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0.00 MB: This is an interview with Carol Basile.  It’s taking place in the 

YWCA premises in Wentworth Street in the city.  The project is 
the Homeless Persons Information Centre, Twenty-Fifth 
Anniversary Oral History Project.  It’s being conducted on behalf 
of the City of Sydney’s History Programme.  I’m Margo Beasley 
and the date is the 27th of April, 2009.  Carole, if you don’t mind, 
could you give me your full name and tell me where and when 
you were born. 

   
 CB: Full name: Caroline Basile, B-A-S-I-L-E.  I was born in Sydney in 

July, 1954. 
  
 MB: Thank you for that.  Now, we’re here today talking about the 

project that I've just introduced which is about the Homeless 
Persons Information Centre.  You don’t work for that centre. 

 
 CB: No. 
  
 MB: That’s the City of Sydney’s centre.  You work for the YWCA. 
  
 CB: Of New South Wales, yep. 
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MB: Yes, as it’s now termed.  Can you just first tell me what your title 

is - - - 
  

  CB: Right. 
  
 MB: - - - and perhaps give me a little bit of a description of your job. 
  
 CB: O.K.  I manage the YWCA’s Homeless Brokerage Programme.  We 

provide this service under contract from the City of Sydney, been 
running about twelve years, I've been with the programme since it 
started.  My role, basically, is to manage the programme but that 
involves a lot of hands-on work during the day, working with clients, 
case managing, getting them good outcomes when and where we 
possibly can to assist them to move on with their lives, basically. 

  
 MB: Now, am I right in saying that the brokerage you do is actually 

focused on people who are not really long term homeless - - - 
   
 CB: No. 
  
 MB: - - - but rather it’s a kind of intervention programme where you 

try to prevent long term homelessness from coming about? 
  
2.02 CB: Yes.  Originally, the programme was designed for first time homeless 

people, to stop them from getting on that cycle that they may get on.  
Sometimes it’s just really inappropriate to send someone to one of 
the hostels that aren't long term homeless.  They're new to homeless, 
one episode of homeless that, you know, with assistance from the 
brokerage programme, it can prevent that from becoming long term.  
It doesn’t mean that all our clients are first time homeless but 
generally speaking we like to get clients who are – oh, I don’t want to 
use the word “fresh” but new to homelessness, because we often can 
get a better or a sustained outcome for them.  It is a lot of 
preventative stuff.  You know, a lot of the times it’s helping someone; 
just guiding them so they're not without an income, they just get 
overwhelmed when they become homeless for the first time. 

  
 MB: Yes, I imagine it’s a very frightening prospect. 
  
 CB: Oh, I haven’t been there myself but I can, you know, imagine that - 

you know, sometimes we get young people who have been virtually 
asked to leave home, nineteen year olds that really don’t know where 
to do, don’t know what to do.  And older people, you know:  marriage 
breakdowns, financial hardship, lost their job.  You know, this day and 
age it’s even more so those sort of clients who just didn’t expect to be 
homeless and all of a sudden there they are.  Sometimes they just 
need help to get onto a benefit, need help to guide them to a more 
appropriate outcome.  Sometimes it’s a real long term issue they 
need to be dealing with so we can help them into other places who 
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can deal with long term counselling, that sort of thing, or specialist 
services. 

  
4.00 MB: So, over the twelve years that you’ve been here has the picture 

changed?  Are you dealing with different kinds of clients today 
relative to a decade or so ago? 

 
 CB: Yes and no to that.  I mean, you know, if you look at our records we 

were probably having similar clients twelve years ago.  Of course, the 
numbers are different today but the statistics indicate that, you know, 
we’re still having clients who have difficulty in paying their rent, 
difficulty in getting hooked into services that can help them with 
issues – that could be a medical service, mental health service – 
clients trying to get into rehab, that sort of a client group; they were 
very similar to twelve years ago.  I guess we’re seeing the last 
eighteen months more clients who are being made homeless 
because they can’t afford the rent whereas eighteen months ago 
there was rental properties out there that were affordable for 
someone on a benefit, on a low income - today it’s not as easy as 
that.  And we have a family at the moment and a young mum, a 
single mum who’s put in seventeen applications for private rental – 
she has a good private rental history too – and she’s been knocked 
back.  You know, it’s just really hard out there and she hasn’t 
concentrated on one area, she’s really broadened her area but she’s 
not getting an opportunity to rent again. 

 
 MB: So, what you're referring to is the recent squeeze in the property 

market.  The property market, both rental and buying property in 
Sydney, has been very expensive for a long time. 

  
 CB: Yes. 
  
 MB: But that’s intensified over recent times? 
  
6.01 CB: About the last eighteen months we have seen a real hike in prices.  

Even accommodation in the boarding houses has risen, you know. 
  
 MB: The cost of that? 
  
 CB: The cost of that.  You know, eighteen months ago a hundred and 

thirty dollars you probably could have got a week, you probably 
could’ve got a boarding house in the inner city that was reasonable – 
you know, not perfect but reasonable – today, we’re looking at prices 
of, you know, up to a hundred and eighty.  Now, someone on a 
NewStart benefit really can’t afford that. 

  
 MB: How much is a NewStart benefit?  That precedes getting the 

dole, does it, precedes the unemployment benefit? 
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 CB: It is the unemployment benefit, sorry.  Well, roughly, with rent 
assistance, you know, around that five hundred dollar mark.  Now, if 
someone’s paying three sixty a fortnight rent. 

  
 MB: So, five hundred a fortnight? 
  
 CB: A fortnight.  That’s not a lot left over to eat and, you know, do 

everything else with.  So, it does make it tough out there for, you 
know, single people particularly to get accommodation, you know.  
And they can’t get into something where they can save money, you 
know, because if they're paying that sort of money for rent it doesn’t 
give them anything left over to save for something better; you know, 
so it’s a cycle. 

  
 MB: So, when you said a little bit earlier that the statistics had 

changed, it wasn’t so much the kind of person necessarily but 
the statistics have changed. 

  
 CB: Yes. 
  
 MB: You were really saying that your caseload has increased quite 

markedly? 
  
 CB: It does.  I mean, you know, you get a lot more referrals, obviously, 

because there’s a lot more people out there needing assistance.  I 
mean, we can only do what our funding allows us to do financially, so.  
But, you know, if possible services like ours would be inundated 
because there are a lot of clients who really don’t belong in the refuge 
or the hostel, just need that bit of help to get into something 
sustainable for them. 

 
8.00  The other side to that is it’s very hard to find those places; you know, 

it’s very difficult to find affordable housing for our client group and it’s 
tough out there.  And we have clients from all different backgrounds, 
clients that are working even, you know. 

 
 MB: Yes.  Can you tell me a bit about the different kinds of clients 

that you have?  Because there’s a lot of stereotyped thinking 
about people who are homeless or potentially homeless and 
people who work in these kinds of services are at pains to point 
out all the time that these people are not what you might think. 

  
 CB: No.  Look, it’s a whole variety of – I won’t say incomes – generally 

low income but a lot of our clients are working; many of our clients 
are working.  Some have just lost their job, which is unfortunate, you 
know, and that’s sort of par for the course out there but many of our 
clients are in low paid jobs. 

  
 MB: Such as? 
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 CB: Dishwashing - can range from that.  We’ve had clients who have 
been chefs, who have been removalists, who are nurses, you know, 
social workers (laughs) for that matter.  You know, clients who just 
struggle even on an income of maybe, you know, of five hundred, six 
hundred a week - sometimes it’s just hard to find something to move 
onto.  Now, those sort of clients are in a bit of a bind because they 
can’t get Department of Housing assistance because they earn too 
much for the bond and rent so they have to save up four weeks’ bond 
to move into somewhere so often that’s a bit of an issue.  They do 
have an advantage of having more income than someone on a 
pension or someone on a unemployment benefit but they're still in 
that Catch-22 situation.  So, it’s tough. 

 
9.57  And often clients work causal, you know.  So, for five weeks they 

might have an income and then all of a sudden the work dries up for 
three weeks so they can’t maintain their accommodation.  So, that’s 
really a hard one as well. 

  
 MB: Would you like to talk about some particular cases, not 

necessarily giving people’s names?  
  
 CB: No.  Yes, the client group we have, as I said, is varied and we do a lot 

of things other than accommodation as well.  I mean, sometimes 
people come to Sydney from all sorts of places for all sorts of reasons.  
They have a perception that there’s more work in Sydney, so they 
come from the bush or from Adelaide or from interstate, for instance, 
and when they get here it’s a very different story: you know, they 
can’t get work, they didn’t realise the accommodation in Sydney was 
as high or as costly as it is.  So, we have people almost stranded 
here who struggle to put any sort of roof over their head and if we can 
assist them back to interstate or to the bush where they come from 
they may have family they can stay with.  So, sometimes it’s a matter 
of getting the client in, working with them and getting them home.  On 
the weekend we had a referral from a fellow who’d come down to 
spend time with his adult son, conflict happened, the son threw him 
out.  Basically, he was homeless but he has a home in Far North 
Queensland.  We got him in and were able to get him a fare back 
home so he wasn’t in the streets in Sydney, you know, he wasn’t 
vulnerable, basically.  So, getting him home was a good outcome for 
him.  He does have, you know, a property in Queensland so it was 
easy to get him home. 

 
12.04  We often will pay – sometimes clients do go into refuges and their 

possessions are in storage and it might be a young family who that is 
all they have, you know, all their memories and their furniture and 
things, so sometimes that becomes at risk of being sold off or 
auctioned because they can’t afford the storage.  So, the brokerage 
may assist with that; we might assist, you know, the family to pay 
some storage to assist them so they don’t lose it so when they do get 
accepted into private rental, hopefully, or the Department of Housing 
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they’ve got their goods and they're safe.  Sometimes we’ll get a client 
who has become homeless – a recent one, actually, who was cut off 
from Centrelink because he didn’t have the right documentation; he 
had no ID, basically: lost, stolen, whatever.  So, we had to work with 
him to get that so we worked with Births, Deaths and Marriages to get 
that client his birth certificate and the correct amount of ID so then 
Centrelink will reinstate his benefit so he doesn’t fall beneath that 
crack.  Other clients we might assist into rehab.  A client might come 
to us and after a pretty thorough assessment the client might 
acknowledge that part of his homelessness is due to his or her 
addiction so we might work with them to get them into a residential so 
they can - - -  

  
 MB: And this might be drug or alcohol? 
  
 CB: Or gambling. 
  
 MB: Or gambling, yes. 
  
 CB: Yep.  So, often we could get - you know, that’s a way to get that issue 

addressed.  So, we might pay for them to go into a rehab or to a 
detox, for instance. 

 
14.04  But generally speaking our clients need minimal intervention to get on 

that next level, you know, to go down that path, basically. [break in 
recording] 

  
 MB: We just had a brief pause on the recording there.  Carol, can you 

tell me a bit about your funding and how that works - you get 
money from the City of Sydney? 

  
 CB: Yes.  The City of Sydney fund the programme.  Part of that funding 

comes to them via Department of Housing but predominantly our 
contract is with City of Sydney.  It’s been going now for twelve years 
and it’s just up for renewal. 

  
 MB: And you have to pitch for that funding, don’t you? 
  
 CB: Oh, of course, yes. 
  
 MB: Other agencies will also pitch for it. 
  
 CB: Yes, yes.  And we’re just waiting to hear whether the contract’s been 

extended and we’re hopeful of that.  But it’s been, you know, twelve 
years that the City has been committed to, you know, assisting 
homeless people, which is wonderful.  And it’s a service that’s been 
very successful in meeting that niche, you know, that low to moderate 
needs client group.  There are loads of services in the inner city and, 
you know, this is a little special; it’s a little specialised because it is 
able, it’s flexible, I think, that’s the most important word.  And we work 
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very closely with Homeless Persons Information Centre.  I mean, 
they're our major referrer so it’s sort of like a very close partnership 
with the City and with HPIC and with the Y because they make a lot 
of referrals to us. 

 
15.55  You know, they do a very good assessment, a phone assessment, 

and then they make that referral to the Y and then the client comes in 
and we take it from there but it’s them that make usually the initial 
referral through their phones. 

  
 MB: So, most of your initial referrals come from HPIC? 
  
 CB: Yes, yes.  About seventy and we do have the odd referral that comes 

from other agencies but predominantly, yes, it’s through HPIC. 
  
 MB: And many of the people that you see and assist are not 

necessarily from the inner city, although in one way or another 
they’ve arrived here – is that the usual case? 

  
 CB: Yes, it is the case.  People assume that there’s more services 

available in the inner city so if they become homeless in Blacktown or 
Wahroonga or wherever they might travel to the city to try to seek 
help and then get connected to us – or to HPIC first.  But some 
clients aren't and some clients are in the suburbs but predominantly 
they do come from the inner city, yes, yes. 

 
 MB: HPIC takes calls from all over New South Wales anyway, doesn’t 

it? 
  
 CB: That’s right, yes.  And we are funded for inner city service but you 

usually find that even if the client’s previous permanent residence 
was out of Sydney they tend to come into the city looking for 
assistance; they assume there’s more services here. 

  
 MB: And is that accurate? 
  
 CB: Yes, and no.  Predominantly yes.   You know, there are a lot of inner 

city services available and HPIC are considered; they know they're 
an inner city service so, you know, yes.  So, it is the case, yes. 

  
17.59 MB: I think when you were talking about what you do just a little 

while ago, I guess what you were really saying is that a lot of 
what you do is very discretionary.  Is that a correct way to 
characterise it, that you can make decisions about how to spend 
money according to what you assess is the most appropriate 
use of the money. 

 
 CB: That’s the whole basis, I guess, of the programme is the word 

“brokerage” really; we broker services.  Now, we do meet the initial 
needs of the client, the most vital obviously: you know, a roof over 
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your head, food on the table but some clients need the services 
outside that area like the fares and like the storage or assistance with 
removals or they might be going into a community housing and have 
no way of getting their goods there so rather than lose that housing 
we’ll assist them with the removals.  So, yes, it is a variety of services 
we can purchase and it’s a good way of spending those, you know, 
very valuable dollars.  I mean, of course there’s guidelines and, you 
know, we have to be very vigilant of that but it is a very flexible way of 
getting the most value for government money, really, you know. 

  
 MB: And how many people do you have working here with you? 
  
 CB: The programme employs 2.4 full time workers.  We’re open basically 

from nine am to eight pm and on call after that but we only have 2.4 
staff which does limit the sort of services we can provide.   

  
 MB: Is that seven days a week? 
    
 CB: Seven days a week – on call, sometimes, during that time but 

predominantly we’re in the office from nine till eight pm Monday to 
Friday and then on the weekends from nine till five but on call after. 

 
20.00 MB: And who are your coworkers at the moment? 
    
 CB: Our coordinator is Nick ********.  Nick’s been with the programme for, 

wow, six years now. 
   
 MB: I’m sorry, Nick -? 
    
 CB: ********. 
  
 MB: ********, right. 
    
 CB: And he does the majority of the casework with clients.  We have an 

evening worker, Annette ********, who comes in at five o’clock of an 
evening and does the late shift and also works alternate weekends.  
Annette’s background is in youth; she works for an inner city youth 
service so she brings a wealth of experience there.  And then we 
have a couple of casuals who when we have annual leave or sick or 
something come in and they're usually people who work in the sector 
and know the inner city services and the sort of services that we 
would refer to so that they also bring, you know, a different dimension 
to the programme. 

  
 MB: Now, you didn’t always work in this field.  Can you tell me a bit 

about yourself and your own background and how you came to 
be working in homelessness? 

  
 CB: Well, I had a mid-life crisis, I guess, went back to uni in my late 30s 

and with the intention of working in palliative care.  And then I got 
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conned by a lovely nun, actually, at the time who worked for one of 
the SAAP services and she asked me to come. 

  
 MB: That’s S-A-A-P? 
    
 CB: Yes, Supported Accommodation Assistance Programme as it was 

known in those days and she asked me to come to work for one of 
the women’s refuges to fill in a shift, which is in 1997, ‘round about 
then – ’96, I think.  So, anyway I went along and from then I never left 
homelessness, I guess; it became a passion. 

  
22.02 MB: And I think you did further training, didn’t you? 
 
 CB: Yes, I've done a few other courses, I did a bit in philosophy, I did a 

drug and alcohol course – what else did I do?  Many, many degrees. 
  
 MB: Did you train as a social worker? 
   
 CB: I have trained as a social worker, I did. 
  
 MB: That’s your primary qualification? 
  
 CB: Yes.  I did community welfare initially at TAFE and then went on to do 

social work at uni which is, well, a background you need in this 
industry. 

 
 MB: And what kind of work were you doing before you had your mid-

life crisis? 
   
 CB: Oh, look, I was very different in those days.  I worked in the corporate 

field as a project manager for a large kitchen supplier for a hundred 
years and it was very different, very different world, you know. 

 
 MB: And why did you tire of that? 
  
 CB: Well, I didn’t tire of it.  I guess at the time my husband was ill and I 

used to work from home so I could look after him – and he used to 
always call me a frustrated nurse.  So, when he spent a lot of time in 
hospital I used to work with – not work with, but the doctors often 
would refer patients’ wives and partners to me because I was part of 
the furniture of the cancer ward at the time.  So, when my husband 
passed away one of the specialists said to me, “You know, you really 
should go and do social work”.  And I hadn't really thought about it 
but it did make me think and I guess that was the reason I thought, 
“Oh, yes, why not?  Now’s the time”.  And about six months later I 
enrolled in community welfare, just to see if I’d like it and then loved it 
so I haven’t looked back. 

  
 MB: And you were initially interested in palliative care, were you - - -  
  



                                                 Oral History/HPIC/Carol Basile/Transcript                                          10 

 CB: I was. 
  
 MB: - - - because of your husband’s illness? 
  
23.57 CB: Yes.  It was part of because, you know, I just had this thought that 

there wasn’t many people around in those days who would actually 
talk to the patient’s partner and I sort of, you know, thought, “Wow, 
that’s what’s needed” but then I got sidetracked into homelessness.  
And I’m not sorry I did, because, you know, I think this is a wonderful 
industry and we do great stuff, you know. 

 
 MB: And who was the persuasive nun?  I don’t think you told me the 

name? 
  
 CB: Her name was Sister Alice and she managed one of the big women’s 

refuges, was the coordinator for many years and I met her when my 
husband was ill through his father, actually.  And Sister Alice used to 
say, “You know, come up to the refuge and do a bit of volunteering” 
or “Come up and do a shift”, and perhaps she saw something that I 
didn’t recognise at the time.  So, then I gradually worked my way in 
there and stayed and then I started working – it was before ’96 - it 
must’ve been about ’95 because I started working for the YWCA in 
early ’97 in their women’s refuge at the time. 

 
 MB: Where was that refuge? 
  
 CB: They had refuges all around the inner city – in the inner suburbs, 

sorry, inner west is the word I’m looking for – Ashfield, predominantly 
around that area.  So, I worked for them for a few years part time in 
that programme and part time in brokerage and then came over to 
brokerage full time in ’99, I think, from memory. 

  
 MB: So, about ten years in this work full time. 
  
 CB: Yes, yes. 
  
 MB: And do you come from a particular philosophical background or 

religious background? 
  
 CB: Look, I’m a Catholic by religion but, really, I think we’re all very similar 

so I don’t, you know, have any strong beliefs in that area.  I mean, a 
lot of our clients have come from all walks of life and all different 
religions and non-religions and that’s wonderful. 

  
26.10 MB: And you have no regrets about doing this kind of work? 
  
 CB: Oh, not at all.  I mean, I think it’s lovely to be able to get up most 

mornings and want to come to work, you know.  I mean, I’d hate to 
get up and think, “Oh, God, work again”, and it doesn’t happen that 
way when you work in an industry like this, you know, and particularly 
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with a not-for-profit because it is a big team here at the Y; it’s sort of 
even though we’re separate programmes we’re all really quite 
connected.  I mean we make referrals to each other because we 
have the women’s refuge and we have lots of other programmes that 
we touch into which is wonderful, you know. 

  
 MB: Tell me a bit about the Y then – not in any kind of detail, I’m just 

wondering – this is a very old organisation. 
  
 CB: It is. 
  
 MB: The Young Women’s - - -  
  
 CB: It used to be Young Women’s Christian Association but now it’s just 

YWCA New South Wales and we have probably about forty 
programmes that run out of New South Wales now, up and down the 
coast.  This building here is predominantly a hotel and we have - - -  

 
 MB: That just functions like any other hotel? 
  
 CB: Just like any other hotel.  We’d like to think we’re better than other 

hotels. But we also run a lot of programmes out of here; we have 
three suites of programmes.  One is Safe Families, what we call ‘Safe 
Families’ which is what the brokerage programme comes under but it 
includes other programmes like the refuge programme.  Like, we 
have a DV service down in Nowra. 

  
 MB: That’s domestic violence. 
  
27.55 CB: Sorry, domestic violence service in Nowra so it’s about families and 

about being safe.  They have another suite called ‘Productive 
Futures’ which is about employment services and mentoring and then 
we have ‘Health and Well-being’ which they run programmes like 
Encore which is after breast cancer care for women and programmes 
that obviously come under health and well-being, promote health and 
well-being.  So, there’s lots of programmes that the Y do.  I mean, 
you know, we’re all part of that big move to try to get people 
connected again; we connect them back into the communities 
wherever we can and that’s sort of our mission, really. 

  
 MB: Now, if you were about to have your druthers, how would things 

be as far as homelessness is concerned? 
  
 CB: Oh, the dream? 
  
 MB: Yes, the dream. 
  
 CB: The dream.  Look, if we found some wonderful sponsor who’d give us 

millions of dollars what could we do?  We have our little dream things 
here and there’s a lot of things, you know - and it all depends on 
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funds, we know that – but it would be lovely to have a lot more places 
to refer people to who need minimal support, who are isolated, 
particularly women but, you know, generally.  You know, places 
where you could refer someone for the long term so they're not going 
to be there for six months and then have to move on.  They're going 
to get diminishing support; they start off maybe meeting with workers 
weekly and diminish that down because we can connect them into 
other places.  It’s just really hard when you get someone who is 
isolated for whatever reason: could be domestic violence, mental 
health, it could be former additions but who just need a bit of support 
so they don’t fall through those cracks, lots of places where we could 
refer them to. 

 
30.05  And doesn’t have to be all together in the one building but that would 

be fine where there would be services there for them but, you know, a 
variety of places.  It’s so hard to get clients into longer term affordable 
stuff now.  I mean, the queues are so long and it’s really hard to have 
to refer someone to a service or to somewhere that’s not really in 
their best interest – if that makes sense.  

  
 MB: Somewhere where they might be exposed to a bit of harassment 

or - - -  
 
 CB: Yes, and there’s a lot of vulnerable men and women out there, and 

particularly young people too.  I mean, it’s very hard to get - that 
nineteen, twenty, twenty one year old doesn’t earn a lot of money, 
maybe too old for the youth refuges and too young and green for the 
adult ones.  They're a real special group too that the services are 
limited. 

  
 MB: So, how often does it happen that your service can’t help 

people, that it can’t actually get them into a situation where 
they're off the streets?  I mean, do you actually end up having to 
say to some families, “I’m sorry, you’ve just got to sleep in the 
park tonight?” 

  
 CB: No.  I mean, it would not be something that we would even want to 

do.  I mean, the thought of that’s horrid.  There are times when we 
have to say, “I’m sorry, I can’t take that referral, I don’t have an option 
for them” or “We’re full up” – that happens but we don’t – there’s 
always substandard things out there but we don’t even want to do 
that, if that makes sense.  

 
  MB: Sure. 
  
31.50 CB: We try to work with a client so at least the next step is upwards.  We 

do have - our stats say that we have an eighty five per cent success 
rate.  Some clients will probably have to go to a boarding house or 
something similar but it’s better than the street and sometimes we still 
continue to work with them, aiming at something better.  The fact that 
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we can’t refer them straight into private rental or to transitional 
housing or something is difficult but it’s also real that that may not 
happen in the timeframe.  So, a lot of clients, once they leave our 
programme after ten or fourteen days still do actually come back and 
see us after.  I mean, some clients we’ve had have been in the same 
place since they’ve left us for years but might pop in every now and 
then: “Oh, Carol, I've got a problem with this” or “Oh, Nick, can you 
help me with this?” so they still have that little bit of support and it’s 
very minor but, you know, sometimes it just stops them from falling 
through that crack again. 

  
 MB: And you are able to, I think, through Department of Housing 

people can be accommodated in motels short term, can’t they? 
  
 CB: Yes.  That’s temporary accommodation.  Because that doesn’t have a 

support component in the majority of cases we don’t normally use 
that.  I mean, it’d be very – oh, I can’t remember the last time we’ve 
had to refer to Department of Housing when time ran out here.  Don’t 
get me wrong: there are times here that we might refer someone to a 
refuge and sometimes it’s about keeping the client until we get an 
appropriate refuge, you know, near where the children might go to 
school or something or where they can get domestic violence support 
or something but I can’t tell you the last time we had a referral where 
we said, “Sorry, we’d have nothing else to offer you”; it doesn’t quite 
work like that, thankfully.  

  
 MB: And I guess HPIC chooses the people that it refers on to you 

anyway. 
  
 CB: Yes, they do. 
  
 MB: I mean, there still are any number of homeless people sleeping 

rough in Sydney - - - 
 
34.03 CB: Sure. 
  
 MB: - - - some of whom may want to, many of whom possibly don’t 

want to. 
  
 CB: I’m sure the overwhelming majority don’t want to. 
  
 MB: But they wouldn’t necessarily be the people who are referred to 

you. 
    
 CB: No, no.  I mean, our client group, well, was designed for first time 

homeless.  Now, that’s not strictly true in many cases.  I mean, you 
might have someone who had episodes of homelessness years ago 
but has been stable for years, so, you know, very much our client 
group again if that was to happen again.  Our clients sometimes just 
need that bit of support.  Look, some clients – and it’s a minority – will 
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come into the programme and don’t like the fact that they’ve got to 
meet with a worker every day or don’t like the fact that there’s a little 
bit of intervention.  So, it doesn’t work for everybody but the majority 
of our clients relish the case management and the intervention.  Case 
management’s probably often not an appropriate word because some 
clients don’t need case management, they just need a bit of guidance 
and a bit of advice but some clients, you know, do really enjoy – 
that’s the right word – working with a worker to give them that 
guidance and, you know, advice. 

   
 MB: So, your clients, if they're on your books and you're actively 

helping them they meet with you every day.  Is that the idea? 
    
 CB: Yes, yes. 
  
 MB: So, that’s the ensure that everybody’s on track and working 

towards the same goals and so on. 
  
 CB: Yep, yep, and to help them.  We help them with food vouchers - we 

have a café here at the Y - so we sort of make sure that they’ve got 
their needs met as well. 

  
 MB: So, you give them food vouchers and they can go downstairs 

and have a feed and that’ll help them to feel a bit better? 
    
 CB: Yes, yes.  And we have a laundry and that sort of thing, so provide 

those sort of practical things to assist. 
  
36.03 MB: Right.  So, that can help in the very immediate term. 
 
 CB: Yes. 
  
 MB: Can they have a shower here? 
   
 CB: Oh, yes.  Yes, the accommodation has bathrooms.  
  
 MB: So, how many people would actually get accommodated here at 

the Y from your clients? 
  
 CB: We have twelve beds that are always full but if I need more then I buy 

more, basically, from the Y. 
 
 MB: So, you buy them at a very reduced rate? 
   
 CB: Oh, a very, very reduced rate; that’s how the Y supports this 

programme.  So, not only with the three big rooms that I have, I have 
at a very, you know, nominal figure, if I need extra rooms or a 
different combination of rooms they're very adaptable to that. 
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 MB: And so that would depend on things, I suppose, like how many 
families you might have - - -  

 
 CB: Family groups, yes. 
  
 MB: - - - or if it’s a single woman or a couple? 
  
 CB: Yes, or if someone might have physical disabilities they might need a 

disabled room, something like that. 
  

MB: Now, if you wouldn’t mind, I just wonder if we could talk a bit – I 
know you worked over the weekend – who would have phoned 
and who would have contacted you and what were their 
circumstances?  It just gives me a bit of an idea about what the 
daily work is like. 

 
  CB: O.K. 
  
 MB: You mentioned the young woman, single mum. 
  
 CB: Yep, yep.  Look, it’s feast or famine sometimes on the weekends.  

Often you're run off your feet and sometimes it’s quiet.  From memory, 
on Friday evening we had two young chaps, actually.  One had been 
asked to leave home.  When I asked him what had happened he said 
him and dad had an argument about the lawn mowing, so - but he 
came in to us. 

 
37.57  And the other chap, the young fellow, I think was in ‘is early ‘20s, had 

basically been evicted because he couldn’t pay the rent.  Saturday, I 
think we had a couple of fares referrals.  

  
 MB: I’m sorry, fares? 
  
 CB: Fares. 
 
 MB: People needing fares to get somewhere? 
  
 CB: Yes, to get home; had arrived in Sydney for whatever reason and, 

you know, needed assistance back home.  We had a lovely chap 
referred yesterday who’d come down to see his adult son and, you 
know, he’d basically been asked to leave and didn’t have a way to get 
home so we got him back to Queensland.  We had a very young 
fellow yesterday who had problems with his relationship; his partner 
had asked him to leave - he came from way out west.  He came down 
to Sydney to look for a bed for the night, basically.  She had then 
rung him and said, “Oh, come back” but he had no way of getting 
back and he hadn't eaten for a day or two so we met those immediate 
needs and helped him back home.  On top of the normal referrals, 
though, on a weekend you do have the ongoing – you know, currently 
I think we have about fourteen individuals and families in the 
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programme so you do have that as well; you have daily contact with 
those.  We’ve got a young mum at the moment whose bub is actually 
in St Vincent’s Hospital – or one of the hospitals, sorry – with croup.  
So, she needs to be a bit supported. 

  
 MB: She’s a single mum? 
  
 CB: Single mum, yep. 
  
 MB: And so how do you support her? 
  
39.47 CB: Well, firstly through this – with bub being in hospital – we’ve had to 

emotionally support her.  She comes from a domestic violence 
background, he’s taken all her money so she virtually had no way of 
supporting herself or bub.  So we - not only with the practical things: 
we’ve got nappies and formula and all the things that an under twelve 
month old child needs but mum needed help to get back and 
forwards from the hospital and we organised that for her.  And we’re 
working today, actually, to try to get her into a refuge that specialises 
in domestic violence because there was some support in that area. 

  
 MB: And where is she staying at the moment – she’s staying here? 
  
 CB: She’s here at the Y, yep. 
  
 MB: So, that’s comfortable and warm for her? 
  
 CB: Yes, and it’s safe for her and she’s got easy access to the hospital 

and so that’s good. 
  
 MB: What’s the sort of gender breakdown on your referrals – do you 

know? 
  
 CB: Yes.  Sixty five per cent, roughly, of our clients are male, single males 

- we do have dads with children referred a bit – but sixty five are male.  
The next highest group is single mums with children – I’m not exactly 
sure of the numbers but predominantly single groups.  And that sort 
of reflects who’s out there to be truthful, so yes.  It didn’t start that 
way.  I mean, many years ago we were predominantly women and 
families but, yes, so it’s changed a little bit. 

  
 MB: Why would that have changed, do you think? 
  
 CB: It’s because when we first started in 1997 some of the other charities 

had parts of the programme, had like the single men’s part.  We were 
a generalist so we had women and families, men and children and 
single women. 

  
 MB: I see.  And the men who are sixty five per cent of your client 

base - - -  
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 CB: Yes. 
  
 MB: - - - single men of all ages? 
  
 CB: Of all ages; I think the average age is about thirty four.  We have men 

from eighteen to sixty five, I guess, yes. 
  
42.07 MB: And they present with all different kinds of problems - - - 
 
 CB: Yes. 
 
 MB: - - - although not necessarily problems? 
  
 CB: No, and sometimes no problems, just a financial hardship or have 

been asked to leave home.  And it often will be that they just need 
minimal help but then some of the guys, you know, some of the guys 
have just come out of gaol; some of our clients are ex-offenders and 
often been in there for a couple of years or so, so they need some 
assistance to get back into the real world.  

  
 MB: What happens to them when they leave gaol? 
  
 CB: Depending on what the exit plan was for them, because sometimes 

people get released who have been on remand so it’s an unexpected 
release so they might get released with nothing or they might get 
released with half a dole payment, basically, or half unemployment 
payment. 

  
 MB: Which would be what, a couple of hundred dollars? 
  
 CB: Oh, two hundred-odd dollars, yes.  So, they could get referred to us 

for one of two things: to be accommodated or to be helped back to 
their home - their home might be Grafton or Melbourne.  So, 
depending on bail conditions, they might be able to be assisted back 
home.  So, we do that or we refer them to a more appropriate place if 
that’s the case.  But most single fellas that we get, thirty three.  If you 
were to describe the average client he’d probably be thirty three, 
probably on unemployment benefits, may or may not have had a 
history of drug and alcohol issues but just basically is a little isolated 
as well. 

 
43.59  So, you know, it’s a matter of trying to get them into something they 

can afford to live in and then hoping to connect them in some way 
back into something that can get them sorted – if you want to use that 
word.  

  
 MB: O.K.  Well, I think that gives us a pretty good picture of what you 

do.  Are there other things that you would like to say about your 
work or about the brokerage? 
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 CB: Look, I think it’s a fabulous programme and I guess I wouldn’t have 

worked in it for twelve years if I didn’t.  It does provide a different level, 
a safety net for people who are homeless, in that early stage because 
it is overwhelming and it is about having a choice where to refer 
someone because sometimes it’s just not appropriate to send 
someone to a service that caters for a specific gender or a specific 
type of client. It’s nice to be able to say, “Well, this client’s never been 
in a refuge before.  Let’s try and keep them out of it if we can and if 
it’s appropriate”; this provides that safety net.  And sometimes clients 
don’t have an income because they’ve been working and they need 
to get reconnected with Centrelink and this is a really good service for 
that so we can get that organised, hopefully as quickly as possible.  

  
 MB: That sounds great.  Thank you very much, Carol. 
 
 CB: Thank you. 
  
Interview ends 


