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L-etter to the Ministers

The hon pru goward mp
minister for Family and community Services
minister for Women
Parliament House
SyDNEy NSW 2000

Dear ministers

i am pleased to submit the Department of Family and community Services Annual 
Report 2010-11 for presentation to the NSW Parliament.

This report and the accompanying fi nancial statements fulfi l the requirements of the 
Finance and Audit Act 1983, the Annual Reports (Statutory Bodies) Act 1984 and the 
Annual Reports (Departments) Act 1985.

Following the report’s tabling in Parliament, it will be available for public access on the 
Department of Family and community Services website at www.facs.nsw.gov.au.

yours sincerely

Jim moore
Acting Director General

Department of Family and community Services | ABN 80 597 369 676
Level 2, 55 clarence Street, Sydney NSW 2000 | Locked Bag 3002, Australia Square NSW 1215
T (02) 9248 0900 | F (02) 9248 0999 | Dx 13045 Sydney market Street | www.facs.nsw.gov.au

Contact information
Department of family and 
Community services
Level 2, 55 clarence Street 
Sydney NSW 2000 
Locked Bag 3002 
Australia Square NSW 1215 

Ph: 02 9248 0900
Fax: 02 9248 0999 
Email: facsinfo@facs.nsw.gov.au 
Web: www.facs.nsw.gov.au

OUR DiviSiONS
aboriginal housing offi ce
Level 6, 33 Argyle Street 
PO Box W5 
Westfi eld Parramatta NSW 2150 

Ph: 02 8836 9444
Fax: 02 9635 3400 
Email: ahoenquiries@
aho.nsw.gov.au 
Web: www.aho.nsw.gov.au

ageing, Disability 
and home Care
Level 5, 83 clarence Street 
Sydney NSW 2000 

Ph: 02 8270 2000 
TTy: 02 8270 2167
Email: service@facs.nsw.gov.au 
Web: www.adhc.nsw.gov.au

businesslink
23–31 moore Street 
Liverpool NSW 2170 
Locked Bag 7466 
Liverpool Bc 1871 
Dx 5064 Liverpool 

Ph: 02 9765 3333 
Fax: 02 9765 3330 Email: 
communications@businesslink. 
nsw.gov.au
Web: www.businesslink.
nsw.gov.au

Community services
4–6 cavill Avenue 
Ashfi eld NSW 2131 
Locked Bag 4028 
Ashfi eld NSW 2131 

Ph: 02 9716 2222 
Fax: 02 9716 2999 
Web: www.community.nsw.gov.au

housing nsW
223–239 Liverpool Road 
Ashfi eld NSW Australia 2131 
Locked Bag 4001 
Ashfi eld Bc NSW 1800 

Ph: 02 8753 8000 
Fax: 02 8753 8888 
Email: feedback@housing.nsw.
gov.au 
Web: www.housing.nsw.gov.au

offi ce for Women’s Policy
Level 13, 55 Hunter Street
Sydney NSW 2000
GPB Box 5341, Sydney 2001

Ph: (02) 9228 3141
Fax: (02) 9228 3571
Email: facsinfo@facs.nsw.gov.au
Web: www.women.nsw.gov.au

Please see divisional websites for 
regional contact details. Business 
hours for divisional head offi ces 
are from 9.00am to 5.00pm.

Photography by Damien ford 
Photography except page 25 
(image by Brock Perks), page 9 
(image by D & m Remond) and 
front cover and pages 28–29, 41 
and 141 (images owned by FAcS).

Design by Doppio 

copies of this report and the 
department’s fi nancial statements 
and funding to non-government 
organisations is available at 
www.facs.nsw.gov.au

if you require a copy in an 
alternative format or language, 
please contact the department.

The total production cost for the 
FAcS Annual Report 2010–11 is 
$76,200 which includes design 
and print. This a reduction of 
$40,715 compared to 2009–10 
annual report production costs.

www.facs.nsw.gov.au

The hon andrew Constance mp
minister for Ageing
minister for Disability Services
Parliament House
SyDNEy NSW 2000
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ExEcUTivE SUmmARy

“Our brand new unit with 
wheelchair access provides 

freedom and independence so  
I no longer feel like a prisoner 
in my home. Simple tasks like 
taking a shower and accessing 
nearby public transport with 
ease are now a reality.”

ALBERTO, HOUSiNG NSW TENANT, SyDNEy
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Overview
WHO WE ARE
in April 2011, the Premier 
announced changes to the NSW 
public sector. As part of these 
changes, the Department of 
Family and community Services 
(FAcS) was established. From 
the previous Department of 
Human Services, the Aboriginal 
Affairs division transferred to the 
Department of Education and 
communities, and the Juvenile 
Justice division transferred to 
the Department of Attorney 
General and Justice. The Office 
for Women’s Policy transferred 
from the Department of Premier 
and cabinet to FAcS.

As at 30 June 2011, FAcS 
comprised the following divisions:

•  Aboriginal Housing Office

•  Ageing, Disability 
and Home care

•  NSW Businesslink Pty 
Ltd (hereafter referred 
to as Businesslink)

•  community Services

•  corporate and Shared Services

•  Housing NSW

•  Office for Women’s Policy

•  Service Delivery improvement

•  Strategy, Governance and 
Portfolio management.

WHAT WE DO
We deliver services to some of the 
most disadvantaged individuals, 
families and communities in NSW. 
We aim to enable vulnerable 
people to participate fully in NSW 
social and economic life and 
build stronger, more sustainable 
and inclusive communities.

OUR cLiENTS
Our clients include groups such as 
women, people from culturally and 
linguistically diverse backgrounds, 
seniors and young people, children 

and families, Aboriginal people and 
Torres Straight islanders, people 
with a disability and their families 
and carers and people who are 
homeless or in housing need.

OUR WORk AND 
OPERATiNG cONTExT 
in 2010–11, we measured 
our performance against key 
priorities outlined in the previous 
NSW State Plan, as well as 
through divisional corporate and 
business plans. The systems 
we use to obtain information 
about our service delivery and 
financial performance vary 
across the department. Better 
integration and improvement 
of these systems remains a 
priority for the future, as we 
progress the development 
of an integrated corporate 
plan for the department.

A strong legislative framework 
supports our work and is 
administered to fulfil our 
statutory obligations (see 
appendices for more detail). 

This report covers divisional 
performance on:

•  how we complied with 
legislative requirements

•  the challenges affecting 
our work and how we 
addressed them 

•  whether we achieved what 
we set out to achieve 

•  how we improved on 
our performance from 
previous years 

•  how we delivered services 

•  how we managed our 
resources and people 

•  our future commitments 

•  our financial position.

Factors that impacted on service 
delivery during the year included: 

•  increasing demand for services 
from a diverse and growing 
client base, comprised of some 
of the most vulnerable and 
disadvantaged people in NSW 

•  increasing client expectations 
for better access to quality 
services and pathways through 
complex service systems 

•  population growth and 
changing demographics 

•  increasing financial and 
service delivery pressure 

•  the need to strengthen 
partnerships with the non-
government sector and 
other service providers 

•  major national reforms with 
significant investment and 
performance measures 
agreed to by the council of 
Australian Governments. 

in response to these 
environmental factors, our work 
during the year focused on: 

•  better services for clients 
through a more joined-up 
service system focused 
on people’s needs

•  securing the safety and 
enhancing the wellbeing of 
vulnerable children and young 
people through prevention 
and early intervention 
services, child protection 
and out-of-home care 

•  strengthening the self-
reliance of individuals 
and communities through 
community development 

•  encouraging seniors’ 
involvement in their communities 

•  promoting the social and 
economic participation of 
people with disabilities in 
their communities through 
integrated support services 

•  providing access to 
affordable housing and 
housing related services.
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Our organisational structure
The machinery of government 
changes transferred various 
functions from and to the 
department from 4 April 2011, 
as part of the Public Sector 
Employment and Management 
(Departments) Order 2011. These 
changes included the transfer of:

•  staff principally involved in the 
administration of chapter 12 
and 12A of the Children and 
Young Persons (Care and 
Protection) Act 1998 (provision 
of children’s services) from 
FAcS to the Department of 
Education and communities

•  the Aboriginal Affairs division 
from FAcS to the Department 
of Education and communities

•  the Juvenile Justice division 
from FAcS to the Department 
of Attorney General and Justice

•  FAcS staff principally involved 
in housing asset management 
to the Department of 
Finance and Services

•  FAcS staff principally 
involved in the provision of 
disaster welfare assistance 
to the ministry for Police 
and Emergency Services

•  the Guardianship Tribunal from 
FAcS to the Department of 
Attorney General and Justice

•  the Office for Women’s Policy 
from the Department of 
Premier and cabinet to FAcS. 

As at 30 June 2011, 
FAcS is responsible to the 
following ministers: 

•  The Hon. Pru Goward, mP 
minister for Family and 
community Services, and 
minister for Women

•  The Hon. Andrew  
constance, mP 
minister for Ageing, and 
minister for Disability Services.

Responsibility for the Housing Act 
is shared between the minister 
for Family and community 
Services and the minister 
for Finance and Services.

This Annual Report covers 
the period from July 2010 to 
June 2011. The Department of 
Education and communities 
will report on the full financial 
year 2010–11 for the Office 
of Aboriginal Affairs. The 
Department of Attorney General 
and Justice will report on the 
full financial year for Juvenile 
Justice. The Department of 
Premier and cabinet will report 
on the full financial year for the 
Office for Women’s Policy. 

kEy cORPORATE 
GOvERNANcE 
DEciSiON-mAkiNG 
BODiES
The Director General, as head of 
the department, is responsible 
for the overall leadership and 
management of the department’s 
functions and activities.

The senior executive leadership 
team comprised the FAcS Board, 
which is responsible for setting 
and managing the strategic 
direction of the department 
and overseeing an integrated, 
department-wide view of 
performance. it also leads work 
to set and foster an organisational 
culture consistent with the 
department’s purpose and 
strategies. The Board comprises 
the Director General, chief 
Executives and divisional heads.

The department’s Audit and 
Risk committee supported 
by Strategy, Governance and 
Portfolio management assists 
the department’s Director 
General to fulfil key oversight 
responsibilities. in particular, 
the committee oversees 
matters including financial 
performance and the financial 
reporting process; matters of 
accountability and internal control; 
the department’s process for 
monitoring compliance with 
financial laws and regulations 
and its own code of conduct and 
code of financial practice, and 
the operation and implementation 
of the department’s risk 
management framework. 

Strategy, Governance and 
Portfolio management provided 
a governance structure for the 
department, clarifying the key 
governance committee structures.

A number of other committees 
provide advice to the Director 
General and the Board, such 
as the corporate and Shared 
Services Steering committee 
and various cross-departmental 
senior officers’ groups. 
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Our organisational structure
cONTiNUED

Chief exeCutive ageing, 
Disability & home Care

Jim moore
BA (Hons) Com, 
GradDip (Acc)

supporting older people, 
people with a disability & 

theirs carers to live in their 
own homes & to participate 

in community life

Chief exeCutive 
businesslink

albert olley
Bbus, GradDip (CorpGov), 

MAICD, ACIS

Providing shared 
business services

Chief exeCutive 
Community serviCes

annette gallard2

Bsoc Stud, MComm, EFP

Promoting the safety &  
wellbeing of children &  

young people and building 
stronger families &  

communities

Chief exeCutive 
housing nsW aCting 

Chief exeCutive 
aboriginal 

housing offiCe

mike allen
GradDip UEM

Developing safe, affordable &  
culturally appropriate 
housing, & promoting 

employment opportunities 
for aboriginal people

DePartment of family  
anD Community serviCes

Director general 
Jennifer mason1

BA (Hons), BSocWk,MCrim

assistant DireCtor 
general CorPorate 
& shareD serviCes 
reform Program

Cliff haynes
B Com, FCPA, FLGMA

improving the efficiency & 
effectiveness of  

corporate & shared services

assistant DireCtor 
general serviCe 

Delivery imProvement

Peter muir
BA (Soc), AssocDip (SocWel)

improving & better 
integrating faCs 

services for clients

assistant DireCtor 
general strategy, 

governanCe & 
Portfolio management

Christine howlett3

MCrim (Hons), BA Crim/ 
PolSci (Hons), GradCertMgt

improving departmental 
accountability & governance, 

strategy and policy 
development to ensure a 

whole-of-department view

1 Jennifer mason was the Director General as at 30 June 2011 but was on extended leave. As at 30 June Jim moore was acting in this role.
2 Anne campbell was appointed Acting chief Executive community Services on 1 July 2011 following Annette Gallard’s retirement. 
3 christine Howlett is also FAcS chief Audit Executive.
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Our financial performance
FORmATiON 
AND REPORTiNG 
STRUcTURE 
As at 30 June 2011, financial 
results for FAcS incorporate 
Aboriginal Affairs, Ageing, 
Disability and Home care, 
community Services, Juvenile 
Justice, Housing NSW, Aboriginal 
Housing Office Group of Staff, and 
Office for Women’s Policy, as well 
as providing (under the personnel 
supply contract) shared services 
staff to NSW Businesslink Pty 
Ltd – our shared service provider.

FAcS as a reporting entity 
comprises all the entities under 
its control as noted above, as 
well as the Home care Service 
of NSW (HcS) and the John 
Williams memorial charitable 
Trust. Separate financial 
statements are prepared for 
other entities within the cluster, 
namely Housing NSW (the NSW 
Land and Housing corporation), 
Aboriginal Housing Office and 
NSW Businesslink Pty Ltd. They 
are all not-for-profit entities. 

in April the NSW Government 
announced changes to 
administrative arrangements 
for the public sector, which 
meant that some areas of our 
department transferred to other 
government agencies and we 
welcomed the Office for Women’s 
Policy into FAcS. The financial 
result includes nine months of 
the financial results for Juvenile 
Justice, Aboriginal Affairs, the 
Guardianship Tribunal, Disaster 
Recovery Programs, and 
children Services. The Office for 
Women’s Policy financial results 
are included from April 2011. All 
other components of FAcS are 
reflected for the full financial year.

FiNANciAL 
PERFORmANcE 
FAcS continues to build on the 
sound financial management 
practices of the former agencies in 
delivering a broad range of services. 

Our Net cost of Services  
(NcOS) for the year was  
$4.2 billion, which was marginally 
below budget by $36 million. 

Total income for the year was 
$0.4 billion, with the vast majority 
provided via Appropriation 
and Grants from the NSW and 
commonwealth Governments 
and through the provision 
of goods and services. 

in 2010–11, we had expenditure 
of $4.6 billion in delivering 
services across NSW and  
$1.4 billion on capital works. Our 
largest category of expenditure 
of $2.4 billion was in the delivery 
of our major programs including 
the Disability Services Program, 
the Home and community 
care Program, Out-of-Home 
care (OOHc), Prevention 
and Early intervention and 
the Aboriginal communities 
Development Program. many 

of these programs are delivered 
by NGOs on our behalf. During 
the year, we made payments 
of approximately $2 billion to 
deliver these funded services. 

Other items of expenditure 
included employee related 
expenses ($1.7 billion), other 
operating costs ($0.4 billion) and 
depreciation ($0.07 billion).

mANAGiNG FiNANciAL 
PERFORmANcE AND 
miNimiSiNG RiSk 
We are committed to managing 
our financial performance and 
minimising our liabilities and 
risks. FAcS has an Audit and 
Risk committee (ARc) and 
a chief Audit Executive, and 
operates within an Enterprise 
Risk management Framework in 
compliance with Treasury policy 
09-05. The ARc provides overall 
stewardship of audit activities, 
audit recommendations, financial 
reporting and compliance and 
risk management practices. The 
FAcS ARc supplements and 
strengthens the existing ARcs 
within the former departments 
and the day-to-day executive 
oversight and governance. 

Other*

Supported accommodation

Short-term interventions

Ongoing community support

Out of home care

Statutory child protection

Prevention and early intervention

Community services

Total: 4,155,117

142,680

969,483

387,330

1,045,407

246,734

700,032

386,488

276,963

family and Community services financial summary – 
net cost of services as at 30 June 2011 ($’000)

*  Total NcOS from Aboriginal Housing Office, Housing NSW, Businesslink, central 
corporate costs, Office for Women’s Policy, Home care Service of NSW, John Williams 
Trust, Juvenile Justice service groups and Aboriginal Affairs service groups.
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Our financial performance
cONTiNUED

The following entities are part 
of the Family and Community 
Services cluster, and their 
financial performance is 
summarised below. 

HOUSiNG NSW 
Housing NSW (the NSW Land 
and Housing corporation) 
provides public housing and 
housing assistance to people 
with the greatest need in NSW. 

From 1 October, 2011, the NSW 
Land and Housing corporation 
was transferred to the Department 
of Finance and Services. However, 
for the period of this report it was 
still operating as the corporation. 

Total revenue for the year was 
$1.77 billion, with the main source 
of income being government 
funding from both the NSW and 
commonwealth Governments 
which total $0.94 billion. The major 
funding was commonwealth 
related under the Nation Building 
Economic Stimulus Plan (NBESP) 
with $482.6 million to deliver over 
4,483 new social housing homes. 

in addition, $296.2 million were 
received from the commonwealth 
under the National Affordable 
Housing Agreement, with state 
funding of $146.2 million.  
$699 million were generated 
through rental and other tenant 
charges to our customer base. 
Total expenditure for the year  
was $2.43 billion, with the  
major components being;  
$202.3 million in housing repairs 
and maintenance, $323.7 million 
in depreciation, $234.7 million  
in personnel services and  
$196.6 million in council 
and water rates. 

As a result of the NBESP,  
there was continued increased 
capital expenditure in 2010–11, 
with a total capital program  
of $1.22 billion. in 2010–11,  
3,076 NBESP homes were  
vested to community housing 
providers to significantly grow  
the community housing sector  
in NSW. The impact of this 
transfer was $945.7 million 
as a grant to community 
groups – vested properties. 

Housing NSW’s total asset 
base is valued at $31.5 billion.

ABORiGiNAL 
HOUSiNG OFFicE 
The Aboriginal Housing Office 
(AHO) is a statutory body that 
plans and administers the 
policies, programs and asset 
base for Aboriginal housing in 
NSW. The AHO is a not-for-profit 
entity. Total revenue for the year 
of $197 million comprised mainly 
state and government funding in 
relation to the National Affordable 
Housing Agreement (NAHA) 
and the Remote indigenous 
Housing National Partnership 
(RiHNP), as well as rental income 
generated from its client base. 
Total expenditure for the year 
was $87 million, of which the 
major expenses were property 
expenses of $38 million and 
personnel services of $9 million. 
The capital program for the year 
was $47.1 million, resulting in 85 
new homes for Aboriginal clients. 
Total assets as at 30 June 2011 
were marginally above $1.1 billion. 

NSW BUSiNESSLiNk 
PTy LTD 
NSW Businesslink Pty Ltd is a 
company limited by shares. it 
provides shared services to FAcS 
and other organisations. it is a 
not-for-profit entity and covers its 
costs through fees for services. 
Businesslink’s shared services 
staff are provided by FAcS under 
the personnel supply contract. 
costs for the year were $187 million  
with the major items being 
personnel costs ($64 million),  
contractor expenses ($63 million),  
information technology ($20 million),  
depreciation ($17 million)  
and telecommunications 
($11 million). The surplus for 
the year was $19 million.
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cASE STUDy 

No wrong doors at Walgett one-stop-shop

there are no wrong doors 
for people in Walgett 
needing a helping hand 
from the Department of 
family and Community 
Services (faCS), thanks to 
a new one-stop-shop which 
opened in December 2010.

the new centre allows people 
in Walgett and surrounding 
areas to easily access a range 
of faCS services – from 
housing advice to reporting 
child protection issues, 
financial support for carers 
to seniors’ card applications 
– all from one single location. 
more than 1,000 clients have 
been helped in the six months 
since the centre opened.

assistant Director 
General Service Delivery 
Improvement, peter muir, 
said access centres such as 
Walgett eliminated the need 

for people to have to repeat 
their story at multiple offices.  

“the focus is on providing 
quick and effective 
information, advice, 
assessment and referral 
to connect people with 
the support they need.  

“for staff it means that 
decision-making is as close 
as possible to the people who 
use our services. they have 
a better understanding of the 
range of clients’ needs and 
work closely with colleagues 
with different areas of 
expertise,” peter said. 

“this will help us reach 
people earlier and more 
effectively with prevention 
and early intervention 
services to provide clients 
with more positive outcomes.  

“It’s a different way of 
working for our department, 
and a more coordinated 
approach is making a 
positive difference to local 
communities,” peter said.

people visiting the 
access centre have said 
they are happy with one 
point of contact and feel 
better informed about a 
broader range of services 
available to them.

Walgett resident Jacqueline* 
regularly uses the access 
centre, along with her two 
granddaughters and her son, 
who has mental health needs.

“Having this office here with 
everyone in it has made 
things so much easier for 
me and my family. things 
are starting to change in 
Walgett since you (the 
access centre) have been 
here,” said Jacqueline.

faCS access centres have 
also been established in 
nyngan and Wilcannia, 
with more planned for 
other nSW communities 
in disadvantaged regional 
and remote areas. 

establishing these 
access centres is one 
of many reforms being 
implemented to better 
integrate services across 
the department for clients.

* Name has been changed.
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Our performance
FAcS led on priorities under 
three separate chapters 
of the NSW State Plan – 
Stronger communities, clever 
State and Better Transport 
and Liveable cities.

stronger Communities
community Services led 
responsibility for actions to 
improve child wellbeing, health 
and safety. Ageing, Disability and 
Home care (ADHc) reported 
against the priority to increase 
employment and community 
participation for people with 
disabilities. Housing NSW led 
work on behalf of the department 
to reduce the number of NSW 
people who are homeless. 

better transport and 
liveable Cities
Housing NSW led the 
department’s responsibilities in 
improving housing affordability.

Clever state
community Services led the 
department’s responsibilities to 
make sure children have skills 
for learning by school entry.

The performance of each division 
is reported in subsequent 
chapters. This section provides 
an overview of key whole-of-
department work which cuts 
across all FAcS divisions.

RESPONDiNG TO 
THE NEEDS OF 
ABORiGiNAL PEOPLE 
The department has a range 
of specific Aboriginal programs 
while at the same time 
incorporating strategies to 
address disadvantage across 
activities departmentwide. 
FAcS has nearly eight percent 
of its workforce identifying as 
being of Aboriginal or Torres 
Strait islander background, 
one of the highest percentages 
of Aboriginal employees in 
the NSW Government. 

Specific initiatives in 
2010–11 included: 

•  launching the ADHc Aboriginal 
Policy Statement, which 
provides the foundation to 
strengthen services for older 
Aboriginal people, Aboriginal 
people with a disability, 
their families and carers

•  funding of $3.7 million 
for 62 projects under the 
Aboriginal child, youth and 
Family Strategy, a statewide 
prevention and early 
intervention strategy aimed at 
children aged up to five years, 
their families and communities

•  implementing the ADHc 
Aboriginal Service Delivery 
model to improve access 
to disability services

•  establishing 20 Homelessness 
Action Plan (HAP) Projects 
to focus on providing 
housing and tenancy support 
for Aboriginal people

•  setting up nine new Aboriginal 
child and Family centres to 
provide integrated services 
tailored to the needs of local 
Aboriginal families, including 
child care services and parent 
and family support services.

Further details on our progress 
in implementing these plans 
and strategies can be found in 
divisional chapters of this report. 

imPROviNG SERvicES 
FOR cLiENTS
A key focus of FAcS work has 
been implementing a range of 
reforms to deliver an improved 
service delivery system for our 
clients. The reforms include:

•  delivering better joined up 
services to shared clients with 
multiple and complex needs 

•  improving the electronic and 
interpersonal referral networks 
to assist staff in referring 
and monitoring clients

•  establishing place-based 
planning in selected 
communities where service 
responses could be improved

•  aligning internal FAcS 
regional boundaries 

•  establishing access centres 
and a No Wrong Door 
Policy to improve clients’ 
access to our full range of 
products and services.

Seven Regional Executive 
Directors and two project 
managers per region were 
appointed to implement 
service delivery improvement 
reforms at a regional level. 

During the year, work 
continued to shift to more 
client-centred services better 
tailored to the needs and 
outcomes of individuals. 

A key reason for the 
Government’s establishment of 
FAcS is to improve integrated 
service delivery to common 
and multi-agency clients.  
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A regional integrated service 
delivery model for shared clients 
with multiple and complex 
needs has been implemented 
across all regions and has 
considered more than 61 
cases involving 121 clients. 

The program will monitor the 
progress of the interventions 
for these complex clients as an 
ongoing review at key points will 
be vital in understanding, not 
only the barriers and challenges 
for clients in our system, but 
recording what works to improve 
their lives and our practice.

Work commenced to align our 
internal regional boundaries 
into a smaller number of 
consistent top-level boundaries 
to ensure a unified and co-
ordinated FAcS structure. 

FAcS access centres opened 
for business in Walgett and 
Nyngan in the western region 
in December. Land has been 
purchased in Wilcannia and 
planning is underway for 
this to become a new FAcS 
purpose built access centre.

These access centres provide 
integrated services to the 
community from one location 
and better respond to local 
needs. Further sites are 
being delivered across NSW 
over the next four years.

The ‘One Place, One Plan’ 
integrated local level planning 
framework being developed 
will provide a more structured 
approach to interagency 
collaboration and community 
planning and will deliver a single-
FAcS plan for key geographic 
communities across NSW. 

The program is being 
implemented in 15 locations 
across NSW and is expected 
to be delivered over four years 
using a phased approach. 

Work also continued to improve 
referral networks across FAcS 

and other government and 
non-government agencies. 

The NSW Human Services 
Network (HSNet) is a website 
established to support agencies 
in the human services sector to 
deliver services in a coordinated 
and effective way. HSNet enables 
information sharing across 
government and non-government 
agencies. in particular, HSNet 
helps member organisations 
provide improved services to 
clients by enabling the easy 
location of health, housing, family, 
legal and community service 
information locally and across 
NSW, and supporting secure 
referrals between organisations.

During the year HSNet was 
transferred from the former 
Department of Services, 
Technology and Administration 
to FAcS, with work being 
undertaken to strengthen 
this platform as a key tool for 
information sharing and referral 
networks across human services.

Work also continued to explore 
icT opportunities to enable a 
‘single view’ of clients across 
our divisions. This work is 
complex and will be subject to 
careful scoping and stakeholder 
consultation to ensure the 
department strikes the right 
balance in meeting privacy 
considerations to get the 
best outcomes for clients.

A ‘single view’ of FAcS clients 
will provide a more holistic view 
of the client and co-ordinated 
services can be provided across 
the department. The new system 
will provide top level information 
from current systems to provide 
an overview of all FAcS clients.

WORkiNG 
TOGETHER WiTH 
NON-GOvERNmENT 
ORGANiSATiONS
FAcS provides more than  
$2 billion to around 4,000 non-
government organisations. Full 
details can be found in the funding 
to non-government organisations 
(NGOs) addendum of this report. 

NGOs play a key role in joint 
service delivery to FAcS clients. 
Their strength often lies in the 
fact that they work closely with 
and represent clients at the local 
level, identifying and articulating 
the problems they face on the 
ground. NGOs also make unique 
and distinctive contributions 
because they can harness and 
combine philanthropic resources 
and social capital which are not 
always available to government 
agencies and business. 

improving integrated service 
delivery with NGOs is a high 
priority for the department. 

We are also investing substantial 
resources in developing the 
capacity and productivity of the 
NGO sector to ensure that these 
services are well placed and we 
build a sustainable system to 
deliver services to people in need. 

On 30 June 2011, the NSW 
Government announced a new 
direction for Brighter Futures, 
with increased early intervention 
and prevention services to be 
provided by the non-government 
sector. To support this, the 
government announced an 
extra $10 million in 2011–12 to 
expand NGO provision of Brighter 
Futures. community Services will 
provide early intervention case 
management services through 
Stronger Families targeted to 
higher-risk families with children 
under nine who meet the risk 
of significant harm threshold
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Our performance
cONTiNUED

in line with the Special 
commission of inquiry into child 
Protection Services in NSW, the 
government is committed to the 
gradual transition of the majority 
of out-of-home care (OOHc) to 
the non-government sector. This 
transfer needs to occur in a way 
that delivers better outcomes 
for children and young people 
and is sustainable for the NGO 
sector and the government. 

To support this process, a 
roundtable meeting was convened 
with NGO OOHc providers in June 
2011 to commence discussions. 
A joint NGO/Government 
ministerial Advisory Group was 
also announced to ensure shared 
planning and to support the 
successful transition of services 
to meet the timeframes for new 
OOHc contracts by January 2012. 

An effective social housing system 
requires a strong, diverse and 
well-regulated community housing 
sector. increasing the sector’s 
level of property ownership is a 
key strategy to help grow social 
housing properties. Housing 
NSW’s community housing 
growth strategy, Planning for  
the Future, is well on the way  
to helping the sector grow to 
30,000 properties by 2016.  
in April 2011, ownership of 3,076 
public housing properties was 
transferred to 14 community 
housing providers across NSW. 

As non-government organisations, 
community housing providers 
are able to leverage these assets 
to access finance streams not 
available to government and as 
charities they are also entitled to 
a range of tax exemptions when 
purchasing new properties.

We are working in partnership 
with the disability services sector 
to ensure that our service system 
is integrated, sustainable and has 
the capacity to deliver improved 
services which respond to a 
broader range of individual choices. 

FAcS is also undertaking work 
to support NGOs to grow 
to help meet future service 
demands and equipping them 
to operate more efficiently. 

saCs award 
The NSW Government is 
fully committed to working in 
partnership with the community 
services sector on the outcomes of 
the Australian Service Union’s Equal 
Remuneration claim, currently 
before Fair Work Australia (FWA). 

consultation with the sector 
has resulted in agreement 
to undertake further work to 

cHiLD WELLBEiNG UNiTS

child Wellbeing Units (cWUs) have been established 
as part of the child protection and wellbeing 
reforms implemented under keep Them Safe in the 
Department of Family and community Services, 
NSW Health, NSW Police and the Department 
of Education and communities (DEc). The key 
functions of each cWU are to: 

•  support agency mandatory reporters in identifying 
whether their concerns about a child, young 
person or unborn baby meet the risk of significant 
harm statutory threshold for reporting to the child 
Protection Helpline 

•  provide advice to agency mandatory reporters 
about possible service responses for children, 
young people and families, particularly where the 
child wellbeing concerns are below the risk of 
significant harm threshold 

•  drive better alignment and coordination of agency 
service systems over time, to enable better responses 
to children and families in need of assistance. 

During the year, the FAcS cWU took 1,157 calls 
and recorded concerns regarding 1,354 children 
and young people, including concerns regarding 
321 Aboriginal children and young people. The main 
age groups reported were those aged 5–11 years 
followed by those aged 12–15 years. 

The major concerns reported were about neglect, 
either in relation to supervision of children or in 
relation to their physical shelter and environment. 
FAcS cWU staff undertook more than 4,200 
activities in response to these calls, for example 
referral advice, information exchange or assistance 
with using the new mandatory Reporter Guide. 

FAcS’ leads on many of the initiatives supporting the 
implementation of keep Them Safe. Details can be 
found in divisional chapters.
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prepare for the implementation 
of the FWA decision.  

Within FAcS, ADHc is leading 
work with sector representatives 
and industry parties to actively 
engage them in the development 
of these positions, including co-
ordinating input and responses 
across their membership. 

reducing red tape 
ADHc is leading coordination 
of red tape reduction initiatives 
across FAcS divisions which 
have streamlined processes, 
promoted innovation, reduced 
compliance costs for business 
or reduced administrative costs 
for the NSW Government. 

Red tape reductions undertaken 
include initiatives which have 
delivered benefits through: 

•  streamlined processes

•  innovation 

•  reduction of compliance 
costs for business

•  reduction of administrative 
costs for the government.

key achievements have included:

•  common selection criteria 
for procurement established 
across FAcS divisions

•  standardised insurance 
requirements for funded 
NGOs to cap premiums 
across FAcS divisions

•  implementation of the 
standardised National 
chart of Accounts

•  streamlined compliance 
monitoring and improved NGO 
performance management 
information sharing 
across FAcS divisions.

FAcS is developing further 
opportunities to reduce 
the compliance burden on 
organisations that are funded for 
multiple programs and across more 
than one FAcS division. A variety of 
initiatives are underway, including:

•  introduction of full 
e-tendering as an option 
for NGOs seeking access 
to funding in bulk tenders 

•  the development of new, 
simplified funding agreements 
with a focus on offering 
agreements with longer 
terms, and which will achieve 
consistency in administration 
between program areas and 
across FAcS divisions

•  further reforms to funding 
acquittal processes to support 
organisations to adapt 
and respond to people’s 
packaged supports and 
person centred approaches, 
and to better align financial 
acquittals to other business 
reporting requirements

•  improvement in the use of 
pre-registration panels for 
service allocation to ensure 
more streamlined selection 
of funded services

•  development of a quality 
framework which recognises 
organisations’ existing 
accreditation systems and 
supports them to develop 
systems to continuously 
improve their service delivery 

•  implementation of information 
sharing across FAcS divisions 
to reduce administrative 
burden on organisations 
of duplicate requests for 
information, and for agencies 
to formally share and recognise 
performance information

•  further information technology 
developments to provide 
benchmarked performance 
information back to providers 
and support continuous 
improvement processes.

Further details about the way 
we work in partnership with 
NGOs can also be found 
in division chapters. 

TAckLiNG 
HOmELESSNESS 
Work has commenced under the 
Homelessness Action Plan to 
reduce homelessness. One of our  
key targets is to reduce 
homelessness among Aboriginal 
people by one third by 2013.  
To achieve this, we have 
established 20 Homelessness 
Action Plan Projects that provide 
housing and tenancy support 
for Aboriginal people, and 
we are increasing Aboriginal 
representation on Regional 
Homelessness committees 
to ensure that services are 
tailored to meet the needs 
of Aboriginal people. 

We also continued to support the 
growth of the community housing 
sector, transferring ownership of 
3,076 public housing properties to 
14 community housing providers 
and increasing the number of 
homes in the sector to 24,584.

Applying for housing became 
easier with the implementation 
of Housing Pathways, which 
provides applicants with one 
form, one process and one 
housing register, making it easier 
and fairer to apply for housing 
assistance across NSW.

The Aboriginal Housing Office 
continued to implement the 
Build and Grow Aboriginal 
community Housing Strategy 
and implemented a new 
registration system for Aboriginal 
community housing providers.

Further details about the way we 
work to tackle homelessness can 
also be found in division chapters.
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Our performance
cONTiNUED

mORE EFFiciENT 
AND STREAmLiNED 
SySTEmS
corporate and Shared Services 
support our divisions in delivering 
services to clients and other 
government departments, 
particularly the Department 
of Finance and Services, 
Treasury and the Department 
of Premier and cabinet.

in 2010–11, highlights in 
delivering more efficient and 
streamlined systems included:

•  developing an integrated 
whole-of-FAcS 
information Strategy

•  developing the first phase of 
an integrated whole-of-FAcS 
Business intelligence Strategy

•  an integrated whole-of-FAcS 
Total Asset management 
Plan, incorporating a 
whole-of-department Office 
Accommodation Strategy 
and Procurement Strategy

•  whole-of-FAcS financial 
governance, including 
integrated management 
performance reports

•  oversight of the successful 
achievement of the 
department’s information 
communication Technology and 
other savings efficiency targets

•  approval from the Department 
of Finance and Services for the 
FAcS business case to support 
the investments required to 
deliver both our corporate 
and Shared Services Strategy 
and icT savings targets.

STRATEGy, 
GOvERNANcE 
AND PORTFOLiO 
mANAGEmENT
During the year, the Strategy, 
Governance and Portfolio 
management division established 
and led a central program 
management office to drive 
delivery of the reform agenda 
across the department, 
coordinated cross agency activity 
and supported reporting to 
Government on key reforms.

cross-portfolio policy 
development and service 
delivery action was provided 
through support of the Justice 
and Human Services chief 
Executive Officers Forum, 
chaired by the Director General. 

The division established and 
supported the operation of 
the FAcS Audit and Risk 
committee, and implemented 
an Enterprise Risk management 
Framework, in compliance with 
NSW Government policy.

An integrated strategic planning 
framework was developed for the 
department, setting out key goals, 
targets and actions to underpin 
forward corporate planning 
and performance reporting. 

The division also established 
responsive ministerial and 
Parliamentary support systems, 
and proactive leadership 
of internal and external 
communications strategies.
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Our priorities in 2011-12
in 2011–12, we will build 
on work to deliver:

•  a people centred service 
system where clients are 
more involved in decision-
making and receive better 
customer service

•  early and appropriate 
services – access to the right 
services at the right time

•  inclusive communities 
– stronger community 
partnerships to get 
better outcomes and 
enable participation

•  an efficient and sustainable 
service system – to better 
manage demand, reduce costs 
and free up frontline staff.

This will support our goals, 
which are to see that:

•  children and young people are 
safe and developing optimally 
in a stable environment 

•  people have stable and 
sustainable accommodation 

•  people with a disability 
are supported to realise 
their potential 

•  people are safe from family 
and domestic violence

•  seniors participate fully 
in community life

•  Aboriginal peoples’ 
needs are met

•  women have equal 
opportunities.

“ It’s important for us to work in partnership with the 4,000  
non-government organisations that we provide more than $2 billion 
in funding to, so we can offer effective, easy-to-access services to our 
clients. Non-government organisations are best placed to understand 
issues at a local level, and together we can improve vital services for 
communities in NSW.”  – Simone, Director NGO Engagement and Funding
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ABORiGiNAL HOUSiNG OFFicE 

“My family is proud that 
I’ve had a job for a year 
and a half. Since I started 
the job I now have a licence, 
feel happier and have goals. 
I’d love to do my builder’s 
licence, own my own business 
and employ guys one day.”

cRAiG, ABORiGiNAL cARPENTER* 

*Name haS beeN ChaNged
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Aboriginal Housing Office
cHiEF ExEcUTivE’S 
FOREWORD 
This year the Aboriginal 
Housing Office (AHO) moved 
full-swing into implementing 
the Build and Grow Aboriginal 
community Housing Strategy. 

The initial round of community 
housing registrations was 
completed under a new system 
that registers Aboriginal housing 
providers to improve standards. 
The first set of leasing agreements 
was signed with Aboriginal 
community housing providers 
who are now eligible for funding 
to improve the condition, safety 
and health of their homes. 

We are supporting registered 
providers to manage these 
homes by developing their 
business capacity and introducing 
a new Build and Grow rent 
policy. The policy sets rents to 
provide sufficient revenue for 
providers to operate efficiently 
and assist tenants to pay rent.

We are making good progress 
in buying, building and repairing 
houses in remote areas under 
the Remote indigenous Housing 
National Partnership Agreement 
between the commonwealth 
and NSW Governments. At the 
same time, the AHO property 
portfolio has grown with extra 
homes for Aboriginal families in 
housing need that have been 

built under the Nation Building 
Economic Stimulus Plan. 

This is an exciting era for the 
AHO and for the Aboriginal 
housing sector. We look forward 
to continuing these reforms 
in 2011–12 to provide more 
housing for Aboriginal people 
and their communities.

mike allen 
Acting chief Executive 
Aboriginal Housing Office

“ We are supporting registered providers to 
manage these homes by developing their 
business capacity and introducing a new 
Build and Grow rent policy. The policy 
sets rents to provide sufficient revenue 
for providers to operate efficiently 
and assist tenants to pay rent.” 
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Overview
WHO WE ARE 
The AHO is a statutory authority 
established under the Aboriginal 
Housing Act 1998 to ensure 
that Aboriginal and Torres Strait 
islander people have access 
to affordable, quality housing. 
The AHO is assisted by an 
Aboriginal Housing Board as 
required under the Act.

WHAT WE DO 
The AHO has statewide 
responsibility to develop a 
sustainable NSW Aboriginal 
housing sector by planning 
and developing, delivering 
and evaluating programs and 
services to assist Aboriginal 
people in housing need. 

The AHO owns more than 4,900 
properties tenanted by Aboriginal 
people in housing need. The 
majority are managed by Housing 
NSW on behalf of the AHO under 
a service level agreement. 

We work with the Aboriginal 
community housing sector to 
ensure it can operate efficiently 
and is well-equipped to meet 
the increasing housing need of 
Aboriginal communities. The 
sector owns around 4,400 homes 
that are managed by Aboriginal 
community housing providers. 

We also allocate resources, 
implement sectorwide policy 
and monitor outcomes and 
performance in the Aboriginal 
housing sector. in order to 
achieve this, the AHO receives 
funding from the NSW and 
commonwealth Governments. 

We work in partnership with 
Aboriginal community housing 
providers and the Aboriginal 
community to deliver housing 
programs and develop 
housing policy and standards 
to an acceptable level. 

The AHO manages and 
coordinates a substantial 
annual capital works 
program. We also have an 
important role in facilitating 
and improving employment 
and training opportunities for 
Aboriginal people within the 
Aboriginal housing sector. 

We serve Aboriginal people by: 

•   increasing the number 
of homes available to 
address housing needs 

•  improving the condition 
of homes 

•  increasing the capacity 
of Aboriginal community 
housing providers 

•  researching demographic 
and other trends to 
understand future needs 

•  providing training for Aboriginal 
housing providers to improve 
their technical, governance 
and management skills 

•  working with Aboriginal people 
to improve our policies, 
procedures and programs 

•  ensuring that Aboriginal 
people are engaged in our 
work through consultation. 

OUR STAkEHOLDERS 
Our stakeholders include:

•  Aboriginal people at risk 
of homelessness or in 
need of assistance to 
rent or buy their home

•  tenants of AHO-owned homes

•  Aboriginal housing providers 
including local Aboriginal 
Land councils and 
Aboriginal corporations

•  Housing NSW and mainstream 
community housing providers 
that manage AHO-owned 
properties and tenancies on 
our behalf

•  NSW Aboriginal Land council – 
the peak body for land councils 

•  NSW Registrar of 
community Housing

•  government agencies.
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PERFORmANcE SUmmARy
2007–08 2008–09 2009–10 2010–11

resources
Total number of employees 69 65 68 78

Customers*
Number of tenancies (as at 30 June 2011) 4,122 4,100 4,145 4,267

Number of new tenancies* 400 303 348 453

assets*
AHO homes 4,248 4,256 4,296 4,525

social housing*

Number of people assisted 13,300 13,000 13,200 13,800

* managed by Housing NSW on behalf of the AHO.

Our highlights 
in 2010–11 we:

•  began implementing the Build and Grow 
Aboriginal community Housing Strategy and 
continued delivering the Remote indigenous 
Housing National Partnership Agreement (RiHNP)

•  grew our property portfolio from 4,551 to 4,949 
homes mainly through the Nation Building 
Economic Stimulus Plan (NBESP)

•  delivered a program of safe houses in isolated 
communities in western NSW to improve access 
to crisis accommodation, transitional housing 
and long-term housing for Aboriginal women and 
children affected by domestic and family violence

•  enhanced Aboriginal housing in remote communities 
by building or buying 39 new homes and refurbishing 
241 existing homes owned by the local community

•  acquired 18 homes in urban or regional areas 
to house Aboriginal people moving from remote 
communities to other locations to pursue 
education or training opportunities through the 
Employment Related Accommodation Program

•  introduced a new rent policy to assist Aboriginal 
community housing providers to become efficient 
property and tenancy managers

•  completed the first round of assessments under 
the new Provider Assessment Registration System 
(PARS), with all participating Aboriginal community 
housing providers achieving registration

•  developed the Happy Homes booklet as a tenant 
support pack to provide useful information on 
home safety for Aboriginal families and children in 
remote areas 

•  developed a new tenant satisfaction survey, the first 
of its kind for the Aboriginal community housing 
sector that will help the AHO and housing providers 
better understand their tenants’ perspective on the 
quality of housing services in their community

•  ensured that housing responses for Aboriginal 
people were culturally appropriate and built 
on greater self-determination including more 
employment opportunities for Aboriginal people 
in housing programs in the maintenance and 
construction industries

•  increased our corporate effectiveness by 
developing better risk management practices and 
streamlining business systems.

Our performance 
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REmOTE iNDiGENOUS 
HOUSiNG NATiONAL 
PARTNERSHiP 
improving housing conditions is 
closely linked to improvements 
in Aboriginal health, education 
and employment, which will 
close the gap in disadvantage 
for Aboriginal people. 

in 2010–11, we implemented 
the RiHNP. This partnership 
aims to improve housing 
and address overcrowding, 
homelessness, poor housing 
conditions and severe housing 
shortages for Aboriginal people 
living in remote areas. 

in 2010–11, under the 
partnership, we delivered: 

•  39 new homes in remote areas

•  refurbishments for 241 
remote Aboriginal community 
housing provider homes

•  an additional 18 homes in 
regional areas to be used by 
Aboriginal people from remote 
communities who are relocating 
to pursue employment related 
and training opportunities

•  the Happy Homes booklet as a 
tenant support pack to provide 
useful information on home 
safety for Aboriginal families 
and children in remote areas.

BUiLD AND GROW 
The Build and Grow Aboriginal 
community Housing Strategy, 
launched in February 2010, is a 
framework to improve housing 
outcomes for Aboriginal people 
in NSW. it supports Aboriginal 
community housing providers 
to become a vibrant and 
effective sector that services 
the needs of some of our 
most vulnerable Australians. 

Build and Grow reforms represent 
one of the biggest recent 
investments by the NSW and 
commonwealth Governments 
in the Aboriginal community 
housing sector. The strategy is 
an important part of the NSW 
Government’s commitment 
to closing the Gap and 
overcoming housing disadvantage 
for Aboriginal people. 

Developed in consultation with 
Aboriginal organisations and the 
NSW Aboriginal Land council, 
key aspects of the strategy 
include addressing the backlog 
of maintenance on homes 
owned by participating Aboriginal 
community housing providers, 
developing a new registration 
system and rent policy, and 
providing time-limited capacity 
subsidies, business development 
and capacity-building training 
and advice for eligible providers. 

The Build and Grow 
implementation plan was released 
in 2010–11. The plan sets out 
timeframes and goals to assist 
the AHO and the Aboriginal 
community housing sector 
to deliver the Build and Grow 
Strategy. The strategy will help 
Aboriginal community housing 
providers become financially 
independent and improve 
living standards for Aboriginal 
people in their communities.

Our regional offices actively 
engaged with local providers 
to implement various programs 
under Build and Grow, organising 
forums in Penrith, Tamworth, 
Dubbo, coonabarabran, Lismore, 
Newcastle and Batemans 
Bay to update providers on 
progress with implementing the 
strategy and to consider their 
suggestions for improvements.

in 2010–11, under Build 
and Grow, we delivered: 

•  repairs and maintenance 
to 114 homes in regional 
and urban areas

•  the first round of assessments 
under the new registration 
system, with all nine Aboriginal 
community housing providers 
that participated successfully 
achieving registration

•  a new rent policy and 
an extensive round of 
briefings with providers to 
explain how it works

•  a system of headleases in 
consultation with the NSW 
Aboriginal Land council – 28 
providers began negotiations 
with the AHO to headlease 
a total of 710 homes

•  the Safe House program 
in isolated communities 
in western NSW to 
improve access to crisis 
accommodation, transitional 
housing and long-term 
housing for Aboriginal women 
and children affected by 
domestic and family violence. 13,800

people assisted 
in AHO homes 
managed by 
Housing NSW
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Our performance 
cONTiNUED

PROviDER 
ASSESSmENT AND 
REGiSTRATiON 
SySTEm 
We are dedicated to improving 
housing services for Aboriginal 
people and building the capacity 
of Aboriginal community housing 
providers. A new assessment 
system, called the Provider 
Assessment and Registration 
System (PARS), is being 
implemented under the guidance 
of the Aboriginal Housing Board.

PARS introduced performance-
based registration with 
assessment against seven areas: 

•  fairness and resident 
satisfaction 

•  sustainable tenancies 
and communities 

•  asset management 

•  sound governance 

•  standards of probity 

•  protection of government 
investment 

•  efficient and competitive 
delivery of Aboriginal 
community housing. 

Approval under PARS 
demonstrates that Aboriginal 
community housing providers 
are providing high-quality 
housing services to the 
Aboriginal community. 

To ensure the integrity of the 
new system, a specialist unit 
operates within the Registrar of 
community Housing. This unit 
assesses Aboriginal community 
housing providers and makes 
recommendations to the Acting 
chief Executive on whether a 
provider should be approved. 
PARS takes into account the 
unique context of the Aboriginal 
community housing sector. 

To support the successful 
transition to PARS and ensure 
that the system is culturally 
appropriate, robust and easy to 
use, a pilot with nine Aboriginal 
community housing providers 
was successfully completed in 
2010–11. A formal evaluation 
was completed and areas for 
improving subsequent provider 
assessments were identified.

DATA cOLLEcTiON 
AND PERFORmANcE 
REPORTiNG
Data collection provides the 
AHO and other agencies with 
valuable information on the 
condition of Aboriginal housing 
in NSW and the long-term 
viability of the sector. it also 
enables us to develop policies, 
and plan and fulfill our reporting 
obligations to the NSW and 
commonwealth Governments. 

in 2010, a new data collection 
process was introduced. 
This included collection of 
organisational and unit record 
data from Aboriginal community 
housing providers using a system 
designed to incorporate changes 
in their reporting requirements. 
We also continued to participate 
in data and performance indicator 
development work for RiHNP. 

NATiON BUiLDiNG 
EcONOmic 
STimULUS PLAN 
The construction of social housing 
under the NBESP is being 
undertaken by Housing NSW.  
A target of 325 NBESP properties 
are being built and handed over 
to the AHO from 2009–10 to 
2011–12. The first 37 homes 
were received in 2009–10, with 
241 homes provided in 2010–11. 

Housing NSW will also match this 
target of 325 NBESP properties 
with a further 325 existing 
Housing NSW properties that are 
already tenanted by Aboriginal 
families. These will be transferred 
to the AHO over a two-year 
period. This began in 2010–11, 
when 15 were transferred.

These two initiatives will increase 
the Aboriginal housing sector 
by a total of 650 homes.

ASSET mANAGEmENT
managed by Housing NSW, 
in 2010–11 the AHO Portfolio 
maintenance program 
expenditure was $ 24.4 million. 
This comprised $9.7 million 
for planned maintenance on 
AHO homes managed by 
Housing NSW, $1.1 million for 
planned maintenance on AHO 
homes managed by registered 
community housing organisations 
and $13.6 million for responsive 
maintenance on AHO homes 
managed by Housing NSW.

Asset management Program 
funding is necessary as we self-
insure our homes. The funding 
is partly used to demolish 
buildings damaged and to 
dispose of surplus land. Funds 
are also used for construction 
projects and converting homes; 
for example, converting a 
garage into bedrooms. 

We sold 15 homes, including 
three to tenants. Of the sales 
to tenants, two were assisted 
through the AHO/indigenous 
Business Australian Home 
Purchase Scheme and the other 
through commercial financial 
arrangements. The sales program 
remains primarily responsive 
and is based on requests from 
tenants to buy their home. 
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in 2010–11, a total of $13 million 
was available under the AHO 
capital Works Program, and 
27 new homes were acquired. 
Four homes were transferred 
from Housing NSW to the AHO 
under various programs. This 
compensates for AHO homes sold 
or allocated for other purposes. 

By June 2011, the AHO 
maintained a portfolio of 
4,949 homes. in 2010–11, our 
Asset management Program 
operated under a 10-year asset 
management plan, which is 
guiding the development of 
our housing portfolio to meet 
the needs of current and future 
Aboriginal clients. We continued 
to improve housing supply and the 
value of homes in the Aboriginal 
housing sector. The AHO asset 
program assists in building viable 
local communities, through 
promoting employment and 
training opportunities for Aboriginal 
builders, tradespeople and 
apprentices. Aboriginal builders 
upgraded 18 homes to bring the 
homes up to AHO standards. 

SAFE HOUSES 
FOR WOmEN AND 
cHiLDREN LEAviNG 
DOmESTic viOLENcE
Under Build and Grow, we assist 
remote Aboriginal communities 
which experience severe housing 
deficiencies. Secure, high–quality 
and well–managed housing 
is crucial to improving health 
outcomes for Aboriginal people in 
these communities. in Wilcannia, 
Bourke and Brewarrina, we are 
implementing a Safe House 
Program as a result of the demand 
from Aboriginal women for 
housing where family members 
experiencing violence in the home 
could safely stay and be supported. 

in Wilcannia, a Safe 
House complex is being 
established consisting of 
office accommodation, 
counselling facilities, two crisis 
accommodation units, two 
transition units and two exit 
houses. The Bourke Safe House 
Project includes provision of a 
Safe House complex consisting 
of office accommodation, 
counselling facilities, two crisis 

accommodation units, two 
transition units and an exit house. 
in Brewarrina, there will be a 
new Safe House, two transition 
units or villas and one exit 
house. clients of the Safe House 
Program are able to access FAcS 
services appropriate to their 
needs, such as the Specialist 
Homelessness Service.

cONFiRmATiON OF 
ABORiGiNALiTy 
We are committed to providing 
housing for Aboriginal people 
and have a policy and process 
for confirming Aboriginality which 
ensures that AHO housing is only 
allocated to Aboriginal people. 

Housing NSW also requires 
people seeking access to 
Aboriginal-specific entitlements 
in public housing homes to 
provide confirmation of their 
Aboriginality. This common 
approach to confirming 
Aboriginality of all applicants 
applies regardless of whether they 
are applying for AHO, community 
or public housing homes. 

“ We work with different agencies to provide better services that 
support health, education and employment through housing so 
that the younger generation can live in safe and adequate homes 
which will provide them with security in their daily lives. In the 
long-term, it’s all about giving them the tools to make a better 
future for their families and generations to come.”  

– Alex, Aboriginal Housing Office Senior Project Officer
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Our performance 
cONTiNUED

FUNDiNG FOR ABORiGiNAL HOUSiNG PROGRAmS 
The following tables show funding from the NSW Government, the commonwealth Government and other 
sources in 2010–11. 

funding sources

SourCe oF FuNdS $’000

1. nsW government 
State Social Housing 1,900

Aboriginal communities Development Program 3,000

Energy saving rebate 6

Subtotal 4,906

2. Commonwealth government 
National Affordable Housing Agreement 25,760

Remote indigenous Housing National Partnership 30,735

Nation Building Economic Stimulus Plan -

indigenous cadetship Support -

Other 165

Subtotal 56,660

3. other sources of funds 
Net rental income 12,555

interest income 876

Proceeds from asset sales 2,717

Other 555

Subtotal 16,703

Total 78,269

appliCaTioN oF FuNdS $’000

AHO planned maintenance 10,828

Aboriginal communities Development Program 3,000

Housing Aboriginal communities Program 499

Repairs and maintenance community Assets Program 568

Other programs 26,607

Acquisition and construction 47,601

Subtotal 89,103

AHO operating costs 10,573

Total 99,676
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cASE STUDy 

opening the door to a new 
house has opened up a world 
of opportunities to Zona.

Zona applied to the 
employment related 
accommodation (era) 
program for a home in the 
newcastle area while she 
studies for her degree at 
newcastle University.  

Without finding suitable 
accommodation for her 
family, Zona wouldn’t 
have been able to 
enrol in university.

“I want to be a primary 
school teacher one day 
so I’m learning to teach 
others. I could never afford 
to move and set up a 
new life for my family. 

“the era program means 
not only have my family been 
given a home, but I have 
been given an opportunity to 
follow my dream,” Zona said.

“It’s not easy growing up in a 
remote community because 
opportunities are limited.  
I wanted to do something for 
myself and also set a good 
example for my children.

“this program means I 
no longer have to choose 
between providing a home 
or studying to achieve 
my goals. now I can 
do both,” Zona said.

the era program is an 
initiative designed specifically 
for aboriginal people from 
remote areas to enable 
them to engage in study 
or employment in large 
towns or regional centres. 

“This program means 
I no longer have 
to choose between 
providing a home or 
studying to achieve 
my goals. Now I 
can do both”

New home opens many doors  
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Our performance 
cONTiNUED

NSW ABORiGiNAL HOUSiNG SEcTOR 
The NSW Aboriginal housing sector contains 4,949 homes owned by us and approximately 4,460 homes owned 
by 207 Aboriginal community housing providers. The spread of the Aboriginal housing sector and the AHO 
capital Works Program across AHO regions during the reporting period are presented in the following table.

nsW aboriginal housing portfolio as at 30 June 2011

regioNS iNdiCaTorS

aborigiNal houSiNg porTFolio CapiTal WorkS

aho aChp* aho aCquiSiTioN

CurreNT SToCk CurreNT SToCk

northern region Dwelling size
5+ bedrooms 44 86 2
4 bedrooms 423 622 6
3 bedrooms 1,100 921 7
2 bedrooms 180 261 -
1 bedroom 48 41 -
0 bedrooms (bedsitters etc) 10 - -
all dwellings 1,805 1,931 15
vacant land 80 - -
Number of Aboriginal 
community housing providers - 94 -
Average number of dwellings - 21 -
Number of grants issued* - 6 -

sydney/south 
eastern region Dwelling size

5+ bedrooms 39 31 1
4 bedrooms 350 209 7
3 bedrooms 1,186 425 3
2 bedrooms 224 120 -
1 bedroom 55 21 -
0 bedrooms (bedsitters etc) 6 - -
all dwellings 1,860 806 11
vacant land 10 - -
Number of Aboriginal 
community housing providers - 43 -
Average number of dwellings - 19 -
Number of grants issued* - 3 -

Western region Dwelling size
5+ bedrooms 21 58 -
4 bedrooms 370 419 1
3 bedrooms 754 953 -
2 bedrooms 104 260 -
1 bedroom 34 33 -
0 bedrooms (bedsitters etc) 1 - -
all dwellings 1,284 1,723 1
vacant land 61  - -
Number of Aboriginal 
community housing providers - 70 -
Average number of dwellings - 25 -

Number of grants issued* - 16 -
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regioNS iNdiCaTorS

aborigiNal houSiNg porTFolio CapiTal WorkS

aho aChp* aho aCquiSiTioN

CurreNT SToCk CurreNT SToCk

all regions Dwelling size
5+ bedrooms 104 175 3
4 bedrooms 1,143 1,250 14
3 bedrooms 3,040 2,299 10
2 bedrooms 508 641 -
1 bedroom 137 95 -
0 bedrooms (bedsitters etc) 17 - -
all dwellings 4,949 4,460 27
vacant land 151 - -
Number of Aboriginal 
community housing providers - 207 -
Average number of dwellings - 22 -
Number of grants issued* - 25 -

* Aboriginal community housing providers.
Notes: 
1  The data for AHO stock are as at 30 June 2011 and the Aboriginal community housing provider (AcHP) stock are current as at 30 June 2010. The process of 

updating AcHP data will be completed in October 2011 and published in the 2011/12 FAcS Annual Report. 
2 The data for AHO capital works are current as at 30 June 2011. The data does not include projects under construction.

remote indigenous housing national Partnership and nation building economic stimulus Plan 
homes acquired 2010–11

remoTe iNdigeNouS houSiNg NaTioNal 
parTNerShip aCquiSiTioNS

NaTioN buildiNg 
eCoNomiC STimuluS plaN

regioNS iNdiCaTorS CapiTal WorkS
employmeNT relaTed 

aCCommodaTioN haNdoverS

northern region Dwelling size
5+ bedrooms - - -
4 bedrooms - 3 -
3 bedrooms - 4 12
2 bedrooms - - 48
1 bedroom - - 43
all dwellings - 7 103

sydney/south 
eastern region Dwelling size

5+ bedrooms - - 1
4 bedrooms - - -
3 bedrooms - 2 -
2 bedrooms - - 47
1 bedroom - - 43
all dwellings - 2 91

Western region Dwelling size
5+ bedrooms 1 - -
4 bedrooms 10 4 -
3 bedrooms 16 5 -
2 bedrooms 12 - 19
1 bedroom - - 28
all dwellings 39 9 47

all regions Dwelling size
5+ bedrooms 1 - 1
4 bedrooms 10 7 -
3 bedrooms 16 11 12
2 bedrooms 12 - 114
1 bedroom - - 114
all dwellings 39 18 241
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AGEiNG, DiSABiLiTy AND HOmE cARE

“The Self Managed Model allows 
me to make decisions and be 
more in control of my own 
life. I’ve loved being able to 
do many different things like 
volunteering, swimming, going 
to the gym, studying... and 
mentoring someone with a 
mental illness. It’s my goal in 
life to use my skills, wherever 
I can, to make a positive 
difference for others.”

mEL, PARTiciPANT iN THE SELF mANAGED mODEL 
iN THE cOmmUNiTy PARTiciPATiON PROGRAm
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Ageing, Disability and Home Care
cHiEF ExEcUTivE’S 
FOREWORD
As chief Executive of Ageing, 
Disability and Home care (ADHc), 
i am pleased to present the 
division’s contribution to the 
FAcS Annual Report 2010–11. 
Our contribution to the report 
highlights the positive impact 
we have on the lives of 300,000 
vulnerable people throughout 
NSW, made possible through 
the significant contributions 
of our 13,600 staff and our 
900 community partners in 
the non-government sector. 

This year we have expanded our 
services to reach an additional 
40,000 frail older people, people 
with a disability and their families 
and carers through significant 
funding growth in disability and 
community care programs. We 
have also progressed reforms in 
programs that will improve the 
lives of people with a disability 
and their families, and will 
support more frail older people 
to remain living at home in their 
own communities for longer. 

ADHc successfully completed 
the implementation of Stronger 
Together 1, in many instances 
delivering more than originally 
planned. An estimated 20,000 
additional people with a disability 
and their families throughout 
NSW have been supported 
through the creation of 33,000 
specialist service places, 
exceeding the initial target 
by around 15,000 places. 

in 2010–11, the Home and 
community care (HAcc) Program 
grew by over $38 million, bringing 
the total budget for the HAcc 
Program to over $629 million. 
This funding has gone a long 
way to improving support for frail 
older people, younger people 
with a disability and their carers 

to remain in their own homes, 
enhance their independence, 
and prevent premature 
admission into residential care. 

The state’s largest provider of 
HAcc services is the Home care 
Service of NSW. in any given 
month 42,500 people have a 
Home care worker go into their 
homes to assist them. Home 
care delivered 3.9 million hours 
of service to 55,000 people, 
across all local government 
areas in NSW in 2010–11. 

Negotiations with the 
commonwealth about the  
future of the HAcc Program as  
a result of the council of 
Australian Governments (cOAG) 
decision to split responsibilities for 
aged care and disability programs 
also began this year. From 1 July 
2011, the commonwealth 
Government will provide funding 
for services for people aged 65 
and over (50 and over for 
Aboriginal people) and NSW will 
provide funds for HAcc services 
to meet the community care 
needs of people under 65 (under 
50 for Aboriginal people). ADHc 
has worked intensively with 
service providers to ensure the 
best possible outcomes for clients 
in the future. This work will 
continue in the new financial year.

ADHc continues to play a leading 
role in implementing priority 
reforms under the National 
Disability Agreement, which aim 
to place people with a disability, 
their families and carers at the 
centre of service provision. 

We are providing leadership at 
a national level in response to 
the Productivity commission 
Report on its inquiry into Disability 
care and Support. ADHc 
welcomes the step towards a 
National Disability insurance 
Scheme and is demonstrating 

its commitment by implementing 
system reforms to ensure a 
more person centred approach 
throughout NSW. We are also 
assisting with critical work on the 
key national foundation reforms 
necessary for the implementation 
of the scheme, and are currently 
providing secretariat services 
to the Disability Policy and 
Research Working Group.

A new government has 
committed to record funding 
of $2.02 billion in growth 
under the second phase of 
Stronger Together beginning in 
2011–12. By 2013–14, anyone 
receiving disability services 
will have the option of using 
an individualised and portable 
funding arrangement. key reforms 
will be implemented to shape the 
disability services system into a 
truly person centred system that 
takes account of people’s life 
stages and their circumstances. 
Extensive consultation will ensure 
that the voices of people with 
a disability and their families 
and carers are the ones who 
shape the new system. 

Our community partners are, 
of course, integral to our ability 
to meet the needs of the 
vulnerable people of NSW, and 
we will continue to work closely 
and invest wisely to build the 
capability of the whole sector. 

Finally, i would like to personally 
acknowledge all of the people 
directly and indirectly involved in 
delivering services to frail older 
people, people with a disability 
and their families and carers. 

Jim moore
chief Executive  
Ageing, Disability and Home care
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Overview
WHO WE ARE 
Ageing, Disability and Home 
care (ADHc) is committed to 
providing the best possible 
outcomes for older people, 
people with a disability and 
their families and carers. 

We work in partnership with 
non-government and local 
government service providers, 
peak bodies, advocacy and 
industry groups, community 
organisations and regulatory 
bodies to deliver flexible, person 
centred and sustainable support 
to more than one million people. 

Services are delivered to the 
community through six regions 
(metro North, metro South, 
Hunter, Northern, Southern and 
Western) which support local 
service delivery and enable 
older people and people with a 
disability to continue to interact 
with, and be valued members 
of their local communities.

Our central office, located in 
Sydney, provides the management 
support, policy base, and strategic 
guidance for the six regions, 
which deliver and administer 
these programs and services. 

All of our business, decisions 
and actions are based 
on five core values: 

•   client focus – the needs of 
our service users are the 
rationale for our activities

•   equity – equal and 
accessible services within 
available resources

•   integrity – honesty, openness 
and accountability in 
dealing with others

•    performance – striving 
for excellence and 
continuous improvement

•   valuing people – recognising 
the efforts, abilities and skills 
of our people working within 
the disability and community 
care service system.

WHAT WE DO 
in 2010–11, we spent  
$2.5 billion delivering a wide 
range of community support 
and specialist services to older 
people, people with a disability 
and carers throughout NSW. 

This was achieved directly 
through ADHc-operated 
services or via the 900 non-
government organisations and 
local governments that are funded 
to provide services, such as early 
intervention, therapy, respite, 
supported accommodation, 
case management and 
post-school programs. 

We also worked closely with 
other government departments 
such as Transport NSW, 
NSW Health and other FAcS 
divisions to provide the Home 
and community care (HAcc) 
Program to frail older people, 
younger people with a disability 
and their carers to support them 
to remain in their own homes, 
enhance their independence, 
and prevent their premature 
admission into residential care.

Our success in responding 
effectively to individual needs 
and circumstances is measured 
against two key areas:

•   community support – 
focusing on building skills and 
strengthening family and carer 
relationships so that older people 
and people with a disability are 
able to live in their own home 
as independently as possible 

•   specialist support – providing 
services to ensure that 
people with ongoing intensive 
support needs are living in 
suitable accommodation 
and participating in their 
local community.

OUR STAkEHOLDERS 
Our primary focus is the people 
we support – older people, 
people with a disability and 
their families and carers. We 
work in partnership with many 
other organisations to ensure 
that policies, programs and 
services are well informed, 
planned and adaptable. Our 
stakeholders include: 

•   900 non-government and 
local government service 
providers that we fund to 
deliver services on our behalf 

•   local, state and 
commonwealth government 
departments and agencies 

•   peak bodies, industry 
groups and advocacy 
agencies representing 
older people, people with 
a disability and carers 

•   community agencies 
and organisations 

•   regulatory bodies. 
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Strategic directions
LEGiSLATiON 
AND FUNDiNG 
AGREEmENTS
Legislation and funding 
agreements are key to shaping 
our service system and planning 
processes for increasing 
programs and services for older 
people, people with a disability 
and carers. information about 
legislation can be found in the 
appendices section of this report. 

We receive funding under the 
following two agreements with 
the commonwealth Government 
which, combined with the 
NSW Government’s Stronger 
Together 10-year plan, underpin 
the majority of our budget: 

•   the National Disability 
Agreement (NDA), which 
is part of the council of 
Australian Governments’ 
intergovernmental Agreement 
(iGA) on Federal Financial 
Relations – NSW anticipates 
receiving approximately  
$1.7 billion in total funding over 
the first five years of the iGA 
through the Disability Services 
Specific Purpose Payment 

•   the Home and community 
care (HAcc) Agreement, which 
is a jointly funded NSW and 
commonwealth Government 
initiative that provides vital 
support to frail older people, 
people with a disability and 
carers to assist them to remain in 
their own homes for as long as 
possible – the NSW Government 
contributes slightly more than 
40 percent of total funding 
under the HAcc Program. 

Under the National Health Reform 
Agreement, there will be split 
responsibilities for HAcc aged 
care and disability services at age 
65 (or at age 50 for Aboriginal 
people), with the commonwealth 

Government to assume full 
responsibility for aged care 
services from 1 July 2012. 

STRATEGic 
OBJEcTivES
We are committed to ensuring 
that people with a disability and 
older people have choice and 
control over their lives and are 
valued and active members of the 
community. We work closely with 
families and carers to assist them 
with their caring and support role. 

Our objectives reflect our 
commitment to ensuring that the 
right mix of formal and informal 
support is available to people 
at each stage of their lives 
and that the support is person 
centred, flexible and sustainable. 
Equally, we aim to provide 
effective support for families and 
carers to boost the resilience 
of these natural networks.

Our business activities are 
directed towards achieving 
outcomes in the following areas: 

•   improved access to 
information and support 

•   a person centred approach in 
all service delivery and planning 

•   an inclusive and 
supportive community 

•   a unified, regulated sector 
which has the capacity 
to respond effectively 

•   a division which leads 
with integrity. 

Our activities also support 
national reforms and whole-
of-government priorities. 

These priorities are mirrored 
in our strategic directions, 
which are influenced by the:

•   National Disability Agreement

•   National Health Reform 
Agreement

•   NSW whole-of-government 
Ageing Strategy

•   National Disability Strategy

•   Productivity commission’s 
inquiry into Disability 
care and Support

•   United Nations convention 
on the Rights of Persons 
with Disabilities. 

in line with our strategic 
directions, which are currently 
being revised for 2011–16, our 
objectives will have a greater 
emphasis on incorporating person 
centred and lifespan approaches 
into our service delivery and 
business planning, as well as:

•   increasing the capacity 
of our service system

•   improving and increasing 
a range of qualitative 
accommodation models

•   driving national reform 
priorities such as the National 
Disability insurance Scheme 
and National Disability 
Strategy initiatives. 
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STATE PLAN 
Across the NSW Government, 
we had lead responsibility for:

•   increasing the percentage 
of people with a disability 
who are using individualised 
funding arrangements

•   improving employment 
opportunities for people 
with a disability, halving the 
gap in their unemployment 
rate by 2016

•   increasing the out-of-home 
participation rate of people with 
a severe or profound disability 
to at least 85 percent by 2016. 

This will be replaced by new 
goals in the new State Plan.

STRONGER 
TOGETHER: A NEW 
DiREcTiON FOR 
DiSABiLiTy SERvicES 
iN NSW 2006–16 
Stronger Together: A new 
direction for disability services in 
NSW 2006–16 is a 10-year plan 
to provide greater assistance and 
long-term practical solutions for 
people with a disability and their 
families. it involves major reforms, 
funding and service expansions. 

The first five years of Stronger 
Together set out plans to  
increase the specialist disability 
service system’s capacity by  
40 percent. New places created 
during this phase exceeded 
projections – 33,000 places were 
created compared to the target 
of 18,100. These new places 
increased supports available 
to people with a disability 
and their families throughout 
NSW, including therapy, case 
management and behaviour 
support, early intervention, family 
support, respite and post-
school and day programs.

The first five years of Stronger 
Together included a capital 
program roll-out of property 
and building works to achieve 
new accommodation places, 
as well as the redevelopment 
of the Lachlan centre and 
the closure of Peat island.

The NSW Government is 
investing a further $2.02 billion 
in growth funding for disability 
services through Stronger 
Together 2, which is a 33 percent 
increase in funding for the first 
five years. Stronger Together 
2 will provide approximately 
47,200 additional places.

Stronger Together 2 also featured 
an unprecedented expansion of 
funding and significant reforms 
to the specialist disability service 
system. By 2016, we will have 
a disability service system that 
provides 70,000 more services, 
in more flexible ways, to better 
support people with a disability, 
their families and carers. 

NSW AGEiNG 
STRATEGy 
The NSW whole-of-government 
ageing strategy aims to create a 
more age friendly society that is 
able to respond effectively to the 
opportunities and challenges of 
an ageing population. Our Office 
for Ageing leads implementation 
of this strategy in partnership 
with the Department of 
Premier and cabinet and NSW 
Government departments. 

The strategy addresses issues 
such as social isolation, planning 
for later life, building community 
and individual resilience, 
workforce participation, health 
issues, technology and social 
supports. All are designed with 
the aim of enabling older people 
to participate independently 
and as fully as they can in 
community life as they age.

key policy areas for us aligned 
with the Ageing Strategy include 
the ageing grants program, 
research into population ageing 
and dementia research and policy.

70,000
more services delivered in more 
flexible ways, to better support 
people with a disability, their 
families and carers by 2016



34 Department of famILY anD CommUnItY ServICeS
ANNUAL REPORT 2010–11

a
g

e
in

g
, D

is
a

b
il

it
y

 a
n

D
 h

o
m

e
 C

a
r

e

Our highlights
PERFORmANcE OvERviEW OF OUR RESULTS AND SERvicES

reSulT area key ServiCe proviSioN daTa highlighTS

improving 
our service 
system

Our expenditure budget for 2010–11 was 
$2.5 billion, an increase of $209 million 
over the previous year

$146.4 million in disability funding for  
new services, an increase of 8.5 percent  
on last year

$38.9 million in HAcc funding for new 
services, an increase of 6.6 percent on  
last year

$1.5 billion (including capital) was  
allocated through Stronger Together 1; 
this resulted in an additional 33,000 
disability places being created, exceeding 
the target by around 15,000 

The announcement of Stronger Together  
2 ensures continued growth and reform 
for disability services; it is supported by  
an additional $2.02 billion and will  
provide an additional 47,200 places in 
disability services

Trialled a number of programs featuring 
person centred services to increase 
opportunities for people to exercise 
more choice and control over their 
support and funding arrangements

individualised funding arrangements 
will become available from 2011–12, 
and by the end of 2013–14 anyone 
receiving disability services will have 
the option of using an individualised 
and portable funding arrangement

coordinated the NSW Government 
submission to the Productivity 
commission’s inquiry into disability 
long-term care and support; also 
actively supported the national Every 
Australian counts campaign to have 
the proposed National Disability 
insurance Scheme introduced

completed 12 new or refurbished 
HAcc dementia day care centres, 
with the remaining four to be 
completed by the end of 2011

Led NSW negotiations with the 
commonwealth Government and other 
jurisdictions in relation to the National 
Partnership Agreement that will govern 
the transition of the HAcc program

Supported efficiencies in NGO service 
delivery, improving NGO contract 
management with the development of 
a Sector Planning Framework and the 
implementation of the Quality Framework 
and Funding management System 

implemented the NSW Dementia Services 
Framework 2010–15 to assist with planning 
and development of dementia services 
and programs by reviewing service needs 
and making recommendations along 
a service pathway of dementia care

Rolled out statewide Aboriginal 
Home care traineeship program and 
development of the Aboriginal Employment 
Strategy, Let’s See it Through
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reSulT area key ServiCe proviSioN daTa highlighTS

Community 
support

Allocated more than $23 million in  
HAcc Program growth funding to  
service providers

Approximately 10,300 children accessed 
Early childhood intervention services

more than 26,000 therapy and 
fixed-term intervention services 
delivered through ADHc-operated 
and funded service providers 

6,800 individuals enrolled in post-
school programs and 8,000 people 
participated in ADHc-funded 
community engagement programs 

165 in-reach packages, 45 alternative 
accommodation placements, 53 in-
home support services and 43 day 
programs have been implemented 
to address the needs of young 
people in Residential Aged care

Piloted new case management and 
brokerage services for people with 
an Acquired Brain injury, people with 
muscular dystrophy and people with 
motor neurone disease to assist them 
in receiving more tailored supports 

improved our response to meet the needs 
of people from culturally and linguistically 
diverse (cALD) backgrounds through 
the launch of valuing and managing 
Diversity: A Strategic Framework 
for cultural Diversity 2010–13

incorporated the Self managed model 
(Smm) option into day program and 
post-school services so that people with 
a disability experience greater flexibility, 
choice and control over services

Delivered 900 events across NSW 
during 2011 NSW Seniors Week – 200 
more events than the previous year

Organised participation of 2,000 school 
students in activities for the 2010 
Don’t Dis my ABiLiTy campaign

“ Day programs play a crucial role in supporting people with a 
disability to develop life skills, pursue goals, maintain 
independence and participate in community life. It’s an exciting 
place to work because the programs are truly person centred and 
constantly evolving.” – Noreen, Ageing, Disability and Home care manager Day Programs
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Our highlights
PERFORmANcE OvERviEW OF OUR RESULTS AND SERvicES

reSulT area key ServiCe proviSioN daTa highlighTS

specialist 
support

ADHc-operated services:

–  1,700 individuals in 345 group 
homes and in-home support

–  1,000 clients in eight large 
residential centres

ADHc-funded services:

–  6,100 clients in group homes or in other 
community living accommodation models

–  440 clients in 26 large residential centres

Rolled out a large capital program under 
the first five years of Stronger Together, 
including 530 new accommodation 
places, the closure of Peat island and 
redevelopment of the Lachlan centre 

370 places were allocated to four 
individualised support models being 
piloted and evaluated through a 
participatory action research project 

construction of 35 custom-built homes 
under the younger People in Residential 
Aged care (yPiRAc) Program began during 
the first phase of Stronger Together 

Diverted 113 younger people from 
entering residential aged care through 
the yPiRAc Program under the first 
phase of Stronger Together, exceeding 
the program target by 88 percent

implemented the Lifestyle Planning Policy 
and Practice Guide for use in ADHc-
operated accommodation support 
services which better incorporates 
person centred practices into planning 
services, and measures quality based 
upon the achievement of goals

home Care 
service 
of nsW

Home care has 43 branches and 
a presence in over 110 locations 
throughout the state, including eight 
Aboriginal Home care branches

increased Home care Service  
funding by $13.4 million, which 
enabled 3.9 million hours of service, 
a 6.5 percent increase on last year

increased the number of relief care worker 
positions to provide better contingency 
planning and improved service quality 
and support to enable people to live 
independently in their own homes through 
the revised care Worker Award program

implemented the service improvement 
project to increase efficiencies by 
establishing a new computerised 
service allocation system
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Results and services
cONTiNUED

stronger together summary of new places and expenditure allocated in first five years
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metro South  2,453  3,905  1,088  1,455  310  125  9,336 

metro North  1,829  3,182  1,007  1,325  233  128  7,704 

Hunter  845  2,099  688  1,030  178  110  4,950 

Northern  900  1,657  622  916  311  66  4,472 

Southern  735  1,263  621  654  113  56  3,442 

Western  865  1,401  548  611  121  73  3,619 

Other3  97  13 - -  27  45  182 

ToTal  7,724  13,520  4,574  5,991  1,293  603  33,705 

Stronger Together 
commitment  7,150  3,040  1,420  3,280  1,350  300  16,540 

1 The respite category includes 1,029 places from the Older Parent carer initiative, which is jointly funded by the NSW and Australian Governments

2  This figure is new places only. The original published commitment included all continuing community Participation clients who would receive increased days as 
a result of Stronger Together funding

3 service not assigned to a specific region

4 includes Leaving care, community Justice Program, Other Specialist Support, Attendant care Program and Disability Housing and Support initiative places

5 Jointly funded by the NSW and Australian Governments – this is not a unique client count
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specialist support (including accommodation and in-home support)
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metro South 98 20 53 37 15 87 310 85.3

metro North 40  - 51 38 5 99 233 64.7

Hunter 43  - 66 29 5 35 178 51.2

Northern 127 20 78 23 15 48 311 75.3

Southern 21  - 44 15 5 28 113 34.1

Western 41  - 21 31 5 23 121 31.7

Other Places  -  -  - 27  -  - 27

Other recurrent  -  -  -  -  -  -  - 8.4

Total recurrent costs  -  -  -  -  -  -  - 350.7

Establishment 
costs1  -  -  -  -  -  -  - 134.0

Total 370 40 313 200 50 320 1,293 484.7

1 includes capital expenditure and other set up costs.

2 includes five additional places for clients with an Acquired Brain injury who are receiving Drop-in support services

respite
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metro South 276 293 70 133 44 272 1088 45.8

metro North 378 155  - 120 116 238 1007 33.3

Hunter 272 73  - 86 111 146 688 20.7

Northern 147 215  - 57 48 155 622 26.5

Southern 280 150  - 34 54 103 621 17.9

Western 115 219  - 39 60 115 548 27.8

Other recurrent  -  -  -  -  -  -  - 6.2

Establishment cost  -  -  -  -  -  -  - 2.0

Total 1468 1105 70 469 433 1029 4574 180.2
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Results and services
cONTiNUED

early intervention and family support
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metro South 974 18 225 - 176 14 2,498 3,905 32.0

metro North 651 285 206 - 72 28  1,940  3,182 26.1

Hunter 691 240 - - 210 13 945  2,099 12.5

Northern 492 40 - 20 68 31 1006  1,657 16.2

Southern 356 - - 20 70 20 797  1,263 12.6

Western 349 20 125 - 120 9 778  1,401 10.6

Statewide 13 - - - - - - - -

Total Places/
Recurrent cost  3,526 603 556 40 716 115  7,964    - 110.0

Other recurrent - - - - x- - - - 0.1

Establishment cost - - - - - - - - 0.4

Total 13,520 110.5
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cASE STUDy 

Young people and their 
families should be the 
drivers of their individual 
plans, having control 
over important decisions 
that affect their lives. 

Karim is a good example of 
how the aDHC Community 
participation program 
is helping people with 
moderate to very high 
support needs achieve 
their goals, increase their 
independence and participate 
as valued and active 
members of the community. 

In opting for a Self managed 
model, Karim can pursue 
a wide range of activities 
such as martial arts classes, 
and isn’t constrained by 
having to fit into prescribed 
services or programs. 

His martial arts class 
every Saturday gives 
him confidence, a sense 
of achievement and an 
opportunity to spend time 
with friends. He has also 
discovered new and creative 
interests such as drumming 
and movement classes. 

Under the Self managed 
model, the program fits 
around Karim’s way of life, 
rather than expecting Karim 
to fit into pre-determined 
programs and services.

Karim’s mother Sylvana said 
the Self managed model 
has meant Karim is happy. 

“He has a say in what he 
does every day. He has 
greater control over his 
life. If he enjoys it, we carry 
on, if he doesn’t, we will 
make changes. He is trying 

new things and gaining 
confidence in learning 
from these experiences. 

“He is communicating more 
and is happy about his 
choices. His program starts 
each day when he is ready, 
as we are not running to 
someone else’s timetable. 
He is more relaxed, and so 
are we,” Sylvana said.

aDHC provided more than 
$98 million in funding for 
more than 3,800 Community 
participation program places.

“ He has a say in 
what he does 
every day. He has 
greater control 
over his life.”

Putting people’s choices first
early intervention and family support
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metro South 974 18 225 - 176 14 2,498 3,905 32.0

metro North 651 285 206 - 72 28  1,940  3,182 26.1

Hunter 691 240 - - 210 13 945  2,099 12.5

Northern 492 40 - 20 68 31 1006  1,657 16.2

Southern 356 - - 20 70 20 797  1,263 12.6

Western 349 20 125 - 120 9 778  1,401 10.6

Statewide 13 - - - - - - - -

Total Places/
Recurrent cost  3,526 603 556 40 716 115  7,964    - 110.0

Other recurrent - - - - x- - - - 0.1

Establishment cost - - - - - - - - 0.4

Total 13,520 110.5
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imPROviNG OUR 
SERvicE OUTcOmES 
We aim to increase awareness 
and promote inclusion for 
older people and people with 
a disability, with a key priority 
being flexible services and 
supports that build individual 
skills and independence, and 
provide greater certainty for 
people to plan their lives and 
achieve their expectations. 

Person centred approaches 
provide individuals and their 
families with a greater say in 
the services and support they 
require to live independently in 
their community. We have made 
significant investment in the 
capacity of our staff and funded 
service providers to deliver 
person centred support, with 
an extensive person centred 
consultation process in 2011. 

Stronger Together 1 delivered 
extra support services to an 
additional 20,000 people. 
Stronger Together 2 will expand 
person centred approaches and 
inidividualised funding models to 
ensure that people with a disability 
are at the forefront of decision-
making and choices that affect 
their lives. Stronger Together 2 will 
increase the capacity of the sector 
by approximately 47,200 places.

in 2010–11, more than 370 
places were allocated to four 
individualised support models 
being piloted and evaluated 
through a participatory action 
research project. These pilots 
test new models of support 
across a range of target groups 
and generate evidence of the 
requirements, impact, and 
outcomes of individualised 
support. This will be used to 
build capacity within ADHc 

human resource and quality 
management systems.

We are providing individualised 
support in the Attendant care 
Program, where people with 
a disability can choose from 
a variety of service models, 
including directly purchasing 
the support they need. 

ADHc is committed to 
strengthening families and carer 
relationships, and maximising the 
independence and skills of older 
people and people with a disability 
through the use of informal care 
networks. There has been an 
increase in community support 
and an increased focus on early 
intervention and prevention.

We are working to improve service 
delivery and have developed 
specifically designed programs 
for young people with a disability:

•   leaving care of the 
minister for Family and 
community Services

•   in contact with the 
criminal justice system

•   who are in, or at risk of entry 
to, residential aged care

•   to support their ageing carers.

Results and services
cONTiNUED

20,000
support services delivered to an 
additional 20,000 people under 
Stronger Together 1
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iNNOvATiONS 
ADHc is working to give 
older people, people with a 
disability, their families and 
carers greater confidence and 
certainty regarding the levels 
of support they can expect, 
when services will be available, 
and how to access them. 

We are committed to person 
centred approaches in all 
service delivery and planning, to 
allow people to make informed 
decisions about their lives, and 
to achieve and accomplish more 
on their own terms. Already many 
of our programs offer substantial 
choice and flexibility to clients 
and their carers, and enable 
people to actively participate in 
decision-making around planning, 
implementation and review of 
services and supports they 
receive. We are also exploring 
the best ways to improve 
personalised support options 
through both service design and 
individualised funding options.

We continue to improve 
accommodation models to ensure 
that people live in safe, secure 
and appropriate housing. in order 
to achieve this, we have partnered 
with the sector to expand the 
range, availability, quality and 
flexibility of accommodation 
options. We are also redeveloping 
all large residential centres and 
have strengthened regulation 
of the boarding house sector. 

in response to the need for 
more effective outcomes for 
people with dementia, the HAcc 
capital Strategy delivered the 
construction of dementia-specific 
day care centres and upgraded 
existing facilities.  

This provides improved access to 
and use of day centres, resources 
and supports by people with 
dementia. Of the 16 planned 
centres, 12 new or refurbished 
centres have been completed 
to date, with the remaining 
four to be completed soon.

Recognising the importance of 
social and community inclusion 
to a person’s health and 
wellbeing, in collaboration with 
the Department of Education 
and communities, we provided 
sporting and recreational activities 
to more than 7,000 people with 
disabilities of all levels. Training 
and education was also provided 
to more than 1,500 volunteers to 
improve opportunities for people 
with a disability to participate 
in sport and physical activity.

in January 2011, the new person 
centred Lifestyle Planning 
Policy and Practice Guide was 
rolled out in ADHc-operated 
accommodation support 
services. it incorporates person 
centred approaches to planning 
services, and measures quality 
based upon the achievement 
of goals. The implementation of 
the policy includes training and 
workshops across the state. 

The new community Living 
Award was also implemented 
in the Accommodation and 
Respite business area to 
improve the coordination of 
an individual’s services and 
staff support at a local level. 

imPROvED SEcTOR 
PARTNERSHiPS 
ADHc is working in partnership 
with community care and 
disability service providers to 
ensure that the service system 
is integrated and sustainable, 
and that it has the capacity to 
deliver improved flexible services 
which respond to a broader 
range of individual choices. 

We are working to support 
development of the governance 
and management capacity of 
NGOs by reducing bureaucracy 
through the reduction of red 
tape. Red tape reforms are 
improving business practice 
by reducing administrative 
burdens, increasing service 
appropriateness, efficiency and 
responsiveness, and enhancing 
coordination and cooperation. 
Some of these reforms include:

•   a new Sector Planning 
Framework to be implemented 
over two years to enable 
us to implement a planning 
approach that will devolve 
decision-making to local 
communities and place people 
with a disability at the centre 
of the planning process

•   the Youth and Community 
Services Regulation 2010 
ensures that staff of licensed 
residential centres (LRcs)1 
are trained in first aid, and 
that these premises have 
safe medication practices

•   the implementation of the 
Funding management System, 
which provides an integrated 
and streamlined solution to 
funding management and 
regulation, and improves 
information to the NGO 
service providers

1  An LRc is a private business enterprise, licensed by ADHc under the yAcS Act to operate as a residential centre that accommodates two or more people 
with a disability, who also require supervision and support.
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Results and services
cONTiNUED

•   the development of a 
governance structure, under 
the industry Development 
Fund, to direct expenditure of 
funds to initiatives that will build 
the capacity and capability of 
the disability service system. 

Other red tape reduction 
strategies include a new acquittals 
process, which reduces the 
information required in tender 
and purchasing processes, and 
standard insurance, financial 
returns and audit requirements.

The National Quality Reporting 
Framework for HAcc services 
increases consistency in quality 
reporting across the sector 
and reduces complexity and 
duplication for those service 
providers receiving funding 
from more than one community 
care program. in march 2011, 
common standards were 
introduced to simplify and 
streamline reporting requirements 
on service providers that receive 
funding for community care 
programs from both state and 
commonwealth governments. 
The common standards replace 
the National HAcc Standards.

cOmmUNiTy 
SUPPORT 
The majority of older people  
and people with a disability 
are cared for at home with the 
support of their family and friends.  
The ADHc community support 
services help older people and 
people with a disability to continue 
living at home and participate in 
their community. These services 
complement the existing support 
networks and recognise the 
importance of the carer and 
the care-giving relationship.

community support services 
are categorised in the 
following service groups: 

•   skill development and 
day programs 

•   respite 

•   personal assistance 

•   intensive personal care 

•   therapy and fixed-
term intervention 

•   advocacy, information 
and linkage 

•   support for families 
and children 

•   support for the well aged. 

 

 
overall expenditure on community support
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skill development and 
day programs
•   6,800 people enrolled in 

ADHc-funded post-school 
programs including:

  –  3,800 people in community 
Participation (cP)

  –  1,800 people in Transition 
to Work (TTW)

•   8,000* people participated 
in ADHc-funded community 
Engagement Programs.

We fund day and post-school 
programs as part of continued 
supports for people with a 
disability so that they can pursue 
their goals and aspirations 
with greater confidence. 

The TTW and cP programs focus 
on building skills, employment 
preparation and greater 
participation in their community. 
many of the participants of these 
programs are able to achieve 
greater economic independence 
and social inclusion. 

Every year more than half of 
TTW participants successfully 
transition to employment, 
compared with less than five 
percent prior to 2006. 

in 2010, the Self managed model 
(Smm) option was incorporated 
into day and post-school 
programs. The Smm enables 
individuals to experience greater 
flexibility, choice and control 
over the services they receive. 

Evaluation of the Smm began to 
provide a better understanding 
of the benefits and challenges 
of the Smm from both a service 
user and a service provider 
perspective, including identifying 
unique needs and trends of 
participants. ADHc worked in 
close partnership with National 
Disability Services and other 
stakeholders to develop the 
project specifications, and we 
will continue to work together 
to ensure greater benefits 
and efficiencies for a client-
focused service system.

Community support service group share of expenditure 2010–11

Community support service group share of clients 2010–11

Data source: Disability Services mDS statistical database.
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Results and services
cONTiNUED

respite 
in 2010–11:

•   4,100 people accessed respite 
in 108 ADHc-operated and 
funded respite centres 

•   6,900 people accessed 
flexible and in-home respite 

•   60,000 older people 
accessed HAcc-funded 
respite services and services 
with a ‘respite effect’. 

carers play a vital role in 
supporting people with a 
disability and frail older people 
to continue living in their own 
homes and communities. Respite 
services help to support and 
maintain the primary care-giving 
relationship by providing time-
limited breaks for families and 
other unpaid carers of children 
and adults with a disability 
and older people. Respite also 
provides a positive experience 
for people with a disability 
through social, recreational and 
developmental opportunities 
and community connections. 

skill development and day programs by funding category (2010–11)

Data source: Disability Services mDS/ADHc client information System (ciS) statistical databases.

stronger together growth in skill development and day programs 
2005–06 compared to 2010–11

Data source: Disability Services mDS/ADHc client information System (ciS) statistical databases.

Disability clients in respite by sector

Data source: Disability Services mDS/ADHc client information System.

haCC clients in respite by sector
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Carers 
The NSW Carers (Recognition) 
Act 2010 was introduced in may 
2010 to provide legal recognition 
for carers. in July 2010, lead 
responsibility for carer policy in 
NSW was transferred from NSW 
Health to ADHc. We have lead 
responsibility for implementation 
of the Act and are developing an 
implementation plan to promote 
and enact the legislation across 
NSW Government departments.

The Act:

•   establishes the NSW carers 
charter to recognise carers’ 
contribution to their community 
and the person they care 
for, and to increase the 
community’s awareness of 
their valuable contribution

•   places obligations on the 
NSW public sector to 
be aware of the charter 
(including the development 
and implementation of 
human resources policies), 
and to consult with 
carer representatives in 
policy development 

•   establishes a NSW carers 
Advisory council, chaired 
by the minister for Disability 
Services and minister for 
Ageing, to advance the 
interests of carers and to review 
and make recommendations 
to the minister on issues 
relating to carers.

NSW human service agencies 
have additional responsibilities 
under the legislation to reflect the 
principles of the charter and to 
report on compliance with the Act. 

individuals or organisations that 
make an outstanding contribution 
to caring for a person in the 
community were recognised 
through the introduction of the 
Local carer Awards in 2010, a joint 
initiative of carers NSW and the 
NSW Government. One hundred 
and thirteen Local carer Awards 
were given across the state.

Personal assistance 
Personal assistance services 
funded through the HAcc 
Program in 2010–11 include:

•   59,000 people accessed 
2.1 million domestic 
assistance service hours 

•   15,200 people accessed 
1.4 million personal 
care service hours 

•   24,000 people accessed 
440,000 home maintenance 
service hours 

•   5,200 people accessed 
89,000 food services hours 

•   880 people accessed  
32,000 home linen services 

•   3.5 million meals were provided 
to 36,000 individuals 

•   2.3 million trips were made by 
67,000 individuals and carers. 

 

in-home support provides a 
range of services to help people 
maintain their health, safety and 
independence in their home 
environment. Support is provided 
to older people, people with 
a disability, their families and 
carers in the form of domestic 
assistance, personal care, social 
support, home nursing care, 
meals and community transport. 
intensive personal care services 
(through the Attendant care 
Program and the High Need Pool) 
provide assistance for people who 
require 15–35 hours of support 
a week with daily living activities 
and community participation. 
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intensive Personal Care
intensive personal care 
through the Attendant care 
Program/High Need Pool:

•   890 places in Attendant 
care Program (AcP) 

•   530 people in the High Need 
Pool accessed 553,000 
hours of service, as follows: 

 -   500 people accessed 
58,000 personal care 
service hours 

 -   350 people accessed 
473,000 domestic 
assistance service hours 

 -   60 people accessed 21,000 
respite care service hours 

 -   30 people accessed 
440 home maintenance 
service hours. 

An additional 498 AcP places 
have been allocated from 
Stronger Together growth funds 
and other reform initiatives since 
2006. As well as a substantial 
expansion in the number of 
places, the program has been 
improved to provide places 
for people with a disability 
who have older carers.

Exploring new approaches to 
better respond to the needs 
of people with degenerative 
conditions and Acquired Brain 
injury (ABi) is a priority for 
Stronger Together. A new guide 
called the care and Support 
Pathways for People with an 
Acquired Brain injury – Referral 
and Service Options in NSW 
has been developed to increase 
flexibility and types of service 
interventions required. 

Other initiatives, including 
a protocol to facilitate early 
access to the AcP and the 
development of a time-limited 
case management and brokerage 
model, have also been developed 
to assist people with rapid 
degenerative neurological 
conditions to access flexible 
services in a timely manner.

New case management and 
brokerage services for people 
with an ABi, people with muscular 
dystrophy and people with motor 
neurone disease were piloted 
to tailor individual solutions and 
identify essential elements required 
to service this target group. 

Results and services
cONTiNUED
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therapy and fixed-
term intervention 
in 2010–11:

•   36,300 services were provided 
to 14,000 individuals by 
ADHc-operated community 
Support teams 

•   11,500 people accessed 
services from 89 NGO 
therapy providers

•   $28 million worth of 
HAcc home modification 
services were provided 
to 15,000 individuals.

Therapy services aim to maintain 
and improve the abilities of an 
individual and their opportunities 
for future independence. in 
October 2010, a Therapy 
Services memorandum of 
Understanding (mOU) between 
the Department of Education and 
communities, NSW Health and 
FAcS was created outlining the 
roles and responsibilities of all 
agencies to coordinate access to 
therapy services for people with a 
disability, their families and carers. 

Three projects due for completion 
next year have been funded 
to support therapy services: 

•   an Aboriginal outreach 
program that engages local 
community members, trained 
as community facilitators, 
to deliver services with a 
therapist’s guidance; this 
will support and enhance 
prevention and early 
intervention approaches and 
build community capacity

•   an early intervention 
project to assist children 
with a disability to access 
technology in preschool 

•   an adult transition project to 
improve access to therapy 
services at critical life stages.

in collaboration with other 
government agencies and 
NGOs, we trialled the use of 
video technology for case 
conferences in rural and remote 
areas where distance from service 
providers posed a challenge 
for people with a disability, 
their families and carers. 

We coordinate the Therapy 
Taskforce, comprising 
representatives from NGOs, 
professional associations and 
government partners. it has 
initiated a range of projects to 
improve sector capacity and 
innovation through enhanced 
recruitment, training, professional 
practice and service delivery.

aDhC-operated community support teams 
number of services provided

Data source: ADHc client information System

stronger together growth in therapy and fixed term  
intervention services

Data source: Disability Services mDS
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improving specialist services 
Our Office of the Senior 
Practitioner provides practice 
leadership for therapy, nursing 
and behaviour support services, 
and delivers specialist services 
and practice improvement for 
individuals with complex needs 
and challenging behaviour. 

During the year, an mOU was 
signed between ADHc and 
NSW Health for the provision 
of services to people with an 
intellectual disability and mental 
illness, representing a significant 
milestone in interagency 
collaboration. This mOU enables 
a more coordinated system of 
care by ensuring that both parties 
have a responsibility to manage 
situations cooperatively, with an 
emphasis on the provision of 
preventative services, assessment, 
treatment and follow-up.

We also developed Dialectical 
Behaviour Therapy1 for Women 
with Borderline Personality 
Disorder and the First Nursing 
model for individuals with 
challenging and complex 
Needs under the community 
Justice Program (cJP). These 
are therapeutic models aimed 
at reducing the risk of anti-
social behaviour and facilitating 
appropriate reintegration 
into the community. 

A range of accommodation 
options is being developed as 
part of the cJP. Two projects 
are being led by Housing NSW, 
the intensive Residential Service 
and an on-site supported living 
facility. in 2010–11, five properties 
were purchased to expand the 
drop-in support model. This 

model provides affordable rental 
housing with drop-in support to 
people with an intellectual disability 
exiting a correctional facility. 

support for families 
and children 
We work to keep families and 
children with a disability together 
by providing early intervention 
services that increase family 
wellbeing and strengthen 
family capacity and resilience. 
These services include early 
intervention, therapy, respite 
and intensive family support. 

We also play a key role in the 
protection of children and 
young people with a disability. 
in 2010–11, we continued 
implementation of keep Them 
Safe, the NSW Government’s 
five-year action plan in response 
to the Special commission of 
inquiry into child Protection 
Services in NSW. This included 
providing training to all of our 
staff that may have direct contact 
with children and young people 
and implementing new measures 
to safeguard the interests of 
children and young people in 
voluntary out-of-home care, 
many of whom have a disability.

in 2010–11:

•   12,000 families accessed 
early childhood intervention 
services, including services 
targeting children with autism 

•   more than $3 million were 
allocated through the 
Family Assistance Fund 

•   1,500 families accessed 
funding through the Family 
Assistance Fund. 

As part of Stronger Together, 
we have invested more than 
$21.9 million to support children 
and young people with autism 
and their families through 
targeted service projects 
and activities including: 

•   $3.2 million in 2011 to establish 
an autism-specific childcare 
centre in Western Sydney 
and $1.2 million to operate 
the centre and outreach 
service in subsequent years

•   $6 million over four years for 
the Helping Troubled kids 
initiative to support young 
people with autism and 
challenging behaviour at risk 
of suspension from school 

•   $6.5 million to Autism 
Spectrum Australia (Aspect) 
for early childhood intervention 
services, provision of support 
networks for young people 
and their families, provision of 
a diagnostic service in regional 
and rural NSW, establishing an 
early detection and screening 
service in the macarthur, Albury 
and Wagga Wagga areas 

•   $142,500 to sponsor 
conferences and workshops

•   $4.8 million over four years for 
an early childhood intervention 
package, supporting 
families and staff in a range 
of preschool settings.

Results and services
cONTiNUED

1  Dialectical Behaviour Therapy is a form of psychological therapy which was developed for the treatment of Borderline Personality Disorder (BPD), particularly 
those individuals with self harm and/or suicidal urges.
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advocacy information 
and linkage 
in 2010–11:

•   21,000 people accessed 
counselling, support and 
advocacy services under 
the HAcc Program 

•   32,000 people accessed client 
care coordination services 

•   13,300 people accessed 
case management

•   100,000 people accessed 
assessment services

•   $93 million in total 
funds were spent.

Advocacy, information and 
linkage services play an important 
role in helping people with a 
disability and older people to 
make informed choices whilst 
improving the communication 
between themselves and other 
members of the community. 

in 2010–11, we introduced 
the Disability Advocacy and 
information Guidelines across 
NSW to provide greater clarity in 
the delivery of advocacy services 
for individuals and groups of 
people with a disability, their 
families and carers. The guidelines 
provide advice on services and 
clarify the aims and objectives 
of information and advocacy 
services across NSW so that 
people with a disability, their 
families and carers have a clear 
understanding of what they can 
expect from these services. 

SPEciALiST SUPPORT
Specialist support services 
are designed to help people 
with a disability who may need 
additional support due to the 
complex or medical nature 
of assistance required. 

Services include supported 
accommodation located 
in community settings and 
community living. Supported 
accommodation includes 
24-hour support and drop-in 
arrangements, while community 
living services support people 
living in the community or with 
their families. We also fund 
and operate a small number 
of large residential centres 
involving 24-hour support for 
groups of 20 or more people. 

Under Stronger Together 1, 
more than 1,000 people have 
moved into permanent specialist 
community living places. We 
are committed to investing in 
service model development 
and research initiatives to best 
guide our service expansion. 

Under Stronger Together, an 
innovative accommodation 
framework is being implemented 
which will expand accommodation 
types and support models.  
By increasing the range and 
type of accommodation models, 
we are supporting increased 
accessibility, flexibility and choice. 
The new models will also enable 
individual support needs to be 
better matched with service types.  

 

specialist support service groups share of expenditure 2010–11

specialist support service groups share of clients 2010–11
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Community living 
An estimated 7,800 people 
accessed community living 
support in 2010–11 from 
government-provided and 
funded organisations at a 
total cost of $733 million. 
These services include 
supported accommodation 
in community settings. 

in 2010–11 there were:

•   1,700 people living in 345 
ADHc-operated community 
living arrangements 

•   6,100 people living in more 
than 1,100* ADHc-funded 
community living arrangements.

The Lifestyle Planning Policy 
and Practice Guide was 
rolled out in ADHc-operated 
accommodation support services. 
it incorporates person centred 
practices in planning services, 
and measures quality based 
upon the achievement of goals. 
The implementation of the policy 
includes training in person centred 
thinking, as well as statewide and 
regional learning workshops. 

Thirty-two young people 
relocated from residential aged 
care into more appropriate 
accommodation as part of the 
younger People in Residential 
Aged care (yPiRAc) Program. 
Eight of these people have been 
helped to relocate to other forms 
of accommodation not funded 
by ADHc, including two service 
users who have transferred to 
South Australia and Queensland 
to be closer to family and friends. 
in addition, more than 40 people 
are currently transitioning out 
of an aged care facility.

construction is underway to 
provide 35 custom-built homes 
under the yPiRAc Program. Also 
under yPiRAc, 210 people were 
referred for aids and equipment, 
and eight people received home 
modifications supporting them 
to remain in the family home.

A $6 million capital allocation 
has been made to the 
Boarding House Relocation 
Program to provide alternative 
accommodation for residents 
of licensed residential centres. 
Services provided under this 
program focus on quality, 
flexibility, appropriateness and 
convenience in locality to best 
meet the needs of individuals. 

Pilot programs providing drop-
in support services to culturally 
and linguistically diverse (cALD) 
and Aboriginal communities 
were conducted. So far, 29 
people have received a drop-in 
service from the pilot programs, 
with a further eight identified 
for assessment and possible 
placement. An independent 

evaluation of the cALD drop-
in support program has 
found it to be overwhelmingly 
positive in increasing an 
individual’s independence and 
participation in the community.

An additional 113 clients 
accessed drop-in support 
services assisting them to live in 
closer contact with the community 
and enabling them to achieve 
independence with appropriate 
support. Forty-six of these people 
came from group homes.

A new community Living Award 
and associated staffing and 
management structure for 
ADHc-operated accommodation 
and respite centres was 
agreed, in consultation with 
the Public Service Association, 
and implemented in October 
2010. The new structure 
aims to improve the quality of 
support for people accessing 
our services. A review of 
the structure is underway to 
ensure that the objectives of 
the changes have been met. 

Results and services
cONTiNUED

*  Non-unique count.

stronger together growth in community living
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emergency response 
in 2010–11:

•   369 clients accessed 
emergency response services 

•   $33.4 million were allocated for 
emergency response services 

•   169 clients entered and 
150 exited the program

•   Emergency response 
services had 132 clients 
as at 30 June 2011. 

Emergency response services are 
designed to provide short-term 
support to people with a disability 
who are homeless or at risk of 
being homeless. Under Stronger 
Together, we are able to support 
more people with a disability, their 
families and carers in a wider 
variety of circumstances, which 
has led to reduced reliance on 
emergency response funding  
and fewer relinquishments 
and long-term occupancy 
of respite beds. 

To provide more targeted and 
sustainable services for people 
receiving emergency response 
funding, a pilot Emergency 
Response Transition Unit Pilot 
has 64 places across the 
state, and provides intensive 
accommodation support services 
over a short period, to assist 
people to transition to sustainable 
long-term accommodation.

large residential centres 
We retain a number of large 
residential centres which provide 
supported accommodation and 
other services for people with 
a moderate to severe disability 
in settings of 20 residents and 
more. The non-government 
sector also operates a number 
of large residential centres, and 
some small residential centres, 
which provide supported 
accommodation for people 
with a disability in settings of 
seven to 20 residents. currently, 
large residential centres 
accommodate 1,500 people. 
in 2010–11, over $5.2 million 
was spent on redevelopment.

As part of Stronger Together 2, 
$255.4 million is committed in 
capital and recurrent funding to 
redevelop all remaining residential 
centres operated by ADHc and 
the non-government sector.

Progress made towards 
providing new accommodation 
for all residents of large 
residential centres under 
Stronger Together includes:

•   Peat island centre closed in 
November 2010, following 
the relocation of residents to 
the Fig close Group Homes 
at Wadalba and the specialist 
aged care village, casuarina 
Grove, at Hamlyn Terrace

•   St michael’s Hostel, an 
NGO service in Bathurst, 
was redeveloped, and new 
onsite accommodation 
opened in November 2010 

•   the Lachlan centre in North 
Ryde was replaced by the 
Norton Road Specialist 
Supported Living Homes 
in December 2010

•   Ferguson Lodge, an NGO 
service, is funded for an on-
site redevelopment, with new 
accommodation due to be 
completed later this year 

•   planning for the redevelopment 
of the Riverside centre in 
Orange began, with residents 
expected to relocate to 
their new homes in 2013. 

 $33.4 million
allocated for emergency response services
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Results and services
cONTiNUED

HOmE cARE 
in 2010–11:

•   49,200 clients accessed 
1.82 million domestic 
assistance service hours 

•   11,000 clients accessed 
1.60 million personal 
care service hours 

•   2,500 clients accessed 
311,000 respite care 
service hours. 

Home care is the largest provider 
of Home and community 
care (HAcc) services in NSW, 
employing more than 4,500 staff 
and providing over 3.9 million 
service hours to 52,000 clients. 
Home care has 43 branches 
delivering services to people 
across the state, including eight 
Aboriginal Home care branches. 
The majority of services provided 
by Home care fall within three 
categories – domestic assistance, 
personal care and respite care. 

The Referral and Assessment 
centre received 67,280 inquiries 
and 24,741 referrals this 
year, averaging 267 inquiries 
and 99 referrals each day. 

Home care is also funded to 
provide services for a range 
of other programs including 
veterans’ Home care, 
Attendant care and community 
Aged care Packages.

This year Home care made 
further progress on its program 
of reform. The care Worker 
Award continued to deliver 
key efficiencies including: 

•   improved allocation of work to 
field staff to reduce field costs 
and improve service quality

•   reduced care worker 
turnover and desired 
levels of work for staff

•   increased the number of 
dedicated relief care worker 
positions, providing better 
contingency planning 
and improved service 
quality and support. 

As part of our move towards 
person centred approaches, 
Home care finalised preparations 
this year to undertake two 
projects to provide individuals 
with greater choice and control 
over their service delivery. 
One project will be carried out 
in northern NSW for people 

with low support needs, and 
the other will be carried out 
in a number of metropolitan 
and rural locations for people 
with high support needs. 

A review of personal care 
services began to better define 
the boundary between tasks that 
can be delivered by care workers 
and those that are required 
to be provided by a nurse.

Home care continues to identify 
requirements for a learning and 
development system capable of 
ensuring the currency of the staff 
skill base and reflecting the needs 
of the community within a person 
centred service delivery model. 

number of home Care service visits 2010–11

Percentage of clients by monthly sevice hours in 2010–11
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ABORiGiNAL SERvicE 
DEvELOPmENT 
We are committed to making 
access to disability services 
more equitable and improving 
outcomes for Aboriginal people. 
Progress to improve Aboriginal 
service delivery in 2010–11 
included the launch of the 
Aboriginal Policy Statement, 
which provides the foundation 
to strengthen services for older 
Aboriginal people, Aboriginal 
people with a disability, their 
families and carers. The statement 
builds on our previous Aboriginal 
policy initiatives and is aligned 
with the recommendations 
of the NSW Ombudsman’s 
review on improving service 
delivery to Aboriginal people 
with a disability, which was 
released in September 2010.

An Aboriginal Advisory committee 
has been established to inform 
a strategic and coordinated 
approach to culturally inclusive 
service delivery. The committee 
brings together our chief 
Executive, the three Deputy 
Directors General and up to 10 
Aboriginal community members. 

The Aboriginal Service Delivery 
model was implemented this 
year to improve access to 
disability services. The first trial 
was conducted in the Southern 
region. The model is a flexible 
targeted service to support the 
needs identified by an Aboriginal 
person with a disability and their 
family, ensuring that informal 
supports are improved and 
sustained in the future. This 
model is designed to respond 
to the issues that Aboriginal 
communities have told us about 
in consultations and reports.

These initiatives will enable us 
to better deliver services in a 
way that is more accessible, 
flexible and tailored to meet 
the needs of Aboriginal 
families and communities.

The growth and expansion of 
Aboriginal Home care, including 
establishing the Aboriginal Access 
and Assessment Team, has seen 
client numbers increase by over 
50 percent in the last five years. in 
2010–11, the Aboriginal Access 
and Assessment Team conducted 
more than 950 new assessments 
to assist people into services. 
The team also conducted more 
than 250 re-assessments to 
ensure that services continued to 
meet clients’ changing needs.

in June 2011, we achieved 
more than six percent Aboriginal 
representation across our 
workforce through the Aboriginal 
Employment Strategy, Let’s See 
it Through. The strategy commits 
ADHc to achieving 10 percent 
Aboriginal employment by 2015 
and establishing ADHc as an 
employer of choice for Aboriginal 
people. During 2010–11, over 130 
Aboriginal trainees were employed 
as part of the strategy, including 

19 Assistants in Nursing and 
39 Disability Support Workers. 
Each received 12 months paid 
employment, on-the-job training 
and formal studies in disability, aged 
care and health support services. 

SERvicES FOR 
cULTURALLy AND 
LiNGUiSTicALLy 
DivERSE 
cOmmUNiTiES 
We recognise the value of cultural 
diversity and aim to deliver 
programs and services that 
are responsive and respectful. 
valuing and managing Diversity: 
A Strategic Framework for 
cultural Diversity 2010–13 was 
launched last year and sets 
out our priorities for improving 
service access to people from 
culturally and linguistically 
diverse (cALD) backgrounds. 
Further details can be found in 
the appendices of this report. 

breakdown of haCC home Care clients by aboriginal status 2010–11 
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Results and services
cONTiNUED

SUPPORT FOR 
WELL AGED 
By 2025, there will be more 
people aged 65 years and older 
than people under 15 years for 
the first time in NSW history. 
People aged 85 years and older 
are also projected to increase as a 
proportion of the NSW population 
from approximately 1.3 percent 
in 2024 to 3.9 percent in 20361.

ADHc is helping older people 
access a range of services and 
programs that will enable them to 
remain healthy, independent and 
connected to their communities. 
Through the Office for Ageing 
(OFA), we provide strategic advice 
to the NSW Government on the 
implications of population ageing. 
The NSW whole-of-government 
ageing strategy aims to put in 
place key initiatives to manage 
this demographic change. 

The OFA provides strategic 
advice and secretariat support 
to the NSW ministerial Advisory 
council on Ageing. The council 
provides advice on matters to 
meet the needs and interests 
of older people and to improve 
their wellbeing. it also aims to 
maximise opportunities for the 
ageing population in NSW. 

in September 2010 the council 
published a report – Employment 
and Retention Strategies for 
Older Workers. it also undertook 
research on social inclusion and 
older people, which found that all 
older people are at risk of social 
exclusion and that there are 
many forms of disadvantage and 
multiple drivers of social exclusion 
of older people. To further 
support this research, a series of 
community consultations were 
held in Auburn, Broken Hill and 
Liverpool Plains in January and 

February 2011. The consultations 
and findings will be published in a 
report for the minister for Ageing, 
and will help us to develop 
appropriate policies, practices 
and services for older people.

in 2010–11 the Ageing 
Grants Program awarded 
$300,000 in one-off grants 
to 51 local government and 
not-for-profit organisations 
to implement positive ageing 
projects across NSW.

We worked closely with the 
Department of Premier and 
cabinet, the Local Government 
and Shires Associations, peak 
bodies and local councils to 
develop resources and a web 
page to help local councils 
plan for the implications 
of population ageing.

We are working closely with 
NSW Health and Alzheimer’s 
Australia to implement the NSW 
Dementia Services Framework 
2010–15. The framework 
unites health, community and 
residential services in the planning 
and development of dementia 
services and programs. it reviews 
service needs and recommends 
service pathways for providing 
dementia care and support, from 

awareness through to diagnosis, 
assessment, community, 
hospital and residential care.

As part of the Dementia 
Learning Resource for Aboriginal 
communities, we worked in 
partnership with the NSW 
Aboriginal Health college and the 
Aboriginal Health and medical 
Research council to develop 
and revise competency-based 
training in dementia care for 
Aboriginal people. To date, four 
training sessions have been held 
throughout the state, with further 
sessions planned during the year.

We also worked with the 
University of Western Sydney 
to develop a website that will 
assist people to plan for later 
life. The website, jointly funded 
by us and the NSW Trustee 
and Guardian, is scheduled to 
be launched in late 2011.

$300,000
awarded in one-off grants to 51 local 
government and not-for-profit  
organisations to implement positive 
ageing projects across NSW

1 NSW Department of Planning, NSW Statistical Local Area population projections, 2006–2036.
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REGiONS
Having a local presence within local communities is essential in meeting client, family and carer needs. Services to the 
community are delivered across six regions: metro North, metro South, Hunter, Northern, Southern and Western.

our regions – comparative population, geographical area, staffing

regioN area (km2)
ToTal

populaTioN1

populaTioN 
aged 65+1

Cald 
populaTioN1

aborigiNal 
populaTioN1

eSTimaTed 
Number oF 

people WiTh 
a diSabiliTy2 ToTal STaFF5

metro North  6,288  1,807,144  211,764  405,798  17,895  259,008  3,300 

11.7% 24%4 1.0%4 14.3%

metro South  6,861  2,056,357  247,493  567,212  19,694  314,365  2,400 

12.0% 30.4%4 1.0%4 15.3%

hunter  26,302  849,638  138,103  37,814  20,623  154,948  2,500 

16.3% 4.7%4 2.5%4 18.2%

Northern  140,353  713,619  132,110  22,955  34,147  142,581  1,500 

18.5% 3.4%4 5.0%4 20.0%

Southern  59,116  549,897  89,578  47,223  13,105  98,878  1,300 

16.3% 9.2%4 2.5%4 18.0%

Western  564,243  562,344  85,925  18,568  32,623  98,339  1,700 

15.3% 3.5%4 6.1%4 17.5%

NSW  803,163  6,538,9993  904,973  1,099,568  138,087  1,068,173  12,700 

  13.8% 18.1%4 2.2%4 16.3%  

Notes:       
1 Total population, population aged 65+, cALD and Aboriginal population are based on ABS census 2006 data pack release 2.1.
2 The number of people with a disability is based on ABS Small Area Estimates of People with a Disability 2003.
3 The NSW total excludes those people without a usual address. 
4 The percentages calculated for both cALD and Aboriginal populations exclude ‘not stated’ records from total population.
5 Total staff data source: ADHc Workforce Profile.

Regional achievements include: 

Regions 

•   employed person centred 
approaches in service 
planning and delivery

•   expanded types and 
numbers of services 
available and tailored them 
to individual support needs

•   strengthened the workforce 
through learning, development 
and related initiatives

•   improved early intervention, 
therapy and behaviour 
support functions

•   enhanced quality assurance 
systems in accommodation 
services to ensure best 
practice in responding to 
the needs of individuals

•   individual and community 
support during the 
redevelopment of large 
residential centres

•   development of action plans to 
improve access for culturally 
and linguistically diverse people

•   improved access to services 
and participation in the 
workforce for Aboriginal 
communities through 
implementation of improved 
strategic frameworks 

•   implemented new 
community Living Award 
in the Accommodation and 
Respite business areas to 
improve the coordination of 
individual services and staff 
support at a local level 

•   improved business planning 
and governance through 
the implementation of red 
tape reduction strategies.
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mETRO NORTH 
metro North region is very  
diverse in terms of demography, 
culture, language, urban density 
and economic resources.  
it supports more than 27 percent 
of the NSW population. 

Approximately 14 percent of 
the metro North population 
has a disability and 12 percent 
are aged 65 years and older. 
Nearly a quarter of the region’s 
population is from a cALD 
background and one percent 
are from an Aboriginal or Torres 
Strait islander background. 
However, it is important to note 
that cultural and population trends 
within the region may vary.

Stronger Together investment 
($218.8 million service expansion 
from 2006–11) in disability 
services enabled further 
developments to the disability 
service system to cater for the 
region’s growing and varied 
needs for disability services. 

Achievements include: 

•   established a dementia 
monitoring service and 
a new carer support 
service in the Nepean

•   established a new dementia 
café service in the Nepean 
Local Planning Area (LPA) 
and provided continuing 
funding to the dementia 
café pilot project in the 
cumberland Prospect LPA

•   built eight houses and villas 
for supported accommodation 
and funded 16 new supported 
accommodation places for 
people with a disability

•   funded 18 new support options 
including drop-in support and 
care with an ‘alternate family’ 
for young people accessing 
the Leaving care Program

•   implemented the Enable me 
Pilot Project in the Northern 
Beaches – a community care 
project to increase capacity so 
that individuals are able to live 
as independently as possible

•   funded cALD background-
specific counseling, information, 
support and advocacy 
services in the Nepean and 
Northern Sydney LPAs

•   funded a DvD information 
project about HAcc services 
for Arabic speaking people 
and established a pilot online 
shopping project for frail 
older people in Auburn

•   established home support, 
community housing and 
group home placements to 
support 23 people with a range 
of disabilities who needed 
crisis accommodation.

Objectives for 2011–12 include:

•   support planning for the 
redevelopment of the 10 
funded non-government large 
residential centres in the region, 
for completion by 2018

•   play a lead role in two place-
based service projects, 
including the inclusive 
community Project in Auburn 
and the FAcS One Place One 
Plan Reform Project in mt Druitt

•   support HAcc service 
providers through the 
2011–12 transition period, 
especially the new Aboriginal 
services established during 
the past two years 

•   roll out training for service 
providers working with 
people with dementia and 
a physical disability.

metro north aDhC-operated services

ServiCeS ClieNTS

110 Group home 490

0 Large residential centres 380

0 in-home support 10

15 Respite centres 680

30 community support teams 3,500

349,000 Personal care hours 1,800

222,000 Domestice assistance hours 6,700

36,000 HAcc respite hours 280

metro north aDhC-funded services

orgaNiSaTioNS ClieNTS

10 Large residential centres 370

40 community living (group homes) 770

40 community living (other) 600

20 Respite organisations 2,100

40 community engagement programs 1,700

30 Therapy and Fixed Term intervention including 
Support for Families and children 4,200

128,000 Personal care hours 1,600

174,000 Domestice assistance hours 4,900

158,000 HAcc respite hours 1,600

Regions 
cONTiNUED
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mETRO SOUTH 
metro South has a population 
of more than two million people, 
15.3 percent of whom have 
a disability and 12 percent of 
whom are aged 65 years and 
over. The region has the highest 
proportion (30.4 percent) of its 
population made up of people 
from cALD backgrounds and 
communities. The region plays 
a lead role in shaping the future 
direction of our policy and service 
delivery processes for people 
from a cALD background.

The region’s large, diverse 
service system is expanding 
through Stronger Together 
investment ($271.7 million service 
expansion from 2006–11). 
in response to the region’s 
diverse profile, a significant 
proportion of this investment 
and new services target people 
from cALD backgrounds. 

 Achievements include:

•   implemented 12 new 
accommodation models 
including group homes, 
villas and co-located models 
offering 62 places of supported 
accommodation to people 
with a disability, as well as 29 
new drop-in support places 
under Stronger Together 1

•   formed a cross-agency 
reference group to assist 
regional delivery of the young 
People Leaving care Program 
to ensure that young people 
receive appropriate support 

•   conducted the valuing and 
managing Diversity: cultural 
Diversity Strategic Planning 
workshop on 20 may 2011, 
identifying local strategies and 
activities to build engagement 
with the region’s cALD 
community; the workshop was 
attended by 110 participants 
from across the sector 

•   four Aboriginal Disability 
Support Workers (DSW) 
graduated with a certificate 
iv in Disabilities, and a 
further four Aboriginal DSW 
trainees were recruited

•   conducted a range of 
clinics to provide support 
for families and carers in 
communication and living skills

•   held a chinese carers 
Forum for more than 30 
chinese carers of a child 
with a disability to facilitate 
improved access to services

•   conducted a bi-monthly korean 
carers Support Group for 
korean parents and carers 
caring for a child or adult 
with a disability to share 
ideas and receive information 
about available services.

Objectives for 2011–12 include:

•   increase person centred 
approaches in service 
planning and delivery

•   expand types and numbers 
of services available and 
tailor them to individual 
support needs

•   strengthen the workforce 
through learning, development 
and related initiatives

•   integrate cultural and 
linguistic diversity into 
planning, monitoring, 
reporting and evaluation 

•   build organisational capabilities 
to work with a culturally 
diverse community 

•   provide culturally and 
linguistically responsive 
services and programs. 

metro south aDhC-operated services

ServiCeS ClieNTS

80 Group home 360

0 Large residential centres -

0 in-home support -

10 Respite centres 560

25 community support teams 3,000

426,000 Personal care hours 3,000

346,000 Domestice assistance hours 11,000

63,000 HAcc respite hours 460

metro south aDhC-funded services

orgaNiSaTioNS ClieNTS

0 Large residential centres -

30 community living (group homes) 530

25 community living (other) 430

30 Respite organisations 1,900

40 community engagement programs 1,400

30 Therapy and Fixed Term intervention including 
Support for Families and children 3,800

98,000 Personal care hours 1,400

156,000 Domestice assistance hours 4,100

146,000 HAcc respite hours 1,200
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HUNTER 
Hunter region has a population of 
approximately 850,000 people, 
with 18.2 percent identifying 
as having a disability and 16.3 
percent being 65 years and older.

With a mixture of urban and rural 
communities, Hunter is home to 
approximately 25 percent of NSW 
boarding house residents, as well 
as 638 people with a disability 
being accommodated in three 
large residential centres and one 
specialist support living facility.

Stronger Together investment 
in disability services enables 
further development and 
expansion of the disability service 
system across the region. 
We continue to participate in 
staff wellbeing initiatives and 
implement person centred 
approaches to improve quality 
and effectiveness of our services.

Achievements include:

•   through Stronger Together, 
170 new post-school program 
places were implemented

•   an extra 85 respite places 
were established

•   rolled out more than 35 extra 
therapy places for children 
and adults with a disability 

•   established eight new 
specialist accommodation 
facilities that deliver 41 
places, and developed a 
new specialist support living 
facility, casuarina Grove

•   relocated 43 boarding 
house residents following 
the closure of Sandalwood 
Lodge Boarding House

•   revised and improved the 
accommodation vacancy 
management process in the 
Hunter to ensure placements 
are offered with equity, 
transparency and timeliness

•   implemented the ‘Transforming 
Teams’ training, with a focus 
on the leadership required to 
implement person centred 
approaches in the region 

•   implemented the Hunter 
Region communication 
improvement Project to 
improve the timeliness and 
quality of individual outcomes

•   established an early 
intervention focus group to 
enhance service delivery to 
children aged 0–6 years

•   delivered a regional Women’s 
Leadership Program 
comprising two to 15 staff.

Objectives for 2011–12 include:

•   address increased service 
demand by developing 
innovative approaches to 
training and workforce planning 

•   work effectively with people 
with complex and challenging 
behaviours by working 
collaboratively across all 
business streams and the 
non-government sector 

•   implement red tape 
reduction initiatives 
through improved regional 
planning and resourcing. 

hunter aDhC-operated services

ServiCeS ClieNTS

50 Group home 250

0 Large residential centres 600

0 in-home support 40

10 Respite centres 290

10 community support teams 2,100

176,000 Personal care hours 1,100

191,000 Domestice assistance hours 5,300

20,000 HAcc respite hours 160

hunter aDhC-funded services

orgaNiSaTioNS ClieNTS

0 Large residential centres 40

20 community living (group homes) 380

30 community living (other) 490

20 Respite organisations 930

30 community engagement programs 1,000

20 Therapy and Fixed Term intervention including 
Support for Families and children 2,100

78,000 Personal care hours 1,200

130,000 Domestice assistance hours 4,000

141,000 HAcc respite hours 1,200
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NORTHERN 
in Northern region, 20 percent 
of the population are people 
with a disability, approximately 
18.5 percent are aged 65 
years and over and five 
percent are of Aboriginal 
background. A small proportion 
of the population is from cALD 
backgrounds (3.4 percent). 

Stronger Together investment 
has meant significant growth 
of the disability service 
system in the region.

Achievements include:

•   purchased 102 additional 
accommodation support 
places, including 33 places 
for the young People Leaving 
care Program, 10 for the 
young People in Residential 
Aged care Program, and 
14 community Justice 
Program places; 28 of these 
additional places were new 
individual accommodation 
support packages which 
provided greater flexibility 
to the region in meeting 
the needs of individuals

•   provided 22 new capital 
projects, including additional 
villa accommodation settings 
established in Ballina, Grafton 
and kempsey, and co-located 
group home models in Port 
macquarie and Tamworth 

•   purchased 34 additional day 
programs with priority for 
individuals entering specialist 
accommodation support

•   established an Aboriginal 
women’s co-located 
accommodation high 
support model in kempsey 
and funded a complex 
health accommodation 
model to support younger 
people to leave residential 
aged care in Armidale

•   allocated additional HAcc 
non-recurrent funds to 
an organisation in each 
local planning area to 
provide training in person 
centred approaches 

•   expanded clinical and 
specialist support staff 
positions across the region, 
including: five new behavioural 
support positions; four new 
Northern Regional Behaviour 
intervention team positions; 
clinical nurse consultants and 
registered nurse positions; 
a dietician position; and 
three Aboriginal cadetships 
in psychology, occupational 
therapy and speech pathology

•   implemented the Northern 
Aboriginal communication 
Web in targeted locations 
throughout the region to 
provide local communities 
with increased consultation 
and assistance 

•   integrated the Funding 
management System to 
ensure greater funding 
accountability in the region.

 Objectives for 2011–12 include:

•   maintain and increase 
numbers of accredited 
trainers in person centred 
thinking across the region

•   increase the knowledge and 
skills of staff in collaboration 
and engagement strategies

•   work collaboratively with 
organisations to develop 
communities of practice 
in the area of person 
centred approaches and 
flexibility in support

•   work with the disability 
sector to develop and 
implement project plans 
for the implementation of 
the enabling approach. 

northern aDhC-operated services

ServiCeS ClieNTS

30 Group home 140

0 Large residential centres -

0 in-home support 30

0 Respite centres 230

10 community support teams 2,300

210,000 Personal care hours 1,600

338,000 Domestice assistance hours 7,900

35,000 HAcc respite hours 300

northern aDhC-funded services

orgaNiSaTioNS ClieNTS

0 Large residential centres 30

20 community living (group homes) 290

50 community living (other) 380

30 Respite organisations 1,300

40 community engagement programs 800

20 Therapy and Fixed Term intervention including 
Support for Families and children 760

32,000 Personal care hours 1,100

56,000 Domestice assistance hours 2,200

117,000 HAcc respite hours 1,000
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SOUTHERN 
Southern region has eight 
percent of the NSW population 
and is as diverse culturally 
as it is geographically.

The region has slightly higher 
proportions of people with a 
disability (18 percent), older 
people (16.3 percent) and 
Aboriginal people (2.5 percent) 
than the NSW averages, and a 
smaller proportion of people from 
cALD backgrounds (9.2 percent). 

Southern region’s diverse disability 
service system is undergoing 
expansion ($103.4 million 
service expansion over 2006–11 
through Stronger Together). 

Achievements include:

•   more than 80 extra therapy 
places for children and 
adults with a disability were 
rolled out in 2010–11

•   an extra 150 new post-school 
program places were introduced

•   over 50 extra respite places 
established in 2010–11 

•   achieved a substantial 
reduction in wait times for 
therapy services in the illawarra 

•   invested more than  
$3.4 million (recurrent) in 
expansion of specialist 
disability services under the 
Leaving care Program, the 
community Justice Program 
and other specialist support

•   recruited five Aboriginal trainees 
for the Disability Support 
Worker (DSW) Program 

•   11 graduates of the DSW 
Trainee Program participated 
in and gained certificate iii 
Disability Support Work 

•   the Regional Aboriginal 
Advisory Group provided a 
mechanism for networking, 
problem solving, information 

sharing and planning to 
resolve issues of access 
to service delivery 

•   piloted and evaluated 
accredited peer training in 
accommodation and respite 
for roll out in 2011–12 

•   implemented the Person 
centred Supervision Tool, 
enabling community support 
teams to better support people 
with a disability to increase 
their independence and 
participation as valued, active 
members of the community

•   implemented a case 
management Quality 
improvement Framework to 
guide allocation of support 
resources based on the 
complexity of need 

•   developed the Aboriginal 
cultural Respect Guide to 
better implement culturally 
respectful engagement practices 
with Aboriginal service users, 
communities and practitioners. 

Objectives for 2011–12 include:

•   provide suitable accommodation 
options and develop service 
systems for people with a 
disability who are ageing

•   develop and implement 
strategies to further 
improve access and equity 
to respite services

•   introduce place-based planning 
to identify and address the 
disability sector’s needs 
and priorities in the region, 
ensuring that the community 
is at the centre of these 
decision-making processes.

southern aDhC-operated services

ServiCeS ClieNTS

40 Group home 220

- Large residential centres -

- in-home support 10

5 Respite centres 160

10 community support teams 1,500

115,000 Personal care hours 820

178,000 Domestice assistance hours 4,600

23,000 HAcc respite hours 140

southern aDhC-funded services

orgaNiSaTioNS ClieNTS

- Large residential centres -

20 community living (group homes) 230

20 community living (other) 220

20 Respite organisations 1,000

20 community engagement programs 760

10 Therapy and Fixed Term intervention including 
Support for Families and children 920

46,000 Personal care hours 620

45,000 Domestice assistance hours 1,400

98,000 HAcc respite hours 770
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WESTERN 
Western region covers 
almost three quarters of NSW 
geographically but has only nine 
percent of the state’s population. 

The region has close to average 
proportions of people with a 
disability (17.5 percent) and 
older people (15.3 percent), the 
largest proportion of Aboriginal 
people in the state (6.1 
percent) and a relatively small 
number of people from cALD 
backgrounds (3.5 percent). 

Achievements include:

•   provided more than 50 extra 
therapy places for children 
and adults with a disability 
through Stronger Together 

•   delivered more than 110 
new post-school program 
places in 2010–11

•   provided targeted behaviour 
support training to non-
government sector workers 
to help them better manage 
individuals with challenging 
behaviour, and developed a 
fact sheet and guidelines for 
challenging behaviour services 

•   worked with community 
Transport to increase access 
for our service users in 
isolated areas to allow them 
to attend medical and health 
services and community 
supports, as well as increasing 
the number of wheelchair 
accessible vehicles 

•   began a four-year joint 
research project with the 
University of Sydney to identify 
barriers and ways to improve 
the availability of therapy 
services within the region

•   enhanced employment 
opportunities for Aboriginal 
people seeking a career in the 
public sector through a range 
of traineeships and cadetships.

Objectives for 2011–12 include:

•   develop a capacity-building 
framework for direct and 
funded services to enhance 
service delivery within the 
community Justice Program

•   develop and implement an 
Aboriginal cultural inclusion 
Strategy to make services 
more culturally appropriate 
for Aboriginal communities

•   review the region’s vacancy 
management and emergency 
response procedures

•   ensure our client information 
systems provide accurate and 
comprehensive data to better 
inform future service planning.

 
Western aDhC-operated services

ServiCeS ClieNTS

30 Group home 150

- Large residential centres 60

- in-home support -

- Respite centres 160

10 community support teams 1,800

166,000 Personal care hours 1,500

300,000 Domestice assistance hours 7,400

15,000 HAcc respite hours 180

Western aDhC-funded services

orgaNiSaTioNS ClieNTS

- Large residential centres -

20 community living (group homes) 350

20 community living (other) 200

30 Respite organisations 960

40 community engagement programs 560

10 Therapy and Fixed Term intervention including 
Support for Families and children 770

6,200 Personal care hours 200

10,000 Domestice assistance hours 420

54,000 HAcc respite hours 580
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ADHc employs more than 
13,600 staff with over 10,800 
working in direct client services.

in 2010–11:

•   our staff were supported 
by more than 41,560 
training attendances 

•   we created 27 new specialist 
behaviour support positions 
to enhance the Regional 
Behaviour intervention teams

•   there were almost one 
million members in the 
Seniors card Program, with 
an average of 5,000 new 
members each month

•   we endorsed 19 internal audits 
and performance reviews by 
the Audit and Risk committee

•   we completed the data 
linkage project linking HAcc’s 
minimum Data Set (mDS) 
and 45 and Up data 

•  we had 73 research and 
evaluation projects, active 
or planned, including 43 
research projects and 26 
evaluation projects.

We are a large, complex 
organisation whose operations 
are devolved across the state. 
Our corporate governance 
approach supports executive 
decision-making and the 
management of our strategic 
goals and operational objectives. 
This year we continued to 
implement arrangements to 
ensure that advice, decision-
making and implementation 
oversight reflects a cross-section 
of the views and responsibilities 
within ADHc. We continued to 
strengthen governance with a 
structured approach through: 

•   a divisional executive team 
to oversee committees, set 
directions and maintain a 
performance overview 

•   an Operational Performance 
committee 

•   a change management Group 

•   standing committees.

The chief Executive is 
responsible for overseeing 
our governance activities. 

AUDiT AND RiSk 
cOmmiTTEE 
OUTcOmES 
The Audit and Risk committee 
provides independent assessment 
of the risks facing the organisation 
and the appropriateness of its 
controls and mitigation strategies. 
it supports the chief Executive in 
performing his duties in relation 
to our systems of internal control, 
risk management, internal and 
external audit functions and 
compliance with legislation.

During the past year, the 
committee monitored our 
implementation of the internal 
Audit and Risk management 
Policy for the NSW Public Sector. 
The committee met seven times 
in 2010–11 and endorsed the 
following 19 internal audits 
and performance reviews:

•   accounts payable

•   asset management

•   business continuity 
management policy and plan

•   children’s legislation

•   crisis management plan

•   events and communication 
management usability 
assessment

•   fleet management

•   funding management system 
change management 
and training

•   funding management 
system cutover readiness

•   funding management 
system parallel run

•   fraud and corruption 
prevention policy and plan

•   John Williams memorial 
charitable Trust

•   operational policy governance

•   pandemic management plan

•   privacy audit

•   review of Businesslink/
ADHc interface Phase 2

•   risk management 
policy, procedures and 
reporting framework

•   shared services fees

•   support service 
governance plan.

EvENTS AND 
cOmmUNicATiON 
mANAGEmENT
Our Events and communication 
management team supports the 
division through communications, 
including the coordination of 
seven websites, an intranet 
and internal and external 
stakeholder communications 
including an e-newsletter. 

Each year we have several event 
programs, public awareness 
campaigns and ministerial and 
other events. Event highlights for 
2010–11 included international 
Day of People with a Disability, 
the Premier’s christmas Gala 
concert, NSW Seniors Week 
and the Stronger Together 2 
community consultations. 

The NSW Seniors card is a 
statewide program which assists 
in encouraging retired and 
semi-retired seniors to enjoy an 
active and healthy lifestyle after 
finishing full-time employment. 
The card entitles members 
to NSW Government-funded 
travel concessions, discounts 
and special offers provided by 
more than 2,000 participating 
businesses across the state. 

Supporting our services 
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The companion card Program is 
a not-for-profit statewide program 
for people with a disability who 
require attendant care support 
and are otherwise required to pay 
two admission or booking fees, 
one for themselves and one for 
their companion. it is delivered by 
National Disability Services with 
contract support from ADHc.

The unit also continued to 
support Giving Pays – our 
workplace giving program – 
where staff support 10 partner 
charities through their pre-
tax salary, with staff pledging 
$136,062 in 2010–11. 

STRATEGic HUmAN 
RESOURcES 
more than 10,800 or 79 percent 
of our staff work in direct client 
services, including 5,781  
(42 percent) in Accommodation 
and Respite, 1,143 (eight 
percent) in community Access, 
and 3,876 (29 percent) in 
Home care services. 

A strong, well trained, committed 
and diverse workforce is essential 
to meet our aims and objectives. 
We have undertaken a number 
of initiatives to develop our 
capacity to meet the growing 
demands of the sector. 

Highlights in strategic 
human resources over 
the past year include:

•   400 team leaders commenced 
the certificate iv in Frontline 
management and 22 new 
Practice Support co-
coordinators completed the 
certificate iv in Training

•   more than 360 new frontline 
management Team Leaders 
participated in a two-day 
induction program

•   the managing Employees 
with a Disability Guide 
was developed and a new 
performance management 
system, Striving for Excellence, 
was implemented

•   more than 41,560 training 
attendances and over 
$15.4 million spent on 
learning and development

•   a new staff structure for 
group homes, respite centres 
and in-home services was 
implemented to enhance 
frontline management and 
operational support

•   more than 130 Aboriginal 
people were offered 
opportunities in a range of 
areas including Disability 
Support Workers, 
Assistants in Nursing and 
Home care Trainees.

STRATEGic 
BUSiNESS ASSETS 
PROcUREmENT 
Strategic Business Assets 
supports service delivery by 
ensuring that necessary business 
assets are efficiently provided to 
the required quality. The business 
assets include community living 
homes, office accommodation, 
transport, administration 
and vehicles. in 2010–11:

•   expenditure and cash flow 
amounted to $84.8 million

•   324 community living 
supported accommodation 
beds were delivered

•   large residential centre 
redevelopments were 
completed and residents 
relocated to new 
accommodation at Wadalba 
and Hamlyn Terrace and 
Lachlan, where a total of 170 
beds are being delivered

•  Peat island was transferred 
to the State Property 
Authority for disposal

•   upgrades were delivered 
to 220 group homes

•  140 office accommodation 
leases vested in the State 
Property Authority.

STRATEGic FiNANcE 
Strategic Finance is responsible 
for the effective management of 
our statutory financial reporting 
and governance services, 
strategic budget development 
and financial performance 
management. With a budget 
of $2.5 billion of recurrent and 
capital funding, robust fiscal 
management is required to ensure 
effective delivery of financial 
resources for our services and 
NGO service providers. Strategic 
Finance achievements included:

•   implementing the Funding 
management System as an 
integrated solution for the 
management and payment 
of funding to the NGO 
sector service providers 

•   oversight of the Business case 
and Gateway review process for 
Stronger Together 2, including 
the allocation of Stronger 
Together budgets and places to 
program areas and directorates 

aDhC financial ratio analysis

2007–08
$’000

2008–09
$’000

2009–10
$’000

2010–11
$’000

Net cost of services  1,836,144  2,052,009  2,209,664  2,402,220 

Net assets  588,169  647,182  753,849  753,849 

cash balance  27,567  58,059  116,853  116,853 

current ratio  0.81  0.95  1.19  1.53 
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•   unmodified audit opinion for 
the financial statements for 
ADHc, Home care Service 
of NSW, Home care Service 
Division and John Williams 
memorial charitable Trust, 
with the Trust’s accounts 
successfully transitioned to the  
corporate financial accounting 
system during the year

•   implementing the financial 
policy project, which will be 
used as the template for a 
series of financial policies to be 
established during 2011–12. 

iNFORmATiON, 
cOmmUNicATiONS 
AND TEcHNOLOGy 
in 2010–11, work began on the 
Enhanced client management 
Program, which will provide 
improved use of the client 
information System and a new 
portal for service providers and 
people with a disability. The 
new portal will enable people 
with a disability to choose 
how and what services are 
accessed, as well as reducing 
the administrative burden of 
compliance for service providers.

A new Funding management 
System was introduced in late 
2010 to provide an integrated 
solution for the management 
of funding provided to the 
NGO sector, with documents 
now more accessible and 
in a user-friendly format.

Electronic records and document 
management programs were 
enhanced to improve archiving of 
service user records from direct 
care environments and security 
for high-risk business functions. 
The Records management 
Action Plan implementation 
continued to improve compliance 
with critical aspects of the 
State Records Act 1998. 

GOvERNANcE AND 
ASSURANcE 
Governance and Assurance 
supports the delivery of 
high-quality, ethical services 
through independent 
assurance, governance and 
risk management programs. 

An internal audit process  
provides objective independent 
assurance to our executive 
team and the Audit and Risk 
committee about areas of 
highest business risk. it assists 
management to advocate for 
improvements to service delivery 
and business processes. 

Our employees are responsible 
for ensuring that their conduct 
is professional at all times. All 
allegations about the conduct of 
employees are taken seriously, 
with standard procedures in 
place to respond to these. 

The Ethics and Professional 
Standards Unit (EPSU) manages 
formal disciplinary responses. 
The EPSU coordinates our 
statutory reporting obligations 
to the independent commission 
Against corruption (icAc) and 
the NSW Ombudsman. it is 
responsible for the investigation 
of all allegations of reportable 
conduct (by an employee towards 
a child or young person). 

This year, the EPSU received 351 
reports about employee conduct. 
Thirty-seven employees were 
the subject of formal disciplinary 
investigation. As a result of these 
investigations, 12 cases resulted 
in disciplinary or remedial action, 
one employee was dismissed, 
one was directed to resign, 
one was allowed to resign, one 
received a fine and one received 
both a fine and a demotion. 

Seven matters were referred to 
icAc concerning allegations 
involving possible corrupt 
conduct, mainly involving misuse 
of service user or ADHc finances. 

Ten employees were the subject 
of allegations of reportable 
conduct notified to the NSW 
Ombudsman, including three 
that involved reportable 
allegations involving children 
outside the workplace. The 
EPSU works closely with the 
NSW Ombudsman’s child 
Protection Team to ensure 
that reportable allegations are 
managed to a high standard. 

Risk management is a 
fundamental element of good 
governance and management 
practice. key initiatives 
during the year included: 

•   implementation of a new 
Risk Reporting Framework 
to monitor identified key 
risk areas and emerging 
systemic issues, with a 
dashboard report provided 
to the ADHc executive on a 
monthly basis on 13 key risk 
categories such as critical 
service user incidents, risk of 
significant harm to children, 
occupational health and 
safety and fraud matters 

Supporting our services 
cONTiNUED
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•   updating the Legislative 
compliance Register, which 
now contains 81 legislative 
instruments that ADHc must 
either administer or comply 
with; a review is currently 
underway to consider the 
effectiveness of our legislative 
compliance monitoring 
framework and will also 
assess compliance levels 
in occupational health and 
safety and the purchasing 
of goods and services

•   reinforcing and testing of 
compliance with key elements 
of ADHc corporate policies 
across our business units 
through the Support Services 
Governance Program, 
with an overall compliance 
rate of 92 percent

•   establishment of the Faircall 
whistleblower fraud and 
corruption reporting hotline 
for ADHc staff to report fraud 
and corruption anonymously 
24 hours, seven days a week.

A forensic continuous Auditing 
and monitoring Program (cAmP) 
tool was also established to 
provide exception reporting of 
potential fraud and corruption in 
key risk areas in finance, human 
resources and procurement.  
A Fraud and corruption control 
Plan and Support Tools for 
NGOs were also developed. 
The plan and tools are currently 
being incorporated into the NGO 
best practice manual, it’s your 
Business. These resources will 
assist the NGO sector to develop 
its own policies and practices for 
managing fraud and corruption 
within its organisations.

LAW AND JUSTicE 
The Law and Justice directorate 
provides input and advice on 
strategic research and planning 
as part of ADHc responsibilities 
to develop a robust service 
system and to ensure services 
are developed in line with whole-
of-government policies and 
legislation. These responsibilities 
include compliance with the 
principles and application of the 
Disability Services Act 1993 and 
with the NSW Government’s 
commitment to provide services 
that are consistent with the United 
Nations convention on the Rights 
of Persons with Disabilities. 

During 2010–11, the team 
played an active role in law 
reform and legal policy research, 
suggesting amendments, and 
advising or commenting on 
amendments to legislation and 
regulations, inquiries and review. 

EviDENcE-BASED 
DEvELOPmENT 
We recognise the importance 
of research and evaluation in 
providing an evidence-based 
foundation for informed decision-
making, policy development 
and continuous improvement 
in program design and delivery. 
improving and consolidating 
the evidence base has been 
an integral part of the planning 
and implementation of Stronger 
Together. Funding for research, 
data improvements and 
evaluation has been increased 
under Stronger Together 2, 
as this plays an integral role 
in effective service delivery. 

in 2010–11 research 
projects focused on:

•   evidence-based practices 
for speech pathologists

•   policy change impact on the 
nature of care in government 
and non-government 
disability agencies

•   demographic implications of 
the ageing on local government

•   factors for maintaining 
independence at an older age.

Support was also provided for 
a number of post-graduate 
students who were undertaking 
disability related research. 

in 2010–11, we completed the 
HAcc minimum Data Set and 
45 and Up data linkage project. 
We also continued to provide 
ongoing funding support for the 
45 and Up longitudinal study 
carried out by the Sax institute. 
in 2010–11, there were 73 
research and evaluation projects, 
active or planned, including 
43 research projects and 26 
evaluation projects. Further detail 
can be found in the appendices.



68 Department of famILY anD CommUnItY ServICeS
ANNUAL REPORT 2010–11

BUSiNESSLiNk

“In negotiating the supply 
of new desktop computers, 

Businesslink not only provided 
FACS staff with better 
equipment, but also saved 
up to $3 million. That’s an 
extra $3 million that the 
department can now spend 
on improving services for 
clients throughout NSW.”

cLiFF HAyNES, ASSiSTANT DiREcTOR GENERAL 
cORPORATE AND SHARED SERvicES
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Businesslink
cHiEF ExEcUTivE’S 
FOREWORD 
in 2010–11, NSW Businesslink 
Pty Ltd (Businesslink) increased 
the momentum of shared services 
reform, forging closer partnerships 
with our customers as we work 
towards the common goals of 
reducing costs and improving 
services to the people of NSW. 

We returned $9.6 million in 
benefits to our customers 
in 2010–11, and we began 
the process of restructuring 
the business to ensure that 
we continue to improve our 
performance in the future and 
remain a leading service provider.

We also achieved the majority 
of mandatory information and 
communication technology (icT) 
budget reductions for FAcS 
and we are now in our fifth year 
of successfully maintaining 
or reducing our prices.

During the year, we delivered 
a number of new projects 
and systems, including online 
recruitment, managed desktop 
and printer services and video 
conferencing – all designed 
to reduce costs and increase 
efficiency for our customers.

We also increased our capabilities 
for delivering frontline services 
directly to the community 
on behalf of our customers, 
competing in the open market for 
new services such as the Seniors 
card and information service.

Our challenge now is to continue 
the momentum. in 2011–12, our 
focus will remain on delivering 
quality business services to our 
customers at low cost. in short, 
providing our customers with 
increased value for money. 

To begin this journey and help 
us to become a more service-
oriented organisation, we have 
adopted a new operating model 
based on best practice, and we 
have engaged a new executive 
team. Our aim is simple – we 
want to be the best we can be.

We have signed new 
partnership agreements with 
our customers, which detail 
how we will work together to 
achieve our common goals.

i would like to take this 
opportunity to thank all staff at 
Businesslink, our Board and our 
customers at FAcS for their help 
in achieving our goals this year. 
Together, we can continue to 
improve performance in 2011–12.

albert olley
chief Executive  
Businesslink

“ We returned $9.6 million in benefits to 
our customers (and) began the process  
of restructuring the business to ensure 
that we continue to improve our 
performance in the future and remain  
a leading service provider”

as a company under the 
Commonwealth Corporations 
Act 2001, Businesslink 
submits a separate report to its 
shareholders and parliament. 
this chapter provides a 
brief summary of the work 
Businesslink has undertaken for 
the department during the year 
so information can be read in the 
context of the whole document.

for further details on the 
performance of Businesslink, a full 
copy of the Businesslink annual 
report 2010–11 can be found at  
www.businesslink.nsw.gov.au



71Department of famILY anD CommUnItY ServICeS
ANNUAL REPORT 2010–11

b
u

s
in

e
s

s
lin

k

Overview
WHO WE ARE 
NSW Businesslink Pty Ltd is 
the shared services outsourced 
provider to FAcS under a 
service partnership agreement. 
Public servant personnel within 
Businesslink are provided under 
a personnel supply agreement 
between company and crown.

Businesslink was incorporated 
on 28 June 2004 under 
the commonwealth 
Corporations Act 2001.

Our mission is to deliver high-
quality business services to 
our customers at the lowest 
cost in the Australian market.

WHAT WE DO 
We provide a broad range of 
services – information technology, 
finance, human resources, 
facilities management, project, 
property, workforce and business 
support services to a number of 
departments and organisations.

We do not directly employ staff. 
All executive personnel and the 
majority of operational personnel 
are engaged by the company 
under the terms of its personnel 
supply agreement with FAcS. 

NSW Businesslink Pty Ltd is 
a corporations Act company 
with shareholders made up of 
the Treasurer, the minister for 
Family and community Services, 
and the minister for Ageing and 
minister for Disability Services.

Governance and direction 
is provided by the Board of 
Directors. Under the shareholders 
agreement, Businesslink is 
required to operate within the 
parameters of a Statement 
of Business intent. This is 
prepared annually and approved 
by the shareholders. 

OUR STAkEHOLDERS 
Our stakeholders include:

•   Department of Family and 
community Services

•  Department of Attorney 
General and Justice 
– Juvenile Justice

•  Department of Education and 
communities – Aboriginal 
Affairs and children’s Services 

•  Department of Finance and 
Services – NSW Government 
Licensing Service, State 
Property Authority

•  Ac3

•  non-government 
organisations (NGOs).
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cASE STUDy 

In early 2011, new video 
conferencing facilities were 
introduced in more than 28 
faCS offices across nSW.

this state-of-the-art 
technology is used for 
a range of activities 
including staff training, 
interviews and meetings.

the technology reduces 
costs and travelling time to 
meetings, particularly for 
frontline faCS staff in remote 
areas who were spending 
hours in cars, planes and 
trains, allowing them more 
time to do their work.

Senior Specialist psychologist 
on the north Coast, Heike 
mebold, explained how 
video conferencing was 
also benefiting clients.

“a young child recently 
needed specialist medical 
consultation with the 
tele-psychiatry service 
at Westmead Children’s 
Hospital. Under normal 
circumstances, the parents 
would have needed to fly 
the child to Sydney, which is 
expensive and challenging.

“We used video conferencing 
to facilitate the consultation 
between the child, the 
parents and the specialist 
psychiatrist so the need to 
travel and the disruption 
was minimal,” said Heike.

the parents were thrilled 
with this process and 
appreciated being able to 
access specialist services in 
a way that was easy for them.

video conferencing was 
implemented as one of 
many corporate and shared 
services reform initiatives 
delivered across faCS during 
the year. video conferencing 
has not only improved 
collaboration between staff 
throughout the department, 
it has also reduced the 
time, cost and resources 
spent on staff travel.

Using technology to connect people

“ A young child recently needed  
specialist medical consultation...  
We used video conferencing to 
facilitate the consultation between 
the child, the parents and the specialist 
psychiatrist so the need to travel 
and the disruption was minimal.” 
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Our performance 
STATEmENT OF 
BUSiNESS iNTENT
Our Statement of Business 
intent (SBi) summarises the 
goals, objectives and initiatives 
of our business plan. The SBi 
provides a focus for the major 
activities and deliverables we said 
we would provide in 2010–11 
and outlines our aspirations 
over the next three years. Our 
focus on providing quality and 
low cost support to FAcS (and 
other customers) is consistently 
represented throughout the SBi. 

The 2010–11 SBi builds on the 
strong foundations that were put in 
place in previous years and confirms 
our operating model as a robust, 
transparent and growing business 
that is helping the government to 
achieve lower cost infrastructure, 
streamlined back office applications 
and shared services built on centres 
of capability. Along with a business 
risk management framework, this 
aims to free up FAcS resources 
to deliver front-line services.

We remain committed to 
providing increased value for 
money services, while expanding 
our capabilities to meet broader 
whole-of-government objectives.

summary scorecard of results achieved 

iTem reSulT

Financial result satisfactory √

Financial forecast in line with budget √

Product volumes in line or ahead of budget √

Statutory reporting within timeframes √

key projects operating within tolerances √

corporate risks understood and being managed √

internal audit reports – score three or better √

Occupational health and safety √

Environmental accountability √

All staff below 40 days accrued leave improving

Source: Statement of Business intent 30 June 2011 result.

benefits returned by year

2010 2011 2012 (eST*)

$5.62 million $9.65 million $12.88 million*

Source: Statement of Business intent June 30 2011 result. 

* Additional benefits are planned in 2012 through the FAcS corporate and Shared Services Reform Program.

Prices flat or reduced 2008–11

2008 (%) 2009 (%) 2010 (%) 2011 (%)

Our prices - - - -

Wages 4 4 4 4

consumer 
Price index 2.5 2.5 2.5 2.5

Highlights
in 2010–11, we:

 •  delivered cost savings and efficiencies  
of $9.6 million, with another  
$12.8 million budgeted for 2011–12

•  achieved the majority of mandatory 
icT budget reductions for FAcS

•  rolled out cost efficiency projects including 
online recruitment, managed desktop and 
printer services, and video conferencing, 
and processed Seniors card applications

 

•  continued to maintain or reduce prices  

•  transitioned new customers Juvenile 
Justice, Aboriginal Housing Office and 
Aboriginal Affairs to our services

•  developed a new service partnership 
agreement with FAcS

•  moved Businesslink towards a service-
oriented organisation through a 
new organisational structure.
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DELivERiNG 
cOST SAviNGS
Any savings we make are given 
back to customers in the form of 
flat prices and improved services. 

in 2010–11, our target for icT 
savings was $3.8 million, and 
we achieved about $5 million. 

SUPPORTiNG 
FAcS SERvicES
We provide a range of services 
to customers and support staff 
across FAcS to enable them 
to do their day jobs and deliver 

services to individuals, families 
and communities in NSW.

in providing these services, we 
proactively invested in tools and 
capabilities to reduce the level 
of underlying assets and costs 
required to provide these services. 

During 2010–11, 159 projects 
were delivered by us including:

•  a new funding management 
system for Ageing, Disability 
and Home care

•  a new invoice 
management system

•  infrastructure and support 
services for Housing NSW’s 
new client information system

•  a core infrastructure project 
– a new, single computing 
platform for our staff

•  transitioning of Aboriginal 
Affairs, Aboriginal Housing 
Office and Juvenile Justice 
to Businesslink services

•  outsourcing of video 
conferencing facilities 
for FAcS staff to reduce 
time and cost travelling to 
meetings across NSW.

$5 million
savings achieved in 2010-11 for ICT, 
with a target of $3.8 million

serviCes

it serviCes

Core Help desk and 
technical support

Desktop and 
hardware

Data storage and 
cloud services

Software 
and security

value aDDeD Systems and 
process integration

iT project 
management

Design and sourcing Business consultancy

hr & emPloyee serviCes

Core Payroll Recruitment HR Helpdesk OH&S

value aDDeD HR Advisory 
(including org’ design)

Learning and 
development

case management Workers’ 
compensation and 
return to work

finanCe & business serviCes

Core Receivables 
and payables

Fleet service Property management 
and fitout

Debt and credit 
management

value aDDeD Financial reporting Records 
management

Grant management Taxation advice

services direct to public

Seniors card and information service

Foster carer applications

Licence processing service (e.g. building and fishing)
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Our performance
cONTiNUED

seniors Card

in February 2011, we began 
providing the Seniors card 
service on behalf of Ageing, 
Disability and Home care. 

The Seniors card provides seniors 
with discounted services including 
transport and sport activities.

it was expected that this service 
would receive approximately 
120,000 transactions per year. 
Within the first two months of 
providing the service, we had 
processed almost 30 percent of 
the expected total transactions 
for the year, within the service 
level agreement and with no 
additional resources required.

While the target for answering 
calls from service users is 
within 30 seconds, calls are 
currently answered within 
five seconds on average.

e-recruitment
We recently transitioned our 
customers to the new public 
sector e-recruitment system.  
The move enabled us to lower our 
costs and increase efficiencies by 
taking advantage of opportunities 
to consolidate and streamline 
processes. We used our 
experience in providing a similar 
system previously to contribute 
feedback to the Department 
of Premier and cabinet on the 
whole-of-government roll-out.

We developed support materials 
and e-learning packages and 
established a dedicated support 
team in the Business Service 
centre to support implementation 
and make recruiting staff as 
easy as possible for managers.

The new e-recruitment 
system has:

•  reduced more than 300 
different recruitment 
correspondence to 30 
standard letters 

•  reduced 15 request to fill forms 
to two standardised forms 

•  brought about one single 
FAcS job board for staff to 
view career opportunities 
(before there were 13 
separate job boards) 

•  standardised probation 
periods, health declaration 
and expression of 
interest procedures.

On average, 30 jobs are 
advertised per week and 700 
applications received. Ninety-
nine percent of applications 
received are online. moving to 
this new system has resulted 
in a reduction of six positions 
in Businesslink recruitment. 

funding administration
in October 2010, we began 
managing funding arrangements 
for Ageing, Disability and Home 
care. Since then there has been 
more than $1 billion in payments 
made to 903 service providers 
and 8,500 requests for support 
from ADHc staff and NGOs about 
applications, data and reporting.

housing nsW  
client information
We supported Housing NSW’s 
client information system (HOmES) 
with infrastructure and support 
services post implementation 
and transitioned all operational 
responsibilities to Businesslink. 
We continue to undertake large 
challenges in terms of application 
and infrastructure consolidations. 
Each experience has provided 
an opportunity to learn. 

managed desktop
We reached agreement with a 
Pc supplier to supply desktop 
computers at a significantly 
reduced cost, while also taking 
on responsibility for deploying 
and installing the computers 
in faster timeframes than 
anywhere else in NSW.

We achieved additional savings 
on deployment and installation 
and 5,500 computers have 
been supplied under the new 
agreement, delivering a total 
saving of around $3 million.

SUPPORTiNG 
SySTEmS
in addition to providing new 
products and driving efficiencies, 
we continue to manage and 
service significant levels of 
activity across the whole 
business. On behalf of FAcS, 
as at 30 June 2011, we: 

•  processed 554,664 pays

•  processed 296,013 invoices

•  answered 290,989 calls 
and resolved 68 percent 
of calls the first time

•  managed 15,354 
desktop computers.
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OUR OBJEcTivES 
FOR 2011–12 
in 2011–12 our focus will 
remain on delivering low cost 
quality business services 
to our customers. We will 
leverage economies of scale 
to reduce costs and improve 
efficiencies and provide our 
clients with the systems and 
services to meet their needs.

We will also complete changes 
to our operating model to help 
us improve our performance. 
By doing this we will continue to 

cultivate centres for professional 
expertise across areas such as 
information technology, payroll, 
human resources, finance, project 
management and contact centres. 

This year our core business 
objective is to become an 
organisation that provides:

•  services which are lowest 
cost, timely and high quality

•  processes which are simple, 
standardised, automated 
and supplied ‘on demand’

•  positive, trusted and valued 
relationships with customers

•  a working environment that 
attracts, motivates, retains 
and develops the employees 
needed to build our shared 
services capability

•  reduced costs to customers 
in order to help them 
fund better services to 
the NSW community. 

Our corporate measures are 
set out in the table below.

“ The best part of my job is being able to provide support to 
frontline workers who are out there helping people in the 
community. They’re doing tough jobs - so it’s important that 
they have good back-up and accessible systems in place.” 

strategic performance indicators

CoSTS priCeS produCTiviTy eFFiCieNCy
ClieNT 
relaTioNS STaFF oh&S

Set 
benchmark 
cost per 
full-time-
employee 
(fte) 
serviced by 
Businesslink, 
to improve 
annually*
<  $6,341

maintain or 
lower our 
service prices, 
at or below 
benchmarks 
in the 
australian 
market

Significantly 
increase % of 
transactions 
via self 
service year 
on year

reduce 
ratio of 
Businesslink 
payroll staff 
per fte 
serviced
2010 1:371

Continuously 
improve 
results 
of Client 
Satisfaction 
Index over 
the next 
three years
Within range 
65–70%

maintain 
people 
engagement 
score of 62% 
throughout 
period of 
restructure 
and change

maintain or 
improve ratio 
of recorded 
incidents 
against claims 
2009 53.1% 
2010 45.23%

* Based on 22,000 public servants and 2011 budget estimate.

– Goran, Businesslink Acting manager contact and Fulfilment 
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“After working 
in juvenile justice 
services for 15 years 
I wanted to give 
kids a good start 
from a younger 

age. It’s important 
that we work to 
keep Aboriginal kids 
with Aboriginal 
carers so they can 
feel connected to 
their identity.”

ERic, cAmPBELLTOWN FOSTER cARER
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Community Services
cHiEF ExEcUTivE’S 
FOREWORD 
This year, community Services 
has seen consolidated change 
under the reform program 
following the Special commission 
of inquiry into child Protection 
Services in NSW. A key focus 
has been preparation for 
changes to the out-of-home 
care (OOHc) system including 
the transfer to non-government 
organisations (NGOs).

Preparations included planning 
the establishment of a joint non-
government and government 
ministerial Advisory Group 
to help guide the transfer of 
OOHc services to NGOs and 
meet the timeframes for the 
development of new OOHc 
contracts by January 2012. 

i have also been involved 
in the establishment of the 
Early intervention council to 
oversee the implementation 
of improvements to the 
Brighter Futures reforms. 

We have continued our 
commitment to reduce the 
over-representation of Aboriginal 
children and families in the 
statutory child protection system 
with the development of the 
Protecting Aboriginal children 
Together (PAcT) consultation 
model and the Aboriginal 
consultation Guide, and reaffirmed 
our commitment to assisting 
‘Forgotten Australians’ – people 
who grew up in former institutions, 
orphanages and children’s 
homes – with the opening of a 
statewide support service.

Throughout the changes this year, 
the professionalism, dedication, 
resourcefulness and empathy of 
those who work in the challenging 
area of child protection continue 
to inspire me. i am confident that 
together with the non-government 
sector we will continue to find 
smarter and more effective ways 
of delivering child protection 
services into the future.

anne Campbell
Acting chief Executive 
community Services

Note: Anne campbell was appointed Acting 
chief Executive, community Services on 1 July 
2011 following the retirement of Annette Gallard.

“ Throughout the changes this year, the 
professionalism, dedication, resourcefulness 
and empathy of those who work in the 
challenging area of child protection 
continue to inspire me”
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Overview
WHO WE ARE 
community Services works 
closely with other government 
departments, NGOs and 
the community to support 
vulnerable families and keep 
children and young people 
safe from abuse and neglect.

WHAT WE DO 
We provide and fund 
services which help to make 
communities more resilient 
and invest in prevention and 
early intervention strategies to 
help families deal with issues 
before they become crises.

The key responsibilities of 
community Services1 are: 

•  providing protection for 
children and young people 
at risk of significant harm 

•  providing and funding early 
intervention services 

•  providing funding, 
accommodation and support 
services for children and 
young people who can 
no longer live at home 

•  offering community support 
services to help homeless 
people and families move 
to independent living. 

OUR STAkEHOLDERS 
Our stakeholders include:

•  children and young people in 
need of care and protection 

•  families and communities 
needing help and support 

•  non-government service 
providers and local, state and 
commonwealth governments 

•  research organisations, 
universities, students, the media 
and the public (who collaborate 
on or receive the division’s 
data and research findings) 

•  public users of our 
information services. 

Our highlights
in 2010–11, community Services:

•  received 166,700 calls, faxes and eReports at the 
child Protection Helpline from mandatory reporters 
such as police, teachers and health workers, as well 
as the public, resulting in 215,272 child and young 
person reports

•  received more than 22,073 calls to the Domestic 
violence Line

•  extended the Staying Home Leaving violence 
Program to 18 locations and ensured that 500 families 
received specialist case management services

•  trained more than 300 welfare, health and 
educational professionals to deliver the Triple P 
Positive Parenting Program and 165 practitioners 
to deliver the indigenous Triple P, bringing the total 
number of practitioners to 1,200

•  provided additional funding of $3.7 million to 62 
Aboriginal child, youth and family projects including 
parenting programs, school transition programs, 
supported playgroups, family workers and programs 
to build the capacity of the community to respond  
to challenges

•  funded 358 specialist homelessness services  
to support those who are homeless or at risk  
of homelessness

•  supported 17,896 children and young people in 
OOHc as at 30 June 2011

•  provided more than $51 million in funding for Brighter 
Futures services to 16 lead agencies to provide case 
management, structured home visiting, group parenting 
programs and quality children’s services to client families

•  provided funding of $11.2 million under the new early 
intervention and placement program to 117 service 
providers for a total of 130 expanded and new services

•  funded almost 1,500 children’s services projects across 
mobile services, long day care, preschools, occasional 
care, multi-purpose centres, toy libraries, support 
services and resource groups

•  referred 4,249 child protection reports to Joint 
investigation Response Teams comprising community 
Services, NSW Police and NSW Health

•  recruited, assessed, trained and authorised 328 new 
foster carers

•  published caring for kids, providing information 
for carers about their roles, responsibilities and 
entitlements, and information about relevant policies

•  facilitated adoption of 45 children by their foster carers 
or relative carers.

1  During the year, we were also responsible for funding and regulating children’s services such as preschools and day care centres and coordinating recovery 
services to help people affected by disasters. in April 2011, the responsibility for children’s Services moved to the Department of Education and communities 
and Disaster Recovery moved to the ministry for Police and Emergency Services.
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Our performance 
The programs and activities of 
Community Services are based 
on objectives and performance 
targets in the NSW State Plan, 
key recommendations from Keep 
Them Safe and corporate planning 
documents. Copies are available 
at www.community.nsw.gov.au 

KEEP ThEm SAfE
Keep Them Safe (KTS) is a 
five-year action plan in response 
to the Special Commission of 
Inquiry into Child Protection 
Services in NSW. The plan 
aims to reshape the way family 
and community services are 
delivered in NSW to improve the 
safety, welfare and wellbeing of 
children and young people.

The goal of KTS is that all children 
in NSW are healthy, happy and 
safe, and grow up belonging 
in families and communities 
where they have opportunities 
to reach their full potential.

In particular, KTS includes 
actions to enhance the universal 
service system, improve early 
intervention services, better 
protect children at risk, support 
Aboriginal children and families, 
and strengthen partnerships with 
NGOs in the delivery of services.

The KTS reforms are supported 
through a range of initiatives, 
programs and partnerships. 
These are explained in 
more detail throughout this 
chapter of the report.

PERfORmANCE SUmmARy
2008–09 2009–10 2010–11

Service delivery
Total budget provided $1.349 billion $1.568 billion $1.67 billion
Total child protection reports 309,676 256,088 215,272
Rate per 1,000 of population of 
children and young people involved 
in reports for further assessment/risk 
of significant harm (ROSH) reports 71.1 55.4 37.3
Child protection reports referred for 
further assessment/ROSh reports 226,946 163,200 98,845
Number of Joint Investigative 
Response Team referrals accepted 3,436 3,877 4,249
Children and young people 
in out-of-home care 16,524 17,400 17,896
Rate per 1,000 population of 
children and young people 
in out-of-home care 10.2 10.7 10.9
Annual real expenditure per 
child in out-of-home care $33,433 $36,869 $39,146
Calls to domestic violence line 23,061 23,039 22,073
No. of funded children’s services 1,583 1,532 1,462
Estimated funded places per day 45,477 45,342 42,978
Licensed children’s services 3,440 3,452 3,517
Estimated licensed places per day 154,351 135,238 146,795
No. of children aged 0–5 years 
who attended funded, licensed 
children’s services in NSW 87,470 86,222 93,502

No. of children from low 
income families for whom 
childcare fees were reduced* 23,978 25,543 24,547
Resources
No. of staff 4,553 4,664 4,842
No. of caseworkers 2,187 2,215 2,320
No. of female staff 3,752 3,765 3,947
No. of Aboriginal staff 356 355 386
No. of multicultural staff 395 398 380

* This total includes 435 existing services and 29 new services.

Sources:
1 KiDS-Corporate Information Warehouse annual data.
2 ABS ERP NSW by age, sex as at 30 June 2007–10.
3 ABS 2006 Census of Population and housing, NSW by Local Government Area.
4  Integrated Substitute Care database annual statistical abstracts and KiDS/mDS.
5 financial data collection, finance and Administration Services.

Produced by: Community Services Information management Branch.

Content has been amended in accordance with the Erratum Notice tabled in Parliament in march 2013.
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Building stronger communities 
We coordinate a range of 
community and family programs. 
We oversee the delivery of services 
which strengthen families, support 
young people and help families 
with issues like homelessness, 
drug and alcohol abuse, and 
family violence. Programs 
range from parenting courses 
and volunteer home visiting to 
domestic violence and drug 
and alcohol support services. 

DiSASTER WELFARE
Along with our partners, we 
provide welfare and assistance 
to people during disasters. 

Emergency management 
committees provide a whole-
of-government forum to 
discuss preparedness and 
planning for disasters. in 
2010–11, our staff contributed 
to more than 40 meetings. 

Regional meetings with the 
disaster recovery partners 
and stakeholders ensure that 
localised planning takes place. 

A new memorandum of 
understanding with the 
Uniting church of Australia 
will provide pastoral care for 
people in traumatic situations 
following major emergencies. 

Welfare services were provided to 
more than 42 disaster events, with 
30 evacuation centres established 
and more than $924,000 
provided to individuals and 
families in disaster relief grants.

We responded to events in NSW 
and gave assistance to other 
states. Following the devastating 
impacts of Tropical cyclone yasi in 
February 2011, NSW deployed 24 
FAcS staff to North Queensland 
to assist the Queensland 
Department of communities 
with recovery operations.

cOmmUNiTy 
BUiLDERS 
Services under the community 
Services Grants Program, 
which focused on community 
strengthening, moved to the new 
community Builders funding 
program. A total of 435 services 
valued at $29.3 million were 
transferred to community Builders. 

All organisations received a 
portion of $10 million in new 
social inclusion funding to help 
make the transition to community 
Builders, including an additional 
20 percent on top of their annual 
funding amount. Twenty-nine 
new services were also funded 
across NSW as part of the 
distribution of the $10 million.

in 2010–11, community 
Builders also funded 99 new 
fixed-term projects to the 
value of $6.69 million.

Community builders funding

program ServiCeS

FuNdiNg 
ToTal 

($m)

New fixed-term projects 99 6.69

current fixed-term projects 89 2.20

Renewable services 435 29.30

Social inclusion 464* 10.00

Total 652 48.19

* This total includes 435 existing services and 29 new services. 
Source: cOmS 2010–11 and the communities and Early years HOLLy database 2010–11.
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Building stronger communities
cONTiNUED

ALcOHOL AND 
DRUG ABUSE 
Working with alcohol and drug 
abuse issues requires specialist 
skills and understanding. Drug 
and alcohol issues, along 
with domestic violence and 
mental health problems, are 
among the most common 
child protection reports.

We are a key partner in the youth 
Drug and Alcohol court Program, 
which tailors health, education 
and welfare interventions to 
support young people with 
serious drug and alcohol 
problems and diverts them 
away from the criminal justice 
system. in 2010–11, 56 young 
offenders entered the program.

As part of the Getting it Together 
Program, 15 services continued to 
help vulnerable young people not 
accessing conventional services 
tackle the use of illicit drugs. 

Our clinical issues Unit helps 
caseworkers access expert 
knowledge, training, resources 
and support about drugs and 
alcohol. in 2010–11, the unit 
provided caseworkers with 
more than 3,000 individual 
mental health, drug and alcohol 
and/or domestic violence 
consultations, as well as 114 
short courses on clinical issues. 

FAmiLy AND 
DOmESTic viOLENcE 
The NSW Domestic violence 
Line – 1800 65 64 63 – received 
22,073 calls in 2010–11. The 
majority of these involved verbal, 
physical and psychological 
violence, and 7,666 calls 
involved 15,643 children. 

Programwide, approximately 
1,300 cases were managed, 
with approximately 8,000 
referrals received by services and 
about 160 education sessions 
provided to the community 
and service providers.

An online performance monitoring 
system for the program began on 
1 April 2011.

iNTEGRATED 
DOmESTic AND 
FAmiLy viOLENcE 
SERvicES PROGRAm
During the year, $3.1 million were 
provided to deliver six projects 
preventing the escalation of 

domestic and family violence. 
Services provided included case 
management, case coordination 
to ensure that clients are 
seamlessly referred onto other 
services such as crisis support.

in 2010–11, the Staying Home 
Leaving violence Program 
expanded to 18 locations across 
NSW – Bega, Eastern Sydney, 
Blacktown, campbelltown, 
Newcastle, Wyong, moree, 
Redfern, Penrith, Liverpool, 
Fairfield, maitland, Wollongong, 
kempsey, Walgett, Dubbo, 
Shoalhaven and Lake macquarie. 

These specialist domestic 
violence services provide support 
and safety resources to women 
and children escaping violence to 
remain safely in their own home. 

A $2.9 million budget saw 500 
families receive specialist case 
management services including 
risk assessment, safety planning 
and security upgrades. These 
services were provided on a 
needs basis and were often 
long-term and intensive. 

Domestic violence line calls answered

2007–08 2008–09 2009–10 2010–11

Total 23,285 23,061 23,039 22,073

Source: July 2006 to June 2010 – Domestic violence Line Hyperion Telephone System;

July 2010 to June 2011 – Domestic violence Line interactive insights Telephone System.

Calls to Domestic violence line by issue reported

violeNCe Type Number %

Physical 6,812 29.0

verbal 10,310 43.8

Sexual 674 2.9

Psychological 8,447 35.9

Social 3,043 12.9

Economic 2,229 9.5

Notes: 
1  The percentages total more than 100 percent because there can be multiple violence types  

reported per call.
2 These data are based on calls recorded in Statistical Package for the Social Sciences (SPSS).
Source: Domestic violence Line Database – July 2010 to June 2011.
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A University of NSW qualitative 
study of women’s experiences 
leaving violent relationships and 
their use of our services explored 
women’s safety and housing 
experiences, and examines how 
services can enhance safety.  
The study concluded that most 
women were now living lives free 
from violence and that the support 
provided by our program had 
been a factor in achieving this. 

This program is delivered in 
partnership with NSW Police, 
NSW Health, the Department of 
Attorney General and Justice and 
Housing NSW, as well as through 
more than 50 local partnership 
agreements with services 
including local women’s refuges, 
courts, security firms, counselling 
services and family support.

FAmiLiES NSW 
Families NSW is a whole-of-
government prevention and 
early intervention strategy that 
supports families expecting a 
child or with children up to eight 
years of age. Families NSW is 
provided jointly by FAcS, NSW 
Health and the Department of 
Education and communities, 
together with local government 
and community organisations. 

We managed $25.8 million 
of the Families NSW budget, 
funding 347 activities. NSW 
Health and the Department of 
Education and communities 
are the other budget holders. 

in 2010–11, through the Families 
NSW budget, we funded 114 
supported playgroup services, 
providing 337 supported 
playgroups, 94 family workers, 
48 community capacity-building 
projects, 54 partnerships 
and networks projects, 10 
volunteer home visit services 
and 27 parenting programs.

Families NSW is currently 
undertaking a review of the family 
worker service model to inform 
a more consistent, structured 
approach to better support 
children and families accessing 
family worker services. The review 
will be completed in 2011.

The Triple P (Positive Parenting 
Program) continued to offer 
programs for families with 
children aged from three to 
eight years. This year, about 
300 welfare, health and 
educational professionals were 
trained to deliver the program, 
bringing the total number of 
practitioners to 1,200 since Triple 
P began in 2008. A further 165 
practitioners were trained in the 
indigenous Triple P, bringing 
the total number to 213. 

An evaluation of Triple P  
is currently underway 
and is expected to be 
completed by late 2011.

ABORiGiNAL cHiLD, 
yOUTH AND FAmiLy 
STRATEGy 
The Aboriginal child, youth and 
Family Strategy is a statewide 
prevention and early intervention 
strategy aimed at children 
aged up to five years, their 
families and communities. 

This year, $3.7 million funded 
62 projects including Aboriginal 
parenting programs, school 
transition programs, supported 
playgroups, family workers 
and programs to build the 
capacity of the community 
to respond to challenges. 

A further three parenting books – 
part of the ‘Growing Up Strong’ 
series – were developed to 
support Aboriginal parents and 
family workers in the Western 
and metro West regions, 
bringing the total to 13 books.

ABORiGiNAL cHiLD 
AND FAmiLy cENTRES 
As part of the indigenous Early 
childhood Development National 
Partnership Agreement, nine 
new Aboriginal child and Family 
centres are being established 
to provide integrated services 
tailored to the needs of local 
Aboriginal families, including 
child care services and parent 
and family support services. 

Service providers are already 
providing interim services in 
mt Druitt and Ballina, with 
planning underway for interim 
services in campbelltown. 

A tender process was 
undertaken in 2010–11 for the 
final six locations: Blacktown, 
Toronto, Nowra, Brewarrina, 
Gunnedah and Lightning 
Ridge, with interim services 
in these locations expected 
to commence in late 2011. 
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Building stronger communities
cONTiNUED

SPEciALiST 
HOmELESSNESS 
SERvicES 
in January 2009, the National 
Affordable Housing Agreement 
(NAHA) replaced previously 
separate housing and 
homelessness agreements, 
including the Supported 
Accommodation Assistance 
Program Agreement and 
the commonwealth-State 
Housing Agreement.

Specialist homelessness 
services are now funded in 
NSW under the NAHA and its 
associated National Partnership 
Agreement on Homelessness 
(NPAH) with matched funding 
from the NSW Government. 

in 2010–11, the commonwealth 
Government and community 
Services jointly contributed 
$133 million for 358 specialist 
homelessness services to provide 
accommodation and support 
to people who are homeless 
or at risk of homelessness, 
including families in crisis, 
women and children affected 
by domestic violence, young 
people and single adults.

The most recent data1 available 
indicate that these services 
assisted approximately 41,700 
clients in their own right and 
a further 19,700 children and 
young people who accompanied 
their parents or carers.

The main reasons for seeking 
assistance were domestic 
or family violence, family 
or relationship breakdown, 
time-out needed from family, 
problematic substance abuse 
and financial difficulties.

Specialist homelessness 
services operate through a 
case management approach. 
Services provided include 
accommodation, general support 
(advice, advocacy, living skills, 
court support), personal support 
for families and relationships, 
financial and employment 
support and basic support 
(meals, showers and transport).

We are working with NGOs 
to implement the NSW 
Homelessness Action Plan and 
lead 32 projects targeting specific 
client groups – 20 of these are 
funded under the NPAH, with 
total funding of $38.5 million 
from 2009 to 2013. These 
include projects aimed at:

•  assisting Aboriginal young 
people leaving out-of-home 
care to successfully transition 
to independent living, 
preventing homelessness 

•  providing secure transitional 
housing and integrated 
support programs which focus 
on training, education and 
employment for young people 
with low to moderate needs

•  reducing exits into 
homelessness for people 
with mental illness through 
coordinated discharge 
planning and links to long-term 
accommodation and support 

•  breaking the cycle of 
homelessness for chronically 
homeless adults through 
‘housing first’ approaches

•  providing intensive case 
management support for 
single men with complex 
needs in western NSW

•  offering better access to rental 
assistance, as well as legal and 
medical services for chronically 
homeless people with complex 
needs in regional areas

•  assisting families affected 
by domestic violence to 
remain in their homes 
through the Staying Home 
Leaving violence Program.

During the year, four conferences 
were held for new services 
funded under the NPAH which 
are piloting new approaches to 
regional homelessness, domestic 
violence, rural tenancy support 
and youth homelessness. 

1  Australian institute of Health and Welfare 2011. Government-funded specialist homelessness services: SAAP National Data collection annual report 2009-10: 
New South Wales. cat No HOU 240. canberra: AiHW
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cASE STUDy 

Crisis Response team protects children

When emergencies happen 
outside business hours, 
Community Services’ after 
Hours Crisis response team 
is on hand to help protect 
children and families in nSW.

the Crisis response team 
operates overnight and 
weekends 365 days a year to 
respond to urgent situations 
where a child is in danger.

this could be a result of 
neglect, homelessness, drug 
and alcohol misuse, mental 
illness, physical or sexual 
assault or domestic violence.

the team works closely 
with other government 
departments to ensure that 
children are protected at 
any time of the day or night. 
Commonly, caseworkers 
require police to be 
present when they go out 
after hours, particularly 
where there is a history of 
violence with a family or 
the information received 
suggests that the situation 
is likely to be volatile.

Director of the Child 
protection Helpline, Jody 
Grima, said staff worked 
with families, professionals 
and the community to 
provide immediate support.  

“In some cases that 
involves removing children 
from their carers to ensure 
their immediate safety.

“our caseworkers are 
specialists in crisis 
intervention and work closely 
with nSW Health, nSW police 
and other specialist services 
which operate after hours. 

“our priority is to meet the 
immediate needs of the child 
or young person until they 
can be connected with other 
specialist services the next 
business day,” Jody said.

In 2010–11, the service 
received 9,739 referrals. 

Some of the most common 
reports include children who 
are homeless, violence in the 
home or injuries to a child. 

“ Our priority is to 
meet the immediate 
needs of the child 
or young person 
until they can be 
connected with 
other specialist 
services the next 
business day.” 
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Prevention and early intervention
We assist families in NSW by 
providing targeted support for 
vulnerable families and investing 
in early childhood services. Our 
early intervention strategies help 
families who are struggling and 
prevent problems from escalating.

Our children’s services give 
children the best possible start in 
life by preparing them for school 
years and encouraging life-long 
social and educational skills. 
Significant work is underway 
to stabilise and reduce the 
number of children entering 
care through a range of early 
intervention and prevention 
and restoration initiatives.

EARLy iNTERvENTiON 
PROGRAmS
Early intervention programs 
aim to support children’s age-
appropriate development without 
ongoing involvement in the child 
protection system. A significant 
proportion of the five-year keep 
Them Safe funding package is 
being invested in government 
and non-government prevention 
and early intervention services. 
This includes $4.3 million in 
early intervention funding for 
support services for children, 
young people and their families in 
2010–11 and funding to expand 
Brighter Futures placements 
and expand intensive family 
support and family preservation 
services for children most at risk 
of entering out-of-home care.

BRiGHTER FUTURES
Brighter Futures services are 
provided to more than 3,500 
families with children under nine 
years of age who are vulnerable 
to domestic violence, parental 
drug and alcohol misuse and/
or mental health issues and child 
behaviour management problems.

This year, Brighter Futures provided 
more than $51 million in funding 
to 16 lead NGOs to provide case 
management, structured home 
visits, group parenting programs 
and quality children’s services to 
client families. An additional  
$9.2 million per year was provided 
for additional places under Brighter 
Futures from January 2011.

Brighter Futures 
provision includes: 

•  3,124 families to receive 
case management from lead 
agencies (including 962 places 
for Aboriginal families and 542 
for culturally and linguistically 
diverse (cALD) families)

•  1,396 children to receive 
two days per week in quality 
children’s services.

in September 2010, a Brighter 
Futures evaluation report 
completed by the Social 
Policy Research centre at 
the University of NSW was 
published. The evaluation 
supported continuation of the 
Brighter Futures Program through 
joint service delivery by both 
government departments and 
non-government organisations.

The evaluation showed that 
families with children at risk who 
participated in the program were 
less likely to re-enter the child 
protection system and be the 
subject of a report and were 
also less likely to enter out-of-
home care or else time in out-
of-home care was reduced. 

The Early intervention council 
(formerly Brighter Futures 
council), consisting of NGOs, 
us and other government 
representatives, was established 
in January 2011 to oversee and 
advise on the implementation of 
the Brighter Futures reforms.

in 2011, reforms have included 
the redesign of referral pathways 
to reduce access times and 
improve targeting of the program 
and an improved response 
to address vulnerabilities 
like domestic violence, and 
parental drug, alcohol and 
mental health issues.

On 30 June 2011, the NSW 
Government announced  
$10 million in funding to expand 
the role of the non-government 
sector in the delivery of early 
intervention services.  
Early intervention services 
to high-risk families will 
be provided through the 
Stronger Families Program to 
prevent needs escalating. 

more than 100 Aboriginal families 
are participating in the Brighter 
Futures Aboriginal Families Study, 
which will provide evidence of 
how Aboriginal families benefit 
from participating in the program 
and information to further 
improve the program. The report 
is due at the end of 2011.
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EARLy iNTERvENTiON 
AND PLAcEmENT 
PREvENTiON
During the year, services 
funded under the community 
Services Grants Program were 
re-aligned to form part of a 
new program called the Early 
intervention and Placement 
Prevention (EiPP) Program.

Four hundred and thirty 
services funded under the EiPP 
Program will form part of an 
integrated system of funded 
early intervention and placement 
prevention services aimed at 
reducing the likelihood of children 
and young people entering or 
remaining in the child protection 
and out-of-home care systems. 

Following a tender process, 
new early intervention and 
placement prevention funding 
of $11.2 million was allocated 
to 117 service providers for 
a total of 130 expanded and 
new services including:

•  $4.3 million for 80 expanded 
early intervention services 
for children, young people 
and their families

•  $3.4 million for 32 
new intensive family 
support services

•  $3.4 million for 18 
new intensive family 
preservation services.

One-off funding of $5.5 million 
was provided to assist services 
moving to the new models and 
to implement performance-
based contracting. 

Around 2,000 people attended 
meetings held at 20 key 
regional centres during August 
and September 2010 to 
explain the transition to new 
funding arrangements. 

From 2011–12, the EiPP Program 
will have an annual ongoing 
budget of $64.2 million. This 
includes the additional $11.2 
million made available through 
keep Them Safe and $5.5 million 
provided to 26 services including 
child sexual assault clinics and 
domestic violence services.

We continued to work with NGOs 
through the keeping it Together 
project, a change management 
initiative to support organisations 
impacted by the reform.  
in 2010–11, $602,000 were 
provided to three peak 
organisations: NSW Family 
Services, the youth Action 
and Policy Association and 
the Association of children’s 
Welfare Agencies, to provide a 
comprehensive range of services. 

families and children and young people participating in brighter futures as at 30 June 2011

maNagiNg orgaNiSaTioN reFerral paThWay  FamilieS
ChildreN aNd 
youNg people

Number % Number %

NSW community Services Helpline referral 1,079 32.8 2,520 32.1

NGOs Helpline referral 689 20.9 1,609 20.5

community referral 1,523 46.2 3,711 47.3

Transition Helpline referral 2 0.1 5 0.1

Total 3,293 100 7,845 100

Source: kiDS – corporate information Warehouse annual data.
Producedy by: NSW community Services, information management Branch.

families and children and young people participating in brighter futures by  
aboriginal status as at 30 June 2011

aborigiNal STaTuS FamilieS
ChildreN aNd 
youNg people

Number % Number %

Aboriginal and/or Torres Strait islander 861 26.1 2,189 27.9

Non-Aboriginal 2,432 73.9 5,656 72.1

Total 3,293 100 7,845 100

Source: kiDS – corporate information Warehouse annual data.
Produced by: NSW community Services, information management Branch.
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Prevention and early intervention
cONTiNUED

cHiLDREN’S 
SERvicES1 
in 2010–11, we regulated 
nearly 3,500 children’s services 
across NSW and supported 
better access to these services. 
improvements to the regulatory 
system now promote greater 
compliance with regulatory 
standards and ensure that 
licence applications are 
processed more efficiently. 

in 2010–11, $173 million 
were provided to children’s 
services including preschool, 
long day care, occasional 
and vacation care and early 
childhood services. Not-for-
profit preschools were provided 
around $130 million in funding.

children’s services funding was 
delivered to about 1,500 services 
operated by local councils, 
shires and NGOs including: 

•  $130 million for 
preschool services 

•  $15.9 million for long 
day care services 

•  $4 million for occasional 
care services 

•  $2.8 million for vacation 
care services 

•  $6.8 million for early 
childhood services 

•  $13.1 million for children 
with additional needs to 
access children’s services. 

We continued to work towards 
a new national approach 
to the regulation of early 
childhood education and 
outside school hours care by:

•  the Children (Education and 
Care Services National Law 
Application) Act passing 
through NSW Parliament 
in November 2010

•  a national trial of the new 
assessment and rating 
process in late 2010, with 
50 services participating

•  amendments to the NSW 
Children and Young Persons 
(Care and Protection) Act and 
Children’s Services Regulation, 
providing for a smoother 
transition to the new national 
system, from January 2011

•  public consultation on draft 
Education and care Services 
National Regulations in 
march and April 2011, with 
10 consultation forums 
held across NSW 

•  the multilateral implementation 
plan for the National 
Partnership Agreement on 
the National Quality Agenda 
for Early childhood Education 
and care signed by the 
Premier in may 2011.

changes to the Act and the 
Regulation have cut red tape for 
providers of children’s services 
by introducing a single licence 
system, allowing a licence to be 
issued without a fixed term and 
replacing licence variations.

The National Partnership 
Agreement on the National 
Quality Agenda for Early 
childhood Education and care 
provides a unified national 
approach to the regulation of 
early childhood education and 
care and outside school hours 
care from January 2012.

The National Partnership 
Agreement on Early childhood 
Education and care aims to 
significantly increase the level of 
access to preschool programs 
by 2013. in 2010–11, it delivered 
a further $26.9 million in funding 
in NSW on top of existing NSW 
Government commitments, 
totalling nearly $130 million. 
The partnership resulted in 
higher funding allocations to 
approximately 665 preschools 
across NSW and has had a 
direct impact on affordability 
and participation rates for 
Aboriginal children and children 
from low income families. 

in 2010–11, almost  
1,500 children’s services 
projects were funded – about 
42,978 funded places per 
day across mobile services, 
long day care, preschools, 
occasional care, multipurpose 
centres, toy libraries, support 
services and resource groups. 

Licensing of school-based 
children’s services continued, 
with assessment of more 
than 45 applications for 
school-based licences and 
30 premises inspected.

This year, 258 new outside school 
hours services were registered, 
with 3,262 services providing 
before and after school care and 
vacation care as at 30 June 2011.

1 children’s services were transferred to the Department of Education and communities on 4 April 2011.
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licensed children’s services

2007–08 2008–09 2009–10 2010–11

ServiCeS Number % Number % Number % Number %

Family day care 103 3.0 99 2.9 100 2.9 103 2.9

Home-based services 116 3.4 90 2.6 87 2.5 65 1.9

mobile services 12 0.4 14 0.4 27 0.8 26 0.7

centre-based services 1,909 55.8 1,964 57.1 1,983 57.4 2,056 58.4

Funded centre-based  
services 1,210 35.4 1,191 34.6 1,163 33.7 1,176 33.5

Funded mobile services 48 1.4 46 1.3 37 1.1 36 1.0

School-based services 21 0.6 36 1.0 55 1.6 55 1.6

Total 3,419 100 3,440 100 3,452  100 3,517 100

Estimated total 
licensed capacity 
(places per day) 150,776 154,351 135,2381 146,795

Note: 
1  The NSW Government Licensing System introduced in 2009–10 does not capture information about the capacity of each family day care scheme. This is 

because the NSW Children’s Services Regulation 2004 does not require this information as part of a scheme’s approval, or on an ongoing basis. Therefore the 
capacity of family day care schemes has been excluded from the estimated total “licensed” capacity. However, indicative figures from previous years indicate 
that there are approximately 3,700 family day carers registered with family day care schemes across NSW, and each carer can offer care to up to seven 
children, giving an estimated total of up to 25,900 places per day.  
Therefore, data for 2009–10 are not directly comparable to those of previous years.

Source: children’s Services information System Annual Statistical Extract 2010–11. 

funded children’s services

2007–08 2008–09 2009–10 2010–11

ServiCeS Number % Number % Number % Number %

centre-based services 1,210 75.2 1,191 75.2 1,163 75.9 1,176 81.0

mobile services 69 4.3 67 4.2 37 2.4 36 2.3

vacation care 246 15.3 242 15.3 244 15.9 166 11.1

Early childhood 
services 84 5.2 83 5.2 88 5.7 84 5.6

Total 1,609 100 1,583 100 1,532 100 1,462 100

Estimated total 
licensed/funded 
capacity (places 
per day)1 45,957 45,477 45,342 42,978

Note: 
1  vacation care and early childhood services are not recorded on the information system as having a licensed capacity, because these service types are  

not licensed.
Source: children’s Services information System Annual Statistical Extract 2010–11. 
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The council of Australian 
Governments (cOAG) agreed 
National Quality Framework is 
scheduled to apply to all long day 
care, family day care, preschool 
and outside school hours 
care services from 1 January 
2012. The framework aims to 
improve the quality of services 
provided to children, improve 
information provided to parents 
about the quality and rating of 
services and help streamline 
regulation and quality assessment 
systems across Australia. 

On 1 January 2011, a 1:4 staff-
to-child ratio was introduced for 
children aged under two years 
in centre-based and mobile 
services in NSW. This new 
ratio was introduced along with 
other changes to the Children 
and Young Persons (Care and 
Protection) Act and Children’s 
Services Regulation aimed 
at reducing administration, 
increasing operational flexibility for 
service providers and providing 
a smoother transition to the 
National Quality Framework.

children’s Services worked with 
service providers to improve 
and increase knowledge and 
awareness about the Children’s 
Services Regulation, including 
procedures to support the 
safety and wellbeing of children 
attending services, such as 
accurate recording of children’s 
daily arrival and departure. 

The centralised children’s 
Services telephone and email 
inquiry service recorded an 
average of 73 calls and 22 
emails a day and provided a 
point of contact for members 
of the public and licensed 
providers with questions.

The children’s services sector 
was informed about regulatory 

changes and policy reforms 
through online updates, letters 
and a quarterly newsletter. 

in February 2011, the children’s 
Services iT system was 
improved, providing a more 
sophisticated way of recording 
and reporting on compliance 
activities and outcomes. 

in 2010–11, prosecutions were 
taken against five defendants 
representing four childrens’ 
services for a total of 14 offences. 
This resulted in the court awarding 
$39,500 in penalties. information 
about all convictions is available 
at www.community.nsw.gov.au 

The preschool investment 
and reform plan is creating an 
additional 5,250 new preschool 
places for an extra 10,500 
children and aims for all children 
in NSW to attend preschool for 
two days a week in the year 
before they start school, with the 
NSW Government committing 
$29.8 million to services.

community child care co-
operative and careWest now 
provide development and 
support services to preschools 
to help increase places – 2,507 
spots have been established, 
with plans for a further 
6,738 places approved. 

A higher rate of funding is given 
to services with children from 
low-income Aboriginal and cALD 
families and those in remote or 
disadvantaged areas. This has 
resulted in significant increases 
in preschool participation by 
Aboriginal children and children 
from low-income families. 

in 2010–11, $13.1 million were 
invested through Supporting 
children with Additional Needs to 
help children with special needs 
access preschool, vacation care 
and occasional care services. 
This funding provided support 
for children with an identified 
disability or with an Aboriginal 
or cALD background.

Prevention and early intervention
cONTiNUED

“ My job can be challenging at times, but I 
love the fact I’m making a big difference by 
acting quickly in difficult situations. It’s 
great knowing that we help children, young 
people and families by always providing a 
high quality service, no matter the time of 
day or night.” – melissa, crisis Response team caseworker
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Children 0–5 years in nsW accessing funded licensed children’s services

 2007–08 2008–09 2009–10 2010–11

all children
No. of children 0–5 years attending funded 
licensed children’s services in NSW 66,797 87,470 86,222 93,502

Total NSW population 0–5 years 525,836 526,720 544,533 594,871

children 0–5 years in NSW accessing 
funded licensed children’s services 12.7% 16.6% 15.8% 15.7%

aboriginal children
No. of Aboriginal children 0–5 years attending 
funded licensed children’s services in NSW 3,181 3,649 4,179 4,410

Total NSW Aboriginal population 0–5 years 20,755 20,755 20,755 20,755

Aboriginal children 0–5 years in NSW accessing 
funded licensed children’s services 15.3% 17.6% 20.1% 25.1%

CalD children
No. of cALD children 0–5 years attending funded 
licensed children’s services in NSW. 12,341 11,756 12,362 12,948

Total NSW cALD population 0–5 years 113,318 111,611 111,611 111,611

cALD children 0–5 years in NSW accessing 
funded licensed children’s services 10.9% 10.5% 11.1% 11.6%

Source: children’s Services information System Annual Statistical Extract, information management Branch. ABS 2006 census of Population and Housing,  
ERP June 2010.
Note: Prior to 2010–11, information relates to children aged 0 to 5 years attending funded licensed children’s services during one survey week in August each 
year. in 2010–11, survey data are based on a representative fortnight.

number of children with special needs accessing funded licensed services1

2007 2008 2009 2010

No. of children from low-income families 
for whom fees were reduced2 11,617 23,978 25,543 24,547

No. of children from special needs group3

 Aboriginal children 3,181 3,649 4,179 4,410

  children from cultural and linguistically 
diverse (cALD) background 12,341 11,756 12,362 12,948

 children with a disability 5,218 4,642 4,492 5,057

Notes:
1  Prior to 2010–11, information relates to children aged 0–5 attending funded licensed children’s services during one survey week in August each year.  

in 2010–11, survey data is based on a representative fortnight. 
2  The definition of low-income families was revised in 2008. Low-income families are now defined as those who have a Health care card. Previous annual data 

on low-income families are not directly comparable with 2008 and subsequent years.
3  These categories are not mutually exclusive.
Source: children’s Services information System Annual Statistical Extract 2010–11.
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Keeping children safe 
in NSW, the safety and wellbeing 
of children and young people is 
a shared responsibility across 
the government, the non-
government sector, parents and 
community, allowing caseworkers 
to concentrate on the most 
serious child protection cases. 

Statutory child protection aims 
to ensure that children and 
young people are safe following 
intervention. Significant changes 
to the child protection system 
have shifted the way mandatory 
reporters assess and report 
child protection concerns, and 
this is addressing the high level 
of reporting to the 24-hour 
child Protection Helpline. 

caseworkers are assisted by 
NSW Police, NSW Health and 
other agencies and handle the 
most serious cases of abuse 
and neglect. The response may 
include intensive casework and 
referral to support services such 
as counselling or family therapy. 
children and young people may 
need foster or relative care to 
keep them safe from harm. 

STATUTORy cHiLD 
PROTEcTiON
child Protection Helpline reports 
are assessed to determine if they 
reach the statutory reporting 
level of risk of significant harm 
(ROSH) to the child or young 
person and then assigned a 
priority response level and 
forwarded to the local community 
Services centre (cSc) or Joint 
investigation Response Team 
(JiRT) for action. Any immediate 
threat to safety is addressed. 

in 2010–11, 215,272 reports 
were received from mandatory 
reporters such as police, 
teachers, child care and 
health workers, as well as 
from the general public. 

This was a reduction of  
15.9 percent, reflecting changes 
to the reporting threshold.

The new higher ROSH statutory 
reporting threshold introduced 
in January 2010 means that 
only children deemed at risk of 
significant harm are required to be 
reported to community Services. 
Where the risk falls below this 
threshold, government and NGOs 
are supported to work with 
vulnerable children, young people 
and their families, including 
arranging suitable referrals to 
address issues of concern. 

Aboriginal children and young 
people are still over-represented, 

with domestic violence, alcohol 
and drug abuse remaining key risk 
factors identified in reports. infants 
under one year old are also more 
likely to be the subject of a report.

The National Framework for 
Protecting Australia’s children 
is a 12-year (2009–20) reform 
program that recognises the need 
for a national approach to child 
protection. Both keep Them 
Safe and the National Framework 
focus on the importance of early 
identification of the needs of 
vulnerable children and families 
and the importance of early 
intervention through universal 
and targeted services. 

Child protection/child and young person concern reports
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Children and young people who were the subject of a report 
referred for further assessment/rosh report

2007–08 2008–09 2009–10 2010–11

Rate per 1,000 children and 
young people who were the 
subject of a report requiring 
further assessment 65.7 71.1 55.4 37.3

Source: corporate information Warehouse annual data, information management Branch.
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in line with these national priorities 
and as part of the common 
Approach to Assessment, Referral 
and Support Taskforce, we have 
been working with the Australian 
Research Alliance for children and 
youth and the commonwealth. 
We are developing a common 
approach to assessment, referral 
and support to improve early 
identification of needs of at-
risk children and their families 
by universal and secondary 
prevention services and to 
better promote timely referrals 
and shared responsibility. 

This initiative is one of 12 national 
priorities planned during the 
first three-year period of the 
National Framework for Protecting 
Australia’s children. A 12-month 
trial of the common assessment 
approach at four sites nationally 
will include the interrelate Family 
centre in Lismore, a not-for-
profit family relationship and 
counselling provider. The trial is 
expected to begin later this year.

iNTAkE AND 
ASSESSmENT
The community Services child 
Protection Helpline provides a 
24-hour, seven days a week 
system for receiving reports 
about children and young people 
who may be at risk of significant 
harm due to physical, sexual 
or emotional abuse or neglect. 
members of the community, 
together with mandatory 
reporters, can make these 
reports. in 2010–11, the helpline 
handled over 166,700 contacts 
(calls, faxes and eReports), 
with calls answered within an 
average of three minutes and 
49 seconds. The helpline has a 
set target to answer calls within 
an average of three minutes. 

Helpline caseworkers assess 
information to determine whether 
the matter reaches the threshold 
of at risk of significant harm, 
record the issues and apply the 
criteria in Children and Young 
Persons (Care and Protection) Act 

1998, s. 23. information is entered 
onto kiDS, our client information 
system. more than 45 percent 
of reports were ROSH reports 
referred for further assessment.

The helpline aims to send 
feedback letters (usually by 
email) to all mandatory reporters 
within 72 hours of receiving a 
report – regardless of whether 
a report meets the risk of 
significant harm threshold or 
not. The reporter then knows if 
the child or young person and 
their family have been referred 
to a caseworker at a cSc, or if 
they need to offer appropriate 
referrals and alternative support. 

A total of 7,480 reports were 
made via the eReporting 
system compared to 1,821 
reports received in 2009–10. 
eReporting allows reporting of 
non-imminent risks through a 
secure website. Online reporting 
is now available to staff at public 
and catholic Education schools, 
NSW Police, NSW Health, 
Juvenile Justice and FAcS. 

The helpline’s After Hours  
crisis Response team 
specialises in emergency 
intervention to families who are 
in crisis situations after hours. 
in 2010–11, the team received 
9,739 referrals – an increase 
of 33 percent from 2009–10.

JOiNT iNvESTiGATiON 
RESPONSE TEAmS 
Joint investigation Response 
Teams (JiRTs) investigate child 
abuse reports that may involve 
a criminal offence, bringing 
together professionals from 
community Services, NSW 
Police and NSW Health. The 
teams link the risk assessment 
and protective intervention of 
caseworkers with the criminal 
investigation powers of police 
and diagnostic or therapeutic 
services of health workers. This 
means that children receive an 
integrated service and do not 
need to recount their experiences 
repeatedly to different agencies.

in 2010–11, 4,249 child 
protection reports were referred 
to these teams – 29 percent 
in metropolitan areas and 71 
percent in regional/rural areas.

The JiRT Referral Unit (JRU) 
is the central intake unit for 
acceptance of referrals into 
the JiRT program. The JRU is 
staffed by representatives of the 
three agencies, and together 
managers assess each referral 
against JiRT criteria. This 
process frees up local JiRT 
units to focus on protective 
and investigative intervention.

risk of significant harm (rosh) reports

Child protection reports referred for further assessment/ROSH reports

Child protection and C/YP concern reports
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Source: kiDS – corporate information Warehouse annual data.
Produced by: NSW community Services, information management Branch.
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Keeping children safe
cONTiNUED

Local planning and response 
procedures were implemented 
across all JiRT locations to 
provide a systematic and 
well coordinated response to 
each child or young person 
requiring a JiRT intervention. 

This year, an audit of JiRT cases 
examined agency coordination 
and information sharing in line with 
keep Them Safe recommendations 
and principles to support 
improvements in interagency 
responses to serious concerns 
about children and young people.

FAmiLy cASE 
mANAGEmENT
During the year, more than 
77 families participated in 
the interagency Family case 
management pilot, which assists 
children and families where at 
least one child or young person 
is at risk of harm and likely to 
be frequently encountered by 
government departments and 
non-government organisations 
providing multiple services.

We worked with NSW Health to 
develop a new model of care. 
keep Them Safe Whole Family 
teams have begun working with 
families, carers and children where 
carers have mental health and/or 
drug and alcohol problems and 
parenting difficulties and there are 
child protection concerns. Pilot 
services are underway in Gosford, 
Peninsula, Wyong, Lakes, 
charlestown, Nowra and Lismore.

ABORiGiNAL cHiLD 
PROTEcTiON
Protecting Aboriginal children 
Together (PAcT) is a new 
Aboriginal child protection 
consultation model being piloted 
in NSW to find better ways of 
keeping Aboriginal children safe. 
in partnership with the Aboriginal 
child, Family and community 
care State Secretariat (AbSec), 
we conducted extensive 
consultation with Aboriginal 
and non-Aboriginal peaks to 
establish an agreed service 
model for NSW, based on the 
victorian Lakidjeka service.

PAcT services focus on practical 
ways of working with Aboriginal 
communities and organisations 
to determine the best ways of 
keeping Aboriginal children safe.

Service provision guidelines 
are being finalised along with 
training for Aboriginal NGOs and 
our own staff. Pius x Aboriginal 
corporation at moree and 
illawarra Aboriginal corporation 
at Shellharbour will commence 
operation later in the year. 

more than 154 children took part 
in services or received support 
from an Aboriginal intensive 
Family Based Service (iFBS) in 
2010–11. These services provide 
a time-limited, home-based 
support program for Aboriginal 
families where children are at risk 
of entering OOHc, or are in care 
with a restoration plan in place.

There are now nine community 
Services-managed iFBS sites at 
Newcastle, mt Druitt, Redfern, 
casino, Dapto, campbelltown, 
Bourke, kempsey and Wyong, 
with four more to be established 
and managed by Aboriginal 
NGOs over the next five years 
in areas where there are high 
numbers of child protection 
reports involving Aboriginal 
children and young people.

community engagement 
guidelines help to ensure that 
services work with families in a 
consistent way and referral e-form 
procedures are incorporated 
into kiDS to assist casework for 
Aboriginal children and families.

Aboriginal families also have 
a dedicated referral pathway 
into the Brighter Futures early 
intervention program. vulnerable 
families referred by the NSW 
Aboriginal maternal and infant 
Health Strategy are also 
given priority access to early 
intervention support through 
the Brighter Futures Program. 

Work continued with Aboriginal 
Affairs NSW to carry out the 
Safe Families program, which is 
part of the interagency Plan to 
Tackle child Sexual Assault in 
Aboriginal communities 2006–11 
and aims to tackle Aboriginal 
child sexual assault through 
community development, child 
protection, early intervention and 
prevention and risk reduction 
strategies. Our caseworkers are 
key team members along with 
health workers and community 
engagement officers. 

Jirt referrals

Number oF 
reFerralS 
aCCepTed

Sydney JiRTs 1,562

Non-Sydney JiRTs 2,687

Total 4,249

Source: JiRT Referral Unit Database, 2010–11.
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imPROviNG POLiciES 
AND PROcEDURES 
Policies updated during the 
year included the Sibling 
Safety Policy (march 2011) and 
Responding to Prenatal Reports 
Policy (updated June 2011 in 
conjunction with NSW Health).

We are also leading the 
development of child Wellbeing 
and child Protection – NSW 
interagency Guidelines, which 
provide information and guidance 
to all organisations involved in 
the delivery of child wellbeing 
and child protection services. 
The guidelines are being 
updated with new sections on 
engaging children, young people 
and families, a guide to court 
processes involving children 
and young people, roles and 
responsibilities and prevention 
and early intervention strategies. 

A second edition of the 
mandatory Reporter Guide was 
published in December 2010, 
with further improvements to be 
incorporated into a revised third 
edition expected later in 2011. 

Practice procedures for 
caseworkers are regularly 
reviewed, updated and published 
online. During the year, work 
began to make procedures, 
tools and forms more accessible 
and readable online. 

Structured Decision making® 
(SDm) tools have been introduced 
to promote consistency in 
decision-making when reporting, 
screening or assessing child 
protection concerns. 

A trial of the Safety, Risk 
Assessment and Risk Re-
assessment Tools was conducted 
in the second half of 2010, and 
a casework manual was revised 
for the staggered statewide 
implementation of the tools, which 
started at the end of 2010–11.

Six-month trials of both the SDm 
Family Strengths and Needs 
Assessment (to assist in case 
plan development) and the 
Restoration Assessment Tools 
(used to structure critical case 
management decisions regarding 
restoration of children and young 
people in statutory care) were 
undertaken, with a review to 
be completed in 2011–12.

carer and Placement Support 
Assessment Tools assess the 
ability of an authorised carer to 
meet specific child needs and 
the need for additional support, 
training and/or monitoring and 
the safety of a child at the time 
of placement. customisation 
of these tools is underway 
and will be considered for trial 
in the context of the transfer 
of out-of-home care to the 
non-government sector. 

During the year, work focused 
on strengthening interagency 
collaboration and building 
partnerships with local services 
and agencies, implementing keep 
Them Safe changes, improving 
regional business planning and 
meeting goals outlined in Regional 
commitment of Service Plans. 

Regional quality councils help 
to drive continual practice 
improvement through monthly 
or bi-monthly meetings, 
while a range of projects and 
pilots helped improve local 
responses to child protection 
and out-of-home care.

An extra consultancy position 
was created to support Aboriginal 
caseworkers at intensive Family 
Based Services. New drug and 
alcohol and domestic violence 
intranet sites for frontline staff 
were also introduced. This 
service will also be offered to 
NGOs providing new Aboriginal 
intensive family-based support. 

During the year, 24 community 
Service centres participated 
in reviews which look at the 
way they function across their 
workforce, systems, culture and 
practice. cScs have development 
plans which guide improvements 
in key areas, as well as 
strengthening general service 
and function of the centres.

casework Specialist Services 
continued to provide 
direct practice support to 
field staff through group 
and individual coaching, 
case practice reviews and 
consultations, with new recruits 
undertaking the caseworker 
Development Program.

Practice solution sessions 
for all casework staff are held 
weekly to address topics like 
legislative changes, information 
exchange, mandatory reporting 
guidelines and supported care.

improved information sharing 
between states and territories is 
assisting in the prevention of child 
abuse and neglect and in the 
support provided to victims and 
their families. This initiative is one 
of 12 national priorities under the 
National Framework for Protecting 
Australia’s children 2009–20. 
The agreements with medicare 
Australia and centrelink enable 
our staff to obtain information 
regarding the health status of 
children, young people and their 
families. A similar protocol with 
the child Support Agency will 
begin in late 2011. Discussions 
about the protocol have also 
begun with the Department of 
immigration and citizenship.
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Keeping children safe
cONTiNUED

During the year, we played 
an active role in changes to 
children’s court procedures 
and processes which included 
simplifying procedures for bringing 
care applications and providing 
all relevant information, in the 
early stages of proceedings, to 
the court and other parties.

As part of a working group 
with other legal stakeholders 
and the children’s court clinic, 
we also helped to simplify 
and standardise terms used 
in an assessment order made 
by the children’s court.

Work continued with the Family 
court of Australia in implementing 
Project magellan in NSW. Project 
magellan continues to help in 
child protection cases where 
allegations of serious physical or 
sexual abuse are raised during 
Family court proceedings, with 
work underway to extend the 
boundaries of the project. Project 
magellan, a partnership between 
us, the Family court of Australia, 
Legal Aid, the Law Society 
and NSW Police, operates 
from the Sydney, Parramatta 
and Newcastle Registries of 
the Family court of Australia 
and in all cScs in the Sydney 
metropolitan area, plus the 
Hunter and the central coast. 

Staff were encouraged to make 
greater use of warrants when 
removing children at immediate 
risk of serious harm, while other 
work focused on simplifying 
the application process and 
prioritising applications for 
warrants under the Children 
and Young Persons (Care 
and Protection) Act.

The Special commission of 
inquiry into child Protection 
Services in NSW recommended 
a review of the power of the 
children’s court to make 
contact orders in matters where 
there is no realistic possibility 
of restoration to the parents. 
Following the work done by 
an expert working party, a 
number of consultations took 
place and an issues paper will 
inform further discussions.

ALTERNATivE DiSPUTE 
RESOLUTiON
During the year, we contributed 
to, and in some cases led,  
the development and trial of a 
number of alternative dispute 
resolution pilots and trials 
across NSW in response to 
recommendations from the 
Special commission of inquiry 
into child Protection Services in 
NSW to explore alternatives to 
contested court proceedings.  
As part of the focus on alternative 
dispute resolution, legal officers 
have completed training in 
alternative dispute resolution. 

Pilots and trials underway include:

•  dispute resolution conferences 
introduced in February 
2011 across NSW 

•  a trial of family group 
conferencing in Sydney and 
the far north coast, aimed 
at diverting the case from 
future proceedings, with an 
evaluation due in late 2011 

•  a court-referred external 
mediation pilot being trialled at 
Bidura, led by Legal Aid and 
to be evaluated in late 2011. 

We continued to work with 
the Department of Attorney 
General and Justice, Legal Aid 
and the children’s court to 
pilot the Aboriginal care circle 
Project in Nowra to better 
meet the needs of Aboriginal 
families in the children’s court 
system by allowing community 
involvement to inform decision-
making around care orders. 

During the year, six families 
participated in nine care circles 
which use different dispute 
resolution to engage Aboriginal 
families where a finding has been 
made that the child or young 
person is in need of care and 
protection. An evaluation of the 
care circle Project reinforced 
the project’s value and cultural 
relevance to Aboriginal families. 
Planning is underway to extend 
the project to Lismore.
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Supporting children in care 
children who experience serious 
neglect and abuse and who can’t 
live at home safely and children 
whose families might be unable 
to care for them are placed in 
out-of-home care (OOHc). This 
may be with relatives (kinship 
care) or foster parents, or 
sometimes in residential care or 
independent living arrangements. 

The decision to remove a child 
is not an easy one, and we 
must have sufficient evidence 
to satisfy the children’s court. 

We are working with the non-
government sector to improve 
outcomes for children and 
young people in care and to 
create a stronger service system 
with the right mix of services 
at a cost that is sustainable. 
Work is also underway for 
the transfer of OOHc service 
provision to NGOs in line with 
the recommendations of the 
Special commission of inquiry. 

cHiLDREN AND 
yOUNG PEOPLE 
iN cARE 
children and young people in 
care do best in well-functioning 
and stable placements where 
their education, health, social, 
cultural and emotional needs are 
met. We aim to ensure maximum 
use of permanency planning 
provisions so children and young 
people have long-term stability 
when they cannot live at home.

A key focus is to ensure that 
children are developing well 
with quality care and support. 
This is done through a range 
of placement options including 
foster care, kinship care and 
residential care, as well as 
through carer support and in 
partnership with education 
and health organisations. 

most children in care are placed 
in relative or kinship care, or 
general foster care. Those with 
complex support needs may 
require a higher level of care 
through an intensive foster care 
service or residential service. 

Along with NGOs and other 
government agencies, we provide 
a range of services and support 
including assessing the needs of 
children, monitoring and reviewing 
placements, assessing, training, 
authorising and supporting 

carers, and providing kinship 
and foster care, residential 
care and adoption services. 

As at 30 June 2011, there were 
17,896 children and young 
people in OOHc – an increase 
of 2.9 percent since 30 June 
2010. Aboriginal children 
represent 33.9 percent of children 
and young people in care. 

Children and young people in out-of-home care as at  
30 June each year

2008 2009 2010 2011

No. of children 14,667 16,524 17,400 17,896

Rate per 1,000 
children and 
young people 9.1 10.2 10.7 10.9

Source:  1 kiDS corporate information Warehouse annual data. 
2 ABS ERP NSW by age and sex as at 30 June 2007–10. 
3 ABS 2006 census of Population and Housing, NSW LGA.

Produced by: information management branch.

actual annual expenditure per child in out-of-home care

2007–08 2008–09 2009–10 2010–11

Annual actual 
expenditure ($’000)* 463,890 552,449 641,519 700,561

cost per child in 
out-of-home care 
at 30 June ($) 31,628 33,433 36,869 39,146

* This figure is not adjusted for inflation to real dollars.
Source:  1 Financial data collection, Finance and Administrative Services. 

2 kiDS/mDS – corporate information Warehouse annual data.
Produced by: information management branch.

Children and young people in out-of-home care
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Supporting children in care
cONTiNUED

We aim to place Aboriginal 
and Torres Strait islander 
children with extended family 
or members of the wider 
Aboriginal community so they 
can maintain their culture, in line 
with the legislative Aboriginal 
and Torres Strait islander 
child Placement Principles. 

During the year, more than 
81.3 percent of Aboriginal 
and Torres Strait islander 
children in care were placed 
with a relative or Aboriginal 
carer as at 30 June 2011. 

An issues paper on strategies to 
increase the use of sole parental 
responsibility orders in NSW was 
released for consultation with 
non-government stakeholders. 
Responses to the issues paper 
are now being considered. Sole 
parental responsibility orders are 
a permanency planning option 
that may suit some children 
and young people in out-of-
home care better than adoption 
or long-term foster care.

REFORmiNG  
OUT-OF-HOmE cARE
key reforms aim to improve 
the outcomes for children and 
young people entering and 
remaining in care by creating 
a stronger mix of sustainable 
out-of-home care services.

Where safety is not an issue, 
strengthening and expanding early 
intervention services and supporting 
restoration through programs such 
as family supervision arrangements 
will reduce the number of children 
who enter and remain in OOHc. 

Transferring case management 
to NGOs funded by us is a 
key strategy to promoting a 
sustainable out-of-home care 
system, with a focus on better 
health, education and wellbeing 

outcomes for children in care. 
currently, more than 1,200 
children and young people are 
case managed by NGOs.

in line with the Special commission 
of inquiry into child Protection 
Services in NSW the government 
is committed to the transition of 
OOHc to the non-government 
sector. This transfer needs to 
occur in a way that is beneficial 
for children and young people 
and sustainable for the NGO 
sector and the government.

To inform this process, a joint 
non-government and government 
ministerial Advisory Group was 
announced to help guide the 
transfer of OOHc services to 
the NGO sector. The ministerial 
Advisory Group will be co-
chaired by the chief Executive 
of the Association of children’s 
Welfare Agencies (AcWA) and 
the Director General of FAcS. 

An intergovernmental OOHc 
Taskforce was also established 
to support improvements in 
contractual arrangements and held 
its first meeting in June 2011.

in 2010–11, contract reform work 
progressed to ensure payments 
to NGOs better reflect service 
use. The NGO contract Reform 
consultative Group considered 
the way general foster care and 
residential costing models are 
developed and applied both now 
and into the future, compared 
costs to manage out-of-home 
care placements and further 
reviewed caseload benchmarks 
in out-of-home care and a 
common assessment tool for 
children entering care in NSW.

A caseload benchmark project 
helped define and establish 
benchmark caseloads for statutory 
and supported care. Benchmarks 
for OOHc unit costs were 

developed for service models, and 
a forecasting model was developed 
for updating cost forward 
estimates in out-of-home care.

The OOHc Taskforce will guide 
further work on OOHc contractual 
arrangements. The ministerial 
Advisory Group will guide further 
work on how the OOHc system 
can be reformed to better support 
children and young people.

in partnership with AbSec, work 
continued on the Aboriginal OOHc 
Service capacity-building initiative 
to help Aboriginal organisations 
become effective and sustainable 
providers of OOHc for Aboriginal 
children and young people. 

in 2010–11, six of the seven 
organisations continued to receive 
more funding under the three-year 
strategy which began in 2007–08 
and which aims to double the 
number of OOHc placements 
for Aboriginal children and young 
people in NSW. in September 
2010, the seventh organisation 
was approved for growth funding 
for case management. 

in 2010, work began to support 
existing Aboriginal organisations 
not currently providing OOHc 
to become OOHc service 
providers in the future. 

Four Aboriginal NGOs will receive 
funding of up to $3.2 million 
over two years to provide family 
preservation and foster care 
recruitment and support services. 
During the two years, each of 
the NGOs will be working to gain 
OOHc accreditation through the 
Office of the children’s Guardian.
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AccREDiTATiON, 
STANDARDS 
AND QUALiTy 
imPROvEmENT
in December 2010, community 
and Disability Services ministers 
across Australia endorsed a 
set of 13 National Standards 
for OOHc that will be gradually 
implemented from July 2011, 
with the first public reporting in 
2012. These standards also form 
the 12 national priorities planned 
during the first three-year period 
under the National Framework 
for Protecting Australia’s children 
2009–20. These standards will 
help to ensure that children 
and young people are provided 
with a consistent standard of 
care, regardless of where they 
live in Australia, as well as put 
in place a nationally consistent 
data collection and reporting 
framework. By 2015, there will be 
22 measures reporting against 
the full set of national standards.

Accreditation for providers of 
OOHc (following the end of the 
current accreditation to 2013) 
requires practice improvements 
assessed against standards 
through annual progress reports 
and participation in case file 
audits. We continue to participate 
in the children’s Guardian 
Accreditation and Quality 
improvement Program. The 
Guardian assesses our progress 
against the NSW Standards for 
Statutory Out-of-Home care. 

Based on audit results and 
feedback from the children’s 
Guardian, a case planning 
framework, procedure and 
case plan template have been 
developed to support staff 
capacity to meet case planning 
requirements established by 
the standards. Staff training in 
case planning requirements is 
expected to begin in July 2011.

A review of out-of-home care 
policies and procedures was 
completed in 2010 and work 

began on streamlining the 
procedures. Strategies to improve 
practice around relative and 
kinship carer assessment, training 
and support are being developed. 

During the year, 50 community 
Service centres were briefed 
in preparation for the 2011–12 
audit process and caseworkers 
were assisted during on-
site assessment visits by 
the children’s Guardian.

A behaviour and needs assessment 
tool is being trialled to assess the 
factors which determine the level 
of care to best meet the needs of a 
child or young person entering out-
of-home care. This tool will improve 
the transparency, consistency and 
cost effectiveness of placement 
decisions, as well as improve 
matching placements with the 
specific needs of a child or young 
person. Reaching agreement 
on a common framework for 
making placement decisions is an 
important milestone in transitioning 
out-of-home care to the NGO 
sector. The tool was being trialled 
from July to September 2011 and is 
expected to be introduced in 2012. 

During the year, a policy 
proposal was drafted for 
assisting unaccompanied 
children under 16 years who 
are in a specialist homelessness 
service, regarding the type of 
assistance provided by us to 
these children and young people. 

SUPPORTiNG cARERS 
in 2010–11, we recruited, 
assessed, trained and authorised 
328 new foster carers. 

carerlink, a web-based 
application designed to 
help process all foster care 
applications, allows people to 
apply online at a time that suits 
them. During the year, carerlink’s 
operation was strengthened with 
new online training and support to 
new and existing carerlink users. 

A toll-free number allows 
potential applicants to speak to 

someone about the process of 
applying and find out more about 
what it means to be a carer.

The Fostering NSW campaign, 
run in partnership with peaks and 
22 non-government foster care 
organisations, launched in April 
2010 to drive potential new carers 
to the Fostering NSW website  
www.fosteringnsw.com.au.  
As at 30 June 2011, there were 
18,091 visits to the website and 
1,767 calls to the call centre 
– 1800 2 Foster. Plans are 
underway with AcWA, which will 
continue this campaign work. 

Foster care recruitment resources 
are available to Aboriginal, 
Greek, vietnamese and Arabic 
communities. Three foster carer 
recruitment initiatives targeting the 
Arabic-speaking, African and Greek 
communities began in November 
2010. An evaluation is due in late 
2011. Our work includes strategies 
to support ongoing recruitment 
of Aboriginal carers and carers 
for children with a disability.

The carer recruitment project 
leadership group provides 
coordination and direction on 
recruitment and authorisation of 
foster carers with membership 
including AcWA and AbSec.

improving support for carers 
strengthens the quality and 
stability of placements and 
supports better life outcomes for 
children and young people in their 
care. children in care who have 
experienced serious abuse and 
neglect face incredible challenges 
and often need tailored support 
services to meet their needs. 

This year, significant work took 
place to improve support and 
training for foster and kinship 
carers and encourage increased 
participation in carer peer support 
groups. Work also focused on 
supporting Aboriginal kinship 
and foster carers and improving 
their access to support, 
especially for carers in remote 
and regional communities.



102 Department of famILY anD CommUnItY ServICeS
ANNUAL REPORT 2010–11

C
o

m
m

u
n

it
y

 s
e

r
v

iC
e

s

Supporting children in care
cONTiNUED

We fund and work with AbSec, 
connecting carers NSW, Link 
Up and cREATE to deliver 
tangible support, training, 
counselling, advocacy, resources 
and advice to more than 4,000 
carer families across NSW. 

connecting carers NSW 
offers structured peer support, 
training and network activities, 
as well as a 24-hour telephone 
support line for carers. 

Foster care advisory groups in 
all regions continue to give foster 
carers and staff an opportunity to 
talk through issues and strengthen 
support and partnership. 

This year, support initiatives included:

•  publishing ‘caring for kids 
– a guide for foster, relative 
and kinship carers’, a new 
resource providing information 
for carers about their roles, 
responsibilities, entitlements 
and relevant policies

•  a new carer information 
sheet to enable staff to 
provide localised contacts 
and support information as 
well as the Support For you 
brochure available online

•  a one-day statewide meeting of 
Regional Foster care Advisory 
Group (RFcAG) representatives 
in June 2011, bringing together 
60 representatives to share and 
discuss issues, solutions and 
initiatives to improve support 
for foster and kinship carers 

•  training for RFcAG 
representatives on their 
role and responsibilities 

•  amendments to the 
RFcAG terms of reference 
across regions to include 
AbSec representation.

A quarterly magazine, Fostering 
our Future, delivered news, advice 
and contact information to more 
than 2,400 carer families, with 
distribution extended to include 
all authorised kinship carers. 

The Our carers for Our kids 
training package continued to 
deliver culturally appropriate 
training for new Aboriginal 
carers, while the muslim Foster 
care Program helped to recruit 
and support carers to provide 
culturally appropriate placements 
for children entering OOHc. 

AbSec continues to provide 
support and advocate for carers of 
Aboriginal children and is funded 
by us specifically to establish 
more Aboriginal carer support 
groups across NSW and increase 
participation in these groups. 
Several new Aboriginal carer 
groups have been established 
in western and southern NSW, 
and this work will continue.

Fourteen Aboriginal carer 
‘leaders’ completed a training 
pilot aimed at giving carers an 
active role in delivering training 
to other Aboriginal carers 
and to actively encourage 
participation in support groups. 
This leadership training role will 
happen across regions in 2012. 

New culturally relevant support 
resources were developed 
following consultation with 
Aboriginal carers in urban and 
regional areas. The Raising 
Them Strong DvD, booklet and 
topic cards provide practical 
information and advice on topics 
including health, education, 
family contact, loss and grief and 
where to find support. Distribution 
will take place in July 2011.

This year, cultural training for 
authorised non-Aboriginal carers of 
Aboriginal children was delivered to 

our staff across the regions.  
The cultural training was developed 
by AcWA to complement Shared 
Stories Shared Lives training 
and aimed at assisting non-
Aboriginal carers to understand 
the importance of meeting the 
cultural needs of Aboriginal children 
and young people in care. 

A review of allowances and 
contingencies paid to carers was 
undertaken, including a comparison 
with payments in other Australian 
jurisdictions. Payments to carers 
in NSW are among the most 
generous in Australia. A number 
of options for ensuring that 
allowances and contingencies are 
well targeted and cost effective 
are under consideration.

As a result of recent changes 
to the child care Rebate by the 
commonwealth Government, we 
asked all carers to ensure that the 
child care Rebate is paid directly 
to the child care service provider to 
offset fees. We will reimburse carers 
for the full costs of child care after 
the child care Benefit and child 
care Rebate have been applied.

This year, changes to Supported 
care Allowance assessments were 
introduced to ensure only children 
who are in need of care and 
protection and are unable to safely 
remain with their parents receive the 
allowance. changes made to the 
Children and Young Persons (Care 
and Protection) Act 1998 legislation 
about when this allowance can be 
paid apply to all supported carers. 

carers who receive the Supported 
care Allowance were advised 
of the changes to the eligibility 
criteria which may affect them.

The Supported care ‘No Order’ 
Project is transitioning existing 
supported care where there 
are no order arrangements to 
align with the new legislative 
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provisions. Following a trial looking 
at pre-proclamation cases, new 
assessment and review procedures 
were introduced statewide. 

ADOPTiON AND 
PERmANENT cARE 
Adoption or permanent care can 
give a child a sense of security 
and belonging to a family when 
they cannot remain with their 
birth or extended family. 

We provide adoption services within 
four key programs comprising: 

•  OOHc 

•  local adoption and permanent 
care including special 
needs, intrafamilial and 
special case adoption 

•  intercountry adoption 

•  post-adoption. 

Where it has been assessed 
that children are not able to live 
with their parents or extended 
family, permanency is achieved 

for children through adoption. 
During the past four years, the 
numbers of adoption orders 
made for children in care has 
more than doubled. As at 30 
June 2011, there were:

•  applications for the adoption 
of 18 children under 
Parental Responsibility of 
the minister before the court 
awaiting determination 

•  118 children where an 
application is being prepared 
for court following assessment 
and approval by us 

•  194 children for whom the 
suitability of adoption is 
currently being assessed 

•  226 children where an inquiry 
has been received about 
commencing the process 
of exploring adoption.

in 2010–11, 48 birth parents 
were counselled about adoption 
and permanent care alternatives. 
The program is holding 189 

expressions of interest in local 
adoption. As at 30 June 2011, 
there were 38 families approved 
and awaiting placement of a 
child through the program. 

While the commonwealth 
Government now manages 
overseas adoption programs, we 
are responsible for processing 
intercountry adoption applications 
that are sent to overseas 
countries. As at 30 June 2011, 
420 families made up the 
intercountry adoption program 
caseload, which includes 42 
families being assessed, 266 
families with a file overseas 
awaiting an adoption proposal 
and 21 families who have 
received an adoption proposal 
and are awaiting their notice to 
travel. in total, 53 families have 
been allocated a child in the past 
year and 94 families are receiving 
post-placement support. 

in 2010–11, 45 children arrived 
in NSW with their adoptive 
family, and 70 intercountry 
adoption orders were made. 
The number of intercountry 
adoptions and applications 
lodged in NSW continues to 
decline, while a steady withdrawal 
rate of intercountry adoption 
applications is becoming evident. 

During the year, we contributed 
to the review of National minimum 
Principles in Adoption, which will 
contribute to greater consistency 
across states and territories. 
The revised principles will be 
submitted to the community 
and Disability Services 
ministers for endorsement.

Under the commonwealth State 
Agreement for the continued 
Operation of Australia’s 
intercountry Adoption Program, 
we have contributed to a working 
party on the harmonisation of 
adoption legislation and practice 
and investigation of alternative 
models for the operation and 
administration of intercountry 
adoption in Australia.

nsW out-of-home carer payment rates (fortnightly) 

alloWaNCe age groupS 2008–09 2009–10 2010–11

Care
0–4 $395 $403 $413

5–13 $443 $452 $463

14–17 $595 $607 $622

Care + 1
0–4 $591 $603 $618

5–13 $665 $679 $696

14–17 $891 $910 $933

Care + 2
0–4 $782 $798 $818

5–13 $877 $895 $917

14–17 $1,177 $1,202 $1,232

adoption orders

2007–08 2008–09 2009–10 2010–11

Out-of-home 
care adoptions 22 30 48 45

Local adoptions 15 20 13 14

Step-parent 
adoptions 10 9 16 33

Special case 
adoptions 2 3 2 1

Relative adoptions 3 - - 1

intercountry 
adoptions 73 93 78 70

Source: kiDS – corporate information Warehouse annual data.
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Supporting children in care
cONTiNUED

We continued to fund the Post 
Adoption Resource centre to 
provide information, assistance 
and support to people who were 
adopted and members of their 
birth and adoptive families.

Our Adoption information Unit 
released identifying information 
(names and dates of birth) to 
707 people, allowing them to 
search for family members. A total 
of 635 people received social 
and medical information about 
other parties to their adoptions 
from our adoption records. 

A total of 258 families with an 
adopted person under the age 
of 18 received ongoing support 
including a range of specialist 
mediation and referral services. 
At 30 June 2011, there were 
29,880 people registered on the 
Reunion and information Register, 
with 176 people matched and 
contact mediated this year.

in march 2011, we provided 
a submission to the Senate 
community Affairs committee 
inquiry, Commonwealth 
contribution to former forced 
adoption policies and practices. 
The NSW submission provided 
some historical context on 
former adoption practices and 
the influence of commonwealth 
policies and programs. The 
Senate committee is expected 
to report later in the year.

cHiLDREN AND 
yOUNG PEOPLE 
RESTORED TO 
THEiR FAmiLy 
if possible, the possibility of 
restoration needs to be decided 
early and before any other 
permanent placement option is 
considered. A decision about 
restoration should take no 
longer than six months for non-
Aboriginal children aged two 

years or less, and 12 months for 
older children and young people.

Work continues to ensure that 
specific consideration is given 
to Aboriginal participation in 
decision-making, with the 
Restoration Decision-making 
Guide, which forms part of 
the Permanency Planning 
guidelines, adapted to meet 
the identity and cultural needs 
of Aboriginal children.

A new initiative, the Short Term 
court Order Family Preservation 
and Restoration Pilot, forms part 
of keep Them Safe commitments 
to reduce the number of children 
who need to enter care and remain 
in care, and thereby develop a 
more sustainable OOHc system. 

We are working with the children’s 
court to reduce timeframes for 
court proceedings and improve 
the use of existing legislative 
provisions including parental 
supervision. By considering 
assessment and restoration at key 
points in the case management 
process, the pilot is encouraging 
more family restoration in 
appropriate circumstances. 

caseworkers provide intensive 
casework alongside NGOs 
which deliver intensive family 
preservation services to families 
at risk of having children enter 
foster care. The $7.5 million 
funded pilot is working with up to 
235 families in Raymond Terrace, 
Gosford, central Sydney and 
Eastern Sydney over the next two 
years. An independent evaluation 
will be completed in 2013. 

A trial of permanency planning 
for Aboriginal children aged 
two years and under and their 
siblings began in April 2011. The 
12-month trial is taking place at 
Shellharbour, central Sydney, 
Blacktown and Armidale. 

cHiLDREN AND 
yOUNG PEOPLE 
WiTH HiGH NEEDS 
Some children and young 
people in OOHc have extremely 
challenging behaviours associated 
with a traumatic history and 
need access to specialist 
programs and supports. 

NGOs provide special OOHc 
placements for these young 
people, including intensive foster 
care, intensive residential care 
and a small number of supported 
independent living placements, with 
around 816 placements in total. 

Our intensive Support Services 
provide intensive case 
management for high needs 
children and young people. 
Teams work closely with OOHc 
agencies which provide day-
to-day care for this vulnerable 
group. caseworkers coordinate 
the multiple agencies that are 
usually involved in supporting 
children and young people with 
complex needs through regular 
case planning and review.

casework teams operate in 
Sydney, Wollongong, Gosford 
and Newcastle with outposted 
caseworkers in northern and 
western NSW. This year, regional 
panels conducted more than 
5,000 reviews of placement and 
case plans for high needs children.

Last year, a new model of 
therapeutic secure care was 
developed for a small group of 
children and young people whose 
behaviours place them at extreme 
risk of harm to themselves and 
who cannot be safely managed in 
a less secure setting. Sherwood 
House, managed by us, is the only 
therapeutic secure care service in 
NSW and provides treatment and 
placement to five young people. 
The outcome research indicates 
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a significant reduction in self-
harm and challenging behaviours 
for these young people.

metro intensive Support 
Services and Sherwood House 
were assessed as meeting 
OOHc standards by the Office 
of the children’s Guardian in 
the second half of 2010.

This year 118, children and young 
people who have complex care 
needs were assisted, including 21 
new referrals. Ten young people 
left care during this period.

Our other initiatives in 2010–11 
supporting children and young 
people with high needs included:

•  partnerships with Taronga Zoo 
Sydney and Taronga Western 
Plains Zoo providing eight 
high needs young people 
with experience in animal 
handling and zoo keeping

•  Alternate care clinic at 
Westmead children’s Hospital, 
a joint program with NSW 
Health delivering mental 
health services to high needs 
children in western Sydney 

•  immunisation clinics held 
jointly between High Street 
youth Services and metro 
intensive Support Services

•  partnership with the Juniperina 
Housing Accord established to 
provide housing and support 
services to young women 
(aged 16 to 21 years) at risk 
of reoffending and entering 
or re-entering Juniperina 
Juvenile Justice centre 

•  integrated case management 
Project for young offenders 
who have conditional bail 
and cannot be released 
from detention because 
they are homeless.

imPROviNG 
EDUcATiON, HEALTH 
AND mENTAL HEALTH 
OUTcOmES 
A charter of Rights booklet for 
children, young people and 

carers was updated and reprinted 
to give children and young 
people information about their 
rights and encourage them to 
participate in decision-making. 

Under keep Them Safe, all 
children and young people 
entering OOHc receive a 
comprehensive health and 
development assessment within 
30 days. The OOHc Health 
Screening and Assessment 
Pathway is led by NSW Health in 
partnership with us, and includes 
health screening, development 
of health management plans, 
health service intervention and 
review for children and young 
people entering statutory OOHc. 

All children and young people 
in care are eligible to apply for 
a foster child health care card 
which offers cheaper prescription 
medicine and bulk-billed general 
practitioner visits, and reduces 
out of hospital medical expenses. 

A partnership with Sydney 
children’s Hospital Randwick 
operates a screening clinic for 
children and young people in care 
and makes recommendations for 
further diagnostic work, treatment 
or specialist assessment. During 
the year, the clinic saw 46 children. 

Under keep Them Safe, each child 
and young person in statutory 
OOHc should have an individual 
education plan prepared for them 
within 30 days. We partner with 
the Department of Education and 
communities to ensure that this 
happens. The memorandum of 
Understanding between us and 
the Department of Education 
and communities was revised to 
include the increased role of NGOs 
in delivering more OOHc services. 

AFTERcARE SERvicES 
The Children and Young Persons 
(Care and Protection) Act 1998 
provides assistance for young 
people who are transitioning 
from OOHc to independent 
living. Assistance can include 
help to find accommodation, 

undertake education and training, 
or access income support and 
healthcare. it may also include 
referrals to counselling services. 

Online and printed information 
about leaving care, including 
your Next Step, is available 
for young people, carers and 
OOHc agencies, and provides 
information about entitlements 
and support. During the year, 
we published Leading The Way 
to help carers prepare and 
support young people. Training 
is now offered to carers through 
connecting carers NSW to 
support their role in preparing 
young people for adult life. 

Transitioning to independence 
is a key priority area under the 
National Framework for Protecting 
Australia’s children, and NSW 
is working closely with the 
commonwealth Government to 
improve outcomes for young care 
leavers. NSW is contributing to 
the development of a nationally 
consistent approach to leaving 
care and a review of the Transition 
to independent Living Allowance. 

Wattle Place is a new statewide 
support service for any person 
who grew up in institutional care 
in NSW regardless of where they 
now live in Australia. Funded by 
us, it is now run by Relationships 
Australia NSW. inquiries for 
support and assistance can 
be made on 1800 656 884. 

During 2010–11, a new specialist 
unit was established to improve 
the processing of applications 
from care leavers wanting to 
access their personal information 
in our records. Specialist staff 
were also employed to identify 
and prioritise for indexing 
surviving historic community 
Services records which mention 
mature age care leavers. This 
project is especially important 
for care leavers for whom there 
are no surviving ward files. 
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Supporting services and systems
This year we continued to 
deliver frontline child protection 
services and implement 
major change and reform. 

Providing evidence-based, 
accountable and transparent 
quality services remains 
paramount as we carry out 
reviews, audits and investigations, 
and provide public information 
through our website, publications, 
community education programs 
and reports about our work. 

Work continued to strengthen 
relationships and partnerships 
with NGOs, peaks and other 
key agencies to build our service 
delivery system, including 
increasing the capacity of NGOs 
to deliver more services in the 
future. We currently fund about 
1,500 services and programs.

more than 62 percent of our 
total budget in 2010–11 was 
spent on supporting or procuring 
services from our community 
partners, including NGOs and 
other external providers.

Quarterly statistical reports were 
provided to partner agencies 
providing feedback about contacts 
made by the child Wellbeing Units. 

Reporting on OOHc was 
improved in 2010–11 to provide 
more detailed information by 
service type and integrating 
financial and non-financial 
information into a single 
consolidated reporting structure.

The structure of the Finance 
committee was reviewed 
and, to provide better financial 
accountability and strategic 
budget management, it now 
forms part of community Services 
Senior Executive Forum.

A major project is underway to 
make the client management 
system more efficient so 
that caseworkers can spend 
more time with clients. 
The Assist Program was 
established to integrate a 
number of projects that were 
previously run separately. 

This has brought together 
the following projects:

•  kiDS core Design Update, 
including the corporate 
information Warehouse update 

•  Structured Decision making® 
(SDm), including business 
process mapping 

•  community Online 
management System 

•  workload management 

•  mandatory Reporter feedback 

•  extension of eReporting  
to include more  
government departments.
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During the year, psychological 
support services were expanded, 
providing expert support to both 
caseworkers and children and 
young people. The service now 
has a rural and remote team 
which operates as a “flying 
squad” providing assessment 
and support to families and 
children in isolated areas.

Psychologists assisted 
casework on more than 
300 cases, including many 
complex cases needing several 
consultations. Additionally, 
psychologists provided:

•  positive behaviour support 
training for 40 casework staff

•  a program for casework 
staff on mental health in 
collaboration with specialist 
staff in the clinical issues Unit 

•  20 courses for carers; each 
course involved weekly 
sessions for five to eight weeks. 

A full internship program 
for nine provisionally 
registered psychologists is 
currently being developed. 
in addition, four Aboriginal 
provisional psychologists were 
supported and completed 
a cadetship program.

When a child who is known 
to community Services dies, 
a review of our involvement is 
completed. Outcomes are used 
to improve organisational policies, 
procedures and practice. We 
work closely with other agencies 
involved in a child death review, 
particularly the NSW Ombudsman 
and the NSW coroner. 

in 2010–11, 110 initial reviews, 
six child death reviews and 
two critical report reviews 
were completed. The roll-out 
of an Action Learning Strategy 
to deliver the findings of the 
Deaths of Aboriginal children 
and young People 2005–07 
cohort review to our frontline 
staff was also completed. 

A range of practice reviews, 
training sessions and papers 
for internal and external 
forums, including the Second 
Australasian conference on 
child Death inquiries and 
Reviews, were also developed.

The Reportable conduct Unit 
(formerly Allegations Against 
Employees) responds to 
allegations of reportable conduct 
by our staff, including authorised 
carers. in consultation with 
stakeholders, the unit’s name 
was changed in 2011 to better 
describe the scope of its work. 

During the year, the unit received 
1,006 referrals, began 383 
investigations and finalised 378 
investigations. more than half of 
the 1,006 reports (605) did not 
meet the threshold of reportable 
conduct. Of the 383 that met the 
threshold, 16 percent (60) were 
referred to the Ombudsman.

in 2010 the unit worked 
intensively with the regions to 
complete their carer investigations 
so that the centralised response 
model could be fully implemented. 
The unit has also developed 
policies and procedures that 
ensure that investigations are 
clearly related to the seriousness 
of the allegation and the level of 
risk an employee presents to the 
safety and wellbeing of children.

We also worked with the NSW 
Ombudsman’s Office to develop 
a shared understanding of 
matters that are exempt from 
reporting on an individual basis 
to the Ombudsman under the 
class or kind agreement. 

in 2010–11, the NSW 
Ombudsman made 292 
requests for information which 
were coordinated centrally, 
while 93 requests involved the 
Ombudsman’s office dealing 
directly with our staff. 

in 2010–11 1,661 requests 
were processed from other 
external agencies, an increase 
from the 400 last year. 

On 18 April 2011, we began 
exchanging information using 
chapter 16A of the Children 
and Young Persons (Care and 
Protection) Act 1998. chapter 
16A allows information to be 
exchanged between certain 
organisations working with or 
providing services to children and 
young people and their families, 
despite other laws that prohibit 
or restrict the disclosure of 
personal information, to promote 
the safety, welfare or wellbeing 
of children or young persons.



108 Department of famILY anD CommUnItY ServICeS
ANNUAL REPORT 2010–11

HOUSiNG NSW

“We really love our new home. 
It’s the first time we’ve lived 
in a brand new place. It’s a 
really good place to bring 
up a young family and the 
neighbours are good. We’re 
happy here and grateful 
to Family and Community 
Services for helping us out.”

mARk, HOUSiNG NSW TENANT, SyDNEy
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Housing NSW
cHiEF ExEcUTivE’S 
FOREWORD
Since the NSW State Election, 
the housing portfolio is now 
shared by two ministers – the 
Hon. Pru Goward, minister for 
Family and community Services 
and the Hon. Greg Pearce, 
minister for Finance and Services. 
i look forward to working with 
both ministers to continue 
to provide the best possible 
standard of housing services 
to tenants across the state. 

Our achievements in 2010–11 
were significant and included 
assisting 332,280 people 
to live in public, community 
and Aboriginal housing under 
existing tenancies, as well as 
offering 14,438 new tenancies. 

in addition, over the past 12 
months we housed 5,309 
people who were homeless or 
at risk of homelessness, as well 
as assisted more than 15,770 
clients through projects funded 
under the National Partnership 
Agreement on Homelessness. 

One of our key targets is to 
reduce homelessness among 
Aboriginal people by one third by 
2013. To achieve this, we have 
established 20 Homelessness 
Action Plan projects that provide 
housing and tenancy support 
for Aboriginal people, and 
we are increasing Aboriginal 
representation on Regional 
Homelessness committees 
to ensure that services are 
tailored to meet the needs 
of Aboriginal people. 

Another focus for the year has 
been our continued support of the 
growth of the community housing 
sector. During 2010–11, we 
transferred ownership of 3,076 
public housing properties to 14 
community housing providers.

During the year, i was delighted 
to see the official opening of 
Hope Hostel, an award winning 
state-of-the-art men’s facility to 
address homelessness, managed 
by Parramatta mission. The 
development incorporates crisis 
accommodation with 24-hour 
care, as well as long-term tenure 
apartments that support the 
transition to independent living. 

it was also exciting to see the 
completion of the first two stages 
of one of our major community 
redevelopments – the Bonnyrigg 
Living communities project.  
This project is the first social 
housing public-private partnership 
in Australia and has delivered 77 
social housing properties and 
offered 133 houses for sale to 
the private market. Over the next 
12 years, the Bonnyrigg public 
housing area will be redeveloped 
to include 2,332 homes consisting 
of a mix of private and social 
housing. in recognition of our 
achievement, this project received 
the Government Leadership 
award at the prestigious Urban 
Design institute of Australia 
Awards for Excellence. 

Housing Pathways has been 
operational for more than a year 
and has simplified applying for 
social housing with Housing NSW, 
the Aboriginal Housing Office and 
26 community housing providers 
by introducing one form, one 
process and one housing register. 
This has been a very successful, 
collaborative initiative, making 
it easier and fairer to apply for 
housing assistance across NSW.

The year 2010–11 has been a 
busy and productive year for 
our staff and it is with pride 
that i reflect on our collective 
accomplishments. i wish to 
express my sincere thanks 
to all Housing NSW staff for 
their continued dedication 
and commitment to helping 
some of the most vulnerable 
people in our society. 

mike allen
chief Executive 
Housing NSW 
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Overview 
WHO WE ARE 
Housing NSW operates under 
the Housing Act 2001 to 
manage the NSW Government’s 
housing portfolio and develop 
broader housing strategies. 

We aim to build a stronger 
community by providing housing 
solutions for people in need. 
We are working towards: 

•   ensuring that homeless people 
have access to housing and 
are able to sustain a tenancy 

•  providing appropriate and 
sustainable social housing 

•  integrating social housing 
in communities 

•  increasing access to 
affordable housing 

•  delivering quality 
customer service 

•  implementing sustainable 
business practices. 

WHAT WE DO 
We work with government 
departments, stakeholders and 
non-government organisations 
to address homelessness in 
NSW. We manage the NSW 
public housing portfolio, support 
community housing and crisis 
accommodation and manage 
Aboriginal public housing 
for the Aboriginal Housing 
Office. We play a key role in 
developing policy and supporting 
relationships to increase access 
to affordable housing across 
NSW, as well as providing a range 
of services to help people move 
into the private rental market and 
home ownership. We also provide 
policy advice to government and 
manage the Housing Act 2001 
and associated legislation. 

OUR cLiENTS 
People who live in social housing 
provided through public, 
community and Aboriginal 
housing, represent the majority 
of our clients. Strong population 
growth in some areas, particularly 
in the Sydney metropolitan and 
coastal areas, has contributed 
to increased demand for 
housing assistance and other 
support services. We support a 
growing number of clients with 
complex needs including older 
people, people with a disability, 
people with mental health 
issues and Aboriginal people. 

“ We’re transforming estates by upgrading 
properties, running tenant employment 
programs, capacity-building and 
empowering local people to take 
responsibility for their own communities. 
We’re making these areas safer and people 
feel much happier about where they live.”

 – John, Housing NSW Director Resource Planning,  
Greater Western Sydney Region
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Our highlights
in 2010–11, we:

•  assisted more than 332,280 people to live in 
public, community and Aboriginal housing

•  assisted 36,170 people with rental assistance in 
the private sector and provided 7,763 homeless 
people with temporary accommodation 

•  assisted more than 15,770 clients through 
projects funded under the National 
Partnership Agreement on Homelessness

•  launched 10 Regional Homelessness  
Action Plans as part of a four-year,  
$284 million commonwealth and state 
funding commitment to provide local, tailored 
initiatives to combat homelessness in NSW

•  delivered 4,483 homes under the Nation 
Building Economic Stimulus Plan (NBESP)

•  began major redevelopment projects in 
Riverwood, Tamworth and Windale to revitalise 
public housing areas, reduce concentration 
of public housing estates, as well as 
increase the supply of affordable housing

•  invested more than $13.9 million under the 
Building Stronger communities Program to 
improve the built environment and develop 
supportive communities for social housing 
tenants in seven major locations

•  continued affordable housing initiatives 
including the Affordable Housing innovations 
Fund and the Social Housing Growth Fund 

•  designated more than 5,000 public housing 
properties as senior communities under the New 
Directions for Older Persons Strategy, and spent 
more than $60 million on modifying and upgrading 
public housing properties to cater for older people 

•  launched the 2010–13 Aboriginal Employment 
Strategy to address targets set by the council 
of Australian Governments to halve the gap in 
employment outcomes between Aboriginal and 
non-Aboriginal people within 10 years, as well as 
improve service delivery to Housing NSW clients

•  received a number of awards including 
the 2010 Australian crime and violence 
Prevention Award, three awards from the Urban 
Development institute of Australia and two 
awards from the Housing industry Association 

•  The Registrar of community Housing 
assessed 298 registrations for community 
housing assistance and established the 
regulatory system with 236 registered and 
compliant community housing providers.

 36,170
people assisted with rental  
assistance in the private sector 
and 7,763 homeless people provided 
with temporary accommodation
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Our performance
PERFORmANcE SUmmARy

 2007–08 2008–09 2009–10 2010–11

resources   

Total number of employees 2,565 2,604 2,575 2,485

Customers   

Number of tenancies (at 30 June 2011)   
Public housing 119,033 117,288 114,469 113,023

community housing 16,325 16,639 18,596 24,298

Aboriginal Housing Office 4,122 4,101 4,141 4,267

Total tenancies managed by housing NSW 139,480 138,028 137,206 141,588

number of new tenancies   

Public housing 7,895 6,311 6,012 6,111

community housing 3,437 3,339 4,728 7,860^

Aboriginal Housing Office 400 303 362 467

Approved applicants on the Housing NSW register 43,134 39,484 43,335 46,792

Private rental assistance (includes Rentstart and Special 
Assistance Subsidy) – number of households 29,872 34,187 37,174 38,930

assets   

Properties under management   
Public housing 125,171 124,086 121,662 120,380#

community housing 15,397 16,141 18,910 24,584

crisis accommodation 1,502 1,511 1,538 1,498

Aboriginal Housing Office 4,248 4,256 4,296 4,525

Total homes under management 146,318 145,994 146,406 150,987

Number of public and community housing 
properties completed in the year 995 1,224 1,953 5,165

Number of affordable housing properties completed in the year  184 506 353

People assisted in social housing   

Public housing 254,400 245,800 240,800 232,600

Aboriginal housing 13,400 13,000 13,200 13,800

crisis accommodation 39,700 40,800 41,000 37,200

community housing 38,700 41,800 44,500 48,680

Total 346,200 341,400 339,500 332,280

finances   

Net rental income and tenancy charges ($m) 661* 688 694 699

Government grants ($m) 494 890 1,923 941

maintenance and upgrading expenditure ($m) 385 420 565 476

Property asset value ($m) 28,014 27,937 31,929 30,926

^  The significant growth in new tenancies for community housing is due to the increase in Nation Building Economic Stimulus Plan properties under  
management during 2010–11.

#   There has been no reduction in the total number of social housing properties under management. Because of the commitment to grow community housing, 
3,076 properties were transferred from public housing to community housing providers in 2010–11.

* includes other tenant charges. 
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cASE STUDy 

Keeping people connected
for older tenants living 
alone, Housing nSW and 
the australian red Cross 
provide a reassuring 
service which has the 
potential to save lives. 

through tenant Connect, 
red Cross volunteers make 
a daily phone call to older 
tenants who may not have 
regular contact with friends 
or family, to check on their 
safety and wellbeing.

Currently more than 950 
older tenants receive this 
free service. Since its launch 
in 2008, there have been 28 
instances where the service 
found that a client required 
emergency assistance.

participating tenants receive 
a daily phone call from a 
red Cross volunteer at 
an agreed time, keeping 
in touch and ensuring the 
wellbeing of older tenants.

maureen, who is 82 years 
old, relishes regular contact 
with the volunteers.

“I don’t know what I’d do 
without them,” she said.

“one morning I had a fall 
and hurt myself. no one in 
the building could hear me 
calling for help. not long after, 
a red Cross volunteer called 
and rang an ambulance 
to come and assist me.

“I hate to think what would’ve 
happened if they didn’t call. 
I’m so thankful for their help.”

tenants aged 70 and over 
or aboriginal tenants aged 
45 and over who live alone 
in public, community or 
aboriginal housing can 
register with the red 
Cross on 1800 827 677 to 
receive this free service.

“ I hate to think what would’ve happened if they 
didn’t call. I’m so thankful for their help.”
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Addressing homelessness
HOmELESS PEOPLE 
HAvE AccESS TO 
HOUSiNG AND ARE 
ABLE TO SUSTAiN 
A TENANcy
People who are homeless or in 
and out of homelessness may be 
living on the street or in parks, in 
short-term crisis accommodation, 
staying with friends and 
relatives on a temporary 
basis, or living in boarding 
houses or in caravan parks. 
The causes of homelessness 
are complex and varied, 
requiring a well coordinated 
response across all levels of 
government to support the most 
vulnerable in our community. 

Housing NSW leads, 
coordinates and implements a 
wide range of projects across 
government to prevent and 
reduce homelessness. Our 
aim is to address the causes 
and identify ways to improve 
the response to homelessness 
in partnership with other 
government departments and 
non-government organisations.

A key policy to reduce 
homelessness is the NSW 
Homelessness Action Plan (HAP) 
2009–14, which is a prevention 
and early intervention approach 
to tackle homelessness. it 
aims to stop people becoming 
homeless, break the cycle of 
homelessness and improve 
and expand the service and 
support system. The focus 
of this approach is to provide 
long-term accommodation and 
support rather than frequent 
short-term crisis intervention.

Around 40 of the 100 HAP 
projects are funded under 
the National Partnership 
Agreement on Homelessness 
2009–13, which outlines the 
state and commonwealth 
governments’ commitment 
to address homelessness. 

in 2010–11, we housed 5,309 
people who were homeless 
or at risk of homelessness.

key performance indicators

TargeT aCTual

Number of 
homeless 
people housed 5,000 5,309

NBESP 
properties 
allocated for 
homeless 
people 40% 48.8%

 

DELivERiNG THE NSW 
HOmELESSNESS 
AcTiON PLAN
We are responsible for 
implementing 16 initiatives under 
the whole-of-government NSW 
HAP. These include the Newcastle 
Assertive Outreach Service, 
which provides outreach services 
including health and medical care 
that is linked to long-term housing 
for rough sleepers in Newcastle. 
This project has successfully 
reduced the number of clients 
presenting at hospitals and health 
facilities as well as improving 
their access to legal services.

The youth Hub Project, based  
in south western Sydney, works 
with young people who are 
leaving correctional facilities.  
it provides an early intervention 
response to young people who 
are at risk of homelessness 
and supports their move to 
long-term accommodation. 
The project also successfully 
links clients to employment 
and training opportunities, 
assists young people to achieve 
independent living and helps 
them successfully re-establish 
themselves in the community.
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community connections, 
located in south eastern NSW, 
provides coordinated outreach, 
accommodation and support 
to a range of homeless people 
with complex needs including 
men, young people, and 
women and children escaping 
domestic violence. This program 
aims to provide assistance to 
help them transition to long-
term accommodation.

All projects funded under the HAP 
require local partnerships to be 
created to ensure that clients are 
supported in their tenancies.

An evaluation of the HAP in 
2011–12 will inform planning for 
National Partnership Agreement 
on Homelessness projects 
once commonwealth funding 
arrangements end in June 2013.

Developed in consultation 
with partner agencies and 
communities and overseen 
by individual Regional 
Homelessness committees, 
Regional Homelessness Action 
Plans were developed in 10 
areas across the state to ensure 
a tailored, effective, local-
level community response to 
homelessness from 2010–14. 

FORGiNG 
PARTNERSHiPS 
TO cOmBAT 
HOmELESSNESS
in addition to HAP partnerships, 
we also work with a range of 
other organisations to deliver 
services to homeless people.  
The Housing and Accommodation 
Support initiative is an innovative 
partnership between us, NSW 
Health and the non-government 
sector to support people 
who are receiving clinical and 
psychosocial rehabilitation 
services. Through this initiative, 
we provide long-term housing 
and tenancy management 
support to clients who have a 
high risk of homelessness. 

REDUciNG 
ABORiGiNAL 
HOmELESSNESS 
To meet a key target to reduce 
homelessness among Aboriginal 
people by one third by 2013, 
we have established around 
20 HAP projects to focus on 
providing housing and tenancy 
support for Aboriginal people. 
We have also developed 
partnerships that provide specific 
support for Aboriginal people 
to sustain tenancies. Work 
is also underway to increase 
Aboriginal representation 
on Regional Homelessness 
committees to ensure that 
service delivery is tailored to the 
needs of Aboriginal people.

Our commitment to improving 
Service Delivery to Aboriginal 
People is a five-year plan 
which aims to ensure that our 
products and services are 
responsive to the needs of 
Aboriginal households. The first 
action under the commitment 
concentrates efforts on 
prevention and early intervention 
approaches to help Aboriginal 
people sustain tenancies. 

5,309
people were housed who were 
homeless or at risk of homelessness
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HOUSiNG ASSiSTANcE 
iNiTiATivES
People who meet the social 
housing eligibility criteria and have 
an urgent, long-term need for 
accommodation that is unmet 
though the private rental market, 
are given priority housing status 
on the NSW Housing Register. 

in 2010–11, 3,997 applicants 
were approved for priority 
housing and 3,905 applicants 
with priority needs were housed 
in properties managed by us.

People not eligible for social 
housing but experiencing short-
term housing crisis may qualify 
for emergency temporary 
accommodation for up to 
three months while longer-term 
housing options are sought. This 
assistance enables people to 
access temporary housing while 
they arrange alternative medium 
to long-term housing options. 

Those eligible for social housing, 
who do not have a safe place to 
stay, may qualify for temporary 
accommodation assistance for 
up to four weeks in low-cost 
hotels, motels and caravan parks. 
Temporary accommodation 
is provided to people when 
assistance to establish a private 
rental tenancy is not possible. 

This assistance is provided by 
local Housing NSW offices, 
as well as through an after 
hours phone service through 
our Housing contact centre. 
Overall, we provided 49,741 
separate instances of temporary 
accommodation assistance 
in 2010–11, an increase of 12 
percent from the previous year. 

Through the After Hours 
Temporary Accommodation 
Service, where clients are 
assessed over the phone, 24,389 
telephone calls were received 
(an increase of 7.3 percent 
over the previous year), and 
accommodation was provided 
for 7,763 homeless clients. 

crisis accommodation assistance 
provides overnight or short-
term accommodation in a 
Housing NSW-owned property 
for homeless people or those 
moving from crisis housing to 
independent living. On 30 June 
2011, we operated 1,498 crisis 
accommodation properties, which 
are also available to support 
clients of non-government, 
Specialist Homelessness Services 
Program-funded organisations.

in 2010–11, we approved  
24 additional units for priority 
groups at an estimated cost of  
$4.8 million. Around $9.6 million in 
funding was allocated to meet the 
ongoing costs of providing crisis 
accommodation services, such as 
repairs and maintenance, leasing 
costs, insurance and council rates. 

Offered in 16 locations across 
NSW, the Private Rental 
Brokerage Service helps clients 
with complex needs to access 
and sustain private rental 
housing. We also provide tenancy 
facilitation where practical 
assistance is given to help clients 
find and apply for housing in 
the private rental market, as 
well as offering advice about 
their rights and responsibilities 
as tenants. The service acts as 
an advocate with landlords and 
estate agents and, in some cases, 
provides a tenancy guarantee 
of up to $1,000 to help clients 
enter the private market. 

For properties built under the 
NBESP, we set a target of 40 
percent of properties to be 
allocated to homeless people 
as a priority. At 30 June 2011, 
1,733 homeless people or 48.8 
percent of all allocations were 
made for these properties, 
exceeding statewide targets.

Addressing homelessness
cONTiNUED

24
additional units approved for 
priority groups at an estimated 
cost of $4.8 million
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Providing appropriate and  
sustainable social housing
Providing appropriate and 
sustainable housing means 
that the social housing system 
will be well positioned to meet 
future demand. We delivered in 
excess of 5,000 new properties 
this year, improved the quality 
and standard of existing social 
housing through maintenance 
and upgrades and helped 
build the community housing 
sector’s capacity to deliver more 
affordable and social housing. 

We are continuing to deliver on 
objectives under the National 
Affordable Housing Agreement, 
a five-year, $1.9 billion funding 
package to provide housing 
assistance programs including 
new housing construction, social 
housing maintenance and a 
range of initiatives to increase the 
supply of affordable housing.

mANAGiNG THE 
HOUSiNG PORTFOLiO
in 2010–11, we delivered 682 
new homes under the annual new 
supply program. The majority 
of these comprised one and 
two bedroom homes meeting 
the current social housing 
demand for smaller properties.

One example of the type of 
projects delivered under the 
annual new supply program 
are the six new developments 
completed during 2010–11 
in Abbotsford and concord 

in the Sydney metropolitan 
area. consisting of 90 units, 
these properties are specifically 
designed to cater for older people 
and formed part of the New 
Direction in Affordable Housing 
for the inner West Strategy. 

Built at a cost of $29 million, 
the developments consist of a 
mix of one and two bedroom 
units and feature generous living 
areas, modern finishes, as well 
as sustainable features such as 
photovoltaic panels, solar hot 
water units and rainwater tanks.

key performance indicators

TargeT aCTual

Number of property management transfers 
to community housing providers 1,500 3,076

NBESP average home cost $300,000 $298,500

total number of properties managed by social housing providers 
as at 30 June 2011

People assisted in social housing
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Providing appropriate and  
sustainable social housing
cONTiNUED

The management of these 
properties has been handed over 
to community housing providers 
community Housing Limited 
and St George community 
Housing and the properties 
are an outstanding example of 
how social housing properties 
can achieve environmental 
design objectives and address 
the challenges inherent in 
our ageing population.

The Strategic Asset management 
Plan sets the future direction for 
asset management activities and 
facilitates joint planning across 
the social housing sector. The 
plan sets out how to maximise 
effective services by integrating 
policy priorities with asset 
planning and governance, as 
well as engaging stakeholders 
across the social housing sector.

As part of the growth strategy 
for the community housing 
sector, Housing NSW has 
implemented a Property Transfer 
Program where the management 
of public housing properties 
is transferred to community 
housing providers. Through the 
Property Transfer Program, the 
management of 1,058 properties 
was transferred to community 
housing providers in 2010–11. 
Housing NSW and providers 
worked closely to ensure a 
smooth transition for tenants. 

mAiNTENANcE 
Shifting focus from a responsive 
to a planned maintenance 
program has seen a significant 
improvement in timeliness to 
urgent and priority maintenance.

From 2009–10 to 2010–11, 
maintenance contractors 
increased compliance for urgent 
maintenance from 88.4 percent 
to 97.2 percent and for priority 
maintenance from 74.3 percent to 
93 percent compliance. A review 
of maintenance contracts and 
performance has begun, with new 
contracts to be in place in 2013.

The Disability modification 
Program is helping people to  
live safely and independently in 
their homes. During 2010–11, 
we spent $7.3 million to 
upgrade 1,743 properties, 
improving tenants’ quality of 
life and providing the option 
to stay in their existing home 
rather than living in a nursing 
home or care institution.

We established the Fire Safety 
Program to ensure that all  
properties continue to 
meet fire safety standards. 
in 2010–11, $17.5 million 
were spent upgrading 4,755 
properties to ensure that 
safety requirements are met.

DELivERiNG THE 
NATiON BUiLDiNG 
EcONOmic 
STimULUS PLAN
The NBESP was introduced by 
the commonwealth Government 
to support economic growth 
and generate employment at 
the height of the global financial 
crisis. The aim is to significantly 
increase the supply of social 
housing through the construction 
of new properties and the 
upgrading of existing stock. 

Under the NBESP, we completed 
5,412 homes by 30 June 2011, 
with 4,483 delivered in 2010–11, 
at an average cost per home 
of approximately $298,500. 

As a provider of new homes 
to the community housing 
sector, we were eligible for the 
input Tax credit (GST credits) 
entitlement for construction costs 
on properties that have been 
completed and handed over to 
a community housing provider. 
As a result, we have been able to 
reinvest the claims to fund and 
deliver an additional 354 NBESP 
dwellings, including 227 which 
have been completed in 2010–11.

To date, the $30 million 
NBESP Bedsit Program has 
converted 315 outdated bedsits 
into more appropriate one 
bedroom accommodation.
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GROWiNG THE 
cOmmUNiTy 
HOUSiNG SEcTOR
An effective social housing 
system requires a strong, 
diverse and well-regulated 
community housing sector.  

in April 2011 we transferred 
ownership of 3,076 public 
housing properties to 14 
community housing providers 
across NSW. increasing the 
sector’s level of property 
ownership is a key strategy to 
help grow the stock of social 
housing. As non-government 
organisations, community housing 
providers are able to leverage 
these assets to access funding 
not available to government, and 
as charities, they are also entitled 
to a range of tax exemptions 
when purchasing new properties.

in 2010–11, building works 
valued at $71.9 million began 
to deliver 280 new community 
housing dwellings in high 
demand areas. community 
housing providers also received 
$472,000 to continue 5,708 
leases and lease an additional 
41 properties to allocate to 
eligible social housing tenants. 

We are introducing a new 
performance reporting framework 
for community housing providers. 
This framework takes into 
account the growth of the sector 
and reflects the separation of 
our role as contract manager 
from the community Housing 
Registrar’s role as regulator. 

This year, the Registrar’s focus 
has been on engaging with 
community housing stakeholders 
and establishing the regulatory 
system under the Housing Act 
2001, as well as implementing 
the Provider Assessment and 
Registration System under a 
service agreement with the 
Aboriginal Housing Office.

The Housing Act provided a 
two-year transitional period 
to assess community housing 
organisations receiving assistance 
from us for registration. At the 
end of the transitional period on 
1 may 2011, the Registrar for 
community Housing conducted 
411 assessments, with 298 
assessments completed in 
2010–11. The regulatory system 
is now fully established, with a 
regulated community housing 
sector of 236 providers. 

GROWiNG 
ABORiGiNAL HOUSiNG
Under the commonwealth-
funded Remote indigenous 
National Partnership, which 
aims to improve housing in 
remote Aboriginal communities, 
Housing NSW and the Aboriginal 
Housing Office delivered 41 
new houses in remote locations 
including Bourke, Lightening 
Ridge, Walgett and coonamble 
and refurbished 241 properties 
owned by Aboriginal community 
housing providers. Despite 
flooding and wet weather causing 
a six-week delay, NSW exceeded 
its targets, building an extra 
five houses and refurbishing 
an extra 13 properties.

The partnership also purchased 
18 properties in regional NSW 
to provide accommodation 
for Aboriginal people who 
need to relocate to pursue 
training, education or 
employment opportunities. 
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Capital supply 2010–11

ToTal  2010–11

CapiTal WorkS expeNdiTure ($)
CommuNiTy 

houSiNg ($m)
publiC 

houSiNg1 ($m) ToTal ($m)

Acquisitions 10.72 81.69 92.41

construction 0.01 325.69 325.70

Redevelopment 61.13 442.92 504.05

conversion 0.06 3.39 3.45

Total 71.92 853.69 925.61

dWelliNg CommeNCemeNTS (uNiTS) Cap* Chap** publiC houSiNg2 ToTal

Acquisitions 7 27 234 268

construction - - 160 160

Redevelopment - 246 442 688

conversion - - 83 83

Total 7 273 919 1,199

dWelliNg CompleTioNS (uNiTS) Cap* Chap** publiC houSiNg3 ToTal

Acquisitions 11 48 205 264

construction - - 1,207 1,207

Redevelopment 12 135 3,543 3,690

conversion 1 - 3 4

Total 24 183 4,958 5,165

dWelliNgS headleaSed Cap* Chap** publiC houSiNg4 ToTal4

Short and long-term

Net new leases - 41 (119) (78)

Total dwellings leased 236 5,786 3,263 9,285

Providing appropriate and  
sustainable social housing
cONTiNUED

1  Public housing expenditure includes Nation Building Economic Stimulus Plan (NBESP), strategic projects expenditure of $14.1 million and project development 
expenditure of $14.5 million.

2 Public housing commencements include strategic projects, 78 units and NBESP stage 2, 135 units.
3  Public housing completions include strategic projects, 4 units, Stage 1 NBESP, 16 units and Stage 2 NBESP, 4,467 units.
4  The decline in headleasing supply numbers is due to the strong rental market. The higher demand than supply provided fewer opportunities for Housing NSW 

to increase headleases or replace losses in existing leases. 
* crisis Accommodation Program
** community Housing Assistance Program
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Housing NSW is about more 
than just bricks and mortar. We 
also aim to provide an integrated 
approach to improving the social, 
economic and physical landscape 
of social housing communities. 

Our strategy is to increase 
private ownership and availability 
of private rental properties in 
concentrated public housing 
areas to promote a broader 
residential mix, stimulating 
greater social and economic 
opportunities. This approach 
also complements policy 
initiatives to increase the supply 
of affordable housing by offering 
former public housing properties 
for sale to the market.

We invest in a range of programs 
to help increase tenants’ social 
and economic participation 
and in infrastructure projects to 
improve the physical environment 
in social housing areas. 

REDUciNG 
cONcENTRATiONS 
OF DiSADvANTAGE
Tenure diversification is part of a 
number of strategies to reduce 
the level of disadvantage that can 
occur in public housing estates. 

These strategies may be 
linked to areawide renewal and 
infrastructure development 
and will address a range of 
policy objectives, such as 
increased supply of social 
and affordable housing.

The aims of these strategies are to:

•  improve social and 
economic participation

•  improve the quality of assets

•  build more socially 
mixed communities.

This may range from small-
scale local projects to 
large-scale investments 
in estate redevelopment 
and urban renewal.

We received $53 million 
in funding under the 
commonwealth Government’s 
Housing Affordability Fund 
to undertake urban renewal 
work in Rosemeadow, Bolton 
Point, claymore, chester Hill, 
Glebe, Prospect, Redfern/
Waterloo, Seven Hills, South 
Randwick, villawood East 
and Wentworthville. The 
funding will contribute to 
social housing area renewal 
including redevelopment, estate 
deconcentration and master 
planning projects. Properties 
will be offered for sale to eligible 
purchasers at discounted 
prices, helping to create a 
better mix of public, community 
and private housing types.

To create more mixed income 
communities and affordable 
housing, we are also working 
with the private sector on urban 
renewal. Through public-private 
partnerships, we are delivering 
new assets and associated 
services, capturing the benefit 
of private sector financing 
to create communities with 
70 percent private and 30 
percent social housing. These 
projects include the following: 

airds/bradbury
The Airds/Bradbury public 
housing area comprises around 
1,200 properties in Airds and 
250 in Bradbury. Over the next 
15 to 20 years, this project will 
revitalise the area by improving 
homes, public spaces and local 
services as well as providing 
new opportunities for residents. 

in conjunction with Landcom,  
a new master plan for the Airds/
Bradbury area has been finalised 
which will see around 600 homes 
completed for social housing 
residents and around 1,400 
properties for private ownership. 

one minto
One minto is about building a 
strong new community through 
a mix of new private and public 
housing and open spaces. 
Together with Landcom, we 
have built 125 private homes 
and 20 seniors’ units, and sold 
around 192 newly-created 
lots. Around $10 million will be 
spent on community facilities 
completely rejuvenating the area. 

Upon completion of the project, 
of the total 1,150 homes in One 
minto, 350 homes or 30 percent 
will be public housing homes. 

Integrating social housing  
into communities
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Integrating social housing  
into communities
cONTiNUED

bonnyrigg 
Under Australia’s first social 
housing private-public 
partnership, the first two stages of 
the Bonnyrigg Living communities 
Project have been completed, 
providing 77 social housing 
homes and 133 private houses for 
sale. This 12-year project will see 
the area transformed to comprise 
1,633 private homes and 699 
social housing properties. 

other projects
Other projects underway 
to reduce concentration of 
public housing and regenerate 
communities include:

•  the Windale Transformation 
Strategy, which will approach 
the market to generate 
innovative ideas to reuse and 
redevelop a number of ageing 
townhouse complexes

•  the coledale Revitalisation 
Strategy, which will refurbish 
social housing properties 
and offer 150 homes for 
sale to low-income owner-
occupiers, including eligible 
Housing NSW tenants

•  the Orange Regeneration 
Partnership Plan, which will 
introduce a broader mix of 
tenancies through the sale of 
249 public housing properties 
to owner-occupiers. 

in 2010–11, the $60.2 million inner 
West Strategy to boost supply of 
social housing in Sydney neared 
completion, with close to 200 
newly-built homes handed over 
to community housing providers. 
One of the strategy’s highlights this 
year was the completion of the 
$29.5 million Lilyfield social housing 
project. This 88-unit architecturally-
designed development is the 
first social housing project in 
Australia to receive a coveted 
5-Star-Green Star rating for 
environmental design excellence.

Revenue for the inner West 
Strategy has been met from the 
sale of high-value Housing NSW 
properties in Sydney’s millers 
Point. Additional properties are 
being sold in millers Point to help 
fund the $170 million cowper 
Street Glebe Redevelopment 
Project, which has the potential 
to deliver up to 486 private, 
affordable and social housing 
properties. construction of the 
final 27 inner West Strategy 
properties in camperdown is 
expected by early 2012.

REGENERATiNG 
cOmmUNiTiES
Over the past four years, the 
$66 million Building Stronger 
communities initiative has 
tackled the physical, social and 
economic aspects of community 
disadvantage in 22 social housing 
estates across NSW. Projects 
include redesigning community 
parks, housing upgrades, sporting 
programs for young people, 
community arts to build pride 
and identity, and a number of 
training courses. in each location, 
community hubs were established 
or expanded and community 
advisory groups created to 
help implement the initiative. 

An evaluation is being conducted 
by city Futures, University of 
NSW. The final evaluation report 
will be completed by the end of 
2011, with outcomes to inform 
future estate renewal activity.

By improving educational, training 
and employment opportunities 
for tenants, we encourage 
the social and economic 
participation needed to create 
strong, vital communities. 
Through the Building Stronger 
communities program, 718 
social housing residents benefited 
from training, traineeships or 
apprenticeships, employment 
opportunities and support to 
start their own businesses.
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Across NSW, 209 tenants were 
also provided with skills, training 
and employment through a 
number of maintenance-based 
initiatives. This included the 
maintenance Reform Program 
Social Obligations and the 
Handypersons Program, which 
is a fast and efficient minor repair 
service available to social housing 
residents which also provides 
employment opportunities for 
skilled social housing tenants.

in Greater Western Sydney, young 
social housing residents are 
employed as part of the Rapid 
Graffiti Removal Project, managed 
by Boystown and funded by 
Housing NSW. Ten participants 
are recruited over 12 months to 
work with a program supervisor 
employed by Boystown to remove 
graffiti from our properties in the 
mt Druitt area. Participants are 
strongly supported by Boystown 
staff through case management 
assistance and pre-employment 
training group workshops. 

This program has significantly 
reduced graffiti on public housing 
properties around mt Druitt 
and has improved the aesthetic 
appearance of the area. Elderly 
residents have also indicated that 
they feel safer seeing the graffiti 
team working in their suburb.

Our youth Scholarship Program 
assisted 200 young people living 
in social housing to complete 
their Higher School certificate 
or equivalent by providing a 
one-off grant of $2,000 for 
education related items such as 
tutoring, books and computers. 
The program is delivered in 
partnership with the Department 
of Education and communities 
as well as local schools. 

iNcREASiNG SOciAL 
iNcLUSiON 
Ensuring that tenants play an 
active and productive part in their 
community is a priority for us. 
To help achieve this, we provide 
$800,000 in annual funding 
for the Housing communities 
Program to enhance social 
cohesion and community 
wellbeing in 10 high need social 
housing locations. The program 
funds community development 
workers in local councils or 
non-government organisations 
to work with residents and 
local stakeholder groups to 
deliver community engagement 
and development projects. 

To ensure that tenants have the 
opportunity to provide feedback 
about our policies and services, 
we convene the Social Housing 
Tenants Advisory committee, 
comprising 12 tenants from 
public, community and Aboriginal 
housing who meet quarterly.

Operated by non-government 
organisations in nine locations 
across the state with a  
$1.5 million annual budget, 
the Tenant Participation 
Resource Services Program 
delivers information, advocacy 
and referral services to social 

housing residents and applicants 
and supports and promotes 
tenant participation in their 
communities. These services 
also build tenant capacity, 
foster engagement in housing 
processes and provide feedback 
to us about tenant needs.

We also fund a range of local 
community development 
programs, reflecting different local 
needs and priorities including:

•  specialist community 
development client Service 
Officer positions 

•  neighbourhood centres, 
community technology centres 
and community gardens 

•  place-based and 
partnership projects in 
western Sydney estates

•  concierge services in selected 
high-rise properties to 
improve security and create 
opportunities for tenant 
training and employment 

•  purpose-built accommodation 
with onsite support services 
for homeless people and 
people on low incomes 
in need of affordable 
housing in the inner city. 

718
social housing residents benefited from 
training, traineeships or apprenticeships, 
employment opportunities and support 
to start their own businesses across seven 
Building Stronger Communities locations
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Increasing access to affordable housing
Affordable housing must be 
appropriate for the needs 
of low-to-moderate income 
households, priced so that people 
are able to meet housing costs 
and other basic needs such 
as food, clothing, transport, 
medical care and education. 

We continue to work closely 
with the private sector and 
community housing providers 
to develop innovative models 
to increase the supply of 
affordable housing. We provide 
services to improve access to 
affordable home ownership, 
as well as offering advice, 
brokerage and products that 
assist people on lower incomes 
to rent in the private market.

in 2010–11, we delivered 353 
additional affordable housing 
homes through the National 
Rental Affordability Scheme and 
the Social Housing Growth Fund. 

Affordable housing projects 
in 2010–11 included:

•  Boarding House Financial 
Assistance Program expanded

•  Housing Affordability Fund 
projects awarded $53 million

•  existing affordable housing 
initiatives continued including 
the Affordable Housing 
innovations Fund and the 
Social Housing Growth Fund. 

iNcREASiNG 
THE SUPPLy OF 
AFFORDABLE 
RENTAL HOUSiNG
The commonwealth’s National 
Rental Affordability Scheme (NRAS) 
aims to address the shortage of 
affordable rental housing by offering 
financial incentives to the private 
and community housing sectors 
to build rental homes for low and 
moderate-income households with 
rents set at least 20 percent below 
market rates. Since the beginning 
of the program, 977 homes in NSW 
have been completed under the 
NRAS program. NSW committed 
approximately $85 million over  
10 years to deliver 2,080 new units 
under the first two funding rounds. 
For the two further funding rounds 
offered by the commonwealth 
Government during 2010–11, 
NSW has set aside in excess of 
$200 million for the delivery of 
5,000 new homes to be completed 
from 2011–12 to 2015–16. 

Under the Social Housing Growth 
Fund, a state and commonwealth 
partnership to increase the 
supply of social and affordable 
housing, we partnered with 
community housing providers to 
deliver 537 new homes since the 
program began. Working with the 
community housing sector has 
increased access to project funds, 
with providers able to leverage 
around 30 percent of project 
costs in the form of debt and 
equity, enabling the construction 
of an additional 241 homes. 
One of a number of key criteria 
to be met under the program 
was that projects support 
people who are homeless or at 
risk of homelessness to secure 
long-term accommodation. 
To date, approximately 38 
percent of all completed 

homes have been tenanted by 
people who were homeless 
or at risk of homelessness. 

During 2010–11, we continued 
to provide a range of services to 
community housing providers, 
private sector developers and 
local government to assist them 
in delivering affordable housing 
projects and programs. These 
services include providing 
advice about the opportunities 
for securing funding, as well as 
information on planning incentives 
available to assist in the delivery 
of affordable housing projects. 

Our Local Government Housing 
kit helps councils understand 
housing needs and issues in their 
area and to develop responses 
to these local housing needs. 
During the year, we updated the 
kit based on feedback to improve 
its effectiveness and ensure its 
continued relevance for councils. 
We also expanded the Boarding 
House Financial Assistance 
Program to attract developer 
applications for new boarding 
houses. As a result, seven 
applications have been approved 
to deliver 133 new rooms in 
boarding house developments. 

Under the State Environmental 
Planning Policy (Affordable 
Rental Housing 2009), we are 
able to deliver social housing 
developments quicker to increase 
the availability of properties for 
low-income earners. Following 
the Department of Planning and 
infrastructure’s review of the 
policy in 2010–11, we will work 
closely with the department 
to ensure that we implement 
the necessary amendments. 
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AFFORDABLE 
HOUSiNG iNiTiATivES
in 2010–11, we continued work 
on a number of projects funded 
under the commonwealth’s  
$53 million Housing Affordability 
Fund. These projects involve 
selling former public housing 
properties and vacant land to 
low-to-moderate income home 
buyers. As well as increasing the 
supply of affordable housing, 
these projects will support public 
housing estate deconcentration 
and establish more diverse 
communities. From 2011–12 
to 2019–20, 750 properties 
will be made available to the 
affordable housing market. 

We are also working with the 
private sector on urban renewal 
projects in Airds/Bradbury, 
Bonnyrigg and minto to create 
more mixed income communities 
and increase affordable housing 
opportunities for first home buyers 
and low-income earners. With 
Landcom we have built 125 
private homes, 20 seniors’ units 
and sold 192 new lots in minto 
and, as part of the Bonnyrigg 
Living communities Project, built 
77 social housing properties and 
133 private homes for sale.

AccESSiNG 
ASSiSTANcE TO 
RENT iN THE PRivATE 
RENTAL mARkET
Housing Pathways has changed 
the way people apply for social 
housing, with one common 
application form, one process 
and one housing register.

The introduction of Housing 
Pathways has facilitated a 
collaborative partnership between 
us, the Aboriginal Housing 
Office and 26 participating 
community housing providers to 
deliver appropriate assistance 
to meet our clients’ needs. 

We provide practical assistance 
to help people search and apply 
for housing in the private rental 
market. This helps by reducing 
the pressure on the social housing 
system by providing financial 
assistance to people who can 
afford to rent in the private sector. 

We recognise that establishing 
a tenancy in the private rental 
market can be difficult and may 
have high set-up costs. The 
Rentstart scheme provides a 
range of financial assistance for 
eligible clients to enable them 
to enter or stay in the private 
rental market. The level and 
type of assistance provided is 
based on the client’s individual 
circumstances and needs. 

Private rental subsidies help 
eligible clients with a disability 
and people living with Hiv/

AiDS. Women and those with 
children escaping domestic 
or family violence may be 
eligible for short-to-medium-
term support through the Start 
Safely private rental subsidy 
scheme. Start Safely aims to: 

•  reduce the number of women 
and children who are forced 
into homelessness due to 
domestic and family violence

•  reduce the number of women 
who return to dangerous 
home environments from 
crisis accommodation

•  reduce time spent in temporary 
accommodation, which is often 
inappropriate for women and 
children escaping violence

•  reduce time in crisis 
accommodation by assisting 
transition into safe, secure 
accommodation

•  provide a long-term housing 
option in the private rental 
market with short-to-medium-
term government assistance. 

The subsidy is linked to a 
support program that includes 
other private rental assistance 
products and domestic violence 
services. During the year, 
291 clients were approved 
for Start Safely assistance. 

rentstart – types and numbers of assistance provided

2008–09 2009–10 2010–11

Bond 19,797 20,804 19,289

Advance rent 11,592 13,776 13,318

Rental arrears 1,579 2,012 1,759

Temporary accommodation 
(assistance) 36,751 44,415 49,741

Total number of  
rentstart assistances 69,579 81,019 84,107
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Delivering quality customer service
improving how services are 
delivered to clients is a priority, 
requiring skilled staff to explain 
and offer services that are tailored 
to customer needs. To deliver 
a quality customer service, we 
seek to continually improve 
access for clients applying for 
public, Aboriginal and community 
housing, by streamlining 
processes and offering a variety 
of ways for clients to access 
services, including the internet, 
telephone and face-to-face. 

imPROviNG AccESS 
TO HOUSiNG 
ASSiSTANcE AND 
SERvicES
After its first full year of operation, 
Housing Pathways created a 
single entry point for people 
applying for social housing with 
us, the Aboriginal Housing Office 
and 26 community housing 
providers across NSW. Public and 
community housing applicants 
now complete a single form to 
apply for properties managed 
by us, the Aboriginal Housing 
Office and 26 participating 
community housing providers. 
One statewide waiting list has 
been created, simplifying the 
process for applying for housing 
assistance across NSW. 

This new approach is being 
closely monitored in partnership 
with community housing and 
non-government sectors 
involved in the Housing 
Pathways Advisory council. 

We also implemented 
actions in the Disability 
Action Plan (2009–13) and 
the multicultural Framework 
(2009–14) to better respond 
to the needs of our tenants.

Our Housing contact centre is 
a one-stop-shop for tenants, 

applicants and the general public 
to access our services. it is open 
24 hours a day, 365 days a year, 
receiving and making an average 
of 3,000 calls per day and over 
one million calls annually. 

To improve services to our clients, 
our Housing contact centre has 
introduced a new monitoring 
program to ensure that a high 
level of service is provided to 
clients and has also implemented 
state-of-the-art forecasting and 
staff scheduling systems to 
anticipate peak call periods and 
reduce client waiting times.

in 2010–11, the Rentstart scheme 
continued to expand, with 70 
self-service kiosks installed 
across the state, and a further 20 
planned over the next two years. 
The kiosks provide clients with a 
convenient way of accessing our 
bond and advance rent service, 
providing access to telephones, 
faxes and other facilities. 

We have continued to work 
with Businesslink to deliver 
the Service Delivery Solutions 
Project to develop a new 
direction for the delivery of 
our products and services. 
in 2010–11, new telephony 
standards were introduced to 
improve the quality of telephone 
services at local offices. As a 
result, most of our offices are 
now answering client calls, on 
average, in less than one minute. 

imPROviNG 
ABORiGiNAL 
PEOPLES’ AccESS 
TO HOUSiNG
Under the NBESP allocation 
targets, community housing 
providers are required to make 
10 percent of new properties 
available for Aboriginal clients. 
As a result, in 2010–11, 439 
homes constructed under 
the NBESP were allocated to 
Aboriginal households, helping 
to house around 652 clients. 

community housing providers 
continued to develop 
partnerships with Aboriginal 
housing providers to manage 
properties and tenancies on 
a fee-for-service basis.

On 30 June 2011, a total of 
6,235 Aboriginal people were 
living in 1,928 community 
housing dwellings, an 
increase of 27.7 percent on 
the same time last year.

The Remote indigenous Housing 
National Partnership, managed 
by us and the Aboriginal Housing 
Office, also provides funding 
for housing for Aboriginal 
people in remote communities 
to address overcrowding, 
poor housing conditions and 
severe housing shortage. 

key performance indicators

TargeT aCTual

Urgent maintenance (4-hour response) 
repairs fixed in the first visit 100% 97.2% 

Priority maintenance (24-hour response) 
repairs fixed in the first visit 100% 93%
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Our Aboriginal reference group 
promotes improvements to 
service delivery for Aboriginal 
people and acts as a key advisory 
group in developing workforce 
strategies. During 2010–11, 
a range of recruitment and 
training activities were targeted 
to Aboriginal staff, including 
an Aboriginal staff mentoring 
program and formal traineeship 
schemes to recruit, develop 
and retain Aboriginal staff. 

We delivered training programs 
to encourage cultural sensitivity, 
including a two-day course on 
Aboriginal culture for client service 
staff and training to help non-
Aboriginal staff engage more 
effectively with Aboriginal clients.

imPROviNG OTHER 
SERvicES 
We continued to work with 
other FAcS divisions and other 
departments to assist clients 
with complex needs. For 
example, we have continued to 
contribute to the protection and 
wellbeing of children through 
the NSW Government’s keep 
Them Safe Strategy. During 
2010–11, we participated in family 
case management pilots with 
families living in social housing 
and supported online training 
for frontline staff on using the 
mandatory Reporter Guide.

The youth Action Plan guides 
our response to meeting the 
accommodation needs of young 
people aged 12 to 24. During 
2010–11, we joined community 
Services in hosting the youth 
homelessness forum to bring 
together youth accommodation 
service providers to share 
knowledge and develop strategies 
to improve outcomes. 

We also worked with the create 
Foundation to promote the Rent 
it, keep it Guide – a tenancy 
education package designed 
for community workers who 
need to engage with their clients 
about housing issues. The guide 
is aimed at participants with 
limited literacy levels as well 
as people who have had little 
experience in the private rental 
market or have had problems 
with their tenancies in the past. 

in 2010–11, the five-year New 
Directions in Social Housing for 
Older Persons Strategy came to 
an end, with the completion of 
1,271 homes for older people and 
more than 3,000 properties under 
construction. The strategy also 
established senior communities 
which are public housing 
complexes for older people who 
want to live near other older 
people with similar interests and 
needs. These communities are 
generally located in areas where 
public housing is suited to older 
people with access to shops, 
transport and other services. 
more than 5,000 public housing 
properties have been designated 
senior communities under this 
program. in addition, more than 
$60 million have been spent 
on modifying and upgrading 
public housing properties for 
older people and people with 
a mobility related disability. 

We fund Tenant connect, a 
free service managed by the 
Australian Red cross designed 
to reduce isolation and improve 
wellbeing for tenants aged over 
70 years, or over 45 years for 
Aboriginal tenants. Tenants who 
participate in the service receive 
a free daily telephone call from 
a Red cross volunteer, with 
around 950 tenants currently 
registered for the service.

For tenants aged over 60 (or 
Aboriginal tenants aged over 
45), we run the keeping in Touch 
program, where we telephone 
older tenants with whom we 
have not had any contact over 
the previous six months. 

We are committed to providing 
efficient and professional services 
to our tenants and the general 
public. During 2010–11, our 
efforts were focused on training 
staff to deliver quality customer 
service outcomes, and a number 
of educational programs were 
offered including the certificate iv 
in Social Housing – providing skills 
in client service delivery, certificate 
iv in Property Services, Diploma 
in management, certificate iv 
in management and certificate 
iv in Project management.

To celebrate exceptional 
performance, we have the 
biennial chief Executive Awards. 
The awards acknowledge 
staff commitment to customer 
service, integrity and innovation. 
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Sustainable business practices
By implementing sustainable 
business practices, we are 
able to provide more efficient 
and effective services to 
people in housing need. 
Sustainable business means 
not only introducing cost saving 
measures, but also focusing 
on how we conduct our day-
to-day operations. We will 
continue to achieve efficiencies 
in areas such as staff training, 
streamlining business processes 
and shared corporate services. 
We are also implementing 
a range of environmental 
programs designed to make 
our properties more energy 
efficient to reduce household 
expenditure for our tenants.

imPLEmENTiNG 
NEW iNFORmATiON 
SySTEmS 
The November 2010 launch of 
our new iT system, HOmES, 
represented one of the most 
significant changes in our 
history. The software replaces 
an outdated system and is used 
to manage clients and assets. 
Data migration was achieved in 
a single cutover period, and a 
quarterly program of work is in 
place to make necessary system 
modifications. For the first time, 
community housing providers 
participating in Housing Pathways 
have direct access to our iT 
system to jointly manage clients 
applying for social housing.

With the launch of HOmES, an 
Enterprise Data Warehouse (EDW) 
was created to provide high-level 
statistical management reports.

RiSk mANAGEmENT
in July 2010, we launched the 
enterprise risk management 
framework to address risks 
affecting all aspects of the 
organisation, particularly strategic, 
business, operational and 
project risk. A dedicated Risk 
and insurance Unit provided 
ongoing support including 
workshops, training and advice.

in 2009, along with the Aboriginal 
Housing Office, we established 
the Audit and Risk committee 
to oversee and monitor current 
governance, risk and control 
frameworks. in 2010–11, the 
committee met on six occasions.

Our Tenant Fraud Unit investigates 
all allegations of fraud. During 
the year, 1,395 allegations were 
received, 416 of these related to 
fraud. Of the investigations closed 
during the year, five percent  
were found to be fraud and  
13 percent were non-disclosure. 
in addition, $599,652 of debt 
was recovered and an extra 
$173,164 in rent collected due 
to rental adjustments. Over the 
past 12 months, the Tenant 
Fraud Unit has provided advice 
and support through fraud and 
non-disclosure training courses, 
which 80 staff attended.

key performance indicators 2010–11

TargeT aCTual

Unscheduled staff absenteeism 5.17% 4.80%

Home energy assessments completed 20,000 24,331
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cREATiNG 
ORGANiSATiONAL 
EFFiciENciES
in 2010–11, we developed a new 
business process to improve the 
management of occupational 
health and safety (OH&S) risk 
to contractors required to 
undertake maintenance at the 
properties of high-risk tenants. 
This program will be implemented 
over the coming year.

An organisational efficiency plan 
reduced corporate overheads, 
and significant cost savings were 
realised in telecommunications, 
stationery and air travel 
through the greater use of 
NSW Government contracts. 

Further savings against 
budget were negotiated in the 
areas of general insurance 
($689,000) and workers’ 
compensation ($849,347) 
based on current claims. 

ORGANiSATiONAL 
REFORm
in 2010–11, we made a significant 
contribution to the corporate and 
Shared Services Reform Program 
for FAcS. We focused on three 
priority areas – OH&S, managing 
sick leave, and performance 
management and development. 

During the year, we conducted 
an audit of OH&S systems 
and client service worksites, 
implemented an OH&S e-learning 
program and established a 
corporate OH&S and injury 
management committee.

We analysed current sick 
leave rates and included 
targets in executive 
performance agreements. 

Performance management and 
development focused on aligning 
employee work plans with our 
strategic business objectives. 
We also piloted a performance 
management training program, 
Giving and Receiving Feedback, 
with further training scheduled 
for managers during 2011–12.

ENviRONmENTAL 
SUSTAiNABiLiTy
Our Environmental Sustainability 
Strategy 2008–09 to 2013–14 
guides our sustainability 
initiatives. A range of programs 
to improve the energy efficiency 
of our homes were implemented 
during 2010–11 including: 

•  the Home Power Savings 
Program, a partnership with 
the Office of Environment 
and Heritage to help social 
housing tenants to reduce 
their power bills. During 
2010–11, 24,331 home 
assessments were completed, 
with tenants receiving a free 
power savings kit and advice 
on reducing energy costs

•  the Solar Hot Water Program, 
to replace old electric storage 
hot water heating systems with 
1,754* solar hot water systems, 
saving households on average 
$148 in energy costs per year 

•  retrofitting 5,001* homes with 
ceiling insulation to improve 
the thermal comfort and 
reduce heating and cooling 
costs for tenants located 
in hot and cold climates. 

During 2010–11, residential 
developments in Lilyfield and 
Redfern achieved a 5-Star- 
Green Star rating by the Green 
Building council of Australia –  
the first social housing projects in 
Australia to achieve this rating. 

*  Figures reported for solar hot water systems 
and ceiling insulation are reported for 
installations from 1 July 2010 to 21 June 2011.

1,754
old electric storage hot water heating 
systems were replaced with solar hot 
water systems, saving households on 
average $148 in energy costs per year
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cHANGES TO DiviSiONS

The Public Sector Employment and Management (Departments) Order 2011 came 
into effect on 4 April 2011. Changes to administrative orders saw the name of the 
Department of Human Services changed to the Department of Family and Community 
Services (FACS). The Office for Women’s Policy was transferred from the Department 
of Premier and Cabinet and added to FACS.  Aboriginal Affairs was transferred 
from FACS and added to the Department of Education and Communities and 

Juvenile Justice transferred to the Department of Attorney General and Justice. 
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WHO WE ARE
The Office for Women’s Policy 
(OFWP) provides leadership 
across government in achieving 
better outcomes for women 
in NSW through policy 
development and program 
management. As key advisor 
to the NSW Government, and 
in particular to the minister for 
Women, the OFWP makes 
recommendations on policies 
which impact directly on women. 

WHAT WE DO
The OFWP facilitates social 
justice and equity for women in 
all aspects of their lives, including 
equal access to economic 
and social opportunities. 

Our work includes:

•  promoting women’s 
issues in public sector 
programs and policies

•  collaborating with government 
departments, non-government 
organisations, business 
and the community to 
achieve gender equity

•  maintaining strong networks 
across government 
departments and with 
key stakeholders on 
women’s policy issues

•  contributing to discussions on 
important social and economic 
issues relevant to women

•  coordinating partnership 
programs to build women’s 
capacity in the community 
and the workplace

•  participating in national 
forums on women’s issues.

OUR cLiENTS
Women of NSW.

OUR PERFORmANcE 
HiGHLiGHTS
in 2010–11, we:

•  made available $2.9 million in 
funding to non-government 
organisations to provide 
services to help people 
experiencing domestic 
violence, including eight 
providing services specifically 
for Aboriginal communities

•  launched a website –  
www.domesticviolence.nsw.
gov.au – providing a one-
stop-shop for support and 
information for people who 
have experienced or are at 
risk of domestic violence

•  helped organise a public 
education campaign to 
stop domestic violence 
against women

•  developed the NSW Women’s 
Plan with priorities to support 
women in education, work 
and care, and for women to 
be free from violence, in better 
health and have increased 
representation in public life

•  supported women in non-
traditional areas of study

•  supported the Tasting Success 
Program which helped 11 
female chefs in 2010 and 15 
in 2011 (calendar years) into 
the male-dominated industry 
(in partnership with TAFE)

•  coordinated and funded 
events such as activities 
for international Women’s 
Day and the NSW Woman 
of the year Award

•  supported a number of groups 
to provide specialist advice 
about issues affecting women.

Office for Women’s Policy

“ What you and your program have offered 
me is more than I could ever have imagined. 
My children and I feel safe and are so 
much calmer and happier being away from 
the violence and we are rebuilding our 
lives. Without your support and help over 
the last couple of months I don’t know 
where I would be today. Thank you.” 

 –  Joanna from Newcastle, helped by the Staying Home  
Leaving violence Program*

* Name and location have been changed.
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in 2011–12, our priorities include:

•  strengthening the NSW 
response to domestic and 
family violence, including 
ensuring that we fund the 
most effective services 
to help women and 
children leave violence

•  working with community 
Services to expand the 
Staying Home Leaving 
violence Program to an 
additional five sites so that 
women don’t have to choose 
between leaving violence 
and becoming homeless

•  increasing support for 
the Domestic violence 
Proactive Support Service 
Program to help victims 
of domestic violence with 
housing, legal, child care, 
health and financial issues 

•  producing the first ever annual 
report on the Status of Women 
in NSW and establishing a 
Bureau of Women’s Statistics 
to collect and publish a 
broad range of data including 
employment, health, education 
and domestic violence

•  working with TAFE and 
industry to reduce barriers 
and increase the number of 
women working in trades

•  promoting the participation 
of women on government 
boards and committees

•  strengthening partnerships 
and establishing effective 
mechanisms for consultation to 
ensure stakeholders can input 
to policy development and 
programs to achieve the best 
outcomes for women in NSW.

Full details of the Office’s 
performance and financial 
accounts from July 2010 – 
march 2011 can be found in 
the Department of Premier and 
cabinet 2010–11 Annual Report 
at www.dpc.nsw.gov.au

The FAcS financial statements 
includes financial performance 
information for Office for 
Women’s Policy from April 
2011 – June 2011.

“ We’re working with TAFE and industry 
to increase the number of women doing 
apprenticeships and working in trades. 
We’re also increasing transparency around 
appointments to government boards and 
committees, with the aim of getting more 
women in these positions. It’s really rewarding 
when we can help women pursue careers in non-
traditional jobs.”  –  Emma, Office for Women’s Policy manager
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cASE STUDy  –  OFFicE FOR WOmEN’S POLicy

Having your cake and eating it

adina almost didn’t apply for 
the tasting Success program. 
thanks to some gentle 
encouragement from her high 
school teacher, she took the 
plunge and has gone from 
strength to strength, recently 
opening her own boutique 
cake shop in Sydney’s west.

tasting Success is a 
female chefs’ mentoring 
program introduced to 
increase the likelihood that 
participants will complete 
their apprenticeship and 
embark on a hospitality 
career that brings them to 
senior leadership positions 
in the restaurant industry.

the program includes 35 
hours of mentoring with a 
leading chef over an eight-
month period to complement 
the student’s course 
work and apprenticeship 
experience. participants have 
the opportunity to experience 
working in the kitchens of 
top restaurants and some 
may participate in television 
cooking demonstrations or 
food styling for magazines 
and recipe books. 

for adina, tasting Success 
gave her the opportunity 
to learn tools of the 
trade and be inspired by 
mentor paris Cutler, 
owner of planet Cakes.

“It was an amazing 
experience. [paris] taught 
me to do everything from 
scratch and really made me 
understand that your work 
can’t just be good – it needs 
to be perfect,” she said. 

“paris’ work is all about an 
incredible level of attention 
to detail; for example, 
seven tools are used to 
make just one tiny flower 
petal made from icing.”

adina said the experience 
resulted in “a million light 
bulbs” coming on and 
culminated in her opening her 
own business – Babycakes 
by adina in Wetherill park.

“my dad encouraged me to 
go for my own business and 
it’s been the best experience. 
I’m already planning on 
opening another shop and I’d 
like to train someone to pass 
on my skills to,” she said.

tasting Success supports 
the nSW Government’s 
commitment to increase 
female employment in 
traditionally male-dominated 
industries. In nSW, while 
there are 18,000 chefs, only 
21.6 percent are female.

tasting Success was 
cofounded in 2007 by 
industry leaders Lyndey milan 
and Courtney Clarke oam. 
Developed by tafe Sydney 
Institute in partnership with 
the office for Women’s policy, 
the program is also supported 
by industry partners such as 
tourism training australia, 
Clubs nSW and restaurant 
and Catering nSW.
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Aboriginal Affairs
WHO WE ARE 
Aboriginal Affairs’ vision is to 
see Aboriginal people exercise 
and pursue their right and 
capacity to determine their 
political, economic, social 
and cultural development as 
the first people of NSW. 

We administer the Aboriginal 
Land Rights Act 1983, 
providing accurate, timely 
and comprehensive input into 
government policy development. 

Aboriginal Affairs advances 
the wellbeing of the Aboriginal 
people of NSW by: 

•  promoting social justice 
and the United Nations 
Declaration of the Rights 
of indigenous Peoples 

•  cultivating strong partnerships 
with Aboriginal communities, 
organisations and advocates 

•  creating greater Aboriginal 
economic participation 
and wealth generation 

•  driving Aboriginal involvement 
in policy development and 
service delivery monitoring and 
evaluating government policies 
and programs to ensure that 
they are meeting the needs 
and aspirations of Aboriginal 
people in closing the Gap 
on Aboriginal disadvantage

•  promoting positive images 
of Aboriginal people and 
communities by supporting 
Aboriginal role models, 
leadership opportunities 
and inclusive community 
governance models. 

WHAT WE DO 
Our work includes: 

•  supporting effective community 
partnerships, decision-
making and consultation 
with and within communities 
through the Partnership 
community Program, peak 
body engagement and 
local engagement groups 

•  building partnerships which 
improve access to services, 
resources and information, 
such as help to develop 
community action plans, 
provision of demographic data 
about the community and 
regional engagement groups 

•  coordinating the delivery 
of programs and services 
for economic participation, 
environmental health, culture 
and heritage, such as family 
records and the Aboriginal 
languages program 

•  monitoring, evaluating and 
reporting on how the NSW 
Government is improving 
outcomes, and sharing 
information on what works, 
such as regional reports 
and community profiles 

•  leading government initiatives 
such as Safe Families and 
the interagency Plan to 
Tackle child Sexual Assault 
in Aboriginal communities 

•  providing expert knowledge 
of Aboriginal affairs within 
the NSW Government. 

OUR cLiENTS 
163,000 Aboriginal people 
who live in NSW.
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OUR PERFORmANcE 
HiGHLiGHTS 
in 2010–11:

•  we supported the NSW 
Government in amending 
the NSW constitution Act 
1902 in September 2010 to 
recognise Aboriginal people 
as the first people of the 
state, affirming their spiritual, 
cultural, social and economic 
relationship to their traditional 
lands, and acknowledging 
their ongoing contribution 
to the state of NSW

•  we amended the Aboriginal 
Land Rights Regulation 
2002 in consultation 
with the NSW Electoral 
commission, to facilitate 
the more efficient conduct 
of the four-yearly elections 
for the nine NSW Aboriginal 
Land council councillors 

•  we contributed to NSW policy 
in the council of Australian 
Governments’ (cOAG) 
indigenous reform agenda 
(closing the Gap) targets for life 
expectancy, literacy, numeracy, 
employment and education 

•  the NSW and commonwealth 
governments signed the 
Overarching Bilateral 
indigenous Plan to close the 
Gap in Aboriginal and Torres 
Strait islander Disadvantage

•  we completed a major actuarial 
study into the projected cost 
of not closing the Gap of 
Aboriginal disadvantage

•  we supported the minister 
for Aboriginal Affairs’ 
endorsement of the Northern 
Regional Partnership 
Agreement between Local 
Aboriginal Land councils, the 
commonwealth Government 
and the NSW Government

•  we recognised 21 community 
engagement groups 
under the Partnership 
community Program draft 
governance framework 

•  we funded NGOs to 
implement the Aboriginal 
Jobs Together Project 

•  we adopted Aboriginal 
Participation in construction 
Guidelines to enhance 
employment opportunities 
for Aboriginal people

•  we established two Sydney Job 
compact Steering committees 
to improve the focus on 
Aboriginal employment

•  we provided assistance 
to 301 Aboriginal owned 
and operated businesses, 
with 142 jobs created

•  we completed the 10-year 
$240 million Aboriginal 
communities Development 
Program with housing 
and infrastructure works 
in menindee, Bourke, 
Brewarrina, Tabulam and 
Wilcannia undertaken in 
2010–11; and the NSW 
Aboriginal Land council and 
NSW Government delivered 
improved water and sewerage 
to 3,000 Aboriginal people

•  we provided child protection 
awareness training to agency 
staff as part of the keep 
Them Safe Program.

Full details of Aboriginal Affairs 
performance can be found at 
www.daa.nsw.gov.au 

The FAcS financial statements 
includes financial performance 
information for Aboriginal Affairs 
from July 2010 – march 2011 
and funding information for non-
government organisations.

Aboriginal Affairs
ContInUeD
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cASE STUDy – ABORiGiNAL AFFAiRS

Cooking up a storm at Purple Goanna

ever wondered what 
curry crocodile, marinated 
kangaroo fillet or an emu 
baguette tastes like? these 
are just some of the tasty 
fusion treats to be found 
on the menu at the purple 
Goanna Café in redfern. 

purple Goanna received 
$6,000 funding from 
the aboriginal Business 
Development program, 
which helped the café 
produce its marketing 
material and website, as 
well as receiving business 
development support.

Café owner Suzanne Grech 
said the program helped her 
achieve a life-long goal. 

“I got interested in Indigenous 
food from the time when I 
was a little girl and used to 
visit my grandmother who 
lived in Coonabarabran. 

“She is a great cook and 
used to take us out to the 
mission at Burrabeedee 
and we would walk until 
sunset, digging up yams 
and fishing for yabbies in the 
dam to take home with us.

“I used to walk down the 
main street of marrickville 
and see how there were so 
many different types of food 
but no Indigenous food on 
offer. I had a dream to open 
my own place to show people 
how great our food can be.

“the program has helped 
me to look at the café as 
a business and make it 
more sustainable. I’ve also 
attended courses and have 
a fantastic mentor who is 
always on hand to help.

“my dream is to open 
a purple Goanna café 
in every suburb, as I’d 
love more people to 
know about Indigenous 
food,” Suzanne said.

through aboriginal 
affairs and trade and 
Investment, economic 
development officers 
help build and strengthen 
economic capacity by 
promoting, supporting and 
encouraging aboriginal 
business opportunities 
like purple Goanna.

as well as providing funding 
to support businesses, the 
program helps aboriginal 
enterprises to plan for growth 
and development with advice 
from specialist consultants, 
‘how to’ workshops and 
networking opportunities.
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Juvenile Justice
WHO WE ARE
Juvenile Justice is responsible 
for administering youth justice 
conferences and for supervising 
young people who receive 
community-based orders or 
custodial sentences from the courts.

We operate under the terms 
of the Children (Detention 
Centres) Act 1987, the Children 
(Community Service Orders) Act 
1987, the Young Offenders Act 
1997 and the Children (Interstate 
Transfer of Offenders) Act 1988.

Juvenile Justice’s key priorities 
are to reduce rates of crime, 
particularly violent crime, reduce 
levels of antisocial behaviour 
and reduce reoffending.

WHAT WE DO
Our work includes:

•  the supervision of young people 
sentenced to community-
based or custodial orders

•  support for young offenders 
meeting the conditions of bail

•  supervising young offenders 
on conditional bail

•  supervising young people 
remanded in custody 
pending court matters

•  preparing reports for 
consideration of the courts 
in determining sentences

•  administrating the youth 
Justice conferencing Program.

We provide funding to a number of 
community organisations to assist 
young offenders and their families.

OUR cLiENTS
While supervising young offenders, 
either in the community or in 
custody, we help young people 
with programs that provide 
them with the opportunity to 
choose positive alternatives 
to offending behaviour.

These services are aimed at 
reducing the risk of a young 
person reoffending, and to assist 
them in addressing underlying 
issues and behaviours.

OUR PERFORmANcE 
HiGHLiGHTS
in 2010–11, we:

•  commenced the roll-out of 
changing Habits and Reaching 
Targets (cHART), a new 
cognitive-behavioural approach 
for community-based offenders 
which helps young people 
change their thinking and 
decision-making processes 
and ultimately, their offending 
behaviour; 147 young people 
have been in the program

•  opened a new 15-bed 
unit in Acmena Juvenile 
Justice centre which is self-
contained, accommodates 
15 young people and 
has two classrooms, an 
improved administration 
area, a visits area and court 
audio-visual link suites

•  established the Bail Assistance 
Line, which has received more 
than 130 telephone calls for 
assistance, providing safe 
accommodation for nearly 
40 young people to ensure 
that they are not remanded 
in custody because of 
accommodation, transport 
and case support issues

•  completed the staged 
implementation of the Detainee 
Behaviour intervention 
Framework, which has 
been implemented across 
all centres and provides 
staff working in custodial 
environments with guidance 
for effective management 
of detainee behaviour 

•  established an employment 
program with community 
organisation Whitelion.

Full details of Juvenile Justice’s 
performance can be found in the 
Department of Attorney General 
and Justice 2010–11 Annual 
Report at www.djj.nsw.gov.au 

The FAcS financial statements 
includes financial performance 
information for Juvenile Justice 
from July 2010 – march 2011 
and funding information for non-
government organisations.
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cASE STUDy  – JUvENiLE JUSTicE

Helping keep young people out of custody

for young people in 
trouble, a new after hours 
telephone service is helping 
provide options so they 
don’t have to be held in 
custody because they can’t 
meet bail conditions. 

nSW police no longer have 
to keep young people in a 
detention centre if they can’t 
make contact with a parent 
or guardian. Instead, the 
Bail assistance Line and a 
bail coordinator will locate 
a parent or guardian or find 
a safe place for the young 
person to stay until their 
court date. Coordinators 
can also help with transport, 
health, counselling and 
other case support issues. 

the service is helping reduce 
the numbers of young 
people held on remand for 
short periods who do not 

need to be in custody, as 
well as freeing up police to 
return to frontline duties.

Last year, the line received 
more than 130 telephone 
calls for help and provided 
safe accommodation for 
nearly 40 young people. 

When mt Druitt police 
arrested 12-year-old young 
offender Jake* for breach 
of a bail condition, they 
were reluctant to refuse 
him bail because of his 
very young age, but they 
couldn’t reach a parent or 
guardian. the solution was 
to call the Bail assistance 
Line. Staff contacted 
CatholicCare, which sent a 
staff member to collect him 
from the police station.

“I was 12 years old and  
had nowhere to go when  
the police arrested me.  
I would have ended up in 
custody for the night, but they 
called the Bail assistance 
Line and CatholicCare 
collected me. they gave 
me food, a bed and drove 
me to Children’s Court the 
next day,” Jake said.

* name has been changed.
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1. L-egislation and legal changes
ABORiGiNAL 
HOUSiNG OFFicE
Principal acts administered 
Aboriginal Housing Act 1998 No 47

amendments to legislation
Residential Tenancies Act 2010

The Statute Law (Miscellaneous 
Provisions) Act 2011 No 27, 
which was assented to on 27 
June 2011 and commenced on 
8 July 2011, amends section 
36 of the Residential Tenancies 
Act 2010 to dispense with the 
requirement to provide a rent 
receipt where the Aboriginal 
Housing Office is the landlord 
for a residential lease. This 
mirrors a previous exemption 
in the repealed Residential 
Tenancies Act 1987.

significant judicial decisions
Nil

AGEiNG, DiSABiLiTy 
AND HOmE cARE
Principal acts administered 
Disability Services Act 1993

Home Care Service Act 1988

Youth and Community 
Services Act 1973

Carers (Recognition) Act 2010

Guardianship Act 1987 
(responsibility for this act moved to 
the Department of Attorney General 
and Justice on 2 June 2011)

Community Services (Complaints, 
Reviews and Monitoring) Act 
1993 (administered jointly 
with community Services)

Community Welfare Act 1987 
(jointly with community Services)

amendments to legislation
The Disability Services Regulation 
2010 defines a class of services in 
section 4 of the Disability Services 

Act 1993 which started on 9 July 
2010. The Youth and Community 
Services Regulation 2010, which 
includes new requirements 
for licensees and licensed 
managers of residential centres 
for handicapped persons, started 
on 1 September 2010. The 
Guardianship Regulation 2010 
has replaced the Guardianship 
Regulation 2005, which was 
repealed on 1 September 
2010 by section 10 (2) of the 
Subordinate Legislation Act 1989.

significant judicial decisions 
Nil

BUSiNESSLiNk
Principal acts administered 
NSW Businesslink Pty Ltd 
was incorporated on 28 June 
2004 under the Corporations 
Act 2001 (Commonwealth) 
as an Australian proprietary 
company limited by shares. 

amendments to legislation and 
significant judicial decisions
Nil

cOmmUNiTy SERvicES
Principal acts administered
Adoption Act 2000

Child Protection (International 
Measures) Act 2006

Children and Young Persons 
(Care and Protection) Act 
1998 (except parts 12 and 
12A which are administered by 
the minister for Education)

Community Services (Complaints, 
Reviews and Monitoring) Act 
1993 (administered jointly with 
the minister for Ageing and 
minister for Disability Services, 
except for Part 5 which is 
administered by the minister for 
Police and Emergency Services)

Community Welfare Act 1987 
(administered jointly with the 
minister for Disability Services)

Responsibility for the Children 
(Education and Care Services 
National Law Application) Act 
2010 and the Children (Education 
and Care Services) National Law 
(NSW) was transferred to the 
minister for Education on 3 April 
2011 (see Transfer of Acts below).

amendments to legislation
Adoption Act 2000 
The Adoption Amendment 
(Same Sex Couples) Act 2010 
No 2 came into effect on 15 
September 2010. The original 
Bill was introduced into the 
NSW Legislative Assembly by 
the Hon. clover moore mP and 
enables couples of the same 
sex to adopt children. The then 
minister for community Services 
moved an amendment to the 
Bill to provide an exemption for 
faith-based organisations from 
Anti-discrimination Act 1977 
with respect to discrimination 
on transgender grounds or the 
ground of homosexuality when 
providing adoption services 
under the Adoption Act 2000. 
The amendment was accepted. 
The Act also inserted new 
provisions into the Adoption Act 
2000 allowing non-identifying 
background information about 
the prospective adoptive 
parents to be made available to 
birth parents, and for parents 
consenting to adoption to 
express their wishes about 
their preferred background, 
beliefs or domestic relationship 
of any adoptive parent. 

Amendments were made under 
the Statute Law (Miscellaneous 
Provisions) Act 2010 No 2 to 
Section 91 of the Adoption 
Act 2000 by inserting a new 
subsection (6A), which will 
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allow the principal officer of an 
accredited adoption service 
provider to delegate their 
function of preparing reports 
for court adoption applications. 
The amendments came into 
effect on 29 November 2010. 

Children and Young Persons 
(Care and Protection) Act 1998
The Children and Young Persons 
(Care and Protection) Amendment 
(Children’s Services) Act 2010 
introduced a new licensing and 
approval process for children’s 
services in NSW. The new 
licensing system allows the issue 
of separate approvals for the 
service provider, the children’s 
service and the authorised 
supervisor in order to reduce 
red tape for both the regulator 
and the children’s services 
sector. These amendments set 
the groundwork for the national 
legislation which will apply to the 
majority of children’s services 
in NSW from 1 January 2012. 
children’s services transferred 
to the minister of Education 
on 3 April 2011. For more 
information, see Transfer of Acts.

Further amendments to 
children’s services were made 
by the Children and Young 
Persons (Care and Protection) 
Amendment Act 2010, which will:

•  extend the statement of 
principles underlying the 
provision of children’s services 
to the licensing system 
for children’s services

•  provide for a more extensive 
range of investigation and 
enforcement powers in 
connection with the regulation 
of children’s services 

•  improve access to information 
about children’s services. 

Other amendments made to the 
Children and Young Persons (Care 
and Protection) Act 1998 include 
amendments relating to the 
provision of voluntary out-of-home 
care and other miscellaneous 
amendments. These provisions 
began on 7 February 2011. 

The Statute Law (Miscellaneous 
Provisions) Act 2010 made minor 
amendments to the Children 
and Young Persons (Care and 
Protection) Act 1998 in relation 
to the children’s guardian’s 
regulatory functions, particularly 
in respect to voluntary out-
of-home care, and clarified 
the definition of designated 
agency. These amendments 
commenced on 9 July 2010.

Children (Education and Care 
Services National Legislation 
Application) Act 2010
The Children (Education 
and Care Services National 
Legislation Application) Act 2010 
was agreed on 29 November 
2010. it provides the legislative 
framework for the Education 
and care Services National Law. 
The National Law provides a 
legislative framework for a national 
approach to the regulation of 
education and care services 
provided to children under 13 
years of age. This includes long 
day care, preschool, family 
day care and outside of school 
hours care. The National Law 
will apply to children’s services 
from 1 January 2012. The 
National Law Act was transferred 
to the minister for Education 
on 3 April 2011. For more 
information, see Transfer of Acts.

Community Welfare Act 1987 
(except part 5 which is 
administered by the minister for 
Police and Emergency Services)
Amendments were made under 
the Statute Law (Miscellaneous 
Provisions) Act 2010 No 2 to 
section 15 of the Community 
Welfare Act 1987 to remove 
provisions for the establishment of 
the community Welfare Advisory 
council (the council). The council, 
which was intended to provide 
advice to the minister on matters 
relating to community welfare and 
social development, had not been 
constituted for many years as it 
has been replaced by a series 
of specific purpose advisory 
groups. Other amendments 
were made to the Act in order 
to remove all references to the 
council. These amendments 
commenced on 7 January 2011.

amendments to regulations
Adoption Regulation 2003
The Adoption Amendment 
(Same Sex Couples) Act 2010 
No 2) made amendments to the 
Adoption Regulation 2003 to 
support the amendments made to 
the Adoption Act 2000 (see above 
under Amendments to legislation). 
These amendments commenced 
on 15 September 2010.

Children and Young Persons (Care 
and Protection) Regulation 2000 
The Children and Young 
Persons Legislation Amendment 
Regulation 2011 made minor 
amendments to the Children 
and Young Persons (Care and 
Protection) Regulation 2000 
and the Children and Young 
Persons (Savings and Transitional) 
Regulation 2000. The Regulation 
commenced on 7 February 2011.

1. L-egislation and legal changes
cONTiNUED
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Children’s Services 
Regulation 2004
The Children’s Services 
Amendment Regulation 2010 
amended the Children’s Services 
Regulation 2004 to support 
amendments to the children’s 
services provisions of the 
Children and Young Persons 
(Care and Protection) Act 1998. 
The amendments commenced 
on 1 January 2011. The 
administration of the Children’s 
Services Regulation 2004 has 
now been transferred to the 
minister for Education. For more 
information, see Transfer of Acts.

transfer of acts
Allocation of the Administration 
of Acts 2011
The Allocation of the 
Administration of Acts 2011 
transferred the administration of 
the following legislation relating 
to children’s services and out 
of school hours care services:

•  Children and Young Persons 
(Care and Protection) Act 
1998, chapters 12 and 12A 
and any other provisions of 
that Act so far as they relate 
to functions under chapters 
12 and 12A, have been 
transferred to the minister for 
Education. This transfer was 
effective as of 3 April 2011.

•  Children (Education and 
Care Services National Law 
Application) Act 2010 and 
the Children (Education and 
Care Services) National Law 
(NSW) have been transferred 
to the minister for Education. 
This transfer was effective 
as of 3 April 2011.

•  Community Welfare Act 1987, 
so far as any provisions of the 
Act relate to functions under 
chapters 12 and 12A of the 
Children and Young Persons 
(Care and Protection) Act 
1998, has been transferred 
to the minister for Education. 
This transfer was effective 
as of 2 June 2011.

Disaster Welfare Assistance
Community Welfare Act 1987, 
Part 5 and any other provisions 
of that Act so far as they relate 
to functions under Part 5, were 
transferred to the minister 
for Police and Emergency 
Services. This transfer was 
effective as of 2 June 2011.

significant judicial decisions
Child Welfare – NSW Supreme 
Court and Court of Appeal
Re Kerry [2010] NSWCA 232
This decision of the court of 
Appeal concerned an application 
for interim access rights to a 
child whilst in hospital in lieu of 
prerogative relief where an order 
would affect a decision of the 
District court. it was held that 
the court has the power under 
section 69 of the Supreme Court 
Act to make the necessary orders 
(which it in fact made) but the 
court takes the same restrictive 
view of when it should make 
orders as it does when exercising 
its parent’s patriae jurisdiction.

Re Tracey [2011] NSWCA 43
This decision of the court of 
Appeal concerned the relevance 
of the statutory principle about 
least intrusive intervention to 
decisions about the care plan and 
final orders and whether the UN 
convention on the Rights of the 
child (UNcROc) was a relevant 
consideration when looking at a 
section 80 care Plan (the child 
being born outside Australia).

Application of MKM and RDM: 
re SCH [2010] NSWSC 1270
This decision of Brereton J of the 
Supreme court related to the 
proposed adoption of a stepchild 
by her mother and stepfather. 
An application was made to 
dispense with the father’s 
consent, but it was held that 
the child’s consent was the only 
consent required (which had been 
given) and therefore no consent 
dispense order was required.

The applicants had failed to seek 
leave from the Family court to 
bring the adoption application, 

as required by section 60G of 
the Family Law Act. The court 
held that s60G applications are a 
special federal matter within the 
meaning of the Commonwealth 
Jurisdiction of Courts (Cross-
vesting) Act 1987 and, therefore, 
the Supreme court should only 
exercise cross-vested jurisdiction 
if there are special circumstances. 

Re B [2010] NSWSC 1155
This decision of Palmer J of the 
Supreme court related to the 
proposed adoption of a 10-year-
old and whether to dispense with 
the father’s consent and found 
two issues to be considered:

i.  is there a realistic possibility 
that the father will be able to 
resume the full-time care of the 
child in the fairly near future

ii.  is it in the best interests of the 
child to make a decision about 
adoption now or wait until the 
child is 12 and can give sole 
consent to adoption if the child 
so wishes to be adopted.

Application of H and H: child 
JW [2011] NSWSC 93
This decision of Hallen AJ of the 
Supreme court related to the 
proposed adoption of a child 
where a change of name was 
proposed. The court found there 
were special circumstances to 
do so, based on evidence from 
the applicants that demonstrates 
their commitment to preserve 
the child’s identity and culture.

Family Court of Australia  
Re Sean and Russell 
(Special Medical Procedure) 
[2010] FamCA 948 
This decision of murphy J 
concerned whether a procedure 
to remove testes and kidneys 
from two boys suffering from 
Denys-Drash Syndrome was 
a special medical procedure 
requiring court consent. it was 
found that the procedure did not 
require court consent as it was 
“sterilisation which is a by-product 
of surgery appropriately carried 
out to treat some malfunction or 
disease” and therefore within the 
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exception set out in Re marion. 
The parents were found to have 
the authority to give the necessary 
consent. The court also confirmed 
that the proposed procedure was 
in the best interests of the children 
and made orders declaring that 
the parents are permitted to 
authorise the proposed surgery 
and any further necessary 
consequential procedures to 
give effective treatment for the 
condition Denys-Drash Syndrome.

Department of Human 
Services and Brigham and 
Anor [2010] FamCA 937 
The decision of cohen J 
examined the production 
of reports of risk of harm 
by the department in 
response to subpoenas. 

HOUSiNG NSW
allocation of the 
administration of acts
The Allocation of the 
Administration of Acts 2011 (No 
2 – General Allocation) which 
commenced on 3 April 2011:

•  allocated responsibility for 
the administration of the 
Housing Act 2001 No 52 and 
the Commonwealth State 
Housing Agreement Act 1946 
No 19 jointly to the minister 
for Finance and Services 
and the minister for Family 
and community Services

•  allocated responsibility for 
the administration of the 
HomeFund Restructuring Act 
1993 No 112 (except for ss14–
16 and Schedule 2 for which 
the minister for commerce 
and/or the minister for Fair 
Trading was responsible) and 
the Loan Fund Companies Act 
1976 No 94 to the minister 
for Finance and Servcies.

Principal acts administered 
Housing Act 2001 No 52#

Commonwealth and 
State Housing Agreement 
Act 1946 No 19#^

Commonwealth and State 
Housing Agreement Act 1956*

Housing Agreement Act 1956*

Housing Agreement Act 1961*

Housing Agreement Act 1966*

Housing Agreement Act 1973*

Housing Agreement Act 1974*

Housing Agreement Act 1978*

Housing Agreement Act 1981*

Housing Agreement Act 1985*

#  From 3 April 2011, this Act became 
jointly administered with the Department 
of Finance and Services.

^   Was repealed by the Statute Law 
(Miscellaneous Provisions) Act 2011 
No 27, agreed on 27 June 2010 
and began on 8 July 2011. 

*  Denotes a non-current Act, which has 
since been repealed by the Statute 
Law (Miscellaneous Provisions) Act 
2011 No 27 agreed on 27 June 
2010 and began on 8 July 2011. 

amendments to legislation 
and regulations 
Amendment to Housing Act 2001
Section 58E of the Housing Act 
2001 was amended to exclude 
certain parts of the Residential 
Tenancies Act where the Director 
General terminates the lease of 
a “registrable person” as defined 
in the Housing Act 2001. This 
amendment was necessary 
to bring the former wording 
in line with the provisions of 
the new Residential Tenancies 
Act 2010, which commenced 
on 31 January 2011.

Amendment to Residential 
Tenancies Act 2010
The Statute Law (Miscellaneous 
Provisions) Act 2011 No 27, 
which was agreed on 27 June 
2011 and began on 8 July 
2011, amends section 36 of

 the Residential Tenancies Act 
2010 to dispense with the 
requirement to provide a rent 
receipt where the NSW Land 
and Housing corporation is 
the landlord of a residential 
lease. This reflects a previous 
exemption in the repealed 
Residential Tenancies Act 1987.

Amendment to State 
Environmental Planning Policy 
(Affordable Rental Housing) 2009
The State Environmental Planning 
Policy (Affordable Rental Housing) 
Amendment 2011, which 
commenced on 20 may 2011, 
preserves the powers of the 
NSW Land and Housing 
corporation to self-approve 
certain affordable housing 
developments on the condition 
that those projects start before 
20 may 2013. Additional parking 
and notification requirements 
were also imposed for certain 
other classes of development. 

significant judicial decisions 
City of Botany Bay v NSW 
Land and Housing Corporation 
[2010] NSWLEC 160
city of Botany Bay council 
challenged an approval granted 
by a delegated officer of Housing 
NSW to an affordable housing 
development under State 
Environmental Planning Policy 
(Affordable Rental Housing) 2009.

The Land and Environment court 
(Sheahan J.) found in favour of 
the NSW Land and Housing 
corporation on each of the claims 
made by Botany council. This 
included a finding that a full and 
comprehensive environmental 
assessment had been undertaken 
by the NSW Land and Housing 
corporation before the project 
commenced. Botany council 
has appealed the decision to 
the NSW court of Appeal.

1. L-egislation and legal changes
cONTiNUED
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2. Human resources

Wage and salary movements 
occurred in accordance with 
the NSW Government wages 
policy. Staff employed under 
the crown Employees Awards 
received a four percent wage 
increase in July 2010.

ABORiGiNAL 
HOUSiNG OFFicE
number of employees
The Aboriginal Housing 
Office (AHO) employed 78 
staff as at 30 June 2011.

exceptional movement in 
wages, salaries or allowance
There were no exceptional 
movements in salaries, wages 
and allowances during 2010–11.

Personnel policies 
and practice
The AHO participated in 
standardising and consolidating 
human resources policies 
and procedures across the 
department through departmental 
working groups and committees.

Training was provided to all 
employees to encourage them 
to take personal responsibility 
for their actions, maintain 
respectful communications 
with colleagues and respond 
appropriately in difficult situations.

industrial relations 
policies and practices
There were no industrial relations 
issues during 2010–11.

AGEiNG, DiSABiLiTy 
AND HOmE cARE
number of employees
The total number of staff at the 
end of June 2011 was 13,619.

exceptional movement in 
wages, salaries or allowance
Home care Service of NSW 
administrative staff received 
a four percent increase in 
July 2010 and care Workers 
received a four percent pay 
increase in September 2010.

Personnel policies 
and practice
key policies and fact sheets 
were released including Striving 
for Excellence, Secondary 
and Private Employment, 
Protected Disclosures, Dignity 
and Respect in the Workplace, 
Anti Discrimination, Bullying and 
Harassment and the revised 
code of conduct. input provided 
for the development of FAcS 
human resources policies on 
purchased leave and sick leave. 

industrial relations 
policies and practices
ADHc conducts regular 
consultation forums with 
organisations representing 
staff. Quarterly statewide Joint 
consultative committee meetings 
are held with the Public Service 
Association (PSA) and the NSW 
Nurses Association, and ongoing 
discussions occur with United 
voice in relation to care workers. 

The following table contains human resources information for the first reporting year as the Department of  
Family and community Services. Human resources information for the former Department of Human Services 
for 2009–10 is available at www.facs.nsw.gov.au

number of faCs employees by category as at 30 June 2011

employ-
meNT 
CaTegory 

ageiNg,  
diSabiliTy 
aNd home 

Care

aborigiNal 
houSiNg 

oFFiCe
buSiNeSS-

liNk
CeNTral 

oFFiCe 
CommuNiTy 

ServiCeS
houSiNg 

NSW

oFFiCe For 
WomeN’S 

poliCy ToTal 

Permanent  9,980  52  573  25 4,085  2,054  12  16,746 

Temporary  1,378  24  118  27  560  416  1  2,559 

Senior 
Executive  17  2  4  6  12  12  1  54 

casual  2,242  -  - -  182  -  -  2,424 

Other  2  -  -  -  3  3  -  8 

ToTal  13,619  78  695  58  4,842  2,485  14  21,791 

Source: Department of Family and community Services workforce profile.
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During 2010–11, a significant 
achievement included the creation 
of a new consent Award for 
staff employed in group homes, 
respite centres and in-home 
support. The implementation of 
the new Award was facilitated 
through the staff management 
plan and related documents that 
were negotiated with the PSA.

BUSiNESSLiNk 
number of employees
Businesslink employed 695 
staff at the end of June 2011. 
Businesslink also engaged 235 
contractors as at 30 June 2011. 

exceptional movement in 
wages, salaries or allowance
There were no exceptional 
movements in salaries, wages 
and allowances during 2010–11.

Personnel policies 
and practice
Businesslink has in place 
comprehensive policies 
consistent with legislation and 
NSW Government policy which 
provide a framework for the 
appropriate management of 
staff. Businesslink is also part 
of a human resource policy 
working group, which began 
in December 2010, to develop 
whole-of-department policies.

industrial relations 
policies and practices
Regular consultation between 
Businesslink and the PSA 
was maintained during the 
year. The industrial relations 
function was actively involved 
in strategic planning, re-aligning 
organisational structure, dispute 
prevention and monitoring of 
industrial relations issues. 

cOmmUNiTy 
SERvicES
number of employees
community Services employed 
4,842 staff as at 30 June 2011. 

exceptional movement in 
wages, salaries or allowance
There were no exceptional 
movements in salaries, 
wages and allowances during 
the reporting period.

Personnel policies 
and practice
community Services’ code of 
conduct and Ethics sets out 
the standard of professional and 
ethical conduct expected of all 
staff, consistent with NSW public 
sector principles of conduct.

industrial relations 
policies and practices
community Services consulted 
with the PSA on a wide range 
of staffing issues and service 
reforms, including reforms 
associated with keep them Safe. 

The PSA took industrial action 
during 2010–11. comprehensive 
discussions helped resolve the 
work bans without referral to the 
industrial Relations commission. 
One work ban is still outstanding 
and community Services is 
working with the PSA to remedy 
this. A small number of individual 
matters were referred to the 
industrial Relations commission 
for assistance and all were 
resolved without arbitration.

HOUSiNG NSW
number of employees
The total number of staff at the 
end of June 2011 was 2,485.

exceptional movement in 
wages, salaries or allowance
There were no exceptional 
movements in salaries, wages 
and allowances during 2010–11.

Personnel policies 
and practice
Housing NSW implemented 
“push reporting”, which allows 
line managers to review their 
progress against key performance 
indicators on a monthly basis. 
The information forms the 
basis for discussions in team 
meetings, quarterly business 
reviews and performance reviews. 
These reports are aligned to 
Housing NSW’s corporate 
reporting framework and 
sector requirements to improve 
management of sick leave, staff 
performance and development, 
as well as occupational health 
and safety incidents. 

To support the growth of the 
community housing sector, 
guidelines for the temporary 
secondment of Housing NSW 
employees to community housing 
providers were implemented. 

industrial relations 
policies and practices
A consultative forum, comprising 
PSA members and delegates, 
met quarterly during 2010–11. 
Housing NSW continues to work 
closely with the PSA to improve 
people-management practices 
throughout Housing NSW. 

2. Human resources
cONTiNUED
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3. Equal employment opportunities

ABORiGiNAL 
HOUSiNG OFFicE 
To encourage a diverse 
workforce, development 
opportunities are promoted by 
circulating internal and external 
expressions of interest for 
positions across the public sector. 

The representation of Aboriginal 
and Torres Strait islander 
people and women within 
AHO continues to exceed the 
government’s target. Having a 
knowledge and understanding 
of contemporary Aboriginal 
society and culture is essential 
to communicate effectively and 

sensitively with our client group. 
Being of Aboriginal or Torres Strait 
islander descent is a genuine 
occupational requirement and 
the majority of our positions 
are identified (55 percent).

Of the 78 people employed as 
at 30 June 2011, 55 percent of 
staff are female (43 employees) 
and 45 percent are male (35 
employees), with 41 employees 
identifying as being of Aboriginal 
and/or Torres Strait islander 
origin. There are nine employees 
(11 percent) who identify as 
belonging to a racial, ethnic or 
ethno-religious minority group.

major eeo outcomes 
in 2010–11
The AHO has an ongoing 
commitment to support the 
employment of Aboriginal 
people in the Aboriginal 
housing sector. This includes a 
revised Aboriginal employment 
strategy and other strategies 
in its housing, refurbishment 
and maintenance programs. 
Staff also participated in the 
Housing NSW 2011 Aboriginal 
staff gathering to look at ways 
of improving service delivery.

FAcS collects Equal Employment Opportunity (EEO) data regularly for the NSW Department of Premier and 
cabinet as part of the NSW public sector workforce profile. This measures performance in meeting NSW 
Government benchmarks for employing staff from EEO minority groups and informs planning and development 
of EEO initiatives.

trends in the representation of eeo groups 

eeo group
beNChmark/

TargeT  perCeNTage oF STaFF

2009 2010 2011

Women 50 76 76 76

Aboriginal people and Torres Strait islanders 2.6 7 8 9

People whose first language was not English 19 17 17 18

People with a disability N/A 6 6 6

People with a disability requiring work related adjustment 1.5 2.0 1.9 1.6

trends in the distribution of eeo groups across faCs

eeo group
beNChmark/

TargeT  perCeNTage oF STaFF

2009 2010 2011

Women 100 85 87 87

Aboriginal people and Torres Strait islanders 100 113 108 104

People whose first language was not English 100 101 100 100

People with a disability 100 102 102 107

People with a disability requiring work related adjustment 100 104 105 113

Source: NSW Department of Premier and cabinet 2010–11 workforce profile.

Notes:
1  A distribution index of 100 indicates that the centre of the distribution of the EEO group across salary levels is equivalent to that of other staff. values less than 

100 mean that the EEO group tends to be more concentrated at lower salary levels. 
2 The distribution index is not calculated where EEO group or non-EEO group numbers are less than 20.
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strategies for 2011–12
in 2011–12, we aim to:

•  provide business development 
assistance for Aboriginal 
community housing providers 

•  continue to implement 
an improved induction 
process for new staff

•  encourage other government 
agencies to pursue 
opportunities to transition 
local Aboriginal employees 
who have worked and/
or trained on capital 
works projects into other 
employment opportunities

•  develop comprehensive 
work plans for Aboriginal 
cadets and trainees 

•  encourage Aboriginal building 
companies to tender for more 
construction and capital 
works projects in Aboriginal 
and mainstream programs

•  reinforce Aboriginal 
employment clauses in 
all contracts to specify 
that tenderers must 
achieve a representative 
level of Aboriginal trades 
in all contracts.

AGEiNG, DiSABiLiTy 
AND HOmE cARE
Ageing, Disability and Home 
care (ADHc) employed a total 
of 13,619 people as at 30 June 
2011. A total of 78 percent of 
staff were female and 22 percent 
male. There were 6.8 percent 
(768) employees who identified 
as being of Aboriginal descent 
and/or occupied identified 
positions. There were 18 percent 
(2,044) of employees identified 
as belonging to a racial, ethnic or 
ethno-religious minority group.

major eeo outcomes 
in 2010–11
Aboriginal staff initiatives included:

•  the Aboriginal Employment 
Strategy 2011–15, which 
sets out a range of strategies 
to support the career 
development of Aboriginal staff 
and a commitment to achieving 
a 10 percent representation of 
Aboriginal employees by 2015

•  recruiting Aboriginal trainees 
in a program which combines 
employment and formal study 
in certificate iv in Disability 
or certificate iii in Aged care, 
and provides support from an 
Aboriginal cultural mentor;  
19 Aboriginal Nursing 
Assistants and 39 
Disability Support Worker 
trainees were recruited

•  an indigenous cadet program 
which employs Aboriginal 
people studying social work or 
allied health at a tertiary level.

Strategies to support people 
with a disability included:

•  a pilot project employing 
graduates with a disability 
through the Australian 
Network on Disability’s 
‘Stepping into’ program

•  work with the Disability 
Employee Network to 
develop a range of material 
to inform and support staff 
with a disability and their 
managers, including fact 
sheets on resources for 
workplace modifications.

Strategies to support 
women included:

•  the Tranby Aboriginal 
organisational leadership 
program being undertaken 
by 10 Aboriginal women

•  workshops for 32 women 
through the Women 
Achieving masterclasses

•  12 women participating in 
the Women’s Leadership 
Symposium Employer of 
choice Program, which 
includes a two-day forum and 
personal coaching sessions

•  18 women participating 
in a range of executive 
development courses

•  77 percent of female staff 
participating in the Achieving 
Together Programs – 
frontline workers, frontline 
managers, middle managers 
and senior leaders.

ADHc also received a plaque for 
its contribution and participation 
in the Employer of choice 
Program for the Women’s 
Leadership Symposium 2011.

strategies for 2011–12
in 2011–12, cultural competency 
training will be developed to 
enable staff to be more effective 
in working with Aboriginal 
clients and staff, and further 
Aboriginal trainee and cadet 
recruitment will be undertaken.

Footnote: The EEO figures are not raw figures, 
they are inflated for non-respondents as per EEO 
methodology, and relate to non-casual staff. 

BUSiNESSLiNk
Businesslink employed a 
total of 695 people as at 30 
June 2011. For the reporting 
year, Businesslink exceeded 
all percentage targets for 
representation of EEO groups. 

major eeo outcomes 
in 2010–11
Women represent 54.8 percent 
of all employees, with the 
highest proportion (34.6 percent) 
employed at the salary level 
$73,709 to $95,319 per year. 

3. Equal employment opportunities
cONTiNUED
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men represented 45.2 percent of 
all employees, with the highest 
proportion (30.9 percent) also 
employed at the salary level 
$73,709 to $95,319 per year. 

The number of women employed 
is not evenly distributed across 
salary levels, with 18.4 percent 
of women represented in 
the salary ranges of $95,319 
and above, compared to 
42.7 percent of men.

The proportion of Aboriginal 
and Torres Strait islander staff 
was 4.7 percent, up from 0.4 
percent last year and well above 
the benchmark of 2.6 percent. 
This increase is in part due to the 
implementation of the Aboriginal 
employment strategy for 2010–13 
and strong encouragement 
for staff to report EEO data.

The proportion of staff whose 
first language was not English 
was 31.0 percent (an increase 
of 1.5 percent on the previous 
year), which still significantly 
exceeds the government 
target of 19 percent.

The proportion of staff with a 
disability was 6.5 percent, with 
2.2 percent of staff requiring 
workplace adjustment.

Strategies and programs aimed 
at reaching benchmarks were 
developed in 2009–10 and 
implemented in 2010–11, and 
these are accountable for some 
of the improved results.

strategies for 2011–12
in 2011–12, we aim to:

•  employ five Aboriginal 
people as trainees through 
a partnership scheme 
with Gandangara Local 
Aboriginal Land council

•  fund eight places in the 
Department of Premier and 
cabinet Drive your career 
Program for women

•  allocate at least 50 percent of 
Businesslink scholarships to 
women, including the Public 
Sector management Program

•  promote employment 
opportunities for people with 
disabilities in the community, 
including using printers based 
in Wollongong and Nowra 
which employ 320 people, 
largely with disabilities. 

cOmmUNiTy 
SERvicES
community Services employed 
a total of 4,842 people 
including casuals and 4,660 
people excluding casuals 
as at 30 June 2011. 

A total of 82.79 percent of staff 
were female and 17.21 percent 
male. There were 386 employees 
who identified as being of 
Aboriginal and/or Torres Strait 
islander descent and/or occupied 
identified positions. Of these, 
258 were in casework positions. 
There were 380 employees 
who identified as belonging to a 
racial, ethnic or ethno-religious 
minority group, of which 180 were 
employed in casework positions, 
including multicultural positions.

major eeo outcomes 
in 2010–11
multicultural staff 
initiatives included:

•  the multicultural caseworker 
Program, which recruits 
caseworkers with language 
and cultural skills to work with 
culturally and linguistically 
diverse children and families

•  the multicultural staff 
conference held in November 
2010 to provide training 
and information to staff 
on effective practice with 
multicultural clients

•  increasing the number of 
allowances for staff that 
speak languages other than 
English who can translate 
for clients from 169 last 
year to 175 this year

•  completing an Aboriginal 
Strategic commitment 
of Service 2010–11

•  the roll-out of local Aboriginal 
action planning in regions

•  joint recruitment between 
community Services and 
AbSec in June 2011

•  quarterly meetings of 
the multicultural staff 
reference group to advise 
on implementation of the 
multicultural Strategic 
commitment 2008–13.

strategies for 2011–12
in 2011–12, we aim to:

•  implement the community 
Services multicultural Strategic 
commitment 2008–13 through 
regional implementation plans

•  integrate multicultural Strategic 
commitment 2008–13 
strategies with the keep Them 
Safe Plan on child wellbeing

•  recruit additional foster 
carers from culturally diverse 
backgrounds and assess 
the cultural competence 
of new foster carers

•  deliver community information 
sessions for emerging 
refugee communities

•  maintain interpreter services 
and funded agencies, 
and provide accessible 
translations of community 
education material

•  fund projects and services 
which target the specific 
needs of culturally diverse 
clients and communities.
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HOUSiNG NSW
Housing NSW continues to 
maintain consistent representation 
of equal employment opportunity 
groups across salary levels. 
Women, Aboriginal people and 
Torres Strait islanders continue 
to have a higher proportion 
employed at lower salary levels 
than benchmarked targets. 
Housing NSW has continued to 
focus on recruiting Aboriginal 
and Torres Strait islander people 
and people with disabilities.

major eeo outcomes 
in 2010–11
•  lodging the EEO management 

Plan 2009–12 with the Public 
Sector Workforce Office

•  launching the Aboriginal 
employment strategy and a 
number of initiatives including 
“healthy boundaries” training 
for Aboriginal staff and 
employing 10 students as part 
of an Aboriginal traineeship 

•  eight staff participating 
in an Aboriginal staff 
mentoring program 

•  establishing the Diversity and 
Equity council, which includes 
representatives from EEO 
groups including Aboriginal 
staff and management

•  a commitment to specific 
outcomes under the 
Ready, Willing and Able 
Program, which will be 
implemented in 2011–12

•  public support of events 
such as NAiDOc Week and 
international Women’s Day.

The certificate iv in Social 
Housing also includes a 
module on “working effectively 
with culturally diverse 
clients and co-workers”.

As a member of the Australian 
Employers’ Network on Disability, 
Housing NSW promoted the 
Network’s publication, Manager’s 
Guide: Disability in the Workplace, 
to line managers and introduced a 
new training program. Underpinning 
these initiatives are policies and 
procedures that support reasonable 
adjustment in the workplace for 
staff with disabilities. The Diversity 
and Equity council will focus 
on reviewing and enhancing 
recruitment and selection 
procedures to support employment 
initiatives for EEO groups. 

strategies for 2011–12
Housing NSW will continue 
to support diversity initiatives 
including implementing 
Aboriginal Employment Strategy 
commitments such as the 
Engaging Effectively Training 
Program for non-Aboriginal 
staff, as well as identifying roles, 
numbers of Aboriginal positions, 
and target areas required to 
deliver workforce EEO outcomes.

The Ready, Willing and 
Able Program will be 
implemented in 2011–12.

 

3. Equal employment opportunities
cONTiNUED
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4. Occupational health and safety
ABORiGiNAL 
HOUSiNG OFFicE
The Aboriginal Housing Office 
is committed to care for the 
health, welfare and safety of all 
staff, visitors and stakeholders 
in the workplace. Highlights 
for 2010–11 include:

•  the occupational health 
and safety committee 
monitoring responsibilities 
and communicating 
information to staff

•  an emphasis on 
prevention of incidents

•  effective incident, post-incident 
and injury management

•  timely and planned return 
to work processes

•  efficient and proactive 
management of 
workers’ compensation 
injuries and claims

•  annual flu vaccine 
offered to all staff

•  occupational health and 
safety training for staff.

An employee assistance program 
is in place and staff and their 
immediate families have access to 
confidential, free support services.

There were no prosecutions under 
the Occupational Health and 
Safety Act during the year.

AGEiNG, DiSABiLiTy 
AND HOmE cARE
Ageing, Disability and Home 
care (ADHc) is committed to 
continually improving health, 
safety and wellbeing standards  
to minimise the risk of injury to 
staff, clients and visitors.  
in 2010–11, the focus was 
on training and enterprise risk 
management with an emphasis 
on promoting good governance 
and accountability practice. 

The average incurred cost of 
claims increased by two percent 
in 2010–11. This was due to an 
increase in the number of large 
cost claims within ADHc services 
claims portfolios. Strategies 
have been put in place to reduce 
costs from health and safety 
claims. Some of these initiatives 
include the development of 
key performance indicators 
for performance monitoring, 
regular reviews of injury claims 
and increased technical claims 
management support to 
regions and business areas. 

Between January and April 2011, 
the transition to a new claims 
manager, QBE insurance was 
undertaken. The transition has 
been completed and service 
level agreements established.

converge international entered 
the second of its three-year 
Employee Assistance Program 
contract to deliver confidential, 
voluntary and free support 
services to all employees and 
their immediate families. This 
service is available 24 hours 
a day, seven days a week.

ADHc received five provisional 
improvement notices issued 
by Workcover NSW related 
to exposure to client related 
violence, traffic management 
risks and ergonomic design of 
workstations. An investigation 
by Workcover NSW took place 
in relation to an incident at a 
large residence in July 2010. 

There were no prosecutions 
under the Occupational Health 
and Safety Act during the year.

aboriginal housing office worker compensation claims’

year 2007–08 2008–09 2009–10 2010–11

claims reported 4 6 2 5

incurred cost $77,680 $52,788 $2,438 $24,787

Average incurred cost $19,420 $8,798 $1,219 $4,957

ageing, Disability and home Care workers’ compensation claims

year 2007–08 2008–09 2009–10 2010–11

claims reported 1,144 1,150 1,154 1,207

incurred cost $7,352,949 $8,162,741 $9,360,055 $9,987,331

Average incurred cost $6,427 $7,098 $8,111 $8,275
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cOmmUNiTy 
SERvicES
During the reporting period, 236 
workers’ compensation claims 
were lodged, with an average 
cost of $18,659. The number of 
claims in community Services 
has decreased in comparison 
to the number of claims lodged 
in 2009–10. community 
Services is expected to meet the 
“Working Together: Public Sector 
Occupational Health and Safety 
and injury management Strategy 
2010–2012 (Working Together)” 
target. The target is a 15 percent 
reduction in incidents of all 
permanent disability and lost time 
workplace disease and workplace 
injury claims by June 2012.

While number and cost of claims 
has decreased compared to the 
previous year, the average cost 
remains high compared to earlier 
years. This is because there is a 
large number of psychological 
injury claims which have higher 
average working time lost per 
claim. Psychological injury claims 
accounted for 30 percent of 
claims, and 57 percent of both 
time lost and cost in 2010–11.

in consultation with employee and 
union representatives, community 
Services selected “psychological 
injury” and “return to work” 
as the two priority areas to 
address under Working Together. 
A program for preventing 
and managing psychological 
injury was developed and 
implementation has begun. 

key initiatives progressed during 
the reporting period include:

•  delivering “respectful 
workplace” sessions by 
senior management and the 
Public Sector Association 
to promote the Dignity and 
Respect in the Workplace 
charter, and to educate staff 
about the division’s policy 
on bullying, harassment and 
discrimination and the process 
for making complaints

•  implementing “healthy 
workplace” training for 
managers to provide them 
with tools and skills to 
manage difficult employee 
behaviours and be a positive 
role model to staff

•  implementing the return 
to work program to 
help managers fulfil their 
responsibilities in the return 
to work of injured workers, 
and to provide them with 
clear instruction about 
their role in the process.

A flu vaccination program was 
arranged for staff prior to the start 
of winter. Sixty-one vaccination 
sites were established across 
the state and 31 percent of 
staff were vaccinated in the 
workplace (1,446 out of 4,685). 
Staff were reimbursed where 
they could not attend an on-
site vaccination and attended 
their own doctor instead.

There are two Workcover 
improvement Notices regarding 
the ineffectiveness of complaint 
handling and a requirement 
to update the Grievance 
Policy, and required actions 
are being carried out.

There were no prosecutions 
under the Occupational Health 
and Safety Act during the year.

BUSiNESSLiNk 
businesslink workers’ compensation claims 

year 2007–08 2008–09 2009–10 2010–11

claims reported 13 15 19 16

incurred cost $377,771 $688,838 $127,881 $430,305*

Average incurred cost $29,059 $45,923 $6,731 $30,736*

*  Figures for incurred cost and average incurred cost do not include estimates for two claims occurring 
in late June 2011.

There were no prosecutions under the Occupational Health and Safety 
Act during the year.

Community services workers’ compensation claims 

year 2007–08 2008–09 2009–10 2010–11

claims reported 241 249 239 236

incurred cost $2,282,503 $3,331,382 $4,697,687 $4,403,636

Average incurred cost $9,471 $13,379 $19,656 $18,659

Community services injuries during 2010–11

phySiCal 
iNJurieS

pSyChologiCal 
iNJurieS

Number of claims 165 71

Average incurred cost $11,490 $35,320

Average days paid 16 49

4. Occupational health and safety
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HOUSiNG NSW
Occupational health and 
safety improvements 
included implementing: 

•  an Occupational Health 
and Safety and injury 
management improvement 
Strategy (2010–12) and 
improvement Plan (2010–13)

•  the Healthy Workforce 
Program, which included on-
site flu vaccinations for staff.

Developing business systems 
and processes to support 
health and safety continued 
during the year and included: 

•  an internal audit of Housing 
NSW’s return to work 
program and assessment 
of health and safety risks 

•  introducing health and safety 
and injury management 
audits of work sites

•  continued work with 
Businesslink to report incidents 
and provide support for 
employees and managers

•  clear assignment of 
responsibilities for all levels of 
management with the inclusion 
of specific accountabilities 
in position descriptions, 
work plans, performance 
agreements and reviews, as 
well as in business plans

•  establishing a risk management 
improvement team.

During 2011–12, the focus 
will remain on continuous 
improvement initiatives, as well 
as monitoring outcomes against 
the plans outlined above. Other 
proposed strategies include:

•  providing support for managers 
to complete investigation and 
follow up on reported incidents 

•  continuing worksite audits

•  improving risk assessment 
through better data 
and reporting

•  continued emphasis 
on management and 
accountability to improve 
health and safety outcomes.

A total of 459 incidents were 
reported in 2010–11. client 
aggression was the major incident 
type, which resulted in 39 percent 
of reported incidents. Workplace 
injuries and other incidents, both 
physical and psychological, 
accounted for 52 percent 
including 16 percent of incidents 
being slip, trip and falls. motor 
vehicle accidents were a further 
nine percent of reported incidents.

Housing NSW continued 
participation in the Workcover 
Retro-paid Loss Premium 
Scheme. Forecasted final 
premiums under the scheme 
indicate significant savings in 
workers’ compensation premiums 
compared to the general scheme.

There has been a decrease in the 
total number of claims lodged, 
with only 91 claims reported 
compared to 133 for 2009–10. 
it is expected that the total 
number of claims for 2010–11 
may increase due to the late 
reporting of injuries and claims, 
particularly psychological claims. 

The net cost of claims for  
2010–11 is higher in comparison 
to last year at $481,724 
compared to $396,618. The 
cost increase is primarily due 
to a rise in the number and 
cost of psychological claims 
(with 25 claims for 2010–11 
compared to 20 claims at the 
same time in 2009–10).

These claims generally attract 
higher estimates and are more 
expensive due to the delay in 
reporting the injury, the need 
for an in-depth investigation 
and a protracted return to 
work following the claim.

There were no prosecutions 
under the Occupational Health 
and Safety Act during the year.

housing nsW reported incidents

year 2007–08 2008–09 2009–10 2010–11

incidents 305 396 403 459

housing nsW workers’ compensation claims*

year 2007–08 2008–09 2009–10 2010–11

Total number of claims 90 105 133 91

Total number of claims finalised 86 101 124 59

Net claims cost** (as at 30 June 2011) $420,013 $472,273 $396,618 $481,724

* current 2010–11 figures reported may increase due to injuries incurred during the year but not reported.
** Net claims cost is the capped claims cost which is used to calculate Housing NSW’s workers’ compensation insurance premium.
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housing nsW nature of injuries* 

2007–08 2008–09 2009–10 2010–11

NaTure oF iNJury No. CoST** No. CoST** No. CoST** No. CoST**

Sprains/strains 33 $97,111 50 $173,972 67 $375,521 32 $80,166

Psychological 20 $357,920 14 $378,102 26 $211,755 25 $262,700

Laceration 12 $43,527 17 $20,115 16 $45,350 18 $60,077

Fractures 5 $166,986 3 $61,562 5 $57,900 2 $36,105

Other 21 $195,968 21 $24,546 19 $43,849 14 $48,221

Total 91 $861,514 105 $658,297 133 $734,376 91 $487,268

* Nature of injuries has been reclassified due to an internal review and therefore may not be comparable to previously reported numbers.
** cost: this is the gross cost of claims = paid to date + outstanding estimates – recoveries.

Psychological injuries have the highest net total cost of claim year on year. The average net cost of psychological 
claims is $10,508 per claim, while sprains and strains have a net average cost of $2,505 per claim.

housing nsW cause of injuries* 

2007–08 2008–09 2009–10 2010–11

CauSe oF iNJury No. CoST** No. CoST** No. CoST** No. CoST**

Transport 16  $20,019 20  $39,549 31  $68,915 12  $8,821

Environment 27  $251,232 37  $146,028 39  $352,258 24  $129,726

Animal 6  $16,401 5  $7,601 1  $4,007 5  $30,241 

Non-physical 26  $509,425 16  $382,041 27  $212,874 28  $266,003 

Other 16  $65,277 27  $83,077 35  $96,321 22  $52,477 

Total 91  $591,103 105  $472,719 133  $734,376 91  $348,722

*  Refers to the cause of injury code. cause of injuries has been reclassified due to an internal review and therefore may not be comparable to previously  
reported numbers.

** cost: this is the gross cost of claims = paid to date + outstanding estimates - recoveries.

housing nsW injury management* 

2007–08 2008–09 2009–10 2010–11

Days compensated 1596.05 1743.22 1826.65 1498.17

Average days lost 17.93 16.6 13.73 17.42

* injury management has been reclassified due to an internal review and therefore may not be comparable to previously reported numbers.
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5.  Performance and number  
of executive officers

number of executive positions 

level 2009–10* 2010–11

8 2 2

7 2 3

6 2 3

5 12 10

4 20 26

3 26 21

2 4 3

Total 68 68

*  Updated to reflect machinery 
of Government changes.

number of female 
executive officers

2009–10* 2010–11

All 35 33

*  Updated to reflect machinery 
of Government changes.

Unless otherwise stated, 
occupants were in the position 
for the full reporting year.

cENTRAL OFFicE
Jennifer mason
Director General, SES 8

Remuneration package:  
$432,940 per annum

As at 30 June 2011, ms mason 
was on extended leave, and 
a performance review with 
the minister for Family and 
community Services and the 
Director General of the NSW 
Department of Premier and 
cabinet had not taken place.

key achievements for 
2010–11 included:

•  ensuring implementation of 
strategies contained within 
the NSW State Plan, national 
agreements and partnerships

•  working to ensure compliance 
with the Improving Client and 
Customer Satisfaction Strategy

•  ensuring the effective 
financial management of 
the department, meeting 
Savings implementation 
Plan targets agreed with 
Treasury for 2010–11 and 
implementing corporate and 
Shared Services initiatives 
and Better Services and value 
Taskforce programs including 
icT Expenditure Reviews

•  implementing the approved 
recommendations of the 
Boston consulting Group 
report into service delivery and 
corporate and shared services 
reform for the department 
and implementing priority 
projects identified in the report

•  achieving red tape reduction 
actions and targets and 
providing biennial reports 
on progress to the Better 
Regulation Office

•  monitoring achievement of 
actions and targets in Working 
Together: Public Sector OHS 
and Injury Management 
Strategy 2010–12 and 
implementing arrangements to 
improve the department’s audit 
ratings against the strategy

•  implementing the relevant 
recommendation for FAcS 
contained in keep Them 
Safe: A shared approach 
to child wellbeing 

•  contributing to the 
Government’s commitment to 
sustainable water and energy 
use, reducing greenhouse 
gas emissions, waste and 
fleet management and 
sustainable purchasing

•  progressing the following 
integrated service delivery high 
priority projects for FAcS:

  –  homelessness
 –  shared complex 

needs clients
 –  rural and remote 

service delivery in the 
Western region

 –  FAcS child Wellbeing Unit
 –  funding reforms
 –  Aboriginal services 

and employment
 –  community development 

and social inclusion

•  ensuring appropriate strategies 
are in place so that the 
department meets or exceeds 
government mandated 
EEO targets and reporting 
in the annual report as per 
Treasury circular 07/20.

ms mason was on an  
extended period of leave from  
20 may to 9 September 2011.  
Jim moore, chief Executive 
Ageing, Disability and Home care 
was appointed acting Director 
General during this period. 
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Cliff haynes
Assistant Director General 
corporate and Shared 
Services, SES 6

Remuneration package:   
$278,351

The Acting Director General 
has expressed satisfaction 
with mr Haynes’s performance 
for the period of appointment 
with regard to:

•  developing the corporate 
and Shared Services 
Strategy which underpins the 
reform of the department’s 
corporate and shared 
services and implementing 
the NSW Government’s 
“Blueprint for corporate 
and Shared Services”

•  leading the implementation 
of the corporate and Shared 
Services Reform Program, 
to implement integrated 
and efficient services

•  taking a lead role in managing 
the relationships with NSW 
Treasury, the Department 
of Premier and cabinet, the 
Department of Finance and 
Services and the department’s 
internal shared service 
provider Businesslink.

Peter muir
Assistant Director General Service 
Delivery improvement, SES 6

Remuneration package:   
$312,850

Period in position:   
18 October 2010 to 30 June 2011

The Acting Director General has 
expressed satisfaction with  
mr muir’s performance for the  
period of appointment 
with regard to:

•  establishing and leading 
the Regional Executive 
Directors to coordinate service 
improvement at a regional level

•  establishing the clients 
with multiple and complex 
Needs Program 

•  establishing access centres 
in western NSW and a 
program of work for the next 
12 months to improve access 
to services for FAcS clients

•  responsibility for the Supporting 
children, Supporting Families 
Programs and their transfer 
from the Department of 
Premier and cabinet.

mark Craig
chief Financial Officer, SES 5

Remuneration Package:   
$259,800

Period in position:   
1 July 2010 to 27 may 2011

The Assistant Director General 
corporate and Shared 
Services has expressed 
satisfaction with mr craig’s 
performance for the period of 
appointment with regard to:

•  implementing financial 
governance arrangements 
which enable whole-of-
department performance 
reporting and business-
focused decision-making

•  developing the office 
rationalisation strategy

•  leading the review 
of the department’s 
procurement function 

•  leading the review of the 
workers’ compensation 
claims estimates, resulting 
in a reduction in total 
Treasury managed Fund 
claims estimates for 2009 
and 2010 (calendar years) 
by more than $5 million

•  taking a lead role in developing 
a collaborative relationship 
between the department 
and NSW Treasury.

ABORiGiNAL 
HOUSiNG OFFicE
There were no Senior Executive 
Service (SES) Officer positions 
at Grade 5 or above in 2010–11. 
The Acting chief Executive, 
mike Allen, is reported 
substantially as the chief 
Executive of Housing NSW. 
mr Allen was appointed Acting 
chief Executive in may 2009.

As part of his ongoing 
management, mr Allen holds a 
performance agreement with 
the minister for Family and 
community Services (and formerly 
the minister for Housing) which 
includes regular and ongoing 
reviews of performance.

His administration and leadership 
has delivered key activities and 
achievements as outlined in 
the Aboriginal Housing Office 
chapter in the annual report.

AGEiNG, DiSABiLiTy 
AND HOmE cARE
Jim moore
chief Executive Ageing, Disability 
and Home care, SES 8

Remuneration package:   
$422,801

The minister for Ageing 
and minister for Disability 
Services has expressed 
satisfaction with mr moore’s 
performance for the period of 
appointment with regard to:

•  improving outcomes for frail 
older people, people with a 
disability, their families and 
carers through expansion and 
improvements to the disability 
services and community 
care service systems 

5.  Performance and number  
of executive officers
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•  exceeding expansion targets 
in delivering the first five 
years of Stronger Together, 
with the number of new 
places created, 33,000, 
exceeding the projected 
figure of 18,100 places

•  expanding person centred 
approaches and individualised 
funding models to give 
people with a disability and 
their families and carers 
more control over the 
services that they receive 

•  increasing supports to frail 
older people to enable them 
to continue to live in the 
community, as well as the 
completion of 12 dementia 
day care facilities through 
the Home and community 
care capital Strategy 

•  providing strategic leadership 
to shape and drive NSW 
whole-of-government reforms 
and priorities affecting people 
with a disability and older 
people and their families and 
carers, including the National 
Health and Hospital Reforms, 
the Productivity commission 
inquiry into Lifetime care 
and Support, the National 
Disability Strategy and the 
implementation of the NSW 
Carers Recognition Act

•  providing leadership in the 
national arena as chair of 
the Disability Policy and 
Research Working Group, a 
national group of disability 
officials progressing reforms 
under the National Disability 
Agreement and advising 
ministers on disability 
issues of national interest 

•  successfully supporting 
the planning for Stronger 
Together 2, which features 
a record $2.02 billion in new 
growth funding and extensive 
reforms that put people at 
the centre of decision-making 
about their own lives.

Peter gardiner
Acting Deputy Director General 
corporate Services, SES 5

Remuneration package:   
$231,951

Period in position:  
1 July 2010 to  
24 September 2010

The chief Executive has 
expressed satisfaction with 
mr Gardiner’s performance 
for the period of appointment 
with regard to:

•  coordination of the Stronger 
Together 2 business case for 
successful presentation to the 
Treasury Gateway Review

•  embedding occupational 
health and safety 
organisational improvements 
to meet legislative and 
governance requirements

•  developing corporate 
services reform initiatives 
in line with departmental 
strategic objectives.

stephen mudge 
Acting Deputy Director General 
corporate Services, SES 5

Remuneration package:   
$241,251

Period in position:    
27 September 2010  
to 14 January 2011

The chief Executive has 
expressed satisfaction with 
mr mudge’s performance for 
the period of appointment 
with regard to: 

•  overseeing the development 
of new results and services 
plan data modelling to 
ensure effective planning, 
implementation and 
management of services 
and expenditure 

•  commencing the re-
alignment of information and 
communication technology to 
enhance the client information 
System and transitioning 
the operation and support 
of the funding management 
system to Businesslink.

alastair hunter
Deputy Director General 
corporate Services, SES 5

Remuneration package:   
$278,350

Period in position:  
17 January 2011 to 30 June 2011

The chief Executive has 
expressed satisfaction with 
mr Hunter’s performance for 
the period of appointment 
with regard to:

•  overseeing the development 
of increased capacity and 
range of flexible supported 
accommodation models for 
people with a disability

•  developing and implementing 
strategies for ADHc and 
NGOs occupational health 
and safety improvements

•  improving the evidence base, 
performance and analysis, 
research and evaluation of 
ADHc programs and services 

•  contributing to the improved 
planning and implementation 
of the capital Program, 
including property and 
procurement management, 
iT service delivery, and 
office and fleet services. 

ethel mcalpine
Deputy Director General  
Accommodation and 
Direct Services, SES 5

Remuneration package:   
$278,350

The chief Executive has 
expressed satisfaction with 
ms mcAlpine’s performance 
for the period of appointment 
with regard to:

•  overseeing the development 
and implementation of 
improvements to sector 
therapy services and ADHc 
community Support Teams 

•  strengthening cross-agency 
collaboration in the provision 
of intensive behaviour support 
services to people with an 
intellectual disability, their 
families and their carers 
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•  launching The Aboriginal 
cultural inclusion Framework 
2011–15 for improving 
outcomes for Aboriginal 
clients of ADHc services 

•  overseeing the establishment 
of the inaugural NSW carers 
Awards Program and the NSW 
ministerial carers Advisory 
council to acknowledge the 
contribution of carers and 
advance their interests 

•  leading the redevelopment 
of the Lachlan centre and 
Peat island large residential 
centres to community-
based contemporary 
accommodation models. 

lauren murray
Deputy Director General 
Service Development Grants 
and Ageing, SES 5

Remuneration package:   
$257,950

The chief Executive has 
expressed satisfaction with 
ms murray’s performance for 
the period of appointment 
with regard to:

•  contributing to the council 
of Australian Governments 
(cOAG) agreed package 
of national reforms which 
include establishing the 
commonwealth as the 
level of government with 
full funding, policy, and 
operational responsibility for 
a national aged care system

•  developing strategies and 
reforms for sector development 
and productivity, including 
the implementation of the 
industry Development 
Fund, development of the 
Sector Planning Framework, 
and streamlining red-tape 
reduction processes 

•  providing strategic leadership 
on the implementation of 
Stronger Together 2, in 
particular the drafting of a 
policy framework for person 
centred approaches and 
coordinating associated 
consultation processes

•  overseeing the population 
ageing agenda as developed 
and implemented by the 
NSW Office for Ageing 

•  leading and enhancing 
the provision of internal 
and external corporate 
communications and events, 
including overseeing the 
Premiers’ Gala concerts 
for Seniors, the Don’t Dis 
my Ability campaign, the 
development of a new and 
improved ADHc website 
and increased events for 
seniors during Seniors Week 

•  overseeing strategic and 
business planning including 
long-term approaches 
to efficiency savings. 

BUSiNESSLiNk
albert olley 
chief Executive, SES 5

Remuneration package:   
$250,526

The Businesslink Board chair has 
indicated her satisfaction with mr 
Olley’s performance throughout 
the year, having successfully 
met his objectives and achieved 
the following outcomes: 

•  delivering benefit realisations 
of $9.657 million

•  continuing to maintain or 
lower prices in real terms 

•  delivering significant cost 
efficiency projects and 
systems including a new 
e-recruitment system, 
managed desktop and printer 

services, video conferencing 
and information services

•  transitioning new clients 
Aboriginal Affairs, 
Aboriginal Housing Office 
and Juvenile Justice to 
Businesslink services.

cOmmUNiTy 
SERvicES
annette gallard
chief Executive, SES 7

Remuneration package:   
$380,900 

The minister for Family and 
community Services and the 
Director General have indicated 
satisfaction with ms Gallard’s 
performance for the period of 
appointment with regard to:

•  successfully transitioning 
children’s Services to the 
Department of Education and 
communities and Disaster 
Recovery to the ministry for 
Police and Emergency Services

•  ongoing contribution to the 
integration and improvement 
of service delivery and 
implementation of NSW 
State Plan commitments

•  implementing keep Them Safe 
and changes to the out-of-
home care (OOHc) system 
including the transfer to NGOs

•  developing cultural change 
strategies to improve 
collaboration and partnerships 
with NGOs in preparation for 
a transfer of OOHc services

•  establishing a new Brighter 
Futures council to oversee 
the implementation of 
improvements to the program 
managed by NGOs

•  increasing focus on prevention 
and early intervention services 
including the transition of the 
community Services Grants 

5.  Performance and number  
of executive officers
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program to the new Early 
intervention and Placement 
Prevention Program

•  implementing child Wellbeing 
Units in collaboration with 
NGOs to allow information 
sharing and provide an 
integrated and responsive 
service system

•  implementing targeted 
and integrated online child 
protection services through 
the Structured Decision-
making® (SDm) model

•  improving functionality, 
performance and usability 
of the kiDS iT system to 
improve outcomes for children 
and young people at risk 

•  developing the PAcT 
consultation model and 
Aboriginal consultation 
Guide to assist in ongoing 
commitments to reducing 
the over-representation 
of Aboriginal children and 
families in the statutory 
child protection system

•  committing to assisting 
“Forgotten Australians” 
(people who grew up in former 
institutions, orphanages 
and children’s homes) with 
the opening of a state-
wide support service

•  oversight of community 
Services responsibilities under 
the introduction of new national 
laws Children (Education 
and Care Services National 
Law Application) Act 2010.

helen freeland
Acting Deputy chief Executive 
Operations, SES 6

Remuneration package:   
$312,850

The community Services 
chief Executive has indicated 
satisfaction with ms Freeland’s 
performance for the period of 
appointment with regard to:

•  leading community Services 
overall service delivery by 
its seven regions and the 
child Protection Helpline

•  improving accountability in 
service delivery through a 
revised quarterly business 
review process

•  improving access by children in 
OOHc to health and education 
services through an mOU and 
client pathway agreements 
with NSW Health and the 
Department of Education 
and communities (DEc)

•  sponsoring and leading the 
ASSiST program for the design 
of major upgrades to the 
kiDS system to commence 
release in 2011–12

•  increasing the number of 
out-of-home care adoptions

•  establishing a process 
for meeting the needs 
of adolescents with high 
and complex needs with 
ADHc, NSW Health, DEc 
and Juvenile Justice

•  implementing the Structured 
Decision-making (SDm) Safety, 
Risk and Risk Reassessment 
tools in community 
Services centres (cScs)

•  consolidating the 
implementation of SDm 
tools at the child Protection 
Helpline resulting in continued 
high levels of accuracy in 
screening decisions

•  re-engineering cSc intake 
processes by designing a 
triage and assessment process 
trialled in four cScs and to 
be implemented statewide

•  recruiting and authorising 
328 new carers through 
the carerlink system

•  reviewing the top 50 individual 
client Agreements and 
developing plans with each 
region to ensure throughput 
and exit where appropriate

•  developing and implementing 
the Aboriginal consultation 
Guide and Aboriginal 
Employment Strategy

•  establishing a new service, 
Protecting Aboriginal children 
Together (PAcT) in moree and 

preliminary work to establish a 
second service in Shellharbour

•  establishing new intensive 
Family Based Services (iFBS) 
in Wyong and kempsey and 
completing preliminary work 
for a service in Wagga Wagga

•  revising child Protection 
Helpline casework practice 
procedures in a new 
format suitable for web

•  delivering regional conferences 
in five sites in NSW to inform 
casework managers about 
key initiatives and engaging 
them in managing change

•  delivering Aboriginal and 
multicultural staff conferences

•  initiating an evaluation of 
the Sherwood Program

•  commencing implementation 
of the Short-Term court 
Order/Family Preservation/
Restoration Project as part of 
the reform of out-of-home care

•  development of Raising 
them Strong resources to 
support Aboriginal foster 
and kinship carers.

linda mallett
Divisional Director Policy 
and Planning, SES 5

Remuneration package:   
$278,350

The community Services 
chief Executive has indicated 
satisfaction with ms mallett’s 
performance for the period of 
appointment with regard to:

•  completing a feasibility 
study into potential models 
for a common case 
management framework for 
children and young people 
in out-of-home care

•  producing a new resource 
for carers – caring for kids

•  championing the establishment 
of the new statewide 
support service specifically 
to help Forgotten Australians 
(opened 9 march 2011)
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•  customising the child 
Assessment Tool, which 
assesses key factors that 
determine the level of care that 
would best meet the needs 
of a child or young person 
entering out-of-home care 

•  helping to develop National 
Standards for out-of-
home care that will be 
gradually implemented 
nationally from July 2011

•  developing service models 
for the delivery of new 
iFBS and intensive Family 
Preservation services that 
will work with families where 
children are at imminent risk 
of entering out-of-home care

•  trialling the SDm Restoration 
Assessment tool at eight 
cScs including three sites 
participating in the Aboriginal 
permanency planning project 

•  leading the development of the 
NSW Interagency Guidelines 
being updated in stages 

•  commencing an Australian-
first, Pathways of care, a 
five-year study into the long-
term effects of being in care

•  collaborating with Housing 
NSW, corrective Services 
NSW, Juvenile Justice and 
NSW Health on a multi-
Agency Discharge Planning 
Project under the NSW 
Homelessness Action Plan

•  drafting of a policy proposal 
on assisting unaccompanied 
children under 16 years 
who are in a Specialist 
Homelessness Service

•  finalising the external Brighter 
Futures Program evaluation 
with detailed analysis showing 
significant, positive results 
have been achieved against 
both the child protection and 
out-of-home care program 
performance criteria.

sonja stewart
Divisional Director communities 
and Early years, SES 5

Remuneration package:  
$278,350

The community Services 
chief Executive has indicated 
satisfaction with ms Stewart’s 
performance for the period of 
appointment with regard to:

•  completing the transition 
of the community Services 
Grants Program to two new 
programs focusing on direct 
support and community 
strengthening services and 
developing a proposal which 
secured $10.6 million for the 
community Builders Program 

•  beginning a comprehensive 
evaluation framework for the 
community Builders Program

•  completing the expansion of 
the Staying Home Leaving 
violence (SHLv) Program to 
18 locations across NSW

•  developing a performance 
management system for 
the integrated Domestic 
and Family violence Service 
program and SHLv and 
implementing it on a pilot basis

•  delivering practitioner training, 
research and evaluation activity 
for SHLv as part of the National 
Homelessness Action Plan

•  coordinating establishment of 
nine child and Family centres 
under the indigenous Early 
childhood Development 
National Partnership

•  achieving a successful 
strategic planning round for 
Families NSW 2011–12 to 
2013–14 and implementing 
the performance monitoring 
and data collection system 

•  training 1,200 practitioners 
statewide in the Triple P 
Positive Parenting Program 
and a smaller implementation 
of indigenous Triple P

•  publishing two new parenting 
books for Aboriginal families 
and communities as part of 
the Aboriginal child youth 
and Family Strategy

•  leading NSW, as the first 
jurisdiction after the host 
jurisdiction, to adopt the 
national law and passed 
legislation applying the 
national law – the Children 
(Education and Care Services 
National Law Application) Act 
2010 – in November 2010

•  coordinating the introduction of 
new state regulation and laws 
for children’s services in NSW to 
begin the process of alignment 
with the new national law

•  amending the Children’s Services 
Regulation to introduce a 1:4 
ratio for babies in centre-based 
and mobile children’s services 

•  completing the NSW 
component of a national trial of 
the new quality assessment and 
rating instrument for children’s 
services to be regulated 
under the new national law

•  leading public consultation 
on draft Education and 
care Services National 
Regulations in march and April 
2011, with 10 consultation 
forums held across NSW 

•  improving the approach to 
compliance and enforcement 
with children’s services through 
the Family Day care campaign, 
and major functionality 
improvements to the 
Government Licensing System

5.  Performance and number  
of executive officers
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•  improving participation 
of Aboriginal children in 
preschool programs to a 
rate higher than the general 
population through the National 
Partnership on Early childhood 
Education and the Preschool 
investment and Reform Plan.

John Parisi
Deputy chief Executive 
corporate Services, SES 5

Remuneration package:   
$278,350

Period in position:    
15 November 2010 
to 30 June 2011

The community Services 
chief Executive has indicated 
satisfaction with mr Parisi’s 
performance for the period of 
appointment with regard to:

•  improving out-of-home care 
reporting to provide integrated 
financial and non-financial 
information by service type

•  overseeing the integration 
of a range of iT system 
projects and establishing a 
program management office 
to improve the governance 
over project delivery

•  overseeing the development 
and implementation of a 
range of occupational health 
and safety strategies to 
improve the prevention and 
management of psychological 
injuries in the workplace

•  reviewing and improving 
recruitment processes for 
frontline staff, and improving 
reporting of caseworker 
recruitment, turnover and 
retention, implementing identified 
savings strategies and managing 
the quality of financial information 
relating to community 
Services for the Expenditure 
Review committee process

•  overseeing funding 
administration processes 
to support changes to 
contracting arrangements

•  representing community 
Services in a range of senior 

governance processes to 
progress corporate and 
shared services reforms

•  providing ongoing high-level 
advice to the senior executive 
on all aspects of corporate 
services, including reforms, 
and providing leadership to 
the corporate services division 
during a time of change.

HOUSiNG NSW
mike allen
chief Executive, SES 7

Remuneration package:   
$383,493

The minister and the Director 
General have expressed 
satisfaction with mr Allen’s 
performance for the period of 
appointment with regard to:

•  providing advice on a range 
of issues in relation to the 
national housing reform 
agenda, the growth of 
community housing, housing 
affordability, homelessness 
and the implementation of 
the Nation Building Economic 
Stimulus Plan in NSW

•  managing relationships through 
the Housing ministers’ Advisory 
committee to present Housing 
NSW’s policy position and to 
develop ongoing relationships 
with interstate counterparts and 
other government agencies, 
including negotiations with 
the commonwealth and 
other states and territories 
on implementing the National 
Affordable Housing Agreement 
and other national partnerships

•  achieving primary outcomes 
for Housing NSW’s key 
programs such as growth of 
the community housing sector 

•  meeting key objectives for the 
delivery of the NSW Nation 
Building Economic Stimulus 
Plan and developing a suite 
of products and services 
to address homelessness 
as part of the National 
Partnership on Homelessness 

and the NSW Government’s 
Homelessness Action Plan 

•  ensuring executive performance 
agreements include identification 
and management of strategic 
risks for Housing NSW 

•  achieving operational 
budgets and efficiencies 
in service delivery and 
program implementation 
across Housing NSW.

The minister and the Director 
General are also satisfied with 
mr Allen’s performance as the 
Acting chief Executive Officer of 
the Aboriginal Housing Office.

Paul vevers
Acting coordinator Economic 
Stimulus Plan, SES 6 

Remuneration package:  
$300,411

Period in position:   
1 July 2010 to 31 December 2010

The chief Executive has indicated 
satisfaction with mr vevers’ 
performance for the period of 
appointment with regard to:

•  providing relevant and 
appropriate advice on the 
implementation and delivery 
of the social housing Nation 
Building Economic Stimulus 
Plan, including service delivery, 
operational policy and strategic 
management of resources

•  managing relationships 
with commonwealth 
representatives, the Nation 
Building and Jobs Plan 
Taskforce, Housing staff 
and other stakeholders

•  ensuring Housing NSW’s 
delivery of the Nation Building 
Economic Stimulus Plan meets 
commonwealth development 
guidelines and key objectives are 
met within allocated timeframes 

•  ensuring implementation of 
the Nation Building Economic 
Stimulus Plan is guided and 
supported by a comprehensive 
Risk management Framework

•  ensuring projects are delivered 
within expenditure budgets.
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maura boland
Executive Director Policy 
and Strategy, SES 5

Remuneration package:  
$256,237

The chief Executive has indicated 
satisfaction with ms Boland’s 
performance for the period of 
appointment with regard to:

•  providing advice across all 
aspects of the housing portfolio 
and housing system in NSW, 
including the national housing 
reform agenda – specifically 
in relation to housing 
affordability, homelessness and 
strategies for de-concentration 
of housing estates 

•  managing commonwealth-
state relations and developing 
strong collaborative 
relationships with senior 
housing officials in other 
jurisdictions, as well as 
supporting the Nation 
Building Economic Stimulus 
Plan partnerships with the 
private sector, local councils 
and the NGO sector

•  delivering against identified 
priority projects, including 
the roll-out of national 
partnership agreements 
– in particular the Remote 
indigenous Housing National 
Partnership, the roll-out of the 
Homelessness Action Plan, 
the development of Regional 
Homelessness Action Plans 
and the development of an 
affordable housing framework

•  supporting corporate risk 
management activities

•  exploring new funding 
models to deliver subsidies. 

ken bone  
brodie Druett 
Executive Director Housing 
Services, SES 5

Remuneration package:   
$249,914 

Period in position:   
ken Bone  
1 July 2010 to 30 march 2011.

Brodie Druett  
1 April 2011 to 30 June 2011

The chief Executive has 
indicated satisfaction with 
both position holders’ 
performance for the period of 
appointment with regard to: 

•  providing operational 
advice on service delivery, 
operational policy and resource 
impacts across the state

•  managing relationships with 
the minister’s office on critical 
housing issues to ensure 
a common approach

•  delivering against identified 
priority projects including 
growth of community housing 
through property transfers 
to community housing 
management, establishment 
of the child Wellbeing Unit, 
establishment of the capital 
Program and reduction of 
social disadvantage through 
community-building initiatives

•  managing operational risks 
and improving monitoring 
of emerging risk 

•  delivering improved 
contractor performance 
and maintenance programs 
within expenditure budgets.

stephen mcintyre  
Paul vevers 
Executive Director Assets, SES 5

Remuneration package: $211,207

Period in position:   
Stephen mcintyre  
1 July 2010 to 31 march 2011

Paul vevers (Acting)  
1 April 2011 to 30 June 2011

The chief Executive has 
indicated satisfaction with the 
performance of both position 
holders for the period of 
appointment with regard to: 

•  providing advice across all 
aspects of the housing asset 
portfolio in NSW, specifically 
in relation to land disposal, 
environmental sustainability, 
and long-term asset planning 
to achieve better alignment 
to forecast demand

•  managing relationships with 
key stakeholders, including 
local councils and other 
planning agencies, private 
developers and contractors in 
order to maximise value from 
redevelopment opportunities

•  delivering significant 
redevelopment and 
capital projects including 
Nation Building Economic 
Stimulus Plan projects

•  forecasting and monitoring 
asset risks such as the 
structural integrity of buildings, 
and market impact of supply 
and demand fluctuations

•  managing delivery of 
maintenance and asset 
programs within budget.

5.  Performance and number  
of executive officers
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aChievemeNTS 2010–11 2011–12 prioriTieS

ageing, Disability and home Care

in 2010–11, we:

•  developed a cultural Diversity Strategic Framework to address 
the outcomes and relevant criteria of the community Relations 
commision’s multicultural policies and services program

•  submitted a draft ADHc Employment Equity and Diversity (EED) 
Plan 2010–12 for inclusion in the development of the broader 
FAcS Employment Equity Diversity Plan 

•  implemented a new Language Services Policy to help staff 
effectively communicate with service users and carers with  
low proficiency in English; 260 staff received training in the use 
of language services at seven workshops conducted across  
the state 

•  developed and circulated language services guidelines and 
a range of practical fact sheets for ADHc staff and funded 
partners to improve communication between staff, clients and 
carers with low proficiency in English

•  provided $125,000 to SBS to launch a new Homereach series 
in February 2011; 11 episodes, broadcast in nine languages, 
aim to increase awareness and understanding of services for 
frail older people, younger people with disabilities and their 
carers from culturally and linguistically diverse backgrounds

•  started collection of more comprehensive data about the  
cultural background of both clients and carers from may 2011 in 
order to better identify needs and plan culturally appropriate and 
effective services.

Six key areas have been prioritised for implementation 
under Stronger Together 2, including:

•  integrating cultural diversity goals into corporate 
service planning, monitoring and evaluation; regional 
offices will play a key role in developing locally 
tailored responses and central office will coordinate 
larger projects that operate across the state

•  improving the collection of data about people from 
cALD backgrounds

•  increasing cultural competency for front-line 
staff and effective implementation of the ADHc 
Language Services Policy in partnership with 
funded organisations

•  maintaining and improving partnerships with 
multicultural community organisations

•  improving access to services for people with a 
disability from cALD backgrounds, through person 
centred approaches

•  increasing awareness of ADHc services within 
cALD communities through improvements to the 
ADHc website and providing new services that 
meet the information needs of cALD communities.

businesslink

in 2010–11, we:

•  finalised a multicultural policies and services program  
for 2010–13

•  created an equity and diversity reference group to enable 
consultation on key strategies, plans and initiatives 

•  reviewed the community language allowance scheme that 
ensures language skills are appropriate for customer needs

•  developed a focused program to encourage voluntary 
completion of equity and diversity data in human resource 
records which saw an increase of eight percent in the 
completion rate.

Our priorities for 2011–12 include:

•  identifying staff language and  
intercultural work skills to make better use 
available resources

•  designing and delivering cultural diversity training 
to key staff

•  developing guidelines for interpreters

•  ensuring contracted-out and funded services have 
accountability measures to ensure the participation 
and inclusion of people from diverse cultural and 
linguistic backgrounds.

6.  Multicultural policies  
and services program
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aChievemeNTS 2010–11 2011–12 prioriTieS

Community services

community Services’ multicultural Strategic commitment 2008–13 outlines the 
plan for multicultural policies and services, with coordination by a multicultural 
Services Unit and through regional multicultural implementation plans. The 
multicultural Services Unit:

•  continued to set the direction for multicultural service provision

•  supported good practice in services to cALD clients and communities

•  ensured that multicultural issues are given appropriate consideration in all 
policy and operational areas

•  established five-year objectives to support and provide services for cALD 
clients and their communities

•  established a framework for planning and reporting on service provision for 
these clients

•  supported integration with corporate planning and reporting processes

•  established regional plans to implement the commitment, with regional 
multicultural advisory committees providing stakeholder input on implementing 
multicultural services.

in addition:

•  62 identified multicultural caseworker positions statewide provided bilingual 
and cross-cultural casework to 17 specific cultural groups and emerging 
refugee communities

•  175 staff were accredited under the community Language Allowance Scheme, 
covering 35 languages to support communication with children and families

•  we supported the needs of cALD children in out-of-home care with care plans 
including a new section on personal identity and culture to help develop their 
connection with culture, language and religion

•  we funded three multicultural NGOs to recruit carers from Arabic-speaking, 
African and Greek communities

•  we assessed and trained all new community Services foster carers, providing 
them with skills in caring for culturally diverse children

•  we continued to recruit carers from Arabic and Turkish speaking communities,  
and to support staff in meeting the cultural needs of muslim and vietnamese 
children in care.

•  we continued funding for the African Sessional Workers project, providing 
cultural and language support to caseworkers working with families from 
Sudan, Somalia, Ethiopia, Liberia, Sierra Leone, congo, Rwanda and Burundi

•  we built relationships between community Services and African community 
members through the African Learning circle in western Sydney

•  we established a multicultural service in south west Sydney under Brighter 
Futures to develop specialist expertise in providing early intervention services 
for culturally diverse families 

•  we held 44 community information services for refugee groups about what  
the division does, the child protection system and parenting practices –  
a 10 percent increase in the number of sessions held last year

Our priorities for 2011–12 include:

•  funding projects and services which 
target the specific needs of culturally 
diverse clients and communities

•  recruiting additional foster carers 
from culturally diverse backgrounds 
and assessing the cultural 
competence of all new foster carers

•  delivering community information 
sessions for refugee communities

•  working with mainstream 
funded organisations to 
ensure that services are 
appropriate and accessible 
for culturally diverse clients

•  developing a resource to support 
cross-cultural casework in the 
Brighter Futures Program

•  continuing caseworker training 
on culturally reflective practices

•  maintaining interpreter services and 
providing accessible translations 
of community education material

•  implementing the multicultural 
Strategic commitment through 
regional implementation plans 

•  integrating multicultural strategies 
with implementation of the keep 
Them Safe Plan on child wellbeing

•  implementing planning for cultural 
maintenance and development 
for children in care, through 
the care plan template.

6.  Multicultural policies  
and services program
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aChievemeNTS 2010–11 2011–12 prioriTieS

Community services

•  we made available translations of key resources in up to 17 languages from 
www.communityservices.nsw.gov.au and through community Services centres

•  we continued to support funded organisations to use interpreter services with 
a 12 percent increase compared to the previous year

•  we ensured that service agreements and guidelines with funded services 
include a requirement to provide services which are appropriate and accessible 
for culturally diverse clients

•  we provided a multicultural staff conference on effective practice with 
multicultural clients.

housing nsW

in 2010–11, we:

•  implemented the Housing NSW multicultural Framework 2009–14 which 
outlines initiatives to respond to the housing needs of cALD clients  
including those at risk of homelessness, new arrivals and members of 
emerging communities

•  established the Housing NSW Workforce Diversity and Equity council to 
provide advice and feedback on equity and diversity employment issues 

•  provided opportunities for staff to undertake a range of cultural awareness and 
skills training 

•  translated key parts of the Rent it keep it learning resource into five languages, 
enabling the resource to be used with different community groups to help 
clients secure and maintain a tenancy

•  reported performance to the community Relations commission on the 
multicultural policies and services programs standards framework

•  supported more than 90 staff with proficiency in nearly 30 languages to  
assist clients

•  ensured targeted housing assistance information was available in a number of 
community languages and promoted access to language services

•  published the tenant newsletter – your Home – in five different languages.

in 2011–12, we will:

•  continue to implement the 
multicultural framework, 
including integrating the needs 
of cALD clients to initiatives 
being developed as part of the 
Homelessness, Domestic violence 
and youth Action Plans.

The Guardianship Tribunal1 
has a key role in the protection 
and empowerment of people 
living with a decision-making 
disability. it exercises a protective 
jurisdiction and facilitates 
decision-making by hearing and 
determining applications for the 
appointment of guardians and 
financial managers for adults with 
decision-making disabilities.

The Tribunal provides written 
information about its role and 
jurisdiction in 12 languages. The 
information sheet “What does 
the Guardianship Tribunal do?” is 
available from www.gt.nsw.gov.au

During the year, the Tribunal used 
interpreters on 398 occasions 
across 15 different languages. 
The most requested languages 
were Arabic, cantonese, croatian, 
Greek, korean, mandarin, 
Polish, Serbian and Spanish.

Twenty-one percent of all 
hearings conducted and 20 
percent of all new applications 
made to the Tribunal in 2010–11 
concerned people with disabilities 
who identified themselves as 
a person from a culturally and 
linguistically diverse background.

in 2010, cultural awareness 
seminars were conducted 
for Guardianship Tribunal 
staff and related to services 
provided by the Tribunal. 

1  The Public Sector Employment and Management (Departments) Order 2011 came into effect on 4 April 2011. The Guardianship Tribunal was transferred from the 
department and added to the Department of Attorney General and Justice. more information about the Guardianship Tribunal can be found at www.gt.nsw.gov.au
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7. Disability action plans
The Department of Family and 
community Services Disability 
Action Plan (2010–13) was 
published in October 2010 and 
aims to develop an inclusive 
workplace. it is aligned with 
EmployABiLiTy, a disability 
employment strategy for the NSW 
public sector. The department 
encourages managers and 
staff at all levels to focus 
on ability, not disability, and 
explores opportunities to build 
a more diverse workplace. 

key achievements in the 
reporting period include: 

•  developing and reviewing 
policies and procedures to 
ensure that they are inclusive 
of people with a disability

•  working to improve 
employment, support 
and retention of staff

•  accessing audits of 
public offices

•  implementing communication 
plans to support the Disability 
Action Plan and raising staff 
awareness about the needs 
of people with disabilities.

Further information about the 
Disability Action Plan can be 
found at www.facs.nsw.gov.au

ABORiGiNAL 
HOUSiNG OFFicE
The Aboriginal Housing Office 
(AHO) is committed to providing 
appropriate, affordable and 
accessible housing services 
to Aboriginal people with 
a disability, and providing 
employment opportunities to 
disabled applicants and staff. 

managed by Housing NSW, 
the AHO offers a range of 
products and services for people 
with a disability, including:

•  subsidised housing with special 
income eligibility provisions 
that take into account 
expenses related to a medical 
condition, disability or injury

•  an extra bedroom if Aboriginal 
tenants with a disability 
need to accommodate a 
family member or carer or 
store medical equipment

•  disability modifications such 
as handrails, ramps and 
other modifications to ensure 
that social housing is suited 
to the needs of Aboriginal 
tenants with a disability 

•  the Special Assistance 
Subsidy, which provides 
eligible Aboriginal clients with 
a rental grant so they can 
rent in the private market 

•  the Private Rental Brokerage 
Service to assist homeless 
Aboriginal people with complex 
needs, including intellectual 
or physical disability, to find 
and maintain tenancies 
in the private market 

•  tenancy guarantees 
to private landlords for 
Aboriginal clients who have 
experienced difficulties in 
securing a private tenancy

•  formal housing and 
support partnerships with 
relevant agencies providing 
coordinated accommodation 
and support for Aboriginal 
people with a disability 

•  tenant participation initiatives to 
ensure that Aboriginal people 
with a disability have equal 
opportunities to have a say 
in decisions that affect their 
homes and neighbourhood.

AGEiNG, DiSABiLiTy 
AND HOmE cARE
A standard induction framework 
is being developed to ensure 
that new staff receive a 
consistent message about their 
responsibilities and rights in 
relation to access, equality and 
diversity. Working with people with 
a disability is a core component 
of new training programs for 
frontline and other key staff. 

ADHc is consulting with staff 
with a disability to identify issues 
and barriers to employment 
advancement by establishing a 
Disability Employees Network. 
The Network has brought 
together ADHc staff to:

•  identify systemic issues for 
employees with a disability

•  provide input and feedback 
on relevant policies and 
procedures such as the draft 
Promoting mental Health 
and Wellbeing Policy

•  promote career development 
opportunities for employees 
with a disability.

in consultation with the network, 
a range of information resources 
has been developed for 
employees with a disability and 
their managers, including fact 
sheets about modifications in 
the workplace. These resources 
are being promoted within 
ADHc to raise awareness of the 
issues facing employees with 
a disability and to empower 
them and their managers 
to address these issues.
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ADHc is working with vision 
Australia to host vision-impaired 
students undertaking a certificate 
iii in customer Service during 
their student placement. We also 
participated in the Australian 
Network on Disabilities Stepping 
into Program, which provides 
internship opportunities 
for university students with 
a disability for two-month 
periods to allow them to 
gain workplace experience. 
Participation in the program is 
to be expanded in 2011–12. 

Providing equal access to 
buildings and facilities for 
people with a disability is 
fundamental to supporting the 
delivery of ADHc services.

By December 2011, new 
Supported Accommodation 
Design Guidelines will be finalised, 
incorporating lessons learned 
during Stronger Together 1. 
These new guidelines will assist 
service providers and NGOs to 
provide modern accommodation 
to meet the needs of people 
with a disability. These guidelines 
will also provide a benchmark 
for existing ADHc assets.

To ensure that existing residential 
accommodation continues 
to meet client support needs 
and relevant benchmarks, 
we are implementing 
individual asset plans for all 
community living assets.

Office Accommodation manual 
– Design Guidelines for ADHc 
Offices – and a Signage manual 
have also been developed to 
help provide improved office 
accommodation and signage. 
Access audits are being 
undertaken to ensure that 
appropriate disability parking is 
available at all ADHc offices.

BUSiNESSLiNk
From march 2011, Businesslink 
has aimed to increase the 
employment opportunities 
for people with a disability. 

key outcomes focus on the 
recruitment, retention and 
career development of people 
with disabilities, including:

•  six disability car park 
spaces at Liverpool

•  wheelchair-friendly entry, 
exit and access within 
the Liverpool building

•  security swipe-card points 
accessible for staff and 
visitors in wheelchairs

•  work stations designed to 
facilitate height adjustment

•  an evacuation plan and training 
which considers people with 
disabilities or those who are 
less mobile, and evacuation 
chairs within the building

•  translators for staff and 
visitors during large meetings 
and conferences

•  teletypewriters (TTy) for staff 
with hearing impairments

•  disability access considered 
in the location and design of 
regional offices in Queanbeyan, 
Orange, Newcastle, 
Lismore and Parramatta.

cOmmUNiTy 
SERvicES 
community Services focuses 
on five priority areas for action:

•  identifying and removing 
barriers to services for 
people with a disability

•  providing information in a range 
of formats that are accessible 
to people with a disability

•  making government 
buildings and facilities 
physically accessible to 
people with a disability

•  assisting people with a 
disability to participate in 
public consultations and 
to apply for and participate 
in government advisory 
boards and committees

•  increasing employment 
participation of people 
with a disability in the 
NSW public sector.

in consultation with Housing 
NSW, we have identified 20 
supported accommodation 
and crisis accommodation 
properties that will be modified.

Work continued to upgrade 
properties to meet relevant 
disability legislation and building 
codes, with an estimated 98 
percent of our total property 
portfolio upgraded to meet these 
codes. We have continued to 
ensure that appropriate office 
accommodation is leased which 
will enable disability access, 
with 100 percent of our leased 
office accommodation portfolio 
meeting this requirement.
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HOUSiNG NSW
Our Disability Action Plan 
2009–13 guides our response 
to the needs of people with 
a disability and focuses on 
seven priority areas:

•  ensuring that people with a 
disability are able to access 
housing services and products

•  providing information in a 
range of accessible formats 
for people with a disability

•  improving physical accessibility 
of buildings and facilities for 
people with a disability

•  assisting participation of 
people with a disability in 
public consultations and 
on Housing NSW advisory 
boards and committees

•  increasing employment 
opportunities in Housing NSW 
for people with a disability

•  encouraging other agencies 
to improve community 
participation and quality 
of life for people with a 
disability in social housing

•  providing quality specialist 
and adapted services 
to meet the needs of 
people with a disability.

We have a number of 
programs to assist people 
with disabilities, including:

•  the Private Rental Subsidy 

•  the Disability modifications 
Program

•  the Tenancy Guarantee 
Program

•  the Private Rental Brokerage 
Service Scheme

•  Tenant connect 

•  the Housing and 
Accommodation 
Support initiative.

We work with the community 
housing sector to ensure that 
community housing providers 
continue to provide housing 
assistance to those most in need, 
including people with a disability. 

Equal access to public housing 
services and information 
are promoted by:

•  ensuring that the Housing 
NSW website – www.housing.
nsw.gov.au – is accessible 
for people with a disability 
and is in line with NSW 
Government standards

•  providing two free services for 
clients with hearing difficulties 
– access to sign language 
(AUSLAN) interpreters and 
the Telephone National 
Relay Service for the hearing 
and speech impaired

•  offering an audio version of the 
tenant newsletter for clients 
with visual impairment.

We are working towards 
achieving a target of 12 percent 
employment of people with a 
disability and seven percent 
employment of people requiring 
work related adjustment. We 
provide training courses for 
managers of staff with a disability 
and we are a member of the 
Australian Employers’ Network 
on Disability. A “managers’ Guide: 
Disability in the workplace” is 
also promoted to line managers. 

Disability awareness training 
is offered to all Housing NSW 
frontline staff to enhance skills 
and understanding in delivering 
services to people with a disability. 

 

7. Disability action plans
cONTiNUED
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8. Overseas visits 
diviSioN oFFiCerS daTeS purpoSe oF viSiT deSTiNaTioN

ageing, 
Disability and 
home Care

James Lim 11–17 June 2011 Undertook final part of  
masters of Public Administration 
Program in New Zealand

Wellington, 
New Zealand

Jennifer Quill 29 November –  
3 December 2010

Undertook final part of  
masters of Public Administration 
Program in New Zealand

Wellington, 
New Zealand

kathryn coote

Jourdan Di Leo

Paul mitchell

15–19 July 2010 Attendance at job 
and career expo

Auckland, New 
Zealand

Community 
services

mary Griffin 5–17 December 2010 Part of a delegation to 
Ethiopia for Ethiopia-Australia 
intercountry adoption 

Ethiopia

Sonja Stewart1 6–7 Dec 2010 Participated in the Australia 
Human Rights Technical 
cooperation Program on 
government purchase 
of NGO services

china

Lisa Alonso Love 

Janet Schorer

1–3 December 2010 Attended Australia and 
New Zealand School of 
Government residential 

New Zealand

Central office cliff Haynes2 18 January 2011 met with the supplier of Housing 
NSW’s HOmES system, 
Northgate Public Services, and a 
number of Northgate’s Uk clients

London,  
United kingdom

kerry Holling 19–23 September 2010 To present to the Oracle 
Open World conference: 
“integrated Automation of Policy 
and Downstream Process 
to increase Efficiency”

San Francisco, 
United States

kerry Holling1 17 August 2010 To present to the Singapore 
institute of Policy Studies forum 
on “Enhancing Public Service 
through Policy Automation”

Singapore

Aboriginal Housing Office, Businesslink and Housing NSW had no overseas visits.

1 All costs were met by conference organisers.
2 This visit was undertaken while mr Haynes was on a private overseas trip at no cost to the department or NSW taxpayers.
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9. Consultants
Consultancies over $50,000

diviSioN CoNSulTaNT proJeCT amouNT

ageing, 
Disability  
and home 
Care

Department of Services 
Technology

closure business case $330,174

Quovos Pty Ltd Annual statewide regional report on quality assurance audits $256,780

Central office Ernst & young Review capability and role of procurement function $84,569
Nous Group Develop organisational design models $73,154
SmS management and 
Technology Limited

Develop whole-of-department information 
management strategy

$297,000

Community 
services

ARTD Pty Ltd Families NSW data reporting $102,613
community Builders data reporting $134,910
Domestic violence data reporting $87,840
community Builders evaluation framework $52,272

Ernst & young child protection caseload consultancy report $264,262*
improved out-of-home care benchmark model $50,000*
Out-of-home care caseload review (may – September 2010) $252,325*

NExUS management 
consulting Pty Ltd

Triple P evaluation $98,628

Semann & Slattery Aboriginal child youth and Family Strategy 
parenting book evaluation 

$70,641

University of NSW Staying Home Leaving violence evaluation framework $50,000
housing 
nsW

Third Horizon 
consulting Partners

Asset management transfer options $51,867

kPmG Financial appraisal framework $55,671
Think: insight and Advice Pty Review changes to the maintenance contracting 

and Housing contact centre call services
$100,369

cPT Global Ltd Review HOmES project $52,787
SGS Economics & 
Planning Pty Ltd

Review trends in the housing market $61,016

* Excluding GST.

The Aboriginal Housing Office and Businesslink had no consultancies over $50,000.

Consultancies under $50,000

diviSioN CaTegory Number oF CoNSulTaNCieS amouNT

aboriginal housing office Policies and procedures 2 $34,787
ageing, Disability and home Care Home care Service information Technology 1 $44,640

Home care Service organisational review 1 $29,740
Home care Service training 1 $10,522
ADHc training 2 $12,990
ADHc environmental 1 $6,000

businesslink Finance and accounting tax 4 $62,015
Central office information management 1 $24,200

management services 1 $49,500
Office accommodation 1 $28,215

Community services management services 19 $266,918

Review service delivery 5 $101,403
Training 3 $24,044

housing nsW Asset management 2 $5,226
communication strategy 1 $9,356
Housing research 5 $92,720
Organisational review 2 $50,463
System review 2 $35,247
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10. Right to information
The Government Information 
(Public Access) Act 2009 
(GiPA) commenced on 1 July 
2010, replacing the Freedom 
of Information Act 1989. 

The department is committed 
to ensuring the public’s right 
to information meets the 
requirements of the GiPA Act and 
responses to other requests for 
information are handled effectively. 
Access to information may be 
considered through either formal 
or informal applications. For more 
information about making a formal 
application to the department, go 
to www.facs.nsw.gov.au or go 
to the Office of the information 

commissioner website – www.
oic.nsw.gov.au – for information 
about your rights under the Act.

A review was carried out in 
accordance with section 7(3) 
of the Act and the following 
information was made publicly 
available as part of proactive 
disclosure requirements: 

•  annual reports

•  brochures

•  codes of conduct and 
statements of business ethics

•  contact details 

•  media releases 

•  newsletters 

•  reports tabled in Parliament 

•  overviews of reports, 
plans and papers 

•  research and data reports

•  transformation, strategy, 
quarterly child protection 
data reports.

The department received a total of 
706 formal access applications for 
processing in 2010–11. Of these, 
279 formal access applications 
were refused, either wholly or 
in part, because the application 
was for disclosure of information 
not in the public’s interest.

number of applications by type of applicant and outcome

 

aCCeSS 
graNTed 

iN Full

aCCeSS 
graNTed 

iN parT

aCCeSS 
reFuSed 

iN Full
iNFormaTioN 

NoT held

iNFormaTioN 
already 

available

reFuSe To 
deal WiTh 

appliCaTioN

reFuSe To 
CoNFirm/

deNy 
WheTher 

iNFormaTioN 
iS held

appliCaTioN 
WiThdraWN

media 2 3 2 2 - - - 2
members of 
Parliament 3 5 1 - - 4 - 3
Private sector 
business 1 2 2 - - - - -
Not-for-profit 
organisations 
or community 
groups 3 7 - 10 - - - 3
members of 
the public (legal 
representative) 33 240 6 15 - 1 1 18
members of the 
public (other) 21 153 11 19 - 4 1 32
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number of applications by type of application and outcome

perSoNal 
iNFormaTioN 
appliCaTioNS

NoN-perSoNal
 iNFormaTioN*

CombiNaTioN
oF perSoNal &
NoN-perSoNal 

iNFormaTioN**

Access granted in full 44 14 1

Access granted in part 394 11 3

Access refused in full 17 3 -

information not held 39 8 -

information already available - - -

Refuse to deal with application 1 6 2

Refuse to confirm/deny whether information is held 2 - -

Application withdrawn 49 7 -
* Access applications other than personal information applications.
** Access applications that are partly personal information applications and partly other.

invalid applications

reaSoN For iNvalidiTy Number oF appliCaTioNS

Application does not comply with formal requirements (section 41) 172

Application is for excluded information of the agency (section 43) -

Application contravenes restraint order (section 110) -
Total number of invalid applications received 172

invalid applications that subsequently became valid applications 99

Conclusive presumption of overriding public interest against disclosure 
(matters listed in Schedule 1 of the Act) 

Number oF TimeS CoNSideraTioN uSed

Overriding secrecy laws -

cabinet information 2

Executive council information -

contempt -

Legal professional privilege 41

Excluded information 1

Documents affecting law enforcement and public safety -

Transport safety -

Adoption -

care and protection of children 272

ministerial code of conduct -

Aboriginal and environmental heritage -

10. Right to information
cONTiNUED
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other public interest considerations against disclosure 
(matters listed in section 14 of the Act) 

Number oF oCCaSioNS WheN 
appliCaTioN NoT SuCCeSSFul

Responsible and effective government 339

Law enforcement and security 263

individual rights, judicial processes and natural justice 319

Business interests of agencies and other persons 8

Environment, culture, economy and general matters -

Secrecy provisions 246

Exempt documents under interstate Freedom of information legislation -

timeliness 

Number oF appliCaTioNS

Decided within the statutory timeframe (20 days plus any extension) 510

Decided after 35 days (by agreement with applicant) 9

Not decided within time (deemed refusal) 37

Total 556

number of applications reviewed under part 5 of the act (by type of review and outcome)

 
deCiSioN 

varied
deCiSioN 

upheld ToTal

internal review - 4 4

Review by information commissioner - 5 5

internal Review following recommendation under section 93 - - -

Review by Administrative Decisions Tribunal - 1 1

Total - 10 10

applications for review under part 5 of the act (by type of applicant)

Number

Applications by access applicants 8
Applications by persons to whom information the subject of access application relates  
(section 54) 2

 
11. Privacy and personal information
The Department of Family and community Services maintains privacy management plans in accordance with 
the Privacy and Personal Information Protection Act 1998 (PPiPA).
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12. Consumer response
ABORiGiNAL 
HOUSiNG OFFicE
The Aboriginal Housing 
information Service unit within 
the Aboriginal Housing Office 
(AHO) received 784 enquiries, 
mostly concerning priority housing 
and repairs and maintenance. 
customer complaints relating to 
tenancy management matters 
are directed to Housing NSW 
under the service agreement.

AGEiNG, DiSABiLiTy 
AND HOmE cARE
Ageing, Disability and Home care 
(ADHc) responds to requests 
for information and accepts 
feedback and complaints about 
all aspects of the business. We 
seek to respond to complaints 
in a timely manner and handle all 
complaints in a fair, transparent 
and professional way. 

Wherever possible, issues are 
resolved at a local level in an 
effort to preserve the relationship 
between staff, the client and 
the client’s representatives. 
Fact sheets about complaints 
handling are available at 
www.adhc.nsw.gov.au

Service users can make a 
complaint in person, in writing, by 
telephone or by completing a form 
available on the ADHc website. 

The ministerial and Executive 
Services branch monitors 
the handling of complaints 
raised in correspondence to 
the minister for Ageing and 
Disability and the chief Executive. 
This correspondence may be 
from external agencies such 
as the NSW Ombudsman, 
members of Parliament on 
behalf of their constituents, 
or clients and their families. 

The branch also accepts 
complaints received through 
the FAcS website and from the 
National Disability Abuse and 
Neglect hotline and allocates 
these to appropriate sections of 
ADHc for action and response.

complaints are monitored 
by the Governance and 
Assurance directorate with 
work continuing to establish 
systems to allow more in depth 
analysis of complaints in terms 
of emerging issues and trends. 

There was an overall reduction 
in registered complaints. This 
should also be viewed in terms 
of the growth in services from the 
previous year, representing a more 
significant reduction in real terms.

A total of 966 complaints were 
registered in 2010–11, compared 
with 2,328 registered complaints 
in the previous 12-month period – 
a 59 percent decrease. Of these, 
866 complaints were received by 
regions and 100 by central office. 
complaints about regional Home 
care decreased by more than 50 
percent from 1,513 in 2009–10 
to 739 this year. complaints 
represented four broad categories 
– service delivery (65.32 percent), 
staff and other (25.98 percent), 
service access (6.94 percent) 
and policy (1.74 percent).

complaints are monitored as part 
of the corporate risk management 
framework with key risks reported 
to executive management to 
identify emerging systemic issues 
and help to proactively determine 
risk and mitigation strategies. 
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ageing, Disability and home Care – summary of complaints by type

loCaTioN buSiNeSS area
ServiCe 

delivery
ServiCe 
aCCeSS poliCy

STaFF aNd 
oTher ToTal

Central Office Home care 66 15 - 19 100

Western 

Accommodation and Respite - 3 - - 3

Home care 126 1 4 59 190

Planning and Access 2 - - - 2

Northern 

Accommodation and Respite 14 1 1 6 22

Home care 53 3 1 13 70

Planning and Access 3 1 - 3 7

metro South 

Accommodation and Respite 37 4 1 23 65

Home care 89 11 5 40 145

Planning and Access 9 5 - 6 20

metro North 

Accommodation and Respite 16 2 - 4 22

Home care 46 4 - 16 66

Planning and Access 25 2 - 1 28

Other - 1 - - 1

hunter 

Accommodation and Respite 6 1 - 2 9

Home care 25 - - 17 42

Planning and Access 8 7 1 9 25

Southern 

Accommodation and Respite 9 2 3 2 16

Home care 93 2 - 31 126

Planning and Access 4 2 1 - 7

Total  631 67 17 251 966

ageing, Disability and home Care – customer feedback main issues

reaSoN ComplaiNTS %

Service access 67 6.9

Service quality 631 65.3

Other 268 27.7

Total 966 100
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BUSiNESSLiNk
Businesslink received 
93 complaints and 160 
compliments through the 
feedback management system, 
compared with 37 complaints 
and 72 compliments last year. 
The increase in feedback is 
attributed to the launch and 
promotion of the feedback 
management process across 
FAcS and other clients in early 
2011. Other improvements 
included establishing customer 
feedback contact points and 
a standard operation process 
published on the intranet. A 
team was set up to work out 
regular causes for complaints and 
an awareness program about 
dealing with complaints was 
introduced at team briefings.

Of the 93 complaints, 17 
resulted in procedural updates, 
44 contributed to quality 
assurance, staff training and 
coaching programs. Twenty-six 
complaints were processed in 
accordance with established 
procedures and customers 
were not aware of these.

A number of changes were made 
to streamline processes for hiring 
disability support workers, which 
have reduced incoming enquiries 
and resolved the complaint. This 
includes collecting additional 
data, letter modification and 
clarification of information.

cOmmUNiTy 
SERvicES
During the year, the complaints 
Unit received 1,744 complaints 
and enquiries, similar to 
the 1,759 complaints and 
enquiries received last year. 

complaints were received via 
telephone, mail, email, fax, and an 
internet online form. complainants 
included birth parents, carers, 
relatives, community members, 
as well as young people. 

The complaints Unit was co-
located with the child Protection 
Helpline on 16 may 2011 to 
enable access to call centre 
technology and improve capacity 
to respond to all calls. 

common complaints included the 
nature and frequency of contact 
between children and young 
people in out-of-home care and 
significant people in their lives, 
communication with clients and 
other stakeholders, responses 
to reports of risk of significant 
harm and adherence to case 
plans and other commitments.

HOUSiNG NSW
The client Feedback Unit aims to 
provide equal access to housing 
services for clients, accurate 
information, prompt and efficient 
service and an avenue for 
concerns to be resolved. clients 
may contact the unit by calling 
1300 468 746 8.00am – 4.00pm 
monday to Friday. clients may 
also send written feedback by 
post, fax or via email through 
www.housing.nsw.gov.au

businesslink – client feedback 

reaSoN ComplaiNTS % ComplimeNTS %

Service delivery 8 8.6 104 65

Quality of service 36 38.7 37 23.1

Response 49 52.7 19 11.9

Total 93 100 160 100

housing nsW – client feedback statistics

2009–10 2010–11

CaTegory Number % Number %

Aboriginal Housing Office complaints 1 - 2 -

Aboriginal Housing Office compliments - - - -

Aboriginal Housing Office enquiries 113 - 22 -

Aboriginal Housing Office suggestions - - - -

Housing NSW complaints 4,731 8.50 6,440 69.00

Housing NSW compliments 357 - 385 4.13

Feedback from contractors 1,971 3.55 94 1.01

chief Executive calls - - - -

General enquiries 48,156 86.89 2,346 25.14

Suggestions 90 - 44 -

Total 55,419 100 9,333 100

Notes:

1  AHO customer complaints relating to tenancy management rates are included in Housing NSW statistics.

2  Due to implementation of the iT system – HOmES – general enquiry calls are no longer logged in the feedback 
management system, therefore the results for 2010–11 are considerably lower than previously reported.

12. Consumer response
cONTiNUED
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Public housing 
appeals – first tier 
if a public housing applicant 
or tenant is not satisfied with 
a decision made by a member 
of staff regarding eligibility for 
assistance, allocation of housing, 
tenancy management issues or 
other matters, they may request 
a review of Housing NSW’s 
decision. A senior manager 
within the relevant team reviews 
the original decision. This is 
called a first-tier appeal.

social housing appeals 
– second tier
The Housing Appeals committee 
has jurisdiction over the external 
appeals process for all social 
housing clients in NSW. most 
decisions made under social 
housing policy can be appealed 
externally, once the person has 
had their case reviewed at an 
internal appeal. The external 
appeal is conducted by a panel of 
independent members appointed 
by the minister and cabinet. 

During 2010–11, the Housing 
Appeals committee received 
396 appeals, of which 22 were 
from community housing clients. 
Of the 355 appeals heard, 336 
were Housing NSW and 19 
community housing matters. 
Fifteen clients each had two 
appeal issues heard. Forty-one 
clients did not proceed to a 
hearing as some matters were not 
within jurisdiction or had not been 
through the internal appeal. Some 
of these cases were resolved 
prior to second level appeal.

A breakdown of appeals 
by area shows:

•  144 from central Sydney

•  140 from Greater Western Sydney

•   33 from Northern NSW

•  19 from Southern  
and Western NSW.

housing nsW – second-tier appeals hearing results

2010–11

Declined 190

Recommended a change in decision 126

Resolved prior to the hearing 17

Approved by Housing NSW following adjournment 3

Total 336*

* 19 cases are pending as at 30 June 2011.

housing nsW – second-tier appeals final outcomes 

2010–11

Recommendations supported by Housing NSW 97

Recommendations not supported by Housing NSW 2

Resolved 3

Total 102*
* 24 cases have not been finalised as at 30 June 2011.

Of the community housing appeals heard, 16 were from 
metropolitan Sydney and three were from regional NSW.

housing nsW – community housing appeals hearing results

2010–11

Declined appeals heard 4

Resolved/approved by community housing 
provider after adjournment 3

HAc recommended a change in decision 10

Total 17*
* Two cases pending a result as at 30 June 2011.

housing nsW – community housing final outcomes

2010–11

Recommendations supported by community housing 9

Recommendation not supported -

Pending final outcome 1
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13. L-and disposal

14. Credit card certification

15. Disclosure of controlled entities

Ageing, Disability and Home care 
(ADHc) disposed of 11 properties 
because they were not in the best 
location to meet the demand for 
services, suitable for the needs 
of ADHc clients or economical 
to maintain, repair or redevelop. 

Fifty percent of proceeds from the 
sale of these properties were used 
to support ADHc’s operations 
and the remaining funds were 
returned to NSW Treasury. 

Access to documents relating to 
each disposal may be obtained 
under the Government Information 
(Public Access) Act 2009 
(GiPA). For more information, 
go to www.adhc.nsw.gov.au

One property (208 Dowling 
Street, Woolloomooloo) with 

a value greater than $5 million 
was transferred by way of an 
equity transfer from community 
Services to the Department of 
Education and communities. 

Access to documents relating 
to transfer of property may be 
obtained under the GiPA Act. 
For more information go to 
www.community.nsw.gov.au

Proceeds from the sale of 
Housing NSW properties were 
either used to support operations 
or reinvested into initiatives. 
Properties were disposed 
because they were inappropriately 
located to best serve the need 
for housing, or they were no 
longer deemed suitable for the 
needs of clients or uneconomical 

to maintain, repair or redevelop. 
in some cases, under the 
community regeneration 
initiative, it was necessary to 
break down the concentration 
of public housing in estates by 
integrating private housing with 
social housing. in other cases, 
public housing tenants applied 
to purchase their homes.

There were no sales of  
$5 million or more in 2010–11 
other than by tender or public 
auction. Access to documents 
relating to each disposal may 
be obtained under the GiPA 
Act. For more information, go 
to www.housing.nsw.gov.au

credit card use by Department of 
Family and community Services 
staff was in accordance with 
NSW Government guidelines.

FAcS controls and provides staff 
to the Aboriginal Housing Office, 
which replaced the Aboriginal 
Housing Group Staff in 2009–10. 

The department does not 
have a controlling interest 
in any other entities.
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16. Environmental sustainability
FAcS is committed to applying 
environmentally sustainable 
practices throughout the 
department and continues to 
look at ways to reduce waste 
and increase recycling. Our work 
in this area is influenced by the 
NSW Waste Reduction and 
Purchasing Policy (WRAPP) which 
requires government departments 
to implement WRAPP plans.

ABORiGiNAL 
HOUSiNG OFFicE
The management of Aboriginal 
Housing Office (AHO) owned 
properties and tenancies is 
mainly undertaken by Housing 
NSW under a service agreement 
with the AHO. Housing NSW 
manages AHO properties and 
tenancies according to the 
Housing NSW Environmental 
Strategy for reducing 
greenhouse gas emissions, 
reducing waste and minimising 
environmental damage.

The AHO continues to promote 
waste reduction and employs 
office suppliers that use recycled 
content in their paper, cardboard 
and toner cartridges. most 
photocopy paper purchased by 
the AHO has at least 10 percent 
recycled content and copy paper 
has up to 90 percent recycled 
content. The AHO supplies 
all staff with paper recycling 
bins at their workstations 
and uses local not-for-profit 
organisations, particularly in 
regional areas, for reuse and 
recycling of office resources.

The AHO continues to maintain 
a car fleet with an above average 
environmental performance 
score as defined in the NSW 
Government’s cleaner Fleet 
initiative, and has remained 
within the government’s energy 
management guidelines 
for decreasing its carbon 
footprint. Two vehicles in 
our fleet of 13 are hybrid.

AGEiNG, DiSABiLiTy 
AND HOmE cARE
Use of technology and electronic 
procurement has increased 
through eTendering and SmartBuy 
to reduce the environmental 
impact of procurement, and 
staff are encouraged to make 
better “green” choices when 
purchasing products. This 
includes the use of the minimum 
energy performance standards 
for relevant electrical products 
and appliances in group homes.

An audit of waste consumption 
has been undertaken with 
other departments to develop 
a joint plan for implementing 
the State contracts control 
Board’s integrated waste 
management contract which 
will rationalise the supplier 
base, achieve cost savings 
and promote more sustainable 
waste management processes. 

The government target of 85 
percent of copy paper purchased 
containing recycled content 
will be exceeded by 2014. 
Recycled content is regularly 
used in printing publications. 

Fleet has exceeded government 
targets for the number of hybrid 
vehicles and ethanol blended 
fuel (E10) use. E10 is used 
where practicable, available 
and cost effective, with over 
68 percent of fuel purchases 
now E10 as of march 2011. 

A policy is in place stipulating 
that new construction projects 
for residential accommodation 
have sustainable housing 
features such as insulation, 
external shading, energy efficient 
lighting, use of natural light 
and ventilation and alternative 
energy systems such as solar.

BUSiNESSLiNk
Businesslink continues to 
develop its waste reduction 
and purchasing policy with a 
preferred supplier agreement 
for office paper containing 50 
percent recycled content and 
recycling all print cartridges and 
cardboard and paper products. 
Redundant computer material 
is recycled through a company 
that uses components to rebuild 
or repair other equipment.

During 2010–11, Businesslink 
recycled 9.27 tonnes of paper 
and 5.40 tonnes of cardboard, 
resulting in a 47 cubic metre 
reduction in landfill.

The use of ethanol blended fuel 
(E10) within Businesslink fleet has 
exceeded both the 20 percent 
target set by the government, and 
Businesslink’s own 30 percent 
target, for 2010–11. On average, 
the E10 monthly usage was 62.4 
percent for the year, a 50 percent 
increase over the previous year. 
careful selection of vehicles has 
improved the overall “green fleet 
score” from 11.8 to 12.5 percent.
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cOmmUNiTy 
SERvicES
National Australian Built 
Environment Rating System 
ratings were obtained for 19 
community Services offices 
across the state, with ratings 
of between 4.5 and 5 stars 
achieved at the offices assessed. 
Offices have been fitted with 
sensor lighting and black-
out blinds to minimise energy 
use and reduce demand on 
air conditioning systems.

The cost of electricity and gas 
use increased from $2.3 million 
in 2009–10 to $2.9 million in 
2010–11. This is due to consumer 
Price index charge increases 
and additional accommodation 
acquired during the year.

There has been a continued 
increase in the use of E10 fuel, 
as well as a trend to replace 
six cylinder vehicles with four 
cylinder and hybrid vehicles and 
public transport is promoted 
as an alternative to driving.

community Services purchased 
19,760 reams of virgin paper at 
a cost of $102,421 and 59,226 
reams of recycled paper at a 
cost of $286,562; 12,429 tonnes 
of paper were sent to recycling. 
A total of 1,184 new printer 
cartridges were purchased for 
a total of $268,464 and 1,025 
remanufactured cartridges 
were purchased for a total of 
$176,397; 246 tonnes of toner 
cartridges were sent for recycling. 

HOUSiNG NSW
Housing NSW aims to achieve a 
63 percent resource recovery of 
waste generated by 2014 as part 
of the Environmental Sustainability 
in Housing strategy. Resource 
recovery is a measure of how 
you divert waste from going to 
landfill; for example, through 
reusing, recycling or composting. 

During 2010–11, 44 percent of 
waste generated was recovered, 
with the average total waste 
and recycling generated per 
employee per day as 0.282kg, 
which is 35 percent less than the 
industry average of 0.432kg.

Housing NSW has been working 
to reduce waste produced in 
offices. Paper consumption 
decreased in 2010–11 to 
5,819 A4 sheets per staff 
member, a reduction of 1,491 
A4 sheets per employee.

Housing NSW is also reducing 
corporate waste by introducing 
more recycling in its larger 
offices. in 2010–11, 5 out of 
11 offices more than 1,000 
square metres had implemented 
paper and cardboard recycling, 
secure document destruction 
and commingled recycling, 
making it easier for staff to 
reduce waste at work.

Housing NSW continues to 
report on its energy use and 
purchase Green Power. For 
2010–11, use of Green Power 
was 3,082,596kWh, which 
represents 11.4 percent of 
total electricity consumption.

Housing NSW is working in 
partnership with the Office of 
Environment and Heritage and 
Blacktown, campbelltown 
and Wollongong city councils 
to improve recycling in social 
housing multi-unit homes. Waste 
and recycling audits have been 
carried out in 459 homes and 
education programs are now 
underway to assist social housing 
residents improve recycling rates. 

Housing NSW won the following 
environmental awards in 2010–11: 

•  Australian institute of 
Landscape Architects awards 
for the Green Street program

•  HiA-cSR Special Purpose 
Housing of the year Award 
for a 24-unit housing 
complex at isabella Street, 
North Parramatta

•  Public Sector Energy award 
in the Green Globe Awards

•  Urban Design award for the 
Green Street program

•  Urban Taskforce’s Development 
Excellence award for the One 
minto estate renewal project.

 

16. Environmental sustainability
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17. Internal audit and risk management
The NSW Treasury internal 
Audit and Risk management 
Policy (TPP 09–05) provides a 
comprehensive and rigorous 
framework for the operation of 
Audit and Risk management for 
the NSW Public Sector. FAcS 
achieved compliance with the 
core requirements of the policy 
as required by 30 June 2011.

FAcS Audit and Risk committee 
was established in may 2010 
and met four times in 2010–11 
to oversee audit and risk 
functions. it includes three 
independent members with 
extensive experience in audit 
and risk management and 
two FAcS members of staff. 

Representatives from the NSW 
Audit Office and senior FAcS 
management – including the 
Director General, chief Audit 
Executive, chief Financial Officer 
and Assistant Director General 
corporate and Shared Services 
– attended the meetings. 

in 2010–11, the committee:

•  endorsed the internal audit 
plan and charter for 2010–11

•  reviewed the enterprise risk 
management framework 
and risk register 

•  monitored implementation 
of mitigation strategies for 
high-risk business matters

•  monitored implementation 
of recommendations 
relating to major internal 
and external audit issues

•  developed the fraud and 
corruption prevention 
framework, business continuity 
framework and legislative 
compliance framework

•  agreed accuracy of the 
2009–10 consolidated 
financial statements and 
recommended submission 
to the Director General

•  reviewed the quarterly 
business performance report

•  implemented its performance 
assessment review.

The committee reviewed and 
endorsed the enterprise risk 
management framework in 
June 2010. The framework 
acknowledges that FAcS divisions 
must take an active approach to 
risk management and focuses on 
strategic risks to the department 
including major organisational 
change, reform projects and large 
scale service delivery impacts.

in August 2010, the committee 
endorsed the FAcS response 
to the NSW Treasury following 
the release of the NSW Treasury 
Policy internal Audit and Risk 
management in the NSW Public 
Sector (TPP 09–05 and Tc 
09–08). The Director General 
confirmed compliance with audit 
and risk requirements for the 
previous financial year based on 
evidence from divisional chief 
Executives. O’conner marsden 
reviewed FAcS accounting 
systems and internal controls 
in order to provide assurance 
to the committee as well as the 
chief Financial Officer, FAcS 
Board and NSW Treasury. 

The committee considered and 
endorsed the 2009–10 financial 
statements at its August and 
October 2010 meetings which 
the Director General approved.
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ABORiGiNAL 
HOUSiNG OFFicE
The NSW Treasury managed 
Fund (TmF) through Allianz 
provides coverage for most 
government agencies’ business 
operations. TmF covers the 
Aboriginal Housing Office (AHO), 
the Board, Head Office and 
regional operations, but does 
not insure risks relating to the 
AHO’s property portfolio.

The AHO self-insures its 
property portfolio for fire 
damage, vehicle impact, 
and tempest. Based on past 
experience, and from research, 
this remains more economical 
than buying insurance. Funds 
continue to be set aside for 
self-insurance purposes. 

AGEiNG, DiSABiLiTy 
AND HOmE cARE
Ageing, Disability and Home care 
(ADHc) established an Audit and 
Risk committee (ARc) consistent 
with the requirements of the 
Treasury internal Audit and Risk 
management Policy (TPP 09–05). 
The Audit and Risk committee 
provides independent assessment 
of the risks facing the organisation 
and the appropriateness of its 
controls and mitigation strategies. 
it supports the chief Executive in 
performing his duties in relation 
to ADHc’s systems of internal 
control, risk management, internal 
and external audit functions 
and compliance to legislation.

During the past year, the 
committee monitored ADHc’s 
implementation of the internal 
Audit and Risk management 
Policy for the NSW Public Sector. 

The committee met seven times 
in 2010–11 and endorsed the 
following 19 internal audits 
and performance reviews:

•  Accounts Payable

•  Asset management

•  Business continuity 
management Policy and Plan

•  children’s Legislation

•  crisis management Plan

•  Ecm Usability Assessment

•  Fleet management

•  FmS change management 
and Training

•  FmS cutover Readiness

•  FmS Parallel Run

•  Fraud and corruption 
Prevention Policy and Plan

•  John Williams memorial Trust

•  Operational Policy Governance

•  Pandemic management Plan

• Privacy Audit

•  Review of Businesslink/
ADHc interface Phase 2

•  Risk management 
Policy, Procedures and 
Reporting Framework

•  Shared Services Fees

•  Support Service 
Governance Plan.

ADHc also has a comprehensive 
enterprise risk management 
framework (ERmF), which 
includes a risk management 
policy, guidelines and an 
implementation plan. The 
framework provides processes 
to identify and manage the 
financial, business, strategic 
and operational risks faced by 
ADHc, including major projects, 
insurance arrangements, business 
continuity and disaster recovery, 
and fraud and corruption control.

ADHc undertakes annual reviews 
of its corporate risk profile and half 
yearly reviews of its risk register 
including risk mitigation strategies. 
ADHc also undertakes monthly 
monitoring of identified high risk 
categories and provides risk reports 
to the ADHc executive monthly 
and to the FAcS ARc quarterly. 
The ARc reviews and provides 
oversight of ADHc’s Enterprise 
Risk management Framework 
to ensure its effectiveness in risk 
identification and management.

in 2010–11, ADHc placed 
emphasis on developing and 
implementing a comprehensive 
fraud and corruption awareness 
and prevention program and 
improving the business continuity 
management framework across 
its regions. This included 
developing business continuity 
plans at key service locations.

identified areas of risk 
under consideration include 
occupational health and safety 
and reporting of critical incidents. 

BUSiNESSLiNk
Businesslink participates in the 
TmF, which provides workers’ 
compensation, legal liability, 
motor vehicles, property 
and miscellaneous cover. 

Businesslink has an enterprise risk 
management framework which 
is designed to assist managers 
to identify, administer and control 
strategic, corporate, fraud, and 
operational risk. The framework 
is consistent with AS/iSO 31000. 
The internal audit program 
and several key management 
systems, including information 
security and business continuity, 
use this risk-based approach.

17. Internal audit and risk management
cONTiNUED
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Businesslink’s Audit and Risk 
committee met five times in 
2010–11 and endorsed nine 
internal audits, three third-
party assurance reviews and 
eight process assessments.

cOmmUNiTy 
SERvicES
During 2010–11, community 
Services implemented an 
Enterprise Risk management 
Framework, consistent with FAcS 
enterprise risk management 
framework, and in compliance 
with Treasury Policy TPP 09–05. 

community Services does an 
annual strategic risk assessment 
and monitors strategic risks on a 
quarterly basis, escalating relevant 
risks to the FAcS Audit and Risk 
committee. community Services 
is embedding risk management 
within the division by working 
with business areas to develop 
risk registers and reports and 
monitor risks through the quarterly 
business review process.

The Audit and Risk committee 
met four times during the year and 
there is a three-year internal Audit 
Plan (2010–13) which helps the 
division focus on areas of highest 
risk. A comprehensive insurance 
program through the TmF covers 
workers’ compensation, public 
liability, motor vehicle, property 
and miscellaneous liability.

HOUSiNG NSW
in 2010–11, Housing NSW 
implemented the Enterprise 
Risk management Framework, 
revised our business continuity 
management policy and began 
upgrading the business continuity 
plan operator manuals. 

The natural disaster response 
capabilities were improved 
by streamlining emergency 
temporary accommodation 
arrangements and training 
approximately 20 Disaster 
Response coordinators 
and other staff. 

A revised legislative compliance 
framework was implemented 
to improve the management of 
compliance risk. A risk-based 
internal audit program continued 
to monitor high risk business 
functions and processes. 
Emerging trends in risks were 
monitored to inform strategic 
direction and planning priorities. 
Housing NSW demonstrated 
compliance with all aspects for 
core requirement 5, “internal 
Audit and Risk management 
Policy for the Public Sector” (TPP 
09–05), in an independent audit 
of Housing NSW’s Enterprise 
Risk management Framework.

The Audit and Risk committee 
for the NSW Land and Housing 
corporation and the Aboriginal 
Housing Office met six times 
during 2010–11 and addressed 
significant risks including: 

•  timely and cost effective 
delivery of the Nation 
Building Economic Stimulus 
Plan (NBESP) targets

•  responding to a changing 
client profile

•  effective delivery of a 
diverse reform agenda

•  delivering growth in the 
community housing sector.

in 2010–11, the commercial 
insurance program continued 
to provide appropriate and cost 
effective coverage for insurable 
risk. The total cost of insurance 
premiums, including all charges 
and fees for 2010–11 was 
$7,505,268. This excludes 
construction risks and the 
asbestos premium (which 
incorporated NBESP works in 
2010–11). This is a gross saving 
of seven percent from 2009–10. 

Housing NSW is self-insured for 
the first $5 million of any property 
loss and the first $250,000 of any 
public liability claim. Against a 
declared asset value of  
$27 billion there has been an 
8 percent decrease in property 
premium. There has been no 
increase in liability premium and a 
39 percent reduction in workers’ 
compensation premium arising 
from Housing NSW’s participation 
in the Workcover Retro-Paid 
Loss Premium Scheme. 
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18. Research and development
A range of research and 
development activities were 
undertaken across the 
department during the year.

Research undertaken by 
the Aboriginal Housing 
Office (AHO) included:

•  analysis of the commonwealth 
Rent Assistance (cRA) 
threshold rent model 
for the NSW Aboriginal 
community Housing sector 

•  analysis of the financial viability 
of NSW Aboriginal community 
housing providers using the 
cRA threshold rent model 

•  methodology for setting a 
property rent for discrete 
Aboriginal communities 
and properties in remote 
and outer regional areas 

•  funding requirements for the 
transitional rent gap subsidy 
for Aboriginal community 
housing providers

•  development of rent and 
subsidy modelling as part of 
the Build and Grow strategy

•  face to face interviews with 
tenants in the Aboriginal 
community housing sector 
tenant early intervention 
pilot program 

•  performance audit of Remote 
indigenous Housing National 
Partnership backlog and 
maintenance and refurbishments 
operations manual

•  evaluation of the Provider 
Assessment and Registration 
system pilot which 
targets people leaving 
correctional facilities. 

The AHO works with other 
agencies on data collection, 
research and evaluation activities 
such as the community Housing 
and infrastructure Needs Survey 
and the annual collection of 

Aboriginal community housing 
dwelling information in collaboration 
with the National Reporting 
Framework on indigenous 
Housing. AHO regional staff 
also work with Housing NSW to 
evaluate tenancy housing issues.

One major AHO project focused 
on Aboriginal people sustaining 
tenancies after they leave 
correctional facilities (National 
Partnership on Homelessness 
project). The initial target group 
was people at high risk of 
reoffending in Broken Hill.

Businesslink did not undertake 
any research and development 
activities in 2010–11.

community Services’ Research 
centre encourages the use of 
research within the division, 
undertakes primary research, and 
supports a number of external 
research projects with the aim 
of improving the evidence base 
in child welfare. community 
Services has three major research 
projects underway in 2010–11: 

•  Pathways of care, a five-year 
$1.5 million longitudinal study 
of children in out-of-home 
care (OOHc) conducted with 
leading academics in the field, 
is in its first annual wave of data 
collection. All children and young 
people entering OOHc in NSW 
for the first time over a 12-month 
period are being recruited into the 
study. To understand the factors 
that influence outcomes, detailed 
information about the life course 
development and experiences 
of children and young people 
in OOHc is being gathered 
prospectively from approximately 
2,300 study children and young 
people. The study aims to inform 
policy and practice to strengthen 
the OOHc service system 
in NSW and to improve the 
outcomes for those in OOHc.

•  Funding of $208,000 was 
provided to undertake the 
Brighter Futures Aboriginal 
Families Study to improve 
understanding of issues related 
to access, participation, 
retention of and outcomes 
for Aboriginal families in 
the Brighter Futures early 
intervention program. 
caseworkers and families 
involved with the program have 
been interviewed and results 
will be available in 2011–12. 
Results from the study will be 
used to guide improvements to 
the program to better meet the 
needs of Aboriginal families. 

•  An intensive Outcomes Study 
was completed as part of the 
Brighter Futures evaluation in 
conjunction with the Social 
Policy Research centre at the 
University of NSW. The study 
explored in-depth outcomes 
for 127 families involved 
in the program and found 
improvements in comparison 
to families not in the program. 
The final evaluation report was 
published in September 2010. 

During 2010–11, Housing NSW 
selected 56 research projects to 
commence, with topics ranging 
from neighbourhood renewal to 
housing for older Australians.

We contributed $501,075 
funding to the Australian Housing 
and Urban Research institute 
(AHURi). Through its National 
Housing Research program, 
AHURi expands the evidence 
base that informs housing 
policy and programs across 
Australia. Housing NSW helps 
set AHURi research priorities, 
including selecting new projects 
to fund, supporting research 
and disseminating findings. 
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Housing NSW also commissioned AHURi to undertake six research syntheses to summarise available 
evidence on location disadvantage, estates strategy, homelessness interventions, youth housing and 
integrated national approaches to housing. Housing NSW uses this evidence to work with the commonwealth 
Government and other housing agencies to improve services and plan for future housing needs.

key research projects

proJeCT TargeT ClieNT group FuNdiNg

ageing, Disability and home Care

45 and Up Study (coordinated by The Sax institute) Older people, people with a disability and their carers $300,000

Acquired brain injury research project People with an acquired brain injury $75,000

Active engagement of older people in the community Home and community care (HAcc) clients $89,073

Adult transition project Adults with disabilities $120,230

Ageing in place People with a disability and their carers $400,000

Analysis of HAcc minimum Dataset HAcc clients aged over 45 $45,816

Applied research grants –  Older people participating in volunteer work

– iT application

$250,000

Applied research grants Older culturally and linguistically diverse volunteers $249,206

Barriers and enablers to the use of evidence-based 
proactive by ADHc speech pathologists 

Speech pathologists $126,720

carers and social inclusion: new frameworks, evidence 
and policy lessons

carers $30,000

community Living Award Review – review of 
Accommodation and Respite restructure 

People with a disability and professional workforce $150,000

common client analysis People with a disability using health services $100,000

community transport improvement project Socioeconomically disadvantaged people in  
remote area

$150,000

core skills and development Workforce $378,000

Demographic profile and support needs investigation  
of persons with multiple and complex disabilities

People with a disability $26,070

Early intervention assistive technology project children with a disability $400,469

Effective assessment of social isolation Older people, people with a disability and people 
living alone

$93,161

Effective behaviour services study People with a disability $26,250

Environmental and built factors for maintaining 
independence in older age

Older people $99,400

Exploring sexuality knowledge assessment tools for 
people with an intellectual impairment

Disability service managers and clinicians Nil

HAcc future growth areas project 2009–10 Future growth in demand areas for 
HAcc services

$150,000

Health promotion and early ageing People with an intellectual disability who  
are ageing

$87,273

Home maintenance and modifications clearinghouse 
and research

HAcc clients $70,566

18. Research and development
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proJeCT TargeT ClieNT group FuNdiNg

intellectual and other cognitive disability in the criminal 
justice system

People with an intellectual disability $21,671

Local government and ageing Local government and older people in the community $64,964

measuring outcomes in community care Older people, people with a disability and carers $87,094

mediation People with a disability $30,000

mindfulness-based stress reduction training for group 
home staff in intellectual disability services: can it  
reduce challenging behaviour, and change how staff 
think and feel?

Workforce and people with a disability $120,000

Non-government organisation (NGO) workforce 
indicators project

NGO paid and voluntary workforce $87,125

Non-government community services workforce Workforce $149,987

Pilot study: minimum data set for disability, health and 
mental health services

HAcc and NSW Health clients $149,811

Potential contribution of NGO sector to delivering more 
and better services to people with a disability

NGOs and people with disability $99,916

Research and development project on acquired brain injury 
– specialised assessment and intervention

NSW specialist practitioners and specialist services $75,000

Respite assessment and booking system ADHc Respite centres $150,000

Review of community living in-home and drop-in 
accommodation support services in NSW

People with a disability $225,500

School readiness for Aboriginal children with a  
disability: evaluation of a therapy transition program  
in inclusive settings 

Aboriginal children with a disability and their families $156,599

Scoping of longitudinal study People with a disability $75,000

The efficacy of the Sensory Protocol children and young people with a disability $12,472

Transformations of care community care workforce $89,430

Where are teachers’ voices? Students with multiple severe disabilities, and 
speech pathologists

Nil

Wobbly hub and double spokes model Users of therapy services in rural and remote areas $321,7941

Work Ability Study Ageing workers $250,000

young carers: the life course impacts of the caring 
responsibilities of children and young adults 

young carers $45,0002

1  NHmRc Grant, ADHc in-kind contribution $536,000 (total project – $1.6 million).
2 ARc Linkage $45,000, ADHc contribution over three years, with in-kind contribution of $102,182.  Funding source NSW carers Action Plan non-recurrent funding.
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proJeCT TargeT ClieNT group FuNdiNg

Community services

A national comparative analysis of child, family and service 
factors contributing to successful and unsuccessful 
reunification (2009–11 study period) Australian Research 
council (ARc) funded research

child protection clients $15,000

Are we making the grade? Educational outcomes 
of children and young people in out-of-home-care – 
michelle Townsend. Study period 2006–11

children and young people in out-of-home care $46,500

Barriers to participation: the experiences of disadvantaged 
young children, their families and professionals in engaging 
with early childhood services – Dr Rebekah Grace. Study 
period 2007–11

child protection clients $195,000

challenges, possibilities and future directions: a national 
assessment of Australia’s children’s courts (2008–11) 
ARc funded research

Staff in-kind 
support

child protection and mothers in substance abuse 
treatment – Dr Stephanie Taplin. Study period 2008–11

child protection clients $201,000

culturally and linguistically diverse families in the NSW 
child protection system – Dr Pooja Sawrikar. Study 
period 2007–11

child protection clients $195,000

Grandparents as primary carers of their grandchildren: 
a national, state and territory analysis of grandparent-
headed families – policy and practice implications 
(2008–11 study period) ARc funded research

children, young people and their carers $30,000

Growing Up in Australia: The Longitudinal Study of 
Australian children, Dr Elizabeth moore, Postdoctoral 
Research Fellow School of Psychiatry, Faculty of 
medicine, School of Psychiatry, University of NSW

children and young people in-kind 
support

NSW child development study (4 year study) ARc 
funded research

children and young people in-kind 
support

Pathways of care: Longitudinal Study children and young people in out-of-home care $1.5 million

People with mental health disorders and cognitive 
disabilities in the criminal justice system (2008–11  
study period) ARc funded research

child protection clients in-kind 
support

18. Research and development
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proJeCT TargeT ClieNT group FuNdiNg

The children in care Study – Stage 4: a prospective study 
of the mental health of children in out-of-home care –  
Dr michael Tarren-Sweeney. Study period 2009–11

children and young people in out-of-home care $9,600 

housing nsW

AHURi research synthesis – Australian youth  
housing models

young people who are homeless/at risk  
of homelessness

$25,0001

Homelessness stakeholder mapping and  
engagement activities

Homeless clients and homelessness service 
providers including agencies

$29,975 

Housing market review Social housing tenants in areas of concentrated 
disadvantage

$40,260

Housing market review – feasibility model  
(metropolitan areas)

Social housing tenants in areas of concentrated 
disadvantage

$46,017

Housing market review – feasibility model  
(non-metropolitan areas)

Social housing tenants in areas of concentrated 
disadvantage

$24,950

Planning study – Outer Western Sydney Social housing tenants $14,850

Planning study – Outer Western Sydney (Balance) Social housing tenants $18,865

Planning study – Hunter Social housing tenants $21,560

Planning study – North coast Social housing tenants $15,554

Planning study – Lower South coast/Far North coast Social housing tenants $6,776

Planning study – St George Sutherland Social housing tenants $17,150

Research synthesis: addressing location  
disadvantage effectively

Social housing tenants in areas of concentrated 
disadvantage

$30,000

Research synthesis: Australian literature on location 
disadvantage and place-based renewal

Social housing tenants in areas of concentrated 
disadvantage

$30,000

Strategy and implementation plan for evaluation  
of the NSW Homelessness Action Plan

 

 

 

 

 

 –  Women and children escaping 
domestic and family violence

–  Rough sleepers with complex needs

–  young people

–  Aboriginal people, people with mental health 
issues and/or drug and alcohol issues

–  individuals leaving correctional facilities, 
juvenile justice facilities, medical 
facilities and out-of-home care

–  individuals at risk of homelessness

$28,500 

1 Source of funds – Housing Assistance
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19. Payment of accounts
The payment of accounts is closely monitored by each division to ensure accounts are paid in accordance with NSW 
Treasury directions. Process improvements continue to be targeted to improve payment on time performance.

Businesslink payment of accounts information is available in the Businesslink annual report at  
www.businesslink.nsw.gov.au

faCs aged analysis of accounts payable at the end of each quarter

quarTer

CurreNT 
(WiThiN 

due daTe)
< 30 dayS 
overdue

30 – 60 dayS 
overdue

60 – 90 dayS 
overdue

> 90 dayS 
overdue ToTal

$ $ $ $ $ $

Sep-10 3,184,060 73,480 2,487 40,915 102,487 3,403,428

Dec-10 12,915,734 - 61,564 21,834 27,239 13,026,370

mar-11 340,523,556 - 239,904 47,174 106,623 340,917,256

Jun-11 8,776,694 89,522 13,184 65,252 136,119 9,080,771

faCs accounts paid on time within each quarter

quarTer TargeT aCTual
paymeNTS 

proCeSSed oN Time ToTal amouNT paid

% % $ $

Sep-10 90 98 907,874,652 929,392,786

Dec-10 90 98 1,369,837,487 1,394,683,785

mar-11 90 98 716,490,803 746,363,124

Jun-11 90 94 738,828,671 786,345,067

Total 3,733,031,614 3,856,784,761

FAcS paid penalties totalling $7,122 for late payment of accounts. 

aboriginal housing office aged analysis of accounts payable at the end of each quarter

quarTer

CurreNT 
(WiThiN 

due daTe)
< 30 dayS 
overdue

30 – 60 dayS 
overdue

60 – 90 dayS 
overdue

> 90 dayS 
overdue ToTal

$ $ $ $ $ $

Sep-10 172,962 1,309  -  -  - 174,270 

Dec-10 4,163  -  -  - 4,163 

mar-11 10,178  - 4,314 106 103 14,701 

Jun-11 24,321  -  -  - 191 24,512 

aboriginal housing office accounts paid on time within each quarter

quarTer
TargeT paid 

oN Time
aCTual paid 

oN Time
amouNT paid 

oN Time
 amouNT NoT 
paid oN Time

ToTal amouNT 
paid

% % $ $ $

Sep-10 95 98 18,110,093 442,233 18,552,326 

Dec-10 95 92 15,841,443 1,439,285 17,280,728 

mar-11 98 68 12,369,762 5,689,907 18,059,669 

Jun-11 95 98 32,667,723 802,269 33,469,992 

Total 78,989,020 8,373,694 87,362,715 

Data source: Businesslink, Governance Series and Finance.

Nil penalties for the Aboriginal Housing Office.
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housing nsW aged analysis of accounts payable at the end of each quarter

quarTer

CurreNT 
(WiThiN 

due daTe)
< 30 dayS 
overdue

30 – 60 dayS 
overdue

60 – 90 dayS 
overdue

> 90 dayS 
overdue ToTal

$ $ $ $ $ $

Sep-10 18,185,132 1,844  - 262,200 (58,538) 18,390,638 

Dec-10 19,029,070 - 5,781 (3,618) (93,012) 18,938,221 

mar-11 15,280,736 - (30,108) 8,268 (145,873) 15,113,023 

Jun-11 7,322,956 (156,679) - (2,925) (106,216) 7,057,136 

housing nsW accounts paid on time within each quarter

quarTer
TargeT paid 

oN Time
aCTual paid 

oN Time
amouNT paid 

oN Time
 amouNT NoT 
paid oN Time

ToTal amouNT 
paid

% % $ $ $

Sep-10 95 99 709,929,443 10,480,199 720,409,642 

Dec-10 95 98 636,869,952 11,431,767 648,301,720 

mar-11 95 97 397,291,118 11,301,666 408,592,784 

Jun-11 95 98 528,348,617 11,340,319 539,688,936 

Total 2,272,439,131 44,553,951 2,316,993,082 

Data source: Businesslink, Governance Series and Finance.

Nil penalties for Housing NSW.
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Glossary
aCroNym deFiNiTioN

aaS Area Assistance Scheme
abS Aboriginal Services Branch
abSec Aboriginal child, Family 

and community care State 
Secretariat (NSW)

aCWa Association of child 
Welfare Agencies

adhC Ageing, Disability and Home care
ahgoS Aboriginal Housing Group of Staff
aho Aboriginal Housing Office
alra Aboriginal Land Rights Act 1983
amihS Aboriginal maternal infant 

Health Strategy
aod Alcohol and Other Drugs
arCg Area Respite co-ordination Groups
arg Aboriginal Reference Group
CaF comprehensive 

Assessment Format
Cald culturally and Linguistically Diverse
Cap crisis Accommodation Program
CaTalyST creating Access To A Learning 

youth Support Team
Cdp caseworker Development Program
CharT changing Habits and 

Reaching Targets
CiS client information System
CiT community integration Team
ClaS community Language 

Allowance Scheme
Coag council of Australian Governments
Cpag child Protection Advisory Group
Cpi consumer Price index
Cra commonwealth Rent Assistance
Crpd convention on the Rights of

Persons with Disabilities
CSC community Services centre
CSgp community Services 

Grants Program
CSha commonwealth State 

Housing Agreement
CST community Support Teams
CWu child Wellbeing Unit
dap Disability Assistance Package

aCroNym deFiNiTioN

deC Department of Education 
and communities

dFS Department of Finance 
and Services

dhaSi Disability Housing and 
Support initiative

dpC Department of Premier 
and cabinet

eeo Equal Employment Opportunity
epSu Ethics and Professional 

Standards Unit
erp Enterprise Resource Planning
FaCS Family and community Services
FahCSia commonwealth Department of 

Families, Housing, community 
Services and indigenous Affairs

FanS NSW NSW Family Services
FmS Funding management System
Foi Freedom of information
FWa Fair Work Australia
gamC Government Asset 

management committee
gipaa The Government information 

Public Access (GiPA) Act 2009
haCC Home and community care
haF Housing Affordability Fund
haSi Housing Accommodation 

Support initiative
hCC Housing contact centre
hCp Housing communities Program
hCS Home care Service of NSW
homeS Housing Operations, management 

and Extended Services
hSNet NSW Human Services Network
iCaC independent commission 

Against corruption
iFbS intensive Family Based Services
irC industrial Relations commission
iSp intensive Supervision Program 
iSS intensive Support Services
iTap induction Training 

Assessment Program
JirT Joint investigation Response Team
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Glossary
cONTiNUED

aCroNym deFiNiTioN

kidS key information and 
Directory System

lhCorp NSW Land and Housing 
corporation

Naha National Affordable 
Housing Agreement

NaidoC National Aboriginal and islander 
Day Observance committee

NapCaN National Association for 
the Prevention of child 
Abuse and Neglect

NbeSp Nation Building Economic 
Stimulus Plan

Nda National Disability Agreement
Ngo Non-Government Organisation
NraS National Rental 

Affordability Scheme
oFa Office of Ageing
oFWp Office for Women’s Policy
oh&S Occupational Health and Safety
oohC Out-of-Home care
oSp Office of Senior Practitioner
oTeN Open Training Education Network
paCT Protecting Aboriginal 

children Together
parS Provider Assessment and 

Registration System
ppipa Private and Personal information 

Protection AcT 1998
pSa Public Services Association
rihNp Remote indigenous Housing 

National Partnership
rFCag Regional Foster care 

Advisory Group
rTrS Regional Tenant Resource Services
Samp Strategic Asset management 

and Procurement
SbiS Statewide Behaviour 

intervention Service
SCaN Supporting children with 

Additional Needs
SCFS Shared care Family Support
Sdm Structured Decision making
SeS Senior Executive Service
Shlv Staying Home Leaving violence

aCroNym deFiNiTioN

Smm Self managed model
SoorT Statutory and Other Officers 

Remuneration Tribunal
Spa State Property Authority
Syorp Serious young Offenders 

Review Panel
TaFe Technical and Further Education
TmF Treasury managed Fund
TprS Tenant Participation 

Resource Services
TTW Transition to Work
TTy Telephone Typewriters
uNiFem United Nations Development 

Fund for Women
WFm Work Force management
Wrapp Waste Reduction and 

Purchasing Policy
yapa youth Action and Policy 

Association
ydaC youth Drug and Alcohol court
ylSi youth Level of Service inventory
ypiraC young People in 

Residential Aged care
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Index

A

Aboriginal Affairs 137-139

Aboriginal Housing Office 16–27

Ageing, Disability and Home care 28–67

Appendices 142–195

Audit opinion on financial statements Addendum*

B
Business hours inside back cover

Businesslink 68–77

c

case studies 9, 25, 41, 72–73, 87, 114–115, 136, 139, 141

changes to divisions 132–141

chief Executive messages 2–15, 18, 30,70, 80, 110

clients 4, 111, 134, 137, 140

community Services 78–107

consultants 172

consumer response 176–179

contact details inside back cover

corporate structure 6

cost of producing Annual Report inside back cover

credit card certification 180

D
Department restructure 133

Disability action plans 168–170

Disclosure of controlled entities 180

E

Economic and other factors 4

Environmental sustainability 131, 181–182

Equal employment opportunities 149–152

Executive management and structure 6

Executive summary 2–15

F

Female officers in SES positions 157–164

Financial statements (Department of Family and 
community Services, Home care, Home care 
Services, Land and Housing corp and Aboriginal 
Housing Office)

Addendum*

Financial summary 7–8

Freedom of information 173–175

Funds granted to non-government organisations Addendum*

G

Glossary 197–198

Government information Public Access Act 
(GiPA Act)

173–175

Grants Addendum*

H
Housing NSW 108–131

Human resources 147–148

i
insurance activities 183–188

internal audit 183–188

J Juvenile Justice 140–141
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cONTiNUED

L
Land disposal 180

Legislation and legal changes 143–146

Letter of submission to minister inside front cover

m multicultural policies and services program 165–167

N NSW Land and Housing corporation 8

O

Occupational health and safety 153–156

Office for Women’s Policy 134–136

Office locations inside back cover

Organisation chart 6

Organisational change 132–141

Overseas travel 171

P
Payment of accounts 194–195

Performance and number of executive officers 157–164

Privacy and personal information 175

R
Research and development 189–193

Right to information 173–175

Risk management 183–188

S Senior management 5–6, 157–164

T
Waste (environmental sustainability appendix) 131, 181–182

Website address Back cover

Workers compensation 153–156

W Waste 131, 181–182

*FAcS financials and funding to non-government organisations are printed as separate volumes and available at www.facs.nsw.gov.au 



L-etter to the Ministers

The hon pru goward mp
minister for Family and community Services
minister for Women
Parliament House
SyDNEy NSW 2000

Dear ministers

i am pleased to submit the Department of Family and community Services Annual 
Report 2010-11 for presentation to the NSW Parliament.

This report and the accompanying fi nancial statements fulfi l the requirements of the 
Finance and Audit Act 1983, the Annual Reports (Statutory Bodies) Act 1984 and the 
Annual Reports (Departments) Act 1985.

Following the report’s tabling in Parliament, it will be available for public access on the 
Department of Family and community Services website at www.facs.nsw.gov.au.

yours sincerely

Jim moore
Acting Director General

Department of Family and community Services | ABN 80 597 369 676
Level 2, 55 clarence Street, Sydney NSW 2000 | Locked Bag 3002, Australia Square NSW 1215
T (02) 9248 0900 | F (02) 9248 0999 | Dx 13045 Sydney market Street | www.facs.nsw.gov.au

Contact information
Department of family and 
Community services
Level 2, 55 clarence Street 
Sydney NSW 2000 
Locked Bag 3002 
Australia Square NSW 1215 

Ph: 02 9248 0900
Fax: 02 9248 0999 
Email: facsinfo@facs.nsw.gov.au 
Web: www.facs.nsw.gov.au

OUR DiviSiONS
aboriginal housing offi ce
Level 6, 33 Argyle Street 
PO Box W5 
Westfi eld Parramatta NSW 2150 

Ph: 02 8836 9444
Fax: 02 9635 3400 
Email: ahoenquiries@
aho.nsw.gov.au 
Web: www.aho.nsw.gov.au

ageing, Disability 
and home Care
Level 5, 83 clarence Street 
Sydney NSW 2000 

Ph: 02 8270 2000 
TTy: 02 8270 2167
Email: service@facs.nsw.gov.au 
Web: www.adhc.nsw.gov.au

businesslink
23–31 moore Street 
Liverpool NSW 2170 
Locked Bag 7466 
Liverpool Bc 1871 
Dx 5064 Liverpool 

Ph: 02 9765 3333 
Fax: 02 9765 3330 Email: 
communications@businesslink. 
nsw.gov.au
Web: www.businesslink.
nsw.gov.au

Community services
4–6 cavill Avenue 
Ashfi eld NSW 2131 
Locked Bag 4028 
Ashfi eld NSW 2131 

Ph: 02 9716 2222 
Fax: 02 9716 2999 
Web: www.community.nsw.gov.au

housing nsW
223–239 Liverpool Road 
Ashfi eld NSW Australia 2131 
Locked Bag 4001 
Ashfi eld Bc NSW 1800 

Ph: 02 8753 8000 
Fax: 02 8753 8888 
Email: feedback@housing.nsw.
gov.au 
Web: www.housing.nsw.gov.au

offi ce for Women’s Policy
Level 13, 55 Hunter Street
Sydney NSW 2000
GPB Box 5341, Sydney 2001

Ph: (02) 9228 3141
Fax: (02) 9228 3571
Email: facsinfo@facs.nsw.gov.au
Web: www.women.nsw.gov.au

Please see divisional websites for 
regional contact details. Business 
hours for divisional head offi ces 
are from 9.00am to 5.00pm.

Photography by Damien ford 
Photography except page 25 
(image by Brock Perks), page 9 
(image by D & m Remond) and 
front cover and pages 28–29, 41 
and 141 (images owned by FAcS).

Design by Doppio 

copies of this report and the 
department’s fi nancial statements 
and funding to non-government 
organisations is available at 
www.facs.nsw.gov.au

if you require a copy in an 
alternative format or language, 
please contact the department.

The total production cost for the 
FAcS Annual Report 2010–11 is 
$76,200 which includes design 
and print. This a reduction of 
$40,715 compared to 2009–10 
annual report production costs.

www.facs.nsw.gov.au

The hon andrew Constance mp
minister for Ageing
minister for Disability Services
Parliament House
SyDNEy NSW 2000
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