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Melissah Broadbent: 
Good morning. 
Welcome to the last of our information briefings for the new Victorian Rental Rights Program. For those on the call that I haven't met before, I'm Mel Broadbent and I'm the Director of Services and Engagement here at Consumer Affairs.

Before we kick off with any of our formal agenda items, I would like to begin by acknowledging the traditional owners of the lands on which we're all dialling in from today and pay my respects to elders past and present. I'd like to extend that respect to any Aboriginal and Torres Strait Islander peoples on the call with us today.

Welcome, we are excited to kick off our new Victorian Renter Rights program.
A small bit of admin, you will have noticed when you logged in that we are recording these sessions. We are doing so to capture and publish all of the questions and responses, by participating, you acknowledge and consent to the recording and the use of content for this purpose. 

I would also like to quickly introduce my team who are on the call today, all of which have got their cameras on. Joe Walker, Sarah Davidson, Jamie Leonard and Tom Walker, who are all from our Community Programs team and I'm sure many of you already know.

The objective of the briefing session this morning is to run you through the key aspects of the Victorian Rental Rights Program, the request for service process, and to provide you an opportunity to ask any questions. You can see from the agenda on screen, we are going to follow exactly that order.

At the top of the screen you will see a little Q&A function, you are welcome to add your questions to the Q&A section at any point during the briefing. The team will be collating those, and we will answer all of them at the end. Don't feel like you need to hold on to them. Please pop them in whenever you think of them.
At the end of the briefing, the Community Programs team will also document all of the questions that are asked today and we'll make them available on the CAV website and also e-mail out to everyone to let you know that they're there. Note, this is our third information session. We are covering the exact same content at all three sessions and are sharing all of the questions and answers that are raised, so you will not have missed anything from the previous two sessions.

I am sure many of you will be aware that the Victorian government recently published outcomes from the review of the CAV funded renting services and financial counselling programs, anybody who has had the opportunity to read those reports, you will know that the review confirmed the ongoing need for financial counselling and renter services programs while highlighting the economic pressures, demographic shifts and systemic challenges have reshaped the landscape in which the services are operating. While the government's still considering the outcomes of the reviews as they relate to financial counselling, we are implementing quite significant changes to our renting advocacy services in recognition of the challenges.

You can see on the screen there the new renter rights program will comprise of four components, the local place-based renter rights service, the renter central service, a brand new older persons housing rights service and a brand new Victorian renters helpline.

The team is going to talk you through each of the new components in more detail, but at a high level. The new service models leverage the strengths of the existing programs. They build on existing roles and will uplift resources significantly to increase access to services across Victoria, meeting demand from population growth and increasing renting stress. Importantly, the new model also introduces dedicated intake, triage and referral service to enable early intervention and providing support before clients reach crisis.

To ensure frontline workers are equipped to undertake their work and support clients with increasingly complex needs, the renter central service provides expanded access to professional development, communities of practice, and support for complex cases. Through the renting central service, we are also embedding in our core program components like, intensive culturally and linguistically diverse engagement and community worker training, recognising the value these have brought in recent years. 

In recognition of the specific challenges faced by older people in rentals, residential parks and retirement housing, the new older persons housing rights service has been developed to provide both direct supports to clients and secondary consultations, and expert advice to frontline workers. 

In addition, information and advice will be further enhanced for all renters through the establishment of the Victorian renters helpline. This is a new community-based phone and web support service providing renters with support and actionable advice based on their personal circumstances. The helpline can also initiate referrals to local place-based services for longer term and more intensive support.

As you can see on the screen, the overall objective of the Victorian Rental Rights program is to keep Victorians in safe and secure housing.

Today's session is going to provide further detail on the requirements of the request for service for all four components and what we're looking for in response responses from agencies. I'm going to hand over to Jamie now, she is going to take you through each of those components in more detail. Thanks, Jamie.

Jamie Leonard: 
Thanks, Mel.

The renter rights service replaces the existing Tenancy Assistance and Advocacy program. The Renter Rights Service provides renters with local place-based services across Victoria, ensuring that renters can access advocacy support services to resolve issues in their renting arrangements. The resources are allocated across the state through 17 service areas and are delivered face to face or remotely. The service model focuses on 4 client focused services. Early intervention support through intake and triage, information and referral to other agencies or support services, negotiation and advocacy, and assistance with tribunal hearings and appropriate dispute resolution processes such as RDRV.
Services will be provided remotely and face to face, subject to the preference of the renter and the capacity of the service provider.

The specific requirements and contractual service requirements that apply to the Renter's Rights service can be found in the Program guidelines and the Request for Service guidelines and the terms and conditions of the Victorian Common Funding Agreement Standard Form. Only one provider will be appointed per service area, but applicants can apply to deliver services in multiple service areas. To do so, they just need to apply for each service area separately. The detailed FT allocation and funding amounts can be found in Appendix one of the Request for Service guidelines.

The Renter Central Service replaces the existing tenancy central service, and the service model is designed to complement and strengthen the rental support sector. 

The Renter Central Service is a statewide service that supports vulnerable and disadvantaged Victorian renters by providing specialist rental advice, advocacy and training to community workers. The Renter Central Service is made-up of multiple components. The Renter Support Service, which encompasses the Victorian Rental Rights Program Workers Advice Line, including disaster worker advice, referral coordination and provision of specialist legal support for renters, professional development for Victorian Rental Rights Program workers, renter campaigns, media, policy and advocacy, support to program governance of the Renter Rights service, including managing and convening communities of practice, implementation support of the Victorian Rental Rights Program support, multicultural renters and community sector, workforce education and advice. 

The specific requirements and contractual service requirements that apply to the Renter Central service can be found in the program guidelines linked on the CAV website and within the terms and conditions of Victorian Common Funding Agreement Standard Form.

The detailed FT allocation and funding can be found in Appendix one of the Request for Service guidelines. 

Agencies that do apply for the Renter Rights service cannot also apply for the Renting Central service, but to deliver this service, organisations may elect to partner with other organisations. To do this, you must nominate a lead applicant who will enter into the agreement with CAV and agencies partnering with other organisations will need to provide assurance that appropriate and relevant governance arrangements exist to administer the funding and deliver the services.

The Older Persons Housing Rights Service replaces the existing Retirement Housing Assistance and Advocacy Program. This service is an integrated statewide service that supports older Victorians who live in retirement housing, private rentals or residential parks. Retirement housing is defined as a retirement village or rental village and residential park housing includes a permanent residency in a caravan or residential park.

The service model is designed to complement and strengthen the existing rental support sector, and the components of the Older Persons Housing Rights Service are the Older Renter Support Service, comprising of the Workers Advice Line and Advocacy and Casework support for older persons with a rental agreement, the Retirement Housing Assistance Service, the Residential Parks Assistance Service, and campaigns and media policy and advocacy relating to housing rights for older persons. 

The Older Persons Housing Rights Program and Request Program Guidelines and Request for Service guidelines are actually currently being updated to ensure that they directly capture the advocacy and support service that is to be delivered under each program, rather than only the legal support as the documents are currently drafted. Once we update these, we will advise everyone that's registered via e-mail that they've been updated and we do apologise for the timing on this and hope to have them out as soon as possible.

Agencies that apply for the older person's housing rights service cannot also apply to deliver the rental rights service, and the specific requirements and contractual service requirements that apply to the older person's housing rights service can be found in the program guidelines linked on the CAV website soon to be updated and within the terms and conditions of the Victorian Common Funding Agreement Standard Form. 

Detailed FT allocation and funding can be found in Appendix one of the Request for Service guidelines, and for this service organisations may elect to partner with another organisation. To do so, you need to nominate a lead applicant who will enter into the agreement with CAV and provide assurance that appropriate and relevant governance arrangements exist to administer the funding and deliver the services.

The Victorian Renters Helpline is a new statewide phone and web-based renter helpline service which acts as a central intake point. The Victorian Renters Helpline provides all renters with support and actionable advice based on personal circumstances and the service model is designed to complement and strengthen the existing rental support sector. The Victorian Renters Helpline will act as a key intake, triage and referral point for renters requiring support. The Services provided to clients include early intervention support through intake and triage, information provision, referral to other agencies or support services and service enhancement.

The specific requirements and contractual service requirements that apply to the Victorian Renters Helpline can be found in the program guidelines linked on the CAV website and within the terms and conditions of the Victorian Common Funding Agreement. I'll now hand over to Sarah to talk through the request for service process.

Sarah Davidson: 
Thanks, Jamie. 

A reminder first that if you have one, please raise your question in the Q&A section during the presentation. Time permitting, we would like to start answering some of those questions during the session. Otherwise, as mentioned before, we will update them via the CAB website and via an e-mail to all registered participants. 

Let's now take a quick look at how the request for service process works

You would all be aware that we have allowed and we are currently in the clarification period. This time between the announcement of the service and the opening of the applications is designed to provide anyone interested with time to read through the program guidelines and the request for service documents, and ask any questions or raise any queries that you have prior to completing the full application. There are some rules around this clarification period. All clarifying questions must be asked during this period, and it closes at 5:00 PM on the 12th of February. Questions submitted and answers provided will be made available on the CAV website to ensure fairness across all prospective applicants. Any questions that are submitted outside of the deadline will not be answered and all clarification questions must be sent to the e-mail address that's currently on the side you can see on the screen.

And a reminder about the funding. Funding under the request for service is for services only, so it cannot be used for direct financial assistance to clients such as brokerage or capital, and we anticipate that the funding agreements will be finalised later in 2026 and we have some more information around timelines on the next slide. 

You can see the timelines are outlined here on the slide. They are also on the CAV website and they are in the request for service documents. Please note these deadlines, particularly the closing date and time as there can be no extensions offered. Also, please ensure that you give yourself plenty of time to review and finalise and allow for technology so that nothing will stop you from submitting by the closing date and time. 

So a quick recap of the mandatory criteria and a reminder that all mandatory and comparative criteria are set out in Section 2 of the request for service guidelines for each program in relation to eligibility. An application cannot progress unless an applicant is, a non-government and a not-for-profit agency, must be operating in Victoria, is registered for GST and holds a valid ABN number and has experience in the delivery of community services that are relevant to the program being applied for.

Your responses must be submitted on time and submitted by a CEO or equivalent or a duly appointed officer on their behalf. 

All comparative criteria and the weighting of each question are outlined in the request for service guidelines for each program, but we will do a quick recap of some of the key call outs for each of the new services. 

The rental rights service is seeking proposals that include the introduction of intake and triage services, additional advocacy roles and can accommodate the expanded number of FTE required to deliver the service successfully.

The Renter Central Service is seeking proposals with the capacity to provide both the client and non-client focused activities, including the provision of legal advice to clients, worker advice and professional development to VRRP workers.

The older persons housing rights service provider must be able to provide support across all components of the service, either individually or through a partnership arrangement with another agency. 

The Victorian renters helpline provider must be well placed to provide statewide.
phone and web-based services. 

A reminder that your responses need to be clear, concise and factual. The word limits provided are the maximum possible, but your responses can be shorter if you prefer. 

You will need to provide some consideration to priority cohorts, these are outlined in the program guidelines and may include groups such as victim, survivors of family violence, First Nations peoples, people impacted by natural disasters, culturally and linguistically diverse people, and clients over the age of fifty-five. Of course, this list is not exhaustive, and your agency may also have a specialist group that requires support. 

Finally, a strong response will highlight existing partnerships and referral pathways and how the service model as described will be successfully operationalised.

You are detailing how you will support renters through an integrated service model to work with other services and programs that will benefit them. This includes linkages to complementary programs either within your own organisation or other organisations, and how you have connections and partnerships and the capacity to integrate this. 

Overall, we are eager to see responses from agencies that highlight their existing established processes, demonstrate capacity to recruit to roles, and are well placed as an organisation to implement the program effectively and efficiently.

Now back to Jamie.

Jamie Leonard:
Thank you, Sarah.

How to apply? Hard copy or emailed applications will not be accepted, and all applications must be completed via the online form. A link to the online form will be published on the Victorian Renter Rights webpage at midday on Friday the 13th of February. This link will take you to a portal and the portal is hosted by the Department of Premier and Cabinet, so don't be alarmed if you see that branding on it, but the form will clearly say Victorian Rental Rights Program. After completing page two of the application form, you'll be prompted to create a login to the online portal and this will allow you to save your application as a draft so you can return to complete and submit it at a later time. Any applications received after the deadline will not be considered and incomplete applications will not be considered, so make sure you're answering everything. When completing the online application form, agencies will need to ensure that they have met the eligibility criteria, responded to the assessment criteria within the word limits, included organisation contact details, including the bank details and an ABN, included the name, ABN and legal status of any partner agencies if applicable, included the details for two referees, including the contact information, and have authorisation to submit the application on behalf of the CEO if the CEO isn't submitting it themselves.

Finally, this slide provides some tips for drafting a strong application, so feel free to take a screenshot. Otherwise, as previously mentioned, they will be published on the website. Applicants should consider how they would provide assurance to the panel assessing the application that any assertions made are factual. They should be clear and concise, very specific, and use evidence where possible. This is a key approach to producing a strong application. A recommendation is to prepare your responses outside of the application form to ensure they are within the word limits before copy paste into the application form.

Time for questions. 

Thomas Walker:
We have already got a few questions coming in. Before I start those, maybe I will ask some previously submitted ones.

Will existing Tenancy Assistance and Advocacy Program, Retirement Housing Assistance and Advocacy Program, and Tenancy Central Service providers automatically transition to the new Victorian Renters Rights program?

Jamie Leonard:
As we have mentioned throughout the presentation, the new Victorian Rental Rights Program replaces the existing Tenancy Assistance and Advocacy Program, Retirement Housing Assistance and Advocacy Program and the Tenancy Central Service, and current funded agencies will not automatically transition. If an existing provider wishes to deliver Services under the new Victorian Rental Rights program, they're required to apply through the request service process.

Thomas Walker:
Thank you. And is it possible to seek an extension to the application deadline?

Jamie Leonard:
Unfortunately not. The timelines have been signed off by the minister, and we need to follow these.

Thomas Walker:
Would partnerships be considered?

Jamie Leonard: 
Yes, organisations may elect to partner with another organisation to deliver the Older Persons Housing Rights service, the Victorian Rental Helpline and the Renting Central service. We are looking for a single provider for each rental rights service area.

Thomas Walker: 
Can you apply for both the renter rights stream and the renters helpline stream?

Jamie Leonard: 
Yes, absolutely. And this will be clarified in the guidelines as well.

Thomas Walker: 
Will there be scope for flexibility on the FTE allocation within the services comprising the older person's housing rights service?

Jamie Leonard: 
Yes, definitely. There will be flexibility to move resources across the different Services or streams within the Older Persons Housing Rights Service, as well as flexibility in the types of workers that are delivering the advocacy services. Because this is a new service model, there will be an element of negotiation as it's implemented.

Thomas Walker:
Great. Thank you. Can you explain the reasoning for not allowing the same organisation to apply for the rental rights service and the older person's housing rights service?

Jamie Leonard:
Yeah, for sure. The Older Person's Housing Rights Service will support program governance, which may raise potential or real conflicts of interests. The Renter Rights Service agencies will be able to support older renters through place-based Services and refer the complex cases onto the Older Person's Housing Rights Service. So there is that conflict of interest element. 

Thomas Walker:
Great. Thank you. Might just give it one or two more minutes just to see if there are any further questions that come in.

On that pointers slide, there is evidence seeking numbers regarding service volumes and whether or not this would advantage existing providers. We will take this one on notice and get an answer we will have all of the questions and answers from this published on the CAV website as well. Including any additional questions.

Jamie Leonard: 
Thanks, Tom. Could be worthwhile just mentioning that if you're not comfortable for whatever reason, posting a question in this Q&A forum, you do have until close of business tomorrow to submit a clarification question. So get those emailed through to us and we'll publish them, and advise everyone that they are published as soon as possible.

I will give people a couple more minutes to pop any questions in the chat.

There has been one pop-up about clarification for the skills of the renter renter rights service workers and whether they require a legal background or not. They do not require a legal background as the role is advocacy based. Further details of this, and what the expectations are of the workers, are in the program guidelines and the request for service guidelines.

All right, there does not seem to be many more questions coming through so we might wrap up. Thanks, Tom. As mentioned, any questions taken on notice or posted will be responded to and we will get that information out to everyone. 

Thank you for attending today and we look forward to seeing some applications soon.
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