
















Institute for 
Social Science Research

The University of Queensland 
80 Meiers Road, Indooroopilly 
Queensland 4068 Australia

T +61 7 3346 7471 
E issr@uq.edu.au

issr.uq.edu.au
 
CRICOS Provider Number 00025B • TEQSA PRV12080

Citation: Povey, J., Burger, S-A., O’Donnell, K., Young, C., San Martin Porter, 
M., Lattz, M., Marshall, D., Lee, R., Hoffstaedter, G.,  Austerberry, S., Nuttall, 
G., Baxter, J., & McDaid, L. Community Support Program (CSP) Evaluation 
— Snapshot Report 1. Institute for Social Science Research, University of 
Queensland: Brisbane; 2023.

Document 1



Document 2



Document 2



Document 2



Document 2



Page 4

CSP Snapshot Report 2 September 2023

4. How appropriate was the support provided by 
the Australian Supporters to meet the needs of the 
refugees? (KEQ 6)

APOs also play a 
significant role in 
supporting the CSP 
refugees at various 
stages of the 
migration journey. 
Perceived indicators 
of success include 
pre-arrival 
arrangements and 
connections with 
employers and 
community

CSP refugees 
received 
satisfactory support 
to access essential 
services, (PL outcome 18) 

however, may face 
more structural 
barriers when 
accessing these 
services than HSP 
refugees more 
broadly

Compared to 
HSP2, CSP 
refugees reported 
receiving slightly 
more hours of 
support, and 
received support 
for a range of 
activities

APOs spend a lot of time at the pre‑application and pre-arrival stage to vet applicants 
and to prepare both CSP refugees and their Australian Supporters for their roles and 
responsibilities. 

APOs attributed high engagement from the Australian Supporters to these vetting 
and preparation activities, which in turn supports better settlement outcomes for 
refugees.

Other factors that APOs felt contributed to successful outcomes for refugees included 
well-connected Australian Supporters who could set up a job or housing for refugees, 
as well as the high qualifications and skill levels of CSP refugees.

CSP refugees received on average 6.3 hours of support per week from their Australian 
Supporter in the previous 4 weeks, compared to HSP2 refugees who received an 
average of 4.5 hours of support from their Settlement Support case worker.

CSP refugees received support for, on average, 7 settlement activities from their 
Australian Supporter.

6 of 7 Australian Supporters reported that, in the previous 4 weeks, they had seen/
talked to the CSP refugee(s) at least once a week to provide resources or support.

CSP refugees also receive direct support from their APO and CSP interviewees 
were positive about the support they received. For example, one CSP interviewee 
who volunteered at the APO, had a positive relationship with their APO and received 
information and explanations of processes or government services directly.

9 of 10 CSP refugees reported receiving 
help to access essential services (e.g., 
Medicare) from the Australian Supporter.

All 9 CSP refugees who received help 
reported they were satisfied with the 
help they received.

However, APOs described several barriers to ensuring CSP refugees have access to 
essential services. APOs perceived that CSP refugees are treated differently than HSP 
refugees by Australian Services when applying for Family Tax Benefit and Medicare 
(e.g., not being prioritised) which they view can cause significant hardship. Additionally, 
APOs described the difficulty of securing a Tax File Number (TFN) in a timely way 
which impacts applying for other services, such as the Family Tax Benefit. 

Delays in receiving access to Medicare in particular, was described as problematic. 
Some APOs perceived that CSP refugees were avoiding seeking needed medical 
services while waiting for Medicare.  One APO described an instance where an 
Australian Supporter was sent a significant medical bill for the child of the person they 
were supporting which caused significant distress.
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9. What are APOs’ perspectives of the  
CSP program?

APO participants 
were supportive of 
the CSP program 
but identified 
several concerns 
and opportunities 
for improvement

APO participants voiced support for CSP 
and felt that it was producing successful 
outcomes for CSP refugees. However, 
there were several gaps that APOs felt 
needed resolution, for example, slow 
access to essential services, including 
Family Tax Benefit and Medicare.

Some highlighted the need to establish a 
‘community of practice’ where they could 
share common challenges and practice 
tips. A community of practice would also 
allow them to identify common issues 
or structural barriers that may require 
group advocacy to resolve, such as the 
challenges with Medicare that they were 
all struggling with. ​

To support this, some APO participants 
felt it necessary for the Department to 
enhance communication with APOs by 
proactively facilitating opportunities 
where these common challenges could 
be raised and resolved. Some recalled 
that the monthly meetings that used to 
be in place were ceased, as the program 
matured and “everyone [became] quite 
confident now, they know exactly what 
to do” (APO_2). However, they saw 
the need for such opportunities to be 
reinstated. Additionally, APOs felt it 
would be beneficial if other relevant 
departments or entities (e.g., Services 
Australia) were included in such 
discussions, as relevant, to resolve issues 
directly and more quickly. 

There was also a need for more timely 
communication about the program, 
including about any changes or updates. 
This was demonstrated by the APOs’ 
misunderstanding of CSP refugees’ 
(in)eligibility for the Services Australia 
Refugee Service Offer (RSO). At the time 
of the focus group, APOs were unaware 
that Services Australia had identified and 
rectified discrepancies in their servicing 
of refugees, including over-servicing CSP 
refugees who were not eligible for the 
RSO. Instead, the APOs perceived this 
correction as a change to CSP refugees’ 
eligibility for the RSO, which they felt was 
not communicated to them. Though it 
may have been a misconception, it serves 
as an example of information the APOs 
felt was not communicated to them in 
a timely fashion, and the need to ensure 
all are abreast of program specifics and 
requirements.    

Though not directly related to the 
settlement processes, concerns were 
raised over the cost of CSP, double 
charging of CSP refugees (government 
fees and APO fees), and the program 
being perceived as a money-making 
venture. Similarly, APOs worried 
about the CSP being too selective of 
eligible countries, particularly when the 
humanitarian situations change so rapidly.

Some APO participants felt that the 
improvements to the program would be 
better informed by an evaluation that 
focused on CSP, rather than as part of the 
CRISP evaluation. 

Overall, APO participants said that the 
CSP offered an alternative pathway to 
resettling refugees, and diverse avenues 
for resettlement enabled diaspora 
communities to contribute in this regard.
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8. Upcoming 

Snapshot Report 3 drew on data from the timepoint 1 survey data and interviews with CSP and HSP 
entrants. Future reports will include the following additional data:

Timepoint 2  
survey data from CSP  
and HSP entrants

CSP and HSP entrants are asked to 
complete a follow-up survey 10–11 
months after arriving in Australia to 
assess any changes over time. In 
addition to questions already asked in 
the timepoint 1 survey, the timepoint 
2 survey includes questions about the 
number of hours and type of support 
CSP entrants received from  
their APO. 

Timepoint 2  
interviews with CSP  
and HSP entrants

CSP and HSP entrants who participated 
in an in-depth interview at timepoint 
1, will be invited to participate in an 
interview at timepoint 2. 

Interviews  
with Australian  
Supporters

Australian Supporters who sponsored 
CSP entrants will be invited to 
participate in an in-depth interview. 
Initially, Australian Supporters will be 
sampled from those who sponsored 
CSP entrants who arrived after 29 
August 2023 and participated in the 
CATI survey. If sufficient numbers 
are not reached, these criteria will 
be expanded to include Australian 
Supporters whose CSP entrant did not 
get invited to participate in the CATI 
survey, but still arrived after 29 August 
2023. Australian Supporters will be 
invited to participate in the interview 
approximately 9 months after the CSP 
entrant arrived in Australia. The results 
from these data may only be available 
for the final report.
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