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This document is a snapshot of a larger report which researched 
youth service integration in the Sydney Metro Central Region. The 
report examined the complex issues interacting to affect current 
youth service delivery through the lens of a culture change model. 
Based on the findings of the research, the report aims to assist 
youth services and funding bodies work together to shift towards a 
culture of integration for the benefit of clients.

Recommendations in the report are made for increasing the 
ability of the sector to make the 'quantum leap' to a generative 
(predictive, evidence-based, responsive, flexible and integrated) 
service system that is geared to the optimal wellbeing of young 
people in the Region, and to the prevention of complex personal 
and social problems they may face. This report, titled “With a Wide 
Lens” is available on the website of Youth Action NSW at:
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In the contemporary western human service 
environment, governments are increasingly 
seeking to purchase services which can 
guarantee results that intervene positively in 
the complex social problems of individuals and 
families. For young people, these results are 
increasingly focussed on the avoidance of foster 
care placements, the completion of schooling 
and successful entry into employment, the 
avoidance of contact with the juvenile justice 
system and the prevention of homelessness. 
Such ‘results-based’ service purchasing and 
planning has a corresponding system of 
accountability and a requirement upon services 
to be increasingly ‘client-focussed’.

As the major funding body for the youth 
services that support vulnerable young people 
across NSW, the NSW Department of Family 
and Community Services (FaCS) is interested 
in understanding how it can work with the youth 
sector to achieve consistently high outcomes 
for young people. 

Service integration is viewed as a significant 
contributor to a client-focussed service system, 
ensuring results for young people’s wellbeing, 
not least on the indicators suggested above. In 
making it easy for clients to have their many 
(ideally, holistic) needs met, service integration 
is therefore integral to addressing the complex 
needs of vulnerable clients. 

This report sought to answer two major 
questions across the FaCS Sydney Metro 
Central Region:

1 Is integrated service delivery in the youth  
 sector providing for the holistic needs of   
 clients (e.g. working with families, other   
 sectors, schools)?
2 To what level is integrated service delivery  
 working to promote outcomes for clients?

youthaction.org.au/widelens
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METHODOLOGY
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In seeking to answer the above questions, this report was written in consultation with a significant number of 
stakeholders across the Region. Three main collection strategies were adopted which included interagency 
consultations, focus groups, and in-depth interviews with targeted workers. In addition, key texts on organisational 
change, organisational culture change, sound business modelling, and trends in the funding and design of human 
services were consulated.

After data and feedback had been collected, recommendations were made based on an 8-step culture change 
process proposed by Cohen (refer to box 2).   

Box 2 Cohen’s 8 steps to achieving culture change, broken into three key stages.



The number and type of youth services that operate 
within the Region is surprisingly difficult to estimate. 
The complex mix of Federal, State and Local funding 
streams makes any conclusive figure extremely elusive, 
as does the ambiguous nature of what constitutes a 
“youth service”. 
 
Notwithstanding this, the report attempts to illustrate the 
current youth services landscape. It found that the vast 
majority of non-specialist youth services operating in the 
Region received some funding through the FaCS Early 
Intervention and Placement Prevention and Community 
Builders programs. The remaining projects or activities 
received funding through a number of other local, state 
and federal funding arrangements, charities, not-for-
profit Non-Government Organisations (NGO’s) and 
philanthropic donations (refer to figure 1). It is important 
to note that youth health services, youth mental health 
services, specialist homelessness services and juvenile 
justice services, most of which can be viewed as 
specialist, clinical or crisis services, have been excluded 
from this figure. 

Flowing on from the difficulties associated with 
estimating the number of youth services in the Region, 
it is almost impossible to identify the number of young 
people who make contact with youth services in a given 
year. 

However, it is possible to roughly estimate the demand 
for youth services based on a range of data sets. The 
report estimates that a large number of young people 
(aged between 12-17) in the Region will require some 
level of support from the human service system at some 
point during their adolescence. Whilst the majority 
of young people will be captured by an educational 
institution, around 20% (26,880 young people) will 
require further specific attention or assistance through 
a range of early intervention programs. Approximately 
2.5% (3,360 young people) will require more intensive 
support to ensure that they don’t progress onwards to 
the highest and most entrenched level of need. This final 
level of need represents up to 1% of the population, with 
young people in this category presenting with complex 
behaviours and entrenched issues, often with high co-
morbidity. 

CURRENT PICTURE OF THE REGION’S YOUTH SERVICES 3.0  

3.2  SUPPLY AND DEMAND FOR 
YOUTH SERVICES IN THE REGION
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3.1  YOUTH SERVICES LANDSCAPE

Figure 1.



Specific findings/observations from consultations on the 
current state of the youth sector were:

o Strong evidence of “micro-level” (i.e. individual 
 workers and program-by-program) integration.   
 Organisations (normally via individual workers) on 
 the whole share information, and participate in   
 some joint activities to service clients;
o There is a firm understanding of the benefits
 of integration for clients, and almost all workers   
 consulted could list several activities that they
 knew of that modelled “good integration”. Several
 of these examples included aspects of meso-level
 integration, with Terms of Reference,    
 memoranda of understanding, agreements, and  
 other higher-level administrative supports in place. 
 Unfortunately, the relatively amorphous structure  
 of the sector and ad-hoc data collection    
 means that there is little available evidence to
 prove conclusively that any of these initiatives are
 achieving improved client outcomes;
o There was a strong desire expressed by    
 youth services to work with schools, but most  
 reported difficulties in either establishing or   
 maintaining positive, collaborative relationships;
o There seemed to be very little contact (formal   
 or otherwise) between youth services and the   
 child & family sector, which is likely affecting

With the above in mind, the report finds that the 
present state of integration across the youth sector is 
quite variable, which likely affects the consistency of 
outcomes for clients. Application of a ‘continuum of 
integration’ framework proposed by Konrad (refer to box 
2) found that there is a willingness to engage in low-
level cooperative behaviours at the individual worker 
level, but few examples of higher-order integration. 
Similarly, the youth sector’s partnerships with other 
sectors appear relatively tenuous, and this may be 
affecting transitions and lifelong outcomes for clients. 

CURRENT PICTURE OF 
SERVICE INTEGRATION 4.0

 clients in transitioning successfully to support 
 services. This indicates that clients are not   
 being considered from a lifespan perspective
 (both by the youth and the child & family    
 sectors), but instead as a discrete piece    
 of service delivery independent of previous and   
 potential future instances of service contact;
o Significant structural barriers stand in the way 
 of a successful culture change towards    
 improved client outcomes through sector 
 integration. These include:
o A ‘gap’ in cohesive leadership in a sector that  
 is made up of many independent organisations   
 achieving independent program outcomes for   
 independent funding bodies;
o A focus on treating young people who are   
 vulnerable now, with no effective preventative
 system for preventing future entrenched    
 vulnerability (i.e. no vertical integration across   
 the preventative continuum);
o Not having ‘common ground’ with other sectors   
 around shared outcomes – clients are currently
 compartmentalised into a range of issues,   
 with each handled and accounted for by    
 separate organisations;
o A restriction of organisational capacity for   
 innovation, improvement and collaboration
 efforts due to a lack of funding for
 organisational overheads including strong   
 management and staff retention.

In summary, the predominant levels of collaborative 
and integrative behaviours currently exhibited by 
the sector fall into the lower end of the integrative 
continuum.  Information sharing and loose, program-
by-program cooperation represents only the first steps 
on a path towards systemic integration. By achieving 
this level, the sector is picking the “low hanging fruit” 
from the tree of integration. The challenge remains 
how the sector continues moving towards subsequent, 
more sophisticated, and more effective levels, such as 
collaboration (independent agencies working together 
towards a common goal, often with partnership 
agreements etc in place), consolidation, and finally to 
complete integration.
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Cooperative Links CollaborationAutonomy

Autonomy Integration

Parties/agenci
es act without 
reference to 
each other, 
although the 
actions of one 
may affect the 
other(s).

Parties establish 
ongoing ties, but formal 
surrender of 
independence not 
required. A willingness 
to work together for 
some common goals. 
Communication 
emphasised. Requires 
good will and some 
mutual understanding.

Planned harmonisation 
of activites between 
the seperate parties. 
Duplication of activites 
and resources is 
minimised. Requires 
agreed plans and 
protocols or 
appointment of an 
external coordinator or 
(case) manager.

Integration
Links between the 
seperate parties draw 
them into a single 
system. Boundaries 
between parties begin 
to dissolve as they 
become effectively 
work units or subgroups 
within a single, larger 
organisation.

Box 2 Konrad’s Continuum of Integration, outlining levels of 
inter-organisational collaborative behaviour to enhance function 
and communication.



5.0

RECOMMENDATIONS 
FROM THE REPORT

Because of the culture change process applied, the 
recommendations as they appear in this Snapshot may not appear 
straightforward or necessarily important until they are viewed in 
the context of the full report. This report, titled “With a Wide Lens” 
is available on the website of Youth Action NSW at:

In the main report, these recommendations are laid out as a culture 
change process. As such, they are intended to follow on from one 
another to achieve a comprehensive impact, rather than simply 
being a collection of ‘quick fix’ items. The report includes both 
short and long-term recommendations to effect lasting change, 
and to escalate the effectiveness of change efforts over time. For 
the purposes of this snapshot, the major recommendations are 
outlined below and summarised in a flowchart of short and long 
term recommendations.

5.1 SHORT TERM RECOMMENDATIONS

youthaction.org.au/widelens
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students out to appropriate community organisations, 
and coordinate external agencies coming into the 
school.

At present the Student Support Officer program is a pilot 
program, with only 5 schools across the Region having 
access to these positions. Given their ability to identify 
students subject to a range of risks, and thereby enable 
and coordinate effective early interventions, these 
positions are a potentially significant asset to ensuring 
the wellbeing of a large proportion of young people in 
the Region.

Establishment of a pilot regional 
“guiding team”
Following on from the above recommendation relating 
to the coordination of various sectors or organisations 
as “teams” around young people, there is value in 
establishing a mechanism for the coordination and 
direction of efforts at the state, regional and local levels. 
For a culture of “working together” to permeate the youth 
sector, a hierarchy of guiding teams should be formed 
to support this practice. There are recommendations 
for several types of guiding teams throughout the 
remainder of this report. Particular attention should be 
paid to establishing regional guiding teams, with the 
following roles:

• The collection of data across regions to ingrain   
 a culture of client-centredness;
• Professional development of local workers to
 embed a “wide lens” view of clients, and    
 facilitate relationships and connections 
 between workers;
• Coordinating local planning and sector    
 responses to local/regional needs;
• Supporting guiding teams at the local level to   
 plan and effect further change efforts.

It is therefore recommended that Youth Action and FaCS 
pilot the establishment of a regional “guiding team” with 
the aim of increasing client outcomes through integrative 
practice, fulfilling the above roles.

Effectively roll-out the “Wide-lens” 
holistic assessment framework
Feedback from consultations revealed that youth 
services feel pulled in many directions by the different 
outcomes of the programs they are often funded by. 
These discrete, issue-based funding models result in 
the “compartmentalising” of a whole child/young person 
into a range of issues and outcomes sought by different 
programs, agencies and sectors. If a cultural change 
is to be made towards holistic practice, a conversation 
will have to be initiated that attempts to synchronise 
outcomes across these many groups and funding 
agencies/programs. This synchronisation would help 

5.1  SHORT TERM 
RECOMMENDATIONS
Youth Action as lead culture change 
agent for sector-wide integration 
initiatives
It is an ethical imperative for most youth workers to work 
for the needs of their clients in a holistic fashion, with 
many resisting the idea that they are possibly “just doing 
child protection”. Added to this, there is not necessarily 
a high level of trust between FaCS and services, 
with services expressing concern about divergent 
priorities and values (child protection for FaCS, versus 
prevention and holistic programming for the services). 
For any further integrative efforts to be successful in the 
youth sector, a sense of client-focused urgency must 
be created that includes the values of workers and the 
sector, rather than led as a top-down drive for legislated 
child protection. As the peak body tying the diverse 
range of youth service organisations together, and as 
a potentially more trusted independent alternative to 
FaCS, Youth Action may be in a better position to lead 
this process locally and regionally.
 
For this reason, Youth Action should be the lead body 
in initiating and implementing sector-wide integration 
initiatives, supported by the various funding bodies 
of the sector. This includes assembling the hierarchy 
of “guiding teams” that are recommended at various 
stages across this report, including a state-wide, 
“whole-of-sector”/government team and more localised 
regional teams.

Roll-out of Student Support Officers
The report outlines that building teams to guide, drive 
and coalesce various groups as part of any culture 
change initiative is a necessity. The universal nature 
of schools has obvious benefits for identifying potential 
issues and intervening early to ensure the wellbeing of 
all young people. However, many workers interviewed 
during the consultations articulated that schools were 
a challenging relationship to manage in the “team” that 
surrounds young people. 

One possible solution to this challenge is the placement 
of Student Support Officers in schools. As a pilot 
program coordinated by the Department of Education 
and Communities (DEC), student support officers aim 
“to give students and staff at … schools extra help to 
deal with complex social issues like bullying, transition 
to high school, coping skills, safe use of social media 
and student behaviour.”  In effect, these positions are 
currently operating as in-school case managers and 
change agents for student wellbeing. They collect 
information from teachers and school staff, refer 
7



outcomes with complex and vulnerable families are 
significant. Added to this, there has traditionally been 
very little interface between the youth sector and the 
child and family sector, and as such many workers find 
it difficult to refer families to appropriate services, or to 
call in experts from family services when required.

It is therefore recommended that efforts are made to 
increase opportunities for interface/relationship-building 
between child and family and youth sectors to increase 
mutual support and information sharing. This should 
take several forms:

• Combined meetings and issue-based practice   
 forums of both youth and child and family 
 inter-agencies;
• Development of an information system that   
 enables efficient and effective referral between   
 youth and child and family organisations;
• Cross-sector relationship building initiatives,
 such as mentoring programs, worker exchange
 and networking events.

Family-centred practice for youth 
workers
As the ‘gap’ between the youth and child and family 
sectors closes, there are many instances in which youth 
sector professionals will be the first to make contact 
with a potentially vulnerable family. For this reason, 
youth workers should be equipped with the skills to both 
assess and operate within a family environment, for the 
benefit of all potential clients in the family unit.

Therefore, as part of the roll-out of the “Wide Lens” 
framework, it is recommended that a training program 
for youth sector workers in assessing and responding 
to the needs of families/family-centred practice be 
undertaken.

Allocate regional guiding team 
discretionary funding
One of the laws of integration is that “integration costs 
before it pays”.

Therefore, to initiate new cross-organisational initiatives 
and address systemic issues within particular regions, 
regional guiding teams (established as part of this report) 
should be allocated discretionary funding which can 
be directed into strategic integration initiatives. These 
initiatives should be aimed at enabling the creation of 
local capacity to realise collaborative goals. District-
based Collaborative Practice Management Groups 
offer an existing governance structure to progress this. 

to ensure a comprehensive assessment of a young 
person is undertaken, and agencies (or one full-service 
agency) work in a coordinated fashion to address the 
client’s many needs. 
As part of this project, Peter Slattery is developing a 
holistic assessment, support and referral framework 
for use by the NSW youth sector. There is value in 
encouraging youth services to implement this “Wide 
Lens” holistic approach framework, through training and 
ongoing support. This training should include school 
wellbeing contacts, who have access to the universal 
population of young people that schools provide. To 
be specific, the training should also be open to DEC’s 
Student Support Officers, Chaplains and Student 
Welfare Officers under the Department of Education, 
Employment and Workplace Relations program, 
principals, and Head Teacher – Welfare positions. Other 
areas of the youth sector that should share initial use 
of this tool include youth homelessness, health and 
mental health services.

Pilot and evaluation of “Wide Lens” 
framework in practice
To assist with adoption of the “Wide Lens” framework, 
a pilot site should be chosen where a number of tools 
and initiatives are specifically developed to incorporate 
“Wide Lens” approaches and processes into worker, 
agency and interagency practice. In order to assess 
the effect of this framework on integrative practice 
and client outcomes, evaluation of the project should 
be undertaken to collect data on the success of the 
framework to increase integrative efforts and client 
outcomes.

Facilitate relationship-building between 
child and family and youth sectors
One of the largest challenges of a holistic approach to 
young people is the “wide lens” required by workers to 
make the system truly effective. Workers must be able 
to assess multiple (often complex) needs appropriately 
and accurately, and then work flexibly across multiple 
domains to create positive outcomes for the client. 
When appropriate, they also need to be able to refer 
to others who can help, and ensure that these services 
have access to the right information, and that they pass 
relevant information back.

In the evolving youth work context, workers are 
increasingly being expected to play an initial assessment 
and transformational role in the family environment. 
By directly affecting the young person, the worker 
first looks to preserve the home as a protective factor 
rather than a source of conflict and distress. During the 
consultations, services fed back that while many of the 
skills of rapport building, negotiation, needs analysis, 
case management and referrals are the same during this 
process, the challenges of building trust and achieving 
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home to work better together, but in the end you have 
massive departments that don’t share information 
internally, between themselves, or with us.” Similarly, 
many workers or organisations could quote instances 
of government departments not being allowed to 
participate in even basic collaborative activity due to 
internal policies or other restrictions. Without a sense of 
urgency from other organisations that work with young 
people, any change within the youth sector is doomed 
to fail, or achieve little at best.

For this reason, a shared-view approach to young people 
should be adopted by various government departments 
(such as NSW Health, NSW Department of Family 
and Community Services, Department of Education 
and Communities), which may best be initiated by a 
state-wide guiding team. Under this approach, state 
and federal government departments should conduct 
an audit of internal policies and procedures that may 
be acting as barriers to effective service integration. 
Special attention should be paid to information sharing, 
data collection and confidentiality restrictions that may 
impact vital information reaching non-government 
services.

Establishment of a “whole of sector” 
guiding team
In supporting the regional guiding teams proposed in 
short term recommendation 3, a state-wide “guiding 
team” taking a “whole of sector” (including government) 
approach should be formed. This team would have the 
ultimate responsibility of driving long-term, structural 
change initiatives across youth and other sectors to 
decrease structural barriers to collaborative practice.

Sharing a “lifespan” view of client needs
Following on from the “wide lens” framework proposed in 
short term recommendations 4 and 5, relationships and 
resultant referral pathways between the youth and child 
and family sectors will become increasingly important 
as both sectors take increasing responsibility for each 
other’s clients. As a result, there will be significant value 
in ensuring that the “wide lens” framework (or other 
shared assessment framework) is shared between 
these two sectors for ease of assessment, information 
collection and sharing, referral and outcome collection.
It is therefore recommended that the child & family 
sector adopt the “wide lens” framework (or an alternative 
shared framework developed/adopted) to assist with 
effective sector interfacing and client collaboration.

Coordination of guiding teams to 
communicate for sector buy-in
A “make or break” step in any culture change initiative 
is obtaining the buy-in of the majority. Only once 
all stakeholders have effectively bought in to the 

Increasing efficiency around program 
information sharing and promotion
Across the Region, the duplication of information sharing 
functions across interagencies is significant. If all of the 
“information sharing” that was conducted across child, 
youth and family interagencies in the Region was tallied, 
it would easily reach hundreds of hours of worker time 
each month. Similarly, substantial funds and worker 
time are poured into keeping a multiplicity of localised 
service directories (either online or in hard copy) up to 
date for the purpose of referrals and collaborations. A 
systemic approach to information management across 
the child, youth and family sectors would enable gains 
in capacity through the efficiency and effectiveness of 
information sharing.

For these reasons, interagencies seem to be an 
inefficient way to resource information flow in an 
integrated system. Access to information on programs 
and workers needs to be immediate, easy to access, 
and up-to-date to enable smooth referral processes. 
This system should be underpinned by worker’s 
individual relationships and networks, which make 
referral processes more efficient. As a minimum, each 
worker in the system should at least know who to refer 
to, or have access to efficient networks that can direct 
them to appropriate referrals.
There appear to be three opportunities to address 
this need to collect, store and enable access to this 
information: 

1 revitalising the existing HSNet (utilised by FaCS);
2 using the new Barnardo’s Family Referral Service
 (FRS) to collect and manage this information;
3 FRS to collect information from ‘on the ground’,   
 and use this to populate a revitalised HSNet.

Youth Action are already taking steps to increase 
the efficiency of this information sharing process by 
purchasing a group license for the Results-Based 
Accountability Scorecard. With pilot sites to be 
established in 2014, this system will provide significantly 
improved access to, and communication of, service 
information and outcomes.  

5.2 LONG TERM 
RECOMMENDATIONS
Audit of integration-friendly policies and 
procedures
One of the major expressions of frustration during 
consultations included systemic issues around 
information sharing, cooperation and collaboration 
involving state or federal government services. As 
one worker said, “we can be told until the cows come 
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larger vision will truly integrative behaviours become 
possible. Only once the client is the primary interest 
do amalgamations and the sharing of funds and staff, 
key resources, information systems and data become 
possible. Until funding bodies implement client-centred 
approaches to coordinate and synchronise expected 
outcomes, expectations of services will remain 
fragmented, leading the way for fragmentary behaviours 
and approaches.

It is therefore recommended that guiding teams 
across local, regional and state levels coordinate 
communication processes and messages to ensure 
buy-in of stakeholders, services and funding bodies to 
integrative practices and principles.  

This approach to communication for buy-in will best 
be led by independent guiding teams across the local, 
regional, state and federal levels – no other organisation 
or department will have the jurisdiction, authority 
or personal reach to claim a holistic vision for young 
people and drive this process.

Flexibility of achieving outcomes
As outlined at several points throughout the report, the 
youth sector is a very diverse and loosely connected 
group of organisations that provide a range of important 
services to young people. If it was thought of as one 
organisation, it would be an extremely decentralised, 
localised grouping of franchises, each operating 
largely independently of each other, with some informal 
communication and sharing between some of its parts.
The often loose ties and lack of coordination between 
organisations means that there are significant systemic 
inefficiencies. A lack of either information systems 
or formalised mechanisms for sharing of information 
means that units operate largely independently of each 
other.

In short, as a sector, there is very little “structural 
coordination” to speak of.

In line with many of the other recommendations of this 
report, it is suggested that the  state-wide “guiding team” 
(established as a recommendation of this report) assess 
the viability of restructuring youth service funding around 
a preventative continuum of holistic needs, rather than 
discrete streams targeting specific issues. This may take 
in ideas such as Payment-By-Results and social bonds 
(to name a few), which allow services the flexibility to 
design programming and achieve outcomes, as long as 
they demonstrate effectiveness in meeting client needs.

Measuring the impact of the service 
continuum
Following on from the above recommendation, any 
restructured preventative model (i.e. focused on 
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Strategy for increasing (and funding) 
strong leaders
During consultations, there was a clear message that 
current organisational structures under piecemeal 
funding arrangements are under pressure, largely 
due to a lack of financial support for management and 
organisational capacity. This has substantial impacts on 
the recruitment and retention of professional staff and 
the capacity to employ or train effective leaders and 
managers. 

The message is clear: if client-centred practice is to 
become a major principle of the youth sector, significant 
thought must be given to how to best fund capacity for › 

avoiding more intensive models of service provision) 
will need to be linked to impacts on population-level 
data rather than instances of service provision. This 
therefore necessitates the widespread adoption of 
robust data collection across the population of young 
people to gauge effects of prevention initiatives.
It is proposed that Youth Action lead a process aimed 
at establishing a system of common preventative 
indicators to assess the impact of youth services across 
population groups and regions.



	  

2 Cabinet Office: Officer for Civil Society (2013) Why is Full Cost 
Recovery Important? Retrieved online from http://www.fundingcentral.
org.uk/page.aspx?sp=6238
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innovation, professional development and leadership 
within youth organisations to shift to more complex, 
innovative modes of client-centrism.

It is therefore recommended that FaCS, Youth Action 
and funding bodies develop a plan for increasing 
leadership capacity across youth services. This would 
likely include a mix of supervision, training, mentoring 
and business partnerships.

System for sharing client information
The report also looked at ways to increase the efficiency 
and quality of services to clients through “enabling” 
technologies. It was noted that improvements to data 
management processes across departments and access 
to relevant client information would likely improve client 
outcomes.

Therefore, a suggested long-term measure is the 
development of a system to support automatic collection 
and sharing of client information across the spectrum of 
child, youth and family services. This should also include 
information for families, children and young people that 
are not yet in contact with the child protection system. 
This system could be managed between NSW Family 
Services and Youth Action, and if well-executed could 
enable a significant amount of good quality and efficient 
information sharing. Special consideration should be 
given to how this links to child protection, justice, health, 
and other existing client systems.

Full Cost Recovery Benchmarking
When consulting with interagencies about barriers they 
face in working collaboratively, by far the most common 
theme was around capacity, time, funding and support 
for forming relationships. Many workers stated that 
their case loads or “day-to-day” tasks prevented them 
from undertaking anything more than basic information 
sharing, or their part-time status meant that they 
couldn’t attend interagencies or case conferences. 
Service managers were similarly frustrated, saying that 
piecemeal funding for their organisations meant that 
they were too operationally involved in the organisation 
(writing funding applications, compiling reports, filling in 
gaps in programs) to give significant time to strategic 
relationships, planning, supervision etc.

The report suggests that long-term attention will need 
to be paid to how to enable organisations and workers 
in the sector to effectively balance client-facing work, 
administrative and support functions (including 
relationship-building), and internal organisational 
development (such as strategic planning, supervision, 
evaluation, performance, continuous improvement, 
innovation etc). With sector-wide shifts to contract-
based purchasing, inflexible contracts are stripping 
organisations of their ability to recruit and retain high-

quality talent, and also their ability to continuously 
engage in improvement of their service delivery (both  
in terms of efficiency and effectiveness).
Internationally, this pressure has required funding 
bodies and NGO’s to work collaboratively to cost out 
various forms of service provision. In the UK, this 
produced a Full Cost Recovery (FCR) model which 
enabled NGO’s to transparently and accurately account 
for the direct costs of service provision, and the indirect 
or overhead costs to the organisation in supplying the 
activity. The FCR model acknowledges that

“Historically, overhead costs have sometimes been 
considered negatively and separate from project 
costs. The result has been the adoption of a number 
of detrimental funding practices such as an add-on 
guesstimate percentage to project costs, or marginal 
cost funding where only the additional costs of running 
a project or service are funded.” 2 

The report recommends that to increase the 
effectiveness of service delivery and integration, 
funding bodies (in partnership with the state-wide 
guiding team established under the report) undertake 
a collaborative process of Full Cost Recovery 
benchmarking to determine the real overhead costs of 
leadership, administration and infrastructure required 
to achieve effective client outcomes.



	  


