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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. 


