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What frontline 
staff can do

1. ‘Always Welcome’ Approach

2. Linkers

3. Linker Network Plan

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

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

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

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

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

Our services are consistently welcoming

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

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

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

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

‘Always Welcome’ 
Organisation Self 
Assessment Check

(p.81)
… download a 
printable copy 

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

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

Always have someone suitable at the front desk

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

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

Make sure you actually call the client back

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

Attend training in effective communication

Don’t assume anything about the clients or make judgements 

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

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

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

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

Being listened to, valued, not 
being discounted by paper 

work and forms and processes. 
People just want someone to 

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

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

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

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

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

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

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

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

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

… download a 
printable copy 

from the website:
linker.org.auInternal tools

(p.84)
Client-facing tools

(p.87)

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

Everyone in the Linker Network will:

www.linker.org.au

Common  
Welcome Approach

1/ 2/ 3/Network of 
Linkers

Family-Centred 
Plan

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

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

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

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

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

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

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

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

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

Only tell your story once
Services to meet needs

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

A case plan or any other individual plan.

“Keeping the client’s goals front and centre”

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

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

… download a 
printable copy 

from the website:
linker.org.au

Capture template 
(p.91)

Consent to Share 
Information Form

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

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

You are ready to start creating a LNP 
when:

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

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

2. Introduce the what and the why:

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

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

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

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

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

When having the LNP conversation:

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

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

When wrapping up the conversation, 
remember to:

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

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

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

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

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

5. My next step is…
KEY THINGS TO UNCOVER

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

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

4. Who will support me?
KEY THINGS TO UNCOVER

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

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

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

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

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

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

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

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

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

There are five main sections that a good LNP conversation should cover. 
Below is a breakdown of the key things that are useful to cover in each 
section, and a few prompts you may use to help you and the client do this.

16
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It is important to get consent from the client to share their 
information. Use the form below to help clients talk through 
how the Linker Network will use their personal information.

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

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

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

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

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

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

“No client dropped. No service dead ends.”

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

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

… download a 
printable copy 

from the website:
linker.org.au

Co-ordinated 
Client Support 

Guidelines 
(p.95)

  

 

Co-ordinating Family Support  
 
 

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

STEP 1   Contact each of the identified service providers. 

STEP 2   Verify any relevant consents to share information. 

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

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

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

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

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

 added to it. 

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

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

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

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

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

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

Get help when you need it at:
helpdesk@linker.com.au


