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1. Glossary 
Accommodation Suitability Assessment (ASA) 
The assessment of a recipient’s proposed accommodation to ensure that the proposed accommodation is acceptable. 
Additional Services 
Program Services provided to recipients with a genuine need or who have a specific barrier preventing a status 
resolution outcome. 
Administrative Appeals Tribunal (AAT) 
The AAT Migration and Refugee Division reviews decisions made by officers of the Department of Home Affairs to 
refuse or cancel visas. 
Alternative Places of Detention (APODs) 
Places approved in writing by the Minister, or his/her delegate, where a person may be kept in Immigration Detention 
other than at an Immigration Detention Centre. Alternative Places of Detention may include: 

- Immigration Residential Housing,  
- Immigration Transit Accommodation, 
- Hospitals, nursing homes, mental health facilities, hotels and motels. 

Baby Items Package  
This is the additional package of goods provided to certain recipients with or expecting babies. Referenced in the 
Contract as the ‘Baby Package’ as part of the BHG. 
Band  
One of the six categories of recipient groups, which is determined by the Department according to the recipient’s 
eligibility. 
Basic Household Goods (BHG) 
Essential household items that the SRSS Provider must supply in Provided Accommodation, such as furniture and 
appliances. 
Basic Starter Package  
Essential items, such as food, that are provided to certain recipients upon entry into Provided Accommodation. 
Bridging visa  
One type of visa issued by the Department. This has the same meaning as in the Migration Act 1958 (Cth). 
Business day  
A day that is not a Saturday, Sunday or public holiday in the Australian Capital Territory or the Contract Region in 
which the Services are being supplied. 
Carer 
An employee or other Personnel of the SRSS Provider who gives substantial, continuing and direct assistance to 
minors, or other recipients as approved by the Department. Community Links and other family can also be Carers. 
The Department refers to the SRSS Provider or individual charged with the day-to-day care of non-IGOC UAMs in 
Band 2 as a ‘Carer’. 
Case 
A single recipient or family group as identified by the Department.  
Case Coordination 
Integrated support to help recipients while in the SRSS Program, including the coordination and oversight of the 
provision of appropriate supports. 
Case Plan 
A detailed document that outlines a strategy to support a recipient (also refers to an Individual Management Plan). 
Case Worker 
A person who is employed by the SRSS Provider to provide case coordination Services to recipients as detailed in the 
Schedule of Services and the SRSS Operational Procedures Manual.  
Change of circumstances 
Refers to when the circumstances of a recipient change, affecting their immigration status, eligibility for the SRSS 
Program or Program Services. 
Child protection incident 
A known occurrence of child abuse or a reasonable suspicion of child abuse occurring. 
Child safeguarding 
The actions that the Department or its contracted service providers take to promote the safety and wellbeing of 
children in its care, and to protect them from harm. 
Child Safeguarding Inquiry 
A mandatory departmental process that occurs for any child-related incidents that are reported to the state or territory 
child welfare authorities (SCWAs) or police. 
Child Wellbeing 
The ability for a child to realise his or her own potential, or ‘self-agency’, to better cope with the normal stresses of life, 
to live and learn productively and to be an active part of a community. 
Child Wellbeing Assessment (CWA) 
An assessment that is undertaken by the SRSS Provider when developing or maintaining a Case Plan. It focuses on 
the ongoing wellbeing of children and builds protective environments designed to enhance children’s social, physical, 
learning, behavioural, and emotional development. 
Code of Behaviour 
An expression of expectations about how certain subclass 050 bridging (general) visa holders must behave while in 
Australia. Certain persons must sign the Code of Behaviour before the visa is granted. 
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Commencement of Identity (COI) document  
The first authoritative credential that an individual will use in the Australian community to establish their identity. 
Commonwealth 
The Commonwealth Government of Australia. 
Community Link 
A person in the Australian community who is a family member or close friend of a recipient who is willing to offer 
support such as accommodation to that recipient. 
Community Link Carer 
When a non-IGOC UAM is living with a Community Link, the Community Link becomes the Carer for the minor and 
will provide for their day-to-day care and welfare. 
Community Link Custodian 
When an IGOC UAM is living with a Community Link, the Community Link becomes the Custodian for the minor and 
will provide for their day-to-day care and welfare. 
Continuity of Care 
The provision of seamless, responsive, ongoing health care (including mental health care) during and, where 
prescribed, after detention. 
Contract 
The agreement the Department has entered into with the SRSS Provider, under which the SRSS Provider will provide 
the Services and includes all the Attachments, any annexures or schedules, and any document expressly 
incorporated. 
Contract Administrator 
The Assistant Secretary of Status Resolution Branch, in his/her role as the ‘Departmental Representative’ nominated 
in the Contract and in strategic management of the Contracts. 
Corporate Overhead Fee 
The Corporate Overhead Fee includes the overheads and costs associated with managing the Services and the 
administration of Direct Recipient Costs. 
Crisis 
Any event that is, or is expected to lead to, an unstable and dangerous situation affecting an individual, group, 
community, or whole society. 
Critical Incident 
An extraordinary or unexpected circumstance that may cause a traumatic reaction, as outlined in the Incident 
Reporting Protocols for SRSS Providers. 
Custodian and Custodianship 
The same meanings as set out in the IGOC Act. A Custodian might be a person or entity the Minister or IGOC 
delegate has assessed as suitable who has legal responsibility to provide the day-to-day care for an IGOC minor, 
including routine decision-making. 
Deduction 
A deduction from a recipient’s Living Allowance made by DHS or the SRSS Provider on authorisation from the 
Department.  
Department 
The Commonwealth of Australia as represented by the Department of Home Affairs or any Department, agency or 
authority of the Commonwealth which is responsible from time to time for administering the Contract.  
Department of Human Services (DHS) 
Makes SRSS Payments on behalf of the Department of Home Affairs. 
Departmental delegate 
An employee of the Department of Home Affairs who is a delegate of the Minister for the purposes of the Migration Act 
1958. 
Dependent Child Allowance 
An allowance that may form part of a recipient’s Income Support. 
Detention Health Service Provider (DHSP) 
The contracted provider of all health and medical services to people in Immigration Detention. 
Direct Recipient Costs 
The reimbursable costs associated with providing Services to recipients in line with the Contract. The SRSS Provider 
can only seek reimbursement for Direct Recipient Costs in accordance with this OPM. 
Documentation 
Any documentation to be provided by the SRSS Provider under the Contract, including any Material specified as 
Documentation in Attachment A (Statement of Requirement). 
Duty of Care 
Without limiting the definition of duty of care under Law, the legal Obligation that is imposed on an individual or entity 
requiring that they, or it, adhere to a standard of reasonable care. 
Eligibility criteria 
The criteria for deciding whether a person is eligible to receive services under the SRSS Program. 
Emergency 
A serious, unexpected, and often dangerous situation requiring immediate action. 
English as a Second Language (ESL) course 
A program that provides English language tuition to people from non-English speaking backgrounds. 
Escalation  
Tasks or activities that are raised by an SRSS Provider or a departmental officer that are for the purposes of referring 
specific events to the Department for further action. 
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Essential Registrations  
Assistance provided by the SRSS Provider to register for services, such as Medicare, obtaining bank accounts, 
enrolling in schools (for some recipients) consistent with the Schedule of Services.  
Evidence 
Information indicating something is true or happened. 
Evidence of Immigration Status ImmiCard (EIS ImmiCard 
A card issued onshore to eligible visa holders and undocumented immigration detainees living in the community who 
do not have a visa, such as some individuals covered by a Residence Determination. 
Expenses  
Any expenses payable by the Department to the SRSS Provider as set out in, or calculated in accordance with, 
Attachment B (Contract Charges and Expenses).  
Facilities and Detainee Service Provider (FDSP)  
An organisation contracted by the Department to provide services at Immigration Detention Facilities. 
Family Group  
Immediate family members related to the principal member of the family group who is the Protection visa’s principal 
applicant. 
Finally determined (with respect to a visa application) 
A visa application is finally determined when: 

- a decision that has been made in respect of that application is not, or is no longer, subject to review by the 
AAT under Part 5 or Part 7 of the Act, or 

- a decision that has been made in respect of that application was subject to review by the AAT under Part 5 or 
Part 7 of the Migration Act but the period within which such a review could be instituted has ended without a 
review having been instituted, or 

- a decision has been made in respect of the application in relation to an application for a protection visa by an 
excluded fast track review applicant. 

Finally determined (with respect to an individual or recipient) 
For the purposes of this OPM, an individual is considered finally determined when they have received a substantive 
visa refusal decision and the visa application is finally determined. 
Financial Hardship Assistance  
Assistance provided to approved recipients in an immediate financial crisis in accordance with the OPM. 
Goods  
Any Goods required to be provided by the SRSS Provider to either the Department or a recipient. 
Health Discharge Summary 
A document that is completed by the DHSP when an individual departs detention. 
Held Detention  
Where a person is physically held in an IDF. 
IGOC Act  
The Immigration (Guardianship of Children) Act 1946 (Cth).  
IGOC delegate  
An IGOC delegate is a person who is delegated, under section 5 of the IGOC Act, certain guardianship powers and 
functions of the Minister. An IGOC delegate can be an officer of the Department of Home Affairs (the Department), or 
of a state/territory government authority, who has been delegated by the Minister in the IGOC Instrument of 
Delegation. 
IGOC Minor  
The policy term used to describe a minor for whom the Minister is the legally recognised guardian under the IGOC 
Act. 
Individual 
A person; in some contexts this may also refer to a family. 
Individual Allowance Program 
A program that provides access to discretionary items likely to improve the quality of life for detainees and act as an 
incentive to participate in the structured programs and activities. 
Initial Eligibility Assessment  
An initial evaluation performed by the SRSS Provider to determine whether a person is likely to be eligible for 
Bands 5–6. 
Illegal maritime arrival (IMA) 
‘Illegal’ refers to the mode of entry of persons who enter Australia by boat without a valid visa. Asylum seekers and 
migrants who are smuggled to Australia may breach border controls and domestic laws in entering and seeking 
protection in Australia. The Migration Act 1958 refers to ‘unauthorised arrivals’ but in this report the term used is 
‘illegal maritime arrivals’.  
Immigration Detention  
The same meaning as in the Migration Act 1958. 
Immigration Detention Facilities (IDFs) 
Comprise of Immigration Detention Centres (IDC), Immigration Residential Housing (IRH), Immigration Transit 
Accommodation (ITA) and Alternative Places of Detention. 
Immigration Residential Housing (IRH) 
A form of Alternative Place of Detention. 
Immigration Status Resolution  
Determining and finalising an individual's immigration matters. 
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Incident 
Includes any Critical Incident, Major Incident, Minor Incident and any Notifiable Incident, as outlined in the Incident 
Reporting Protocols for SRSS Providers document. 
Independent Accommodation  
Accommodation funded and maintained by the recipient. 
Independent Observer  
The SRSS Provider Personnel who provide Independent Observer Services. 
Independent Observer Services  
The Services described as such in the Schedule of Services designed to support the wellbeing of eligible recipients 
(Unaccompanied Minors and other recipients as determined by the Department) while they undergo formal interviews. 
Individual Management Plan  
A Case Plan managed by the Detention Service Provider. 
Initial Inquiry  
An internal process undertaken by any departmental officer or contracted service provider who has a reasonable 
belief that a child has been harmed or is at risk of harm. The officer documents observations, information and 
disclosures, and escalates it to the relevant senior accountable officer, who will make an assessment. 
In-kind support  
Quantifiable goods or services that are provided to approved recipients in place of currency to aid or support them.  
Issue 

 An important factor with a recognisable solution that, if left unchecked, may escalate into an incident. 
Law  
Any applicable statute, regulation, by-law, ordinance or subordinate legislation in force from time to time in Australia, 
whether made by a State, Territory, the Commonwealth, or a local government, and includes the common law as 
applicable from time to time. 
Liability  
Any liability (whether actual, contingent or prospective), including for any loss, irrespective of when the acts, events, 
circumstances or things giving rise to the liability occurred or existed. 
Living Allowance  
The financial assistance provided to a recipient by the Commonwealth to assist that recipient to meet their day-to-day 
cost of living. 
Mainstream services 
Services available in the Australian community. 
Major Incident  
As outlined in the Incident Reporting Protocols for SRSS Providers. 
Material  
Documents, equipment, software, goods, computer file, design, know-how, information and data stored by any means, 
and the subject matter of any category of Intellectual Property Right. 
Meaningful Engagement  
A service provided under the SRSS Program, where the SRSS Provider assists recipients to build their skills, 
resilience and independence. Any activity that helps recipients to build skills, resilience, and independence. 
Migration Act 1958 (Act) 
The principal legislation that regulates travel to Australia and the stay of non-citizens.  
Minister  
The Minister for Home Affairs. 
Minor  
A person: 
(a) who is under the age of 18; or 
(b) whom the Department treats as under the age of 18 in the absence of documentary evidence confirming that 
person’s age.  
National Police Check  
A check conducted on police information that is disclosable to determine a person’s suitability for a position of trust, 
specified field of endeavour, or as required by legislation.  
Needs assessments 
Needs assessments are designed to identify the care and wellbeing support required by the recipient as per the 
Schedule of Services. The information gathered is to be used by the SRSS Provider to inform the recipient’s Case 
Plan. 
Non-IGOC Minor  
Under policy, a non-IGOC minor is an unaccompanied minor who arrives in Australia in circumstances that are not 
specified in the IGOC Act. There is no legislative definition of a ‘non-IGOC minor’ and their circumstances are not 
dealt with by the IGOC Act. 
Obligation  
Any legal, equitable, contractual, statutory or other obligation, commitment, duty, undertaking or Liability, present or 
future.  
Orientation Services  
Assistance provided to recipients to support them to understand and be able to navigate the environment they are in 
(life in the APOD or the Australian community), and their rights and responsibilities in the SRSS Program. 
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Other Providers  
Any other entity, including contractors, consultants, service providers or other person/s engaged by the Department to 
assist with the development or implementation of the SRSS Program or related Programs (including other SRSS 
providers and other relevant service providers). 
Parent  
The same meaning as in the IGOC Act. 
Pay Cycle  
The instalment period for which DHS makes SRSS Payments to an approved recipient. 
Personal Allowance  
A proportion of a UAMs Living Allowance provided to them as a Personal Allowance. 
Policy  
The Status Resolution Support Services Program’s policy. 
Preliminary Assessment Checklist  
The checklist to determine if the person is likely to be eligible for Band 6 support. The SRSS Provider must use the 
checklist when performing a Preliminary Assessment of a recipient in accordance with the Schedule of Services and 
the OPM. 
Principal  
The ‘principal member’ of the family group who is the Protection visa application’s principal applicant. 
Program Services 
Services provided to recipients as part of the SRSS Program. 
Protection visa 
A permanent visa issued to people who met the eligibility criteria to be recognised as refugees. 
Recipient 
A person in receipt of SRSS. 
Recipient Management Fee 
The Recipient Management Fee includes all costs associated with the performance of the Services for recipients. 
Refugee  
A person who has been found to be a ‘refugee’ as defined in the Refugee Convention (i.e. a person who is unable to 
return to their home country owing to a well-founded fear of persecution on one of the Convention grounds). 
Registration  
The receipt and recording of recipients’ information necessary for DHS to commence dispersing an SRSS Payment. 
Regular Payments  
The set of payments provided to recipients by DHS. These payments are the Living Allowance, Rental Allowance and 
the Dependent Child Allowance. 
Removal 
If a person has no lawful basis to remain in Australia and does not depart voluntarily from the community, the 
Department may detain them as a UNC and remove them under section 198 of the Australian Migration Act 1958.  
Even if a person chooses to depart from immigration detention, it is classed as a removal rather than a voluntary 
return.  
Removal Officer  
A departmental officer who is responsible for planning and coordinating the removal of unlawful non-citizens who have 
no legal basis to remain in Australia. 
Rental Allowance  
A DHS payment that may form part of a recipient’s Income Support. 
Rental Bond  
A security deposit a tenant pays at the start of a tenancy.  
Rental Bond Loan  
A loan provided to an approved recipient by the SRSS Provider to assist with bond. 
Residence Determination  
A determination by the Minister under section 197AB of the Migration Act 1958 (Cth) that a person can reside at a 
specified place in the community instead of Held Detention. Recipients subject to a Residence Determination are free 
to move about the community but are legally detained. 
Return and Reintegration Assistance Program (RRAP) 
A program delivered through contractual arrangements by the Department’s contracted service providers that offers a 
status resolution outcome for a variety of individuals in Australia. It provides support in order for individuals to make 
informed and voluntary choices about returning to their country of origin, or to a third country as appropriate. 
Schedule of Services  
The Services required to be provided by the SRSS Provider in conjunction with the OPM. 
School Days  
Monday to Friday inclusive, with the exception of public and school holidays. 
Schooling Requirement Package  
A package provided to eligible school-aged children as described in the OPM.  
Service Provider Portal (SP Portal) 
A departmental information technology system used to manage recipients and others engaged with the Department.  
Situational awareness 
The perception of environmental elements and events with respect to time or space, the comprehension of their 
meaning, and the projection of their future status 
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SRSS application 
An application from an individual residing in the community to be considered for support through the SRSS Program. 
The individual must satisfy certain eligibility criteria. 
SRSS Application Process 
The process that outlines the steps involved for an individual’s SRSS application, from the Initial Eligibility Assessment 
to the Notification of Outcome. 
SRSS Exit Checklist  
A checklist to be completed by the SRSS Provider, with the recipient, when the recipient is exiting Band 2 or 3 
Provided Accommodation. It provides assurance that the recipient has met their responsibilities prior to exiting and 
they have exited in accordance with the timeframes stipulated in the Schedule of Services. 
SRSS Operational Procedures Manual (OPM) 
The document developed and updated by the Department which provides guidance and detailed procedures to assist 
SRSS Providers with the delivery of the SRSS Program.  
SRSS Payment 
A regular payment to help with basic living costs while recipients are resolving their status. 
SRSS Program  
The Status Resolution Support Services Program. 
SRSS Provider  
The entity contracted by the Department to deliver the Services as described in Item 1 of the Contract Details, and its 
Personnel (including its subcontractors). 
Status Resolution Officer (SRO) 
An officer of the Department who engages with recipients to overcome barriers to resolving their immigration status. 
SROs are also a liaison point between the Department and SRSS Providers, providing assistance on recipient issues 
and escalating priority recipient cases for consideration. 
Status Resolution Support Services (SRSS)  
The needs-based support and assistance provided to eligible asylum seekers and other non-citizens as they seek to 
resolve their immigration status and, once their immigration status as been resolved, as they transition to mainstream 
services in the Australian community or make preparations to depart Australia. 
State or Territory Child Welfare Authority  
An agency of a state or territory to which state and territory legislation requires notification of child protection incidents. 
Subcontract  
The contractual or other arrangements with a Subcontractor.  
Subcontractor  
A person to whom a person has subcontracted the performance of any part of the Contract in accordance with clause 
29 of the Contract, including those person(s) specified at Item 9 of the Contract Details.  
Substantive Visa  
Any visa other than a Bridging Visa, criminal justice visa or enforcement visa. 
Supported Living Services 
Services provided to recipients who are a UAM or subject to a Residence Determination. 
Support Recommendation  
The recommendation made by an SRSS Provider regarding a recipient for ongoing support. 
Suspension  
A temporary stop of an SRSS Payment where a Suspension Reason has occurred. 
Suspension Reason  
A reason to suspend an SRSS Payment. 
Temporary visa  
A visa that provides for the temporary entry of people from overseas for purposes that benefit Australia, such as 
tourism, study, work or other activities. From 2014–15 this definition was expanded to include Special Category 
(subclass 444) visas provided to New Zealanders when they enter Australia.  
Torture and Trauma service (T&T service) 
A specialised support service for recipients who are experiencing psychological or psychosocial difficulties associated 
with surviving torture and trauma. 
Transition Out 
Transition out refers to the move into the Australian community from detention. 
Transitional Services 
Services provided to recipients who are moving into the Australian community from detention. 
Transitional Accommodation  
Provided Accommodation for recipients in Band 4. 
Translating and Interpreting Service (TIS National) 
The Department’s in-house interpreting service that enables communication between non-English speakers and 
government agencies. 
UAM Community Link 
A Community Link of a UAM. 
Unaccompanied Humanitarian Minor (UHM) 
A UHM is an unaccompanied minor who has been granted a visa offshore under Australia's Humanitarian Program or 
granted a permanent Protection visa in Australia. 
Unaccompanied Minor (UAM) 
A minor whom the department deems to be unaccompanied for the purpose of the Contract.  
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Unlawful non-citizen (UNC) 
A UNC is a non-citizen who does not hold a valid visa and who is unlawful in Australia. Under the Migration Act 1958, 
a UNC must be detained and removed from Australia as soon as practicable.  
UHM Program 
A program that facilitates the provision of relevant care, supervision and support services to minors on certain visas 
who are in Australia without a parent or legal guardian, who fall under the auspices of the IGOC Act, and for whom the 
Minister for Home Affairs is the legal guardian. 
Visa  
The same meaning as in the Migration Act 1958 (Cth). 
VEVO (Visa Entitlement Verification Online)  
A free service that enables visa holders and approved organisations real time verification of a visa holder’s current 
visa status and conditions. The service is available online or via a free mobile app, 24/7. 
Vulnerability  
A diminished capacity to anticipate, cope with, resist and recover from the impact of a natural or man-made hazard. 
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3. SRSS Program Roles and Responsibilities  

3.1. Minister for Home Affairs 

Under the Migration Act 1958, the Minister for Home Affairs (the Minister) has the following powers in relation 
to residence determination and immigration: 

- Specify a Residence Determination 

- Vary or revoke a Residence Determination 

- Grant a visa to a person who is in immigration detention. 

The Minister also has guardianship responsibilities for certain UAMs as prescribed by the Immigration 
(Guardianship of Children) Act 1946 (IGOC Act). The Minister (who can also be the Minister for Immigration, 
Citizenship and Multicultural Affairs), as guardian, shall have the ‘same rights, powers, duties, obligations 
and liabilities as a natural guardian of the child’ to the exclusion of the parents and every other guardian.  

The guardian is therefore responsible for the minor’s basic human needs – food; housing; health; education; 
and generally, protection from harm. In practice, the Minister’s guardianship powers under the IGOC Act are 
delegated to officers of the Department of Home Affairs or appropriate officers in state/territory child welfare 
authorities. These settings, which facilitate day-to-day care and support to these children, are given effect by 
instrument of delegation under s 5(1) of the IGOC Act.   

The Minister’s guardianship responsibilities are fulfilled through the delivery of departmental programs, 
including SRSS and the UHM Programs. 

3.2. Departmental Representative 

The Assistant Secretary of Status Resolution Branch. The Departmental Representative oversees the Status 
Resolution Branch and is responsible for the strategic management of SRSS Contracts at a national level.  

3.3. SRSS Provider 

The SRSS Provider is one of several organisations contracted by the Department to deliver services to 
recipients. The SRSS Provider has a number of responsibilities, as outlined in the Contract, including that it 
must: 

- act in accordance with the requirements set out in the Contract, the Schedule of Services and this 
OPM 

- liaise with, and comply with any directions given by the departmental representative(s), provided 
those directions are not inconsistent with the Contract. 

3.4. Status Resolution Branch 

This branch is responsible for the day-to-day management of the SRSS Program, including guidance around 
the Contracts, financial management, assessments, queries and communication. Key contacts are outlined 
below. 

SRSS Contract Services team – Responsible for day-to-day management of the Contract and SRSS 
Provider quality assurance activities. 

SRSS Finance and Payment Recovery team – The Finance and Payment Recovery team manages 
the finances, including invoice payments and financial quality assurance activities relating to the SRSS 
Program. They also administer, manage and provide advice for recipient debts obtained on the SRSS 
Program. 
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and functions for IGOC minors under the IGOC Act and are required to act in the best interests of the 
child. They have the authority to oversee the protection and wellbeing of children in held detention and 
those covered by a Residence Determination. The Detention Superintendent is the senior accountable 
officer for any Child Safeguarding Inquiry. 

Child Wellbeing Branch – This branch is responsible for managing child-related risk present in any of 
the Department’s programs or practices. This includes establishing policy and procedural settings, 
providing advice and training, escalating cases with state and territory child welfare agencies and 
promoting best practice in the application of the Department’s Child Safeguarding Framework in 
immigration programs and associated service provision. The branch monitors child safeguarding 
inquiries and the UAM Community Link Assessment process. It also has policy and operational 
responsibility for the Unaccompanied Humanitarian Minor (UHM) Program, which includes minors who 
fall within the jurisdiction of the IGOC Act (IGOC minors). Operational personnel are outlined below. 

Child wellbeing officer – Child wellbeing officers advocate for and oversee the Department’s 
integration of the consideration and protection of children into its operational activities. Child wellbeing 
officers work with relevant stakeholders to assess the best interests of children engaging with 
immigration programs, including monitoring the wellbeing of minors in held detention, providing 
specialist input to inquiries and escalating cases with state and territory child welfare agencies where 
required.  

IGOC Delegate – IGOC delegates (prescribed under an instrument of delegation) ensure an IGOC 
minor’s basic welfare needs are met and to make any decisions relating to the welfare of the IGOC 
minor. They must therefore be informed of any critical events that are not routine or day-to-day 
occurrences. 

3.7. Detention Health Service Provider (DHSP) 

The DHSP is contracted to provide health services for all people in detention (recipients in Bands 1–3). 
The DHSP has responsibility for managing and organising the delivery of health care to people in detention 
by a multi-disciplinary team of health care providers. The DHSP is responsible for providing access to a GP 
and pharmacy provider for eligible recipients, coordinating health care including referrals for specialist 
support and services, as well as payment of related invoices.  

Community Detention Team (CDT) – Provides a business hour (9am to 5pm AET) telephone and 
email service for SRSS Providers, to deal with matters pertaining to the healthcare of recipients in 
Bands 2–3. These may include escalation of health issues as well as advice about billing queries. 

Health Advice Service (HAS) – For assistance after hours relating to healthcare of recipients, SRSS 
Providers may contact the HAS via telephone. The 24/7 HAS is dedicated to provide immediate health 
advice only as other queries will be resolved during business hours. 

3.8. Facilities and Detainee Service Provider (FDSP) 

This service provider is contracted to provide services to all people in IDFs, including Band 1 recipients. 
These services include catering, clothing, programs and activities, facilitation of visits and communications, 
as well as access to education services for all school aged detainee children. Services also include facilities 
management, security services, transport and escort, cleaning, welfare and engagement (including 
complaints management). The FDSP is required to tailor their services to the individual needs of people in 
detention.  

The FDSP actively and continually assesses its current and planned activities and areas of responsibility for 
potential incidents and implement plans, practices and procedures to minimise the risk of potential incidents 
occurring. Should incidents occur the FDSP actively seeks to minimise the extent and duration of incidents. 
The service provider must provide a safe and secure environment in all facilities for Detainees, personnel 
and visitors, ensuring that each individual’s human rights, dignity and welfare is preserved in accordance 
with the direction of the Department.  
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3.9. UHM Service Provider 

UHM service providers are contracted directly to the Department to meet a UHM’s individual health, 
educational, religious, social, cultural and other needs (for example, provision of legal assistance when 
required). 

3.10. Department of Human Services (DHS) 

DHS administers the SRSS Payments to approved recipients, at the direction of the Department. 

3.11. Recipient responsibilities 

In receiving Program Services, recipients must: 

1. Actively engage with the Department to resolve their immigration status. Failure to engage and 
comply with any milestones or reviews set by the Department may result in immediate cessation of 
Program Services. 

2. Understand that resolving immigration status may include the recipient accessing the Return and 
Reintegration Assistance Program to facilitate a return to their country of origin, or a third party 
country as appropriate. 

3. Continue to comply with the terms and conditions of their visa or residence determination, including 
reporting to the Department and engaging with the SRSS Provider. 

4. Act honestly in all dealings with the Department and use Program Services in the manner in which 
they were designed to assist the recipient. 

5. Contribute to a cohesive Australian community (for example, by engaging in social activities, learning 
English). 
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4. SRSS Provider Requirements 
SRSS Providers are responsible for ensuring recipients access Program Services through the SRSS 
Program. SRSS Providers must ensure they know their roles and responsibilities in relation to the SRSS 
Program.  

Case Coordination for recipients is primarily done through Case Workers, with support from Carers, and 
other SRSS Provider personnel. It is therefore essential that Case Workers in particular know their 
responsibilities. SRSS Providers are responsible for allocating Case Workers, Carers and Custodians to 
recipients to oversee their care and welfare. 

Where SRSS Providers use subcontractors to deliver the services outlined in the Contract, it is expected 
SRSS Providers manage subcontractors in line with the Contract.  

Each SRSS Provider will be held accountable for the actions of its subcontractors, including their adherence 
to the Schedule of Services and this OPM. This includes where a Case Worker or Carer is employed by 
a subcontractor. 

4.1. SRSS Program Services 

SRSS Providers should adhere to the instructions outlined in this document when delivering Program 
Services to recipients.  

Program Services are delivered to approved recipients using three categories: 

- Supported Living Services: Provided to certain individuals in immigration detention, including 
those subject to a Residence Determination, and unaccompanied minors. 

- Transitional Services: Provided for a limited time to assist individuals to integrate into the 
Australian community from held detention. 

- Additional Services: Provided to recipients with a genuine need or to address a specific barrier/s 
preventing a status resolution outcome. 

Once the Department has placed a recipient into a Band, they will only have available the Program Services 
that are: 

- outlined in this OPM for that particular Band and within the circumstances and the caps described, or 

- approved by the Department. 

Approval by the Department is required where any recipient requires Program Services: 

- above the caps outlined in the Program Services they have available to them 

- outside what the recipient is pre-approved, or has been approved for, or 

- any Additional Services. 

4.1.1. Supported Living Services 
Supported Living Services are a group of services contingent on a recipient requiring ongoing 
accommodation to be provided by the Department and where the recipient requires high-level support. They 
are conditional, may be capped, and may have further requirements that a recipient will need to meet. 

4.1.2. Transitional Services 
Transitional support services are designed to meet the short-term needs of recipients as they exit held 
detention to integrate into the Australian community where they have never previously lived in the Australian 
community. 

Persons granted a substantive visa and transitioning out of held detention or the SRSS Program, must 
access mainstream services for which they are eligible, including support payments.  
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4.1.3. Additional Services 
The provision of Additional Services is based on identifying barriers to the individual’s status resolution and 
providing assistance in removing the identified barriers. Where individuals apply for the SRSS Program, they 
are agreeing to their responsibilities, including engaging with the Department in meeting set milestones to 
progress their status resolution. 

Services are flexible and determined by the Department on a case-by-case basis. Program Services 
available may include the provision of access to accommodation, facilitating access to physical and mental 
health care, financial assistance, and other appropriate support mechanisms. 

4.2. Access to support and Program Services 

4.2.1. Band 1 recipients 
Band 1 recipients have most of their day-to-day care requirements met by the FDSP, while health services 
are met through the DHSP. Band 1 recipients have a Carer supplied by the SRSS Program.  

Any Program Services provided to Band 1 recipients will be through Additional Services, on a needs basis, 
but it is expected that these services will be arranged by the FDSP and/or DHSP in the first instance. 

4.2.2. Band 2 recipients 
Band 2 recipients will be assigned a Case Worker and a Carer and have access to health services through 
the DHSP. 

The Supported Living Services available to Band 2 recipients are outlined below: 

- Ongoing Supported Accommodation 

- Income Support 

- Education assistance for school-aged children 

- Meaningful Engagement Allowance 

- Clothing Allowance 

- Department-initiated travel assistance 

Approval by the Department is required for any Program Services that are not listed above or are above the 
caps outlined in this OPM. 

4.2.3. Band 3 recipients 
Band 3 recipients have an assigned Case Worker and have access to health services through the DHSP. 

The Supported Living Services available to Band 3 recipients are outlined below: 

- Ongoing Provided Accommodation 

- Income Support 

- Education assistance for school-aged children 

- Baby Items Package 

- Registering birth of baby & medical certificate 

Approval by the Department is required for any Program Services that are not listed above or are above the 
caps outlined in this OPM. 

  

 
 

 
 

 
 

 
 

 
 

 
 

 











 
  

 

Page 25 of 139 
 

4.9.3. Direct Recipient Costs 
The SRSS Provider can only seek reimbursement for Direct Recipient Costs in accordance with this OPM. 
Direct Recipient Costs will only be reimbursed if: 

- the item/service is included in the Direct Recipient Costs Table for the relevant Band and 
expenditure is in line with this OPM and within the relevant cap 

- the item/service is included in the Direct Recipient Costs Table for the relevant Band and 
expenditure is in line with this OPM, but where it is over the relevant cap the Department has 
provided approval in writing to the SRSS Provider, or 

- the item/service is not included in this OPM, such as an Additional Service, but the SRSS Provider 
has obtained prior approval in writing from the Department for the SRSS Provider to spend the 
specified amount on the recipient for the proposed purpose. 

Evidence to verify expenditure must be retained by the SRSS Provider and submitted as requested to 
substantiate the invoiced amounts.  

All Direct Recipient Costs referred to in this OPM are GST inclusive amounts. 

Please note: Initial payments for recipients in all Bands are non-recoverable payments. 

4.9.4. SRSS Provider interim payments 
SRSS Provider interim payments are payments SRSS Providers are approved to make to recipients in lieu of 
their regular SRSS Payments while payment issues with DHS are being investigated. They are usually 
approved for periods of two weeks at a time, in line with their regular SRSS payment periods.  

SRSS Provider Interim Payments should be recoverable by one of the following methods: 

- SRSS Payment Support team adjusts the recipient’s allowance eligibility start date to the day after 
the last date of the approval period 

- the SRSS Provider may be required to enter a payment deduction for the SRSS Provider Interim 
Payment amount paid to the recipient. 

4.9.5. Invoicing for Contract Services 
The SRSS Provider must submit correctly rendered invoices in accordance with the Contract and 
Attachment B to the Contract (Contract Charges and Expenses) and supporting documentation 
substantiating the amount claimed.  

In accordance with Clause 34 (Invoices) of the Contract, SRSS Providers are required to provide a correctly 
rendered tax invoice to the Department. Each invoice is to be provided monthly in arrears by the 15th of the 
month (or the next business day where the 15th falls on a public holiday or weekend). The tax invoice is to 
be accompanied by relevant worksheets and supporting information using departmental templates.  

For accountability purposes, and to avoid unnecessary payment delays, separate invoices have been 
developed for each fee element: 

- Corporate Overhead Fee 

- Band 1 Recipient Management Fee & Direct Recipient Costs 

- Band 2 Recipient Management Fee & Direct Recipient Costs 

- Band 3 Recipient Management Fee & Direct Recipient Costs 

s. 47E(d)

 
 

 
 

 
 

 
 

 
 

 
 

 





















 
  

 

Page 35 of 139 
 

4.12.14. Landlines and NBN 
Where provided properties become NBN ready, the Department will consider covering the cost of the 
change-over only at the time that the phone line to a Band 2 or 3 property is at the point that the old lines are 
switched off and it will be disconnected. 

SRSS Providers will need to retain evidence of when the property will be disconnected for financial 
audit/quality assurance purposes. 

4.12.15. Transfer support to accommodation (Band 2–3) 
In limited circumstances transfer support may need to be provided to Band 2–3 recipients. The Department 
will advise the SRSS Provider when this is required for Band 2–3 recipients. 

4.13. Ongoing Supported Accommodation (Band 2) 

Ongoing Supported Accommodation is accommodation provided to recipients in Band 2 of the SRSS 
Program. The SRSS Provider will hold the tenancy agreement for the property. 

Ongoing Provided Accommodation requires the SRSS Provider to provide the goods and/or services below. 

Table 8: Ongoing Supported Accommodation goods and/or services 

4.13.1. Group accommodation model 
Group housing accommodation is typically a three or four bedroom house, with a second bathroom for the 
live-in SRSS Provider Carer and a shared living space. 

There is no specific model when creating a Band 2 recipient household. SRSS Providers should give 
consideration on a case-by-case basis to individual circumstances, including vulnerabilities, the level of 
support required, ethnicity, age, gender and religion with the overall aim of making the household as 
compatible as it can be.  

Beyond the requirements specified in the Schedule of Services and the OPM, the Department does not set 
specific house rules or expectations for the day-to-day management of Band 2 group accommodation.  

SRSS Providers are able to set rules for each household, based on the circumstances of the recipients in the 
house. House rules will generally include chores, TV and computer use and curfews. Where possible rules 
should be consistent across Band 2 group houses, recognising the need for flexibility with this group. 

s. 47E(d)
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4.17.5.2. Personal allowance (Band 2) 

Recipients receive a portion of their Living Allowance as a personal allowance from DHS. The remainder of 
the Living Allowance is retained by the Department to cover the cost of utilities and household groceries. 

As essential living expenses are covered for Band 2 recipients, SRSS Providers should advise UAMs to use 
their personal allowance on day-to-day expenses. These may include phone cards, mobile credit, public 
transport, additional clothing and footwear, and entertainment activities.  

4.17.5.3. Income Support (Band 3) 

The Department assists Band 3 recipients with Supported Living Services, such as accommodation, health 
services, education assistance for school-aged children and the Baby Items Package. 

This means Income Support should be used to pay for all essential household and living expenses, either 
not provided by the Department, or above the capped amounts. Essential household and living expenses 
include food and other household products (toiletries, cleaning products), medicine, child expenses, and 
transport.  

4.17.5.4. Income Support (Band 4–6) 

Income Support is only provided to approved Band 4–6 recipients. Where recipients are approved to receive 
Income Support, it is expected that it is used to pay for rent, utilities, and other essential household and living 
expenses. Essential household and living expenses include food and other household products (toiletries, 
cleaning products), medicine, child expenses, transport, ambulance cover and medicine/medical expenses. 

4.18. Carers 

The SRSS Provider is required to provide up to 24 hours a day carer support to UAMs in Band 1 and 2 in the 
SRSS Program. The carer support will include daily care, welfare and support, as outlined in the Schedule of 
Services and this manual. Specific requirements relating to Carer services, such as live-in Carers required 
for Band 2 recipients, will be included in the SP Portal ‘Referral’ to SRSS Providers. 

Carers must understand who can make decisions for UAMs and consult with the relevant persons or 
organisations when required. 

At time of the SP Portal referral, the Department will advise the SRSS Provider that a Carer is required. 

4.18.1. Meaningful programs and activities for Band 1 recipients 
Individual Allowance Program points are awarded to Band 1 recipients when they participate in meaningful 
programs and activities delivered by the FDSP. 

SRSS Provider Carers should ensure they are mindful of the recipients’ use of Individual Allowance Program 
points and, in consultation with the FDSP, encourage recipients to use Individual Allowance Program points 
soundly. 

The SRSS Provider must consult with the Department and other service providers to assist in identifying and 
facilitating programs and activities. Activities must be appropriate to the abilities and needs of the recipient 
and to the specific site (Alternative Place of Detention). 

4.19. Care for UAMs  

Where a minor is placed in the day-to-day care of an SRSS Provider in the community, the SRSS Provider 
will have primary responsibility for providing, and making decisions relating to, the day-to-day care and 
welfare of the UAM within the parameters of Band 2 of the SRSS Program. An SRSS Provider’s authority to 
make decisions and report incidents for both IGOC minors and non-IGOC minors arises from the 
Department’s responsibility to take reasonable care towards persons who the Department is detaining in 
immigration detention, including Bands 2–3. 
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It is important that SRSS Providers do not assume a minor’s guardianship status based on the Band they are 
referred to, or their current situation. While most IGOC minors will be referred for Band 1 and Band 2 
services, some may also be referred for services in Band 3.  

Only one SRSS Provider will be responsible for a UAM at any time. Where a UAM identifies a relative or 
other Community Link, but is placed in the care of an SRSS Provider in a UAM house, only the SRSS 
Provider has care and welfare responsibilities in relation to the UAM. While the UAM may be encouraged to 
build a positive relationship with their Community Link, the Community Link has no legal standing in relation 
to the UAM and no decision-making responsibilities.  

Where a UAM is placed with a Community Link, SRSS Providers are responsible for: 

- ensuring that Community Link Carer or Community Link Custodian arrangement remain suitable 

- ensuring Community Link Carers and Custodians are aware of their reporting and decision-making 
responsibilities 

- any changes are reported to the Department. 

Any Custodian must seek the IGOC delegate’s consent for non-routine matters affecting the minor and notify 
the IGOC delegate of certain events. SRSS Providers will be able to view Custodian information in the SP 
Portal. 

4.19.1. Non-IGOC minors 
Non-IGOC minors may not have a legal guardian in Australia. In these cases, the non-IGOC minor’s parents 
(or guardians) outside Australia remain the minor’s legal guardians. Other family members who provide care 
for minors, such as grandparents and older siblings, are not the guardian of the child and should be referred 
to as the ‘Carer’.  

The SRSS Provider is responsible for the day-to-day welfare and care of non-IGOC UAMs including custody, 
control, maintenance, education and training. The Department should also be notified of events and 
incidents involving non-IGOC UAMs and the Department will generally need to be consulted for non-routine 
matters, as per the incident reporting and decision making instructions in the OPM.  

Non-IGOC UAMs must receive the same level of care as IGOC minors while in the SRSS Program, including 
in UAM houses in Band 2. When requested, SRSS Providers must provide services to both IGOC and non-
IGOC minors. This includes accommodating non-IGOC minors in Band 2 in UAM properties, potentially with 
IGOC minors. For non-IGOC UAMs in Band 2, the SRSS Provider Carer will be responsible for the day-to-
day care of the non-IGOC minor and must make decisions and escalate incidents according to the 
instructions outlined by the Department (as the detaining authority) in this document.  

The SRSS Provider is still required to provide a Case Worker (except for Band 1 recipients). 

4.19.2. Subcontractors 
Where a UAM is placed in the care of an SRSS Provider’s sub-contracted agency, the sub-contracted 
agency has the same primary responsibilities as the SRSS Provider. The SRSS Provider will continue to 
have overall responsibility of the services delivered to the UAM under their Contract and the OPM. 

The Department’s expectation is that the SRSS Provider will work closely with the sub-contracted agency to 
provide guidance about decisions relating to the care and welfare of a UAM. This should occur within the 
parameters of the contractual relationship between the SRSS Provider and the sub-contracted agency where 
appropriate.   

4.19.3. Custodians 
The Minister or an IGOC delegate may place an IGOC minor in the day-to-day care of an individual or 
organisation as a Custodian under the IGOC Act. In order to place an IGOC minor with a Custodian, the 
Minister or IGOC delegate must find the proposed Custodian to be suitable and willing. 

A Custodian has legal responsibility to provide the day-to-day care for an IGOC minor, including routine 
decision-making. The IGOC Regulations provide that care and welfare includes matters of custody, control, 
maintenance, education, training and employment.  
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5.4. Transition Out and Exit 

- Outcomes of providing services to individual are achieved, their immigration status is resolved or the 
individual no longer requires support 

- Individual exits the SRSS Program and has the ability to access services in the Australian 
community. 
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8.6. Recipient Transfers (Band, Location, SRSS Provider) 

Where SRSS Providers consider there is a significant change in a recipient’s circumstances that may affect 
their eligibility for the SRSS Program, they are required to advise the Department immediately by making a 
Support Recommendation. 

8.6.1. Band transfer – From Band 1  
Recipients transferring from Band 1 may be eligible for SRSS in Bands 2–4. Required information will be 
provided to SRSS Providers at the time of the SP Portal referral. 

8.6.2. Band transfer – From Band 2  
Recipients in Band 2 will transfer out of Band 2 when they turn 18 or are granted a visa (Bridging visa or 
substantive visa).  

8.6.2.1. Band transfer – Band 2 recipients turns 18 years of age 

SRSS Providers must ensure Band 2 recipients transition out of the Supported Accommodation household 
within 10 business days of their 18th birthday. The SRSS Provider must prepare Band 2 recipients for this 
transition, with planning and preparation commencing at least three months prior to the Recipient’s 18th 
birthday. This message should be reinforced, as needed, to ensure the UAM is aware that their living 
arrangements will change when they turn 18 years old.  

Recipients, who are Aged Determined to be adults, must be transitioned out of Band 2 and the UAM 
household as soon as practicable. The Department will assess these recipients and communicate the 
decision to SRSS Providers, where applicable, via an SP Portal referral. 

There are two options for a Band 2 recipient that turns, or is determined to be over, 18 years old: 

- they may be considered for possible referral to the Minister for the grant of a Bridging visa (and 
Band 4)  

- they may transition to Band 3. 

The SRSS Provider must support former UAMs to actively transition to their new arrangements whether 
transitioning to Band 3 or 4. This may include: 

- assisting them to understand the differences between being in a UAM household and living 
independently (change to Living Allowance amount, no access to Meaningful Engagement 
Allowance, schooling or clothing allowance, household will not have a computer unless former 
Band 2 recipients purchased one themselves) 

- explaining the need to budget and pay for living expenses 

- assisting with Essential Registrations to mainstream services (where applicable) 

- discussions about how they will manage living independently 

- introductions to any new SRSS Provider and other house mates 

- assisting youth to change address details with community agencies (for example, local library) 

- assistance with sourcing and securing accommodation (Band 4 only). 

Former Band 2 recipients remaining in Band 2 Provided Accommodation, or during the transition period 
to a bridging visa or substantive visa, will be: 

- able to continue with any Meaningful Engagement activities that had previously been approved 

- unable to seek approval for new activities in the month before their 18th birthday (or subsequent 
to them turning 18) 

- unable to access the UAM clothing allowance during the transition period or in the month prior 
to them turning 18. 

SRSS Providers must assist Band 2 recipients transferring to Band 4 to depart Provided Accommodation. 
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8.7.12.3. Property and money 

 
 

Once authorised to do so, the SRSS Provider can release the deceased recipient’s possessions to the next 
of kin as advised by the responsible agency. SRSS Providers should liaise with SRSS Contract Management 
on a case-by-case basis when the next of kin is not known. 

8.8. Additional incident reporting for IGOC Minors (Bands 2–6) 

8.9. Residence Determination – Decision-making for UAMs 
(Bands 2–3) 

SRSS Providers provide support to UAMs, and other minors, through the SRSS Program. Some of this 
support is provided by Case Workers or Carers. Where an unaccompanied IGOC minor is placed in Band 2 
or 3, the SRSS Provider will also fulfil the role of Custodian for that child, as defined under the IGOC Act. 
UAMs in Band 1 are in the custodianship of the Department. 

When making decisions for minors, SRSS Custodians and Carers must consider a range of factors. Several 
considerations that should be taken into account in any decision that affects a minor or where the decision is 
a more general one that will impact minors in the SRSS Program. Consideration should be given to the 
minor’s: 

- individual circumstances 

- age, maturity and any specific vulnerabilities (for example, physical or mental health concerns) 

- best interests 

- opinion and wishes. 

The importance of family unity and reunification (unless there are concerns for the minor’s welfare) should 
also be considered. 

The opinions of the affected minor should be taken into account whenever possible when decisions are 
made. Including children in decision-making promotes the development of children’s resilience, compliance 
and self-agency, and contributes to the protection of children from abuse. This is an important way in which 
SRSS Providers can engage minor in the SRSS Program, improve their self-agency and help to protect them 
from harm.  

s. 47E(d)
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It is important, however, that minors are not given false expectations. They must be given a clear 
understanding that, while their opinions will be taken into consideration, they must be weighed against many 
other factors and the outcome will not necessarily be the one they most wanted. 

Other factors that must be considered include: 

- the needs and wishes of adult family members who are caring for the minor; 

- the parameters and integrity of the SRSS Program 

- the Child Safeguarding Framework 

- legal frameworks, including the Migration Act 1958 

- the IGOC Act and Regulations where relevant 

- the best interest of the Australian community. 

Decision-makers should record in the recipient’s Case Plan what factors were taken into consideration in the 
decision. The minor should be advised of the outcome and, if it was not their preferred outcome, how that 
decision was reached. 

8.9.1. Minors making their own decisions  
There are a number of matters that must be escalated to the Department or IGOC delegate for decision, 
under the IGOC Act. In other circumstances, and where the matter is routine or day-to-day, minors can make 
their own decisions and provide consent for themselves if they are able to understand the consequences of 
an issue and the options available to them. This will depend on a range of factors, including the age, maturity 
and experience of the individual minor. 

Where a minor cannot provide their own consent, routine day-to-day decisions about a minor’s care and 
welfare can be made by their Custodian or Carer. Non-routine matters must be referred to the IGOC 
delegate. 

With respect to medical treatment in particular, it is the responsibility of the medical practitioner to determine 
who can provide consent, including if the minor can provide consent for himself or herself. Departmental 
officers, Custodians, Carers and relatives are able to support and counsel the minor but may not be able to 
make a decision for them. A medical practitioner has a duty of care in relation to the child and may decide for 
themselves that they have the legal authority to proceed with the proposed treatment. 

8.9.2. Routine decision-making responsibilities for UAMs 
Carers and Custodians can make routine and day-to-day decisions relating to minors including: 

- school enrolment 

- school excursions, unless they involve inter-state travel or an inherent risk 

- extra-curricular activities such as sport or music, but not activities that involve an inherent risk 

- curfews and house rules 

- minor non-emergency health care (where the minor lacks the capacity to make their own decisions) 

- social activities. 

In providing for the minor’s day-to-day care, the Department’s expectation is that Carers and Custodian will 
take into account the age and maturity of the minor, encourage the minor to develop and enhance their 
independent living skills, particularly as the minor gets older. This may include giving minors the freedom to 
make some of their own decisions on day-to-day matters, within the boundaries of this OPM and any house 
rules. 

Non-routine decisions must be escalated to the Department for decision.  
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8.15.2. Dependent Child Allowance 
The Department will determine if the recipient has a dependent child and qualifies for the Dependent Child 
Allowance. The Dependent Child Allowance is a percentage of Family Tax Benefit (FTB) Parts A and B 
(where applicable), where a family has one or more dependent children. Primary parent recipients who are 
partnered, will receive the FTB Part A component from DHS, and where applicable, the FTB Part B 
component from Providers. DHS will pay both FTB Par A and B components for a single parent. 

The Department may determine the date payments commence where a dependent child has been in the 
care of a recipient for more than three months. The Dependent Child Allowance for a newborn child 
commences from the date provided by the Department, which may be the dependent child’s date of birth, the 
date the Department was notified of the birth or the date on which the child became a dependent of the 
recipient. 

Where a dependent child is already in the care of a recipient, the Dependent Child Allowance commences 
from the start date of the recipient’s Living Allowance. 

A recipient is not eligible for the Dependant Child Allowance for a child in the following circumstances, if:  

- the child is receiving Special Benefit payments from DHS  

- the recipient has a non-Recipient partner in receipt of FTB payments from DHS.  

The Dependent Child Allowance will be paid to an approved recipient, who is the primary parent, at the same 
time as the Living Allowance or Rental Assistance Allowance. This payment will only be made to one parent 
when parents are partnered. 

8.15.3. Rental Assistance Allowance 
Rental Assistance Allowance is paid by DHS at a rate that is 89 per cent of the Rent Assistance that would 
be payable to an eligible person under the Social Security Law or Family Assistance Law Rate. Rental 
Assistance Allowance may be available to eligible recipients who are paying for Private Accommodation.  

A recipient will not be considered for Rental Assistance Allowance in the following circumstances: 

- the recipient is accommodated in Ongoing Supported/Provided Accommodation or Emergency 
Accommodation 

- the recipient is in receipt of free board and/or lodging 

- the recipient is residing in government housing or an Australian Government funded nursing home or 
hostel 

- the Department advises DHS the recipient is not eligible due to alternative accommodation 
arrangements. 

The Rental Assistance Allowance is based on Rent Assistance and its existing rules and, as such, 
supporting documentation must be provided to DHS. Supporting documentation may include: 

- a formal tenancy agreement 

- a statutory declaration or signed letter from the home owner or agent including the address details, 
weekly rental amount and name of the recipient 

Rental Assistance Allowance will be paid to approved recipients at the same time as the Living Allowance.  
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8.15.8. Income Support – Cessation 
Income Support will cease when a recipient is no longer eligible for the SRSS Program as determined by the 
Department. 

Eligibility for Income Support will cease without confirmation by the Department when: 

- 13 weeks have elapsed since payments were dormant have not been restored (applies to Band 5 
and 6 only). 

- the recipient dies (payments cease on the date of the death of the individual) 

- the recipient departs Australia (payments cease the day before the departure date) 

8.15.8.1. Income Support – Cessation (Bands 5–6) 

The Department may cease an eligible Recipient’s Living Allowance where, following an investigation, it is 
confirmed that the recipient: 

- has provided false, misleading and/or conflicting information 

- either deliberately or inadvertently withheld relevant information 

- breached the Code of Behaviour (where relevant) 

- is not actively engaging with the Department to resolve their immigration status. 

Cessation will result in termination of the recipient’s Income Support payments and may involve recovery of 
funds. The decision to cease such payments will only be made by the SRSS Operations and Support 
Manager, who will advise the SRSS Provider and DHS via a ‘Stop Transaction’ in the SP Portal. 

8.15.9. Income Support – Suspension  
Income Support may be suspended immediately where the recipient: 

- is not contactable  

- fails to report on a change in their financial circumstances 

- fails to attend an immigration appointment 

- fails to participate in a financial assessment without adequate notification/reason, where alternative 
arrangements have not been made. 

  

8.15.10. Income Support – Restoration 
If a recipient completes the activity or action related to the suspension and their Income Support is restored, 
the appropriate arrears are paid as applicable. 

The Department informs DHS of its decisions regarding restoration or suspension of SRSS Payments. The 
Department also provides DHS with a restoration date and whether the recipient is entitled to a back 
payment. This will be reflected in the SP Portal.  

8.15.11. Income Support – Cancellation 
Cancellations may result for a number of reasons. This will be reflected in the SP Portal with a Stop Payment 
Notice - Cessation of Living Allowance under Band 6. 

s. 47E(d)
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9. Recipient Management – Supported Living 
Services (Bands 2–3) 

Table 16: List of Supported Living Services 

9.1. Ongoing Supported/Provided Accommodation 

Recipients in Bands 2–3 are provided with either Ongoing Supported Accommodation or Ongoing Provided 
Accommodation. 

9.1.1. Property condition report (Band 3) 
As per the Schedule of Services, on entry to a Band 3 property, SRSS Providers should assist recipients to 
complete a property condition report/checklist. This initial condition report/checklist must be kept on the 
recipient’s file. When the recipient departs the provided property, the initial condition report/checklist will be 
used as a benchmark to assess and compare the condition of the property. An exit property condition 
report/checklist should be used for this. 

The SRSS Provider should inform the recipient that they are responsible for rectifying any unsatisfactory 
conditions prior to their departure from the property.  

9.1.2. Property maintenance and cleaning 
It is expected that recipients will maintain their property to an acceptable standard, in much the same way 
tenants in the private rental market must. Recipients are responsible to maintain an appropriate level of 
cleanliness and hygiene while in the property, and minor property maintenance, such as replacing light bulbs 
and garden maintenance. 

9.1.3. Linen Package (Band 2–3) 
The Linen Package is part of the BHG Package. The Linen Package is provided to a new Band 2/3 recipient 
entering the SRSS Program and Provided Accommodation properties. Where it is provided in a new 
property, it needs to be purchased in line with the BHG expenditure groups. Where it is provided to a 
recipient moving into a property,  line with BHG items being replaced). It is expected 
that recipients take their Linen Package when they exit or transfer to other Provided Accommodation 
properties. 

Upon departure from Ongoing Supported/Provided Accommodation, the recipient may only take with them 
the blankets assigned to them, and not any blankets purchased by the SRSS Provider for the BHG Package. 
This should be noted in the recipient’s Case Plan and Exit Checklist. 

s. 47E(d)
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11.3. Additional Services – Urgent and Emergency Accommodation 

If an SRSS Provider identifies a need for Urgent or Emergency Accommodation (such as family breakdown 
or unliveable property) the SRSS Provider should immediately contact the Department for a decision before 
arranging the alternative accommodation.  

The below forms of accommodation should be explored in emergencies, using the following priority order: 

1. Community Links – such as family, friends, religious and other community groups. Where 
Community Links that can appropriately accommodate a recipient (temporarily) are identified, this 
option must be used. 

2. Vacant Service Provider leased properties. SRSS Providers may have a vacant property close by 
which can be used as urgent or emergency accommodation. 

3. Budget accommodation such as motels and hotels (capped at 3 stars) – As a guide,  
 

This option should be used as a last resort and approval should be obtained from SRSS 
Operations prior to arrangements being finalised. 

Extensions beyond the initial period should note that the previous request was approved by the Department 
and contributions to the accommodation costs by the recipient will commence. Supporting documentation 
must be included to demonstrate the steps that are being taken to source alternative accommodation. 

11.4. Additional Services – Emergency Support 

At any time, a recipient may require urgent or emergency support. Emergency support is only available for 
people requiring an immediate resolution to presenting issues and where there are no other options 
immediately available. The need for emergency support may be identified by either the SRSS Provider, or 
the Department.  

On approval from the Department, the SRSS Provider will need to arrange the emergency support, such as 
care for minors where adult family members are temporarily unable to provide care. General costs of such 
support must be agreed between the Department and the SRSS Provider prior to such arrangements being 
finalised by the SRSS Provider.  

11.5. Additional Services – Carer Support 

Occasionally, there may be vulnerable people who require the support of a full or part time Carer, for short 
periods of time or on an ongoing basis. When requested, SRSS Providers are required to organise Carers as 
directed. The need for a Carer will be assessed and reviewed regularly by the Department in consultation 
with the DHSP or other medical/health professionals.  

Where a recipient has been allocated a Carer, the SRSS Provider must work closely with that Carer to 
deliver services to the recipient/s. 

s. 47E(d)
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Evidence and supporting documentation must be provided for Financial Hardship Assistance Loans, such 
as: 

- evidence of financial hardship and, if material aid has been used, how much and what it has been 
spent on 

- evidence of a budget or money management plan on how the money will be spent to resolve a crisis. 

For Bands 4–6, the loan may be used for rent and/or bond loans when applying for private properties within 
a six month period after release from detention. Supporting documentation may include a tenancy 
agreement. 

11.8. Additional Services – Income Support (Bands 4–6) 

To be approved to receive Income Support, individuals must have a demonstrated barrier preventing them 
from working to support themselves and provide evidence of this. 

11.9. Additional Services – Torture and Trauma counselling services 
(Bands 4–6) 

Torture and Trauma counselling services may be funded by the Department where the recipient can 
demonstrate that it is a barrier to their status resolution or ability to work. All Torture and Trauma counselling 
services for Bands 4–6 must be approved by the Department. The recipient must have a referral to a T&T 
treating agency before the Department will consider a request to fund this Additional Service. 

A common way for the Department to approve Torture and Trauma counselling services is through the 
‘6+6+6’ model. This is where the recipient is allocated six T&T counselling sessions at a time, with a 
maximum of 18 T&T counselling services over a calendar year. In some cases, T&T counselling services will 
be counted over 12-month period (as advised by the Department). 

Departmental approval is required for each block of six sessions as no Torture and Trauma counselling 
sessions are pre-approved. 

The ‘6+6+6’ model requires the T&T treating agency to review and evaluate the effectiveness of sessions for 
each recipient after each block of six counselling sessions is completed. Recipients may be eligible for T&T 
where they can demonstrate that it is a barrier to their status resolution or ability to work and: 

- they are referred for T&T counselling by a GP, or 

- they have been recently released from detention (held or a Residence Determination) and their 
health discharge assessment indicates that they have been receiving T&T counselling. 

In all instances, the request and type of referral should be appropriately indicated and evidenced in the 
SP Portal. The following should be uploaded to the SP Portal as evidence of a referral: 

- letter or email from the recipient’s GP referring them to a T&T treating agency for counselling 

- Health Discharge Assessment indicating that they have been receiving T&T counselling. 

The ‘6+6+6’ model for approved recipients is outlined below. 

1. An initial allocation of six, two-hour counselling sessions within a certain period is approved. 
A review is done by the T&T treating agency after the initial six counselling sessions.  

2. After the initial period, if further sessions are required, the request and type of referral must be 
appropriate to the recipient’s assessed needs, be evidenced with reference to the recipient’s 
treatment plan and include the T&T agency’s review. The recipient may be approved for a further six, 
two-hour sessions within a certain period. A subsequent review is done at the completion of the 
twelve sessions. 

3. After the second period of six sessions, if further sessions are required, the recipient may be 
approved for an additional six sessions (to a total maximum of 18 sessions in a calendar year). 

4. A review is done by the T&T treating agency after the 18 counselling sessions. 
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11.11. Additional Services – Transport for compelling circumstances 

There may be compelling circumstances where the Department will cover the cost of transport, or make a 
contribution, such as long distance trips. 

11.12. Additional Services – Childcare  

There is an expectation that: 

- if there are two parents, childcare is not required as one parent can mind the child/children 

- if other adults are in the house or informal childcare/babysitting arrangements (such as Community 
Links, friends or family) are available, these may be a suitable option. 

SRSS Providers must clearly explain why childcare is required and demonstrate that all alternative 
arrangements have been explored by the parent in the first instance. 

  

 
 

 
 

 
 

 
 

 
 

 
 

 


































