
Western Sydney/Nepean Blue Mountains 

Multi-agency Re-design:  
Family Preservation and Early Intervention
(Locally Co-designed Services)

PREPARED FOR 
FACS



FAMILY PRESERVATION AND EARLY INTERVENTION - 
A NEW VISION FOR WESTERN SYDNEY AND NEPEAN BLUE MOUNTAINS 

Since mid-2015, FACS have been engaging with their Government and NGO partners across Western Sydney and Nepean Blue 
Mountains to co-design a range of innovative solutions to child protection challenges in the two districts.  One of the focus areas 
has been family prevention and early intervention. As part of the process we identified the current issues for clients and service 
providers and a vision for a new experience.
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We need a more personalised 
approach

Agencies only understand me 
through the lens of the services 
they provide. I get pigeon-holed

I feel my family is falling through 
gaps because I’m not being 
helped to find the right services

Between agencies we’re only 
seeing 28% of kids at risk 

Services are hampered by 
unduly prescriptive funding 
agreements (forced to pigeon 
hole people)

We don’t know why we’re 
seeing more indigenous, or 
what we’re doing when we see 
when we see them

Agencies are able to move at 
the family’s pace

Collaboration is normal 
practice and clients think 
services are seamless

We have a culture of 
pro-active information 
sharing

We don’t know what’s 
happening to our older kids 
when they get restored or how 
we can continue to support 
them

It’s a perfect storm to crack an 
interagency approach… but we 
have professional boundaries 
when we should have 
professional closeness

Knowing whom to call or go to, 
to get services is difficult

When a service is found, it is 
usually helpful, respectful and 
supportive

I don’t speak up for myself 
because I don’t know what I 
need

Families

I feel like someone with 
power is actually going to 
help me

I’m clear about what’s going 
on

I feel safe, we’re getting the 
care we need, and our basic 
needs are being met

They’ll make sure I get exactly 
the right help for me and take 
the time to understand where 
I’m coming from

I’m confident  that services will 
change as my needs change

I’ve got choice about what’s 
happening

Agencies

A B

We always begin by exploring 
options with families

We are always innovating to 
meet client needs

We are able to deliver services 
quickly



THE STARTING CONCEPT

In 2015 a small multi-agency 
project team came together to 
define a new service concept in 
the family preservation and early 
intervention space.

 “Locally Co-Designed Services” 
was an ambitious re-design of 
service delivery and the initial 
concept (shown) was considered 
to have sufficient merit to take to 
a deeper design process with the 
key players across the sector.

A 3-day multi-stakeholder design 
session was held May 2016, 
refining the overall system map 
and developing specific concepts 
in detail.
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A refined service model emerged situating the 
family’s needs at centre. Six service concepts 
and eight enablers were developed.

NEW SERVICE CONCEPTS

Linkers

Place-Based Integrated Services

Collective Brokerage

Family-Centered Plan

Common Welcome Approach

Co-ordinated Family Support

ENABLERS

Outcomes-Based Contracts

Common Principles and Standards

Training and Common Induction

Shared Systems (New and Old)

Consistent Language and Communication

Common, Non-Stigmatising Branding

Customer Satisfaction Culture

Standard Role Descriptions

EVOLUTION OF THE  SERVICE MODEL
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DESIGN PRINCIPLES

Child and family centered The needs of the child and family are at 
the heart of everything we do

Flexible to need                      Services understand and tailor support to 
individual needs 

Guiding and empowering Where possible the focus is on giving 
families control over their immediate and 
long-term care and support

Working together The service system works together to 
support families holistically

Refreshingly simple Every interaction feels as effortless as 
possible - for clients, for service providers, 
for agencies

The following design principles guide the design, piloting and implementation of the concepts and new service model. They 
should also be the guiding principles that underpin the cultural change across the sector to deliver the new service model.
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Linkers (H1)

Making sure people are NOT abandoned within the system

The frontline staff of organisations serve as dedicated ‘relationship managers’ for 
individual families, ensuring that the families are getting in touch with the services 
they need and checking in with them make sure they are receiving value. 
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SERVICE PROPOSITION CONCEPT:



What is really different?

What is it?

“Linker” is a function that all front-line staff of NGO’s and 
agencies may need to employ when new families enter into 
the system. Being a Linker means taking responsibility for 
helping a family navigate and feel supported within the 
system. A Linker is essentially a ‘relationship manager’ for a 
family, helping to connect them to the appropriate services, 
and then following up with the family to ensure that they 
got the help they needed. The Linker is the family’s 
backstop, there to be of assistance whenever the family 
feels like they aren’t able to effectively navigate the system. 
The goal is also for all front-line staff to “Think like a 
Linker.”

● Currently families are referred from agency 
to agency and NGO to NGO, with no single 
point of contact to help in times of 
confusion 

● Support systems exist for Linkers to help 
them provide up-to-date information on 
where they can go to get appropriate 
services

● Expectations for agencies and NGOs must 
change to provide the necessary capacity 
to deliver Linker services
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LINKERS



What will this mean for...

Families? NGOs?

FACS? Other Agencies?

● A single point of contact can be relied upon to provide direction and 
assistance when navigating the system.

● Someone will follow up to see if they have received the services they 
need.

● It will be clear that someone in the system is thinking about their case 
holistically. 

● They won’t have to repeat their story time and again as the Linker will 
ensure every new service they encounter is familiar with their story. 

● If their Linker needs to change to a more appropriate person, they 
know the handover will be well-considered and seamless. 

● They will be confident that each of the services they are working with 
are aware of any other service they might be working with.  
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● Confidence that agencies and NGOs are coordinating services, as the 
Linker will ensure that all involved services are connected and 
informed of each other. 

● Immediate need of non-essential client management will be handled 
by agencies or NGOs with Linker functions, and will not fall on the 
already taxed resources of FACS. 

● FRS and Family Support Services will provide clear and up-to-date 
information about available services (and their capacities) to Linkers 
as necessary for referrals

● Contacts and expectations with NGOs will need to change to provide 
capacity necessary for NGO staff to resource Linker activities. 

● All (or most) front-line staff will need to be trained in being Linkers 
(therefore training will need to be developed), focusing on 
understanding available service and how to be a ‘relationship 
manager’ for families.

● Robust support systems must be put into place for NGO Linkers to 
help them be familiar with all available service (and vacancies).

● NGOs will need to dedicate time to building better relationships with 
FRS and FSS.

● NGOs will need to be comfortable sharing family plans with each 
other and other agencies to ensure holistic coordination.

● Contractual changes will be required to allow for capacity and funding 
necessary to execute Linker roles.

● All (or most) front-line staff will need to be trained in being Linkers 
(therefore training will need to be developed), focusing on 
understanding available service and how to be a ‘relationship 
manager’ for families.

● Robust support systems must be put into place for agency Linkers to 
help them be familiar with all available service (and vacancies).

● Agencies may need to dedicate time to building better relationships 
with FRS and FSS.

● Agencies will need to be comfortable sharing family plans with each 
other and NGOs to ensure holistic coordination.

● Contractual changes may be required to allow for capacity and 
funding necessary to execute Linker roles.

LINKERS



Processes

What will we need to make this work?

People Systems

● Front-line staff will need to be trained in 
‘relationship management’ skills (ie. keeping 
a long term relationship beyond the delivery 
of immediate services).

● Staff will need to have an in-depth 
knowledge of all the available services and 
how to navigate the system.

● Stronger relationships will need to be built 
between agencies & NGOs and FRS & FFS.

● A temporary role of Lead Linker may need to 
be created to provide initial support to new 
Linkers as the concept rolls out. The Lead 
LInkers will be champions for the concept, 
and help manage the change and help new 
Linkers navigate the system. Lead Linkers 
would have clients themselves, but would 
assist Linker who do have clients to execute 
the role well. Lead Linkers could be 
co-located at the FRS.   

● Staff in agencies and NGOs will need to be 
prepared to share information freely with 
other agencies to ensure that all plans are 
coordinated and families feel holistically 
looked after. 

● Agency and NGO job descriptions (and 
contracts) will need to change to detail the 
requirements and expectations of being a 
Linker.

● A clear process on how to move a family 
from one Linker to another (either because a 
Linker is leaving or because a more suitable 
Linker has become apparent) will need to be 
developed--likewise a way to evaluate how a 
good Linker would be for any given family. 

● A process for sharing plans between 
agencies and NGOs will be necessary.

● New system for navigating all available 
NGOs, agencies, and services, along with all 
the associated vacancies and capacities 
(perhaps a push of HS net?). 

● A way to share individual families plans from 
specific NGOs and agencies with other 
NGOs and agencies working with the same 
family (see ‘Family Plan’ concept).

● There may need to be a system for 
monitoring and ensuring the quality of 
Linkers.

● The ‘Family Plan’ and management of 
sharing plans may benefit from being 
incorporated into Patchwork (if possible).
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Place-based 
Integrated Services
(H1-2)

Focused support where it is needed the most

New systems and contracts that enable multi-agency targeted response 
to specific locations of greatest need or greatest opportunity 
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SERVICE PROPOSITION CONCEPT:



What is really different?

What is it?

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

○ 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)

● A strategic approach to integrated service 
delivery in areas of greatest need or 
opportunity

● Local focus through an integrated local plan
● Local governance and measurement of 

outcomes

11

PLACE-BASED INTEGRATED SERVICES



What will this mean for...

Families? NGOs?

FACS? Other Agencies?
FACS have a strategic role in place-based interventions:

● helping to define the strategy
● facilitating and enabling collaboration/partnerships
● measuring outcomes/quality
● prioritising activity of CPOs

● Joint leadership on the ground
● Collective prioritisation of service delivery
● Joint planning
● Sharing program data
● Evaluation through a place-based scorecard
● Measuring customer satisfaction

● Joint planning
● Greater involvement with the broader service sector in an area
● Sourcing and identifying specialist services
● Greater continuity of care

● Services tailored to meet local needs
● People have a voice in the services locally
● Increased access to tailored services
● Seamless navigation between service providers
● Less fear and stigmatisation if it is handled well
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PLACE-BASED INTEGRATED SERVICES



Processes

What will we need to make this work?

People Systems

● High levels of collaboration between 
local service providers and Government 
agencies

● A shared culture across service providers 
to ensure that families receive the 
services they need

● Developing a multi-agency strategic plan 
at the local level facilitated by FACS

● Information sharing at the local level
● Service maps in local areas
● Regular joint planning and review 

sessions
● Local brokerage of new services
● Measures and mechanisms to measure 

impact

● All local service providers access 
Patchwork and other shared systems to 
record basic family centred information.

● Strategy, plans and service maps located 
on a central server so that all service 
providers can access and update 
progress against plans
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PLACE-BASED INTEGRATED SERVICES



Shared Brokerage (H1-2)

‘Can do’: Bridging gaps in service so people can make the leap

An early intervention process that allows NGOs and FACS to access resources for an 
individual or family quickly.
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SERVICE PROPOSITION CONCEPT:



What is really different?

What is it?

Brokerage is an early intervention process that allows 
NGOs and FACS to access resources for an individual or 
family quickly. The process is for:

1) A ‘leap’ from immediate danger 
2) A ‘leap’ in the short term that will make longer-term 

independence, safety, empowerment & family 
preservation possible 

‘Resources’ includes but is not limited to a shared ‘bucket’ 
of funds. 

● Makes true early intervention and creative, 
front-line problem-solving more possible

● Creates a culture of ‘can do’ - we find a way
● Uses minimal resources 
● It is integrated, additional, collaborative and 

equitable
● Provides a way to resolve capacity issues in 

the moment
● Helps staff access resources that aren’t 

available through programs
● Is not for setting up new services

SHARED BROKERAGE

Use-case scenarios

- Child has trouble getting to school based on where they live. Funds needed to buy him a bike
- Hoarding & squalor - need funds in the short term to get a skip to reduce health danger and make 

it possible to create new behaviors
- High school suicide - youth workers & counselors needed urgently to work overtime and 

supplement those available
- Youth violence - intervention to stabilise a neighborhood
- Mom - no access to Centrelink yet but needs 80 hrs work with aged care to get a job - pay for 80 

hrs of a babysitter
- Nicotine gum, patches for a kid who is serious about quitting
- Storage for someone who has become homeless and needs to get out quickly - and will get their 

belongings to someplace else soon
- Caravan park intervention - bring multiple-agencies together to service an area for a short time
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What will this mean for...

Families? NGOs?

FACS? Other Agencies?
● It means FACS can fill the gaps
● The agreement (or social contract) is clear and provides FACS with 

a way to hold individuals and families accountable for the services 
they are provided. It also gives a reason to continue the 
conversation and thus keep them in the system

● Enables FACS to gather data so we can identify recurring gaps 
and improve planning

● Increases early intervention
● Decreases ROSH
● Provides a direct and tangible answer to Treasury: ‘What are we 

paying for?’ The requests we fulfill should make sense to a 
reasonable person outside of FACS

● It is a powerful example of NGO collaboration
● Avoids wastage
● Transparent

● Increases flexibility and capacity
● Helps drive a collegiate approach
● Client-centred
● Buys time to work with the family to plan
● Responds to the one thing that staff say they would change: 

‘What do you do when there’s just no option?’ It provides a 
safety net

● e.g. School Counsellors - the Friday night scenario often hits 
them and it gives them options

● Helps them grab that little window of opportunity - e.g. train fare 
to safety

● It increases the culture of ‘can do’
● If FACS pays, then maybe they can find the capacity
● It’s exciting. Multiple agencies can ring up and make a request: 

‘It’s really little, it’s right now, but if we do it then I reckon we can 
make a difference…’

● This may start with FACS but could become whole of 
government

● The agreement (or social contract) is very clear. ‘If we provide 
you with ‘x’, then you will use it do ‘y’.’ The family knows what 
the resource is for, how long it is available, and what is expected 
if they use the resource

● It supports family preservation
● It enables early intervention - even same day response for 

emergencies
● Immediate needs are met
● They feel safer
● It builds trust
● It provides relief
● It helps families avoid a worse situation
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Processes

What will we need to make this work?

People Systems

● FACS & NGO staff with delegations
● Admin staff
● Finance
● Training

● For an immediate leap from danger
○ Agreed delegations at each agency 

and level of leadership within 
agencies

○ Same working day or even immediate 
response based on an inter-agency 
decision to support a request 

○ A request to FACS by email to 
reimburse

○ A reimbursement response
● For a short-term leap to independence, 

safety, empowerment or family preservation
○ Case management for identifying 

needs
○ An application process for accessing 

funds, services or resources
○ Agreed turnaround times (SLAs)
○ Governance making decisions 

around short-term leap
● Connection to ‘Place-based Integrated 

Services’ Governance to assess 12-month 
trends

● A bucket (e.g. 100k) that is funded by a 
percentage of the FACS Funded Services 
allocation

● 15% administration fee
● ‘Bucket’ rolls over each year to protect 

unused funds - and enables them to be used 
for larger scale needs if unused

● MOUs among NGOs - who can offer what 
services

● Minimal tracking system for requests & 
approvals
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SHARED BROKERAGE



Family Centred 
Plan (H1)

Keeping your family’s goals front and centre

A simple (ideally one-page) family profile co-authored by the family that outlines the 
family’s goals, as well as which agencies are involved in helping them achieve those 
goals. 
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What is really different?

What is it?

A simple (ideally single page) capture of a family’s goals. 
The document should be co-authored by the family, and 
should also include the names and contact info of the other 
agencies that are assisting the family in reaching their 
goals. Theoretically, the profile would sit atop all the 
agency plans, as a cover page that explains what all the 
associated plans are trying to achieve. The LInker would 
help the family initially draft their goals, but other agencies 
may help to update the profile as new plans are made. In 
order to effectively draft the plan and manage inter-agency 
relationships, the Linker would require special training (see 
Processes). 

● Currently, there is no single capture of the 
family’s goals that can be shared across 
agencies and NGOs. 

● My Story will provide much more in-depth 
information, the Family Profile will be a very 
simplified capture by contrast.

● The families don’t currently sit in the driver’s 
seat when it comes to articulating their 
goals. 

● Family goals are often articulated in 
relationship to specific agency mandates 
and programs, and are rarely holistic. 

FAMILY CENTRED PLAN
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What will this mean for...

Families? NGOs?

FACS? Other Agencies?
● FACS will be able to see the families’ goals at a glance. 
● FACS will be able to see who else is assisting with a client, and 

coordinate accordingly. 
● If the Family Profile does indeed end up sitting atop the other 

agencies’ and NGOs’ plans, FACS will be able to see in detail all 
of the interventions that the family is currently involved with. 

● NGO caseworkers will be able to see the families’ goals at a 
glance. 

● Case workers will be able to see who else is assisting with a 
client, and coordinate accordingly. 

● If the Family Profile does indeed end up sitting atop the other 
agencies’ and NGOs’ plans, caseworkers will be able to see in 
detail all of the interventions that the family is currently involved 
with. 

● The Linker may be an NGO employee, and therefore will need 
to be trained in helping families craft their profiles.

● If NGO personnel are Linkers, they will also need to know how 
to interface with other NGOs and agencies. 

● Other agencies will be able to see the families’ goals at a 
glance. 

● Agencies will be able to see who else is assisting with a client, 
and coordinate accordingly. 

● If the Family Profile does indeed end up sitting atop the other 
agencies’ and NGOs’ plans, Agencies will be able to see in 
detail all of the interventions that the family is currently involved 
with. 

● The Linker may be an Agency employee, and therefore will 
need to be trained in helping families craft their profiles.

● If Agency personnel are Linkers, they will also need to know 
how to interface with other agencies and NGOs. 

● Families will be confident that their highest level goals have 
been heard.

● Families will be confident that agencies and NGOs are all 
working to the same overall goals and are coordinating efforts 
(or at least not working without information about who else is 
involved).

● Families will be empowered--they are in the driver’s seat when it 
comes to articulating what it is that they actually want to see 
happen with their families. 
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Processes

What will we need to make this work?

People Systems

● Potential Linkers will need to be trained in 
how to build Profiles with Families

● FACS, NGOs, and other agencies need to be 
aware that their plans can potentially be 
shared with other NGOs and agencies. 

● A process will need to be designed for 
building a Profile (with the family’s direct 
involvement).

● A process for updating the Profile will need 
to be designed. 

● A training program will need to be designed 
for Linkers to teach them how to build 
Profiles (possibly based on how to have 
good conversations, listening, being 
strength-based, focusing on the ‘7 key 
principles in person-based philosophy, etc).

● A method for acquiring or accessing other 
agencies’ most up-to-date plans for a family 
will need to be designed (including ways for 
the Linker to bring negligent agencies and 
NGO’s to the party). 

● A system to store the Profiles, and 
potentially a copy of the agencies’ plans 
(can this be incorporated into Patchwork?)

● An easily accessible resource pack and 
on-line tools for Linkers to access to help 
them build Profiles
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Common Welcome 
Approach (H1)

A new culture across the sector that makes ‘first contact’ with services feel welcoming 
and helpful, rather than an assessment.  The aim is that individual service providers 
position themselves with clients as part of a larger, integrated services team.

Always welcome here
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What is really different?

What is it?

A new cross-sector ‘first-contact’ welcome that is 
personalised and helpful, rather than an ‘assessment’: The 
focus will be on:

● Being understanding, building rapport
● Collecting just enough info to be helpful - name, 

contact details, need
● Support with the presenting issue and/or linking to 

appropriate services across the sector
● Quality of experience - ‘people not paper’ - helpful, 

caring, empathetic
● A welcome to a large, collaborative service system

● Front-line staff in all service providers 
think about what is right for each client 
across the service sector, rather than what 
their organisation can/cannot do.

● A focus on welcome and help NOT intake
● Providing value outside ‘my clients’
● Focus on people over paper, on need 

versus assessment

COMMON WELCOME APPROACH
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What will this mean for...

Families? NGOs?

FACS? Other Agencies?
● Widespread buy-in to the new approach
● ‘Rebranding’ FACS to a helping organisation
● A greater emphasis on Family Prevention and Early Intervention
● Staff training on the new approach
● Building the approach into performance measures and overall 

outcomes frameworks
● Widespread education of the sector
● A potential reduction in ROSH

● Widespread buy-in to the new approach
● A greater emphasis on Family Prevention and Early Intervention
● Staff training on the new approach
● Building the approach into performance measures and overall 

outcomes frameworks
● Widespread awareness of the other service providers in an area
● Reduced initial paperwork

● Widespread buy-in to the new approach
● A greater emphasis on Family Prevention and Early Intervention
● Staff training on the new approach
● Building the approach into performance measures and overall 

outcomes frameworks
● Widespread awareness of the other service providers in an area
● Reduced initial paperwork

● A welcoming, positive first experience
● Families may feel more confident to seek help
● They feel listened to and understood, rather than assessed
● More personalised to individuals 
● Client focused - they get what they came for (if they know)
● They get linked to the right service provider

COMMON WELCOME APPROACH
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Processes

What will we need to make this work?

People Systems

● A culture change program across the 
sector that brings the new approach to 
life, including widespread staff training 
on the new approach

● Built into job descriptions and 
performance measures for all front-line 
staff

● An easy to use map of the service sector 
for each local area

● A template of the key questions and 
contact information needed in the 
welcome conversation

● A follow-up call process to check-in with 
the client 1-2 days following the contact

● Design a simple customer satisfaction 
approach to measure success

● Possibility of basic client information 
being logged in Patchwork (v2) when 
available. Accessible by all agencies

COMMON WELCOME APPROACH
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Co-ordinated 
Family Approach
WE ARE the safety net: No service dead-ends, no families dropped

The co-ordinated family approach is both 
- the culture we want to create as well as 
- key moments in time that require coordination between agencies
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What is really different?

What is it?

This concept summarises the essence of what we’re trying 
to create with Locally Co-designed Services (LCDS). It is our 
ambition to develop an overall culture of taking a 
co-ordinated approach to providing services to families.

Furthermore, key moments of support require 
co-ordination, such as when creating the initial care plan or 
when agencies need to 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 
avoid inefficiency in our services.

● Co-ordination is not the status quo
● We are looking for moments when 

co-ordination can make a difference
● We are looking for ways to keep people 

from dropping out of the system 
prematurely

● We are looking for the best leverage points 
to help break the cycle

CO-ORDINATED FAMILY SUPPORT
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stabilising

Ideal

Issues we 
anticipate in 

implementation

Ideas to 
address 
issues

Linker + Common 
Welcome Approach

Family 
Centred Plan

Linker welcomes the 
family to the centre as 
well as the ‘community 
of care’ using the 
Common Welcome 
Approach

Overnight...Days Weeks...Months Months...YearsSCENARIO

DV victim with 
children turns to a 
Women’s Refuge for 
safety & seeking 
support

Together with a 
prioritised group of 
organisations, the family 
and Linker create a 
Family Centred Plan

Family receives multiple 
services. Place-based 
Integrated Services 
makes it easier to 
access services.

Place-based Integrated 
Services

safety breaking the cycle

Linker follows up with a 
phone call to see how 
the family is going, if the 
services were the right 
ones and if they were 
happy with the services

Linker convenes with 
just the family, the 
support services or all 
(family + support 
services) to update the 
plan

Family 
Centred Plan

Linker
Co-ordinated 

Family 
Approach

=
Co-ordinated 

Family Approach

Cycle of follow up 
continues for as long as 
the family is working 
through their plan

Housing
Health

Legal
Centrelink
Schools
Employment

Counselling
Legal
School support
Education
Employment
Social connections - 
religious, yoga

Linker doesn’t have 
knowledge of all the 
services available, 
eligibility conflicts or 
service availability

Linker unable to 
convene all the 
agencies at a time & 
place that suits 
everyone or that the 
family can access

Referral is declined due 
to lack of capacity or 
issues with eligibility 
(age, suicidal, language, 
substance abuse, 
geography). 

Family has a bad 
experience with the 
service.

Family drops out of the 
system - general 
disengagement - life 
gets in the way. Linker 
cannot make contact.

Family cannot stabilise 
and comes back into the 
system multiple times 
for the same issues 
(DV).

Training & Common 
Induction Build 
knowledge of available 
services

New & Existing Shared 
System May eventually 
be able to see real-time 
service availability

Agency representatives 
convene where the 
family is - in this case, at 
the Women’s Refuge

Place-based Integrated 
Services Place-based 
Integrated Services 
makes it easier to 
convene agencies

NEW Referral 
response process: 
Referred agency replies 
to Linker with an accept, 
reject and forwarded to 
another agency, reject 
and return to Linker

Customer Satisfaction 
Culture; Common 
Principles & Contracts 
Routine survey 
feedback as well as 
verbal inquiries into the 
quality of the service 
help Linkers and 
agencies determine 
where the service is not 
meeting expectations

Brokerage The ability to 
provide brokerage gives 
workers the flexibility to 
provide the ‘float’ so that 
families are better able 
to stabilise

Focus interventions on 
the basics that help 
stabilise: employment, 
stable housing, child 
care. Bring more 
sophisticated 
interventions designed 
to help break long-term 
cycles into the process 
earlier - i.e. counselling 
and support groups up 
front
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What will this mean for...

Families? NGOs?

FACS? Other Agencies?
● FACS can measure and track outcomes better
● The data gathered will help improve services
● Improved means to deliver upon their ‘duty of care’
● Greater transparency, visibility, access and performance
● Focus on family preservation and early intervention

● Clarity as to their performance and customer feedback
● Clarity as to other services that are available, and when
● Partnerships and shared ‘duty of care’ better enable 

‘level-loading’ of the system so that no one agency is 
overwhelmed

● Reduction of conflicts between agency services as well as 
avoiding wastage of services that are not applicable

● A pathway to direct families that they cannot serve
● A means and a way to connect with the whole of the service 

system 
● Easier to access services

● Increased cooperation and coordination between agencies
● Clarity as to services that are available, and when
● Reduction of conflicts between agency services as well as 

avoiding wastage of services that are not applicable
● A pathway to direct families that they cannot serve

● Oriented to goals: Starting with a plan that families create 
themselves, they understand how each service contributes to 
their goals

● Navigation: Families have more assistance in navigating the 
system

● Improved Service: A focus on customer service ensures that 
they have good (and consistent) experiences with the different 
agencies

● The service community comes together to form a safety net so 
that they stay engaged and have a better chance of stabilising 
as well as breaking long-term cycles
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CO-ORDINATED FAMILY SUPPORT



Processes

What will we need to make this work?

People Systems

● Linkers
● FACS front line
● NGOs
● Other Agencies

● Outcomes-based Contracts - to create 
requirements for co-operation

● Common Principles & Standards - so 
agencies know what they are being held to

● Customer Satisfaction Culture - as a vehicle 
to understand where services do not meet 
expectations and where new solutions to 
enable a Family Co-ordinated Approach are 
required

● Processes related to ‘Linking’ that help 
identify when families have run into a service 
‘dead-end’, when they need additional or 
new referrals and when they need to update 
their plan

● All pieces of the LCDS Concept
● New and Existing Shared System - to create 

visibility into available services
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CO-ORDINATED FAMILY SUPPORT



Outcomes-based 
Contracts (H1)

Enabling providers to get the outcomes we all want for our communities 

A new ‘lighter touch’ flexible approach to NGO contracting that seeks to mandate only 
those things that are known to drive better outcomes for children, young people and 
their families. 
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What is really different?

What is it?

FACS in partnership with funded service providers, will be 
streamlining contracting and service agreements to align with 
the FACS/Human Services Client Outcomes Framework.  This 
includes contract arrangements that are relative to the size and 
complexity of the grant (as opposed to a one size fits all 
approach). 

● 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.

● The outcomes framework will shift the focus to begin measuring outcomes, and contain a series of outcome areas 
(and draft indicators for each) including:

○ Home:  People in NSW are able to have a place to live
○ Health:  People in NSW are able to live a healthy life
○ Education: People in NSW are able to succeed in the pursuit of education
○ Economic:  People in NSW are able to improve their economic conditions
○ Social and Community:  People in NSW are able to have positive social and family relationships
○ Safety: People in NSW feel safe
○ Empowerment:  People in NSW feel empowered to improve their life circumstances.

-

32

OUTCOMES-BASED CONTRACTS



What will this mean for...

Families? NGOs?

FACS? Other Agencies?

● Greater consistency in service delivery 
● Focus on goals and outcomes for families - where intervention 

and supports are family centred, with definable outcomes for 
providers
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● Consistency in service delivery
● Longer term contracts, which will allow for interventions to occur for 

families in relation to their goals, rather than short-term interventions 
based on limited contract periods

● Data collation through outcome measures which can support future 
planning of services

● Determine the extent to which individual services are contribution to 
client outcomes, if at all

● Reducing red tape - all government business to be delivered through 
one NSW Human Services Agreement (streamlined and consistent 
across NSW)

● Data collation through outcome measures which can support future 
planning of services

● Meets the Premier’s priorities
● Will determine the extent to which FACS as a portfolio is contributing 

to client outcomes, and identify if there are outcomes areas where 
FACS needs to improve in delivering services

● Determine which services are most effective at delivering client 
outcomes and connect with other services to assist them to improve

● Reducing red tape - NSW Human Services Agreement used for 
contracts

● Through the work of the Social Innovation Council - build on work to 
develop a common outcomes framework to support cross-portfolio 
collaboration in meeting State and Premier's priorities

● Linking Commonwealth and State data across a range of domains 
which will facilitate a better understanding of troubled families, their 
pathways through the service systems as well as their outcomes

● Ability to incorporate outcomes through the new NSW Human 
Services Agreement template

OUTCOMES-BASED CONTRACTS



Processes

What will we need to make this work?

People Systems

● FACS Contracting Units
● FACS Legal
● NGOs

● Common Principles and Standards - to be 
incorporated into each service agreement for 
constancy

● Shared Systems - for data collection
● Development of outcome measures 

indicators - for all family cohorts currency 
services through TEI and family preservation 
services

● IT data collection for outcomes and 
indicators

● NSW Human Services Agreement
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OUTCOMES-BASED CONTRACTS



Common Principles 
and Standards (H1)

Agencies and NGO’s working together to realise a shared vision for the community.

Doing away with the old ‘us versus them’ adversarial roles taken by up Govt and NGOs, 
in order to recognise and value the existing shared principles, standards, hopes and 
dreams. 
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What is really different?

What is it?

A set of strategically aligned principles that every support 
worker and representative can use to clarify their own 
purpose, to help them focus on what needs doing (and not 
doing), and to help make decisions that affect the quality of 
the service they provide.

The standards ensure that everyone has a shared 
understanding of what the appropriate level of quality 
should be, how to get it to that level, and keep it at that 
level. 

● Everyone is aligned to a vision of 
cross-organisational family-centred service 
delivery, not to any particular department or role

● We’ve never had this before

COMMON PRINCIPLES AND STANDARDS
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We will:
● Keep clients at the centre of our work
● Act in the client’s best interest, ethically and transparently
● Adapt and tailor service provision to suit the needs and 

preferences of clients
● Collaborate with other services to provide the range of 

support to meet the client’s need
● Welcome and assist every client who comes into contact 

with the service
● Adopt a strengths-based approach
● Always act as a Linker
● Make a space for the client’s voice
● Check the outcomes for clients and use the information to 

develop and improve the service



What will this mean for...

Families? NGOs?

FACS? Other Agencies?
● They will be an effective way for FACS to define and track what 

quality is and what it isn’t
● They will ensure everyone can have a shared understanding 

across all organisations
● They will help bring in a common language, to help everyone 

get clarity with each other
● They are an ideal management device, both to help with 

individual and team focus, as well as ad-hoc and periodic 
performance appraisal.

● They can be built into contracts and training

● We work according to the same principles and standards
● NGOs  were involved in creating these principles and standards, 

so their aspirations are embedded in them
● We hold each other to account for the same quality standards

● Every experience should be to the same standard
● Eventually clients will know if a service is not up to the required 

standard
● We can all gather experience-based customer satisfaction 

feedback from clients
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● We work according to the same principles and standards
● NGOs were involved in creating these principles and standards, 

so their aspirations are embedded in them
● We hold each other to account for the same quality standards

COMMON PRINCIPLES AND STANDARDS



Processes

What will we need to make this work?

People Systems

● Representatives from all organisations that 
will be bound by these principles and 
standards, to co-create them

● At least one champion from each 
organisation accountable for socialising, 
training and embedding the principles and 
standards

● A way to co-create, endorse and approve the 
principles and standards

● A periodic review by a smaller representative 
group

● A way to train and coach people in applying 
them, according to their roles and 
responsibilities 

● A way to have them available to 
everyone who needs to use them (and 
held accountable to them), that isn’t 
wallpaper

● A way for anyone to send feedback and 
questions about the principles and 
standards

● The funding contract needs to support 
any flexibility needed for the service 
design
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COMMON PRINCIPLES AND STANDARDS



Training and 
Common Induction 
(H1-2)

We are the community

At the heart of creating a consistent and positive experience for our clients as they 
experience various aspects of our system is a foundation of common knowledge, 
practices, and culture. 
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What is really different?

What is it?

This concept is a service-wide approach to delivery of 
training, assets and support for anyone involved in 
front-line family and children support.

The vision of this training is to connect the whole person 
to the whole system. It’s intended to embed standardised 
practice by helping everyone explore their own 
capacities in their roles and context, not by rote learning

● It should focus on the client journey, not 
each support worker’s job description.

● It isn’t a set-and-forget approach, but an 
ongoing program to connect each support 
worker to a circle of practice

● It includes a succession strategy that 
multiplies capacity, turning trainee into 
leader and mentor

TRAINING AND COMMON INDUCTION
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What will this mean for...

Families? NGOs?

FACS? Other Agencies?
● The holistic cross-organisation family-centric vision and 

approach is embedded in our people right from the beginning, 
through the induction and Linker Training Bootcamp

● None of our representatives and support workers ever feel 
they’re on their own

● The training respects and leverages the experiences of every 
representative, rather than assuming they’re an ‘empty vessel’ 
to fill with rote learning

● It will show increasing service efficiencies over time; it’s geared 
to turn trainees into leaders and mentors

● NGOs are treated as being one of the team. They receive the 
same induction and training as everyone else (appropriate to 
context), so they know what others know

● The approach values and leverages your experience, rather 
than treating providers as starting from nothing

● The training and support will help NGOs multiply their own 
capability, and those around them

● Every interaction is from a united organisation with your best 
interests at heart, not a set of disconnected faces with each 
focused on their own job

● You’re treated as a person, not an intake
● If one person can’t help you right now, they’ve been trained to 

know exactly how to hand you over to someone who can
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● Other agencies are treated as being one of the team 
● They receive the same induction and training as everyone else 

(appropriate to context), so they know what others know

TRAINING AND COMMON INDUCTION



Processes

What will we need to make this work?

People Systems

● Skilled, experienced, and dedicated trainers, 
who know how to tailor training to specific 
contexts and experiential learning, not just 
parroting each training module

● Senior support workers willing and able to be 
groomed into on-site trainer and mentor 
roles, as part of their existing role and 
responsibilities

● Workers who know how to champion and 
demonstrate culture in the workplace, not 
just treat their job description as a set of 
blinkers

● Information designer(s), who can translate 
and transform strategically-focused content 
into training and support content via different 
modes for diverse audiences, devices and 
usage contexts

● Warm handover processes, co-designed with 
all roles involved in each process

● Ensuring all training and coaching formats 
stay connected to documented client 
journeys

● Learning pathways and learning outcomes 
tied to specific roles, so that it’s clear if/how 
each representative can advance

● A way to tailor training material for new and 
different contexts that arise, e.g. home visits, 
community settings

● Co-designed, documented and regularly 
updated client journeys, reflecting 
distinct role types, family types, goals, 
journey moments, touchpoints and 
channels, as well as corresponding 
off-stage capabilities

● A way for all support workers and 
representatives to track what training 
they have undertaken and what 
top-up/on-site training is available, with 
learning outcomes, strategic outcomes, 
and learning pathways

● A (24/7?) support hotline
● A ‘circle of practice’ to keep everyone 

connected to others who can help them 
with specific ad-hoc issues

● Dedicated regional spaces to conduct 
on-site training and coaching

● ‘Train the trainer’ assets for 
remote/regional access
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TRAINING AND COMMON INDUCTION



Shared 
Systems
(New and Old) (H3)

Sharing is caring

By integrating systems and/or implementing new systems, we create greater 
efficiencies and make it easier for our staff to do our job. Critically, however, we make it 
easier for our customers to get the support they need and create a smoother and less 
onerous process for them.
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What is really different?

What is it?

Resource and system sharing between NGOs is often seen as a 
response to insufficient resources and increasing client and 
operational demands. However, resource and system sharing 
between agencies can generate a range of positive benefits, 
including increased organisational efficiency and effectiveness; 
and supports interagency networks to meet client outcomes, 
focusing on planning for services which best meet client 
outcomes based on complexity of supports and changing needs 
of community.

● Currently NGOs are unable to share data with regard to 
client information and there are few agreed processes to 
support it

● NGO data is returned to FACS only, and information is not 
released back to community to support planning and 
changing community needs

● A key barrier to Information sharing is risk aversion in 
organisations

● Other barriers are based on legislation (ie Privacy); and 
each NGO and FACS have different IT systems which 
gather information in the same manner
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SHARED SYSTEMS



What will this mean for...

Families? NGOs?

FACS? Other Agencies?

● Not having to share the story over again, each time they change 
service provider, re-enter the system, and/or enter a new/different 
service system

● Services planned according to the changing context of service needs 
in community
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● Ability to plan to change services which best meet community needs
● Measuring of client outcomes - including longitudinal measurements
● Upgrading IT systems - resources needed to achieve this
● Sharing services and systems can support viability of organisations
● Ideally efficiencies, less duplication of effort and fewer people 

‘dropped’ from the system

● Ability to plan to resource sector for services which best meet 
community needs

● Measuring of client outcomes - including longitudinal measurements
● Upgrading IT systems - resources needed to achieve this; including 

resourcing NGOs to support shared data systems
● Ideally efficiencies, less duplication of effort and fewer people 

‘dropped’ from the system

● Measuring of client outcomes - including longitudinal measurements
● Possibility to identify interface of families within other agencies
● Ideally efficiencies, less duplication of effort and fewer people 

‘dropped’ from the system

SHARED SYSTEMS



Processes

What will we need to make this work?

People Systems

● Training in new systems including protocols 
to follow around info sharing

● Change management for the implementation 
and roll-out of systems and processes

● Development of a protocol for managing 
sharing information between agencies

● New policies & processes for the entry, use 
and sharing of information

● Outcome Based Contracts to be 
implemented - allowing for information 
sharing to be supported.

● Trialling systems like Housing's Client 
Information Management System (CIMS).  
The CIMS allows providers of homelessness 
services to share information about clients, 
with their consent. As a result, people who 
are homeless or at risk of becoming 
homeless will receive a faster response from 
services and won’t have to re-tell their 
stories.

● Child Story - Patchwork.
● Minimum Data Set (MDS) - a set of nationally 

agreed data items that are collected in 
relation to clients, the services they receive, 
and the outlets that provide these services.  

● HSNet - HSNet is a free website available to 
anyone looking for a service in NSW. The site 
is mobile-ready and works on any 
internet-enabled device including tablets and 
smartphones, 24 hours a day, 7 days a week. 
For professionals in the human and justice 
sector, HSNet also offers free membership 
with access to resources and tools to 
improve communication and collaboration in 
the delivery of services to communities in 
NSW.
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SHARED SYSTEMS



Consistent 
Communication (H1)

Making it easier for our clients to get help 

Having and using an agreed set of plain-English names and terms to describe people, 
programs and services with FACS and the NGO sector, so clients are not confused.  
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What is really different?

What is it?

This concept is about introducing and embedding a culture 
and shared understanding of using empathetic respectful 
language, that treats every ‘client’ as a partner and not a 
victim.

It sets a standard for what language patterns to use (and 
why), and what language patterns not to use.

It is part of our induction and training program, and our 
code of conduct.

● Rolling out an approach that is across all 
organisations involved in family and child 
support service delivery

● It recognises that the language we use not 
only affects each client, but our own 
mindset and attitude about each client

CONSISTENT COMMUNICATION
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What will this mean for...

Families? NGOs?

FACS? Other Agencies?
● It’s not about specific things services can or can’t say to clients; 

it’s about helping them convey the respect and partnership 
values that we aim for

● Everyone will have a way to know what’s appropriate and not 
appropriate across all parts of our services; they don’t have to 
guess or make it up themselves

● This isn’t just about saying nice things; helping everyone in the 
way they converse with clients improves clarity and efficiency in 
client relations and issue management

● Everyone will have a way to know what’s appropriate and not 
appropriate across all parts of our services; they won’t have to 
guess or make it up themselves

● Everyone in our services is held to a common high standard 
about how we speak to clients 

● Families will realise they matter. They deserve nothing less than 
our respect and understanding whenever they need our help

● We see families as partners, not victims, helping them find the 
best way through whatever it is that they are going through

● We’re not a best buddy, but we do have the family’s best 
interests at heart
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● Everyone will have a way to know what’s appropriate and not 
appropriate across all parts of our services; they won’t have to 
guess or make it up themselves

● Everyone in our services is held to a common high standard 
about how we speak to clients 

CONSISTENT COMMUNICATION



Processes

What will we need to make this work?

People Systems

- Training and culture change across the 
sector

- Person centred and strengths based 
practice will inform a consistent 
communication across agencies

- Circle of practice
- Sharing information and procedures via 

HNet
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CONSISTENT COMMUNICATION



Common 
Non-stigmatising 
Branding (H1-2)

One easily recognisable name/logo to identify all Govt and NGOs providers

We aim to build an integrated and collaborative community services system (Govt and 
NGOs alike) that is highly recognisable and easily identifiable to all.
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What is really different?

What is it?

Common branding that sits along-side existing service branding 
that enables clients to immediately distinguish family support 
services, and creates a perceived value or culture in the mind of 
potential service users.

● Currently, every NGO operates their own business, with their own brand/logo.  Not all are known to every 
possible service user. Every possible service user does not know that FACS funds the NGOs.

● A common brand, that can sit alongside an established businesses logo, will help make the service identifiable as 
a FACS funded service, which offers supports to families. 

● The brand will support a common culture to demonstrate that government and community can work alongside 
each other to achieve client outcomes.
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COMMON BRANDING



What will this mean for...

Families? NGOs?

FACS? Other Agencies?

● Easy recognition of a place to go for support
● Change in perception of the role of FACS and FACS funded services
● Lessening of the stigma of needing help
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● Recognition that established brands can sit alongside a family friendly 
brand for FACS funded services  

● Recognition of other like-minded organisations, to help build 
relationships and integrated services

● A network of family friendly services - offering joint outcomes for 
service users

● Recognition of organisations to support stronger relationships and 
integrated services

● A new cultural perception of what "Government" does for families
● A network of family friendly services - offering joint outcomes for 

service users

● A network of family friendly services - offering joint outcomes for 
service users

COMMON BRANDING



Processes

What will we need to make this work?

People Systems

● Branding Specialists/Experts
● NGOs
● FACS

● Shared Systems (new and old)
● Constant language and communication
● Customer Satisfaction Culture
● Each of the above can influence the culture 

and vision of the LCDS - which the brand 
should encompass.

● Legal agreements to support the use of a 
new brand/logo within FACS funded 
organisations.

● Brand Guidelines - offering consistency and 
rules in use of brand

54

COMMON BRANDING



Customer 
Satisfaction Culture (H1)

Our clients deserve more than just support, they deserve to feel good when they 
interact with us

We aim to build a services culture that places a high value on ensuring our clients have 
a positive experience when they need our support. We trust that our clients are the best 
people to tell us when we are getting things right (or wrong).
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What is really different?

What is it?

Customer Satisfaction Culture is a range of training, 
modelling, measuring and reporting initiatives to embed 
customer satisfaction across all services.

It starts with a front-line survey, but will need to include all 
the parts to embed a feedback loop, to ensure that the 
voice of clients is heard, tracked, codified, and actioned for 
continuous improvement. 

● At least one common macro metric (akin to net promoter 
score (NPS)) across all services and agencies involved, 
rather than disparate or missing metrics

● All agencies and services have a common standard by 
which they can judge performance, and provide 
consistent data to internal capabilities, to ensure internal 
tools, processes and behaviour is improved

● It will be values-based, not process/efficiency-based
● FACS and associated front-line workers will be 

incentivised to improve satisfaction, not just efficiency
● Consistency in data across the sector will support the 

evaluation aspect of commissioning
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CUSTOMER SATISFACTION CULTURE



What will this mean for...

Families? NGOs?

FACS? Other Agencies?

● Clients will be asked to give an assessment of how they were 
served, and their level of satisfaction, in a fast simple way

● Families can be assured that their opinions about the service 
they receive are being listened to
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● Some NGO front-line workers already have a client satisfaction 
culture. This is their opportunity to share those insights, 
processes, and lessons learned with FACS and its associates

● Everyone, including NGO front-line workers, will be held 
accountable to the same macro metric(s)

● This is a huge culture change for FACS. By bringing in a 
listening loop system, it positions FACS services (and its related 
services) as a service provider committed to continuous 
improvement

● Front-line workers and managers will be incentivised (and 
assessed) based on client satisfaction, not just efficiency

● Managers will need to alter their team management processes, 
to allow for client satisfaction catch-ups and training, celebrating 
wins and improvements, as well as incentivisation strategies

● FACS will have to set specific targets for any satisfaction metrics 
they initiate, and align various management practices and 
processes to help everyone meet those targets over time

CUSTOMER SATISFACTION CULTURE



Processes

What will we need to make this work?

People Systems

● Trainers, or those responsible for induction 
and training, to ensure that client satisfaction 
values, targets and practices are included in 
the training and education programs.

● Information designers and researchers who 
can design the right sorts of surveys (with the 
right questions), to meet business needs 
while ensuring the surveys (or any other 
mechanism) is as easy as to use and 
accessible as possible.

● A rigorous understanding of the client 
journey (and its variations), so that each 
moment of service and each channel by 
which that’s experienced, is understood. This 
will provide insight and measurement for 
exactly where client feedback is most 
accurate and most actionable, for continuous 
improvement.

● A way to analyse the feedback and scores 
received from clients that is tied to moments, 
locations and channels in the service, to help 
in decision-making.

● Management structures (e.g. KPIs, OKRs) tied 
to reaching and maintaining client 
satisfaction metrics

● A ‘Linker Liker’ easy survey, at the point of 
service, to be completed by everyone who is 
being served. This should be digital, easily 
available and accessible on any device, and 
feed responses to a central codified 
satisfaction tracking system.

● Example questions:
○ How welcome did you feel today?
○ Did you get your needs met?
○ Because of our services, are you 

better/the same/worse than before?
○ How likely would you be to 

recommend us to others?
○ How helpful were we today?
○ How respectful were we today?
○ Would you come back to our service, 

if needed in the future?
● A reporting system, so that everyone is 

always aware of the current satisfaction 
measurement compared to the target 

● Client satisfaction values and practices 
should be included in induction and training

● Client satisfaction champions should be 
found, groomed, and strategically located 
throughout the services to help embed 
sound client satisfaction culture. 
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CUSTOMER SATISFACTION CULTURE



Standard Role 
Descriptions (H1)

Know who to contact

Creating consistency in roles across the sector
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What is really different?

What is it?

● A role description conveys the attributes of an employee 
and the responsibilities of their job role.  The Linker is a 
role description that warrants standardisation, so that the 
role is performed across the sector in a constant manner 
- offering families consistency in the way they receive a 
service.

● Other constant role descriptions across the sector 
provide a common basis for describing core capability 
requirements, and supports performance development of 
staff -- so that everyone can ‘Think like a Linker”

● Job titles that are consistent across WS service providers
● There are many sector roles at present - each with different names, but each offering the same 

expectations of role delivery (ie:  Youth Worker; Family Worker; Community Outreach Worker; Child 
Support Worker; Case Manager; Case Worker; Youth and Family Support Worker; Child and Family 
Worker; Community Service Worker; Youth Welfare Worker.)

● Common Role Descriptions will allow for consistency across the sector in how jobs/roles are 
advertised and referred to - also allowing for external stakeholders (ie families) to easily recognise 
what services or supports that are likely to receive.
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STANDARD ROLE DESCRIPTIONS



What will this mean for...

Families? NGOs?

FACS? Other Agencies?

● Recognisable support from workers
● Who to contact, for what reason - job title will make it clear to families
● Consistent support - role descriptions will enable consistent practice 

(or at least expectations)
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● Role descriptions will enable consistent practice
● Job Titles will be consistent with the culture of the organisations
● Transferable skills for staff within organisation and cross sector

● Alignment with the Government Sector Employment (GSE) Act - with a 
focus on capabilities and transferable skills within Public Sector

● Distinguishing roles within NGOs - consistency

● Alignment with the Government Sector Employment (GSE) Act - with a 
focus on capabilities and transferable skills within Public Sector

● Distinguishing roles within NGOs - consistency

STANDARD ROLE DESCRIPTIONS



Processes

What will we need to make this work?

People Systems

● FACS
● NGOs
● Human Resource supports (either FACS or 

NGO)

● Linker - role description to be created 
● The Common Welcome Approach

● An accessible HR pack for all NGOs funded 
by FACS - to build role descriptions for their 
organisations.

●
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