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Community housing provider,
Junction, faced a surmountable
challenge of supporting over

4,500 vulnerable tenants and clients
at risk of homelessness during the
Covid-19 pandemic. From July to
October 2020, the University of
Adelaide completed a review of
Junction'’s response, finding that
the organisation not only managed
to maintain, but also improved,

its services over this period.

Akey finding of the University's
research is that the connections that
Junction kept throughout this period
supported tenants
and clients to maintain
stable housing and
emotional stability,
thus reducing their
risk of entering

(or re-entering)
homelessness.

The organisation is
large by Australian
standards, with 230
employees spread
geographically

across metropolitan
South Australia.
During the pandemic,
the University

found that Junction
maintained services
without significant
disruptions, or a
single instance of staff
or tenants contracting
Covid-19. As such, the
organisation provides
a case study of how
other organisations
supporting the

most vulnerable can
maintain operations to
support people who
are homeless during
one of the most
disruptive periods

in modern times.
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The University's research found that
restrictions imposed by state and
federal governments in response to
the Covid-19 presented a unique
opportunity for Junction to think
creatively on how they remain
connected to their tenants and
clients. The organisation understood
that social connection was critical at
a time when many individuals had
become unemployed, were dealing
with mental health issues, or at risk
of homelessness. Maintaining, if not
strengthening, this relationship
between the organisation and
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their clients was vital in showing
that no one was experiencing this
alone and Junction would continue
to provide support, however
possible, in such uncertain times.

Importantly, tenant engagement
increased during Covid-19 restrictions
with the organisation implementing
tenant welfare checks via telephone.
This included 2,077 calls. Through
these calls, tenants shared that they
appreciated the concern, with one
tenant remarking I felt like | mattered’,
another stated ‘love the calls, | get
lonely sometimes’.
Through the
interviews, tenants
stated that Junction’s
services were not
disrupted. Interview
data also indicated

a highly humanistic
approach by the
organisation,

with positive tenant
feedback. Interview
participants shared
that Junction was
quick to make
changes to rent when
they were stood down
from work. In addition,
a separate interview
participant shared that
TJunction] took action
over this time to help
resolve neighbour
issues and it was
much appreciated".

Likewise, the
organisation invested
in supporting the
well-being and safety
of staff, with the
University finding
this to be critical for
the maintenance of
business operations.
Through a staff
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Junction Housing Manager Tiffany ‘checking in’ with tenants via phone.

survey, completed by 107 staff, as
well as 104 qualitative interviews
(including tenants and service
clients, staff, board members,

and external stakeholders),

the University's research found

that Junction'’s business continuity
during 2020 Covid-19 restrictions
was made possible through strategic
investments in communication

and other critical soft and hard
infrastructure, including IT, robust HR
practices, and high organisational
commitment to employee well-being.

Themes that emerged through clients
who accessed Junction’s community
services echoed the humanistic
approach. Clients who could engage
in online services spoke positively
about them; ‘attending online play
sessions helped us connect with
Junction’. Within the realm of the
organisation’s control, clients spoke
positively about their experience

with the service. As noted by one
interview participant: 1 just want to
add that we feel so welcome and so
valued at Junction, we love playgroup
and créche. All child educators and

volunteers are so kind, genuine,
caring and are always available to
provide guidance and support’.

In terms of key areas that emerged
through the data, that could apply
to other organisations in the
homelessness sector, include:

The Executive team in this case study
backed themselves, trusting their
judgement and the judgement of staff
in a highly uncertain environment.

Communication mechanisms and
expertise with the organisations was
critical. Data showed that Junction
maintained connections with staff
and stakeholders during a turbulent
time, providing thought leadership
to staff and external stakeholders
with a clear point of reference.

The positive role of communication
during the pandemic highlights the
need for continued and expanded
planning for how future unknown and
critical events could be managed.

ICT investment and foresight
allowed the organisation to move
from face-to-face meetings and
in-office work to working from
home and digital meetings. In the
future, more resources (for example,
additional staff) could be made
available to support IT staff, if
needed. Organisational policies
and procedures, such as WHS,
risk, and response plans also
facilitated a smooth transition

for staff to work from home.

Overall, Covid-19 has provided an
opportunity for community housing
and service providers, such as
Junction, to re-evaluate practices both
within their internal operations and
also in their tenancy management
and engagement of housing and
services. It has also proven how
ongoing services, communication,
and engagement with clients and
tenants can be vital for those at risk of
homelessness to provide them with
stability and continuous support.



	Foreword (1)
	Richard Wynne, Victorian Minister for Planning and Minister for Housing
	Foreword (2)
	The Hon Gareth Ward MP, New South Wales Minister for Families and Communities, Minister for Disability Services

	Editorial
	Jenny Smith, Chief Executive Officer, Council to Homeless Persons

	Victorian Homelessness Media Awards 2020
	Introduction
	Professor Paul Flatau, Chair in Social Investment and Impact and Director of the Centre for Social Impact at the UWA Business School and Chris Hartley, Research Fellow, Centre for Social Impact, University of NSW


	Chapter 1: Government Responses and Leadership
	Snapshot: The New South Wales Government Covid‑19 Response for Specialist Homelessness Services and Infection Guidelines
	The New South Wales Department of Communities and Justice

	Keeping Victorians Safe
	Richard Wynne, Minister for Planning and Minister for Housing

	The New South Wales Government’s Together Home Program
	NSW Department of Communities and Justice Housing and Homelessness Directorate

	A Client Case Study: Rough Sleeping
	Department of Communities and Justice, Hunter Central Coast District


	Chapter 2: Overviews
	Covid‑19 and Specialist Homelessness Services
	Viki Ginoska, Housing and Homelessness Collection Processing Unit, Australian Institute of Health and Welfare

	Ask Izzy Data Released to Help Community Sector Response to Covid‑19
	David Spriggs, Chief Executive Officer, Infoxchange

	Covid‑19 and Homelessness
	Emma Lindley, HQN* Associate**


	Chapter 3: From the Coalface
	HEART of Melbourne’s North
	Dr David Kelly, Research Fellow, Centre for Urban Research, RMIT University*

	The Pandemic, Homelessness and Partnership
	Samantha Corrie, Care Coordinator (OT) / Team Leader, Sumner House Covid Isolation and Recovery Facility, St Vincent’s Public Hospital Melbourne

	Delivering Services in a Changed World
	Quinn Pawson Chief Executive Officer, Cecilia Hemana, General Manager Systems, Quality and Innovation and Amanda Willimott, Communications Manager, VincentCare

	Services with HEART: Sector Collaboration to Support People Experiencing Homelessness in the Eastern Region throughout Covid‑19
	Jenny Smith, Senior Manager Homelessness Services, Uniting, Maidie Graham, Senior Manager, Crisis and Homelessness Services, Uniting, Jo McDonald, Eastern Homelessness Network Coordinator, Emilio Florio, Acting Service Manager, Mind Australia, Sue Carlile

	Adapting Our Service Delivery for Covid‑19
	Pamela Sadler and Kathryn Di Nicola for Mission Australia

	Responding to Homelessness Under Covid‑19: A Partnership Response
	Gary Gahan, Projects Manager, Kirketon Road Centre and Sally Chessell, Outreach Worker, Wayside Chapel

	Equity Orientated Healthcare: Supporting Women
	Nicola Harman, Community Health Nurse, Bolton Clarke Homeless Persons Program and Karyn Gellie, Team Co-ordinator, Bolton Clarke Homeless Persons Program

	Can we do it? Yes, we can!
	Juanita Jones, Homelessness Emergency Response Support Lead, Melbourne City Mission

	Keeping Victim-Survivors Safe and Perpetrators Accountable
	Ingrid Kirchner, Policy Officer, No to Violence (NTV)

	Forging a New Response to Homelessness
	The Baptist Care SA Team

	Covid‑19 Without the Safety Nets: The Experiences of People Seeking Asylum
	Reece Welsh, Housing Supports Coordinator, Asylum Seeker Resource CentreSkye Constantine, Housing Supports Program Manager, Asylum Seeker Resource Centre

	Responding to an Outbreak Within a Pandemic: The Mobile Immunisation Health and Harm Reduction Service
	Rebecca Thatcher, Program Manager Alcohol and Other Drugs, Harm Reduction and Primary Health Care Services, The Salvation Army

	Through the Eyes of a Nurse:
	The impact of the Covid‑19 pandemic on people experiencing homelessness through the eyes of a nurse providing care in an assertive outreach position in the South East of Melbourne
	Julie Martin, Community Health Registered Nurse, Bolton Clarke Homeless Persons Program

	Pastoral Care During Covid‑19
	Belle Hann, Pastoral Care Worker, Health and Wellbeing, Sacred Heart Mission


	Chapter 4: Housing is Always the Issue
	Short‑term Versus Long‑term Housing Responses: A False Choice in the Struggle to End Homelessness
	Deb Batterham, Violet Kolar and Andrew Hollows, Research Team, Launch Housing

	Expanding Opportunities: Furthering the Case for Private Rental as a Sustainable Pathway Out of Homelessness
	Haley Bowman, Specialist Housing Worker, Wellways Australia and Ashley Burch, Doorway Housing and Recovery Worker, Wellways Australia

	Covid‑19 and Boarding Houses
	Paul Adabie, Client Services Manager, Newtown Neighbourhood Centre

	Spotlighting Family Violence and Homelessness in a Pandemic
	Sally Kenyon*, Lawyer, Justice Connect Homeless Law and Keren Stuk**, Secondee Lawyer, Justice Connect Homeless Law

	Adapting and Growing Stronger in the Face of Adversity
	Dr Tracey Dodd, Ms Janin Hentzen, Ms Angelina Demaria, Ms Ashleigh Beaumont, Adelaide Business School, University of Adelaide


	Chapter 5: Lived Experience
	Surviving Homelessness and Covid‑19: Freddy’s Story
	Facilitated by Rebecca Lee, Launch Housing

	Shelter from the Storm (1)
	Jacqui Gibson, Graduate, Peer Education and Support Program (PESP), Council to Homeless Persons (CHP)

	Shelter from the Storm (2)
	John Kenney, Graduate, Peer Education and Support Program (PESP), Council to Homeless Persons (CHP)

	‘One minute I’m safe, then next minute I’m not.’
	Facilitated by Gavin Ahkee, Community Engagement Officer, Access Community Housing

	Living on the Edge: Covid‑19 and Homelessness
	Meg Ady, Community Health Registered Nurse, Bolton Clark


	Chapter 6: Young People
	Adolescent and Young Adult Homelessness During the Covid‑19 Pandemic: Reflections and Opportunities for Multi-Sectoral Responses
	Jessica A Herde, George C. Patton, Jesse T. Young, Rohan Borschmann, Stuart A. Kinner*

	Responding to the Needs of Young People Experiencing Homelessness During Covid‑19
	Mark O’Brien, Senior Manager, Frontyard Youth Services and Emily Rawlings, Senior Practitioner, Frontyard Youth Services

	#StayHome? The Impact of Covid‑19 on Unaccompanied Homeless Children in Tasmania
	Catherine Robinson, Social Action and Research Centre, Anglicare Tasmania, Adjunct Associate Professor, School of Social Sciences, UTAS


	Opinion 1
	Michael Fotheringham
	Executive Director, Australian Housing and Urban Research Institute (AHURI)
	Katherine McKernan
	Chief Executive Officer, Homelessness NSW
	Wendy Hayhurst
	Chief Executive Officer, CHIA

