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8.6 Death of a Client 

In circumstances of the death of a Client, the Service Provider must contact HSP NATO Policy via a Task in 
the HSP System as soon as possible. Before doing so, the Service Provider should ensure all outstanding 
claims against the Client have been processed. HSP NATO Policy will change the Client’s status to 
‘Deceased’ to exit the Client in the HSP System. 

The Department does not have any involvement in assisting with repatriation, funeral costs or administration 
for deceased Clients. 

State or territory police have the responsibility of notifying a deceased Client’s next of kin regardless of the 
cause of death. Where the next of kin resides outside Australia, police will notify the relevant Diplomatic 
Missions through the appropriate channel. 

Disclosing personal information to a third party 

Service Providers may receive requests from a third party (e.g. police, coroner) to provide details of a 
deceased Client. In this situation, Service Providers should advise the requesting party to contact Home 
Affairs. 

Service Providers must not access, use or disclose this information with respect to varying state and territory 
regulations around next of kin, the Privacy Act 1988 (Cth) and the Privacy Amendment (Enhancing Privacy 

Protection) Act 2012 (Cth) and the Migration Act 1958 (Cth).
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Attachment A – Guidelines for Accommodation 

Standards and Conditions 

The Service Provider must ensure that all accommodation it provides or arranges for Clients meets (at the 

date Clients enter into accommodation) the following standards and conditions: 

 is in good repair and condition, clean and fit for purpose 

 complies with all applicable building regulations and the Building Code of Australia 

 complies with the relevant state or territory occupational health and safety standards and residential 

tenancy laws 

 is accessible by public transport to local shops, schools 

 is an affordable percentage of a Client’s income depending on the Contract Region they reside in 

 meets personal security needs 

 meets varying Client needs, including disability, family size and composition 

 be appropriately zoned for residential occupancy 

 be weatherproof and structurally sound (no significant dampness, mould or rot) 

 be secure (with functional locks on doors and windows) 

 have functioning smoke detectors 

 be clean and in good repair (both internal and external areas) 

 be free of vermin infestation 

 have functioning bathrooms, toilets and laundries (including a flushable toilet connected to a 

wastewater management system, a functioning basin, a functioning bath or shower, be connected to 

a hot and cold water supply and have ventilation via a window or mechanical exhaust) 

 have cooking facilities (including a functioning stovetop, functioning oven and a sink connected to a 

hot and cold water supply) 

 have electricity and where applicable, heating and/or cooling (including a mains electricity supply, 

safe wiring and unbroken power points) 

 have window coverings for privacy in bedrooms and living area 

 have sufficient ventilation relative to the size of property. 

In addition, some state regulations also require all accommodation to have specific features, such as 

hardwired smoke detectors, pool fencing (where relevant) and energy efficiency measures. Service 

Providers must be aware of their local regulations and implement as required. 
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Attachment B – Client reporting 

The Department requires Service Providers to report on a Client’s progress at key points in their HSP 

journey. This reporting assists the Department to measure the success of the HSP in helping Clients build 

the necessary skills and knowledge they need to become self-reliant and active members of the Australian 

community. 

Reporting consists of: 

 Data Exchange (DEX) Standard Client Outcomes Reporting (SCORE) using a five point rating scale 

across 13 outcome domains (see SCORE rating table overleaf) 

 Responses to questions on topics including Employment, English language and SETS. 

Instructions 

Service Providers must use an excel spreadsheet (template available from GovTEAMS) to record Client 

reporting. 

One spreadsheet is required for each Client and must be updated at the following stages of service 

provision: 

1. Establishment of case management plan – when the Client’s case management plan is 

established, complete Tab 1 by populating DEX SCORES for each outcome, using the DEX 

Reporting guidelines included in the instructions tab of the spreadsheet. 

2. Formal review/s – when a formal review is conducted, complete Tab 2 of the Client’s original 

spreadsheet by recording their responses to the Employment and English language questions. DEX 

SCORES must also be recorded for the Client. 

3. Exit – as part of the exit interview, complete Tab 3 of the Client’s spreadsheet by recording their 

responses to the Employment, English language and SETS questions. DEX SCORES must also be 

recorded for the Client. 

At each stage, the Service Provider must save the updated version of the spreadsheet and attach it to the 

Client record in the HSP System.  
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Many Service Providers use a diverse range of instruments and methods for measuring and assessing Client 

and community outcomes, often linked to organisational and sector-specific priorities. In some program 

areas, specific validated instruments are already used (such as Kessler 10, Outcomes Star etc). 

A translation matrix has been developed to assist Service Providers in converting results from commonly 

used outcomes measurement tools into SCORE. The translation matrix was developed by the Australian 

Institute of Family Studies (AIFS) and can be found on the Data Exchange Website (under ‘SCORE’ on the 

Policy Guidance page). 

It is planned in the future that the SCORE ratings for HSP Clients recorded in the HSP System will feed into 

the Department’s DEX for standardised cross-program performance reporting. Service Providers will, over 

time, be able to access this data through DEX to generate reports to help inform HSP Service Delivery. To 

avoid future duplication of reporting outcomes, DEX SCORE ratings for HSP Clients (in relation to the HSP) 

should not be uploaded to DEX. However, Service Providers may continue to upload to DEX SCORE ratings 

for HSP Clients who access other funded programs offered by the Service Provider.
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