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Important – Please read this information carefully before you 
complete this referral. Once you have completed your referral 
we strongly advise that you keep a copy for your records.

The Complex Case Support Program
The Department of Immigration and Citizenship (the 
department) has established the Complex Case Support (CCS) 
program as a specialised and intensive case management 
service to support humanitarian entrants who have specialised 
or complex needs.

Note: The support provided through CCS extends beyond 
that provided under the department’s existing settlement 
programs. There is a range of existing services geared 
to addressing the on-arrival and longer-term needs of 
humanitarian entrants such as the Integrated Humanitarian 
Settlement Strategy (IHSS) and Settlement Grants Program 
(SGP). CCS will provide additional and complementary 
support to humanitarian entrants but will not duplicate 
services that adequately meet the identified needs of clients. 
Further information on settlement and multicultural programs 
is available from the department’s website 
www.immi.gov.au/living-in-australia/delivering-
assistance/government-programs/

Referral to Complex Case Support
Referral to the CCS program can be received through a 
number of sources, for example:

service providers funded by the department;

Commonwealth, state or territory government agencies;

community and health organisations; 

local church and community groups;

volunteer groups; and 

self-referral.

Use this referral if someone you know is particularly 
vulnerable and in need of additional support through CCS. 
Please contact the CCS enquiry line if you need help to submit 
this referral form. 

Eligibility

The main client groups of CCS are:

refugee entrants;

Special Humanitarian Program entrants; and

Protection visa holders and persons who hold or have held 
a Temporary Protection visa.

Clients are eligible for services for up to 5 years after their 
arrival in Australia. Flexibility may be shown to this timeframe 
in exceptional circumstances.

•

•

•

•

•

•

•

•

•

Complex Case Support service providers
A panel of CCS service providers has been established to 
deliver CCS. Members of the humanitarian services panel 
have been selected based on their demonstrated expertise in 
delivering services to humanitarian entrants in need.

The department’s CCS contract managers in each state or 
territory will assess the eligibility of cases referred to the 
program and, depending on a client’s assessed level of need, 
engage the most appropriate service provider to deliver the 
required services.

Client consent
The department will only collect personal information for a 
lawful purpose directly related to a function or activity of the 
collector. To enable us to meet these obligations we ask that 
you obtain the client’s consent before referring them to CCS.

The department will take reasonable steps to ensure that 
personal information provided in a referral to CCS is disclosed 
to a CCS service provider in accordance with the Information 
Privacy Principles and the Privacy Act 1988.

If you wish to be informed about the outcome of the client’s 
referral to CCS, please obtain your client’s consent for you to 
be notified about the outcome. 

Electronic communications
The Australian Government accepts no responsibility for the 
security or integrity of any information sent to the department 
over the internet or by other electronic means.

CCS enquiry line
Telephone number 1300 855 669

State e-mail contacts
Australian 
Capital Territory ccs.act@immi.gov.au

New South Wales ccs.nsw@immi.gov.au

Northern Territory ccs.nt@immi.gov.au

Queensland ccs.qld@immi.gov.au

South Australia ccs.sa@immi.gov.au

Tasmania ccs.tas@immi.gov.au 

Victoria ccs.vic@immi.gov.au 

Western Australia ccs.wa@immi.gov.au

www.immi.gov.au
Telephone 131 881 during business hours 
in Australia to speak to an operator (recorded 
information available outside these hours). 
If you are outside Australia, please contact 
your nearest Australian mission. 

Home page

General 
enquiry line

Please keep this information page for your reference
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✓Tick where applicable

Details of referring agency or individual

Name of organisation

Date of arrival (if known)
DAY MONTH YEAR

1

15

2 Address

POSTCODE

Date

State/territory

Attention: Complex Case Support (CCS) contract manager

Telephone 
number

Mobile/cell

Fax number

Telephone 
number

(AREA CODE                      )

(AREA CODE                                 )

3 Contact details

(AREA CODE                                 )

E-mail address

Referral details

Type of referral4

Government 
agency

Other Give details

Community 
organisation

IHSS SGP Self referral

Client consent

Has this referral been discussed with, and agreed to, by the client?5

No

Yes

No

Yes

Is the client happy for you to be notified of the result of their 
assessment for CCS services?

6

Only the client will be notified of the result of their 
assessment

Client’s details
7

Family name

Given names

Primary client

9 Sex Male Female

8
DAY MONTH YEAR

Date of birth (if known)

10 Country of birth

11 Religion

Mobile/cell

E-mail address

12 Client’s contact details

Telephone 
number

(AREA CODE                      )

13 Alternative contact (if applicable)

Family name

Given names

14 Visa subclass (if known)

Other Specify

200

204

201 202 203

16 How well does the 
client speak English?

Very well

Not well

Well

Not at all

Is an interpreter required?17
No

Yes Primary 
language

Alternative 
language

Family members requiring 
CCS services

18 Number of adults

Number of children

Name

Address

POSTCODE
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What are the issues/risks currently impacting on the client or their family?

Please number all that apply in order of severity, and expand upon the identified issues and risks in questions 20 – 22

19

Behavioural concerns eg. engaging in risky/antisocial behaviour

Emotional wellbeing concerns ie. high level of stress, anxiety

Suffering effects of torture and trauma

Other serious mental health problems

Substance abuse

Physical health

Intellectual or physical disability

Family and/or relationship breakdown

Family violence

Alleged child abuse/neglect

Death of a family member

Lack of social support networks

Employment difficulties

Financial hardship

Risk of homelessness/homeless

Limited life skills

Criminal in State custody

Legal

Victim of crime

Victim of racism

Other – please specify

Case history/background20

Reasons for referral21

Provide details of the client’s strengths and understanding of their situation22
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Please indicate whether the client/family has received, or is currently receiving, any of the following settlement services:23

Dates (if known) Name and/or contact details of organisation (if known)

Integrated Humanitarian Settlement Strategy 
(IHSS) Services, including short term torture 

and trauma services

Settlement Grants Program (SGP) services

Adult Migrant English Program (AMEP)

FROM

TO

FROM

TO

FROM

TO

DAY MONTH YEAR

Please provide details of any other services the client/family is currently receiving:



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Gray Gamma 2.2)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Off
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket true
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /DetectCurves 0.1000
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedOpenType false
  /ParseICCProfilesInComments true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveDICMYKValues true
  /PreserveEPSInfo true
  /PreserveFlatness true
  /PreserveHalftoneInfo false
  /PreserveOPIComments true
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Preserve
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (Color Management Off)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
    /Arial-Black
    /Arial-BlackItalic
    /Arial-BoldItalicMT
    /Arial-BoldMT
    /Arial-ItalicMT
    /ArialMT
    /ArialNarrow
    /ArialNarrow-Bold
    /ArialNarrow-BoldItalic
    /ArialNarrow-Italic
    /ArialUnicodeMS
    /CenturyGothic
    /CenturyGothic-Bold
    /CenturyGothic-BoldItalic
    /CenturyGothic-Italic
    /CourierNewPS-BoldItalicMT
    /CourierNewPS-BoldMT
    /CourierNewPS-ItalicMT
    /CourierNewPSMT
    /Georgia
    /Georgia-Bold
    /Georgia-BoldItalic
    /Georgia-Italic
    /Impact
    /LucidaConsole
    /Tahoma
    /Tahoma-Bold
    /TimesNewRomanMT-ExtraBold
    /TimesNewRomanPS-BoldItalicMT
    /TimesNewRomanPS-BoldMT
    /TimesNewRomanPS-ItalicMT
    /TimesNewRomanPSMT
    /Trebuchet-BoldItalic
    /TrebuchetMS
    /TrebuchetMS-Bold
    /TrebuchetMS-Italic
    /Verdana
    /Verdana-Bold
    /Verdana-BoldItalic
    /Verdana-Italic
  ]
  /AntiAliasColorImages false
  /CropColorImages true
  /ColorImageMinResolution 150
  /ColorImageMinResolutionPolicy /OK
  /DownsampleColorImages true
  /ColorImageDownsampleType /Average
  /ColorImageResolution 72
  /ColorImageDepth -1
  /ColorImageMinDownsampleDepth 1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 1.30
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /CropGrayImages true
  /GrayImageMinResolution 150
  /GrayImageMinResolutionPolicy /OK
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Average
  /GrayImageResolution 72
  /GrayImageDepth -1
  /GrayImageMinDownsampleDepth 2
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 1.30
    /HSamples [2 1 1 2] /VSamples [2 1 1 2]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /CropMonoImages true
  /MonoImageMinResolution 1200
  /MonoImageMinResolutionPolicy /OK
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Average
  /MonoImageResolution 300
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /CheckCompliance [
    /None
  ]
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile (None)
  /PDFXOutputConditionIdentifier ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /False

  /SyntheticBoldness 1.000000
  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f300130d330b830cd30b9658766f8306e8868793a304a3088307353705237306b90693057305f00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /FRA <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [72 72]
  /PageSize [612.000 792.000]
>> setpagedevice


	ap: 
	name fam: 
	sex 1: Off
	dob: 
	mob: 
	religion: 
	birth cntry: 
	tel sn: 
	tel pn: 
	email: 
	altern name fam: 
	altern sn: 
	altern pn: 
	visa subclass: Off
	visa subclass oth: 
	arrival dt: 
	english: Off
	name giv: 
	intrp: Off
	intrp primary: 
	intrp altern: 
	fam adults no: 
	fam child no: 
	iss torture: Off
	iss mental: Off
	iss substance: Off
	iss emotional: Off
	iss behavioural: Off
	iss physical: Off
	iss fam break: Off
	iss disability: Off
	iss fam violence: Off
	iss child abuse: Off
	iss fam death: Off
	iss lack support: Off
	iss financial: Off
	iss homeless: Off
	iss life skills: Off
	iss criminal: Off
	iss legal: Off
	iss vic crime: Off
	iss vic racisim: Off
	iss other: Off
	iss ot specify: 
	iss employ dif: Off
	iss history: 
	iss referral rsn: 
	iss understand: 
	atten state: 
	atten date: 
	ref sn: 
	ref pn: 
	ref fax sn: 
	ref fax pn: 
	ref email: 
	ref type: Off
	ref type ot dtl: 
	ref discussed: Off
	ref notified: Off
	srvc IHSS: Off
	srvc SGP: Off
	srvc AMEP: Off
	srvc IHSS to: 
	srvc IHSS name: 
	srvc SGP fr: 
	srvc IHSS fr: 
	srvc SGP to: 
	srvc SGP name: 
	srvc AMEP fr: 
	srvc AMEP to: 
	altern name giv: 
	ref mob: 
	ref name: 
	ref str: 
	ref sub: 
	ref cntry: 
	ref hap: 
	str: 
	sub: 
	cntry: 
	hap: 
	srvc AMEP name: 
	srvc other dtls: 
	ref org name: 



