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Abstract: Personalised support is increasingly seen as an important approach to supporting homeless people. To maximise the effectiveness
of this approach, frontline workers need to know personal information of homeless individuals such as their backgrounds, histories of
homelessness, support needs, and services that they have received in the past. This study thus aims to illustrate how such information is
currently managed by homeless support organisations and examine what are the challenges of managing and sharing the personal
information of homeless people. Questionnaire and interview methods have been applied.

Findings can be summarised into three main points:

1) Most organisations use paper and/or computers to manage the personal information of homeless people and put some restrictions on who
can access the information within the organisation. Information may also be shared with other organisations when this is considered
beneficial to homeless individuals.

2) While such information is regarded as helpful in supporting homeless people, it is crucial to manage it with ethical sensitivity and right
technical skills from the perspective of confidentiality. High standards for the management are required.

3) In order to share the personal information of homeless people between relevant agencies, it is necessary to have an organisational structure
for the management and also establish management standards and clear rules about who can view what sorts of information according to the
person’s position and the confidentiality level of information.
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