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[bookmark: _Toc172901112]About the Social Services Regulator
The Social Services Regulation Act 2021 (the Act), the Social Services Regulations 2023 (the Regulations) and the Social Services (Supported Residential Services) Regulations 2024 (the SRS Regulations) create a new regulatory framework for social services in Victoria. This framework puts the protection and safety of social services users at the centre of social services delivery.
The Social Services Regulator replaces the Human Services Regulator. The Social Services Regulator aims to strengthen protections for social services users to safeguard people from harm, abuse and neglect. 
Core objectives include:
protecting the rights of service users
supporting safe and effective social services delivery
minimising the risk of avoidable harm in service delivery.
All service providers, including supported residential services (SRS) providers, must comply with the Act and the Regulations. SRS providers must also comply with specific requirements in the SRS Regulations.
[bookmark: _Toc172901113]Using a Residential and Services Agreement
A Residential and Services Agreement (RSA) is a document prepared by an SRS provider in consultation with an incoming resident. It explains important information about the rights and responsibilities of all parties. 
SRS providers have an obligation to: 
1. prepare a written RSA in consultation with the resident and their nominated person (if they have one) within the first 48 hours of a resident arriving in the SRS
2. ensure that all parties sign the agreement and are issued a copy
3. clearly explain all elements of the RSA to a new resident and their nominated representative. It is important to confirm that the resident understands all aspects of the agreement. 
[bookmark: _Toc172901114]Completing an RSA
[bookmark: _Toc172901115]What does an RSA need to include?
The RSA must include certain information outlined in the SRS Regulations. See Table 1 for more details.
Table 1: Information required in an RSA
	
	Topic
	Required details

	1
	SRS details
	Information about the SRS including:
· name and address of the premises
· name and contact details of the SRS provider (and day-to-day manager, if applicable)
· the number of beds and bedrooms, and the occupancy of those rooms
· a statement that the SRS is regulated by the Social Services Regulator and that services provided by the SRS must be consistent with the regulations and standards set out in the Act.

	2
	Resident details
	Information about the resident and the agreement, including:
· the name of the resident
· the name and contact details of the resident’s guardian or administrator or person nominated (if any)
· details identifying the resident’s accommodation (such as room number)
· start date and duration of the agreement.

	3
	Fees and charges
	The specific items and services the SRS will provide to the resident, and the current fee, charge or other amount that is (or may be) payable by a resident, including:
· how often the fee, charge or other amount is payable
· how the fee, charge or other amount is payable
· how the SRS provider will inform the resident of any changes to the items or services, and any changes to the fees, charges or other amounts applicable to them
· any terms and conditions for refunding a security deposit, a fee in advance, an establishment fee or reservation fee 
· a statement that a resident has the right to apply to the Victorian Civil and Administrative Tribunal (VCAT) for an order if the SRS provider does not refund a security deposit, establishment fee or reservation fee in accordance with the Act.

	4
	SRS specific details
	· House rules (for example, if there is 24-hour resident access to all facilities, and whether residents are allowed to keep pets).
· Routines at the SRS (for example mealtimes, activities, housekeeping schedules).
· A list of furniture included in the resident’s room that belongs to the SRS.

	5
	Money management
	A statement about the maximum amount of money that can be managed, if a service is offered to manage residents’ money.

	6
	Resident support
	· How the SRS plans and reviews personal support services at the SRS, and who may be consulted in the process.
· A statement explaining that a resident may nominate a person to receive information relating to the resident's accommodation and personal support received at the SRS.
· The health and community services in the area where the supported residential service is located.

	7
	Residents’ rights
	Information to ensure residents are aware of:
· their rights and responsibilities in relation to the provision of items and services
· the processes for lodging feedback, complaints, or concerns about service delivery or safety
· the processes for dispute management about service delivery or safety
· the processes in place for residents to request repairs or maintenance at the SRS that are required for the premises, facilities, equipment, furniture, and fittings to be in a safe and serviceable condition
· the right of a resident to raise concerns about service safety with the Social Services Regulator
· the right of a resident to make a complaint about service safety to any other entity, including the following:
the Victorian Ombudsman
· the Health Complaints Commissioner
· the Department of Families, Fairness and Housing 
· the Mental Health and Wellbeing Commission
the right of a resident or any person on behalf of a resident to request the provider to arrange for the resident to see an Office of the Public Advocate Community Visitor.

	8
	Changes and termination of an RSA
	· How changes may be made to the RSA, including the required period of notice to be given to the resident before the changes take effect.
· How the RSA may be ended, including, if the resident wishes to leave the SRS, the period within which the resident must give notice to the provider of the resident's intention to vacate.
· A statement explaining when a provider may give a notice to vacate to a resident, including:
· the grounds for which a notice to vacate may be given, including the resident requiring more health care or personal support than can be provided at the supported residential service
· the period of notice that a provider is required to give under the Act 
· that a resident has the right to apply to VCAT if the resident disagrees with a notice to vacate.



[bookmark: _Toc172901116]How do I change an RSA?
When making changes to the RSA, SRS providers must meet requirements set out in the Act, the Regulations and the SRS Regulations. See Table 2 for more details.

Table 2: Requirements to change an RSA
	Type of change
	Requirements

	Documenting changes
	All changes to agreements must:
 be documented and
 clearly explained to residents and their nominated person.

	Minor changes
	Minor changes to an agreement should be:
· noted in an attachment to the current agreement and 
· signed by the resident (or nominated person).

	Significant changes
	If an SRS provider makes significant changes to an agreement, they may need to:
· provide a new RSA and
· have the resident (or nominated person) sign it.

	Notice period for changes
	To make changes to an RSA, an SRS provider must:
· give a resident at least seven days’ notice of any changes to be made to the terms of the RSA
give a resident at least 28 days’ notice if the change relates to an increase in fees.

	For all changes
	To make changes to an RSA, an SRS provider must:
· give written notice of any changes to the resident and the person nominated, if the RSA states that changes will be notified in writing
· provide the RSA to the resident (or nominated person) for signing.



[bookmark: _Toc172901117]When is an RSA terminated?
There are several circumstances in which an RSA may be terminated. 
SRS providers must meet requirements specified under the Act about termination of an agreement.
For more details see Table 3.
Table 3: Reasons an RSA can be terminated
	Termination reason
	Description

	By agreement
	An RSA terminates when agreed by the SRS provider and the resident.

	After an order to vacate is made
	· If an SRS provider has given a resident a notice to vacate, the RSA ends on the date specified in the order to vacate (if any) made by VCAT.
· If a resident gives a notice of intention to vacate, the RSA ends on the termination date specified in the notice.

	On death or abandonment
	An RSA is terminated on the death of the resident.
· If a resident abandons his or her room, the RSA is terminated. 
· If a resident leaves their room without any intention of returning, without first giving the SRS provider a notice of intention to vacate, or obtaining the provider’s agreement, the resident is considered to have abandoned their room.
A resident may be regarded as having no intention of returning if:
the resident has not occupied the SRS for a period of at least 14 consecutive days and has not paid any fees for that period
· the resident has left the SRS and, in all circumstances, it would be unreasonable to expect them to return.

	On moving out
	An RSA is terminated if a resident moves out of the SRS, whether or not the resident has given notice of their intention to vacate.

	With consent
	If a resident vacates the SRS with the consent of the SRS provider, the RSA is terminated when the resident vacates the property.



[bookmark: _Toc172901118]What is the Regulator’s role?
The Social Services Regulator is committed to protecting service users and will not hesitate to act to protect service users from harm, abuse and neglect. This includes taking enforcement action.

Failure to adequately prepare an RSA breaches the SRS Regulations, the Act and the Regulations. 
If an SRS provider does not meet these requirements, they may face penalties including prosecution and fines.
[bookmark: _Ref165033081][bookmark: _Toc172901119][bookmark: _Hlk171437066]Useful resources and contacts
[bookmark: _Toc172901120]Resources
Fact sheets on requirements for Supported Residential Services (SRS) providers are at: <https://www.vic.gov.au/supported-residential-services> 

This series of fact sheets on requirements for SRS providers under the Regulations include:
· Using a residential and services agreement (RSA)
· Managing support plans
· Managing residents’ medication
· Staffing requirements
· Managing residents’ money

[bookmark: _Toc165031764][bookmark: _Toc172901121]Contact us
For further information about RSAs not covered by this fact sheet, you can contact the Social Services Regulator: email the Social Services Regulator <enquiries@ssr.vic.gov.au>.
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