this vulnerable group of new Australians. 

Allowing more flexibility for service providers to meet their clients’ needs, and reducing some of the 
administrative burden, will result in greater responsiveness and a more dynamic service delivery. 

To further understand how HSP might be better able to support the government’s policy objective, 
respondents were asked “have you observed any gaps or shortcomings in the service model that may 
impact the achievement of settlement outcomes in your location? If so, which outcomes and what are 
the gaps?” The intent of this question was to illicit specific examples where opportunities exist to make 
practical improvements to the HSP service model. Several key themes emerged from the responses, 
directly related to outcomes. Many of the themes reflect the reality that HSP operates in conjunction 
with other government (and non-government) funded programs (including jobactive, housing, AMEP, 
etc). In doing so, they highlight an opportunity for HSP to solidify its role as a crucial bridge between 
multiple services that ensures each humanitarian arrival to Australia is empowered to achieve the best 
possible settlement outcomes. Key areas raised frequently in the survey responses include: 

- Employment – including difficulties working with jobactive and the need for a greater time to 
address workplace readiness and achieve long-term employment outcomes; 

- English – most comments reflected a good working relationship with AMEP but raised concerns 
about the AMEP service model and its appropriateness for recently arrived humanitarian 
entrants; 

- Housing/accommodation – concerns about the adequacy of resourcing for housing were 
common, pointing to shortcomings in the long-term suitability of accommodation outcomes; 

Other feedback was focused more specifically on addressing the deficiencies within the HSP service 
model itself, as elaborated further on below. 

Partnership and Collaboration 
It is well accepted that good settlement outcomes require dedicated partnerships and place-based 
approaches. By adopting a comprehensive place-based lens to the delivery of settlement services, it is 
possible for government and service providers to ensure that migrants from a refugee background 
settling in any given location will receive the services they need across each of the nine NSSOS priority 
areas. 

It is not the role of HSP to provide all services in isolation. Instead, Australia’s model of settlement 
service delivery involves a number of programs, funded at both the federal and state levels, including 
but not limited to: 

- HSP 
- Settlement Grants Program 
- Adult Migrant English Program 
- Torture and trauma assistance 
- Health and well-being services 
- Employment services 

In many locations, a multitude of dedicated and dynamic service providers combine to make sure all 
needs are met. 
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An important foundation of settlement service delivery is the historically high level of collaboration 
across these service providers, which ensures that clients receive the highest level of service delivery 

Much of the feedback received in the survey points to the curtailment of opportunities for collaboration. 
This is in direct conflict with the stated intention of HSP, that it will further enhance collaboration and 
cooperation across the sector. 

 

While respondents to the survey expressed both an ongoing desire to work together, and an 
acknowledgment that the community of practice between HSP service providers is strong, the concern 
largely focuses on the limitations on partnerships and cooperation on a location-by-location basis. 

Service providers reflected a general feeling that HSP undermines their ability to work together, by 
instead focusing on individual outputs by service providers and not outcomes achieved for clients by the 
broader settlement community. In this regard, the survey responses point to a tension between the 
objectives of the HSP and the strict compliance model used in its implementation. 

Concern has been raised by members that the result of this limitation is to deny the greater expertise 
across the sector, and especially in regional locations, that has historically bred great levels of 
partnership and cooperation in the advancement of client outcomes. 

Governance and Administration 
In 2018, many organisations across the settlement sector have evolved into sophisticated service 
delivery agencies whose capacity to meet client needs is enhanced by their dynamic, flexible and 
responsive service delivery model. 

As has already been suggested above, there is strong feedback throughout the survey that this dynamic 
service delivery is significantly impacted by the governance model that has been adopted under HSP. 
Indeed, the administrative burden associated with HSP is the most commonly cited concern among the 
sector, with service providers repeatedly expressing concern that high levels of administrative burden, 
coupled with insufficient resourcing, impact the ability to deliver services in a client-focused and flexible 
manner. 

28%

41%

31%

Has HSP fostered greater collaboration?

Yes

No

Unsure
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This problem largely manifests itself through the comprehensive data collection obligation imposed by 
the grant contracts, and the lack of obvious correlation between a large component of the 
administrative requirement and the intended outcomes. 

Many respondents raised concerns that the data collection system is overdone, complex and time-
consuming. It is acknowledged that this issue has been compounded by IT systems issues which are 
currently being resolved. The sector is best placed to assist the government in ensuring an adequate, 
flexible and responsive IT system for the delivery of the program. 

However, a greater concern is that the current resource-heavy administration component of the 
program extends beyond mere IT issues and relates more to the outputs/compliance requirements 
articulated in the following section. 

Respondents to the survey were asked to identify the top three areas where they believed 
improvements to administration and compliance could be made. Respondents’ suggestions again 
focused on reducing the administrative burden and particularly on resolving data collection and IT 
issues. 

The feedback collected indicates a willingness on the part of the sector to engage in meaningful data 
collection and reporting, provided that it is not overly burdensome and is clearly related to measuring 
the success of the program in achieving outcomes for clients. Respondents variously called for more 
flexibility; a “review of key processes that are seen to be imposing unnecessary burden on providers” 
and to “break the chain of administration to sizable units/entities”. One respondent suggested 
“separating invoicing, data collection, outcomes and quality”.   

Services highlighted the need for consolidation of reporting processes, “consistency in reporting” and 
for clear guidance on record keeping and sufficient evidence to claim. Respondents highlighted a desire 
for “more guidance around KPI reporting”, “clarity around the KPI reporting” and “clear guidance on 
what we are audited on”. Another respondent suggested that system usability be improved “to service 
providers to enable access to some reports that will assist providers to improve tracking of KPI's.” 

13%

23%

12%
25%

27%

Levels of administration in HSP

Low

Medium

High

Excessive

N/A (Unsure)
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Compliance 
As a specific sub-set of the administrative burden imposed by HSP, the topic of compliance received 
considerable attention from respondents, with the collective view being that the over-reliance on 
outputs attached to the payment model detracts from the overall settlement outcomes and the need 
for focus on a place-based approach to settlement service delivery. 

Strong concerns were raised that the focus on compliance leads to greater staff burnout and redirects 
the focus away from the client. SCoA suggests that the government can maintain the integrity of its 
funding while at the same time relaxing the reporting requirements and therefore empowering service 
providers to do what they do best: support their clients. 

Overall there was support for “more emphasis on service time spent on the client than the weightage 
more with administration”, “more engagement with clients and their communities” and “less 
requirements and more focus on client needs”. A particular concern was that the value attached to 
some price points was significantly less than the time needed to report against them.  

The experience-driven feedback contained in the survey results suggested the need for specific price 
points to be reviewed, especially where the existing payment points do not adequately match the needs 
of clients. It was also suggested that grouping claims under more general payment points would assist in 
reducing the administrative burden and enhance flexibility in service delivery.  

While it would be possible to address these concerns by reviewing individual price points, SCoA suggests 
that the feedback points to support across the sector for less focus on individual interventions and a 
greater emphasis on client-centred settlement plans. 

Several respondents suggested that a different approach be adopted, with “service providers receiving 
block funding rather than payment on service for every service undertaken”, “payment for achieving 
overall client outcomes not individual steps” and that an evidence based outcomes framework be 
adopted “that reports on the benefits for the person”. 

SCoA does not seek to undermine the government’s need to ensure the integrity of funding provided 
under the HSP, as with any government grant. However, we suggest that the structure that has been 
adopted for HSP creates a significant administrative burden on providers that limits flexibility. 

Resourcing 
SCoA notes that government is committed to ensuring that resourcing under HSP is sufficient to meet 
the stated policy objectives. However, survey responses largely point to a deficiency in the amount of 
resourcing available to support the work required both in servicing clients and meeting the above-
mentioned compliance and administrative burdens. 
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While one respondent commented that “I think the resourcing is ok” the majority of commentary 
focused on the perceived inadequacy of funding. Issues concerning resourcing responded in large part 
to the compliance and administrative requirements set out above, but also pointed to: 

- A lack of funding flexibility to support collaboration; 
- Disconnect between funding provided per output and the actual costs of delivery; 
- Lack of resourcing to meet the needs of clients in Tier 3, or in regional/rural locations where 

service delivery is more limited. 
- Lack of transparency regarding the flow down and timeliness of resources from the Department 

to Contractors and Subcontractors 

Conclusion and Recommendations 
It is accepted across the settlement sector that HSP is still in its infancy and as a result requires more 
time for the relevant stakeholders to “find their feet”. SCoA acknowledges the work of the government, 
HSP service providers and the broader settlement sector to strive for continuous improvement in the 
delivery of services to new Australians. 

While the responses collated in this report identify a considerable amount of unease and concern within 
the sector, it can be said that there is also a significant degree of optimism about the future of the 
program and, importantly, the policy objectives that underpin it, with most respondents focusing on 
specific areas for improvement that will help HSP reach its full potential. 

In summary, the key lessons SCoA has derived from the survey, which we believe are of critical 
importance to the future of the HSP, are as follows: 

1. As a sector we want to ensure a program and service that hasn’t lost its focus on clients and 
communities. The choice for service providers between meeting a claim point versus meeting 
the needs of the client becomes a significant factor in a narrowly conceived compliance and 
contractually administrative process, putting at risk the very outcomes intended.   
There is little flexibility to respond when a claim point doesn’t match a client need especially 

11%

58%

31%

Have the resources under HSP been effective in achieving 
settlement outcomes?

Yes

No

Unsure
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when this falls outside the usual conscripted claim point/service type, but is nonetheless critical 
for meeting client needs. 

2. The relationship between contractor and subcontractors is based on transparency and 
timeliness in terms of resource allocation flowing from the department to the contractor, down 
to the subcontractor. However we must consider whether a service provider/contract holder 
who is also a competitor is best placed to administer audits and controls with sub-contractors. 

3. Attention must be paid to ensuring that adequate resourcing and contractual provisions are in 
place to effect a smooth transition and referrals from HSP to SETS to provide a seamless 
settlement transition process. 

4. To ensure various local voices are heard and to foster broader ownership of the service, we 
suggest that the Department should annually invite contractors and subcontractors to a review 
and planning forum. 

5. Finally, we suggest an external review of the HSP as has been the practice for the previous HSS 
to cross reference the SCoA survey findings. The review should be tasked with a comprehensive 
analysis of the design and implementation of HSP against the intended outcomes, including an 
analysis of opportunities for: 

o Increasing flexibility in delivery; 
o Reducing data collection; 
o Enhancing providers’ ability to engage in collaboration; and 
o Adopting a client-focused, place-based lens to the design and delivery of services. 

In conclusion our aim is to raise these issues with the Department in an open, transparent and 
professional manner.  SCoA understands the constraints and challenges of operating Government 
funded services and programs to meet the needs and demands of a high needs group such as those 
arriving through the Humanitarian Program.  We additionally understand the resource and funding 
constraints associated with implementing the national program roll out of this new program model.  We 
believe there is a very clear role that SCoA can play in working alongside Government and the 
Department in identifying and proposing solutions and strategies that will mitigate concerns and provide 
a collaborative and strengths based approach to improving the outcomes for our members and their 
clients as they navigate the difficult and exciting prospect of making Australia home.   

We welcome the opportunity to have face to face dialogue with the Department so that we may unpack 
together the indicative findings contained in our report.  It is our desire to do this in a sensitive and 
constructive manner and would like to explore the ongoing role SCoA can play in progressing this initial 
work to the next level should that be an appropriate action sought by Government and the Department. 

We are confident that through this important process, HSP can be appropriately enhanced to ensure 
that it is able to serve new Australians arriving under the Humanitarian Program and achieve the best 
possible settlement outcomes into the future. 
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