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The Linker Network is administered and supported by a team of FACS and NGO staff. 
You can get in contact by visiting our website linker.org.au
Alternatively, you can reach us at:
info@linker.org.au
questions@linker.org.au
tranining@linker.org.au
helpdesk@linker.org.au
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We all want clients to feel supported, assisted and empowered on their 
‘service’ journey. But clients are telling us, loudly and clearly, it is hard 
to find the right services, and once ‘in the system’, find it frustrating 
and difficult to navigate.

The Linker Network is a new way of working for the sector - designed 
to improve the lives of the people in our community in tangible ways, 
by helping the sector work better together.

We all know every client is different and so their experience in 
accessing and receiving services should be different, not uniform or 
linear. People should be able to engage any organisation and be 
guided to the services they need with as much or as little help as they 
require. Each case is different, so different steps must be taken. This is 
what the Linker Network has set out to do – create a model that foster 
connections and collaboration in service of a radically improved 
experience for clients.

The Linker Network model comprises the components needed to 
create this new experience. It is a practical, flexible service approach 
that can be tailored to your context – organisation and clients. It is 
therefore up to you (and your organisation) to decide which parts of 
the Linker Network model work for you and will help create a 
consistent, positive experience for your clients.

“We have a real opportunity here. 
This has been a system change project 
from day one with a sole focus on helping 
clients. The theme that keeps coming 
through from clients, the service system, 
and other human service agencies is that 
we need to work together in partnership 
if we want to make widespread, lasting, 
and meaningful improvements for 
vulnerable people.”

- Lisa Charet

Executive District Director, FACS Western 
Sydney and Nepean Blue Mountains District
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In early 2015 a bunch of NGO and government agencies came together to 
answer the age old question – How can we make it easier for service 
providers to do the work that matters most - help people and build 
stronger communities? 

Our primary intention wasn’t about greater efficiency or saving money –
we simply wanted to ensure that organisations and their staff were well 
supported to achieve the best outcomes for their clients.

By working directly with workers from all levels of the system – from 
frontline staff, to managers, and to government bodies - we set about 
creating consistently positive experiences and better outcomes for people, 
families, and communities. If something didn’t feel like it was working 
towards this goal then we did not include it. Together we designed the 
experiences and interactions that are outlined in this Playbook. 

Through this process, the Linker Network was born.

Despite our best intentions and efforts, we recognise that the Linker 
Network isn’t the answer to all our problems.  It is not a silver bullet, and it 
won't overcome each and every challenge our sector faces. It is however, a 
step in the right direction.

By joining the Linker Network, you and your organisation are now part of 
the journey; an ongoing commitment to new opportunities that will help us 
deliver improved outcomes for everyone.

This Playbook is filled with helpful things that you and 
your organisation can do to be effective participants in the 
Linker Network.

As you read this Playbook you’ll need to translate, 
interpret and adapt the model and supported tools to best 
suit the unique needs of your staff and your clients.  

Success will be achieved when we strike a balance between 
consistency and customisation.  It is up to you to find that 
balance within your organisation.

If at any time you run into a problem, feel 
like something doesn’t fit, or you can’t make 
sense of something in the Playbook, please 
ask us for help by sending an email to:

helpdesk@linker.org.au
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Linking is the act of connecting
people and families to appropriate 
services, and then following up to 
ensure they received the help they 
needed - a critical step to stop 
people falling through the cracks.

A simple, one-page profile (co-authored by the client) 
outlines their goals, as well as the providers needed to 
help them achieve their goals. They choose whether to 
share their plans with providers, and use it as a sort of 
road map – helping them navigate and understand the 
service system.

Leaders and managers from 
member organisations meet 
regularly to identify, agree and 
implement collaborative practice 
strategies that build consistency 
and increased capacity across 
the Linker Network.

Services designed to address the unique needs 
of a local area and delivered in an integrated way.

A shared name and logo 
that sits alongside existing 
branding to help people 
and families easily identify 
local service providers -
highly recognisable and 
easily identifiable to all. 

The Linker Network is working to deeply embed a 
customer service culture throughout the sector so 
that the client contact experience feels welcoming 
and helpful, rather than as an assessment or intake. 
When clients have been listened to and treated with 
respect, dignity and care; the are significantly more 
likely to continue to engage with support, and 
significantly more likely to recommend services to 
family and friends

At the heart of this model is the belief that we will deliver 
better services when we collaborate and coordinate our 
efforts. In everything we do - from how we welcome 
clients, to our referral processes, and how we pool 
together resources - if we are easy to find and act 
together (as a network), our clients will feel cared for and 
supported by the system. When service providers work 
together, all pulling in the same direction, the potential 
to deliver radically better service is within our reach.

The Linker Network is currently focused on early 
intervention service providers across Western Sydney 
and Nepean Blue Mountains.
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The Linker Network model was designed around the needs of the individual
to create the following positive experiences for clients:

Think like a Linker – From the client’s perspective, we are 
interconnected services of the Linker Network.
Warm handover – Clients aren’t only directed to the next service, but 
are supported in the transition, and only when they are ready for us to let 
go.
Only tell your story once – Clients don’t have to repeat their story 
to everyone they meet. Together we’ll build a shared understanding of our 
client’s situation, context, and history.
No wrong door – Continuity for the client means when they walk 
through the front door of one Linker organisation it is equal to and feels 
like they are walking through the front door of all Linker organisations.
Every interaction is a high point – Clients feel that each interaction 
is positive, so they are encouraged to come back and recommend us.
Services are flexible to meet all needs – Clients ensure they can get 
the right support at the right time. The Network supports us to be flexible 
in the way we respond to clients needs.
Begin by listening – Clients are treated like people, not paper. We 
don’t let our processes dehumanise what we do. 

To bring these experiences to life we designed six       service offerings 
supported by eight enablers      . Collectively, all the components of the 
model help to enact and enable a radically improved experience for our 
clients. This could translate into significant improvements for people seeking 
support from community services. 
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We want people to think about how they can create better experiences for 
people accessing community services through the Linker Network, rather than 
thinking about which tool they need to use.  For example, it is unlikely someone 
chooses to become a plumber because they really want to use a particular tool.  
They want to help their clients by solving their problems, but for them to be 
successful they also need the right tools to confidently work in in different 
situations.

This Playbook contains tools and materials to help you in certain contexts and 
situations. Which one you need (if any) will ultimately depend on what you 
need to to create the best experiences for your clients.

People frequently make the false assumption that the Linker Network 
expects everyone to do everything. This is not the case.

The Linker Network needs everyone to ‘stretch’ a little beyond the typical 
limits of their standard role. However we are not asking people to remain 
stretched for long (a rubber band stretched for too long can’t bounce back 
and is broken), nor do we ask people to stretch further then their individual 
rubber band will allow (we don’t want them to ‘snap’). How long your rubber 
band is and how far you can stretch depends on you, your role and/or 
organisation.
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Head to linker.org.au for up to date training, resources and tools, as well 
as lists of other Linker organisations in your network.

If at any time you run into a problem, feel like something doesn’t fit, or you 
can’t make sense of something in the Playbook, please ask us for help by 
sending an email to:

helpdesk@linker.org.au
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What each 
organisation can do

1. Common Principles and Standards

2. Customer Service Culture

3. Common Training and Induction

4. Common Identification and Branding

5. Outcome Based Contracts
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Our clients deserve a consistently high quality of service wherever they 
go.  By introducing common principles and standards we have the 
opportunity to increase predictability, confidence, quality, and outcomes.

A set of principles and standards used by all service providers to deliver 
consistent practices and quality.  

Almost all unified groups of professionals, such as teachers, nurses, and 
therapists are bound by a shared set of principles and standards. As a 
unified group of professionals within the Linker Network, we need a 
comparable set of principles and standards to align our work.

The principles and standards will clarify our purpose, help us focus on 
what does (and does not) need doing, and support clear and consistent 
decision making.

It is not a checklist of dos and don'ts.

As an organisation in the Linker Network, you’ll need to embed 
the Common Principles and Standards within your organisation, 
ensuring that all staff understand and adhere to them.

STEP 1: Embed the Linker Network Common Principles and 
Standards within your organisation

STEP 2: Establish with your Local Linker Network (LLN) an 
agreed system for monitoring and upholding Common 
Principles and Standards across the Network

STEP 3: Participate in ongoing monitoring and evaluation

STEP 4: Via your LLN, liaise with Linker Network Core Project 
Team share and discover new ways to embed, monitor 
and uphold Common Principles and Standards.

Principles and 
Standards Poster 

(p.94)
… download a 

printable copy for 
the website at:
linker.org.au
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Clarity about what is expected of organisations in the Linker Network
Everyone being on the same page about what is expected makes all of us 
more accountable to each other   
Consistency across organisations, makes it easier to network 
Clearer options for assistance and service means a speed up referral 
process
Gives clients a sense of safety and predictability
Give service providers confidence when referring clients to other services
Helps build a shared commitment to closer communication and 
client-centred collaboration 
Clearer options for assistance and service 
Better outcomes for clients: via a supported network, experience and
knowledge shared across the region
People, families and the community have more confidence in 
the whole sector

By involving them in all position descriptions and referring to during 
recruitment process 
Investing time in orientation of new staff so they know and understand 
our common principles and standards
All organisation have the common principles and standards integrated 
into their policies 

Having them on display for staff and clients to see 
Referring to them in staff meetings
Incorporate into worker induction/training/supervision/appraisals 
By keeping discussion and learning opportunities open for
workers & volunteers
Managers within the network support and mentor each other on how to 
uphold principles and standards 
Share and reproduce good practice examples across the network
Foster healthy complaints culture
Leadership within management (model good practice/performance)
Call out behaviours that don’t meet our common principles and standards

Develop agreed steps/systems within the Local Linker Network that is 
respectful and confidential
Collectively agree on how to ‘report problems’ in a safe and constructive 
way
Establish agreed consequences/supports for failure to meet standards
Foster a culture of healthy peer support and peer pressure 
Agree on a self assessment tool that can be internally administered by the 
Network
Organisations should role model good principles and standards so others 
can follow
Look at examples of good and bad practice (review case studies) to form an 
evidence base for shared expectations
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We will all contribute to a client-centred service system through which:
Clients receive proactive help to get the right support
Support is tailored to client needs and evolves with them
The right services are made available to meet client needs
The whole of the family is cared for
Every service feels consistent, supportive and empowering.

As a linked network of organisations we will:
Treat people like a human being, not a piece of paper
Keep clients needs at the centre of our work
Act in the client’s best interest, ethically and transparently
Work together as a single service system to achieve better outcomes
Ensure every organisation in the network delivers consistent, supportive 
and empowering services.

Linkers work collaboratively with clients to help give them control of their 
circumstances
The services are adapted and tailored to suit the needs and preferences of 
clients and not the other way around
There is absolute clarity on how to get the right support
We will work with clients to help them improve their lives
Where there are children, they are always at the centre of what we do

Being part of a team - The general consensus about dealing 
with a service that is part of the Linker Network is that it's 

part of a team, so you're getting support from a whole team 
and people seem to really like this idea. They feel supported 
and they also feel that if things aren't working out how they 

need, they can approach those trusted relationships (with 
the school for example) to speak up. When in the past, they 
haven't been happy with a service/person within a service, 
so they haven't found it a positive experience and they felt 

they couldn't raise that with anyone. They've either 
disengaged or rubbished the service, when perhaps it just 

wasn't the right fit/didn't have the right focus?
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We treat every client as if they are our most valued client
The quality of our support is absolutely consistent across the network
Our cross-organisational collaboration and working together is so good 
clients think it’s seamless
People always leave with the support they need
Clients love spending time with us

We are flexible enough to ensure the right service is available to meet 
specific need of the client
We are flexible and find innovative ways to provide clients with the 
suite of services they need, without them having to fit into existing 
programs
We work with FACS to ensure contracts provide the flexibility to do this
We keep up to date with new methodologies and ways of working
We actively seek Linker training and embrace the Linker Network 
approach
Leadership commits to ensuring staff are supported to be Linkers
We are constantly innovating to meet client needs

When clients give permission we share information so that they don’t 
have to tell their story more often than they want to. This helps them to 
feel heard, avoids retraumatisation and minimises duplication
We use a shared brokerage system to ensure that clients have access to 
resources regardless of if a particular service can offer it themselves

The Linker Network proactively collects and uses client feedback to 
ensure a continuous improvement process of service delivery

The community response to the Linker Network has been 
great! Parents have mentioned that it felt 'easy' and that ‘it 

worked!' and this is coming from families that we have been 
trying to engage for many months. These families have 

been 'linked' but even more importantly, they have 
continued to engage! Which is a real game changer for us.

It feels like the trust we have established gets to handover to 
the linking service. When we hold hands and deliver to 

linked services we are ultimately saying that we trust that 
service and we know they will take care of that client. The 
chit chat between parents has been really positive. I have 

even overheard parents telling other parents what the 
'Linker Network' is and how positive it is. 
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It is important that people’s service experience is consistently positive. 
We know that clients who receive a positive experience when accessing a 
service are significantly more likely to remain engaged in support and 
recommend that service to a friend or family member. 

A Network with a strong culture of great customer service helps clients 
feel their time spent with services is rewarding and worthwhile. Critically, 
it ensures clients remain engaged until the desired outcomes have been 
achieved.

Customer Service refers to the extent to which the services offered by an 
organisation meets or surpasses the expectations of their clients. 
Organisations that make customer service a high priority are statistically 
proven to engage and retain clients much better than those who neglect it.

It is not an expectation that workers must do anything and everything a 
client asks or expects. It's not being artificially happy or insincere.

STEP 1: Familiarise yourself with the ‘Things organisations who 
deliver great customer service do’ section on the next 
page.

STEP 2: Complete a ‘Customer Service’ Organisation self 
assessment to identify what, if any, areas can be 
improved within your organisation. 

STEP 3: Check with your Local Linker Network Collaborative 
colleagues to find out of there are any specific ‘customer 
service culture’ initiatives currently being used in your 
area.

STEP 4: Plan to review and repeat your ‘Customer Service’ 
Organisation self assessment activity on an annual basis.

‘Customer service’ 
Organisation Self 
Assessment Check

(p.66)
… download a 

printable copy for 
the website at:
linker.org.au
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All staff are on board with being respectful and responsive to whoever walks 
in the door
Expectations of staff are made clear in recruitment practices and job 
descriptions 
Strategic planning at a Board/management level reflects a commitment to 
strong customer service
Polices are in place that reflect organisational expectations
The value of good customer service is upheld and modelled by 
managers/leaders
Staff make people feel welcome and comfortable with a non-judgmental 
approach
Staff dress casually so as not to be intimidating 
The organisation creates an informal work environment so as not to be 
intimidating 
Managers promote good practice by reviewing and discussing staff customer 
service practices in supervision and monthly staff meetings
Organisations invest in detailed induction of new staff and volunteers
There is close supervision of reception workers  
Workers are well trained and have the information and resources they need 
to assist people 
Organisations undertake self-evaluation and have a healthy complaints 
culture
Actively look for quality – understand what works and what does not, repeat 
what works
Self-care … hard for staff to be friendly if they are burnt out
Understand and focus on what can we do for people at the essential point of 
contact

Culture is role-modelled from manager level down 
Encourage genuine empathy and compassion is valued 
Privacy and professionalism is taken seriously
Act quickly on complaints and feedback
Good systems and procedures ensure communication is clear
Staff understand and can communicate reasonable limitations to manage 
expectations
Staff are well trained and supported in their roles.
‘How well’ service is 
delivered is high on strategic plan and team meetings.
Welcome opportunities for client feedback via 
surveys, discussion groups, questionnaires

Build trust through regular meetings and communication
Encourage and support relevant training opportunities, sharing of
knowledge and examples of good practice
Mentoring for managers and staff across the Network
Have agreed consequences for organisations who give clients bad 
experiences
Shared branding to let clients know that they will receive a consistent
quality service from Linker partners
Invite client feedback between organisations 
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Be positive… let them see your smile. A positive experience and a worker that 
makes a positive impression will go a long way.

Listen to those that are dissatisfied and act on their advice when it rings true. 
Find out as much detail as possible. How can you improve overall, not just 
the end problem?

Put the client at the heart of your decisions and take a balanced approach.
Be focused on problem solving, not on the process.

Be precise and clear in your communication, so you control the expectations 
you create. Keep your promises.

As a client, I expect your staff to adapt his or her style to meet mine, so that 
we have a good rapport and your service feels like a ‘fit’ for me. It is 
important that the client feels as if they are your number-one client, 
regardless of the number of clients you serve.

Always use positive words with a genuine interest in the client’s needs.

Customers want to be treated as individuals, not as statistics
No matter whether I tweeted you, called you, sent an email, put a post on 
your Facebook page, or a combination of all of those, you know who I am, 
what I need and where it’s up to.

If people are constantly hearing the same clients complaints, get your staff to 
relay these complaints back to people who can act on the issues, to make 
sure future clients don’t face the same problems.

With social media, this is the age of the instant answer. 
A one-day turnaround for an email or phone call is too slow!
Try to send a reply quickly, even if it is just to confirm you have received 
their message and to set expectations for when they can get a proper reply.

Be honest. Clients appreciate it! Listen to your clients and educate them for 
better understanding. You can engage them more if you let them see the 
bigger picture and the background of some of your 
decisions.
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Sit up straight and smile – body language impacts tone and pitch

Mimic the clients tone and match their pitch and pace

Repeat and acknowledge what the client is telling you

Assume there is an existing rapport

Be mindful and respectful of cultural differences, including language 
proficiencies (and use interpreters when needed)

She called having never had to call a 
service before, she’d already spoken to a lot 
of people but wasn’t sure who exactly had 
called her back. A lot of it was just calling 

her back to check in. She wasn’t really 
expecting it but appreciated it. I could tell 

that she was thankful for the help.
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Common training and induction will help build the competency and 
consistency of staff and organisations across the Linker Network. This 
will enable us to work as a linked up service system focused on achieving 
client outcomes.

Staff will be confident that they have the knowledge and skills to be 
effective in the Linker Network, and clients will experience a consistent 
and high quality service system.

Training and induction into the Linker Network for all staff, and other 
relevant people, employed by an organisation in the Linker Network.

Individual organisations will provide new staff with an initial induction to 
the Linker Network as part of their standard new employee induction 
processes.  

The Linker Network core project team will provide additional one day 
skills development training throughout the year.

It is not a replacement for existing role or organisation specific training 
and induction.

STEP 1:   Familiarise yourself with the ‘new employee induction 
process’.

STEP 2:   Embed the ‘new employee induction process’ into your 
organisations existing induction processes. 

STEP 3:   Ensure all staff undergo Linker Network induction and 
attend the one day Linker Network Training at the 
next opportunity (within 4 months of commencing 
work). To book for training email: 
training@linker.org.au

STEP 4:   Check with your Local Linker Network for any 
additional induction or training opportunities.

‘New Employee 
Induction Process’

(online at 
linker.org.au)

Training 
Days

Local Linker 
Network induction 

and training 
opportunities
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Located at  www.linker.org.au/welcome

To book in for Linker Network Training please 
send an email to: training@linker.org.au

The training consolidates 
what we’re doing and brings 
all the organisations in line 

with each other.
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It is critical that clients find support when they need it. Too many people 
report that they don’t know what all the services do and who to approach 
for help.  

We need to ensure that services already available in our communities are 
highly visible and recognisable so people go to the right place for help. 
Furthermore, it will strengthen the feeling of collaboration and unity 
between organisations in the Linker Network.

A highly recognisable logo that sits along-side existing service branding 
that enables clients to quickly and easily identify services who are part of 
the Linker Network.

It is not an attempt to limit the unique culture or ‘style’ of individual 
organisations.

STEP 1:   Display the Linker Network Certification logo on the 
outside of your buildings where potential clients can 
easily see it.

STEP 2:   Prominently display the Linker Network Certification 
logo on your website and on all public marketing 
material that promotes services offered within the Linker 
Network.

STEP 3:   Only use the Linker Network logo in accordance with the 
‘How to use this logo’ guidelines, to ensure consistency.

STEP 4:   Display the Linker Network Poster and logo in prominent 
public locations within your service. 

Linker Network 
Certification 

logo
(Decal sticker)

Linker Network 
Certification 

logo

“We’re part of 
the Linker 

Network” poster
(p.93)

Organisations displaying the Linker Network 
logo work together, so that you to get the 
support you need, when you need it. 

Everyone in the Linker Network will:

www.linker.org.au

Common  
Welcome Approach

1/ 2/ 3/Network of 
Linkers

Family-Centred 
Plan

We do this with:

Branding 
Style Guide

(p.28)

USAGEThis mark is used for participating 
Linkers to signify they are part of the 
network or organisations. 

This mark is only used in conjunction 
with another organisations logo that has 
been acknowledge as being part of the 
Linker Network. 

Placed in-line on 
the right

Distance 1/2 
the width of 
circumference 
of the stamp

Height to 
match org. 
logog

PARTICIPATING 
ORG. LOGO 1

0.5 1

LINKER 
CERTIFICATION

Published 
March 2017
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USAGEThis mark is used for participating 
Linkers to signify they are part of the 
network o� organisations. 

This mark is only used in conjunction 
with another organisation�s logo that 
has been acknowledge� as being part of 
the Linker Network. 

Placed in-line on 
the right

Distance 1/2 
the width of 
circumference 
of the stamp

Height to 
match org. 
logog

PARTICIPATING 
ORG. LOGO 1

0.5 1

LINKER 
CERTIFICATION

Published 
March 2017

Organisations displaying the Linker Network 
logo work together, so that you to get the 
support you need, when you need it. 

Everyone in the Linker Network will:

www.linker.org.au

Common  
Welcome Approach

1/ 2/ 3/Network of 
Linkers

Family-Centred 
Plan

We do this with:

I like how we all look the same, that 
we have that common branding that 
we can fall back on and the parents 
take note and they feel safety in that 

commonness that we have.
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Too often funding contracts are based on delivering a suite of standardised
services and activities to everyone. Outcomes Based Contracting (OBC) will 
shift this to focus on delivering whatever services and activities are required 
to achieve agreed upon outcomes.

This will ensure that reporting and evaluation tasks actually help workers 
understand what’s working well (or what’s not) for clients, and not wasting 
time on meaningless admin.

A new ‘lighter touch’ flexible approach to NGO contracting that seeks to 
mandate those things that are known to drive better outcomes for people, 
families and the community.

FACS in partnership with funded service providers, is streamlining 
contracting and service agreements to align with the FACS/Human Services 
Client Outcomes Framework. 

Outcome Measures will be used to help measure whether the services being 
funded and delivered are having a real and lasting impact on people's lives. 
Traditionally FACS have measured inputs, such as the amount of funding 
provided, and outputs, such as the number of services delivered.

Bean counting and more bureaucracy.

At the time of writing, the TEI Reform team at FACS are 
finalising some in-depth work on how best to enable and 
support Outcomes Based Contracts and Results Based 
Accountability.

The Linker Network project team will remain in close 
contact with the TEI Reform team as they continue their 
work, and will seek to contribute to the ongoing learning 
progress.

If you are a FACS funded service provider in the TEI 
service system you should speak with your CPO about 
how you can best input into, and ultimately meet the 
requirements of this evolving reform process.

NOTE: We would encourage you to remember that while 
change is hard and sometimes unsettling, a move to 
outcomes based contracts and results based 
accountability is undeniably a very good thing. 
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What organisations 
can do together

1. Collaborative Practice Meetings

2. Shared Systems

3. Collective Brokerage

4. Place Based Integrated Services
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“Building your Local Linker Network”
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There are already many service providers working in a highly client-
focused, flexible and collaborative way. Despite this, there is no 
consistency across the system, so a key goal for the Linker Network is to 
create this consistency – so people, families and communities receive 
equally responsive services wherever they go.

To achieve this we need service providers working together in a highly 
collaborative way. 

Managers meeting regularly to agree on how to achieve consistency 
across multiple organisations.  

Meaningful collaboration, that results in better outcomes for people in 
our community, is dependent on consistent and clear communication 
between service providers.  To ensure this happens, the Linker Network 
requires members to establish and/or participate in a local collaborative 
practice meetings that will embed collaboration and communication 
between services providers in the Network. 

Local Linker Network Collaborative Practice Meetings determine local 
implementation of the Linker Network model and are supported by the 
central Linker Network Core Project Team. 

More info share or navel gazing.

Building your Local Linker Network

STEP 1: Contact the Linker Network Core Project Team to 
determine which is the best local Collaborative Practice 
Meeting for you to join.

STEP 2: Meet with the nominated representative of your Local 
Linker Network’s Collaborative Practice Meetings to 
receive and introduction and induction.

STEP 3: Attend and actively participate in meetings.

STEP 4: Implement agreed local collaboration strategies within 
your organisation.

Collaborative 
Practice Meetings

Framework
(p.69)

… download a 
printable copy for 

the website at:
linker.org.au

Find out by sending an email to:  mylocal@linker.org.au
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The top priority for people was that organisations and managers a have the 
opportunity to help each other 
The next highest rated was a desire to know ‘who is who in the zoo’. People 
don’t know who their potential partners are. 
People want the PCMs to be used to identify and respond to service gaps 
To be a mechanism through which they could get updates on critical issues
PCMs to create a space where orgs can learn from each other 
Be an opportunity to build trust between organisations

Short and efficient 
Well structured and well chaired
Have established TOR 
Be outcomes focused 

Taking too much time away from other things
Having to travel far to attend 
If meetings we after hours
Ideas that are not grounded/connected to a genuine capacity to deliver
Repeat training or info 
Regurgitating info already available 
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Integrating existing systems and/or implementing new systems across the 
Network, will create greater efficiencies and make it easier for workers to 
do their jobs effectively. Critically, however, we make it easier for our 
clients to get the support they need and create a smoother and less 
onerous experience for them.

When we do this well clients will have a much more seamless experience 
in the system, and will feel relief that they do not have to keep sharing the 
same information and retell the same stories over and over again.

System sharing between organisations generates increased inter-
organisational communication; supports interagency networks to meet 
client outcomes, focusing on planning for services which best meet client 
outcomes based on complexity of supports.

The Linker Network is committed to supporting the introduction of a 
shared client data management system for all service providers in the 
Network.  At the time of writing the Linker Network is working closely 
with the Department of Family and Community Service to find a software 
solution that will meet everyone's needs.  

A fancy technology solution that will fix everyone's problems. Nor is it 
another administrative burden that detracts from good face-to-face work 
with clients.

Until the Linker Network, together with FACS, is able to provide 
access to a shared client data management system, we invite all 
Local Linker Networks (LLN) to use their own initiative and 
collective wisdom to identify and collaborate on the use of 
interim solutions.

STEP 1:  Attend your LLN Practice Collaboration Meetings

STEP 2:  Work with other service providers in your LLN to 
identify and agree in new shared systems that can be 
adopted and used within your Local Linker Network.

STEP 3:  Implement and use the agreed new shared systems 
within your organisation.

Local Linker Network
Practice Collaboration Meetings
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Collaboration software is on the rise - from communication to project 
management – new technology offers an abundance of options. More online 
collaboration tools spring up every year, while existing ones are constantly 
improving their features and functionality. 

Here’s a list of 13 of the current best collaboration tools that can support 
your Local Linker Network:

People can’t collaborate if they don’t communicate. From instant 
messaging to video conferencing tools (the best alternative to face-to-face 
meetings), there are many options for team collaboration tools:

Slack is a popular and well-crafted platform offering instant messaging, 
file transfers and powerful message search. It has many features and 
dozens of integrations with other tools like Trello and Intercom.

Cisco’s WebEx provides personalized video meeting rooms where users 
can to host and join meetings. People can use WebEx for team 
collaboration, webinars, training and customer support.

GoToMeeting is an online video conferencing software that allows users to 
schedule meetings and share screens. It’s one of the most popular video 
tools with millions of users.

Flowdock is a group and private chat platform. Its most interesting feature 
is its team inbox which aggregates notifications from other channels, 
like Twitter, Asana and customer support tools.

Project management tools are critical. Who can coordinate effectively 
when they can’t monitor task progress or keep track of objectives?

One of the most well-known project management tools, Asana allows users 
to assign tasks to other members, add followers to projects and monitor 
deadlines. It’s very useful as a to-do list or calendar for strategic planning.

Trello has an intriguing interface that resembles solitaire (you can even 
drag task cards across columns, just like you would playing cards). It’s 
easy to learn and works well for monitoring projects and assigning tasks. 
Trello also makes using Agile, Scrum and other project management 
frameworks easy.

Dapulse is a collaboration tool that helps you communicate, set objectives 
and assign tasks. Its big advantage: it has a great visual design so it’s easy 
to understand and work with.

Redbooth is an easy-to-use project management tool. Its platform allows 
users to plan and collaborate through many functions from video 
conferencing to creating Gantt charts.

Wimi offers users their own ‘unified workspaces’ where teams can manage 
projects and share files and calendars. You can control access in each 
workspace with a rights-based system. Wimi Drive, their file syncing 
software, helps you make the most out of cloud technology.
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A task shouldn’t always be one person’s responsibility. More and more 
organisations need to create together. These are the best collaboration 
tools:

Igloo is a company intranet that allows people to communicate and get 
work done. Its wiki allows colleagues to share information and ideas.

Google needs no introduction. Google’s collaboration tools include 
its Docs and Sheets services, which are designed to allow teams to edit files 
at the same time and save all their changes automatically.

Quip started off as a mobile app and released a desktop version later. 
Teams can import and work live on different file types. Edits are saved 
automatically and its chat, comment and checklist features make 
collaboration easy.

Getting staff in a single organisation together in one place at one time is 
can be hard enough, coordinating meetings across multiple organisations 
can be nightmare:

Teamup simplifies how groups share plans, schedule events, and 
communicate statuses. 

Local Linker Networks should choose software that meets the collective 
needs of all members. Consistency is king. Here are some criteria that you 
can use to identify the best service for your LLN:

Some tools offer excellent service but are only focused on one aspect of 
team collaboration. Give some thought to how efficient this really is. 
Teams may end up spending time changing between complementary 
software. It’s better to look for a tool that’s feature rich and allows people 
to use it in many different ways.

This is obviously one of the most important criteria. If a service works but 
takes a lot of time to get used to, it won’t help teams (especially fast 
growing teams). Request a demo and keep an eye out for an intuitive 
interface and simple navigation.

Collaborating doesn’t mean all conversations and files should be public. 
Sometimes, you’ll want members to have private conversations or work on 
sensitive projects. Make sure you look at privacy options before you choose 
a service.

Cloud-based technology has many advantages. It can solve your version 
control headaches by allowing you to see recent edits and activity. All 
information is stored online so everyone can be on the same page, no 
matter where they are.
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There are times when we run out of options for our clients. Service staff told 
us that sometimes (like out of hours or when at capacity), clients can’t get the 
immediate help they need.

Some organisations address this through brokerage – making a small 
amount of funding available at the right time so staff can make an 
intervention and change a client’s trajectory.

It is critical that as a linked network of services we have the systems and 
capacity in place to ensure all people, regardless of which service they access, 
can get the help they need at the right time.

Through collective brokerage clients will experience a more responsive 
service system that has the capacity to support them in critical moments.

Brokerage allows frontline staff from organisations in the Linker Network to 
quickly access the right resources for an individual or family.

Brokerage is available for interventions that result in:

A ‘leap’ from immediate danger

A ‘leap’ towards longer-term independence, safety, 
empowerment, and family preservation.

It is not a new bucket of money that everyone can use to avoid spending their 
own organisation’s money. Nor is it a quick fix in its own right. Rather, it is 
linked to a broader plan for the client/family.

STEP 1:   Agree to participate in and contribute to a shared 
brokerage pool with other services in your Local 
Linker Network (LLN).

STEP 2:   Nominate a contribution amount.

STEP 3:   Sign the Collective Brokerage Agreement.

STEP 4:   Establish training/systems within your 
organisation so your staff know how to access 
brokerage.

STEP 5:   Participate in ongoing reviews of how collective 
brokerage is being used in your LLN.

Collective 
Brokerage 
Agreement

(p.75) 

Collective 
Brokerage 
Fact Sheet

(p.79)

  

 

How to Access Collective Brokerage 
In the Linker Network   
 

STEP 1 – Assess 
Use the Brokerage Decision Tree to determine if your intended support or intervention is 
eligible to be reimbursed via the Linker Network Collective Brokerage. 

STEP 2 – Support 
If eligible you should proceed with your intended support or intervention expenditure (using 
your standard organisation payment options, e.g. petty cash), with reasonable confidence that 
the cost of the expenditure will be reimbursed by the Linker Network Collective Brokerage. 

STEP 3 – Claim 
To claim a reimbursement, send an email to brokerage@linker.org.au  

Please copy and paste the following questions into your email and provide relevant answers 
before sending: 

 
Your Name: 

Your Organisation: 

Amount to be reimbursed: 

I have attached evidence of expenditure (receipts):   Yes / No 

Brokerage was used for:  A  /  B 
A) ‘leap’ from immediate danger, or 

     B) ‘leap’ in the short term that will make longer-term independence, safety, empowerment & 
family preservation possible 

 
Description of what brokerage was used for: 

Description of intended benefit to client: 

Clients Name (+MOB): 

Date / Location of support: 
 

Note:  We are intentional keeping the criteria and reporting associated with the Linker Network 
Collective Brokerage as open and non-prescriptive as possible.  We are doing this during the 
learning and testing period in order to learn organically how brokerage gets used. 

Brokerage 
Decision Tree

(p.80)

  

Collective Brokerage - Participant Agreement - Page 1 of 4 

[Prototype]  
Collective Brokerage Participant Agreement 
 

This agreement sets out the general terms and conditions for the shared use 
of collective brokerage funds in a given Linker Network region. 

This agreement specifically relates to the named participating organisations 
listed on Schedule 1. 

 
DEFINITION 
Brokerage is an early intervention process that allows frontline staff from organisations in the Linker 
Network to access resources for an individual or family quickly.  

Brokerage is available for interventions that result in a: 

1. A ‘leap’ from immediate danger 

2. A ‘leap’ in the short term that will make longer-term independence, safety, empowerment & 
family preservation possible 
 

PERIOD 
This agreement is relates to the Linker Network testing and learning period from April 2017 to August 
2017. 

 
CONTRIBUTIONS 
For the purpose of testing and learning participating organisations will nominate an amount to 
contribute to the collective brokerage pool.  A record of contributions will be maintained and 
available to all participants.  Contributions will be paid to the pool administrator.  

 
CLAIMS 
Claims can only be made by participation organisations. Typically claims under $300 will be made 
retrospectively of expenditure.  Typically claims over $300 will be made in advance of expenditure. 

 
ALLOWABLE AMOUNTS 
Claims that meet the eligibility criteria and are under $300 will be reimbursed to participating 
organisations out of the collective brokerage pool. 

… or download printable copies of these 
resources/tools from the website at:

linker.org.au
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How to Access Collective Brokerage 
In the Linker Network   

 

STEP 1 – Assess 
Use the Brokerage Decision Tree to determine if your intended support or intervention is 
eligible to be reimbursed via the Linker Network Collective Brokerage. 

STEP 2 – Support 
If eligible you should proceed with your intended support or intervention expenditure (using 
your standard organisation payment options, e.g. petty cash), with reasonable confidence that 
the cost of the expenditure will be reimbursed by the Linker Network Collective Brokerage. 

STEP 3 – Claim 
To claim a reimbursement, send an email to brokerage@linker.org.au  

Please copy and paste the following questions into your email and provide relevant answers 
before sending: 

 
Your Name: 

Your Organisation: 

Amount to be reimbursed: 

I have attached evidence of expenditure (receipts):   Yes / No 

Brokerage was used for:  A  /  B 
A) ‘leap’ from immediate danger, or 

     B) ‘leap’ in the short term that will make longer-term independence, safety, empowerment & 
family preservation possible 

 
Description of what brokerage was used for: 

Description of intended benefit to client: 

Clients Name (+MOB): 

Date / Location of support: 
 

Note:  We are intentional keeping the criteria and reporting associated with the Linker Network 
Collective Brokerage as open and non-prescriptive as possible.  We are doing this during the 
learning and testing period in order to learn organically how brokerage gets used. 

Printable copy on page 45 Printable copy on page 46 Printable copy on page 47

  

Collective Brokerage - Participant Agreement - Page 1 of 4 

[Prototype]  
Collective Brokerage Participant Agreement 

 

This agreement sets out the general terms and conditions for the shared use 
of collective brokerage funds in a given Linker Network region. 

This agreement specifically relates to the named participating organisations 
listed on Schedule 1. 

 

DEFINITION 
Brokerage is an early intervention process that allows frontline staff from organisations in the Linker 
Network to access resources for an individual or family quickly.  

Brokerage is available for interventions that result in a: 

1. A ‘leap’ from immediate danger 

2. A ‘leap’ in the short term that will make longer-term independence, safety, empowerment & 
family preservation possible 
 

PERIOD 
This agreement is relates to the Linker Network testing and learning period from April 2017 to August 
2017. 

 
CONTRIBUTIONS 
For the purpose of testing and learning participating organisations will nominate an amount to 
contribute to the collective brokerage pool.  A record of contributions will be maintained and 
available to all participants.  Contributions will be paid to the pool administrator.  

 
CLAIMS 
Claims can only be made by participation organisations. Typically claims under $300 will be made 
retrospectively of expenditure.  Typically claims over $300 will be made in advance of expenditure. 

 
ALLOWABLE AMOUNTS 
Claims that meet the eligibility criteria and are under $300 will be reimbursed to participating 
organisations out of the collective brokerage pool. 
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Services are often designed and delivered to meet the needs of a broad mix of 
people and/or regions. This approach results in ‘everyone getting the same’ 
service, not the service they actually need. To complicate this further, funding is 
often isolated to individual service providers, resulting in poor cohesion and 
continuity in service delivery by providers to clients.  

Integrating services on a place basis allows them to tailor what they do to suit 
local conditions and coordinate so that they complement not duplicate each other.
We know that when multiple services are delivered in a cohesive and integrated 
way people, families and the community get better outcomes, have better 
visibility of all the ‘good services’ available to them, and feel like the system is 
working hard to help them. 

Services in specific high need/high opportunity places work in an integrated 
way to optimise service delivery to enable the best outcomes based upon:

Effective coordination of services
Population needs (e.g. high refugee population)
Specific community context, (e.g. prevalence of ice addiction)
Needs and gaps in provision (e.g. not enough overnight housing)
Community involvement
Connection to community development initiatives.

Place Based Integrated Services are enabled NGO’s and Agencies that have:
Joint leadership and planning on the ground
Collective prioritisation of service delivery
Evaluation through a common place-based scorecard 

It is not limited to or dependent on co-location.  

STEP 1: Identify a location that would potentially benefit 
from a Place Based Integrated Service approach.

STEP 2: Explore and establish willingness amongst key 
stakeholders to a Place Based Integrated Service 
approach

STEP 3: Familiarise yourself with online reference below 

STEP 4: Work with other local service providers, key 
stakeholders work with staff from the Linker 
Network central coordination team to administer 
and support your PBIS

ARACY’s Better Systems Better Chances (Chapter 7)

https://www.aracy.org.au/publications-
resources/command/download_file/id/274/filena
me/Better-systems-better-chances.pdf
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The experience and needs of the client must be placed at the centre of practice 
to guide appropriate support and positive interactions with the service system
Flexible approaches tailored to suit the needs of the client are paramount to 
delivering successful outcomes

Enabling clients to seek support and access the service system at any entrance 
point removes a key barrier

Service delivery informed by comprehensive knowledge of local needs and 
priorities has the most impact on communities
Key priority areas and challenges must be identified through collaboration 
with community members and service users

Adopting continuous improvement principles promotes better service 
delivery, ensuring successful outcomes for communities
New and existing research and practice wisdom drives quality outcomes

Communities of practice where new approaches, data, skills and information 
are shared improve service delivery

An emphasis on professional development at all levels of organisations to 
ensure continued quality of service delivery
Clear pathways for entry into the workforce and advancement in the industry

A focus on transparent, strategic governance promotes organisational growth
Astute financial management provides the stability required to make a positive 
impact in the community

Three key elements of a place based integrated service have emerged 
from our work, with some key considerations/functions within each, 
as follows.

a) One on one engagement (where I see there is opportunities for alignment 
between the linker model and the blueprint)

b) Program engagement
c) Community engagement
d) Digital engagement

a) Local strategy and planning (including community indicators, data, 
investment and evaluation)

b) Multi and cross sectoral partnerships
c) Service coordination (where I see there is opportunities for alignment 

between the linker model and the blueprint)

a) Workforce guidelines
b) Financial sustainability
c) Governance
d) Infrastructure
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What frontline 
staff can do

1. ‘Always Welcome’ Approach

2. Linkers

3. Linker Network Plan

4. Co-ordinated Client Support
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“Our services are consistently welcoming”
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We all feel good when we’re greeted with a warm, caring hello. It starts 
the experience on a positive note, making you more receptive to receiving 
help, more likely to come back, and more likely to recommend that 
person/service to others. We genuinely have a better experience. 

Members of the Linker Network are committed to providing people with a 
welcoming experience every time they access a service. It is critical to not 
only delivering a great service experience, but ensures people are highly 
engaged so they won’t fall through the gaps in our system. 

When we can do this consistently, clients will feel both safe and 
encouraged to engage in the next step of support. Importantly, they will 
be more likely to return and follow up on agreed actions.

An ‘always welcome’ investment in staff training and supervision that 
contributes to a strong ‘customer service’ culture - clients feel listened to, 
not assessed. Workers are supported to adopt a ‘people not paper’ 
approach, focusing on building understanding and rapport with clients, 
and acting like a Linker to support them if necessary.

Lip service assumption that everyone knows how to be ‘nice’. 
An ‘always welcome’ approach should feel person-centred, not 
appointment-centred.  

Our services are consistently welcoming

STEP 1: Familiarise yourself with the case study and the essential 
points of contact where the ‘Always Welcome’ Approach 
principles are demonstrated (see page 64).

STEP 2: Complete an ‘Always Welcome’ Organisation self 
assessment to identify what, if any, areas can be 
improved within your organisation. 

STEP 3: Check with your Local Linker Network Practice 
Collaboration colleagues to find out of there are any 
specific ‘always welcome’ initiatives currently being used 
in your area.

STEP 4: Plan to review and repeat your ‘Always Welcome’ 
Organisation self assessment activity on an annual basis.

‘Always Welcome’ 
Organisation Self 
Assessment Check

(p.81)
… download a 
printable copy 

from the website:
linker.org.au
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Welcome and introduce yourself to the client

Smile, introduce yourself, be non-judgmental, be open. 
Non verbal cues when face to face are a good way to help facilitate 
building trust

Always have someone suitable at the front desk

When the phone rings, pause and mentally prepare, don’t be 
thinking about rushing back to what you were doing before it rang

When on the phone, be clear about what you’ll be doing for the 
client and give them a realistic time frame for a call back (e.g. by 
explaining to them what the process is to give them an idea of why 
it will take that amount of time)

Make sure you actually call the client back

Provide your details so they can follow up again if they need to

Attend training in effective communication

Don’t assume anything about the clients or make judgements 

Be attentive and tolerant about what they’re telling you, be the 
support they need you to be

Know what other services are/who does what in your organisation

We asked a whole bunch of front line staff working in the 
Linker Network to tell us how they would induct or coach a new 
employee on how to give a great ‘always welcome’ greeting.

This is what they said (feel free to share it with your staff):

Being listened to, valued, not 
being discounted by paper 

work and forms and processes. 
People just want someone to 

actually listen to them.
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“Making sure people aren’t 
abandoned within the system”
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We operate in a complex system, and for many clients, the experience can 
feel overwhelming. We want clients to feel understood and that they have 
someone to trust. They should feel guided and supported through this 
complex process. 

A Linker tries to prevent a situation where a client is referred from agency 
to agency with no single point of contact to help them in times of 
confusion. The experiences that we aim to create through Linkers are:

Think like a Linker
Warm Handover
Only tell your story once
No Wrong Door

Being a Linker means taking responsibility for helping a family navigate 
and feel supported within the service system. A Linker helps connect 
families to appropriate services, and manages the complexity of the 
system so that the client doesn’t have to deal with it.

The job of just one person. The ability to act and think like a Linker is a 
capability that all front-line workers must have.

“Making sure people aren’t abandoned 
within the system.”

STEP 1: Familiarise yourself with the key characteristics of 
thinking and acting like a Linker by reading through the 
materials on pages 51-52 and case study on page 65.

STEP 2: Follow the instructions on how to use the materials.

STEP 3: Use existing resources to connect with other Linkers in 
your network. Your Local Governance group will be able 
to connect you to the resources used in your local Linker 
Network

… download a 
printable copy 

from the website:
linker.org.auInternal tools

(p.84)
Client-facing tools

(p.87)

Organisations displaying the Linker Network 
logo work together, so that you to get the 
support you need, when you need it. 

Everyone in the Linker Network will:

www.linker.org.au

Common  
Welcome Approach

1/ 2/ 3/Network of 
Linkers

Family-Centred 
Plan

We do this with:
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The materials here are intended to be used within your teams. Familiarising 
yourself with this content will help you better understand what it means to be a 
Linker. Included are instructions on what to do with each. You can download these 
materials at linker.org.au/resources

Your Local Governance Group will 
determine which resources you should be 
using to find and connect with other 
organisations in your network. Remember to 
check back regularly as there may be new 
joiners – this will ensure you’re making the 
best possible Links for clients.

The Linker poster below can be stuck in your 
staff area (e.g. kitchen or lunch room) to 
remind you of the key behaviours that 
Linkers exhibit.

Print out the cheat sheet below and have 
them on hand in a place that is easy to 
access. It contains a simple list of Do’s and 
Don’ts that help to remind workers on 
Linker behaviour.
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The materials here are intended to be used with your clients. 
Included are instructions on what to do with each. You can download 
these materials at linker.org.au/resources

Linkers use Linker Referral Cards to 
help clients get to the right services. 
Refer to Jill’s son page 65 if you need 
more information on how to use them.

The Linker Network Poster below should 
be hung up in an area where clients can 
see it. It outlines what it means for them 
that your organisation is a part of the 
Linker Network.

The info card below can be given to 
clients to help them understand what 
you as a Linker can do for them. Add your 
name and contact details so your client 
has them for reference. You can also use 
this card during exit conversations as an 
invitation for the client to return.

These decals make it obvious 
to your clients that you are 
part of the Linker Network. 
Stick these in a location 
where they can be clearly 
seen by clients.
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“Keeping the client’s goals front and centre”
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This plan gives control back to clients, giving them a template to clearly 
describe their unique situation so that the right services are tailored for 
them. It means frontline workers focus services to the stated needs of 
clients (in the plan), rather than unintentionally directing clients towards 
predetermined services. For clients it will give them greater control and 
confidence in expressing their needs, and better understanding of support 
options available to them within the service system.

The experiences that we aim to create through Linker Network Plan are:

Only tell your story once
Services to meet needs

The Linker Network Plan is an optional tool that anyone can use to help a 
client better understand their own needs and match those to support 
options within the service system. A simple (ideally one-page) plan, co-
authored by the client that describes the client’s most important goals in 
their own words, which they can choose whether or not to share with 
other providers. 

A case plan or any other individual plan.

“Keeping the client’s goals front and centre”

STEP 1: Read through page 19 to familiarise yourself 
with the process of creating a Linker Network Plan.

STEP 2: Use the capture template provided in the toolkit in 
a conversation with a client. Refer to pages 55-57 
for more guidance

… download a 
printable copy 

from the website:
linker.org.au

Capture template 
(p.91)

Consent to Share 
Information Form

(p.92) 
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Wrap up and determine next stepsHave the LNP conversationIntroduce the LNPBuild rapport with the client

The Linker Network Plan (LNP) is 
intended to be completed with clients 
who you’ve already built rapport with.

You are ready to start creating a LNP 
when:

A degree of rapport has been 
established 
The client has expressed a desire 
for additional support and it feels 
like a natural opportunity to 
suggest a LNP

1. Start by asking if the client has 
completed a LNP before.

2. Introduce the what and the why:

What: “This is your plan. It’s 
about capturing what’s going on in 
your life…"

Why: “…so that together, we can 
figure out who and what can best 
support you.”

3. Check whether the client is 
interested in going ahead with 
creating the plan.

4. Ask whether they would like to fill in 
the plan themselves, or whether they 
would prefer to fill it in together. 
You may already know some key 
information about the client from 
past discussion and this can be filled 
into the relevant sections of the 
capture template.

The goal of doing a LNP is to help clients 
articulate and track their own needs and 
goals. Having the right conversation is 
an integral part of creating a LNP that 
will be meaningful and helpful to clients. 

When having the LNP conversation:

Take a strengths-based approach –
focus on recognising and building 
on their achievements
Use the capture sheet to record 
and track key goals, achievements, 
and opportunities for growth
Keep the tone of the conversation 
informal and friendly
Set the right expectations and 
boundaries

Ask if the client consents to 
sharing their information. Feel 
free to use ’How We Use Your 
Personal Information’ sheet (p.17) 
to help you do this.

When wrapping up the conversation, 
remember to:

Fill in the second section of the 
template (see page 20)

Ask the client to take a photo of 
the document for their own 
reference (keep / doesn’t want to 
keep it – why/why not)

Keep a copy of the capture sheet 
for your reference (photocopy, 
scan or take a photo on your 
phone) and enter into the client 
data management system
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3. How can I get there?
KEY THINGS TO UNCOVER

What a client thinks they can do to improve themselves 
and their wellbeing
A client’s support network (friends, family, neighbours, 
professionals)

PROMPTS
What do you think you’d need to do to overcome that?
Who are the people most important to you?
What needs to happen before you’d be able to do that?
How could I help you? Is there anyone you know or a place 
you could go to to get help with that?

5. My next step is…
KEY THINGS TO UNCOVER

An immediate action that can be taken to bring the client a step 
closer to addressing their needs

EXAMPLES
“To attend an appointment with XYZ Services”
“To get in touch with Jane at the Community Centre”
“To come back tomorrow for a longer conversation”

4. Who will support me?
KEY THINGS TO UNCOVER

Allow space for the client to name their own supports before 
you make recommendations
Individual and community resources clients can turn to for 
support (e.g. neighbours, community centres) – these can be 
non obvious and may require further prompting
The client’s consent to share their information (page 21)

PROMPTS
In an emergency situation, whose number would you give 
someone to contact? 
Where do you go when you’re not feeling at your best?
Who do you turn to when you need someone to talk to?

*Don’t forget you are part of the Linker Network, the best 
support for this client might be with another provider

1. What’s working right now?
KEY THINGS TO UNCOVER

What a client’s holistic needs are (beyond their immediate 
needs)
Positive things about their current situation
A client’s individual strengths, interests, and abilities

PROMPTS
What are you most excited about doing?
How are you doing? How do you feel about that?
What do/did you enjoy doing? 
What are you good at?

2. Where do I want to be?
KEY THINGS TO UNCOVER

A bigger picture perspective on what a client’s long-term goals 
or ideal situation is.

PROMPTS
Let’s assume for a second that a particular barrier didn’t exist. 
What would that look like for you?
What do you want to be thinking, feeling, or saying in the 
future?
What do you want others to be thinking, feeling, or saying 
about you in the future?

There are five main sections that a good LNP conversation should cover. 
Below is a breakdown of the key things that are useful to cover in each 
section, and a few prompts you may use to help you and the client do this.
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It is important to get consent from the client to share their 
information. Use the form below to help clients talk through 
how the Linker Network will use their personal information.

The ‘tell your story once’ philosophy is I think 
really important because you can see that program 
fatigue, referral fatigue, that checklist fatigue that 

our families have. They’re tired, they feel like 
‘I’ve said it before, why do I have to say it again?’ 

so I feel like that’s really important, its made a 
difference, it speeds up the process as well.
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“No client dropped. No service dead ends.”
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We can ensure that clients are not lost at critical moments. Clients should 
feel confident that the people helping them are all working together, and 
feel like the help makes sense for them and adds value to their lives. To 
deliver this for clients, we must ensure that multi-service provider 
interventions are delivered in an efficient and effective way. 

Co-ordinated Client Support is an intentional and proactive approach by 
services providers (one or more) to achieve better outcomes for a family or 
client by ensuring that the help and services they receive are provided in a 
coordinated way.

Key moments of support require co-ordination - such as creating an initial 
care plan or when agencies decline a referral. If co-ordination occurs at 
these moments, we can decrease the likelihood that a child or family will 
drop out of the system, increase the utility of our services together 
(complementarity), and better greater efficiencies in our services.

It is not the status quo. It is not an assumption that co-ordination is 
someone else's responsibility. 

“No client dropped. No service dead ends.”

STEP 1: Identify when more than one organisation or agency is 
working with a client (typically found in a client’s Linker 
Network Plan, or on their shared client data 
management profile).

STEP 2: With client permission, take proactive steps to contact 
the other organisations/agencies and talk through the 
Co-ordinated Client Support guidelines

… download a 
printable copy 

from the website:
linker.org.au

Co-ordinated 
Client Support 

Guidelines 
(p.95)

  

 

Co-ordinating Family Support  
 
 

 
When you identify that there is at least one other service provider 
working with a family, worth through the following steps to maximise 
the co-ordination of services. 
 

STEP 1   Contact each of the identified service providers. 

STEP 2   Verify any relevant consents to share information. 

STEP 3   Confirm that they are working with a member of your client’s family. 

STEP 4   Discuss to establish a shared understanding of the family’s whole picture. Ask if 
they know of other service providers working with the family. 

STEP 5   Ask if they are part of, or familiar with, the Linker Network. If they are not: 
a) Explain the purpose of the Linker Network 
b) Explain the purpose of Co-ordinated Family Support 
c) Offer to send them additional information, including a link to the website 

STEP 6   Check to see if there is a family-centred plan in place. 
a)  If there is not a family-centred plan in place, determine who is best    

 placed to develop it. 
b)  If there is a family-centred plan in place, discuss what needs to be  

 added to it. 

STEP 7   Discuss next steps, ensuring that you consider practical issues such as: 
• Are all service providers in contact with each other? 
• Are there any unnecessary duplications? 
• Who else could or should be involved in supporting this family? 
• Are there any opportunities to coordinate our support with this family? 
• Is there an obvious lead Linker in place to maintain coordination of 

support? 
• Who will talk to the client about developing/updating the Family Centred 

Plan? 
• What is the best way for us to maintain communication? 
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Having identified the need of 
Co-ordinated Client Support, talk 
through the guidelines (on the 
right) with your client to maximise
the co-ordination of services.

It was pretty challenging at times 
trying to get on top of all the Linker 

Network stuff. But we found it 
reassuring to know that we could 

reach out to the helpdesk at anytime 
to help us work through problems. 

Get help when you need it at:
helpdesk@linker.com.au
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Case study and tools

1. Readiness Checklist

2. Case Study – Jill’s Story

3. Tool and Forms
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The LN Principles & Standards have been adopted by 
your organisation and you have taken steps to embed 
them into your daily work.

Staff have the training and supervision needed to deliver 
great service to clients, and management are committed 
to a healthy culture of high service standards.

All staff have completed the ‘New Linker Induction’ 
modules on the website and relevant staff are booked in 
or have attended face-to-face Linker network training.

The Linker Network logo is clearly visible and easy to 
identify to people accessing your service.

You have made contact with a representative from your 
Local Linker Network and have all the information you 
need to attend and participate in the next meeting.

You are ready and willing to work with other members of 
your Local Linker Network to adopt and use shared 
systems and tools.

You have read and understood the framework for the 
Collective Brokerage system and are ready to discuss it 
further with your Local Linker Network partners.

You have read and understood the framework for Place 
Based Integrated Service.

Check off your progress to make sure you don’t miss anything!
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You and your team have completed a self assessment and 
have implemented all reasonable improvement actions. 
You are committed to continuous improvement.

As an organisation you have the necessary internal capacity 
to ensure that people get warm supported referrals and 
follow-ups to ensure they don’t ‘fall through the gaps’.

Staff have access to the Linker Network Plan and have the 
necessary skills and knowledge to use it effectively with 
clients when needed.

Staff understand their responsibility to proactively 
investigate opportunities for multi-service coordinated 
client support and have the knowledge and skills to do so.

If at any time you run into a problem, feel like 
something doesn’t fit, or you can’t make sense 
of something in the Playbook, please ask us for 
help by sending an email to:

helpdesk@linker.org.au
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To give you a better sense of how the elements 
of the Linker Network model might work 
together in practice, we have created a 
narrative of an ideal experience we want clients 
to have in the system. 

The story features Jill, who is seeking some 
form of support for her young daughter Sally. 
While just an example, we hope it helps you to 
better understand how everything that has 
been covered in the Playbook.

Please not that this is just one example of one 
experience. It has been designed intentionally 
to demonstrate a number of key Linker 
functions. We understand the work we do with 
people, families, and communities is not linear, 
and that not every provider will have the same 
capacity to engage clients in this way.

What happens isn’t as step by 
step as the playbook sets out. 

But it’s a good guide.

There are some of the Linker elements 
that we don’t have the expertise or 

capacity to do, but what we can provide 
is a warm welcoming centre. It’s about 

doing the bits that we’re able to.

It kind of gave me a bit more 
direction and purpose – it gives a 
name to what we’re already doing 
and gives us encouragement to go 

the extra mile for people.
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Note: this is one example of one 
experience. It has been designed 

intentionally to demonstrate a 
number of key Linker functions. 

We understand the work we do with 
people is not linear, and that not 

everyone has the same capacity to 
engage clients in this way.
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The Linker Network is group of service providers that work together 
to help you get the support you need.

We can connect you with the right support or service more quickly if 
we share information about your current situation with 
organisations that may be able to help you.

Information you provide to us.

It is up to you to decide what you tell us. In most cases it is up to you 
to decide whether or not we share the information you provide.

There are some situations, generally when we are worried about 
your safety or someone else’s safety, where we must provide certain 
information to Family and Community Services (FACS).

Yes. You can list organisations that you do not want to have your 
information shared with.



|  93



|  94



|  95


