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The Service Improvement Project, conducted by the Youth Coalition of the ACT, aims to support 
programs providing child, youth and family services in the ACT to develop a systematic, collaborative 
and structured approach to articulating outcomes at the individual, service and program levels. Stage 
1 of the project, funded by the ACT Government Community Services Directorate, worked with 26 
services across 16 organisations funded under the ACT Government’s Child, Youth and Family Support 
Program (CYFSP), as well as the CYFSP Workforce Development and Training Sub-Committee, to 
develop customised program logics and outcome measurement processes. Stage 1 was implemented 
between 2019-20. Stage 2 will develop program guidelines and procedures and evaluation 
frameworks for each service; to create a culture of ongoing service improvement.  
 
The two key outputs delivered in Stage 1 included: 
 

• Program logic: Articulating the aims, activities and program theories for each service 
• Outcome measurement process: Identifying outcomes and outcome indicators that 

demonstrate the identified changes that occur as a result of each service’s work with 
children, young people and/or families.  

 
Through participating in the development of these outputs, service teams were supported to refine 
their practice and processes, and clearly articulate the theoretical frameworks, evidence-base and 
practice principles underpinning their service provision. This created opportunities for workers and 
services to reflect on, improve and celebrate their best practice.   

Key Findings 

 
The Service Improvement Project highlighted the significant and diverse range of outcomes being 
achieved by programs and services across the ACT child, youth and family sector. The programs 
funded across the CYFSP contribute to an interrelated web of outcomes for children, young people 
and families, across domains such as: 
 

• life skills  
• confidence  
• future focus  
• safety  
• social capital  
• trust  
• education and employment  
• accessing support, and  
• mental health and wellbeing.  

 
As such, the Project facilitated a systemic analysis of the ACT child, youth and family support sector.  
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Three recurring streams of outcomes for CYFSP services focused on:  
 

• Increased trust, knowledge of and engagement with the system: Programs aim to increase 
help-seeking behaviour so that those who are currently not accessing the service system are 
able to. ‘Building trust’ consistently stood out as pivotal to achieving outcomes for many of 
the participating services. 

• Improving the confidence of young people and/or parents in both their skills and their 
strengths and capacity: Increased confidence contributes to improved self-worth, self-
esteem and self-efficacy; enabling them to see and take advantage of opportunities that 
provide increased hope for the future. 

• Improving the social connections and engagement of children, young people and parents: 
Programs offer support to build trust in relationships, alongside clients; but also model and 
transfer skills and knowledge in how to communicate and effectively engage with people in 
the system. 

 
Through applying a ‘bottom-up’ approach, the Service Improvement Project directly engaged front-
line practitioners and middle-level management to ensure that service staff felt that the end 
products reflected the work they do and outcomes they see in their clients. This approach also 
helped to improve collaboration, share knowledge and build consensus within teams; and fostered a 
culture of service improvement within workshops, with each team generating ideas and identifying 
ways to fine-tune and improve their existing processes and practices.  
 
By participating in this reflective process, participants were able to clarify their roles and articulate 
the value of the work they do, which enhanced their level of confidence in understanding that they 
deliver programs that make a positive difference in people’s lives. Participating in the Service 
Improvement Project process helped them to articulate what those changes are in people’s lives, and 
why they are important. Evaluation activities also indicated that the Project increased workers’ 
knowledge and value of outcomes and outcomes measurement in their work with children, young 
people and families.  
 
At a broader level, the Project identified key elements that were present across some services, which 
supported best practice. These included: well-planned service design, having a practice leader or 
lead worker, regular professional supervision, access to training and professional development, 
having an authorising environment to be adaptive, and referral and exit pathways.  
 
Please refer to the full report to view the recommendations from the Service Improvement Project.  
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The Service Improvement Project (SIP) offers a systematic, collaborative and structured approach to 
service improvement. Stage One aimed to articulate outcomes at the individual, service and program 
levels across the child, youth and family sector. Stage Two of the project intends to build on the 
foundations created by Stage One, to develop program guidelines and procedures, and evaluation 
frameworks, enabling data collection and evaluations that will be robust, effective and create a culture 
of ongoing service improvement. 
 
This report provides an overview of the methodology and key findings from Stage One of the SIP, 
including recommendations for consideration. It presents de-identified findings from across the 
participating CYFSP services emphasising recurring themes.     
 
During Stage One, the project team worked with 26 participating services to develop and clarify a 
shared understanding of their purpose, activities and intended outcomes, to articulate the logic of the 
program/intervention. The underpinning values, theories and principles of the work they do was made 
explicit. The project aimed to assist services and organisations to identify the outcomes for their 
clients and select and trial methods and tools to measure outcomes. Through these processes, the SIP 
aimed to improve consistency and clarity of purpose for the services and enhance their capacity for 
robust data collection, monitoring, reporting and evaluation.  
 
The SIP worked with participating services to collaboratively develop and deliver two key products for 
each nominated service:  

● Program logic - clarifying the aims, activities and program theories for each service 
● Outcome measurement process - identifying outcomes and outcome indicators that 

demonstrate the identified changes that occur as a result of their work 
 
Through creating these two products/outputs, service teams were enabled and supported to refine 
their practice, processes and clarify the theoretical frameworks, evidence base and the practice 
principles that underpin their service provision. This project created opportunities for workers and 
services to reflect and improve on aspects of their practice and celebrate their best practice.  
 
This project aimed to not only directly improve services but to enable ongoing service improvement 
through enhanced data collection, creating the foundations of an evaluation framework (a Program 
Logic) and also facilitated the systematic analysis of the CYFSP service sector. As a result of the SIP 
we have been able to ascertain the range of program activities being conducted and the outcomes 
being achieved and enabled improved decision making regarding the development of the sector.  
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Who did we work with? 

The Service Improvement Project Stage One (SIP) worked with 26 services across 16 organisations 
funded under the ACT Government’s Children Youth and Family Support Program (CYFSP), as well as 
the CYFSP Workforce Development and Training Sub-Committee. The services varied in terms of the 
target cohort, program activities and intended outcomes, spanning the breadth of service types 
included in the CYFSP. 

The SIP engaged initially with CYFSP Directors (Directors) to ensure support for the participation of 
staff teams. Directors and team leaders were asked to sign a Memorandum of Understanding as part 
of opting-in to the project, which outlined the obligations of the agency to support their teams to 
engage. Once the services opted in, SIP staff negotiated directly with service teams to arrange their 
participation. 

What did we do? 

The SIP Stage One included the following activities: 

● Communicating with and introducing service teams to the SIP (usually by attending and 
presenting at their existing team meetings) 

● Liaising with service teams to find a date, time and location that would support the 
engagement of their staff 

● Facilitating Workshop 1: Program Logic Development  
● Developing a draft program logic for the service 
● Facilitating Workshop 2: Developing and Measuring Outcomes 
● Identifying potential outcomes tools for the service (including a follow up meeting with the 

team where needed). 
● Drafting a second version of the program logic for the service team 
● Finalising the program logic 
● Graphic design of the final program logic  

Scheduling meetings with services was one of the more difficult elements in the project. Many 
workers are part-time and have limited capacity to be engaged in two workshops, four weeks apart. 
Services also tended to have an ebb and flow to their work, so there were times within the year that 
suited more services. This required flexibility from the SIP team in being able to scale up the 
involvement of SIP staff at some points in the year and wind it back at other times, depending on the 
availability of workers. This would have been a challenge if the project had been staffed by part time 
or contract employees with set availability. 
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Workshop 1: Program Logic Development 

Workshop 1 aimed to increase workers’ knowledge of program logics and how they are used, and to 
create a first draft of a program logic for their service. This was a full day workshop which introduced 
participants to the overarching work of the Service Improvement Project and the move to outcomes-
based reporting; and included an educative component about program logics and the aim and value 
of evaluation. Participants worked through and developed the following components of a program 
logic:  

● Aims 
● Inputs  
● Activities 
● Outputs  
● Values/Principles/Frameworks  
● External Factors  

A Program Logic Template is provided in Appendix 1.  

Participant Pathway and Mapping 

During the pilot phase of the SIP, we identified that workers appeared to find it difficult to talk about 
the ‘activities’ they undertook in the program. We discovered that it was more useful to ask workers 
to talk about the participant pathways in their service as a way of capturing the detail of activities. 
For example, instead of an activity being identified as ‘case management’, the workers would 
describe the processes and next level of activities or elements that they refer to when they say ‘case 
management’. This process became standardised in the project after the pilot. There were two key 
benefits: 

1. Describing the process opened up the conversation for services to sharing and potential 
changes that could lead to service improvement. These conversations and dialogue with the 
workers are a central part of the value of this project - facilitating reflection and a culture of 
service improvement. 

2. Describing the pathway through a service allowed the SIP staff to identify the activities of 
each service, rather than rely on non-specific terms such as ‘case management’ or ‘group 
work’. 

The majority of services selected to have their participation engagement pathways mapped out and 
included in the designed version of their program logic, to use as an additional resource for staff 
induction, in supervision or reflective practice, or as a way to show clients how the program works. 
An example of a participant engagement pathway map is provided in Appendix 2.  

  



 

 

 9 

Service Improvement Project (Stage One)  |  Final Report February 2020 

Workshop 2: Developing and Measuring Outcomes 

Workshop 2 was a half-day session focused on outcomes and outcome measurement. The 
educational component of the workshop aimed to increase knowledge of outcomes and outcome 
measurement; further increase understanding of the role and types of evaluation; and build capacity 
to identify and use outcome measures. Robust outcome measurement requires front-line workers to 
understand, value and commit to consistent and systematic data collection. This project therefore 
aimed to increase the knowledge and value of measuring outcomes. Workshop 2 used a pre- and 
post-test with participants to measure the change in the knowledge and attitudes in order to assess 
how effectively this aim was achieved. 

Participants identified and mapped-out the intended outcomes for their program; and reviewed and 
trialled a range of validated outcome measurement tools. Before each workshop the facilitators 
identified tools that they thought would measure some of the outcomes that might be identified by 
the teams, and took those tools to trial and get feedback on what staff thought might or might not 
work with their clients. Following this, if an appropriate outcome measurement tool had not already 
been identified, the SIP project team conducted further research to identify additional tools and 
provided them to teams to trial. This sometimes required an additional meeting with team leaders or 
whole staff teams. The team used and shared an instrument decision making tree to help identify and 
inform the process of finding the right outcome measurement tools to trial, which is provided in 
Appendix 3. Across all the programs, a total of 54 tools were reviewed and considered to be used or 
adapted. These outcome measurement tools are listed in Appendix 4.  

At the end of each workshop we asked team members how they were feeling about what they had 
learned, and about their program. Responses were overwhelmingly positive, with many participants 
reflecting that while they intuitively knew that they did a lot of work, and that it had value and 
purpose, it was validating and encouraging to have a framework within which they could explain their 
work.  

What was our approach? 
The SIP took a ‘bottom-up’ approach to developing program logics with services, with the aim of 
ensuring team members felt that the end product (the Program Logic) reflected the actual work that 
they do, and the outcomes they genuinely see in their clients. In general, bottom-up approaches help 
to improve collaboration and build consensus within teams, as well as providing an opportunity for 
individual team members to share knowledge and experience with each other where they may not 
have had the opportunity to do so previously. This approach meant that the workshops were not 
focused solely on developing a program logic - rather, they incorporated the idea of ‘service 
improvement’ - with each team finding things they could fine-tune or change that would improve the 
way they worked with each other and with their clients.  
 
The SIP deliberately ran workshops with individual teams only, rather than teams across 
organisations doing similar work (e.g. all family case work teams), or teams within an organisation 
(e.g. a youth engagement team and a case work team). This ensured that teams had adequate 
opportunity to discuss the nuances in the way each person worked, and to identify small changes 
they could make in the way they work as individuals, and as a cohesive team.  



 

 

 10 

Service Improvement Project (Stage One)  |  Final Report February 2020 

 
Through the course of the workshops a number of teams identified small service improvements or 
‘tweaks’ that could be implemented immediately. Examples of these service improvements include:  

● changing intake paperwork to use more person-centred language;  
● finding new ways to explain the service and their way of working to clients; 
● introducing a review procedure with clients to help with transition/exit planning; and  
● better recording of the ‘behind the scene’ work done to support clients to achieve their goals.  

 
The majority of organisations opted not to include upper management in the workshops, which 
empowered the teams to have frank conversations about what was and was not working within their 
processes. They then discussed what they would like to change, what it would take to carry out those 
changes, and committed to discussing these suggested changes with their management teams. 
Examples of these changes include the way resources and staffing were allocated to various 
programs/program areas, or procedures where efficiencies were discovered through the SIP 
workshop discussions and needed management sign off to make those changes.  
 
Reflection is important for professional workers to understand their own practice and develop 
further knowledge and skills to support the best outcomes for clients. Participants in the workshops 
reflected on the values, theories and principles that inform their program and the way that they 
engage with clients, as well as their everyday practice. Teams were able to engage in genuine 
reflective practice, identifying processes or paperwork that did not necessarily work best for them or 
their clients, and have open conversations about ways to improve their service delivery. We 
intentionally set out to provide an opportunity for teams to have program-specific conversations 
through this approach. However, we initially underestimated the value that individual workers and 
teams found in having the ‘space’ to engage in this level of reflective practice about their work - not 
just the detail of what they do, but also the values and principles they hold that impacts on the way 
they work.  

Process vs outputs 
The first workshop was structured to open with a discussion on values and purpose - why staff do this 
work, what is important to them, and what their program does. This set the framework for the 
conversation of the first workshop. The SIP wasn’t primarily about putting down words on a page 
(developing a program logic) - it was also about helping teams understand the value of the work they 
do and to help them find the language and framework to articulate that value to others. Explaining 
how a Program Logic can be a tool to explain this value meant staff were engaged in the process, and 
were invested in finding the best way to show who they work with, what they do, and the changes that 
happen for people who engage in their service.  
 
Finishing the first workshop with a detailed conversation about the range and process of their 
activities helped teams understand the value of all the little bits of work that need to be done for their 
program to be effective. The opportunity to discuss the nuance of the work they do contributed to 
the ‘service improvement’ part of the project.  
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Example: A case management team has a ‘goal setting’ form, which they complete with clients. Some 
case managers would complete this form with the client in the first meeting, and others do the form 
in the third or fourth meeting. The team members discussed what was useful about each process. 
They decided that completing the form after the client had developed some trust in their worker and 
the program meant that they were more open about their needs. This meant that the goals they set 
better reflected the breadth of the needs of the client, rather than just the issue they had approached 
the program for.  
The team decided they would all trial starting a conversation about goals in the first and second 
session, then complete the form on the third session. They would do this over a few months, then 
check in during a team meeting on how this process was working for everyone. 

 
For some teams, this process also involved discussing the different programs and activities they run, 
the amount of time each one takes, the outcomes that activity contributes to, and how it fits into the 
broader picture of the intended outcomes, as well as what the service or organisation offers to 
clients. For many teams, this opportunity to reflect on the variety of work that they do, and to see all 
their different activities written on a whiteboard, left them with a sense of relief. For some, it 
validated why they often feel busy and like there is ‘so much going on all the time’; but was 
confirmation that each of the activities they do have a real purpose. They could see why it was 
valuable to offer a range of opportunities for clients to engage with their service, or to move through 
different levels of support as they needed to. For other services, it was an opportunity to reflect on 
where ‘scope creep’ may have occurred, and to discuss the merits of each of the activities they do.   
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What are the intended outcomes of services? 
One of the primary aims of the SIP was to assist services to identify the outcomes they hoped to 
achieve with their clients. We defined outcomes as ‘the specific changes that are expected to occur 
in the target population as a result of being in an intervention or program’. We conceptualised the 
outcomes as occurring in the short-, medium-, and long-term (otherwise referred to as impact). Given 
the diverse array of services that participated in the SIP, what constituted short-, medium- and long-
term varied considerably, often linked to the length of involvement with the service. 

In the second workshop, participants spent time discussing what the intended outcomes for the 
overall program were, as well as the outcomes that stem from each activity. Where activities did not 
clearly align with outcomes, teams were able to discuss the value of those activities, and whether 
they should continue in their current format. Some of the participating services had very clear logic 
linking their activities to outcomes with a sound program theory and evidence base. However, some 
services were less able to clearly articulate how the activities are linked to intended outcomes. 
 
Teams reported that they found it valuable to discuss the timing, sequence and causality of the 
outcomes - for some programs, the ‘short term’ outcomes are seen within a few weeks, whereas 
other programs it could take months of relationship and trust building to start to see other outcomes 
for clients. The timing of the outcomes achieved relate to the length of the intervention, the 
complexity of the clients and range of outcomes they hoped to achieve.  
 
The programs funded across CYFSP contribute to an interrelated web of outcomes. There is complex 
interaction between the outcomes that the services aim to achieve and observe. The causal pathway 
or process for achieving the outcomes vary amongst the services. The range of outcomes for 
Children, Young People and Families across the participating services are demonstrated in Appendix 
4.   

Across the short, medium and long-term outcomes for children, young people and families, outcomes 
were broadly grouped under the following domains: 

• Life skills 
• Confidence 
• Future focusx 
• Safety 
• Social capital 
• Trust 
• Education and employment 
• Accessing support 
• Mental health and wellbeing 

It can be seen that some services achieve similar outcomes but in a different sequence as they are 
reported across short, medium and long-term. The mechanism for change and context within which 
the services work are operationalised in different ways to often ultimately achieve similar long-term 
outcomes. The variability in the causal pathways or sequence of outcomes achieved is particularly 
noticeable in the recurring and central theme and outcome of building trust. 
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Different programs use different approaches to achieve outcomes with clients. The flow diagrams 
below illustrate examples of the variable sequence and causality of outcomes articulated by the SIP 
participants: 

Build rapport and trust è Improved social connection è Increased self esteem è Increased 
help-seeking behaviour 

Build rapport and trust è Increased sense of safety è Increased social connection è 
Increased help-seeking behaviour è Increased self-esteem 

Increased sense of safety è Increased sense of belonging è Increased trust of worker è 
Increased trust in the community service system è Increased help-seeking behaviour 

Increased knowledge of the community service system è Increased trust and rapport è 
Increased help-seeking behaviour è Increased self-esteem 

Recurring themes 

Despite the variation in outcomes across the services there were recurring themes and key 
outcomes that consistently appeared across the services. When we reviewed the outcomes 
thematically there were three recurring streams of outcomes that programs in CYFSP are primarily 
focused on: 

● Improving the confidence of young people or parents in both their skills and their strengths 
and capacity. This increased confidence contributes to improved self-worth, self-esteem and 
self-efficacy. With this increased confidence and self-efficacy, people are more able to see 
and take advantage of opportunities that give them increased hope for the future. 

● Improving the social connection and engagement of children, young people and parents. 
Relationship building is a skill but may also involve building trust. Programs offer support to 
build trust in relationships, alongside clients; but also model and transfer skills and knowledge 
in how to communicate and effectively engage with people in the system 

● Increased trust, knowledge of and engagement with the system. Programs aim to increase 
help-seeking behaviour so that those who are currently not accessing the service system are 
able to. 

These three streams highlight the recurring outcomes and variability in sequence or causality 
articulated by the SIP participants. Commonalities can be seen across these three streams. However, 
the most notable recurring theme was the outcome of building trust. 

Building Trust - a means to an end and an end in itself 

Workers spoke about developing trust and rapport with clients as a vital part of their work that 
sometimes takes a great deal of time. But no other outcomes can be achieved without trust. It is 
important to recognise that the outcomes achieved with clients is affected by the prior life 
experience and circumstances of the client. For the clients engaged in CYFSP funded programs, 
often there are significant barriers to engagement that require workers to build trust and rapport 
first.  

Building trust stood out as pivotal to achieving outcomes for many of the participating SIP services. 
By inference, it is clear that many of the clients who are at risk or vulnerable lack trust in other people 
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and/or services, creating a barrier to them accessing the support they need. Without trust people are 
unable to rely on others for support. Trust is central to social order, an essential component of social 
transactions of every kind and a critical element of productive relationships (social capital). This lack 
of trust is a fundamental but elusive barrier to people accessing critical services and supports, 
reinforcing their vulnerability and disadvantage. Moreover, the lack of trust undermines a sense of 
security, predictability, and wellbeing.  
 
Some services build rapport and trust with their clients first, before then being able to address other 
needs in their life. Other services provide support and services as a means to build trust, 
demonstrating reliability and stability and earning the trust of their clients.  
 
It is clear that building trust between the clients and the service provider is more than just about that 
one relationship. Rather, the aim is to extend their trust and competence in accessing supports to 
other services and people to build the capacity of the clients to become more socially engaged. 
 
The centrality of building trust and rapport with clients as a means to achieve other outcomes and as 
a valued outcome in itself serves as a reminder of the importance of the underpinning principles, 
values and approach and skills of the workers within the CYFSP.  
 

Who are CYFSP Services working with? 
The CYFSP services that participated in the SIP worked with ‘at risk’ and vulnerable population 
groups. However, these terms are ambiguous and do not adequately capture who the target 
population these services are. The outcomes articulated by the participating services highlight the 
broad characteristics of the clients accessing these services:  

● Limited capacity to navigate “the system” (health, welfare, child protection, education, 
housing, employment assistance systems or a combination thereof) and negative 
experiences and perceptions of “the system” 

● Socially disconnected or lacking social capital  
● Low levels of confidence and/or social skills 
● Limited or inadequate knowledge of, experience of, or access to opportunities to develop 

social capital and opportunities to change circumstances 
● Low levels of confidence, self-esteem, belief in their own capability 

The programs funded under CYFSP work with people who are experiencing difficulty accessing or 
engaging with “the system” or fall outside of “the system”. As a result, part of the work undertaken in 
the programs and one of the key outcomes is to support people to develop knowledge, skills and 
confidence that equips them to access supports and networks provided within “the system”.  
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Unintended outcomes for clients 
In the workshop sessions we also discussed the unintended outcomes of the programs - areas where 
clients see change in their life as a result of being involved in the program but had not necessarily 
planned to see those changes. One of the key ones was around the development of some types of 
social capital for clients, and the long-term positive impacts that could have for them. For other 
programs that utilised volunteers, a discussion around what the benefits were for the volunteers to 
be part of the program helped to clarify the types of support volunteers might need and provided the 
opportunity to look at recruitment and screening processes, and ongoing support for volunteers. A 
primary observation is that programs generally provide more positive work and outcomes than they 
are funded for and provide good service for the money invested in the programs.  

CYFSP Program Activities 
The CYFSP services are broadly categorised into five service types: case management activities; 
group work; therapeutic services; youth engagement; and network coordination. Some other 
services exist do not fit into these categories, such as; Intensive Intervention Service, Integrated 
Service Model, Integrated Family Support, CYCLOPS, and Gulanga. While some services are clearly 
defined by these categories and stay within the parameters of this type of work, many services also 
conduct a wide range of additional activities. Not all of these activities receive additional or specific 
funding but have been developed to complement and support the work that is done through one-on-
one client work. 
 
CYFSP services undertake a range of activities to support their clients and are generally funded to 
provide one or two key activities linked to the services types outlined above. The majority of 
programs work one-on-one with clients while also conducting a range of activities which 
complement the individual client work that they do. The activities that complement the individual 
client work can be categorised as: flexible activities, structured programs, and connecting to other 
supports. All services also do a number of internal activities that support the external/client work that 
they do.  

Flexible activities  
These activities are planned and fit within the framework of what the program is aiming to achieve, 
but don’t necessarily follow a set ‘formula’ every time. For many programs, these flexible events are 
important ways to connect with their local community, or for clients to connect with support in a way 
that doesn’t feel difficult or threatening. They provide an opportunity for clients to build trust with 
individual workers, the program, and the service system as a whole.  
 
Flexible activities include:  

● Drop-in 
● Outreach 
● One-off support 
● Community events 
● Brokerage  
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For example, young people can attend drop-in or a holiday program, building relationships with youth 
workers over time and becoming familiar with the service. This allows youth workers to identify 
changes in behaviour and check in with the young person. Several programs spoke about young 
people asking for support with one little thing via these informal activities, such as help to fill in a 
form. After getting that support, they were then comfortable to speak more openly about other 
things they needed help with, either at the time or later on when a new need arose.  
 
Participation in community events was also viewed by staff teams as an important way of educating 
the broader community about the work that they do and providing an opportunity for potential clients 
to become familiar with the service. Facilitation of activities that are focused on awareness raising 
and rapport building takes time away from direct client work, so there is a need to find the right 
balance to ensure existing client needs can be met.  

Structured Activities  
Structured activities generally complement the individual support offered and provide a way for 
community members to connect with formal or specialist supports, develop social connections and 
informal support networks which improve their social capital, or to help with their skill and capacity 
building. Participants are usually required to apply or register to take part in these activities, and they 
are often either already connected to the service through the flexible activities or continue to receive 
support or connection at the end of the program.  
 
Structured activities include: 
  

● Case work / case management / case coordination 
● Holiday programs, weekend activities, camps 
● Group programs  
● Volunteer recruitment, induction & support 
● Project delivery (one off, short term, or client organised with support from staff) 
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Example of how a young person can access a range of linked flexible or structures support opportunities 
 
Clients often develop trust in a service through participating in a range of activities, as well as 
develop different skills through their involvement in different programs. Services with the capacity to 
provide a range of activities and programs for clients are able to meet a range of needs, however, it is 
important for services to be clear on what the intended outcomes are for each program, and ensure 
they align with the service they are trying to provide. There is a need for each program to find the 
right balance between these activities and their one-on-one client support work. Coordination of 
these activities can be time intensive but can be useful tools for connecting with clients and 
achieving outcomes.  
 
A wide range of group programs are delivered by CYFSP programs outside of the specific ‘group 
program’ funding. Some group programs are developed by organisations, while others have 
implemented group programs that have been developed elsewhere - some of which require facilitator 
training or specific qualifications. In most cases, the externally developed group programs have 
evaluation activities built in.  
 
Holiday, weekend or group programs often provide children and young people in particular with 
access to opportunities and activities they would not usually be able to participate in. Outcomes from 
these activities can include increasing skills, knowledge, confidence, and social capital, as well as 
developing trust and rapport with services and youth workers. For families who are requiring support, 
these activities can also provide respite for parents and siblings.   
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Connecting to other supports 
One of the common outcomes pathways across many services was “increased knowledge of service 
system and support” leading to “increased access and engagement with formal supports”. The 
intention is that by having increased knowledge, and empowering clients to access the supports they 
need, the long- term impact would be that these clients would be able to access the right support in a 
timely manner in the future. This can lead to improving family functioning, mental health and 
wellbeing, and decreasing intergenerational risk, as well as people receiving early support and 
intervention for future issues or concerns. For workers undertaking case management roles in 
particular, it is important to ensure staff have adequate time allocated to help clients make these 
connections, and develop their confidence and capacity to access other supports on their own - the 
time for this will vary from client to client, but is important to keep in mind. These activities include: 
 

● Transport 
● Referrals 
● Parent information/education sessions 
● Advocacy 

Internal activities 
All programs are required to do a number of internal activities that support their work. It was 
important to capture this work on the program logics, but also for teams to reflect on what this work 
currently looks like, and how they would like it to look, particularly in terms of the time allocated to 
each activity. These internal activities generally included: 
 

● Administration (which varied from program to program) 
● Stakeholder engagement & networking 
● Training & professional development 
● Supervision 
● Team / organisation meetings 

 
In the workshops, we discussed the importance of finding the balance between internal and external 
activities. External activities were defined as ones that worked with and supported clients, whereas 
internal activities happen behind the scenes to allow programs to do their client focused work.  
 
We then discussed what happens if the time allocated to one section grows, without additional 
resources - that the other activities become constrained or limited, combined, or dropped off 
altogether. Supervision, and then training and professional development, were identified as the most 
common activities that get dropped or reduced. With a couple of exceptions where programs had 
robust supervision processes in place that were valued and supported by the team leader, almost all 
participants acknowledged that when they are busy, these vital internal activities do not happen in 
the way they intend and would like. Inadequate supervision or access to professional development 
can reduce staff capacity to support clients, reduce staff retention, and contributes burnout.  
 
Team and organisation meetings can provide an important opportunity for discussions on practical 
service improvements and adjustments that can be made, balancing competing priorities, and 
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program planning. They can also provide an opportunity for group reflective practice (note this is not 
the same as group supervision). Teams which have regular, structured team meetings where they had 
the opportunity to provide input into the agenda and structure generally found them worthwhile, and 
valued the time allocated to these meetings.  
 
There was also an acknowledgement that often when programs take on additional activities, either 
unfunded or funded by a small grant, there is rarely additional time allocated to the internal tasks that 
are required to support these activities.  

Values driving the sector / organisations 
Each of the teams spoke about their own personal values, as well as the values that drive them as a 
team and organisations. It was clear that people don’t work in these roles unless they genuinely want 
to see change in people’s lives, and believe that the work they do genuinely makes a difference. The 
most common values were person focused - around building trust, relational work that includes 
voluntary engagement and flexibility to meet clients’ needs, and being collaborative and strength 
based.  
 

 
 
Common values identified by CYFSP services.  
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Common external factors 
The external factors that are faced by CYFSP programs impact a client’s ability or capacity to reach 
their goals and may be a barrier to programs seeing their intended outcomes being met. These 
factors are out of the control of program staff, but are important to acknowledge, as they can help 
inform risk management and program design. While there were some service-specific external 
factors, the common external factors identified are: 
  

● Policy environment (including Housing, Child & Youth Protection Service, and Education in 
particular), economic and social context, changing political priorities and funding. These have 
an impact on the community sector, as well as individual clients 

● For clients - Centrelink / welfare conditions, availability or wait list times for other services 
they need to access, family environment, access to transport (including public transport), 
housing situation, and cultural history and background 

● For teams - Availability of skilled practitioners, availability of other services and supports that 
their clients need access to, turnover in stakeholder relations, availability of training and 
professional development activities 

● For programs - Access to community facilities, locations where they are able to offer 
services, volunteer legislation and availability 

Program elements that support positive outcomes 
 
Throughout the SIP there were recurring best practice program elements that some services 
employed. These included: 
 

● Practice leader/Lead worker - practice leaders or lead workers are generally a team member 
who has significant experience in the area the service is working in. They may not have a 
supervisory role over team members, but are identified as someone that team members can 
approach to discuss difficulties they are having with a client. Some services have a formal 
process for lead workers to review client case plans with the case worker/manager, which is 
seen as particularly useful for transition planning.  
 

● Supervision - regular, appropriate, and effective supervision is key to clients receiving good 
quality support from services. Importantly, it is highly valued by the staff who receive it and 
missed by the staff teams who identified that the supervision processes in their organisation 
could be improved. Best practice supervision will vary according to the program being 
delivered, but should be regular and ongoing.  
 

● Access to Training and Professional Development - Teams who regularly participate in 
training valued the knowledge and new ideas they had access to, and spoke of the importance 
of being up to date with new information. The majority of staff valued working under ‘best 
practice’ principles and acknowledged the need for continuous learning and upskilling. Teams 
need the time and capacity to be away from client-facing work without feeling guilty, and an 
authorising environment from their organisations to not only participate in professional 
development activities, but implement new knowledge and skills.  
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● Authorising environment to be adaptive - Services that review, adapt and change the 

programs they deliver in order to meet clients’ needs are able to help clients reach their 
intended outcomes more effectively. In order to be adaptive to meet client needs, program 
staff and agencies need to exist in an environment where solutions can be identified and 
implemented within existing contract periods.  
 

● Referral and exit pathways - clear and simple referral pathways and processes help to ensure 
that clients are connected to the right service to address their needs. CYFSP staff reflected 
that a centralised intake system does not always make the referral process easy or efficient. 
Networking also plays an important role in ensuring CYFSP staff are aware of other programs 
that their clients can access, and facilitate warm referrals between programs and 
organisations. Exit pathways are important for clients to understand. While some services are 
funded to work with clients for extensive or unlimited time periods, it is important for clients 
to understand that this support can and should change over time as they see change in their 
lives and achieve their goals. Workers and clients should be clear on the process and timing of 
transitioning into less intensive support, while having a simple process to reach out for 
further intervention as needed.  
As part of the participant mapping in Workshop 1, and the outcomes mapping in Workshop 2, 
teams discussed transition or exit pathways for their clients. There were a range of processes 
or situations that would trigger transition or exit planning across various services, but these 
were generally: 

○ Timing - some services are only able to provide one on one or individualised support 
for a set time period.  

○ Reaching milestones - some services are clear on the ‘pathway’ of outcomes their 
clients are achieving, and have a process of checking in with clients where they are up 
to, and beginning transition planning when the client is ready for those next steps. 
Some services utilise supervision or discussions with a lead worker to help identify 
when a client is achieving certain outcomes and is ready to discuss exit or transition 
planning. 

○ Stagnation - for a wide variety of reasons, some clients are not able to see change 
happen in their lives due to entrenched disadvantage, complex needs, or being 
resistant to change. A limited number of clients need to be transitioned out of 
programs to allow other people to access services. These clients can be stepped 
down from intensive support, or referred to other programs that are intended for this 
cohort.  
 

● Well planned service design - Services with clear outcomes to demonstrate the changes that 
occur in people’s lives can design activities to help clients achieve those outcomes, and 
regularly review if the activities are leading to those outcomes.  While all programs were able 
to articulate changes they see in clients, it needs to be clear that these changes occur as a 
result of the client’s participation in their service, and which activities they are linked to. 
Regularly reviewing the links between activities and outcomes will help services adjust the 
support types and methods they utilise, to best meet client needs.  
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Summary Quantitative data 
A pre- and post-test was used in Workshop 2: Developing and Measuring Outcomes as both a means to 
evaluate the efficacy of the workshop and to demonstrate the use of de-identified outcome measurement. 
The evaluation aims to assess the changes in knowledge, confidence and value ascribed to outcome 
measurement. Throughout the SIP 57 participants completed the pre- and post-tests.  

While the workshop saw an increase in all of the intended outcomes, the most notable changes were an: 
increase understanding in what outcome indicators; increased confidence in using outcome measures in 
their work; and, an increased in confidence in identifying outcomes measures for their services. While all 
the measured changes saw improvements, these three areas of significant improvement were central to 
the aim of this workshop. As identified in previous projects, changes the attitudes regarding measuring 
outcomes and shifting the culture of outcome measurement and data collection is pivotal to enhancing the 
data collection and evaluative capability. 

Questions Pre test Post Test 

Understanding of 
'evaluation' 

 

Range: ‘Not very good’ to ‘Excellent’ 

 

Range: ‘Average’ to ‘Excellent’ 

 56% of participants reported 
an increase in understanding 

Understanding of what 
'outcomes' are 

 

Range: ‘Not very good’ to ‘Excellent’ 

 

Range: ‘Average’ to ‘Excellent’ 

58% of participants reported an 
increase in understanding 

Understanding of what 
'outcomes indicators' are 

 

Range: ‘Not very good’ to ‘Good’ 

 

Range: ‘Average’ to ‘Excellent’ 

77% of participants reported an 
increase in understanding 

Level of Confidence 
using outcomes 
measures in your work 

 

Range: ‘Not Confident at all’ to 
‘Confident’ 

Range: ‘Not very confident’ to 
‘Very confident’ 

72% of participants reported an 
increase in confidence 

Level of Confidence in 
identifying outcomes 
measures for your 
service 

Range: ‘Non Existent’ to ‘Good’ 

 

Range: ‘Not very good’ to 
‘Excellent’ 

75% of participants reported an 
increase in confidence 
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Value of outcome 
measurement in your 
practice 

Range: ‘Average’ to ‘Very Valuable’ 

 

Range: ‘Average’ to ‘Very 
Valuable’ 

46% of participants reported 
increased value of outcome 
measurement 

Feedback from participant survey 
Participants were invited to provide feedback on the workshops through an online survey in 
December 2019/January 2020. Feedback could be anonymous, or participants could identify their 
organisation or service. A total of 31 people responded, with 9 organisations identified. Other 
organisations provided anonymous responses.  
 
80% of respondents rated the workshop sessions as ‘useful’ or ‘very useful’. When asked what 
participants found most useful about the workshops, only one respondent had no comment. One of 
the overarching themes of the feedback was around the opportunity for reflective practice within the 
teams, and finding clarity of purpose for their work.  
 

“The SIP workshops were an invaluable series of conversations that allowed us to 
reflect on the work we do and to tease out our purpose, our 'why' and 'how'. It 

meaningfully put into perspective what we do and clearly allowed it to be 
demonstrated in a succinct framework.”  

 
Another theme that came through strongly in the feedback was the workshop process itself - that it 
allowed teams to better understand the work they do, why their processes are important, and where 
they could make improvements.  
 

“Looking at the processes that our programs go through step by step. Analysing the 
best outcome measures for our programs.” 

“...(getting) some clarity around coordination of what our service is doing. 
Discussions around waitlist management and active holding.” 

 
Participants were asked, “What difference has participating in the Service Improvement Project 
made, if any, to your perspective or approach to practice?” Based on conversations held through the 
workshops, we are aware that every team made some changes to their service design or delivery as a 
result of participating in the SIP. Some of these changes were immediate, and some require time and 
a change of processes to implement. Small adjustments that ultimately improve the service provided 
to clients were made in each program. Feedback regarding changes in approach to practice included: 

 

“(we are) trying to set up a more active holding system for our waitlist and a follow up 
procedure for clients post exit.” 
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“How we work with individual clients - program goals and mapping.” 

 
Some services reported changed approaches to data collection and reporting, including approaches 
to collating information, and improving client surveys.  
 
Services also found the workshops useful to identify the connection of activity to outcomes and find 
ways to increase these connections.   

 

“We know that it is possible for us to measure client outcomes and service outcomes. 
We can improve our services by measuring the outcomes. We can see the difference 

that our services can make in people's lives and in the community.” 

 
Regarding perspective, respondents primarily identified being more outcomes focused, client 
directed, and the way reflective practice opportunities are important for the development of 
services, and for the professional development of staff teams.  

 

“From the first SIP workshops, learning of the underpinning theories of our work and 
values gave greater perspective on the direction of our work and the long-term 

expected outcomes. These theories and models now govern our actions and decision 
making on what we do and don't do, whether we say yes to that opportunity, or no it 

doesn't align with our direction and values. I use it as a framework to check into.” 

 
One of the goals of the Service Improvement Project was to help each program find some changes 
they could make in the way they deliver their service to clients. When asked if they had made any 
changes to their programs, almost all respondents identified at least one change they made, or had 
planned to make. The majority of these changes were around data collection, including outcome 
measurement and client feedback, procedural changes, and improved focus on the activities that 
clearly lead to positive change in clients’ lives. Several services identified training needs for staff, or 
discussions they needed to have with management about workloads and how to better manage the 
competing priorities that each program faces while supporting staff to work at their best.  

 

“We have turned our focus on what we do as a team more than an individual approach 
and the benefits are happier staff and through that we are delivering better services 
with and for clients. The project was a vehicle to bringing the team together and for 

creating space for new and energetic staff to join and invigorate the team. The 
project gave us an opportunity to reflect on where we were and where we wanted to 

be and how we are going to get there.” 

  
Some services identified that they were going to implement some changes, but had not had the 
opportunity yet, or were working through what those changes might look like with their organisations.  
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The SIP also aimed to help participants clarify their roles, and to be able to articulate the value of the 
work that they do. 80% of the respondents said that the workshops specifically helped to clarify their 
roles or changed the way they feel about the work that they do. It was clear from the workshops and 
survey that the work done through these programs is already valued by the sector, and the staff 
teams delivering these programs. The SIP didn’t change the value of this work, but changed the 
confidence in the teams to know that they deliver programs that make a positive difference in 
people’s lives. This process helped them be able to articulate what those changes are, and why they 
are important. Several people commented on the increase in pride and confidence they have in the 
work that they do.  

 

“It definitely helped to clarify my role and the roles in the team, this is ongoing as we 
are a new team and this approach helped to identify the roles and duties/tasks 

involved. It has provided a documented the process, values and journey our program 
takes. All this helps to keep a focus on our outcomes and how we are working to 

achieve them.” 

“I walk with so much more pride in the work I do now! =)” 

“Clarification of our roles and how we function as a team was certainly valuable and 
not something we have really sat down and articulated before.” 

 
The other theme that came through the surveys and workshop discussions was the understanding 
that many services gained about the breadth and amount of work that they do, which isn’t always 
captured on a service flyer or reporting template. This improved understanding allowed some teams 
to reflect not only on the service they provide, but the importance of looking after each other as a 
team, and ensuring they have strategies in place to reduce burnout or stress.  
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Following the completion of Stage One of the Service Improvement Project, feedback from workshop 
participants and observations from the SIP team have contributed to the following recommendations 
for consideration by teams, organisations, the funding body, and programs that support CYFSP 
programs.  
The following recommendations have been divided into three sections - team, organisation and 
system level. We would recommend that team members and managers of CYFSP programs be 
provided a copy of this report and employ reflective practice skills to consider what additional 
changes they could implement within their team. We acknowledge that the adaptation of some of 
these recommendations may take time and a shift in resources.  

Team Level 
1. Developing trusted relationships with clients - Trust is a key factor in much of the support 

work done with clients, however, clients should have the opportunity to establish trust 
beyond one support worker. Building trust with more than one individual staff member 
enables a service to assist in a crisis or if their primary worker is away. This can also help with 
transition planning, particularly when clients may start to experience stagnations and could 
move to a different support type. Establishing trust with other workers within one team or 
organisation can help clients build trust with the community sector, and other services and 
supports in the community.  

2. Reflective practice - Teams need sufficient, regular time to reflect on the overall work their 
program is doing, which outcomes are being achieved, and the value that each of their 
activities have. The opportunity to do this type of reflective practice was rated as one of the 
most valuable parts of the SIP by workshop participants. This type of reflective practice gives 
ongoing opportunity for programs to make small adjustments or find better ways to deliver 
programs, which can lead to better client outcomes.   

3. Connecting clients with other supports - For workers undertaking case management roles or 
long term/intensive support in particular, it is important to ensure clients are supported to 
connect with other services. This includes ensuring they develop the knowledge they need to 
navigate the service system, and the confidence and capacity to access other supports on 
their own.  

4. Transition / Exit planning - Each program should have a procedure in place for assisting 
clients to transition to a lower level of support and/or exit the program. This should include 
discussions about transition planning with clients, and the process timing could be overseen 
through discussions with a practice leader or supervisor, or determined through program 
guidelines.   

5. Written procedures and program guidelines - Each team should have written procedures and 
program guidelines. These have a role as a framework to check in, to provide continuity and 
consistency of care for clients, and can provide clear guidelines for assessing client readiness 
to leave a program or transition to other support. 

6. Continuous Improvement - Teams should develop continuous improvement and evaluation 
processes which are focused on outcomes. The program logics and outcome measurement 
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processes developed through Stage One of the SIP are able to be used by teams to collect 
data and reflect on activity processes and outcomes within the team.    

Organisation Level 
7. Supervision - Organisations and Team Leaders need to ensure all team members, including 

management, have time allocated for adequate supervision. Supervision needs to be 
adequately factored into program design, and program funding, and designed to meet the 
needs of each team. Anyone providing supervision should be trained, and there should be a 
clear understanding across the organisation of the different types of supervision, and what 
people are receiving. The use of external supervision, and/or the use of a lead worker to 
provide supervision could be considered by many programs. 

8. Opportunity to implement new skills and ideas - Staff who participate in training and 
professional development activities need the opportunity to implement what they have 
learned - this includes permission and allocation of resources. We recommend organisations 
have a process for hearing feedback from team members, including barriers they may be 
facing to implement any changes.  

9. Clear communication of purpose - Management teams should be clear on their values, 
purpose, activities and outcomes. This flows through to program staff and helps them 
identify their purpose and articulate the value of their service. In turn, this helps clients 
understand the support they can expect to receive, be clear about their goals, and can lead to 
improved outcomes, and increased satisfaction with the service. 

10. Scope creep - Managers need to be conscious of the time that is required for teams to plan 
and implement new programs or activities, and where this can take away resources from 
existing activities. Clear two-way communication between teams and management about 
new opportunities, and whether teams can incorporate them into existing work or need 
additional resources or to reduce existing workload.  

11. Volunteer support - Programs which utilise volunteers should regularly review screening, 
intake, and support mechanisms, including supervision, reporting and debriefing. At a 
minimum, organisations should ensure they are meeting all the standards outlined in the 
National Standards for Volunteer Involvement.  

System Level 
12. Supporting people in crisis - No specific service currently deals with crisis situations for new 

or potential case management clients, meaning each team is required to deal with crisis work, 
or people in crisis are not able to be supported when all programs have full caseloads. Funding 
and service planning needs to reflect the impact that crisis situations can have on existing 
caseload balance for staff members, and the need for staff to have time allocated to assisting 
in a crisis before it occurs.  

13. Consistency of language - Currently the language used in the sector and between services is 
fairly consistent, but this does not flow through to government. Ensure contract managers 
are aware of and using language consistent with the sector.  

14. Supervision for community sector staff teams - There is a shortage of accessible professional 
supervisors in the sector, with qualifications and experience in providing supervision. The 
sector needs supervisors who are able to provide individual and group supervision, either 
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internal to organisations or external. If organisations do not have in-house supervisors, 
funding needs to reflect the true cost of access to external private providers of supervision 
services.  

15. Centralised intake - many services spoke of frustration with referrals coming through from a 
centralised intake service. Intake and assessment staff were not always aware of programs or 
support offered by services, therefore referring clients who could not appropriately be 
supported by the service. Other programs rarely received referrals through this process. 
Almost all programs had developed their own processes for ensuring clients were referred 
out of their programs that either bypassed or sat alongside the centralised intake process. 
We note that many of the concerns raised are being addressed, and recommend a process of 
regular reviews of referral processes, open, two way communication to provide feedback 
between centralised intake and services, and that intake and assessment staff within Onelink 
receive thorough induction and ongoing training regarding the programs offered by CYFSP 
services.  
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Aim/Objective 
Who you are working with (demographics), and the goal of your program (what you are funded to do). Can include specifics, or be overarching. 
Shows what the program is seeking to change, and with whom. Specifies target population. 

Inputs 
The 
investment & 
resources that 
the program 
needs to 
ensure it runs 
as intended. 
Can include 
funding, staff 
(qualifications, 
experience), 
equipment, 
facilities, 
licensing, 
partnerships. 

Activities 
Planned services that are 
provided. Can include the 
processes, tools, events, or 
actions that bring about the 
intended outcomes. 
Activities should link to 
outcomes to show causal 
connection, which can then 
be measured using outcome 
indicators (outcome 
measurement tools). 

Also includes internal or 
“behind the scenes” work that 
the program does to ensure 
the client work happens as 
planned.  

Outputs 
What we “put 
out there” in 
numbers (eg 
clients served, 
sessions 
completed). 
Data from this 
used as part of 
process 
evaluation.  

Outcomes 
The changes we expect to occur in the target population as a result 
of their involvement in the program. Outcomes are described in 
terms of what changed (increase, decrease, improvement), in 
knowledge, attitude, belief, behaviour, or skills.  

Short and medium term 
outcomes are a direct 
result of the program, 
and show the trajectory 
into the long term or 
impact. 

 

Long term or impact show the result 
of the program in the long term - 
either in the clients lives but beyond 
the length of the program, or on the 
broader community.  

 

Values/Theories/Assumptions 
Underpinning values, theoretical frameworks, or assumptions the 
program makes which shape the program - the activities and way that 
staff engage with clients & stakeholders. 

External factors 
Factors out of control of the program, acknowledged for risk 
management and program design.  
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Example: Case Management Program 

 
 
 
  

Referral Case Allocation Initial Contact First Visit 

Assessment Goal Setting External Referrals 

Case Management Case Conferences 

Case Review Unplanned Exit Planned Exit 

Feedback 
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Instrument decision tree 

Does an instrument exist already that you can use? 

No Yes 

Do you have the 
expertise to create one? 

Does it need to be 
adapted in some way? 

No No 

Consider any copyright 
or commercial licencing 

and cost issues 

Yes 

In what way? 

• Wording 
• Response scales 
• Context 
• Language 
• Format & structure 
• Length 

Consider any copyright or 
commercial licencing and 

cost issues 

Adapt it, test it, review 
and revise it 

Test it again 

Proceed 

Adapt it, test it, 
review and revise it 

Test it again 

Hire or work with 
someone who does 

Adapt it, test it, 
review and revise it 

Test it again 

Yes 
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Below is a list of the range of outcome measurement tools (listed alphabetically) that were used with the SIP 
participating sites to trial with their clients. This list does not represent a list of the tools that they continue to 
use: 

 
• Academic Self-Concept 
• Academic Self-Efficacy Scale 
• Academic Self-Perception (School 

Attitudes Assessment Survey) 
• Attitudes Toward School 
• Attitudes Towards School (School 

Attitudes Assessment Survey) 
• Beck Hopelessness Scale 
• Child Behaviour Scale 
• Child-Parent Relationship Scale (Short & 

Long form) 
• Children’s Self Efficacy in Peer Interactions 
• Civic Attitudes Scale 
• Civic Responsibility Survey 
• Classmate Support Subscale (Social 

Support Scale for Children) 
• Close Friend Support Scale (Social Support 

Scale for Children) 
• Community Involvement (Youth Asset 

Survey) 
• Conflict Resolution Scale (Individuals 

Protective Factors Index) 
• DASS 
• Ethnic Identity Subscale (Teen Conflict 

Survey) 
• Family Support Scale (Modified) 
• Global Self Worth Scale 
• Home Self Esteem (Hare Self Esteem 

Scale) 
• K10 
• Loneliness at School  
• Motivation & Self-Regulation (School 

Attitudes Assessment Survey) 
• Optimism Subscale 
• Parent Support Subscale (Social Support 

Scale for Children) 
• Parent-Adolescent Communication 
• Parental Involvement  

• Parental Monitoring 
• Parental Nurturance Scale 
• Parenting Daily Hassles 
• Parenting Empowerment and Efficacy 

Measure (PEEM) 
• Parenting Sense of Competence Scale 
• Parenting Stress Index 
• Personal Wellbeing Index (adult & child 

version) 
• Presence of Caring (Individual Protective 

Factors Index) 
• Psychological Sense of School 

Membership 
• Recent Life Events Questionnaire 
• Resilience Scale 
• Responsible Choices Scale (Youth Assets 

Survey) 
• Rosenberg Self Esteem Scale 
• Scale of Perceived Social Support - Family 
• Scale of Perceived Social Support - 

Significant Other Adult 
• Scholastic Competence (Self-Perception 

Profile for Children) 
• School Achievement Motivation Rating 

Scale 
• Sense of Belonging Scale 
• Session Rating Scale 
• Social & Personal Responsibility Scale 
• Social Acceptance Scale (Self-Perception 

Profile for Children) 
• Social Connectedness Scale 
• Social Self-Efficacy Scale 
• Spence Children’s Anxiety Score 
• Strengths & Difficulties Questionnaire 
• Teacher Support (Social Support Scale for 

Children) 
• Tolerance Scale (Psychosocial Maturity S
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Short Term Medium Term Long Term / Impact 
LIFE SKILLS LIFE SKILLS LIFE SKILLS 
Improved budget management Improved communication skills Healthy communication 
Improved communication skills Improved language proficiency Improved competence and empowerment 
Improved ability to follow instructions Improved life skills Improved personal development 
 Improved coping skills Improved independence & autonomy 
CONFIDENCE Increased capacity to manage their own lives Increased cultural awareness in society 
Increased self efficacy Increased event management skills  
Increased recognition of personal strengths Increased skills in project development CONFIDENCE 
Increased willingness to try new things Improved perspective on other people & life in 

general 
Increased capacity to set and achieve goals 
leading to self determination  

Increased confidence engaging with staff   
Improved ability to speak up & articulate views CONFIDENCE FUTURE FOCUS 
Increased ability to express opinions (feel safe, 
valued, heard) 

Increased self confidence Increased hope for the future 

Increased confidence Improved confidence (making decisions, being 
assertive) 

Increased ability to take opportunities 

Increased agency Increased empowerment  
  SOCIAL CAPITAL 
FUTURE FOCUS FUTURE FOCUS Increased social capital 
Increased hope for resolution of identified 
issues 

Improved hope for the future Increased bridging & linking social capital 

Increased hope for the future Increased awareness of opportunities Increased positive relationships 
Increased determination to achieve goals Increased life opportunities  Increased relationship building skills 
Increased sense of success  Improved community building 
 SAFETY Improved community cohesion 
SAFETY Improved safety Improved family conciliation 
Increased feeling of security & stability Increased sense of safety Improved social skills & connections 
Increased sense of safety in session  Improved support network with peers & service 

system 
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Improved safety – being safe and feeling safe SOCIAL CAPITAL Increased community connections and social 
participation 

 Improved social supports  
SOCIAL CAPITAL Improves social skills & communication EDUCATION AND EMPLOYMENT 
Improved knowledge & awareness of social 
norms 

Increased perception of social support Increased engagement with education, training 
or employment 

Decreased social isolation Increased knowledge of social norms Improved understanding of ACT education 
system 

Improved social participation Increased social connections Improved opportunities for future study & work 
Improved social engagement Reduced social isolation Improved literacy and numeracy 
Increased social connection between young 
people & parents 

Improved ability to make decisions Increased engagement with learning 

Increased social connection with peers Increased social wellbeing ACCESSING SUPPORT 
Increased opportunity & capacity to connect Increased connectedness Improved connection to youth engagement 

services for vulnerable young people 
Increased access to positive adult role models Improved positive community connectedness Improved help seeking behaviour & access to 

support 
Improved sense of belonging Increased opportunity to share life experience  
 Increased connectedness & ownership of 

community 
MENTAL HEALTH AND WELLBEING 

TRUST Increased sense of belonging Young people have increased skills and capacity 
to nurture & sustain their own wellbeing 

Increased sense of trust in session Increased knowledge of healthy relationships Decreased severity of mental illness 
Increased trust in coordinator Improved relationship with family Improved mental health & wellbeing 
Increased trust in program Improved respect Increased emotional intelligence 
Increased trust in tutor Improved family development Increased opportunity to overcome trauma and 

its impact 
Increased trust in workers Improved family functioning Improved quality of life 
Improved trust   Increased resilience & ability to cope with 

adversity 
 TRUST Improved health and wellbeing 
EDUCATION & EMPLOYMENT Increased trust Improved self-management and emotional 

regulation 
Improved attitude towards education and 
employment 

Increased trust in adults Improved skills and capacity to nurture & 
sustain wellbeing 
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Decreased barriers to school engagement Increased trust in service system  
Improved relationship with schools EDUCATION AND EMPLOYMENT SELF 
Improved school attendance Increased engagement in education, training or 

employment 
Increased self esteem 

ACCESSING SUPPORT Improved attitude to school Increased self worth 
Improved knowledge of opportunities Improved academic results Improved value of self 
Improved knowledge of the community   
Increased formal supports ACCESSING SUPPORT OTHER 
Increased knowledge of services & system 
pathways 

Improved engagement with service Decreased engagement with justice system 

Improved awareness of program Improved access to formal supports  
Increased engagement with program Improved access to support for young person & 

their community 
 

Improved help seeking Decreased service dependence  
 Improved help seeking behaviors  
MENTAL HEALTH & WELLBEING Improved linkage with local supports  
Improved emotional regulation and self-care Improved perception of support  
Improved wellbeing Increased hope for accessing help  
Decreased distress caused by anxiety and 
depression 

Increased knowledge of the service system  

Improved empathy   
Improved expression of emotion MENTAL HEALTH AND WELLBEING  
Improved insight to motivation & feelings 
(adolescents) 

Decreased loneliness  

Increased happiness Decreased sense of hopelessness  
Increased material wellbeing Reduced stress & anxiety – for young people and 

parents, regarding education & missing 
knowledge from parents 

 

OTHER Improved coping strategies to deal with difficult 
situations 

 

Improved sense of achievement Improved emotional intelligence  
Increased access to opportunities Improved emotional regulation  
Improved understanding & respect of other 
cultures 

Decreased stress  
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Increased respect – towards workers, rules, 
boundaries 

Improved personal & emotional wellbeing  

Improved teamwork & care of others Improved ability to cope with emotions  
Improved perspective on circumstances Improved calmness  
Increased understanding of the value of time – 
for themselves and others 

Improved life stability  

 Improved physical health  
 Increased ability to manage adversity  
 Increased happiness about the things they want 

to be good at 
 

 Increased coping skills  
 Increased empathy  
   
 SELF PERCEPTION  
 Improved self belief in resilience  
 Improved self efficacy  
 Improved self esteem  
 Improved self identity  
 Improved sense of self & pride  
 Increased sense of personal worth & value  
 Increased pride in self  
 Increased self worth  
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Short Term Medium Term Long Term / Impact 
LIFE SKILLS LIFE SKILLS LIFE SKILLS 
Improved life skills Improved communication Improved healthy communication 

Increased ability to identify and address conflict 
Improved communication between family 
members  

Increased ability to obtain and maintaining 
housing 

Improved communication skills Increased ability to solve problems Improved competence and empowerment 

 
Increased ability to recognise negative 
behaviour Improved resourcefulness 

CONFIDENCE Increased ability to manage circumstances Improved sense of responsibility 
Improved recognition of strengths Increased ability to cope and mange life Increased ability to self-reflect 
Increased confidence in parenting ability  Increased empowerment 
 CONFIDENCE Increased independence 

FUTURE FOCUS Improved confidence 
Increased capacity to set and achieve goals 
leading to self determination  

Increased awareness of opportunities Improved self perception  
  CONFIDENCE 
SOCIAL CAPITAL FUTURE FOCUS Increased self efficacy / self empowerment 
Reduced sense of isolation Increased hope for the future  
Improved social skills & connections  FUTURE FOCUS 
Increased awareness of social norms SOCIAL CAPITAL Increased hope for the future 
Improved community connection (peers and 
wider community) Increased community connections  
Increased respect for self and others Improved understanding of healthy relationships SOCIAL CAPITAL 
 Improved social health & wellbeing Increased community cohesion 

TRUST Increased knowledge of social norms 
Increased community connections, social 
participation and support 

Increased trust Improved sense of belonging Increased social capital 
Increased sense of trust in session   
Increased trust (in worker and service system) TRUST TRUST   
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 Increased trust Increased trust 
PARENTING   
Increased knowledge of child development PARENTING PARENTING 
Increased knowledge of parenting styles Increased skills to engage with child Improved consistency in parenting practices 
Increased awareness of family members Improved empathy & understanding of children Decreased risk factors for children 
Increased awareness of impacts of behaviour Improved coping skills Improved family functioning & cohesion 
Increased opportunities for parents to support 
positive child development Improved parenting capacity Improved holistic family functioning 
Increased emotional connection between 
parent & child Increased warmth in child-parent relationships Increased attachment between parent and child 
Decreased involvement with CYPS Increased knowledge of child development  
Improved ability to understand child’s behaviour 
and read emotions Improved protective factors (young people) ACCESSING SUPPORT 
 Improved school engagement Improved help seeking behaviour 
ACCESSING SUPPORT  Improved perception of support 
Improved help-seeking behaviour ACCESSING SUPPORT  
Increased knowledge of ACT service system Increased formal supports MENTAL HEALTH AND WELLBEING 

Increased knowledge of support services 
Increased access & engagement with formal 
supports Improved calmness 

Increased willingness to attend program Incrased capacity to engage with supports Improved emotional regulation 
Improved access to formal supports Improved help seeking behaviour Improved health and wellbeing 
Increased formal supports (including financial 
support by accessing entitlements and eligible 
community supports) 

Increased understanding of the ACT community 
services system Improved mental health & wellbeing 

 Increased ability to access support 
Improved self management and emotional 
regulation 

MENTAL HEALTH AND WELLBEING  Increased resilience 
Increased emotional support MENTAL HEALTH AND WELLBEING Increased wellbeing 
Reduced sense of guilt Increased capacity to manage adversity  
 Increased empathy SAFETY 
SAFETY Increased ability to regulate emotions Improved safety 
Improved willingness to share Decreased shame  
Increased sense of safety in session Improved ability to cope with emotions SELF 
Improved family safety Improved mental health Improved self esteem 
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Increased insight to motivations, behavior, 
feelings  

SELF Increased reflective capacity OTHER 
Increased self-awareness Improved clarity of thought improved perspective 
  Improved expectations from each other 

 SAFETY 
Reduced engagement with CYPS, Justice 
System and Police 

 Improved sense of personal safety improved perspective 
  Improved expectations from each other 

 SELF 
Reduced engagement with CYPS, Justice 
System and Police 

 Increased agency  
 Increased self awareness  
 Increased self reliance  
 Increased self respect (young people)  
 Improved self esteem  
 Increased self efficacy  
 Improved awareness of strengths  
 Improved intrinsic motivation  
 Improved perspective on circumstances  

 
Increased ability to integrate and connect 
experiences  

 

 
 
 


