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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



|  44

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


