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Why is this important?
The Australian Institute of Health and Welfare (AIHW), who are responsible for collection of client
data for all Specialist Homelessness Services (SHS) in Australia, require that all SHS report any
employment, education and training related assistance that has been provided to clients.
Employment, education and training assistance is measured as a Key Performance Indicator (KPI) as
part of agency contract management, so it is important that provision of assistance for clients in this
area is recorded accurately.
In South Australia, employment, education and training assistance is recorded on the H2H System
through the adding of provided or referred Services or tasks. SHS staff can also capture where there
is an unmet need for employment, education and training assistance through the unmet need
function.
Accurate recording of employment, education and training assistance is important, as it indicates to
the AIHW whether a client who is homeless, or at risk of homelessness has been assisted to engage
with employment, education and training during their period of support. Information regarding the
provision of assistance with employment, education and training to clients is not captured by any
other means in the H2H system, so it is important that staff ensure they are inputting this
information. This document is designed as a guide for SHS staff to ensure that this information is
captured correctly.

Definitions of Employment, Education and Training
Assistance
The AIHW defines employment, education and training assistance in the SHS Collection manual as
follows;
Employment assistance
•

Assistance to obtain a job and/or access to employment assistance programs

Educational Assistance
•

Assistance to access education or assisting the client to remain in education

Training assistance
•

Assistance to access training programs

These three types of assistance may be provided either by the lead agency, a consented agency, or
an external agency.
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How to record Employment, Education or Training at the
start of support
If your client is already engaged with employment, education or training when they present to you,
this should be entered into their personal details as part of the intake process on H2H.
The client’s employment status is recorded in the income panel in the intake. You will be asked to
record the client’s labour force status and employment type at both presentation and at the week
before presentation to your agency, as seen below;

Labour force status and employment type can also be edited during the client’s pathway from the
income page in the client menu as shown below;
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Information from these panels is used to pre-fill the exit information when a client’s pathway ends,
so it is useful to keep this information as up to date as possible at all times.
To record a client that is already engaged with formal education and training, both at presentation,
and at the week before presentation, you will complete the education section of the intake;

To enter in the details of the education or training, select the ‘add education’ button as indicated
above. The following panel will appear where you can enter the information. For example;

These details can be edited at any time during the client pathway by navigating to the personal
details page in the client menu and selecting the edit button at the bottom of the screen, as seen
below;
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You can then edit the education or training details as required.
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How to record Employment, Education or Training
Assistance during support
Assistance with employment, education and training can be recorded in a number of ways in the
H2H System;
•

A provided service/task

•

A referral within H2H

•

A referral external to H2H

•

An unmet need

A service and task in H2H are the same function, with services being entered at the
intake/assessment stage, and tasks being entered once the client has moved on to the case plan
stage. For the purposes of this guideline, both will be referred to as ‘services’.

Entering a provided Employment, Education or Training Assistance
Service
If the client has already received the employment, education or training assistance from your
agency, you can record this immediately on H2H as a ‘provided service’, as seen below;
Note: The example below demonstrates adding the assistance as a case
plan task. Employment, education or training assistance can also be
recorded as an intake service.
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This would then appear in the case plan (or services list) as follows;
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Referring an Employment, Education or Training Service
If your client is being provided with assistance by another agency, this can be recorded as a referred
service/task, either by internal referral (if the agency is also a SHS), or by external referral (if the
agency is not a SHS).
For example;
Jessica has been enrolled in a 6 week training course run by her Job network provider. This would be
entered into Jessica’s case plan as a ‘Referral external to H2H’ for training assistance, to the Job
network provider. See below;
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This service would appear in the case plan as follows;
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Entering an unmet need for Employment, Education or Training
Assistance
Where the client has an unmet need for Education, Employment or training assistance, this can be
entered on the H2H System as an unmet need.
The AIHW defines unmet need as;
‘any services or assistance the agency worker assesses the client as
needing, whether or not the client accepts or agrees to participate in this
support service…When a service cannot be provided or referred, it is
important to record the client’s needs because this helps to identify unmet
needs’ (AIHW Collection Manual, )

An unmet need can be entered either as a service when the client is at intake or assessment stage,
or as a task within the case plan. Unmet needs that are identified at intake stage can be carried
through into the case plan if the need remains unmet.
To add an unmet need, complete the steps below;
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The unmet need then appears in the client’s intake services menu (or relevant case plan issue if it
has been added as a case plan task).

Once the lead agency, or another agency, is able to provide the service that the client requires (i.e
meet the unmet need) the user can then edit the unmet need, and either refer it (within H2H or
external to H2H), or provide it themselves.
Follow the steps below to convert an unmet need to a provided or referred service.

12

Navigate to the services screen or case plan issue, and click on the edit pencil on the unmet need
that you want to convert;

On the edit service screen, change the delivery type to either provided or referred (depending on
who the client is receiving the service from), and complete the details as needed,

Select the delivery type you
want to convert to

Complete the details on the new delivery type that appears;
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After completing the referred or provided service you will be taken back to the services screen,
where you will see that the originally entered unmet need now appears as converted;
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You can find further instruction on how to enter and convert an unmet need in the H2H User Guide.

Questions or queries
As with all matters relating to clients, there can always be scenarios that may fit a number of
definitions or processes. If you are uncertain on how to record a particular circumstance of
employment, education or training assistance for a client, you can contact H2H Support for
guidance, by emailing HousingH2H@sa.gov.au
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