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OFFICIAL VISITOR (HOMELESSNESS SERVICES) 

2017-18 ANNUAL REPORT 

 

Introduction 

The Official Visitor Scheme provides a monitoring and complaints mechanism for people 

who are dependent on service providers, or accommodation managers, for care and 

support.  The aim of the scheme is to detect and prevent systemic dysfunction. 

The Official Visitor Act 2012 establishes the Official Visitor (Homelessness Services) (OVHS). 

Operational guidelines are stipulated in the Disallowable Instrument, which identifies 

18 multi-occupancy homelessness properties for the OVHS. The role of the OVHS is to 

safeguard and promote the interests of entitled persons residing in multi-occupancy 

homelessness services in the ACT.   

The OVHS achieves this objective by visiting ‘visitable places’; talking to ‘entitled persons’; 

inspecting records; reporting on the standard of facilities and reporting to the operational 

Minister and other public authorities.  Official Visitors also fulfil a more direct and informal 

function within their respective environments by resolving grievances and lesser issues. 

The Official Visitor Act 2012 ratifies the Official Visitor Scheme.  Section 17 of the Official 

Visitor Act 2012 requires Official Visitors to develop quarterly reports for their operational 

Ministers.  These reports summarise the number and types of complaints received; action 

taken to resolve the complaints; and the number and type of matters referred to an 

investigative entity.  Respective Ministers then collate these quarterly reports into an 

annual report for presentation to the Legislative Assembly. 

Official Visitor (Homelessness Services) 

Ms Dianne Lucas is the inaugural OVHS currently serving her second three year term which 

commenced on 1 September 2017. 

In accordance with the Housing Assistance Act 2007 and the Official Visitor Act 2012, the 

OVHS has the following functions: 

• to visit visitable places for the operational Act; 
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• to report to the operational Minister under section 16 and section 17 of the  

Official Visitor Act 2012; 

• to receive and consider complaints from entitled people, and others on their behalf; 

• to be available to talk with entitled people and anyone else who has a concern about 

an entitled person or a visitable place; and 

• to exercise any other function given to an Official Visitor under the Act, and 

operational Act or another Territory law. 

The Housing Assistance Act 2007 defines a visitable place as a multiple-occupancy, 

supported accommodation facility for people experiencing homelessness provided by an 

entity funded by the Territory. An entitled person is a person who is homeless, or at risk of 

homelessness, and who is staying in a visitable place; or a person prescribed by legislation. 

As outlined in the Official Visitor (Homelessness Services) Visit and Complaint Guidelines 

2014, the OVHS must make at least two scheduled visits to visitable places each year.  She 

may also make ad hoc visits following a complaint, or on her own initiative. The OVHS looks 

at the standard of premises for residents and enquires into the quality and types of support 

the entitled person is receiving, their living conditions and their opportunities for social 

inclusion.   

The OVHS attempts to resolve issues at the time of the visit and at the most local level 

possible. If necessary, the matter is referred to the service provider’s Executive and to 

appropriate authorities. Should serious allegations be made, the police and other 

authorities are to be notified immediately. 

In 2017-18 the OVHS submitted two quarterly reports to the Minister for Housing and 

Suburban Development. There had been no activity in the other two quarters. The table 

below summarises the statistics from these reports. 

 

No. of visits to 

visitable places 

No. of clients 

met 

Issues of 

concern 

Action taken 

on complaints 

received 

Referrals to 

investigative 

entity 

33 94 1 All resolved 0 
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The OVHS visited 33 visitable places and met with 94 residents. The services operating the 

visitable places provide supported housing to: young people; single men; women with or 

without accompanying children; women and children escaping domestic violence; women 

who are pregnant or with babies; and women exiting the Alexander Maconochie Centre.   

At these visits the OVHS talked with the clients about their accommodation and any issues 

they may have with service providers. Where necessary, the OVHS played a proactive role 

by facilitating discussions between clients and service providers to clarify aspects of policies 

or procedures which may not have been well understood, or to resolve issues at an early 

stage.   

Ms Lucas reports that throughout the year clients have expressed a high level of satisfaction 

with the accommodation and support they were receiving from the specialist homelessness 

services. 

Only one client made contact with the OVHS outside of the site visits to raise an issue of 

concern relating to their disability and other accommodation needs. Assisting both the 

client and the service, Ms Lucas facilitated a meeting between the service management and 

the client, which resulted in the service accommodating special fixtures into the unit, as well 

as assigning an alternative case manager to more adequately attend to the client’s needs. 

As in previous years, there were no referrals to investigative entities and no systemic 

failures identified. 

The very low number of complaints indicates the quality of services provided, commitment 

to good practice and meeting human rights standards when addressing the effects of 

institutionalisation and homelessness. 

Ms Lucas maintains a Record of Visits where she notes any issues raised in discussion, which 

she brings to the attention of service managers, where appropriate. In discussion with 

service managers Ms Lucas highlighted some issues outside her scope as OVHS, but still 

impacting on the service. These include the extended periods of stay for some clients due to 

unresolved immigration status and issues relating to support coordination with drug and 

alcohol services, which the service system is collaboratively working to address. For 

example, the 2018-19 ACT Budget has allocated funding of $420,000 per annum to support 
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longer term transitional accommodation and support for migrant women and families 

awaiting immigration decisions. 

Prompted by the overarching Review of the Official Visitor Scheme undertaken by the 

Justice and Community Safety Directorate, in June 2018 Housing ACT completed an 

operational review of the OVHS with a view to enhancing the scope of the OVHS by 

improving the categorisation of visitable places. Among other program specific 

recommendations, the improved categorisation will enable three more services and their 

clients to benefit from the OVHS. Housing ACT is currently in the process of amending the 

Schedule of Visitable Places under the Official Visitor (Homelessness Services) Visit and 

Complaints Guidelines 2014 to include the additional three services. 

In her last report Ms Lucas acknowledges that the majority of clients she met with spoke 

very highly of the support they were receiving and the responsiveness of staff to the diverse 

needs of clients staying in the services. 

In conclusion she states that ‘the people experiencing homelessness who are supported by 

these services are receiving support appropriate to their situations and the accommodation 

provided is in good condition and comfortable’. 

 

 

 

 

 


