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Disclaimer: 

Nous Group (Nous) has prepared this report for the benefit of the Department of Social Services (the Client). 

The report should not be used or relied upon for any purpose other than as an expression of the conclusions and 
recommendations of Nous to the Client as to the matters within the scope of the report. Nous and its officers and employees 
expressly disclaim any liability to any person other than the Client who relies or purports to rely on the report for any other 
purpose. 

Nous has prepared the report with care and diligence. The conclusions and recommendations given by Nous in the report are 
given in good faith and in the reasonable belief that they are correct and not misleading. The report has been prepared by Nous 
based on information provided by the Client and by other persons. Nous has relied on that information and has not 
independently verified or audited that information.  

© Nous Group 



 

Nous Group | Review of the Reconnect program – Final Report | 28 June 2024 | 2 | 
 

Contents 

Executive summary ................................................................................................................................................................................ 6 
1 Introduction ................................................................................................................................................................................ 14 
2 Overview of the Reconnect program................................................................................................................................ 18 
3 Review findings: Appropriateness of the Reconnect program .............................................................................. 20 
4 Review findings: Efficiency of the Reconnect program ............................................................................................. 31 
5 Review findings: Effectiveness of the Reconnect program ...................................................................................... 39 
6  The future of Reconnect ....................................................................................................................................................... 53 
Appendix A Review approach...................................................................................................................................................... 61 
Appendix B Program Logic ........................................................................................................................................................... 70 
Appendix C Literature review: Youth homelessness in Australia .................................................................................. 71 
Appendix D National, state and territory government youth homelessness strategies ...................................... 75 
Appendix E State and territory government service mapping ...................................................................................... 77 
Appendix F Endnotes ..................................................................................................................................................................... 83 
 



 

Nous Group | Review of the Reconnect program – Final Report | 28 June 2024 | 3 | 
 

Glossary 

Acronyms and abbreviations Definition 

AIATSIS The Australian Institute of Aboriginal and Torres Strait Islander Studies (AIATSIS) is an 
independent Commonwealth Government statutory authority devoted to Aboriginal 
and Torres Strait Islander studies. The institute is a leader in ethical research and the 
handling of culturally sensitive material. 

AOD Alcohol and Other Drugs 

AWP The AWP outlines activities and deliverables grant recipients will complete over a 
period of time to meet obligations in their Reconnect grant agreements. The AWP 
Report details an organisation’s progress against activities and deliverables in the 
agreed AWP. The AWP Report also informs and facilitates conversations about service 
delivery between an organisation and their Funding Arrangement Manager, which is 
useful to inform future AWPs. 

AWP report The AWP reports from Reconnect Service Providers are referred to collectively as the 
‘AWPs’. The AWPs consist of 388 reports over the past five years that have been 
provided by the Department of Social Services to Nous Group as part of this Review 
of the Reconnect program. 

Bellberry  Bellberry Limited, the Human Research Ethics Committee through which ethics 
approval was sought for this Review. 

CALD The term 'culturally and linguistically diverse' (CALD), refers to people from a range of 
countries and ethnic and cultural groups. It includes people of non–English speaking 
background as well as people born outside Australia but whose first language is 
English, and encompasses a wide range of experiences and needs. CALD is identified 
as a priority group for the Reconnect program. 

COSS Model The ‘Community of Schools and Services’ (COSS) Model is an early intervention 
service-delivery and reform-orientated model focusing on community collaboration, 
early identification, early intervention support with families, and robust, embedded 
longitudinal monitoring and measurement of outcomes. 

COVID-19 Coronavirus Disease 2019 

CPI Consumer Price Index 

DEX Data Exchange 

DSS Australian Government Department of Social Services  

EAG Expert Advisory Group 

FAM Funding Arrangement Manager 

GP General Practitioner 

HREC Human Research Ethics Committee 

KLE Key Line of Enquiry 

LGBTIQA+ Lesbian, Gay, Bisexual, Transgender, Intersex, Queer/Questioning, Asexual, +  

NAYS Newly Arrived Youth Specialists 
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Acronyms and abbreviations Definition 

NDIS National Disability Insurance Scheme 

NGO Non-governmental organisation 

NHHA National Housing and Homelessness Agreement 

Protective factors A protective factor is a characteristic that is associated with reductions in the negative 
impact or likelihood of a problem outcome.i For young people at risk of 
homelessness, a protective factor may include: relationships with family, engagement 
with education and employment, and awareness of available support services. 

Reconnect Service Provider; 
Provider 

Organisations funded to deliver services through the Reconnect program. 

Reconnect; Reconnect program; the 
Program  

The Reconnect program, an early intervention and prevention youth homelessness 
program funded by the Australian Government. Reconnect is a place-based program 
that is delivered through 70 organisations across 101 activities across Australia. 

Reconnect activities ‘Reconnect activities’ are the 101 funded activities across Australia.  

Sometimes these are also referred to as services. 

Reconnect outlets Reconnect activities are sometimes delivered across multiple outlets (i.e. the same 
funded activity across multiple locations). ‘Reconnect outlets’ refer to Reconnect’s 191 
separate service delivery locations.  

Sometimes these are also referred to as sites, for example when referring to a 
Reconnect site visit. 

Review Review of the Reconnect program 

SCORE Standard Client/Community Outcomes Reporting (SCORE), which allows organisations 
funded by DSS to measure client and community outcomes using their own self-
selected tools and methods, and to report these outcomes in a way that is consistent 
and comparable.  

SCORE outcomes are recorded on a scale of 1-5, with the number showing the mean 
change across the cohort between an individual’s first recorded SCORE (on entry) and 
their last (on exit). SCORE is generally recorded towards the beginning and end of a 
funded activity to best assess change pre and post service delivery. If the service 
provided is longer term, then an interim assessment should also be recorded.  

For descriptions of specific DEX SCORE outcome domains, please see Section 7 of The 
Data Exchange Protocols: https://dex.dss.gov.au/data-exchange-protocols. 

SHS Specialist Homelessness Services 

Specialist Cohorts Cohorts of the children and young people population considered to be a priority 
group. Specialist cohorts include children and young people who identify as CALD, 
Newly Arrived Youth, First Nations, LGBTQIA+ and/or with disability. 
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Executive summary 

 

In 2021, there were more than 45,000 children and young people1 in Australia experiencing 
homelessness.ii This figure has increased in recent years, and people aged 0 to 24 years old now make up 
just over a third (37%) of the total number of people experiencing homelessness.iii Not only are the 
numbers increasing, but Specialist Homelessness Services (SHS) data suggests that these young people 
are presenting to support services with multiple and complex needs – often citing housing crisis, family 
and domestic violence, and/or a relationship or family breakdown as the reason they seek support.iv  

One of the levers that the Australian Government has to reduce youth homelessness is the Reconnect 
program.2 It is an early intervention and prevention service designed to reduce the risk of 12 to 18-year-
olds (or 12 to 21-year-olds for newly arrived youth) from entering or escalating further into homelessness. 
This Program was established in December 1999, and largely delivers individual case management, group 
work, mediation and referrals to other support services. It does not provide housing, instead it works with 
the children, young people, their families and support people to keep a young person in their home when 
it is safe to do so. Reconnect builds on the evidence that building children and young people’s protective 
factors (e.g. relationships with family, engagement in education) can minimise occurrence or reoccurrence 
of homelessness.v 

The Australian Government has not reviewed its investments in Reconnect since 2013, and in that time, the 
children, youth and homelessness landscapes have changed significantly.vi,vii In particular, the Australian 
Government has renewed its investment in social and affordable housing through a renegotiated National 
Housing and Homelessness Agreement with state and territory governments, and housing supply 
delivered through Housing Australia as part of the Housing Accord and Housing Australia Future Fund. At 
the same time the Department of Social Services (DSS) is leading the development of the National 
Housing and Homelessness Plan and overseeing the implementation of other key national plans in 
adjacent policy areas, including early years, disability, child protection, and domestic and family violence. 
The findings of this Review and its implications for these strategic reforms will be important. 

Nous Group (Nous) understands that the current service agreements for Reconnect Service Providers are 
due for renewal in 2026. It is in this context that DSS engaged Nous to review the Reconnect program (the 
Review) to answer four questions: 

• Are the Reconnect program’s desired outcomes appropriate for community needs, policy priorities 
and operating context? 

• To what extent is the Reconnect program achieving its desired outcomes? For whom? 

• Does the Reconnect program represent value-for-money for the Australian Government? 

• What are some of the ongoing or emerging findings that could support the short-term adjustment of 
the Reconnect program? 

To answer these questions Nous used a mixed methods approach that drew on primary and secondary 
data sources, including focus groups with over 170 Reconnect clients, support people and staff; 234 client 

 
1 Throughout this report, children and young people is used to refer to people under the age of 21 in line with industry standard 
practice. See, e.g.: Judicial Commission of New South Wales (2024), Equality before the Law Bench Book: Children and young people, 
https://www.judcom.nsw.gov.au/publications/benchbks/equality/section06.html.  
2 The Reconnect program, the Program and Reconnect are all used interchangeably throughout this report. 

https://www.judcom.nsw.gov.au/publications/benchbks/equality/section06.html
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survey responses, 138 Provider survey responses, 29 sector survey responses, 8 state and territory 
government survey responses; 3 up to 14,111 DEX SCORE data entries; and 388 Activity Work Plans (AWPs).  

DSS engaged Nous to do a whole-of-Program Review, and therefore deliberately does not compare the 
performance of individual Providers. Likewise, due to limitations in the data available for this Review, it 
does not use an experimental design to determine the attribution of outcomes. Below we summarise the 
findings and opportunities for the Australian Government’s consideration. 

 

REVIEW FINDINGS 

Children and young people accessing Reconnect have achieved a number of different short-
term outcomes through the Program. 

Historically, early intervention and prevention has been important in reducing the incidence of youth 
homelessness, with early intervention (including the Reconnect program) appearing to account for most of 
the decrease in youth homelessness from 2001 to 2006 in Australia.viii This builds on the evidence that 
early intervention and prevention initiatives can minimise the severity and reoccurrence of youth 
homelessness, and reduce a young person’s need for long-term social system support through building 
important protective factors.4,ix    

Reconnect has supported over 30,000 individual clients through 470,501 sessions between 1 July 2018 to 
31 December 2023. The Review found that the Reconnect program is still effective and has supported 
children and young people achieve different short-term outcomes. The data outlines that the Reconnect 
program has improved Reconnect clients’: 

• Understanding of how to access supports and services if needed  

• Relationships with family or relevant support person 

• Engagement with education and training, employment, and the community 

• Resilience and emotional self-regulation 

• Housing situation.  

Figure 1 illustrates the design of the Program and the range of outcomes that have been improved 
through children and young people accessing Reconnect. 

 
3 Note: The total survey response numbers include partial responses. 
4 Note: A protective factor is a characteristic that is associated with reductions in the negative impact or likelihood of a problem 
outcome: O’Connell et al (2009), Preventing mental, emotional, and behavioural disorders among young people: Progress and 
possibilities, Washington (DC): National Academies Press (US), Accessed 18 June 2024. 
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Figure 1 | Snapshot of Reconnect client outcomes5  

 

Interviews and surveys suggested that the place-based approach to delivering Reconnect is key to 
achieving these outcomes. It gives the Program the flexibility to deliver highly specialised support (e.g. 
working with children of mothers that are in prison), as well as build effective place-based service 
networks that can meet their specific needs (e.g. local mental health services, or housing providers). 

Interviews, surveys and AWPs further suggested that Reconnect is highly dependent on the schooling 
system for referrals into its service. AWPs indicated that 100% percent of Reconnect Service Providers6 
work with schools in their area and the DEX data shows that educational agencies make up 35% of all 
inbound referrals.7 However, arrangements with schools are not systematised and are usually driven by 
individuals’ relationships. This can act as a barrier for earlier identification and referral when it does not 
work well. 

Providers also commented that there are some limitations in the current Operational Guidelines, such as a 
minimum age of 12,8 the three-month service duration and the location restrictions. Most Reconnect 
Service Providers wanted greater flexibility to work around this, with some already doing so (for example, 
46% of Reconnect clients appear to access the service for longer than 3 months).  

 
5 Please note that SCORE outcomes are on a scale of 1-5, with the number showing the mean change across the cohort between an 
individual’s first recorded SCORE (on entry) and their last (on exit); for descriptions on the specific DEX SCORE outcome domains, 
please see Section 7 of The Data Exchange Protocols: https://dex.dss.gov.au/data-exchange-protocols. 
6 ‘Reconnect Service Providers’ and ‘Providers’ are used interchangeably throughout this report. 
7 It is assumed that educational agencies are referring mostly to schools. Schools were identified through other Review activities as the 
main educational agency Service Providers engage with. 
8 Please note the age range is a Program-specific requirement which is legislated. 
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Reconnect has improved the housing situation of some children and young people, however, 
better data is needed to understand the longer-term impact. 

DEX data and Provider survey responses outlined 
that the Reconnect program has improved the 
housing situation of children and young people. 
DEX data showed a mean increase of 1.17 (out of 
4)9 in the housing situation of a young person 
between their first engagement with Reconnect, 
and their last.10 Furthermore, 85% of Providers that 
responded to the survey reported that the 
Program is effective at reducing the number of 
young people entering into homelessness.  

However, only 4% of Providers reported that they 
connected a young person with safe, secure and 
stable housing. This may be driven by several 
factors, including the limited availability of safe 
and secure housing for children and young people, 
and the fact that Reconnect works with the young 
person and their family to improve their home 
situation and potentially keep the individual at home 
where it is practicable and safe to do so. 

The case study to the right details anecdotal long-
term outcomes achieved by the Reconnect 
program (names and information have been 
adjusted to ensure client anonymity). 

Reconnect is relatively cost efficient 
compared to youth homelessness services, 
but relies on other service systems to achieve 
its outcomes. 

Reconnect is relatively cost-efficient for DSS, 
costing $2,175 per individual. When compared to 
other youth focussed early intervention and 
prevention programs, this suggests it is relatively 
cost efficient. Below we summarise some of these 
programs and their cost per individual (see Section 
4 for more detail): 

• Functional Family Therapy – Child Welfare 
(FFT-CW) - $16,828 (not including 
establishment costs) 

• Homeless Youth Assistance Program - $21,127 

 
9 The Review has assumed that any DEX SCORE increase has contributed positively to children and young people’s outcomes, with 
larger SCORE increases indicating greater positive changes in outcomes. 
10 This is the extent to which Reconnect has improved the client’s housing stability or addresses the impact of poor housing to improve 
their independence, participation and wellbeing. 
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• Multi-Systemic Therapy (MST) - $30,581 (not including establishment costs) 

• Youth Foyers -$39,971. 

If DSS is able to improve the way it collects longitudinal data on the housing status of people that have 
accessed Reconnect, it should then consider further cost effectiveness or cost benefit analysis to compare 
programs over time. 

There is variation in the cost efficiency of Reconnect Service Providers, with 26% of funded 
Reconnect activities costing more than twice the median cost per session. 

The median cost of delivering Reconnect is $429 per session. Most Reconnect activities11 are clustered 
around this figure. However, 26% of Reconnect activities are delivering a service that is more than twice 
the cost per session than the median. This suggests that there is an opportunity to work with Providers to 
understand why this variation is occurring and to make service delivery more cost efficient.  

While Reconnect funding has increased over recent years, it represents a relatively small 
investment compared to investment in other SHS services. 

The Australian Government funded Reconnect at $29.1m in FY23, which is a relatively small investment 
compared to other homelessness services (for example, it is 2% of the $1.4 billion invested in SHS each 
year). For Reconnect, the average funding per Reconnect Service Provider has increased over time from 
2018/19 to 2022/23 due to the Australian Government’s indexation and supplementation payments. The 
annual rate of increased funding over this period is larger than the increase in annual inflation, with the 
largest relative annual increases in funding from 2020/21 to 2021/22 (15.9%), and 2021/22 to 2022/23 
(9.2%). It is also worth noting that the average number of sessions per Reconnect activity decreased from 
847 to 748 between 2021/22 to 2022/23,12meaning Providers were getting more funding for less sessions 
than the year before. Despite this, Providers commented that their funding increase is less than the 
increases they are experiencing in the cost-of-service delivery – which is impacting on their ability to meet 
demand. 

Reconnect has adapted to local circumstances to deliver a place-based service, which makes it 
easy to define at a service level, but difficult at a program level. 

Reconnect Service Providers operate in very different circumstances – including responding to different 
children and young people with varying needs based on their geographical area, level of socioeconomic 
disadvantage, organisational maturity and scale. Reconnect’s current Operational Guidelinesx (described in 
more detail in section 2.1), are recognised as a key strength of the Program and have supported the 
delivery of many different activities through the Reconnect program.  

This has allowed Providers to adapt over time to their local circumstances described above, and create a 
unique role for themselves in that network. Many stakeholders think the flexibility is a strength as it 
enables the Program to respond to the child and young person’s needs. However, this shift has meant 
there is large variation in the way Reconnect is delivered to support children and young people and their 
families across Australia. This has made it difficult for stakeholders, including Reconnect Service Providers, 
to understand the scope of Reconnect and its impact at a program level.   

Reconnect Service Providers also commented they would like more operational and strategic guidance 
from DSS and their Funding Arrangement Managers (FAMs) to support them to deliver the Reconnect 
program.   

 
11 ‘Reconnect activities’ are the 101 funded activities across Australia.  
12 This figure has been calculated using the total number of sessions from DEX, which incorporates a combination of individual client 
sessions, group client sessions and support person sessions. 
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Consultations suggest that Providers place different emphases on key program characteristics, including: 

• doing more crisis response (this was particularly highlighted by regional and remote Reconnect 
Service Providers who are limited by availability of supporting services to refer to) 

• working with children and young people outside the 12-18 age 
range (or 12-21 age range for newly arrived youth) 

• working with children and young people outside their catchment 
area 

• being variably linked into key intake and referral systems (e.g. 
schools and crisis housing support services) 

• working with children and young people for longer than the advised 
3-month period, sometimes for years at a time. 

In each instance of these variations, Providers commented that the adaptations were made to deliver value 
for the children and young people in their community. However, given the relatively small investment by 
the Australian Government it raises the question of whether this investment is being as targeted as it 
could be at a system level. 

OPPORTUNITIES FOR CONSIDERATION 

The Review has identified opportunities for consideration by the Australian Government to influence the 
system through a more targeted design and implementation of the Reconnect program. This includes 
defining the role of the Reconnect program in the system and acknowledging the role that key partners 
and agencies play in its delivery.  

The Collective Impact model is an example which provides a useful framing for the opportunities for 
Reconnect and provides an option for the Australian Government for implementation of these changes. 
This model provides greater intention to the activities of services, which in turn, improves the opportunity 
for increased impact against investment. Table 1 below summarises the opportunities for improvement 
against the Collective Impact frame (see Section 6 for more detail).  

Table 1 | Opportunities to improve Reconnect at a program level 

Opportunities Actions 

A COMMON AGENDA 

a) Continue to fund Reconnect as an 
early intervention, youth 
homelessness response, with some 
adaptations to its areas of focus and 
delivery mode to increase its 
effectiveness. 

1. Revise the Operational Guidelines to define Reconnect’s role and model in the 
system including:  
a. Being more explicit about the youth homelessness focus 
b. Building protective factors and its focus on early intervention and prevention 
c. Supporting younger years (below 12) with appropriate considerations13 
d. Greater focus on family and carer engagement 
e. Acknowledging the role partners/connected services play in the delivery of 

Reconnect – including the referral pathways in and out 

 
13 Considerations could include working with younger siblings of those already being supported, making sure there are key adults 
involved and involvement with other agencies as required. It is important to recognise that lowering the age requirement will require 
change to the Financial Framework (Supplementary Powers) Regulations 1997. If this is not possible, increasing the 10% flexibility in the 
Operational Guidelines should provide Reconnect Service Providers to support younger or older cohorts as needed. 

“A high number of referrals 
are coming in at crisis point, 

rather than the early stages of 
identified issues.” 

- Reconnect Service Provider  

 

https://url.au.m.mimecastprotect.com/s/6kXhCXLKjof4yDXoT6QpRn?domain=legislation.gov.au
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Opportunities Actions 

f. Revising the length of service to be linked to the type of support (e.g. type 
of activity to the corresponding need) of children and young people they are 
supporting. 

CONTINUOUS COMMUNICATION 

b) Create formal partnerships with 
intersecting systems to improve the 
way that young people are 
identified and supported through 
Reconnect and to increase its 
visibility across the service system. 

2. Create a formal partnership with the school system to improve the way that 
children and young people are identified and supported through Reconnect. 

3. Undertake regular forums with relevant government counterparts to promote 
the Program and identify greater opportunities for intersection between state 
and territory-based government programs (housing and education). 

SUPPORTING BACKBONE 

c) Provide greater strategic and 
operational leadership from DSS in 
shaping the way in which Reconnect 
is delivered, supporting their 
Providers to flourish and align to 
the overall system objectives. 

4. Improve the overall service level efficiency, focusing efforts to uplift service 
performance and share good practice from those Providers that are achieving 
good outcomes for children and young people. 

5. DSS to provide more operational and strategic support to provide guidance at a 
service level around activities aligned to considerations of what works within the 
local service system. 

6. Undertake population-based mapping in the future to understand whether 
Reconnect activities and outlets are in the right geographical locations with 
incidence of socio-economic need and demand to support future planning – 
specifically, where there are opportunities to scale the Program, where place-
based approaches need to continue, and where there is greater demand, 
particularly for specialist cohorts.14 

MUTUALLY REINFORCING ACTIVITIES 

d) Align intersecting investments 
and focus on evidence-based 
approaches that support innovation 
and best practice service delivery. 

7. Deliberately identify similar and interconnected investments to Reconnect across 
DSS and how they can mutually reinforce the activities and outcomes of the 
Program and the system. This includes ongoing system level work such as 
development of the National Housing and Homelessness Plan, and delivery of 
aligned initiatives such as Strong and Resilient Communities. 

8. Re-establish the Community of Practice for Reconnect, ensuring alignment to 
evidence-based practice and supporting continuous improvement. 

SHARED DATA AND ANALYTICS 

e) Improve data and information 
collection, reporting and monitoring 
processes to drive evidence 
informed decision-making and 
understanding the collective impact 
of the Program. 

9. Re-design the DEX outcome measures and reporting process to align and 
support changes to the Operational Guidelines (see Action 1). 

10. Streamline reporting and enhance monitoring and data collection processes to 
ensure the consistent collection of data aligned to the Program objectives.  

11. Provide training for Reconnect workers based on the revised DEX reporting and 
monitoring process.  

12. Share reported program data back to Reconnect Service Providers to support 
continuous performance improvement and decision-making. 

Nous acknowledges that moving to a Collective Impact model from a grant model would require a 
transition period and possible additional funding. However, the actions under the proposed model have 
been designed to manage risk, building on the good elements of the current Program, and minimise 

 
14 Cohorts of the children and young people population considered to be a priority group. Specialist cohorts include children and 
young people who identify as CALD, NAYS, First Nations, LGBTQIA+ and/ or with disability. 
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service gap risk if the Australian Government decided to recommission all services within the Program at 
once.   

To support this transition, several factors should be considered to aid the preparation and implementation 
of the proposed changes to Reconnect. This will need to be driven by the Reconnect policy team, drawing 
on other areas of DSS to support with key activities including the DEX and data visualisation teams, the 
Family Policy Branch and Children’s Policy Branch, and the FAMs (through the Community Grants Hub). 
These factors are: 

• Clear governance and accountability. Successful implementation needs clear governance 
arrangements and an ultimate point of accountability to monitor progress, hold people to account 
and coordinate the involvement of the stakeholders.  

• A clear engagement approach that brings the sector on the journey of the reform. This needs to be 
supported by transparent communication and provide opportunities for input through the preparation 
and implementation stages.  

• The right resourcing and capacity. Implementation needs to be resourced appropriately – both within 
the Reconnect policy team and with the FAMs. Planning for this needs to be targeted and considered 
for the time period required for reform. 

• Investment in partnerships and relationships within DSS and across the system. Implementation will 
require investment to strengthen partnerships within DSS, across the Australian and state and territory 
governments and with the sector. 

More detail on the proposed approach to implementation can be found in Section 6.  
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1 Introduction 

 

 

The section outlines the background, purpose and scope of the Review. 

Background to the Review  

The Department of Social Services (DSS) engaged Nous Group (Nous) to conduct an independent Review 
(the Review) of the Reconnect program.15 The Reconnect program is a national community-based early 
intervention and prevention program for children and young people (aged 12 to 18 years old, or 12 to 21 
years for newly arrived youth) who are homeless or at risk of homelessness, and their families. The 
Program aims to prevent youth homelessness by intervening early to stabilise and improve children and 
young people’s housing situations and their engagement with family, education, training, employment 
and local communities. Reconnect was established in 1999, and previously evaluated in 2012-2013.xi  

Purpose and methodology  

The Review aimed to provide insights to inform ongoing Program improvements and future policy and 
budget decision-making for the Reconnect program. This Review was conducted from January – June 
2024, and investigated the appropriateness, effectiveness and efficiency of the Reconnect program 
through four Key Lines of Enquiry (KLEs): 

1. Are the Reconnect program’s desired outcomes appropriate for community needs, policy priorities 
and operating context? 

2. To what extent is the Reconnect program achieving its desired outcomes? For whom? 

3. Does the Reconnect program represent value-for-money for the Australian Government? 

4. What are some of the ongoing or emerging findings that could support the short-term adjustment of 
the Reconnect program? 

Nous conducted this Review in accordance with the Review’s Ethics Protocol, ensuring adherence to the 
Bellberry Human Research Ethics Committee (HREC) guidelines, and the National Statement on Ethical 
Conduct in Human Research (2018). This Review took a mixed methods approach, drawing on primary and 
secondary data sources to collect quantitative and qualitative data and information. The Review 
triangulated Program and population level data and included a review of literature and Program 
documentation, and consultations to answer the four review KLEs outlined above. The Review involved: 

• An extensive desktop review of available Reconnect program documentation, and publicly available 
literature and grey literature regarding youth homelessness. 

• Analysis of Reconnect program data which included DEX and DEX SCORE data measuring the service 
delivery outcomes of Reconnect clients, Reconnect program financial data, and AWPs. 

• Eight site visits with Reconnect Service Providers based across Australia (one per state or territory). 
Each site visit involved delivery of three in-person focus groups with a sample of local Reconnect 
clients, support persons for children and young people, and Reconnect Service Provider staff. 

 
15 The Reconnect program, the Program and Reconnect are all used interchangeably throughout this report. 
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• Two online surveys, including one online survey of Reconnect clients and one online survey of sector 
representatives (including Reconnect Service Providers, state and territory government policy and 
program staff, community services organisation, youth peak bodies and housing and homelessness 
organisations). 

• Eight interviews with a broad cross-section of stakeholders – including sector representatives, DSS 
and other Australian Government staff, academics, and specialist Reconnect Service Providers. 

• Six forums with targeted stakeholder groups – including state and territory government housing and 
homelessness policy staff, state and territory government education policy staff, DSS policy staff, 
Reconnect Funding Arrangement Managers (FAMs) and Reconnect Service Providers. 

• Ongoing Review administration and delivery meetings – this included DSS Reconnect Policy team 
meetings, DEX data experts, and FAMs. 

• Establishment of and engagement with an Expert Advisory Group (EAG) to provide advice on Review 
processes, and contextualise Review findings and considerations. More information is provided below 
on the Review’s governance arrangements. 

The Review’s governance arrangements (see Figure 2) were designed to ensure Review processes and 
outcomes were culturally safe, reflective of the sector and ongoing reform, and independent. 

Figure 2 | Governance arrangements16 

 

Limitations of the Review  

There were some limitations with the Review methodology (described in more detail in Appendix A). 
Where possible, the Review triangulated data sources to minimise limitation impacts (e.g. drawing on 

 
16 Note that two young people with lived experience participated in one of the EAG meetings. 
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survey and consultation feedback to provide insights regarding Program outcomes where DEX Data was 
unclear). 

• A specific focus on how Reconnect supports Aboriginal and Torres Strait Islander people was not 
part of this Review, as the timeframe for securing ethical approval did not allow for progressing 
through a culturally appropriate ethics process. This means that the Review has reported on the 
outcomes attained for Aboriginal and Torres Strait Islander children and young people but has not 
investigated in detail the reasons behind these outcomes. This will likely require further investigation if 
DSS wishes to understand the reasons behind the attainment of outcomes for Aboriginal and Torres 
Strait Islander children and young people. 

• Selection bias likely existed in the Review’s primary data collection, particularly in the recruitment 
of children and young people and support persons for consultations. The Review made efforts to 
mitigate this bias through the inclusion and exclusion criteria of the focus groups and client survey. 
However, it is likely that children and young people and support persons recruited had notably 
positive or negative experiences of the Program, and those with a neutral experience or who were 
disengaged with the Program were excluded. Therefore, the views of children and young people 
recruited to participate in the Review is likely not representative of the entire population who have 
accessed Reconnect. However, this was not of significant concern to the Review’s findings due to 
being able to triangulate findings with other data sources. 

• The quality and completeness of the data limited the inferences drawn from DEX. Due to these 
limitations, the DEX SCORE data outcomes may not be fully representative of the population’s 
outcomes on entry and exit of Reconnect. This is because: 

• DEX SCORE data is a static measure, typically recorded using an initial SCORE towards the 
beginning of service and a subsequent SCORE either at the end of service delivery, or at regular 
intervals into the future to track a client’s progress. As DEX SCORE data is recorded by date rather 
than at a specific point in a client’s service period, assumptions were made to determine if the 
SCORE was recorded on entry and exit to the Program. This means there was no way to ascertain 
if the SCORE was recorded on entry or exit to the Program for clients with multiple episodes of 
service. 

• DEX SCORE measures may not be comparable between service providers, as they may interpret 
outcome measures differently (e.g. Reconnect Service Providers may interpret a ‘change’ in 
employment outcomes differently, which reduces the comparability of scores provided). 

• DEX and DEX SCORE data may only include a subset of the entire population as the partnership 
approach only requires 50% or more of clients to be reported on. 

• The Review did not have a randomised control trial design, which limited the ability to draw 
conclusions on the effectiveness and efficiency of the Program. Conducting an appropriate 
counterfactual analysis or cost effectiveness analysis was limited as: a matched control group could 
not be established using DEX data; the Review did not have ethical permission to access similar 
programs for comparison; there was limited Program data on reductions in homelessness; DEX SCORE 
data only included short-term outcomes data and does not provide longer-term outcomes data for 
children and young people who have exited the Program.  

• There were also limitations in the cost efficiency data, including: 

• Though 2023/24 funding data was available at the time of the Review, 2022/23 data has been 
used for analysis. This is due to the reporting period for the 2023/24 period not being finished at 
the time of the Review, and therefore accurate activity data could not be captured for the 2023/24 
period.  
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• Total sessions data incorporates a combination of individual client sessions, group client sessions 
and support person sessions. A session may contain more than one client and any combination of 
individual clients, support persons and group clients. Therefore, there is not an accurate way to 
break down these sessions into individual client, group client and support person sessions. 

• There was limited data on the breakdown of funding between different expenditure items. Where 
Reconnect Service Provider Activity Work Plans provided details on funding, only some provided a 
more detailed breakdown on this funding. Furthermore, this was provided for only budgeted 
expenditure and not actual expenditure. 

• Funding per individual has been calculated based on the median number of sessions a client 
engages with during the Program.  

• There were limitations in providing insights on the differences in cost efficiency between Reconnect 
Service Providers across remoteness levels, and specialist or non-specialist services. This is due to a 
lack of service activity data for Providers across these domains to understand how service delivery may 
differ across these Providers. This will likely require further investigation by DSS to understand the 
differences in cost efficiency. 

About this report 

This report presents the final insights of the Review. It includes: 

• Overview of the Reconnect program (Section 2) 

• Review findings: Appropriateness of the Program (Section 3) 

• Review findings: Efficiency of the Program (Section 4) 

• Review findings: Effectiveness of the Program (Section 5) 

• The future of Reconnect (Section 6). 
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2 Overview of the Reconnect program 

 

 

The section provides an overview of the Reconnect program, including where and how it is 
delivered across Australia.  

2.1 The Reconnect program is an early intervention and prevention 
program for young people delivered across Australia 

Reconnect is part of the Australian Government’s response to youth homelessness and 
includes 101 services nationally. 

Reconnect was established in 1999 as an Australian Government response to youth homelessness. It is 
funded by the Australian Government and administered by DSS. The Australian Government has 
committed to invest $91.7 million into the Program over 2023-2026.xii Reconnect is a place-based program 
that is delivered by 70 organisations through 101 funded activities (also referred to as services in this 
report) across Australia. There are two types of Reconnect services: generalist services that deliver the core 
model, and specialist services that tailor the Program to support specific groups of children and young 
people in their local context. This includes a focus on young people that identify as LGBTIQA+, youth 
leaving detention, First Nations young people, newly arrived youth, youth experiencing mental health 
challenges, and Culturally and Linguistically Diverse (CALD) young people. Figure 3 provides an overview 
of Reconnect’s service footprint across Australia. 

Figure 3 | Reconnect service footprint across Australia 
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The Reconnect program provides a variety of supports including case management to children 
and young people, usually over a three-to-four-month period.  

Reconnect services commence with a needs assessment process, where the Provider will determine 
whether the child or young person would be appropriately supported by Reconnect, or may be better 
served by another service (in which case the Provider will support a referral). Where a child or young 
person can be supported by Reconnect, a Provider will then match the needs to the existing range of 
services on offer.xiii Figure 4 provides an overview of the Reconnect program, including the type of 
supports it provides to children and young people. It also depicts the common program objectives and the 
guiding Good Practice Principles. 

Figure 4 | Overview of the Reconnect program  
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3 Review findings: Appropriateness of the 
Reconnect program  

 

The section seeks to answer the following Review KLE: Are the Reconnect program’s desired 
outcomes appropriate for community needs, policy priorities and operating context? 

3.1 Early intervention and prevention initiatives build protective 
factors which can reduce future interactions with the service 
system and reoccurrence of youth homelessness 

Building protective factors can minimise the severity and reoccurrence of youth homelessness, 
and reduce a young person’s need for long-term social system support.  

The research highlights the importance of addressing the broader social, health and educational problems 
that can lead to homelessness before at-risk groups find themselves without appropriate housing or 
accommodation.xiv Children and young people are understood to become homelessness for a variety of 
reasons often outside of their control (described in more detail in Appendix C).

xviii

xv Common reasons for 
youth homelessness include family conflict, violence and relationships breakdown.xvi Given the close 
correlation of family relationship breakdown with homelessness building a child or young person’s 
protective factors, including relationships with family, engagement with education, employment, access 
and awareness of other services, is important.17 Evidence suggests that early intervention and prevention 
continues to be a useful mechanism to build protective factors for children and young people at risk of 
homelessness. The research outlines that this is an effective mechanism to support children and young 
people reduce long term experiences of homelessness and future interactions with other service 
systems.xvii,   

Evidence indicates that early intervention and prevention services and place-based responses 
are effective responses to youth homelessness. 

Tailored early intervention and prevention support and outreach services are effective in identifying 
children and young people at risk of or experiencing homelessness. Research from Canada highlighted 
that homelessness crisis responses (e.g. emergency shelters or Housing First approaches) for young 
people and children can struggle to effectively reduce long-term experiences of homelessness.xix Canada 
shifted its approach in 2018 to focus on early intervention and prevention (with early intervention being 
identified as one of the five key elements to prevent youth homelessness), with emerging research 
indicating this helps to reduce the likelihood of chronic homelessness for young people.xx In Australia, 
early intervention and prevention has also been recognised as important to reduce incidence of youth 
homelessness, with early intervention (including the Reconnect program) appearing to account for most of 
the decrease in youth homelessness from 2001 to 2006 in Australia.xxi  

 
17 Note: A protective factor is a characteristic that is associated with reductions in the negative impact or likelihood of a problem 
outcome: O’Connell et al (2009), Preventing mental, emotional, and behavioural disorders among young people: Progress and 
possibilities, Washington (DC): National Academies Press (US), Accessed 18 June 2024. 



 

Nous Group | Review of the Reconnect program – Final Report | 28 June 2024 | 21 | 
 

However, early intervention and prevention initiatives are difficult to evaluate as early interventions 
intersect with a broad range of causal factors impacting a child or young person’s experience (described in 
more detail in Appendix C). To deliver an effective response, evidence indicates early intervention and 
prevention responses must reflect youth homelessness’ broad system intersections, and employ a place-
based approach to collaborate with actors inside and outside of local housing and homelessness 
systems.

xxiii

xxii This reflects emerging social services research suggesting that complex social issues are not 
effectively responded to by a single organisation or service, and require coordinated and aligned service 
responses (i.e. the Collective Impact model).  

Some early intervention and prevention programs prioritise a Collective 
Impact approach, such as the Community of Schools and Services 
(COSS) Model. The COSS model is currently being trialled overseas in 
Canada, the US and Wales,xxiv and was first piloted in Australia through 
the Geelong Project.xxv Other programs across Australia have also 
leveraged the COSS model, such as Logan Together.xxvi Best practice 
features (described in Table 2) from other domestic and international 
programs provide important lessons about how to deliver effective early intervention and prevention 
supports for children and young people experiencing homelessness. 

Table 2 | Early intervention best practice features 

Best practice features  
Other aspects of early intervention and prevention best practice identified from the literature include: 

• Coordinated entry, supporting a standardised ‘no wrong door’ approach for children and young 
people in need of supports.xxvii 

• Person-centred case management, focused on supporting development of a child or young 
person’s capacity for independence.xxviii 

• Effective data collection and monitoring that can inform practical ongoing improvements.xxix 

• Tailored services, sensitive to the specific needs of children and young people (and particularly 
those identified at higher risk of homelessness).xxx 

• Culturally appropriate and trauma-informed services, supporting a child or young person’s 
connection to their culture and ability to leverage cultural strengths, and acknowledging that 
many children and young people may have likely faced experiences of trauma.xxxi 

• Strengths-based services, focused on building upon a child or young person’s existing strengths 
to build protective factors and enhance resilience.xxxii 

• Trusting and respectful relationships, with services focused initially on establishing rapport and 
trust with a child or young person.xxxiii 

3.2 The Reconnect program is the Australian Government’s flagship 
investment in early intervention and prevention for children and 
young people experiencing homelessness 

The Reconnect program aligns with Australia’s broader policy and strategic landscape. 

Reconnect’s early intervention and prevention focus to prevent children and young people entering or 
escalating further into homelessness supports many national policy and strategic directives and reforms, 

“The Reconnect program 
represents the Federal 

Government’s investment in 
the future of young people 

nationwide.” 
- Reconnect Service Provider 
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including DSS’ 2023-24 Corporate Plan (Outcomes 2 and 4),xxxiv and national homelessness priorities, 
including the National Housing and Homelessness Agreement (NHHA). Reconnect also aligns with existing 
state and territory government housing and homelessness strategies (see Appendix C for more detail 
regarding state and territory youth homelessness political landscapes).  

Reconnect complements and aligns to broader Australian Government strategies and priorities to support 
children and young people in need of targeted intervention responses. These include Australia’s Disability 
Strategy 2021-2031, the National Plan to End Violence against Women and Children 2022-2032, and 
government programs such as Strong and Resilient Communities, and Helping Children Heal. These 
strategies and initiatives recognise housing and homelessness as a challenge that has disproportionate 
impacts on some population groups, and the need for increased early supports to improve outcomes for 
people at risk of or experiencing homelessness. 

Further, to help more Australians access safe and affordable housing, the Australian Government is 
currently developing a National Housing and Homelessness Plan (National Plan).

xxxvi

xxxvii

xxxv The National Plan 
recognises the need for cohesive national action across the housing spectrum, and looks to build on the 
work of state and territory governments to develop objectives supporting the agreed aspirational 10-year 
national vision. It is expected that prevention and early intervention will be a key focus for this new reform 
agenda and will inform the direction of government policies and programs.  Reconnect has strong 
potential to play a key role in this broader reform agenda, given the potential long-term benefits that can 
be provided to children and young people when they are provided support early.   

3.3 The Reconnect program is highly valued by the communities 
it supports, however, its visibility and intersection with the 
broader service system is varied 

The Reconnect program is highly valued by communities it has direct involvement with. 

Reconnect is highly valued by young people, their support persons and Reconnect Service Providers. 
Stakeholders including Reconnect Service Providers, young people and their support persons were hugely 
complimentary of the long-standing program, emphasising its value and impact to local communities and 
the networks that it is able to influence. 

Surveyed sector representatives (including youth peak bodies, housing organisations and community 
services organisations) reported to be aware of and familiar with Reconnect, with 61% of 23 respondents 
reflecting they were ‘Very familiar’ or ‘Familiar’ with the Program. These stakeholders reported that the 
Program has had a positive impact on youth homelessness outcomes, and achieving its desired outcomes. 

Reconnect clients engaged during site visits and in the survey (total of 184) 
also reported positive experiences with the Program, with: 

• 65% rating the Program as ‘Excellent’, and  

• 29% rating the Program as ‘Very good’. 

Reconnect clients value the young-person centred approach delivered by 
Reconnect, and the stability it provides through consistent and holistic 
supports (including counselling, goal setting and practical supports). 

“I'm very grateful that I 
was able to get access 

to the Program and that 
we found it.” 

- Reconnect client 
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A large part of the service system, however, does not know that 
Reconnect exists. 

A large number of stakeholders engaged throughout the Review, 
including state and territory government housing and education policy 
staff, had limited knowledge of Reconnect or its role in the system. 
State and territory government policy staff engaged through the survey 
and the forums reported that they were not familiar with organisations 
delivering Reconnect in their jurisdiction, and had limited to no interaction with Reconnect. Thirteen per 
cent of 23 surveyed sector representatives reflected they were not familiar with the Program. 

Stakeholders not familiar with Reconnect emphasised that more could be done to increase its visibility and 
intersection across the system (this is described in more detail in section 3.4).  

While many aligned programs are delivered across Australia, there appears to be a gap in 
targeted early intervention and prevention initiatives for children and young people 
experiencing or at risk of homelessness. 

Nous’ mapping of the housing and homelessness service landscape through publicly available data and 
consultations (see Appendix E for more detail) indicated: 

• While some states and territories deliver aligned programs to Reconnect, these tend to not be 
targeted at children and young people experiencing or at risk of homelessness. 

• Where early intervention and prevention supports are delivered, these tend to be attached to crisis 
response services such as transitional accommodation. 

• Services tend to target older cohorts of young people (15 to 24 years old), and there are few early 
intervention services delivering a targeted specialist or priority population service. 

Many stakeholders emphasised that Reconnect plays a unique role in the service landscape and fills an 
important gap. Surveyed Reconnect Service Providers reported limited knowledge of other targeted early 
intervention and prevention initiatives for children and young people experiencing or at risk of 
homelessness. Further, specialist Reconnect services were reported as an invaluable service offering, 
supporting different cohorts and communities who need targeted responses. Sector representatives, 
including peak bodies, housing and homelessness organisations and community services organisations 
also reported Reconnect as filling a gap (73% of respondents (n=11) strongly agreed that Reconnect fills a 
gap in local service systems).  

Figure 5 overleaf provides an excerpt of Reconnect Service Providers’ responses regarding the Reconnect 
program’s value in the landscape.  

“Reconnect has a strong 
brand in certain areas… but 

is not well known in others.” 

- Australian Government 
stakeholder 
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Figure 5 | Reconnect Service Provider reflections regarding the Reconnect program 

 

3.4 Since Reconnect was established, the service system has 
shifted and the Program has adapted accordingly 

Reconnect is a long-standing Program that has undergone minimal changes since its inception.  

The Reconnect program has experienced minimal changes since its introduction. A review of Reconnect’s 
current and past Operational Guidelines and consultations with stakeholders indicated:  

• The key objectives of the Program and the services it delivers have remained largely unchanged. 
Throughout its existence, the Program has consistently aimed to enhance children and young people’s 
engagement with family, employment, education, training, and the community.  

• The service model has remained consistent in the Operational Guidelinesxxxviii and included goal 
setting, counselling, mediation, group work, practical support, and case management. 

• Specialist services catering to specific participant groups needing targeted responses, for example 
those who identify as First Nations, LGBTIQA+ or CALD, have always been part of the service provision. 

• The Program has emphasised place-based responses to youth homelessness (in line with best 
practice) between Reconnect Service Providers and local service providers to support referrals and the 
transition of children and young people and their families to and from other services as required.  

• Good Practice Principles have always underpinned delivery of the Program (see Figure 4 in Section 2). 

• The number of services has remained relatively consistent, with the total number of national 
Reconnect services only growing by 5 between 2003 and 2024 (from 96 to 101).  

The housing and homelessness sector has evolved since Reconnect was introduced in 1999. 

Beyond Australia’s significant recent housing supply and demand challenges (see Appendix C), the Review 
found that COVID-19 has had a substantial impact on rates of homelessness, with some states and 
territories recording over double the number of rough sleepers in 2020 in comparison to 2016.xxxix The 
research outlined that the pandemic has also contributed to increased levels of disengagement with 
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education and student attrition.xl Stakeholders emphasised the visible impacts of COVID-19 on children 
and young people’s needs, including their mental health and disengagement with school. Forty-one per 
cent of Reconnect Service Providers cited COVID-19 as the biggest challenge currently facing the delivery 
of Reconnect – and many provided similar responses through the survey, described in Figure 6. 

Figure 6 | Reconnect Service Provider reflections on changing landscape 

 

Other changing environmental factors reported to impact Reconnect clients’ needs and the delivery of 
Reconnect included: 

• Increased rates of domestic and family violence and family 
conflict leading to more young people leaving home. Reconnect 
Service Providers reported they are seeing increased rates of 
family and adolescent violence, and family breakdowns which 
causes a lot of children and young people to leave home. They 
also emphasised that these have become more complex and 
multifaceted (requiring a more systemic response, as opposed to 
a standalone service response). 

• Increased complexity of client need. These needs were reported 
to correlate with increased demand for Reconnect Service 
Provider services and other intersecting services (including mental 
health services, access to the NDIS and housing supports). Seventy-four per cent of reviewed AWPs 
identified this as a current delivery challenge. 

• Children and young people being at risk of homelessness younger. Reconnect Service Providers 
reported young people, and particularly children, as experiencing increased rates of isolation and 
mental health challenges, and in need of earlier intervention supports earlier. This was reported 
through consultations and the survey to cause Reconnect clients to require increasingly complex 
supports (necessitating longer periods of service) by the time they are eligible to access Reconnect.  

• Increased costs and workforce recruitment and retention challenges. Reconnect Service Providers 
reported the challenge of increasing service delivery cost (100% of Providers identified this through 
consultations). Workforce attrition, training and recruitment was also identified as an increasing 
challenge (89% of reviewed AWPs identified this as a current delivery challenge). 

The effects of COVID-
19 pandemic have been 
significant and providers 

in the service delivery 
landscape are all 
struggling with 

increasingly complex 
client cases, changing 
family unit dynamics, 

social isolation and 
disengagement from 
schools for YP, rising 

mental health issues and 
all within the context of 

a housing and costs of 
living crises.

We have found young 
people are more isolated 

and experiencing 
complex mental health 
conditions which often 

increase vulnerability to 
homelessness. We have 
noticed as a result of
Covid-19 increased 

wait times for service 
delivery across the 

mental health sector as 
a whole. 

COVID-19 and increased costs have 
impacted young people significantly... 

This has impacted [young people’s] 
transition to adulthood, with 

independence almost unattainable for 
many young people we work with.

Since 2020, young people have 
become more disconnected from school

and this has put added pressure on 
households.

“Poor relationships lead to 
family breakdown, increased 
domestic and family violence 

- this decreases the safety 
net for families to prevent 
young people becoming 

homeless, or families 
becoming homeless.” 

- Reconnect Service Provider  
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Reconnect is delivered in a place-based way that adapts to local needs and context.  

Reconnect Service Providers operate in very different circumstances – including responding to different 
children and young people with varying needs based on their geographical area, level of socioeconomic 
disadvantage and organisational maturity and scale. Context is important when analysing outcomes and 
the experiences of key stakeholders, including the Providers. These differences include: 

• The types of services delivered, and clients supported. Reconnect Service Providers vary significantly 
in their focus, particularly Specialist Providers. This means that services delivered, clients engaged, and 
key intake and referral pathways tend to vary for Reconnect Service Providers (although schools tend 
to be reported as the primary intake pathway). 

• Levels of remoteness. Reconnect is delivered across metropolitan, regional, remote and very remote 
landscapes which experience varying levels of demand, complexity of demand, local service capacity 
and community challenges. This means Reconnect Service Providers operate in diverse service 
landscapes with distinct service enablers and barriers.  

• Organisational size and maturity. Some Reconnect Service Providers deliver Reconnect as one activity 
at one outlet, and as their only service (i.e. do not deliver services funded outside of Reconnect), while 
others operate nationally with multiple Reconnect activities and outlets, complemented by other 
separately funded services. This means Reconnect plays a different role for each Provider (e.g. a core 
source of funding for some smaller Providers), and some aspects of program delivery (e.g. 
administration and reporting) can be more burdensome for some Providers. 

3.5 There is large variation in the way Reconnect is delivered to 
support children and young people and their families.  

Reconnect’s flexible Operational Guidelinesxli (described in more detail in 
section 2.1) are recognised as a key strength of the Program which has 
supported the delivery of many different activities. This has allowed 
Providers to adapt over time to their circumstances, create a unique role for 
themselves in their network and respond directly to the needs of children 
and young people. However, this shift has meant there is large variation in 
the way Reconnect is delivered to support children and young people and 
their families across Australia. Reconnect’s variation at a program level also 
makes:  

• Reconnect’s scope difficult for stakeholders to understand. State and territory government 
education policy officers reflected that Reconnect’s broad remit makes it hard to conceptualise what 
the Program does and how this intersects (or could intersect) with schools (see further below). 

• Reconnect is challenging to evaluate and report on. This is particularly the case when looking to 
understand the Program’s outputs and impacts at a program level (this is further described in section 
5.4). 

The Review found that Providers place different emphases on key program characteristics, detailed below.  

Many are operating more as a crisis response service. 

Many Providers reported that they support young people in crisis, and provide supports over and beyond 
Reconnect’s remit of early intervention and prevention. This creates a challenge for service delivery as 
Reconnect Service Providers are placed under significant pressure to provide crisis interventions and/or 

“Reconnect has 
increasingly become a 

catch all service."  

-  Australian Government 
stakeholder  
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undertake rapid referrals to crisis services (such as accommodation or 
mental health services). Providers emphasised this places increased risk 
on their organisation and contributes to increased rates of workforce 
stress and burnout. 

The Review found that this has been driven by: 

• A lack of other services to refer to. This was a significant challenge 
reported by Reconnect Service Providers through consultations and 
the AWPs, in particular in regional and remote areas. 

• Difficulties establishing relationships with referral organisations. Metropolitan Reconnect Service 
Providers reported challenges in developing long-standing relationships with referral organisations 
(especially where these organisations experience high attrition 
rates). Regional and remote Providers tended to report closer 
relationships with local services, noting they are often limited with 
options to refer to (as outlined above). 

• Long waitlists for other services. Reconnect is reported to work 
closely and provide referrals to GPs, NDIS services, mental health 
services and local community services. These services tend to have 
long waitlists, causing Providers to be pressured to provide more 
holistic supports (e.g. counselling).  

• Strict eligibility criteria for other services, in particular mental 
health services and other housing and accommodation services. 
Age is reported as often the greatest barrier for accessing these 
services. 

• Increased complexity of children’s and young people’s needs, particularly since COVID-19 (see 
above).  

Some Providers are still purely focused on early intervention and prevention.  

Some Reconnect Service Providers reported they focus solely on providing early intervention and 
prevention support to children and young people. Fifty-nine per cent of AWPs (of 100) identified 
connecting young people with timely and appropriate supports as a key outcome achieved by the 
Program, indicating they are providing support and then connecting them to other services, as intended. 

The Review found that the focused delivery of early intervention and prevention supports is enabled by: 

• Effective engagement with local schools to connect Reconnect 
with young people in need of supports as early as possible. 
Families engaged through this Review identified that the 
Reconnect workers played a key role in working with them and 
attending meetings at the school acting as an intermediary.  

• Strong relationships with referral organisations who Reconnect 
can refer to when children and young people are in crisis. In 
particular, Reconnect Service Providers cited the importance of 
pathways and relationships to local mental health services and 
other health services so they do not have to ‘hold’ children and young people longer when they are 
needing more intensive support.  

• Working closely with families and support persons. Many Providers emphasised the importance of 
working closely with families and other support persons when supporting children and young people 

“A high number of referrals are 
coming in at crisis point, rather 

than the early stages of 
identified issues.” 

- Reconnect Service Provider  

 

“The Reconnect program 
engages well with youth when 
they are low risk, but it creates 
challenges when the program 

refuses to intake young people 
deemed as too high a risk. This 

can cause young people in 
need to be left without a 

service.” 
- State and territory 

government policy officer 

“Reconnect provides stability 
for a young person early, 
and irons out challenges 

they may be experiencing.” 
- Reconnect Service Provider 
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through the Program. Given the Program’s focus on family reconciliation (where practicable and safe 
to do so), some Providers emphasised the importance of family mediation to achieve positive longer-
term outcomes compared to a child or young person entering into the homelessness system. 
However, practically this can be difficult when families are disengaged or transient, and when the 
Reconnect case workers are experiencing high demand for support. 

Further, most see building protective factors and other early intervention and prevention initiatives as the 
most important thing that Reconnect can achieve given the system constraints. Most Reconnect activities 
are delivered to increase young people’s understanding and application of protective factors (reported by 
89% of Providers in their AWP), including building awareness of services, risk factors and improving 
relationships with their families.  

Some do not see Reconnect as a youth homelessness program – and feel limited in their ability 
to influence housing outcomes.  

Some clients and their support persons reported that they were not at risk of, or experiencing 
homelessness when they accessed Reconnect, and were surprised that this was the focus and intent of the 
Program. Many Reconnect Service Providers tend to support children and 
young people in the school setting or experiencing other issues (but still 
living at home). Families cited they were discouraged to access Reconnect 
due to its homelessness criteria, despite being told they could still access the 
Program for other reasons. Reconnect clients also reported struggling to self-
identify as ‘at risk of homelessness’ when in need of other supports (e.g. 
struggling with disengagement from school). Many stakeholders commented 
on the need for the focus and remit of the Program to be clearer to those 
wanting to access it across the system. 

Further, some Providers reported that they are limited in their ability to support children and young 
people experiencing homelessness. These Providers emphasised that they are constrained by broader 
housing supply issues, with many commenting on the long waitlist for housing in their local areas – and 
most not providing accommodation services through their organisation. Despite this being the focus of 
the Program, few Providers observe connecting young people with safe, secure and stable housing as a 
key achievable outcome of the Reconnect program (identified by 4% of 138 survey respondents).  

Reconnect Service Providers reported the Program’s intended age range, catchment areas and 
intended service period can limit their ability to appropriately support cohorts in need.  

Reconnect Service Providers reported some service delivery challenges associated with the Program, 
including the Program’s: 

• Age eligibility. Reconnect Service Providers reported 
challenges delivering services to children and young people 
aged 12 to 18 years old (and up to 21 years old in the case of 
newly arrived youth). Most emphasised that they are seeing 
more children and young people in need of support (e.g. 
below the age of 12 and as young as 8) and often meet their 
out-of-scope threshold with this group.18 This is exacerbated 
in more remote areas where there are limited other services – 
and when younger siblings of clients need support. 
Reconnect Service Providers noted that working with younger age groups would likely deliver more 

 
18 Up to 10 per cent of a Reconnect Service Providers’ participant caseload can be out-of-scope clients who are either outside the 
target group, including age range or who live outside of the funded geographic area. See Operational Guidelines, Section 3.4. 

“The young people I’m supporting 
were turning 18, and I had to refer 

them into other programs 
delivered by my organisation so I 

could keep giving them the 
support they need.” 

- Reconnect Service Provider 

“Reconnect (as a brand 
and name) makes sense, 

but the homelessness 
aspect, not so much.” 

- Support person 
 

 

 

 

https://www.dss.gov.au/families-and-children/programmes-services/reconnect/reconnect-operational-guidelines/reconnect-operational-guidelines
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effective early intervention supports for children and young people at risk of homelessness. More 
information on Reconnect’s outcomes delivered for different age cohorts is provided in section 5.5. 

Reconnect Service Providers also reported challenges seeing older cohorts in need of support. Where 
a young person near the age of 18 accesses the Program, Reconnect Service Providers reflected they 
had to prioritise quick referrals of the young person to another service to continue providing support. 
Some Providers reflected that older cohorts aged 16-18 tend to be transitioning to independence, and 
are in greatest need of Reconnect’s support (e.g. practical supports like applying for Centrelink, and 
enrolling for Medicare).  

• Prescribed catchment areas. Reconnect Service Providers reported challenges delivering services in a 
prescribed region given demand for services and the complexity of need. Some Providers identified 
that children and young people in crisis tend to be transient, which can create service delivery 
challenges when they are accessing Reconnect but have moved outside of the prescribed region. 
Further, not all Reconnect services provide outreach as they are constrained by resources. Specialist 
Reconnect Service Providers emphasised this challenge as there are fewer services focussed towards 
priority populations and high demand for the service within and beyond their prescribed catchment 
area.  

• Timeframe of support. Reconnect Service Providers reported challenges delivering services to a 
young person within three to four months. DEX data indicates 
that 54% of Reconnect clients accessed the Program for less 
than 90 days, with a median of seven sessions. Some clients 
engage with the Program for much longer (41%). Reconnect 
Service Providers reported that the initial three to four months 
is often how long it takes to build rapport and trust with 
children and young people. They emphasised that this means 
they often are prematurely exiting children and young people 
from the service. Children and young people also emphasised 
that this time period was too short – and some noted that this 
has resulted in them reengaging with the Program after exiting. 

3.6 The operational administration and management of the 
Reconnect program could be strengthened 

The Reconnect program is delivered by DSS’ Housing and Homelessness Program Delivery Branch, who 
manage overall program design and delivery. State and territory-based FAMs support delivery of the 
Program acting as the first point of contact for Reconnect Service Providers, and providing assistance with 
program planning, data and reporting and administration.  

DSS staff reported administration and management of the Reconnect program as generally effective. The 
AWPs were reported as an effective reporting mechanism for DSS, which help provide useful insights 
around what is being delivered by Reconnect Service Providers. Qualitative reporting in the AWPs is 
reported as particularly valuable, which provides DSS with case study examples of the Program, and an 
understanding of what is working well and not so well. Some Reconnect Service Providers also reported 
the AWPs as effective and appropriate in length and detail for the size of the Program.  

However, DSS and Reconnect Service Providers experience some administration challenges associated 
with the Program, detailed in Table 3. 

“The 12 weeks of service was not 
close to enough to support my child. 

We had to re-access the program a 
year later as my child was not ready 
to leave the program at the end of 

the service period.” 
- Support person 
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Table 3 | DSS and Reconnect Service Provider administration challenges 

DSS administration 
and management 
challenges include: 

• Using DEX. DSS staff reported accessing and analysing DEX data as a 
challenge, and that it can be difficult to clearly understand what is being 
reported by Reconnect Service Providers through the platform. 

• Engagement with aligned government agencies. DSS reports challenges 
engaging with other federal and state and territory government agencies to 
appropriately promote and coordinate the Reconnect program across the 
sector.  

Reconnect Service 
Provider 
administration and 
reporting challenges 
include: 

• Recording data through DEX. Reconnect Service Providers reported limited 
training and guidance on how to use DEX, and that they often learn to use 
DEX through trial and error. DEX was also identified as often duplicating 
data entry, as Reconnect Service Providers tend to record data on their own 
internal systems. Reconnect Service Providers reflected that as they do not 
receive any outputs from data entered into DEX, they need to collect and 
record their own data to inform service decision-making.  

• Working productively and efficiently with FAMs. Some Reconnect Service 
Providers reported challenges engaging with their FAM, particularly where 
the role had been subject to staff turnover. Regular virtual calls were 
reported as helpful to keep Reconnect Service Providers up to date of 
Reconnect program processes, streamline DEX reporting and ensure FAMs 
are familiar with Reconnect Service Provider’s services. Some Reconnect 
Service Providers also reported challenges adjusting AWP goals and targets 
with FAMs. 

DSS and Reconnect Service Providers also reported some challenges regarding DEX and attribution of DEX 
SCORE domains to program outcomes. This is described in more detail in section 5.7.  

“Having regular engagement with our FAM is really helpful – it helps to get us both on the same page, 
and allows us to showcase what we are delivering through Reconnect.” 

- Reconnect Service Provider 
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4 Review findings: Efficiency of the Reconnect 
program 

 

The section seeks to answer the following Review KLE: Does the Reconnect program 
represent value-for-money for the Australian Government? 

4.1 Reconnect funding has increased with indexation over time 
The average funding per Reconnect activity19 has increased over time from 2018/19 to 2022/23. The 
annual rate of increased funding over this period of time is larger than the increase in annual inflation, as 
highlighted in Figure 7. The largest relative annual increases in funding are from 2020/21 to 2021/22 
(15.9%), and 2021/22 to 2022/23 (9.2%).  

Figure 7 | Average funding per Reconnect activity from 2018/19 to 2022/23 

 

Though funding has increased over this period, Reconnect Service Providers perceived that funding had 
not kept pace with inflation or the increasing cost of delivery (which includes staffing costs, administration 
costs, operational costs and brokerage). If the Program’s funding had not increased in-line with the cost of 
delivery, this may explain why the average number of sessions per Reconnect activity decreased each year 
from 2019/20 (where the average number of sessions would be expected to increase with higher levels of 
funding). However, Figure 8 demonstrates that, despite the increased level of funding each year, the 
number of sessions has decreased since 2019/20. 

 
19 Reconnect activities are the 101 funded service activities across Australia. 
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Figure 8 | Average funding and average number of sessions per Reconnect activity from 2018/19 to 
2022/2320 

 

Most Reconnect Service Providers reported they do not cross-subsidise funding and do not 
receive other program grants to support Reconnect clients.  

Majority of Reconnect Service Providers do not cross-subsidise Reconnect and do not receive additional 
funding for programs that support Reconnect clients. Seventy-eight per cent (n=94) of Reconnect Service 
Providers reported in the survey they did not receive additional funding to deliver services that also 
support Reconnect clients. However, interviews revealed that Reconnect Service Providers often deliver 
other programs and services including SHS, family-based services and other early intervention and 
prevention programs.  

These interviews suggested that Reconnect Service Providers may not be directly cross-subsidising 
Reconnect or supporting Reconnect clients through other early intervention and prevention programs. 
However, they may be utilising other program resources or their broader overheads (such as additional 
staff or office space) to support the Program when needed. This would support Reconnect Service 
Providers to service the demand for Reconnect in light of what they perceive as increased costs of delivery 
above the Program’s annual indexation payment, and would mean that the cost to service clients is 
actually greater than the funding provided. The quantitative data makes this assertion unclear, as the 
average number of sessions per Reconnect activity has reduced despite increased level of funding above 
the rate of inflation. This warrants further investigation by DSS. 

4.2 Reconnect is relatively cost efficient to deliver compared to other 
early intervention and prevention programs 

The cost to deliver the Reconnect program was approximately $2,175 per individual across 2018/19 to 
2022/23.21 The cost to deliver the Reconnect program per individual has been compared to similar 
programs in Table 4, including those that focus on youth, early intervention and prevention, homelessness 
and that provide housing. Whilst this includes a breadth of programs, it is important to include these 
different comparisons as there is no exact comparison program to Reconnect as an early intervention and 
prevention program that is focussed on preventing youth homelessness but does not provide housing.  

 
20 This figure has been calculated using the total number of sessions from DEX, which incorporates a combination of individual 
client sessions, group client sessions and support person sessions. 
21 Please see the Quantitative analysis methods section in Table 10, Appendix A for more detail on how this was calculated. 
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It is also worth noting the Review has not conducted a cost effectiveness analysis (where the cost of 
producing specific outcomes is compared) as there is not available data on the extent to which a child or 
young person avoids homelessness through the Reconnect program. Therefore, the cost effectiveness of 
the Program in contributing to the avoidance of children and young people entering into homelessness 
cannot be accurately measured. 
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Table 4 | Comparison of cost efficiency 

Program Description 
$ per client ($ 

2022/23) 
Youth focus 

Early 
intervention and 

prevention 
Homelessness 

Housing 
attached 

Youth Foyerxlii 
Integrated learning and accommodation settings for young people, 
typically aged 16-24, to live in for up to two years. This integrates 
housing, education, employment and life skills. 

$39,971     

Sustaining Young 
People’s 
Tenanciesxliii 

Mobile support services to assist young people aged 16-25 who are 
in social housing and are at risk of losing their tenancy and 
becoming homeless, to sustain their social housing tenancy. 

$9,383     

Homeless Youth 
Assistance 
Programxliv 

Supports unaccompanied children and young people aged 12-16 
access to integrated support and accommodation services – with a 
focus on reunifying children and young people with their families 
and broader support networks, as well as enabling them to 
transition to longer-term support accommodation. 

$21,127     

SHS 
All services provided by specialist homelessness agencies to 
support clients who are homeless or to prevent homelessness from 
occurring among those at risk of homelessness. 

$3,499 22 23  24 

Functional Family 
Therapy – Child 
Welfare (FFT-
CW)xlv 

A short-term family therapy that aims to address problems within a 
family that may result in a child or young person entering Out of 
Home Care. 

$16,828  
(not including 
establishment 

costs) 

    

Multi-Systemic 
Therapy (MST)xlvi 

An intensive family and community-based treatment that addresses 
the multiple causes of serious antisocial behaviour in juvenile 
offenders. 

$30,581  
(not including 
establishment 

costs) 

    

 
22 Note that some but not all SHS will have a youth focus. 
23 Note that some but not all SHS will have an early intervention and prevention focus. 
24 Note that some but not all SHS will provide housing. 
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Program Description 
$ per client ($ 

2022/23) 
Youth focus 

Early 
intervention and 

prevention 
Homelessness 

Housing 
attached 

Tenancy 
Supportxlvii 

Tenant support programs under the previous National Partnership 
Agreement on Homelessness in Victoria, South Australia and 
Western Australia. 

$2,732     

The Cottagexlviii 
Program for people who are homeless or at risk of homelessness 
and require hospital in the home services and assistance with 
managing medication and personal care. 

$6,211     

Housing Support 
Workers Corrective 
Servicexlix 

Housing support worker programs for people exiting correctional 
institutions $11,245     
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These figures suggest that Reconnect is relatively more cost efficient to deliver per individual, compared to 
other similar programs (particularly those that are early intervention and prevention or focussed on 
reducing homelessness). Additionally, the total funding for the Reconnect program is much smaller than 
government investments in other similar services. For example, the recurrent expenditure on SHS was $1.4 
billion in 2022-23. The expenditure on Reconnect in the same year was $29.1 million, which is 
comparatively approximately only 2% of the SHS expenditure. 

4.3 Within the Program delivery, there is a large ‘tail’ of activities 
delivered at a high-cost point, suggesting more can be done to 
improve operational efficiency 

Of the 101 Reconnect activities, each activity’s funding per session in 2022/23 has been calculated and 
graphed as illustrated in Figure 9.  

Figure 9 | Cost efficiency across the Reconnect activities in 2022/23 

Key insights from assessing the cost efficiency across Reconnect activities include: 

• Most Reconnect activities were delivered in a cost-efficient way, with more than half (55.4%) of these 
activities delivered at less than $500 per session, and most (18.8%) spending approximately $200-$300 
per session. This may be driven by the fact that Reconnect does not provide housing, and has a less 
intensive model compared to some other services. It is worth noting that Reconnect does rely on other 
services to achieve outcomes (which they refer clients to), and those costs are not attributed here (see 
further in section 5.2). 

• There is large variability in the funding per session across Reconnect activities; the median funding per 
session is approximately $429, yet 26 (25.7%) Reconnect activities have funding per session that is 
more than double this amount. Reconnect activities operating well above the median typically 
operated with low throughput numbers during the 2022/23 period. This could be due to Reconnect 
activities having low demand, higher intensive models with longer session times, poor performance, or 
referral networks not working as effectively as they should. 

• Additionally, there are two Reconnect activities who deliver the Program at above $2,000 per session – 
at $5,014 and $14,390 per session. These are likely outliers in the data, as the activities receive funding 
amounts that are greater than the median, but report a relatively low number of individual client 
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sessions. These Providers are not reporting a high number of total client sessions (which include 
support person sessions) which indicate there is likely underreporting/data quality issues. 

• Overall, there is opportunity for DSS to understand why some Reconnect activities are delivering a 
much more cost-efficient service and to understand how this data translates to outcomes. This further 
analysis will help identify how some Reconnect activities could be operating in a more cost-efficient 
way and ideally lead to a more efficient delivery of outcomes across the service. 

The cost efficiency per remoteness level is lowest for regional areas and highest for major city 
and remote areas. 

The data suggests there is a variation in the cost of service delivery across Australia:  

• Across different levels of remoteness, activities in inner regional and outer regional areas have the 
lowest median cost per session ($359 and $216, respectively). This may be due to Reconnect activities 
in regional areas operating with effective referral networks, which was identified by Reconnect Service 
Providers through consultations and AWPs. 

• Reconnect activities across metropolitan ($500 median cost per session), remote ($641 median cost 
per session) and very remote ($626 median cost per session) areas are relatively less cost efficient. 
This may be due to higher staffing and transport costs in remote regions, identified by Reconnect 
Service Providers through the survey, consultations and AWPs. However, the high cost for major city 
activities may require further investigation. Additionally, the median cost of remote activities has been 
skewed due to a large outlier and a small count of activities, and would be $472 excluding this outlier. 

This is further described in Table 5 below.  

Table 5 | Cost efficiency across Reconnect activities per remoteness level in 2022/23 

 Low High Average Median Count 

Overall $103 $14,390 $767 $429 101 

Major city $129 $5,014 $740 $500 57 

Inner regional $178 $1,622 $554 $359 21 

Outer regional $103 $1,086 $324 $216 14  

Remote $180 $14,390 $3,272 $641 5 

Very remote  $399 $1,6401 $823 $626 4 

Non-specialist services are slightly more cost efficient compared to specialist services. 

The median cost per session for non-specialist services ($410) is relatively lower than the median cost for 
specialist services ($500). Consultations with specialist services highlighted that they often provide 
individualised support to clients rather than group work, which would create higher costs to deliver per 
session. However, further investigation would be required to understand this difference. 

This is further described in Table 6 below. 



 

Nous Group | Review of the Reconnect program – Final Report | 28 June 2024 | 38 | 
 

Table 6 | Cost efficiency across Reconnect activities per specialist and non-specialist services in 2022/23 

 Low High Average Median Count 

Specialist $134 $14,390 $1,085 $500 31 

Non-specialist $103 $5,014 $626 $410 70 

4.4 Reconnect has several cost drivers and is largely driven by 
staffing costs  

A number of cost drivers were identified that impact on managing and operating the Program. These cost 
drivers have been detailed in Figure 10 below. 

Figure 10 | Cost drivers for Reconnect Service Providers 

 

 

  



 

Nous Group | Review of the Reconnect program – Final Report | 28 June 2024 | 39 | 
 

5 Review findings: Effectiveness of the Reconnect 
program 

 

The section seeks to answer the following Review KLE: To what extent is the Reconnect 
program achieving its desired outcomes? For whom? 

 

5.1 Reconnect has supported over 30,000 clients across over 
470,000 sessions 

Reconnect supports a broad range of children and young people with specific demographics and needs, 
supporting over 30,000 individual clients across over 470,000 sessions25 from 1 July 2018 to 31 December 
2023. Figure 11 further details the demographic spread of children and young people over this period.  

Figure 11 | Reconnect client profile snapshot26 

 

The key insights from the Reconnect client profile includes:  

• A higher proportion of females engaged with the Program. 

• The proportion of clients outside the eligible age range was within the 10% range that Providers can 
use for out-of-scope clients. 

• Clients who identified as First Nations (23%) were overrepresented compared to the general 
population (3.8% in 2021),l but broadly aligned to the proportion of the homeless population (20% in 
2021).li  

 
25 These figures do not include group clients or group client sessions, as their demographic and Reconnect engagement data is not 
individually captured in DEX. 
26 Of the 8% of children and young people outside of the eligible age range, 4% of children and young people were under the age of 
11, and 4% of children and young people were 22 years or older; 11% of children and young people engaged did not disclose their 
disability status. 

of children and young people 
engaged by the Reconnect 
program identified as CALD.11%

Of children and young people 
engaged:
• 58% identified as female
• 40% identified as male
• 1% identified as intersex
• 2% did not disclose their gender.

Gender

Experiencing disability Multicultural

of children and young people 
engaged by the Reconnect 
program identified as 
experiencing a disability.

15%

First Nations

of children and young 
people engaged by the 
Reconnect program 
identified as First Nations.

23%

Of children and young people engaged:
Age

• 21% were 12 – 13 years old
• 32% were 14 – 15 years old
• 34% were 16 – 18 years old
• 4% were 19 – 21 years old
8% were outside the eligible age range.

RECONNECT CLIENT PROFILE
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• Clients who identified as experiencing disability (15%) was broadly aligned with the general 
population (17.7% of the population in 2018),lii but slightly higher than that of those experiencing 
homelessness (9.5% of SHS clients in 2022-23 identified as experiencing disability). liii  

• 11% of clients identified as CALD (noting DEX defines CALD specifically as being both born overseas 
and speaking a main language other than English at home). Further investigation would be required to 
determine if those who identify as CALD are underrepresented in the Reconnect Program. 

5.2 Children and young people usually enter Reconnect through 
educational agencies and are supported within the 3-4 
month timeframe 

Clients through Reconnect have a varied journey which typically lasts for a median of 77 days 
(approximately 2.5 months) over 7 sessions, and the DEX data outlines that this is predominantly through 
advocacy/support, intake/assessment and information/advice/referral sessions.27 Figure 12 summarises the 
overall client pathway through the Program, using service activity data collected from 1 July 2018 to 31 
December 2023.  

Figure 12 | Reconnect client journey snapshot28 

The key insights from the service activity data includes: 

• As educational agencies were the greatest referral source for the Program (35%),29 building local 
relationships with schools and awareness of the Program is important for early identification of those 
at risk. However, consultations revealed that relationships with schools are varied, and Reconnect 
Service Providers have different levels of access to schools (see further detail in section 5.8 below).  

• The types of activities provided were less focused on targeted interventions, such as counselling or 
family mediation services. However, consultations with Reconnect Service Providers identified that 

 
27 Despite intake/assessment sessions only accounting for 8% of total activity, they are recognised as a key activity for Reconnect 
clients as they are likely undertaken by each client that accesses the Program.  
28 Note: Referrals into the service has excluded those categorised as ‘unknown.’ 
29 It is assumed that educational agencies are referring mostly to schools. Schools were identified through other Review activities as the 
main educational agency Service Providers engage with. 
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these interventions were often provided in a range of different ways, not just through targeted 
sessions, for instance providing counselling whilst transporting a young person between services, or 
interacting with a support person when transporting a young person home. Therefore, the specific 
activity data may not be fully representative of the types of services provided. Further, Reconnect 
Service Providers reported the way they report on the activities in DEX may not be aligned to the 
definition or intent of the DEX categorisation.  

• The median service duration of 77 days suggests that clients access Reconnect for a shorter time than 
the 3-4 month period suggested in the Operational Guidelines,liv though consultations emphasised 
this period is too short. 

• Clients are most often referred out to mental health, education/wellbeing and community 
participation services. Consultations identified that clients were often referred out to a range of 
services, with mental health, health and practical services being most cited. Young people emphasised 
being connected to Centrelink and Medicare, and support to get their driver’s license and Tax File 
Number was valued. 

• The program seemed to have been effective in servicing clients and meeting their needs. The 
majority of clients exited the service as they do not need to access the service anymore (approximately 
64%), with nearly half having reported that their needs were met. However, the data does not provide 
further detail about what constitutes a young person no longer needing assistance and this could be 
further explored by DSS. It should also be noted that only a small proportion of clients have an exit 
reason recorded in DEX. Consultations with children and young people revealed that they have re-
accessed the service after exiting as they did not feel 3-4 months was long enough to get the support 
they needed. 

5.3 Reconnect has supported attainment in relevant short-term 
outcomes for children and young people 

A Program Logic has been developed which outlines the outcomes Reconnect is expected to achieve (see 
Appendix A). The Review has drawn from a range of sources to outline the extent to which the Program 
has contributed to improved outcomes aligned to the Program Logic, illustrated on the next page.30 It is 
worth noting that only the attainment of short-term outcomes could be reported on using these sources. 
These outcomes align to the evidence that early intervention and prevention initiatives are an effective 
response to youth homelessness – as they build protective factors, including awareness of supports, 
relationship with family, engagement with education and employment and can support the earlier 
identification of risk factors before children and young people enter homelessness (see section 3.1).   

Reconnect Service Providers emphasised the importance of building protective factors as part of their 
service delivery: 89% of Reconnect Service Providers through AWPs (n=100) indicated ‘increasing young 
people’s understanding, use and application of protective factors’ was a key intended outcome of their 
service delivery, and 46% of Providers in the survey (n=129) identified ‘increasing the protective factors of 
young people to build resilience’ as one of the top three outcomes of the Program. 

As outlined in the figure overleaf, the key insights on Reconnect’s attainment of short-term outcomes 
includes: 

 
30 For the DEX SCORE domains, SCORE outcomes are recorded on a scale of 1-5, with the number showing the mean change across the 
cohort between an individual’s first recorded SCORE (on entry) and their last (on exit). The Review has assumed that any DEX SCORE 
increase has contributed positively to children and young people’s outcomes, with larger SCORE increases indicating greater positive 
changes in outcomes. 
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• Reconnect was most effective at helping children and young people build their understanding of 
supports they can access and helping them engage with these, as well as building the resilience of 
individuals. The Program was also effective at supporting children and young people to improve their 
understanding of risk factors.  

• Reconnect has improved the housing situations for some children and young people, albeit there is 
limited data to understand the extent to which this has been achieved long-term.  

• Reconnect has helped children and young people access timely and appropriate supports, improving 
their connection with family, employment, education and community connection, though the Program 
was relatively less effective at supporting children and young people to improve their engagement in 
employment. 

• Reconnect has supported family, carers and the community to identify risk factors of homelessness 
and support children and young people at risk of homelessness, and to increase their awareness of 
available supports and facilitate a child or young person’s access, though both of these outcomes 
were not key focus areas for Providers.  

• Reconnect has improved the relationship of families and their ability to manage conflict, through 
family mediation activities – with many Reconnect Service Providers emphasising the importance of 
family mediation to achieving positive longer-term outcomes compared to a child or young person 
entering into the homelessness system. 

• The Program is inconsistent in improving system coordination, which often differs across remoteness 
levels (often done most effectively in regional and remote areas).  

  



 

Nous Group | Review of the Reconnect program – Final Report | 28 June 2024 | 43 | 
 



 

Nous Group | Review of the Reconnect program – Final Report | 28 June 2024 | 44 | 
 

5.4 Reconnect can improve the housing situation of some 
children and young people, however, better data is needed 
to understand its longer-term system impacts  

Data suggests that Reconnect has improved the housing situation of some children and young 
people in the short term. 

As outlined above, the DEX and survey data demonstrate that Reconnect has improved the housing 
situation of some children and young people in the short term:  

• There was an increase of 1.17 in the DEX SCORE for a client’s housing indicator (describes 
improvements in the client’s housing stability or in addressing the impact of poor housing to improve 
independence, participation and wellbeing). 

• Eighty-five per cent of Reconnect Service Providers in the survey (n=97) report that they observe the 
Program to be effective at reducing people entering into or further into homelessness (50 strongly 
agree, 32 somewhat agree). 

• Seventy-nine per cent of clients in the survey (n=125) reported that Reconnect helped improve their 
housing situation. 

Though the Program Logic identifies medium-term (0 to 6 months after exiting the Program) and long-
term outcomes (6 months to 2 years after exiting the Program) that Reconnect aims to achieve, the data 
collected for the Review predominantly identifies client outcomes close to exiting the Program. Therefore, 
it is difficult to comment on the extent to which medium-term or longer-term outcomes have been 
achieved. For instance, DEX data only reports on clients before they exit the Program and does not provide 
outcomes data for clients in the duration after they have accessed the Program. Further, this Review was 
not able to compare to a counterfactual group, making it difficult to ascertain the extent to which the 
Program prevented people from avoiding homelessness in the long-term.  

The Program is anecdotally reported to have made positive long-term impacts to the housing 
situation of children and young people. 

Despite this, many Reconnect Service Providers anecdotally reported significant long-term client outcomes 
achieved by the Program. Reconnect clients and their support persons also highlighted the impact of the 
Program in improving their housing and overall situation, including their relationships with families and 
caregivers. This also aligns to historical data which highlighted that early intervention (including the 
Reconnect program) appeared to account for most of the decrease in youth homelessness from 2001 to 
2006 in Australia.   

The quotes below and two case studies, shown overleaf in Figure 13, detail Reconnect’s long-term 
reported impacts. These case studies are based on real stories heard throughout the Review, although 
some details (e.g. names) have been changed to ensure client anonymity.  

  

“I wouldn’t have been able to get 
through school and TAFE without my 

case worker… I now have full time work.” 

- Young person  

“Our family wouldn’t have survived, [this 
Program] has supported us through everything.” 

- Support person  
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Figure 13 | Reconnect’s long-term impacts case studies 

 

However, there is not a good understanding of the extent to which the Program’s impact 
translates into the number of people that avoid homelessness over a defined period. 

Though the available Program data suggests that Reconnect has improved some children and young 
people’s housing situations in the short term, the Review was not able to identify the extent to which 
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Reconnect supports people to avoid homelessness over a defined period. The Program in this way could 
not be compared to a relevant counterfactual and its impact on preventing entries into homelessness is 
unclear as: 

• The Program is an early intervention and prevention program that seeks to reduce entries into 
homelessness before children and young people enter into homelessness. A low number of children 
and young people accessed homelessness supports, but this does not illustrate the avoided costs of 
children and young people entering into the homelessness system (which has limited quantifiable 
value). For instance, less than half of Reconnect clients reported to have been connected specifically to 
housing support: 27% of clients in the survey (n=172) and only 8.6% of clients in the DEX data 
reported accessing housing services as part of Reconnect. Therefore, it is unclear the extent to which 
other clients at risk were supported so they would not need to access housing supports. 

• The Program supports family reconciliation (where practicable and safe), but it is difficult to 
quantify the avoided cost of homelessness for these children and young people in these cases. 
Reconnect Service Providers emphasised the importance of family mediation and working closely with 
families supporting children and young people at risk of or experiencing homelessness. Many 
Providers noted they were successful in supporting children and young people to stay safely with their 
families at home (and not enter homelessness). However, this Review was not able to determine the 
long-term outcomes for these individuals (i.e. whether they experienced homelessness at a later 
stage). Providers emphasised that they focus working with families where possible to support children 
and young people not to enter homelessness (and stay in their family homes), as they are often 
limited in their ability to connect young people with safe, secure and stable housing. 

• Additionally, there are limitations for the homeless indicator used in the DEX data. It is not 
mandatory to report on this indicator and there is no protocol for when in the client’s journey this 
should be completed. Furthermore, there is no way to assess whether a client’s homeless indicator 
changed throughout the Program and therefore whether a client was able to access safe and secure 
housing through Reconnect. 

5.5 The DEX SCORE data reveals that Reconnect has achieved 
better outcomes across different client demographics 

The DEX SCORE data suggests that Reconnect has been more effective in achieving short-term 
outcomes for children and young people from a CALD background and those with a disability, 
and less effective for Aboriginal and Torres Strait Islander children and young people. 

In comparing the short-term outcomes Reconnect has achieved for different cohorts, the DEX SCORE data 
suggests that the Program has achieved better outcomes for people that identify as CALD and people that 
identify as experiencing disability, and relatively poorer outcomes for people who identify as Aboriginal 
and Torres Strait Islander. The longer service duration identified through the DEX data and typical 
provision of individualised support identified by Reconnect specialist Providers are likely factors in this 
achievement of outcomes, and are detailed further in Figure 14 below.31 

 
31 These cohort groups were the only cohorts reported on using the DEX data. Therefore, other cohorts of interest could not be 
reported on such as LGBTIAQ+ children and young people, Newly Arrived Youth and those experiencing mental health challenges. 
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Figure 14 | Short-term outcomes for clients across different cohort groups 

 

The DEX SCORE data suggests that Reconnect has been more effective in achieving short-term 
outcomes for older cohorts. 

In comparing the short-term outcomes for clients across different age groups, the DEX SCORE data 
suggests that older cohorts achieved better outcomes compared to younger cohorts. This was mostly due 
to older cohorts achieving relatively better outcomes across employment and housing supports (as older 
cohorts are more likely to access and be in need of these supports given the stage they are at), detailed 
further in Figure 15 below. 
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Figure 15 | Short-term outcomes for clients across different age groups 

 

The DEX SCORE data suggests that Reconnect has been more effective in achieving short-term 
outcomes for children and young people from non-specialist Providers compared to specialist 
Providers. 

In comparing the short-term outcomes for clients across types of Reconnect services, the DEX SCORE data 
suggest that clients from non-specialist Providers reported slightly higher outcomes. This is detailed 
further in Figure 16 below. 

Figure 16 | Short-term outcomes for clients across types of Reconnect services 
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The DEX SCORE data suggests that Reconnect has been more effective in achieving short-term 
outcomes for children and young people in metropolitan and regional areas compared to 
remote areas.  

In comparing the short-term outcomes Reconnect has achieved for children and young people across 
metropolitan, regional and remote areas, the DEX SCORE data suggests that those in remote areas 
achieved relatively lower improvements in outcomes. This is likely due to the lack of available services, 
staff recruitment and retention challenges, further detailed in Figure 17 below.  

Figure 17 | Short-term outcomes for clients across different geographic locations 

 

5.6 Several key factors contribute to the effectiveness of 
Reconnect’s service access, reach and achievement of 
outcomes  

A number of key factors that impact service access, reach and achievement of outcomes were identified 
through the literature and consultation with Reconnect Service Providers. These factors occur at three key 
levels, as detailed below in Figure 18.  

Figure 18 | Key factors that impact service access, reach and achievement of outcomes 
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5.7 The existing Data Exchange performance indicators could be 
improved to better measure Reconnect’s effectiveness 

Reconnect Service Providers reported that the Data Exchange (DEX) performance indicators are not an 
effective way to measure Reconnect’s outcomes, with only 43% of surveyed Reconnect Service Providers 
(n=94) agreeing that the DEX outcome measures are an appropriate measure of the Program’s 
effectiveness. This can be due to: 

• It being challenging for Reconnect Service Providers to interpret DEX SCORE measures. The Review 
found some Service Providers are potentially interpreting outcome measures differently, making it 
difficult to compare DEX SCORE data across the Program. For example, Reconnect Service Providers 
may interpret a ‘change’ in employment outcomes differently which reduces the comparability of 
scores provided. 

• Reconnect Service Provider data recording challenges when 
reporting on different measures. For example, the gender of 
clients, the number of group clients that have attended, the 
type of activity, the number of people who have accessed 
different types of services where multiple Reconnect services 
are delivered by the Provider (e.g. separate group work and 
counselling activities). 

• Outcomes being difficult to capture in DEX for support 
persons. Support persons were reported as an important 
aspect of service delivery (especially for family mediation 
activities), but DEX was reported to provide limited outcome reporting opportunities for support 
persons as a cohort. 

• DEX outcomes relating to effectiveness not being reported back to Providers. Through consultation, 
Reconnect Service Providers indicated that they would value acknowledgement and feedback on the 
reported program data to DSS through the DEX system and the AWPs. It was reported that it would be 
valuable to hear feedback from DSS on the reports to understand their individual performance and 
how this compares to the performance at a program level. 

5.8 Reconnect has been reliant on supporting systems and 
services to achieve positive outcomes for its clients 

The availability of supporting services facilitates positive outcomes for children and young 
people. 

Though Reconnect has demonstrated it is largely effective in achieving its intended outcomes, the 
Program has been reliant on other services and supports to achieve these outcomes. This is both through 
identification and referral into the Program, and referral out to different supports outside of the Program 
(as outlined previously in Figure 12). Reconnect Service Providers reported that other organisations act as 
a key intake pathway and that they struggle to provide effective supports to children and young people 
without the support of other dedicated services, particularly where they have more complex mental health 
or housing needs.  

“DEX data entry doesn’t capture 
the whole picture. (It can be 

similar to) ‘choosing the lesser of 
two evils’. You know young 
people aren’t living in ideal 

conditions but it’s safer than 
other options.” 

- Reconnect Service Provider  
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The importance of having available supporting systems and services  
means that achieving positive outcomes varies depending on the 
specific context of Providers. This has been outlined in the outcomes 
across remoteness areas (refer to Figure 17), where outcomes 
achieved in metropolitan and regional areas were relatively higher 
than those in remote areas, with Providers reporting this was due to 
greater service availability. Further, Providers in regional and remote 
areas reported the lack of other services to refer to, often means they 
are providing more support to children and young people outside of 
the scope of Reconnect’s intended model. This includes providing 
more support to young people in crisis (see section 3.4). 

Additionally, larger organisations (i.e. those with more internal supporting services and staff) reported 
being able to provide more wrap around support to clients, and to refer in and out of other programs and 
services they deliver, benefiting children and young people.   

Schools are a key supporting stakeholder for Reconnect Service Providers, but integration with 
schools varies across states and territories. 

Reconnect Service Providers reported that schools are a major stakeholder that contributes to positive 
outcomes for clients as the key referral in source to Reconnect. For instance: 

• 35% of referrals into the Program were through educational 
agencies (the largest referral source into the Program). 

• 80% of Reconnect Service Providers in the survey (n=96) 
reflect they work with the education system ‘very often’, with a 
further 19% reflecting they work with the system ‘often’. 

• 100% of AWPs (n=100) identified schools as a key stakeholder 
as part of their service delivery. 

Therefore, schools are a major stakeholder for Providers to integrate with, as schools play a key role in 
enabling the identification and referral of children and young people 
into the Program. As an early intervention and prevention program, it 
is particularly important that the identification and referral of children 
and young people happens as early as possible. If this is conducted 
too late, the child or young person will likely be engaged in a service 
elsewhere, such as a crisis service. 

Despite the importance of schools as a stakeholder for the Program, 
Reconnect Service Providers reported a mixed view on the strength of 
their relationship with local schools. Some Reconnect Service Providers 
will work with more than 10 local schools and have strong 
relationships to support referral pathways. However, other Reconnect 
Service Providers have faced barriers to working effectively with the schools and do not have any 
arrangements with the local schools. Further, engagement with schools tends to vary across states and 
territories given the different legislative requirements that Reconnect Service Providers face, such as 
consent from parents and having Reconnect staff presence on-site. Effective integration between 
Reconnect Service Providers and schools will support the early identification and referral into the Program, 
contributing to the effectiveness of Reconnect as an early intervention and prevention program. 

 

  

“We have a good relationship 
with the primary and secondary 

schools… but the other 
Reconnect worker has 

struggled for a long time with 
getting access to the schools.” 

- Reconnect Service Provider  

“We have worked really hard to 
keep strong relationships with 

the school wellbeing teams… we 
know the staff and the staff know 

us.” 

- Reconnect Service Provider  

“We often refer clients or their 
families internally to our other 

services – which is more efficient 
than referring between separate 

organisations. This represents 
economies of scale. 

- Reconnect Service Provider  
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6  The future of Reconnect  

 

 

The section seeks to answer the following Review KLE: What are some of the ongoing or 
emerging findings that could support short term adjustment of the Reconnect program? It 
also provides opportunities for Reconnect in the future for the Australian Government to 
consider – aligning to the investment and direction of the National Housing and 
Homelessness Plan. 

 

Reconnect is a long-standing program that has supported the Australian Government’s response to youth 
homelessness. It is also the Commonwealth’s only investment in early intervention and prevention for 
children and young people at risk of or experiencing homelessness. It is highly valued by the communities 
it works with and has improved short term outcomes for children and young people. It also represents 
value for money, as the Program is cost efficient for the Australian Government and is a relatively small 
investment compared to other homelessness programs. However, Reconnect Service Providers operate in 
very different circumstances – including responding to different children and young people with varying 
needs based on their geographical area, level of socioeconomic disadvantage, organisational maturity and 
scale.  

These factors and the changing service landscape have resulted in the Reconnect program being 
implemented differently across the 101 funded activities across Australia and makes it difficult to 
understand the impact at a Program level. Whilst this model works for the Providers and the communities 
it supports, there is an opportunity for DSS to be more intentional in the design and implementation of 
Reconnect to bring a greater return on investment in the service system landscape. 

What should Reconnect be in the future? 

As outlined in section 5.3, the evidence outlines that early intervention and prevention initiatives build 
protective factors which can reduce future interactions with the service system, and the occurrence and 
reoccurrence of youth homelessness. The literature outlines eight key best practice features in early 
intervention and prevention responses to youth homelessness in Australia and overseas, including: 
coordinated entry, person-centred case management, effective data collection and monitoring, tailored 
services, culturally appropriate and trauma informed, strengths based, and trusting and respectful 
relationships. Similar to the evaluation conducted in 2012-2013, this Review found that the Reconnect 
program already aligns to best practice and plays a key role in the service system.  

There is still a role for Reconnect in the future as an early intervention and prevention service. However, 
there are changes that could support a transition and implementation of a more integrated, effective and 
efficient model. Change to the Reconnect program needs to be driven by, and cognisant of the broader 
system context, including:  

• The Australian Government’s focus on prevention and early intervention initiatives and coordinated 
service responses in the National Housing and Homelessness Plan. 

• The large difference in the need, context, service model and reliance on other services for the 
Reconnect program to be effective.  
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• The need for some formal, evidence-based structure to influence the system to achieve outcomes (e.g. 
the Collective Impact model).   

These factors and the findings from this Review provide opportunities and considerations for the 
Australian Government on how Reconnect could look in the future. It also provides possible options for 
improvement framed by the Collective Impact model (detailed below). 

Why the Collective Impact model? 

Collective Impact is based on the premise that there is no one model for service-based program delivery 
that will be effective for solving complex social issues.lv It acknowledges the interactions and complexity 
between service responses that require contributions from many actors within a system. It is a 
collaborative approach to addressing complex social issues, consisting of five conditions: a common 
agenda; continuous communication; mutually reinforcing activities; backbone support; and shared 
measurement. 

The Review has identified opportunities for the Australian Government to consider to influence the system 
through a more targeted design and implementation of the Reconnect program. This includes defining the 
role of the Reconnect program in the system and acknowledging the role that key partners and agencies 
play in its delivery. The Collective Impact model provides a useful framing for Reconnect’s opportunities as 
it provides greater intention for Reconnect activities which in turn, improves opportunities for impact 
against investment. 

This tightening of focus and approach will be a change for currently funded Providers, some of whom may 
only partly be operating in this way. Being clearer through the Operational Guidelines about the Collective 
Impact frame and the role of Reconnect will help services to understand that DSS is seeking a more 
deliberate and targeted intervention. Whilst there are limitations to this framework, DSS has the levers to 
embed good practices to support its success, including engaging closely with the sector and Reconnect 
Service Providers during this process and ensuring their voices are guiding the reform. 

A summary is provided in Figure 19 – and is further detailed below. 
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Figure 19 | Opportunities for Reconnect in the future 

 

The Review has identified specific actions related to the above opportunities. These are detailed in Table 7 
overleaf. 
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Table 7 | Actions to support implementation of the new Reconnect model 

Opportunities Actions Rationale  

A COMMON AGENDA 

a) Continue to 
fund Reconnect as 
an early 
intervention, youth 
homelessness 
response, with 
some adaptations 
to its areas of 
focus and delivery 
mode to increase 
its effectiveness. 

1. Revise the Operational Guidelines to 
define Reconnect’s role and model in the 
system including:  

a. Being more explicit about the youth 
homelessness focus 

b. Building protective factors and its 
focus on early intervention and 
prevention 

c. Supporting younger years (below 12) 
with appropriate considerations32 

d. Greater focus on family and carer 
engagement 

e. Acknowledging the role 
partners/connected services play in 
the delivery of Reconnect – including 
the referral pathways in and out 

f. Revising the length of service to be 
linked to the type of support (e.g. type 
of activity to the corresponding need) 
of children and young people they are 
supporting. 

Reconnect has evolved over time, filling local needs 
and delivering a broader service than originally 
intended. 
The Reconnect program is highly valued by 
Reconnect clients, their families and support persons 
and the Reconnect Service Providers. The Review 
found that Reconnect plays an important role in 
Australia’s national housing and homelessness 
landscape – and should continue to be funded. 
However, there is an opportunity for adaptations to 
Reconnect’s areas of focus and delivery mode to 
increase its effectiveness. 
The flexibility of the current Operational Guidelines 
has driven Reconnect to evolve its service offer and 
deliver a broader and, in some cases, diluted service 
than intended. Stakeholders emphasised that there 
needs to be a greater awareness of and information 
about Reconnect’s role, model and its partners in the 
guidelines to support its delivery and management. 

CONTINUOUS COMMUNICATION 

b) Create formal 
partnerships with 
intersecting 
systems to 
improve the way 
that young people 
are identified and 
supported through 
Reconnect and to 
increase its 
visibility across the 
service system. 

2. Create a formal partnership with the 
school system to improve the way that 
children and young people are identified 
and supported through Reconnect. 

3. Undertake regular forums with relevant 
government counterparts to promote the 
Program and identify greater 
opportunities for intersection between 
state and territory-based government 
programs (housing and education). 

Reconnect is heavily reliant on schools for 
identifying children and young people eligible for 
their service but are not well connected. 
Some Reconnect Service Providers will work with 
more than 10 local schools and have strong 
relationships to support referral pathways. However, 
other Reconnect Service Providers have faced barriers 
to working effectively with the schools and do not 
have any arrangements with the local schools (see 
section 5.8). 
As educational agencies are the biggest referrer into 
the Program (~35%) – the Review found that a more 
formalised partnership with the school system should 
be developed to support more efficient referrals and 
greater identification of children and young people at 
risk before entering homelessness.  
Reconnect is not as visible across the system as it 
could be. 
Further, as the Program has mixed visibility across the 
system – there are opportunities for greater 
collaboration across state and territory government 
counterparts to promote the Program, identify 
greater opportunities for coordination and 
intersection between the housing and education 
systems.    

 
32 Considerations could include working with younger siblings of those already being supported, making sure there are key adults 
involved and involvement with other agencies as required. It is important to recognise that lowering the age requirement will require 
change to the Financial Framework (Supplementary Powers) Regulations 1997. If this is not possible, increasing the 10% flexibility in the 
Operational Guidelines should provide Reconnect Service Providers to support younger or older cohorts as needed. 

https://url.au.m.mimecastprotect.com/s/6kXhCXLKjof4yDXoT6QpRn?domain=legislation.gov.au
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SUPPORTING BACKBONE 

c) Provide greater 
strategic and 
operational 
leadership from 
DSS in shaping the 
way in which 
Reconnect is 
delivered, 
supporting their 
Providers to 
flourish and align 
to the overall 
system objectives. 

4. Improve the overall service level 
efficiency, focusing efforts to uplift 
service performance and share good 
practice from those Providers that are 
achieving good outcomes for children 
and young people. 

5. DSS to provide more operational and 
strategic support to provide guidance at 
a service level around activities aligned to 
considerations of what works within the 
local service system. 

6. Undertake population-based mapping in 
the future to understand whether 
Reconnect activities and outlets are in the 
right geographical locations with 
incidence of socio-economic need and 
demand to support future planning – 
specifically, where there are opportunities 
to scale the Program, where placed based 
approaches need to continue, and where 
there is greater demand, particularly for 
specialist cohorts.33 

Greater strategic and operational support is 
required – both through the administration of the 
Program and through the FAMs. 
The Review found that DSS needs to provide greater 
strategic and operational leadership in shaping the 
way Reconnect is delivered. Building on the findings 
from this Review, DSS should improve the overall 
service level efficiency, focussing resources on 
uplifting service performance where required to 
maximise the government’s investment in the 
Program.  
Reconnect Service Providers emphasised that they 
would value greater input and support from FAMs, 
especially in cases where there has been high 
turnover in these roles across the board. There is 
appetite for the FAMs to provide more consistent 
support, regular communication and to connect 
Providers in similar areas to share insights and good 
practice.  
It is unclear the extent to which Reconnect outlets 
are in the right location based on the need and 
demand. 
Finally, whilst not in scope for this Review, previous 
evaluations and stakeholders reported that 
Reconnect activities and outlets may not be in the 
right geographic locations for current socio-
economic need. There is an opportunity for DSS to 
undertake this population-based mapping and to 
understand the demand for support for children and 
young people, including those from specialist 
cohorts. This will support the transition to place-
based approaches and scale up opportunities in the 
future. 

MUTUALLY REINFORCING ACTIVITIES 

d) Align 
intersecting 
investments and 
focus on evidence-
based approaches 
that support 
innovation and 
best practice 
service delivery. 

7. Deliberately identify similar and 
interconnected investments to Reconnect 
across DSS and how they can mutually 
reinforce the activities and outcomes of 
the Program and the system. This 
includes ongoing system level work such 
as development of the National Housing 
and Homelessness Plan, and delivery of 
aligned initiatives such as Strong and 
Resilient Communities. 

8. Re-establish the Community of Practice 
for Reconnect, ensuring alignment to 
evidenced based practice and support 
continuous improvement. 

Greater alignment to similar investments across DSS 
is required.  
The housing and homelessness system is undergoing 
reform and there are a myriad of strategic 
frameworks, directives and investments in programs 
that are interconnected with Reconnect. Currently, 
there is no targeted or systematic approach to 
mapping these inter dependencies or opportunities 
for mutually reinforcing activities to drive greater 
collective impact (see section 3.1). 
The program needs to integrate evidence-based 
approaches that support innovation and continuous 
improvement. 
As Reconnect is unique and is delivered by 70 
different organisations operating in different 
circumstances – it is important that evidence-based 
and best practice approaches are underpinning and 
supporting the continuous improvement of the 
Program.  

 
33 Cohorts of the children and young people population considered to be a priority group. Specialist cohorts include children and 
young people who identify as CALD, NAYS, First Nations, LGBTQIA+ and/ or with disability. 
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Evidence suggests that early intervention and 
prevention continues to be a useful mechanism to 
identify children and young people at risk of 
homelessness based on their associated risk factors 
and support the development of their protective 
factors. A continued focus on these aspects and what 
works in early intervention and prevention will be an 
important focus (see section 3.1 for more detail). 
These need to be reflected through the Operational 
Guidelines (see Action 1), shared by DSS through 
regular forums and communication with Providers 
(see Action 5 and below).  
Greater connection and collaboration opportunities 
for the Providers would be valued.  
Reconnect Service Providers emphasised that they 
valued the opportunities to participate in forums with 
other Providers to share insights and good practice. It 
was reported that these are no longer being 
delivered consistently and Providers would value the 
opportunity for these to be re-established through a 
Community of Practice.  

SHARED DATA AND ANALYTICS 

e) Improve data 
and information 
collection, 
reporting and 
monitoring 
processes to drive 
evidence informed 
decision-making 
and understanding 
the collective 
impact of the 
Program. 

9. Re-design the DEX outcome measures 
and reporting process to align and 
support changes to the Operational 
Guidelines (see Action 1). 

10. Streamline reporting and enhance 
monitoring and data collection processes 
to ensure the consistent collection of 
data aligned to the Program objectives.  

11. Provide training for Reconnect workers 
based on the revised DEX reporting and 
monitoring process. 

12. Share reported program data back to 
Reconnect Service Providers to support 
continuous performance improvement 
and decision-making.  

There are ongoing challenges with the DEX system – 
and its measures do not support the reporting on 
the collective impact of the Program.  
As highlighted throughout this report, there are a 
number of limitations with the DEX system and the 
reporting process (see section 5.7). Stakeholders 
emphasised the ongoing challenges with the DEX 
system, including that the system/reporting system 
can be duplicative and not an accurate depiction of 
service activity. This is consistent with the 2003 
evaluation of Reconnect,lvi which highlighted that the 
quality of data could be improved to understanding 
Reconnect’s ongoing effectiveness. 
Training on DEX reporting and feedback on 
reported data would be valued. 
Further, the 2012-2013 evaluation recommended that 
training be conducted to improve the overall 
capability of both DSS staff and Reconnect Service 
Providers in using and managing Reconnect’s online 
data platform. This was consistent with findings from 
this Review (see section 3.6).  
Reconnect Service Providers also reported they don’t 
get feedback or further program impact information 
to support them with monitoring their performance 
or understanding the impact at a program level.  
Reconnect Service Providers reported that it would 
be valuable to hear feedback from DSS on the 
reported program data to understand their individual 
performance and how this compares to the 
performance at a program level. 

 

What are the critical success factors? 

Nous acknowledges that moving to a Collective Impact model from a grant model would require a 
transition period and possible additional funding. However, the actions under the proposed model have 
been designed to manage risk, building on the good elements of the current Program, and minimising the 
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service gap risk if the Australian Government decided to recommission all services within the Program at 
once. To support this transition, several factors should be considered to aid the preparation and 
implementation of the proposed changes to Reconnect. This will need to be driven by the Reconnect 
policy team, drawing on other areas of DSS to support with key activities, including the DEX and data 
visualisation teams, the Family Policy Branch and Children’s Policy Branch, and the FAMs (through the 
Community Grants Hub).  

These factors are: 

• Clear governance and accountability. Successful implementation needs clear governance 
arrangements and an ultimate point of accountability to monitor progress, hold people to account 
and coordinate the involvement of the stakeholders.  

• A clear engagement approach that brings the sector on the journey of the reform. This needs to be 
supported by transparent communication and provide opportunities for input through the preparation 
and implementation stages.  

• The right resourcing and capacity. Implementation needs to be resourced appropriately – both within 
the Reconnect policy team and with the FAMs. Planning for this needs to be targeted and considered 
for the time period required for reform. 

• Investment in partnerships and relationships within DSS and across the system. Implementation will 
require investment to strengthen partnerships within DSS, across the Australian and state and territory 
governments, and with the sector. 

How to get there? 

This section outlines how DSS can transition to this new model, recognising that the next 12 months will 
be focussed on preparatory activities to mobilise and support the transition. Implementation of the new 
model should commence at the completion of the current funding period and Operational Guidelines 
timeframe (end of 2026).  

Table 8 below provides the blueprint for DSS to implement the actions identified above.  

  



 

 

Table 8 | Implementation plan 
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Appendix A Review approach 

 

This section outlines the Review’s methodology and key data collection activities, including the:   

• Literature review 

• Review and analysis of program documentation and data 

• Consultations. 

Review methodology 

The Review was delivered through a mixed methods approach, drawing on primary and secondary data 
sources to collect quantitative and qualitative data and information. Nous’ Organisation Architecture 
Framework was adapted to guide the analysis, findings and recommendations for this Review. It 
deconstructed different elements of the Program and its service model to provide structure for the 
findings and recommendations for the Review. 

The Review investigated four Key Lines of Enquiry (KLEs): 

• Appropriateness (KLE 1): Are the Reconnect program’s desired outcomes appropriate for community 
needs, policy priorities and operating context? 

• Efficiency (KLE 2): Does the Reconnect program represent value-for-money for the Australian 
Government? 

• Effectiveness (KLE 3A): To what extent is the Reconnect program achieving its desired outcomes? For 
whom? 

• Effectiveness (KLE 3B): What are some of the ongoing or emerging findings that could support the 
short-term adjustment of the Reconnect program? 

Table 9 provides an overview of the Review’s KLEs and Sub-KLEs. 

Table 9 | Review KLEs and Sub-KLEs 

KLEs Sub-KLEs 

1. Appropriateness 
Are the Reconnect program’s 
desired outcomes appropriate for 
community needs, policy 
priorities and operating context? 

1.1 What is the Reconnect program? (e.g., service delivery models, system access 
points, reach, intended client groups)  

1.2 Does early intervention and prevention remain relevant to helping prevent 
youth homelessness? 

1.3 What does best practice in early intervention and prevention responses for 
youth homelessness look like? 

1.4 What are the key enablers or barriers for early intervention and prevention 
response models? 

1.5 What is the nature and extent of the problem in youth homelessness across 
Australia, and need for early intervention and prevention responses? 

1.6 To what extent does the Reconnect program’s desired outcomes respond to 
the identified need? (e.g. is it culturally appropriate, of sufficient scale, relevant 
to specific client groups) 
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1.7 To what extent does the Reconnect program align with policy priorities for 
the Australian Government and DSS? 

1.8 What other programs seek to respond to youth homelessness? 

1.9 How does the Reconnect program intersect with existing early intervention 
and prevention supports, and broader initiatives across the housing continuum? 

1.10 How have the economic, environmental and social conditions changed 
since establishment of the Program? 

1.11 How have the Reconnect program’s outcomes changed since establishment 
of the Program? 

1.12 To what extent is the Reconnect program being implemented as intended? 

1.13 To what extent is the Reconnect program meeting the needs of children 
and young people, including those from different priority and demographic 
groups? 

1.14 To what extent is delivery of the Reconnect program filling a gap in local 
service systems? 

2. Efficiency 
Does the Reconnect program 
represent value-for-money for 
the Australian Government? 

2.1 What resources (direct funding, capital investment, and people) have been 
deployed, and for what purposes? 

2.2 What is the cost per output/activity/person? 

2.3 What is the cost per outcome? 

2.4 How cost effective has the delivery of outputs been considering: 
- Average service costs across the Program 
- Comparable early intervention and prevention programs 
- Other services delivered across the housing continuum 

3A. Effectiveness 
To what extent is the Reconnect 
program achieving its desired 
outcomes? For whom? 

3.1 To what extent is the Reconnect program achieving its intended short-term 
outcomes for children and young people, family, carers and community, and the 
system? (see Program Logic in Appendix B) 

3.2 To what extent is the Reconnect program achieving its intended medium-
term outcomes for children and young people, family, carers and community, 
and the system? (see Program Logic in Appendix B) 

3.3 To what extent is the Reconnect program achieving its intended long-term 
outcomes for children and young people, family, carers and community, and the 
system? (see Program Logic in Appendix B) 

3.4 What factors have helped or hindered service access, reach, and achievement 
of outcomes? (e.g., resourcing; service capacity; eligibility for services; service 
access; coordination; community awareness or perception) 

3.5 Are the existing Data Exchange performance indicators adequate as a 
measure of the Program’s effectiveness? 

3B. Effectiveness 
What are some of the ongoing or 
emerging findings that could 
support the short-term 
adjustment of the Reconnect 
program? 

3.6 What are the pragmatic changes that can be made in the short term to 
improve achievement of Reconnect program outcomes? 
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Literature review  

A rapid desktop review and analysis of literature was undertaken to investigate Reconnect’s context, and 
explore best practice in early intervention and prevention youth homelessness responses.  

The literature review included analysis of: 

• Academic / grey literature documents 

• Australian, state or territory government policy documents 

• Previous evaluations of Reconnect. 

These are detailed in this document’s endnotes in Appendix F. 

Review and analysis of program documentation and data 

The Review involved analysis of Reconnect program documentation and data to explore what has been 
delivered and funded through the Program, and impacts and outcomes. This included analysis of: 

• The Reconnect program’s Operational Guidelineslvii to understand intended program outcomes, and 
Reconnect program changes over time. 

• 388 Activity Work Plans (AWPs) to understand what Reconnect Service Providers intend to deliver 
through the Reconnect program, program outcomes, costs and key delivery partners. The AWPs also 
supported qualitative analysis of Reconnect Service Provider experiences. 

• DEX and DEX SCORE data to understand what has been delivered through the Reconnect program 
over time, funding data, and SCORE impacts and outcomes associated with the Program.  

Data was analysed through qualitative and quantitative data analysis methods, detailed in Table 10. 

Table 10 | Qualitative and quantitative analysis methods 

Qualitative analysis 
methods 

Thematic analysis was used to deliver illustrative qualitative insights regarding the 
data, and key insights and messages.  

The qualitative analysis provided an additional level of detail to reviewed secondary 
data, and delivered key insights regarding individual experiences with Reconnect, and 
identified what works, for whom, in what context.  

Quantitative analysis 
methods 

• Descriptive statistics. This analysis method investigated what was delivered by 
the Reconnect program and how this varies across Australia and different service 
types. Descriptive statistical analysis was conducted to analyse survey responses, 
Reconnect program data (e.g. DEX SCORE data) and population level data. Due to 
the nature of the study, comparisons between participant demographics were 
exploratory only.  

• Cost efficiency analysis. This analysis method was used to assign a monetary 
value to the cost to deliver per session (using total funding and total number of 
sessions) for comparison across the Program. This analysis method was also used 
to assign a monetary value to the cost to deliver Reconnect per individual as a 
comparison to other youth homelessness or homelessness programs. Note that 
given the absence of detailed session and program cost data for individuals, this 
figure was calculated using data on the cost to deliver one session, and the 
median number of sessions an individual partakes in. This was undertaken 
through quantitative analysis of DEX data. 
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Consultations 

The Review engaged with a broad cross-section of stakeholders across Australia through interviews, 
targeted focus groups, forums, and national surveys. Table 11 provides an overview of key stakeholder 
groups engaged. 

Engagement activities subject to ethics approval were conducted in accordance with the Review’s Ethics 
Study Protocol. 

Table 11 | Stakeholders engagement activities conducted 

Engagement activity Stakeholder group Attendees / 
Respondents 

Forums 

DSS 13 attendees 

FAMs 

25-30 attendees34 
Note: 13 FAMs were 
engaged twice to support 
site visit activities. 

Reconnect Service Provider staff 106 attendees 

State and territory government education policy officers 20 attendees 

State and territory government housing and homelessness 
policy officers 13 attendees 

Interviews / focus groups 
DSS policy and program staff 24 attendees 

Specialist Reconnect Service Providers 12 attendees 

In-person site visits  

Reconnect clients 35 attendees 

Support persons of Reconnect clients 19 attendees 

Reconnect Service Provider staff 33 attendees 

Survey 

Reconnect Service Providers, state and territory government 
policy/program staff, and sector organisations 185 respondents 

Reconnect clients 239 respondents 

Engagement with EAG EAG 

6 members 
Note: 2 young people 
with lived experience also 
participated in one of the 
EAG meetings. 

 

 
34 Note: Exact numbers for this engagement are unclear as this invitation was hosted by a DSS email address. Nous estimates there 
were between 25-30 attendees given 41 people were invited.  
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In-person site visits were undertaken with eight Reconnect sites (detailed in Table 12). These were 
randomly selected with adherence to three criteria: 

• One site in every state in Australia 

• A mix of metropolitan, regional and remote area sites 

• A mix of services including specialist services focused to support clients and communities who may 
need targeted responses. 

Table 12 | Reconnect Service Provider in-person site visit locations 

Reconnect Service Provider  Location 

Colony 47 Hobart (Tas) 

Gugan Gulwan Youth Aboriginal Corporation Wanniassa (ACT) 

Anglicare N.T.   Nhulunbuy (NT) 

Salisbury Reconnect (Uniting Communities) Paralowie (SA) 

Albany Youth Support Association Albany (WA) 

Barnardos Australia Gilgandra (NSW) 

Open Doors Youth Service Fortitude Valley (QLD) 

North East Support & Accommodation for Youth Wangaratta (VIC) 

Limitations and considerations 

The scope of the Review was limited to the Reconnect program. The Review focused on investigating the 
appropriateness, effectiveness and efficiency of the Program, including its impact, administration and 
management, and how the Program intersects with the broader housing and homelessness sector 
(including ongoing reform). DSS’ broader operating model, governance structure and other functions were 
outside the scope of this Review. 

Review data collection activities faced a number of limitations, detailed in Table 13. Where possible, the 
Review triangulated data sources to minimise limitation impacts (e.g. drawing on survey and consult 
feedback to provide insights regarding Program outcomes where DEX Data was unclear). 

Table 13 | Review limitations 

Review activity / data 
collection method 

Limitation 

Analysis of DEX data Limitations across all DEX analysis includes: 
• DEX was established in 2014 which hinders historical analysis of outcomes. 
• The Review only looked at data post-2018 as data before this time was 

inconsistently completed across providers so this was not a limitation to the 
Review findings. 

Limitations related to DEX activity and funding analysis includes: 
• The number of Individual Clients does not represent a unique count of people 

since it is a count of client IDs, and when a client is serviced by a different 
Organisation they will be assigned a different client ID. Further, an 
Organisation may assign multiple client IDs to a single individual if the 
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Review activity / data 
collection method 

Limitation 

Organisation fails to recognise that a returning client is the same person that 
has been previously serviced. 

• It is not possible to definitively determine the number of Group Clients based 
on DEX data since these clients are by their nature unidentified. When an 
Organisation conducts multiple group client sessions it is not possible to 
determine whether the people who attended the first session also attended 
subsequent sessions. As a result the number of Group Clients is an 
estimation.  

• A single client may contribute to the counts of multiple outlet SA3 categories 
if they were serviced by Outlets from different SA3s. As a result, adding up 
the number of clients across the Outlet SA3 categories may not equal the 
total number of clients. 

• A client’s geographic location (i.e. Client SA3 2021) is based on the clients last 
address recorded in the DEX portal. It does not necessarily reflect the client’s 
address at the time they attended a session. 

• Due to these limitations, there may be slight inaccuracies in the DEX activity 
data e.g. total number of individual clients, total number of clients supported 
across remoteness locations. 

• Limitations on 'unit cost' calculations include complexity in the calculation 
and breakdown of costs for individual and group clients. 

• There were limitations in conducting a cost effectiveness analysis due to the 
complexity in calculating unit cost due to differences in: individual services 
supports and group service supports; service delivery locations across 
Reconnect Service Providers; Reconnect and other 'like' programs may have 
different program models including intensity, duration and specific supports. 

Limitations related to DEX SCORE analysis includes: 
• DEX and DEX SCORE provides limited outcomes data for clients whose 

homelessness indicator changes. This is because: SCORE/Outcome data may 
not be entered in DEX for all Reconnect clients (the Partnership Approach 
requires at least 51% of clients to have SCORE data entered); and where the 
homelessness indicator is entered, this is a static measure and does not 
provide time/series data for clients. 

• DEX SCORE measures may not be comparable between service providers, as 
they may interpret outcome measures differently (e.g. Reconnect Service 
Providers may interpret a ‘change’ in employment outcomes differently which 
reduces the comparability of scores provided). 

• The delivery mechanism of DEX SCORE data is varied (the practitioner or the 
client may fill it out). 

• DEX SCORE data is recorded by date, so there is no definite way to know at 
what point in a client's service period this data is collected (i.e. it could be 
midway or at the end of their service period). 

• The DEX SCORE data does not specify whether a client has exited and 
returned to use Reconnect, so the DEX SCORE data when they return is not 
necessarily a result of their first DEX SCORE data. 

• The point in-time at which DEX SCORE data is recorded can be inconsistent 
(i.e. some clients may have their DEX SCORE data recorded mid-way through 
their service period, others when they are close to exiting Reconnect). 

• There is no benchmark for what constitutes a small, moderate or significant 
increase in SCORE. Therefore, the Review has assumed that any DEX SCORE 
increase has contributed positively to children and young people’s outcomes, 
with larger SCORE increases indicating greater positive changes in outcomes. 
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Review activity / data 
collection method 

Limitation 

• Due to these DEX SCORE limitations, DEX SCORE outcomes may not be fully 
representative of the population’s outcomes on entry and exit of Reconnect, 
which may impact the Review’s findings on outcomes attained by the 
Programs. However, this was not a concern to the Review findings, as this 
aligned to the findings triangulated from other data sources. 

Cost analysis • To calculate cost efficiency of Reconnect, only individual client sessions were 
used. This is due to limitations in calculating a total number of sessions that 
incorporates group client sessions accurately (which accounts for 
approximately 3-4% of total sessions). These group client sessions would not 
have a large impact on the funding per individual as they only account for a 
small number of total sessions, but the cost efficiency to deliver Reconnect is 
understated without the inclusion of group client session figures. 

• There were also limitations in the cost efficiency data, including: 

• Though 2023/24 funding data was available at the time of the Review, 
2022/23 data has been used for analysis. This is due to the reporting 
period for the 2023/24 period not being finished at the time of the 
Review, and therefore accurate activity data could not be captured for the 
2023/24 period.  

• Total sessions data incorporates a combination of individual client 
sessions, group client sessions and support person sessions. A session 
may contain more than one client and any combination of individual 
clients, support persons and group clients. Therefore, there is not an 
accurate way to breakdown these sessions into individual client, group 
client and support person sessions. 

• There was limited data on the breakdown of funding between different 
expenditure items. Where Reconnect Service Provider Activity Work Plans 
provided details on funding, only some provided a more detailed 
breakdown on this funding. Furthermore, this was provided for only 
budgeted expenditure and not actual expenditure. 

• Funding per individual has been calculated based on the median number 
of sessions a client engages with during the Program.  

• There were limitations in providing insights on the differences in cost 
efficiency between Reconnect Service Providers across remoteness levels, and 
specialist or non-specialist services. This is due to a lack of service activity data 
for Providers across these domains to understand how service delivery may 
differ across these Providers. This will likely require further investigation to 
understand the differences in cost efficiency. 

Analysis of AWPs • Nous undertook qualitative analysis of 100 AWPs, reviewing all received 
Reconnect Service Provider AWPs for the most recent funding round (2023-
2026). Where an AWP was not received for 2023-2026, the most recently 
dated AWP received was reviewed. This means the Review was limited in the 
extent to which that it could report on qualitative AWPs insights overtime. 

• Nous undertook quantitative analysis of all 388 received AWPs. This analysis 
focused on analysing detailed cost data, and staffing numbers in the AWPs. 
This analysis was limited, however, as: 
• Many AWPs did not detail cost or staffing data 
• Data entry varied and sometimes included errors and typos 
• Cost figure reporting was often unclear, with some cost figures also 

reporting GST inconsistently.  
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Review activity / data 
collection method 

Limitation 

• The AWPs reviewed had varying levels of fidelity, limiting the extent to which 
the Review could draw detailed insights from the AWPs. Some Providers 
described planned activities for the period (with little focus on outcomes), 
while others focused more on outcomes and impacts of the service. Activity 
descriptions also varied significantly. Additional comments (i.e. qualitative 
additions at the end of AWPs) were also not often provided.  

Surveys of Reconnect clients, 
and sector representatives 

Survey of Reconnect clients: 
• The survey was distributed through Reconnect Service Providers to ensure 

adherence with the Review’s ethics requirements, and client confidentiality 
and privacy. This means there may have been a selection bias throughout 
distribution of the survey, with only clients who had positive experience with 
Reconnect receiving the survey (or who are known to a Reconnect Service 
Provider as engaged and supportive of the Program). Therefore, the views of 
clients from the survey are likely not representative of the entire population 
who have accessed Reconnect. 

Desktop review and service 
mapping 

It is likely that the number of programs responding to children and young people 
who are homelessness or at risk of homelessness is understated in the service 
mapping, as service mapping excludes: 

• Services not exclusively targeting children and young people (e.g. those also 
catering to young adults). 

• Broader early intervention and prevention initiatives that do not specifically 
mention children and young people who are homeless or at risk of 
homelessness as the primary focus (e.g. programs that develop general life 
skills, even if they could potentially help prevent youth homelessness, have 
been excluded). 

• Many services not considered early intervention and prevention, crisis 
accommodation or transitional accommodation (e.g. social housing, market 
housing). These services were less prominent in the analysis and considered 
less relevant to the service mapping. 

• Services with limited publicly available information including the number of 
services they may operate in a given jurisdiction.  

Consultations Limitations across all consultations includes: 
• No targeted consultations were undertaken with Aboriginal and Torres Strait 

Islander representatives or stakeholders (beyond specialist Reconnect Service 
Providers supporting Aboriginal and Torres Strait Islander children and young 
people). Further, the Review did not apply for ethical oversight from the 
Australian Institute of Aboriginal and Torres Strait Islander Studies given 
Review timeframes. This means the extent to which the Review could 
investigate particular experiences of Aboriginal and Torres Strait Islander 
children and young people were limited, and the Review (in line with Bellberry 
HREC requirements) could not undertake targeted data analysis of 
Reconnect’s outcomes and impacts for Aboriginal and Torres Strait Islander 
communities. The Review did report on observed outcomes attained for 
Aboriginal and Torres Strait Islander children and young people, however. 
Further investigation is likely required if DSS wishes to understand the 
reasons behind attainment of outcomes for Aboriginal and Torres Strait 
Islander children and young people. 

Site visits: 

• Site visits only engaged with a small number of Reconnect Service Providers. 
The Review undertook in person site visits at 8 Reconnect Service Provider 
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Review activity / data 
collection method 

Limitation 

sites, randomly selected based on criteria agreed with Belberry HREC. This 
means the views of some Reconnect Service Providers may be emphasised in 
the Review. This limitation is mitigated, however, by the sampling criteria 
applied which supported selection of a diverse group of Reconnect Service 
Provider sites, and other engagement activities undertaken including: 
• the Reconnect Service Provider survey 
• focus groups with specialist Reconnect Service Providers. 

• Reconnect Service Providers management recruitment of children and young 
people and support persons for participation in focus groups. This means 
recruitment was likely subject to a selection bias. The Review made efforts to 
mitigate this bias through inclusion and exclusion criteria, however, it is likely 
that children and young people engaged were easier for Reconnect Service 
Providers to engage, and had notably positive or negative experiences with 
the Program. Therefore, the views of these children and young people, and 
support persons is likely not representative of the entire population who have 
accessed or engaged with Reconnect. However, this was not a concern to 
Review findings due to being able to triangulate from other data sources.  
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Appendix B Program Logic 
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Appendix C Literature review: Youth homelessness 
in Australia 

Youth homelessness is a significant national challenge, exacerbated by individual and 
system, demand and supply challenges. 

Youth homelessness is a persistent and significant issue in Australia. 

On any given night, approximately 122,000 people in Australia experience homelessness.lviii Children and 
young people aged 24 and younger represent 37% of people experiencing homelessness (while 
representing approximately 31% of Australia’s populationlix). lx Most children and young people 
experiencing homelessness are not visible, with only 3% of young people sleeping rough.lxi The majority of 
young people experiencing homelessness reside in:lxii 

• Severely crowded dwellings (58%) 

• Support accommodation (17%) 

• Couch surfing (11%) 

• Boarding houses or other temporary lodging (11%). 

While rates of homelessness for most age groups have decreased since 2016, national rates of youth 
homelessness have steadily increased over the last decade.lxiii Further, young people experiencing 
homelessness is substantially higher in remote or very remote regions of Australia (6.2%), in comparison to 
those living in major cities (0.8%).lxiv Figure 20 provides an overview of youth homelessness across 
Australia, recognising that these figures likely underrepresent the extent of youth homelessness due to 
transience of children and young people and a high number being not visible to the system.  
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Figure 20 | Homelessness statistics in Australia35lxv 

 

Youth homelessness is both the cause and consequence of personal, social and economic factors.  

The main causes cited by children and young people as leading them to experience homelessness are 
housing crises, family and domestic violence, mental health and challenges associated with AOD use, 
inadequate or inappropriate dwelling conditions and relationship/family breakdowns.

lxvii lxviii

lxvi Children and 
young people often experience several of these vulnerabilities that can interact with each other in complex 
ways. Of people experiencing homelessness in Australia, approximately 39% experienced a mental health 
condition in the last year,  and approximately 43% experience AOD challenges.  The literature outlines 
that the prevalence of mental health and/or challenges associated with AOD use means children and 
young people are less likely to be able to maintain employment, a regular income or engage meaningfully 
in community.lxix This creates barriers for them to access traditional, transitional and crisis housing options 
and increases likelihood of entering homelessness.  

Children and young people experiencing homelessness are a particularly vulnerable cohort that sit 
between the intersection of the voluntary support and government service systems.  

Numerous national and state strategic and policy directives, including the NHHA to identify children and 
young people as a priority cohort that require targeted support and investment from the system.lxx 
Children and young people at risk of homelessness also sit at the intersection of voluntary support and the 
child protection and other health, justice and human service systems. This means that there may be 
legislative requirements for children and young people to enter the child protection system depending on 
their need and individual circumstances. This creates a challenge for voluntary support services supporting 
this cohort of young people with literature indicating that SHS often work with the same families and 

 
35 Note that young person statistics has included those aged 12-24. 
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children as child protection authorities.

lxxii

lxxi Further, children and young people exiting youth justice systems, 
interacting with the child protection system, or transitioning to independence are at a higher risk of 
homelessness.   

Despite overrepresentation of children and young people in the homelessness system, children and young 
people tend to access limited housing and homelessness supports. Young people account for 3% of 
principal tenants in social and public housing, and are less likely to qualify for priority social housing 
access.lxxiii

lxxiv
 Children and young people also tend to be less visible to the service system, given reluctance to 

access general housing support services, and other health and mental health support services.    

Support for children and young people is best delivered when it is provided early before pressures or 
problems of homelessness become critical or chronic lxxvi

lxxvii

lxxviii

lxxix

lxxv or significantly impact their life trajectory.  
Children and young people experiencing homelessness are vulnerable to enduring harm due to disruption 
to their education and transition to employment, and the formation of stable and healthy social 
networks.  The experience of homelessness and the associated trauma also compromises mental, social 
and emotional development  and increases the chance of children and young people experiencing 
homelessness again later in life.   

Priority populations and demographic groups are disproportionately impacted by homelessness.  

Homelessness is understood to disproportionately impact marginalised population groups, as outlined in 
Figure 21. 

Figure 21 | Priority groups disproportionately impacted by youth homelessnesslxxx 

 

These groups tend to experience increased rates of homelessness for a variety of reasons, including 
increased experiences of discrimination and racism, and more challenging access barriers to traditional 
housing and homelessness supports.lxxxi 

The broader housing supply challenge also increases the risk and rates of homelessness. 

At a system level, housing shortages and affordability exacerbate rates and severity of youth 
homelessness. Over 2023, housing pressures including increased rent, home prices, and cost of debt, 
reduced access to private housing for Australians across the country, particularly for low income and 
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socially vulnerable households.lxxxii

lxxxiii

lxxxiv

lxxxv lxxxvi

lxxxvii

 Social housing is also under pressure, with Australian population 
growth over 2011-2020 outstripping social housing expansion by almost three times.  As at June 2022, 
418,400 households were accessing social housing, with the vast majority being low-income 
households.  A further 188,300 households were waiting to access social housing (of which 
approximately 40% had a ‘greatest need’ for support ).  Children and young people face significant 
hardships when they miss out on social housing, as this can lead to homelessness, living in-substandard 
sharing arrangements or remaining incarcerated given their lack of access to a home.   

Demand for homelessness support services is also outstripping supply. Approximately 114,000 requests 
for Specialist Homelessness Service support were left unaddressed in 2020-21 (an increase of 20% from 
2016-17).lxxxviii

lxxxix
 Homelessness Australia identifies homelessness service providers as often turning away 

individuals seeking support, and service capacity as becoming a critical issue.  Homelessness Australia 
identifies a lack of funding as the leading cause of limited capacity, with recent homelessness funding 
increases not matching CPI.xc The challenges on the broader housing and homelessness system means 
that vulnerable cohorts including children and young people, are often left with limited support and 
options to prevent them entering homelessness. 
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Appendix D National, state and territory government 
youth homelessness strategies 

Table 14 outlines alignment of existing government strategies across Australia with the Reconnect 
program. 

Table 14 | Reconnect alignment with national, state and territory government strategies 

Jurisdiction 

Key strategies 

Alignment of Reconnect 

Youth homelessness  Early intervention and 
prevention  

 

National 

State and territory government NHHAs ✓ ✓ 

DSS Corporate Plan 23-24xci ✓ ✓ 

 

QLD 

The Queensland Housing Strategy 
2017-2027xcii 

✓ 

 

✓ 

 

QLD Housing and Homelessness Action 
Plan 2021-2025xciii 

✓ ✓ 

 

NSW 

Housing 2041xciv 

 

✓ 

 

✓ 

NSW Homelessness Strategy 2018 – 
2023xcv 

✓ ✓ 

 
VIC 

Homes for Victoriansxcvi ✓ ✓ 

 

Victoria’s Homelessness and Rough 
Sleeping Action Planxcvii 

✓ ✓ 

 

ACT 

ACT Housing Strategyxcviii ✓ ✓ 

 

Our Housing Future 2020-2030xcix 

 

 ✓ 
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Jurisdiction 

Key strategies 

Alignment of Reconnect 

Youth homelessness  Early intervention and 
prevention  

 

SA 

South Australian First Nations Housing 
Strategy 2021-2031c 

✓ ✓ 

 

NT 

Northern Territory Housing Strategy 
2020-2025ci 

 

 ✓ 

 

 

WA 

WA Housing Strategy 2020-2030cii ✓ ✓ 

All Paths Lead to a Home, Western 
Australia’s 10-Year Strategy on 
Homelessness 2020-2030ciii 

✓ 

 

✓ 

 

TAS 

Tasmanian Housing Strategy 2023-
2043civ 

✓ ✓ 

Tasmanian Housing Strategy: Action 
Plan 2023-2027cv 

✓ ✓ 
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Appendix E State and territory government service 
mapping 

 

Figure 22 details a snapshot of each state and territory government’s aligned housing and homelessness 
services based on Nous desktop research.  

Nous’ service mapping, the survey of sector representatives and Reconnect Service Providers, and 
consultations suggest: 

• The extent to which state and territory government housing and homelessness programs deliver 
early interventions for children and young people vary. Most states and territories are reported to 
deliver more crisis focused housing and homelessness supports for children and young people. 
These services tend to provide out of home care supports (e.g. Tasmania’s Youth2Independence 
program), and support young person pathways to independent housing (e.g. Queensland’s Youth 
Housing Essentials program). Policy officers reflected that most of their funded homelessness 
services are responsive, and as they support young people with more acute needs, they tend to not 
closely interact with the Reconnect program. States and territories engaged, however, report that 
an increasing focus is being placed on early intervention and prevention programs, which will likely 
involve more significant intersections with Reconnect.  

• While states and territories may deliver aligned early engagement programs to Reconnect, these 
tend to not be targeted at children and young people at risk of or experiencing homelessness. 
The states and territories deliver many programs that seek to broadly support children and young 
people early and deliver similar objectives to Reconnect (e.g. increased engagement with 
education, improved relationships with family). These programs were identified in service mapping 
to generally not have a housing or homelessness focus.36 

• Other services focused on supporting children and young people who are homeless or at risk of 
homelessness tend to be transitional or crisis accommodation services.37 These services prioritise 
transitioning children and young people to independence, which may be supported with 
accommodation services (e.g. through temporary housing and delivery of practical supports). These 
services also tend to provide more broad holistic supports for children and young people in crisis, 
such as case management, practical skill building and goal setting (although they attached to 
delivery of their homelessness crisis response). 

• Other homelessness early intervention and prevention programs focus on reducing a young 
person’s disengagement with education. These programs (e.g. utilising the COSS model) 
emphasise a collaborative approach to service delivery with schools, and look to support families 
where they are escalating toward a potential crisis and homelessness. The COSS model was first 
implemented in Australia in Geelong as part of the Geelong Project in 2010.cvi 

• Most housing and homelessness services across Australia are funded by the states and 
territories, and delivered through NGOs. Large NGOs tend to deliver services nationally or in most 
states and territories, with these services tailored to the specific state or territory they are delivered 

 
36 General youth support programs were not included as part of the service mapping as they do not specifically focus on 
young people who are homeless or at risk of homelessness. 
37 Early intervention and prevention are defined as programs that provide support without accommodation; crisis 
accommodation is defined as short-term accommodation for up to 3 months; transitional accommodation is defined as 
longer-term accommodation options (greater than 3 months) that assist people to transition to independence. 

https://www.homestasmania.com.au/housing-and-homelessness/Y21-Program#:%7E:text=Homes%20Tasmania%20is%20building%20more,Y2I%20homes%20%E2%80%93%20cluster%20homes
https://www.business.qld.gov.au/industries/service-industries-professionals/housing-accommodation/youth-housing-essentials
https://www.business.qld.gov.au/industries/service-industries-professionals/housing-accommodation/youth-housing-essentials
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in. This aligns with delivery of Reconnect, with large NGOs tending to deliver multiple Reconnect 
services across Australia (e.g. the Uniting Church, Anglicare, Mission Australia). 

• Services tend to target older young people (aged between 15 to 24), particularly services 
offering accommodation. Fewer services are available to those younger than 15 years old, and very 
few services are available for those younger than 12 years old. 

• There are few homelessness services available delivering a specialist or priority population 
focused service. Reconnect Service Providers reported specialist services (e.g. NAYS) as a gap in 
many service landscapes. 

 

Figure 22 | Service mapping of youth homelessness services across states and territories 
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