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Introduction 
In 2020, the Youth Coalition of the ACT (the Youth Coalition) was commissioned by Capital 
Health Network (CHN) to undertake a feasibility study regarding the establishment of a 
second headspace centre on the southside of the ACT.  
 
The feasibility study aimed to develop recommendations regarding: 
 

1. The appropriate location(s) to establish a centre that will be accessible for young 
people and integrate with other local services in Tuggeranong, Woden or Weston 
Creek (Report One); and, 

2. Integration with surrounding health, community and youth services, and how to meet 
the specific needs of the population, to inform the final service model (Report Two - 
this document).  

 
This document is the second report, which puts forward recommendations related to how 
the new headspace centre can integrate with other services and meet the specific needs of 
the population on the southside. The first report, provided in March 2020, identified that the 
Tuggeranong region would be the most suitable location for a second headspace centre. As 
such, the recommendations in this report focus on integrating with other services in the 
Tuggeranong region. However, the recommendations are also broadly applicable to the 
southside of Canberra.   

Background 

CHN is the Primary Health Network (PHN) for the ACT. PHNs have been established by the 
Australian Government with the key objectives of:  
 

● increasing the efficiency and effectiveness of health services for patients, 
particularly those at risk of poor health outcomes; and,  

● improving coordination of care to ensure patients receive the right care in the right 
place at the right time.  

  
CHN has received funding from the Commonwealth Department of Health under the PHN 
Program’s Primary Mental Health Care Schedule to establish Canberra’s second headspace 
centre to be located in South Canberra (e.g. Tuggeranong, Weston Creek, Woden or other 
suitable location).  
  
This funding has been received as part of the Commonwealth Department of Health’s mental 
health reform activities to lead mental health and suicide prevention planning, 
commissioning and integration of services at a regional level to improve outcomes for 
people with or at risk of mental illness and/or suicide. The aim of this funding is to:  
 

● Increase the efficiency and effectiveness of primary mental health and suicide 
prevention services for people with or at risk of mental illness and/or suicide;  
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● Improve access to and integration of primary mental health care and suicide 
prevention services to ensure people with mental illness receive the right care in the 
right place at the right time.  

  
headspace centres provide early intervention supports and mental health services to young 
people aged 12-25. headspace centres are a one-stop-shop that includes mental health, 
physical health, work and study support, and alcohol and other drug services. 

Research design and methods  

 
The feasibility study included a desktop review of existing data and documentation and 
qualitative research with young people and key stakeholders through interviews and focus 
groups.  
 
Key research objectives and sub-questions were developed with the steering committee to 
guide the collection and analysis of the data. The research objectives and sources of data 
were matched up to create a research framework. This framework allowed us to ascertain 
the different sources of data that could be used to address each research question and sub-
question. This also facilitated the identification of any data gaps and also see where 
different sources of data will be addressing the same questions. This process also ensures a 
mixed method approach and requires synthesis of different data to produce robust findings 
within the limits of the data collected. 
 
Table 1. Research Objectives and Sub-Questions 

Research 
Objective 

Sub-Questions 

Summary of 
demographic and 
prevalence data 

1. What is the population composition of suburbs / regions by age? 
2. What is the demographic profile of southern suburbs? 
3. What is the prevalence of mental health needs in each suburb / region? 
4. What is the current need versus projected need (new suburbs)? 

Patterns of service 
use and service 
integration 

5. What mental health services already service the ACT south? 
a. To whom do they provide services? 
b. Who is missing out on existing services? 
c. Why are they missing out on existing services? 
d. How do they want to work with a new headspace? 

6. What youth services already service the ACT south? 
a. To whom do they provide services? 
b. Who is missing out on existing services? 
c. Why are they missing out on existing services? 
d. How do they want to work with a new headspace? 

7. What are the barriers to accessing existing or new services? 
8. What are the enablers to accessing existing or new services? 
9. What would help young people access a new / different service? 
10. What services are missing? 
11. Why are young people not using existing mental health services? 
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12. What would encourage young people to access a new service? 
13. What are the existing opportunities for collaboration and/or 

integration with other services? 
14. What community engagement events or opportunities should 

headspace engage with in the southside? 
15. What could the new headspace centre do differently to change 

people’s perception, including facilitating better service integration? 
16. How can headspace have easy referral pathways? 
17. What referral flows already exist that headspace could integrate with? 
18. What do we expect will be the primary referral sources? E.g. schools, 

youth services. 

Recommendations 
on the appropriate 
location(s) to 
establish a centre 

19. Where would young people go to access mental health services? 
20. Where wouldn’t young people go to access mental health services? 
21. Where do you think the new headspace centre should be located and 

why? 
22. Where could headspace run additional services or programs? 
23. Where do young people already go for youth service support? 
24. Where do young people already go for mental health support? 
25. What is the need? Similar service offering to existing headspace 

centres in Civic and Queanbeyan? 
26. How accessible are suggested locations by public transport? 
27. How accessible are suggested locations for parking? 

 
This project used a mixed methods approach drawing on both quantitative and qualitative 
data to address research questions.  
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1. Desktop Review 

The desktop review examined existing documentation that was provided by the Capital 
Health Network and further data sourced by the research team. These data were reviewed 
to identify what information they could provide that could contribute to identifying 
recommendations for a headspace site on the southside of Canberra. 

Data Sources  

Capital Health Network provided a range of documents for analysis in the desktop review:  

1. The Integrated Mental Health Atlas of the Australian Capital Territory Primary Health 
Network Region, 2016  

2. Review of headspace Canberra, a report developed by Colleen Krestensen for Capital 
Health Network, 2017  

3. Postcode data for young people accessing headspace Canberra between June 2017 
and February 2020  

4. Postcode data for young people accessing headspace Queanbeyan between April 
and June 2019  

5. Database of existing child and youth mental health services from the Office for 
Mental Health and Wellbeing  

6. National Mental Health Service Planning Framework standard reports for ACT PHN, 
2017  

7. Young Minds Matter: The Second Australian Child and Adolescent Survey of Mental 
Health and Wellbeing - Synthetic estimates of 12-month prevalence of mental 
disorders among 4-17 year olds: Data tables 

8. Young Minds Matter: the Second Australian Child and Adolescent Survey of Mental 
Health and Wellbeing - Synthetic estimates of 12-month prevalence of mental 
disorders among 4-17 year olds: Methodology report In addition to these documents, 
the project team also accessed: 

9. Public transport maps from Transport Canberra for southside regions  
10. ACT Population Projections: 2018 - 2058, released in 2019 by ACT Treasury  
11. Australian Bureau of Statistics 2016 Census Community Profiles  
12. The Review of Children and Young People in the ACT, by the Office for Mental Health 

and Wellbeing  
13. Can we talk? Seven Year Youth Mental Health Report 2012-2019, Mission Australia 

and Black Dog Institute, 2019  
14. List of ACT high schools and colleges in the ACT, MAPI Data Analysis  

Each of these data sources were reviewed to identify what information they could provide 
that could contribute to recommendations for a headspace site on the southside of 
Canberra.  
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Data Limitations  

Data limitations related to identifying a suitable location for headspace southside were 
noted in the first report and related particularly to a scarcity of current data regarding the 
severity of mental health issues for young people by suburb or region.  

In relation to this second report, existing data sources scoping current youth and mental 
health services are not mapped by suburb or region. The Project team relied significantly on 
qualitative findings and previous knowledge and connections with services to provide this 
information.  
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2. Qualitative Research 

The qualitative component involved conducting interviews and focus groups with key 
stakeholders regarding their experiences, knowledge, and perceptions pertinent to the 
establishment of the new headspace centre. This report incorporates their feedback 
relating to the ways that headspace could integrate with existing services in the southside 
of Canberra, and methods of service provision that would meet the needs of this population. 
The interviews and focus groups were audio recorded, transcribed and analysed to identify 
recurring themes in line with the key research questions. 

Research design, methods, and recruitment 

The qualitative component included focus groups with young people who live and access 
services in the south of Canberra, and interviews with service providers that work with 
young people in the south of Canberra. 
 
Focus groups were conducted with young people using a semi-structured schedule of 
questions. Three focus groups were held at different locations, with young people recruited 
through youth services and word of mouth. With the consent of the participants, the focus 
groups were audio recorded. Notes were also taken to record initial impressions of each 
focus group. 
 
Semi-structured interviews were conducted with service providers. Nine stakeholders 
participated in the interviews from eight services and relevant organisations. A list of 
research participants was created in collaboration with CHN in the project steering group. 
The individuals who participated were from youth services, mental health services, health, 
education and network coordinators from the Child, Youth and Family Support Program 
(CYFSP). Participants worked across the community and government sectors. With consent 
from the participants, the interviews were audio recorded. Notes were also taken to record 
initial impressions of each interview. 

Data analysis 

The interviews and focus groups were transcribed and coded to provide a detailed analysis 
using the broad themes identified during and following the interviews and focus groups. 
This involved the research team reading through the transcribed interviews and coding 
segments of the interviews that addressed the key questions. The prominent findings that 
were repeatedly encountered and pertinent to answering the key research questions were 
then used to structure the findings presented in this report.  
 
Throughout the report, quotes from young people and service providers are used to 
illustrate the recurring responses and themes that represent the key findings. The individual 
quotes aim to succinctly represent the broader findings that emerged from the data analysis 
process. 
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Findings and Recommendations 
The second report for the feasibility study aims to answer two key research questions:  
 

1. How can the new headspace centre integrate with existing services to provide 
mental health support to young people in the ACT South? 

2. How can the service model for the new headspace centre best meet the needs of 
young people and their families? 

Findings and recommendations relating to each of these questions are outlined below. 
These recommendations are interrelated, and many overlap across both research 
questions. Recommendations are provided at the end of each section; and summarised at 
the end of the report.  

How can the new headspace centre integrate with existing 
services to provide mental health support to young people in the 
ACT South? 

3. Develop partnerships with community-based organisations  
 

Young people in the focus groups, as well as interview participants from services, were 
united in expressing the importance of headspace developing partnerships with 
organisations where young people had established trust with workers, to ensure a better 
service experience and continuity of support.  
 
The development of formal partnerships between headspace and these organisations will 
facilitate referral pathways both to and from headspace, and potentially enable shared care 
to occur. Building connections between headspace staff, and frontline staff within 
community-based organisations  (such as youth workers), may help young people to build 
trust in headspace staff and the new centre, and support warm referrals to occur between 
services.  
 
A range of community-based organisations provide services in the Tuggeranong region, and 
have established relationships with young people and their families. These include services 
that work with specific population groups or provide specific services: 
 

● Services supporting Aboriginal and Torres Strait Islander young people and families 
● Services supporting LGBTQI young people 
● Services supporting culturally and linguistically diverse young people and families 
● Services supporting young people experiencing or at risk of homelessness 
● Youth support programs 
● Family support programs 
● Mental health support programs 
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These services are discussed in further detail below, and will provide a ‘starting point’ for 
headspace to begin developing formal and information connections and partnerships.  
 
It should also be noted that child, youth and family services in each of the four regions in the 
ACT (Tuggeranong, Woden/Weston, Belconnen and Northside) are supported by a ‘Network 
Coordinator’, funded through the ACT Government’s Child, Youth and Family Support 
Program. Network Coordinators aim to support linkages between programs and services in 
their regions and identify areas of need, and may be able to support headspace to build 
connections with existing services. On the southside of Canberra, the Tuggeranong Network 
Coordinator can be contacted through YWCA Canberra, and the Woden/Weston Network 
Coordinator can be contacted through Woden Community Service.   

3.1 Services supporting Aboriginal and Torres Strait Islander young people and 
families. 

As described in Report One, headspace Canberra has a lower engagement rate of Aboriginal 
and Torres Strait Islander young people, both compared to headspace Queanbeyan and the 
national engagement rate across headspace centres. Three percent of young people who 
accessed headspace Canberra were Indigenous, compared with 10.2% in Queanbeyan, 13% 
in Wagga Wagga, and 8.4% nationally [2].  
 
There is a large population of Aboriginal and Torres Strait Islander children and young people 
in the Tuggeranong region [11], as well as a much higher prevalence of psychological distress 
compared with non-Indigenous young people [13].  
 
This highlights both the importance of and opportunities for the new headspace centre to 
provide support to this cohort, by building positive working relationships and connections 
with programs supporting the Aboriginal and Torres Strait Islander community. Some of 
these services include: 
 

● Gugan Gulwan Youth Aboriginal Corporation: Gugan Gulwan is an Aboriginal youth 
centre based in Wanniassa. They work with children, young and families, and offer a 
range of programs that exceed the services provided by most youth centres.  
 

● Winnunga Nimmityjah Aboriginal Health Service: Winnunga Nimmityjah is an 
Aboriginal controlled primary health care service operated by the Aboriginal and 
Torres Strait Islander community in the ACT. They provide culturally safe, holistic 
health care services, including medical care, and programs that promote good health 
and healthy lifestyles.  
 

● Aboriginal and Torres Strait Islander Indigenous Education Officers (IEOS): IEOs are 
employed by the ACT Education Directorate, to help develop relationships between 
community members and schools. They are located within local schools.  

 
These services are often under pressure to respond to high levels of demand with limited 
resources, including from other mainstream service providers. Therefore, it is critical that 
relationships and partnerships are founded on building trust and seek to complement and 
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support these services’ work with the Aboriginal and Torres Strait Islander community, 
rather than to create more work for them.   
 
Other headspace centres that have established positive relationships with the local 
Aboriginal and Torres Strait Islander community and have high engagement rates with 
Aboriginal and Torres Strait Islander young people could be used as a model for the 
formalisation of these partnerships. Local Aboriginal and Torres Strait Islander services may 
be able to provide feedback about where headspace models have worked well in other areas, 
rather than relying on headspace reports or data alone.  

3.2 Services supporting LGBTQI young people  

Service providers working in the southside of Canberra identified that LGBTQI young people 
are part of the youth cohort they support, and have subsequently developed specific 
programs for. They discussed that young people engaged in these programs often seek 
assistance for mental health issues, and have limited access to mental health programs.   
 
Organisations and programs currently working in the south of the ACT include:  
 

● A Gender Agenda: A Gender Agenda aims to support the goals and needs of the 
intersex, transgender and gender diverse communities of Canberra and the 
surrounding region through education, advocacy, peer support and professional 
networks.  
 

● A-Z: A-Z provides a safe space and social group for gender and sexuality diverse 
young people, with opportunities to learn, participate in events, hear from guest 
speakers, and connect with other young people. This is a program run by the YWCA 
Canberra Youth Engagement Team.  
 

● Bit Bent: Bit Bent is a social support group for same sex attracted and sex and 
gender diverse young people in the Canberra region. Bit Bent is an informal group 
where LGBTIQ+ young people come together in a safe and supported space to meet 
new friends, have a bite to eat, talk about their experiences, and share information 
about local events and services relevant to them. Bit Bent groups have previously 
been run through youth engagement teams based at Woden Youth Centre and 
Belconnen Youth Centre.  
 

● Encampment: Encampment is a program run by and for LGBTIQ+ young people and 
their allies in the Canberra region. The program runs a camp each year for people 
aged between 13 and 17 which is organised and facilitated by a leadership team of 
young LGBTIQ+ adult mentors. Encampment is a program run by Meridian (formerly 
AIDS Action Council).  
 

● Queer Youth Together - QyouT is a program for LGBTIQ+ young people that provides a 
safe place, activities, networking, resources, and fun. The group meets weekly and 
provides structured events, a drop in time, and school holiday program. QyouT is a 
program run by Diversity ACT.  
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3.3 Services supporting culturally and linguistically diverse young people 

ACT service providers have previously identified a range of additional challenges that young 
people from culturally and linguistically diverse backgrounds experience in relation to 
mental health needs and experiences. These included intergenerational family/peer conflict 
related to living within two potentially conflicting cultures: the ‘external’ culture (school and 
friends), and their home culture (family background); barriers relating to language and 
terminology; stigma and racism. 
 
Organisations and programs currently working in the south of the ACT include:  
 

● Multicultural Youth Services ACT (MYS): MYS supports young migrants and refugees 
from a diversity of backgrounds, promoting opportunities and supporting young 
people and their families to address challenges they may face in accessing those 
opportunities. MYS is a program of the Multicultural Hub Canberra.  
 

● Migrant and Refugee Settlement Services (MARSS): MARSS provides support for 
migrants, refugees, and humanitarian entrants to the ACT. They have a range of 
programs for both young people and families.  

 
● Companion House: Companion House works with adults and children who have 

sought safety in Australia from persecution, torture and war related trauma. They 
provide free medical services, counselling, therapy, and community development 
programs.  

3.4 Services supporting young people experiencing or at risk of homelessness 

Service providers supporting young people in the Tuggeranong region identified 
significant numbers of young people experiencing homelessness, who may also be 
disengaged with education, who have limited access to mental health support. They 
discussed that they often need ongoing mental health support, both while 
experiencing homelessness and once their housing needs are met. 
 
Organisations and programs currently working in the south of the ACT include:  
 

● Oasis Youth Services: Oasis is part of the Youth Emergency Accommodation 
Network, providing emergency accommodation for homeless young people aged 16 - 
25. Oasis provinces accommodation in the south side of Canberra, in Tuggeranong 
and Weston Creek.  
 

● Raw Potential Canberra: Raw Potential provides outreach services to young people 
(12 to 25 years) at risk, in an effort to help those facing homelessness and violence. 
Raw Potential is a program run by St Johns Care Canberra.  
 

● Take Hold Program: Take Hold is a mentoring and life skills program supporting 
young people aged 16-25 years transitioning into or out of homelessness. They 
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provide outreach support, run a mentoring program, and support young people with 
life skills and social enterprise. Take Hold is a program run by The Ted Noffs 
Foundation.  
 

● Youth Housing Support Service (YHHS): YHSS provides outreach to young people 
aged 15-25 who are homeless or at risk of homelessness in the ACT. They provide 
individual case management, with a focus on helping young people gain and/or 
sustain safe, appropriate, and affordable accommodation and tenancies. YHSS is a 
program run by CatholicCare Canberra & Goulburn.  

3.5 Youth support programs 

A range of other programs support young people through, group activities, and individual 
support. These include recreation, education, and case management. For many young 
people who have disengaged with education, as well as formal and informal support, these 
youth support programs often become their first place they go when they are looking for 
assistance.  
 
Some of the organisations and programs currently working in the south of the ACT to 
support young people include:  

 
● YWCA Canberra: YWCA Canberra runs several youth programs in the Tuggeranong 

region, including the youth centre at Conder, the YWCA Canberra Clubhouse, and 
provides case work, outreach, and programs through the Youth Engagement Team.  
 

● Canberra PCYC: Canberra PCYC run recreational-based early intervention, crime 
prevention and reduction, and youth crime diversion programs for vulnerable young 
people. They run a range of group programs and activities, as well as providing 
individual support through case management.  
 

● Youth Engagement Team (YET): YET is a youth engagement and outreach service for 
South Canberra, Woden and Weston Creek. Based at the Woden Youth Centre, YET 
provides a range of support services for young people aged 12 to 25 years including a 
drop in, case work, outreach, and programs. YET is run in partnership between 
Woden Community Service and Anglicare ACT. 

3.6 Family support programs 

Family support programs work with whole families to address a range of issues, through 
individual case management and group programs. Young people who are receiving mental 
health support due to family related issues may benefit from their family being connected 
with these programs.  
 
Organisations and programs currently working in the south of the ACT include:  
 

● CYFSP Family Case Management Programs: The Child, Youth and Family Services 
Program funds a range of organisations to provide family case management. These 
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programs often work in conjunction with the Youth Engagement Teams. Programs 
working with families in the south side of Canberra include Barnardos, Canberra 
PCYC,  CatholicCare,  Gugan Gulwan Youth Aboriginal Corporation, UnitingCare 
Kippax, and Woden Community Service.  
 

● Intensive Intervention Service: The Intensive Intervention Service is an outreach 
family support program which works with families who have been referred through 
Child Youth Protection Services or Youth Justice. This service is run through 
Barnardos. 
 

● Family Support Program: The Family Support Program supports young people 
experiencing or at risk of homelessness due to family conflict. They work with the 
whole family to address issues and resolve conflict through mediation, and link 
families with other programs which can provide outreach support. This program is 
run through the Conflict Resolution Service.  
 

● Functional Family Therapy - Child Welfare ACT (FFT-CW ACT): FFT-CW ACT provides 
family-based therapy for families with children and young people aged 0-17 who are 
at risk of entering the out-of-home care system. The program aims to strengthen 
families to prevent the removal of children, as well as supporting reunification of a 
child or young person from care. It is a culturally adaptive family-based program. 
FFT-CW ACT is run by OzChild in partnership with Gugan Gulwan Youth Aboriginal 
Corporation.  

3.7 Mental health support programs 

Align headspace services within the CHN’s broader ‘stepped care’ framework, which aims to 
develop stronger linkages and seamless pathways to low and high intensity services 
available to young people, and ensure that young people are appropriately matched to 
services. This would require a knowledge of and partnerships with mental health programs 
and services in the ACT (see also Section 3 for more information).  
 
Organisations and programs in the ACT include:  
 

● Messengers: The Messengers Program is an arts-based early support program for 
young people aged 12 - 25 who are experiencing signs of anxiety, depression, and 
other mental health issues. The program also assists young people to explore 
personal and gender identity. The Messengers Program is run out of Tuggeranong 
Arts Centre.  
 

● Child and Adolescent Mental Health Services (CAMHS): Community Teams provide 
assessment and treatment for children and young people who are experiencing 
moderate to severe mental health difficulties. This service is available for children 
under 18 years of age. CAMHS also provides the Adolescent Mobile Outreach Service, 
which provides intensive mobile outreach for adolescents aged 13 – 18 years with a 
moderate to severe mental illness who experience barriers to accessing mainstream 
mental health services.  
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● The Cottage Adolescent Day Program: The Cottage is a therapeutic day program for 
young people aged between 12 and 18 years with mental health issues that are 
impacting on their capacity to attend and engage in education. They provide a 
therapeutic and education program to young people in a safe and supportive 
environment. The program runs over ten weeks, designed to coincide with the 
school term.  
 

● Eating Disorders Program: The Eating Disorders Program provides assessment and 
treatment to people with an eating disorder as their primary diagnosis. This is a 
community based program which offers family based therapy, group work and 
dietician consultations. 

 
● Supporting Young People Through Early Intervention Prevention Strategies (STEPS): 

STEPS is a 24-hour residential facility which supports young people aged 13-17 years 
with deteriorating mental health. It aims to prevent hospital admissions and 
supports young people to re-engage with community, school and education 
following an acute hospital admission.  
 

● Youth Step Up Step Down Program (YSUSD): The YSUSD program is a 24 hour 
residential facility which supports young adults aged 18-25 years with deteriorating 
mental health. The program aims to prevent hospital admissions and supports young 
adults to re-engage with community, school and education following acute hospital 
admissions. Young people ‘step up’ from the community into a highly supportive 
environment to prevent further illness, and ‘step down’ from the hospital setting to 
have an easier, supported transition back to their home. 

 
● Circles of Support: Circles of Support is a counselling service providing therapeutic 

support, information and psycho education for children and young people aged five 
to 15 years, and their families. This service aims to strengthen family relationships 
and improve wellbeing, and is not limited in the length of time it can support a young 
person or family. Circles of Support is a program run by YWCA Canberra.  
 

● Menslink: Menslink supports young men through counselling, mentoring and 
education programs. Mentoring is available for young men aged 11 - 18, and 
counselling for 10– 25-year-olds.  

 

Recommendation #1: Develop formal and informal partnerships with community-based 
organisations that support young people and their families on the southside of Canberra, to 
support warm referrals and continuity of support. Services should include: 
 

● Services supporting Aboriginal and Torres Strait Islander young people and families 
● Services supporting LGBTQI young people 
● Services supporting culturally and linguistically diverse young people and families 
● Services supporting young people experiencing or at risk of homelessness 
● Other youth support programs 
● Family support programs 
● Mental health support programs 
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4. Develop shared program offerings with other services  
 
In addition to developing partnerships with services that support specific groups of young 
people, young people and services that participated in the study discussed the opportunity 
for headspace to co-deliver services and programs; both through the headspace centre and 
within other services located on the southside of Canberra. 

4.1 Shared drop-in space for young people in Tuggeranong 

There is currently no drop-in area for young people in the Tuggeranong Town Centre, which 
was identified in Report One as the preferred site for a headspace on the southside. If the 
new centre was to be located in the town centre, young people spoke strongly about the 
need to have the centre set up as a venue where they could ‘drop in’ and connect with a 
range of services, as well as have a recreational space.  
 
Young people identified that co-delivering services could: 

● help them to become familiar with the facility, staff, and services that headspace 
offers 

● reduce feelings of stigma or peer pressure that they often feel when accessing 
mental health specific services 

● help them to develop trust with the headspace team, so they already have an 
established relationship when they start to access individual support. 

 

“It would be cool to have a worker that does things with you and plays pool. 
I’d like a worker or therapist to do stuff with you so you can get to know 

them before you decide to talk instead of talking to them straight away.” 
[Young person] 

"Free, easy access, friendly and approachable staff that can provide timely 
support. Something with a walk in/drop in capacity would be great...There is 

significant opportunity for them to collaborate with other youth services 
specifically."  

[Service provider] 

 
Services also discussed the opportunity to look at how shared services could be provided, 
such as running group programs together. If headspace were located in the Tuggeranong 
town centre, young people connected with headspace could more easily access the support 
offered by other organisations without a physical site in the town centre. 

4.2 Sharing facilities with programs located in other southside areas 

The new headspace centre should consider the establishment of partnerships with youth 
programs to deliver services in other locations within the southside of Canberra, similar to a 
‘hub and spoke’ model. Under this model, the full complement of services would be run 
within the new headspace centre, and some headspace services would also be offered in 
locations young people already access, such as youth centres. Programs we spoke to who 
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already support young people on the southside of Canberra expressed interest in offering 
their own facilities for headspace programs, where available. Establishing partnerships and 
shared program offerings would mean headspace staff could run programs or meet with 
clients individually in other areas. For example, placing a headspace counsellor or 
psychologist for a certain number of hours within other youth programs may provide 
opportunities for young people across the southside to more easily access headspace 
support. 
 

Collaboration is a big thing...that cohort of young people [disengaged from 
school] have regular contact with all the non-clinical services around, so 
collaboration could be really beneficial in the way of building and raising 

awareness of what services are available. An outreach model where 
headspace could come and sit and talk to kids in their environment in a 
youth centre, and build a relationship with them and take referrals here.  

[Service provider] 

 
The young people identified that this option would be beneficial to accessing individual 
support closer to where they live, work or study, and would reduce transport barriers, utilise 
trusted relationships with service providers, and enable them to access support in familiar 
environments, thereby reducing anxiety. Young people suggested that having initial 
individual sessions in a familiar environment might then give them the confidence to access 
the headspace centre for more ongoing support. 
 
Where headspace staff might run co-run programs, young people hoped headspace staff 
would actively participate in programs and activities, rather than spectating. 
 

“It’s not helpful if they are watching, it's more helpful to build relationships 
and to just hang out and to get to know people who could see them in the 

future.” 
 [Young person] 

 
Services that expressed an interest in discussing shared service delivery included: 
 

● Canberra PCYC 
● YWCA Canberra 
● Gugan Gulwan Youth Aboriginal Corporation 
● Messengers Program 
● Woden Community Service  
● Oasis Youth Services  
● Education Directorate 

 
It should be noted that other services who operate in the southside region may also be 
interested in this type of partnership.  
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Service providers suggested that headspace staff could also visit schools and run individual 
counselling sessions on site. However, the young people had mixed feelings about this 
option. Some felt this would make access easier, but there were significant concerns within 
each focus group of young people about confidentiality, and the stigma surrounding mental 
health that they felt can be exacerbated at school. Many young people discussed their 
concerns about the mental health supports that schools offered, and said they might not 
feel comfortable seeing a headspace practitioner on school grounds for individual support 
(although might consider group-based activities). It was important to young people that they 
were provided with options around how to access mental health support.  
 

Recommendation #2: Develop shared program offerings with other services, both through 
the headspace centre and within other services located on the southside of Canberra. This 
may include providing a drop-in space for young people, and sharing facilities with other 
services based on a ‘hub and spoke’ model.  

5. Facilitate appropriate referrals and pathways for young people 
 
As a nationally-provided youth mental health service, ‘headspace’ is a well-known name, and 
may often be the first point of call for concerned parents, school-based staff, other workers 
supporting young people, and potentially young people themselves. This provides 
headspace with the opportunity, and responsibility, to ensure that young people who come 
into contact with headspace are appropriately referred, either to access headspace 
support, or to another service that may be more appropriate. 
 
Young people in the study spoke often about the need to get support when they reached out 
for it. If they contacted headspace and were not eligible to receive support, they wanted to 
be provided with information about, or linked in with other services that would be able to 
support them. This highlights the need for headspace to have strong partnerships and 
networks with other youth and mental health support services (see sections 1 and 2), clearly 
defined referral pathways, active holding support (see Section 3.2), and processes to 
support information exchange between service providers.  
 
Adopting a ‘no wrong door’ policy, in which young people are not turned away if the service 
does not fit their needs but are actively supported to connect with another service, would 
encourage young people and their families to continue to reach out when they need support 
in the future.  
 

“Good connections with schools - they need to really work on referral 
pathways with teachers, psych, social workers, youth health nurses - 

anyone who is in touch with that young person and they feel comfortable to 
tell them they're not travelling well.” 

 [Service provider] 
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“They give a phone number which doesn’t help if it takes ages to get 
in…makes me mad when they give you a phone number and it takes ages 

and you have to do it yourself.” 
 [Young person] 

5.1 Clear referral processes 

Young people and services discussed the need to have clear referral pathways both into and 
out of headspace. Services that refer young people to headspace need to know how they will 
be triaged, so they can continue to provide support while young people are waiting to 
receive support, and also when they are receiving it, where appropriate.  
 
The review of headspace Canberra [2] identified several recommendations related to 
improving referral pathways between primary and secondary services, and headspace, 
which are also relevant to the development of headspace southside. In particular, the review 
noted issues related to the low levels of referrals to low-intensity youth mental health 
services and non-mental health services, and a reliance on the MBS. Aligning headspace 
services within the broader ‘stepped care’ framework developed by CHN, which includes 
stronger linkages and seamless pathways to low and high intensity services available to 
young people, may ensure that young people are appropriately matched to services, across 
government and community providers. This would require relationships and partnerships 
with other service providers in the southside region (see sections 1 and 2 for more 
information).  
 
Other recommendations noted in the review that related to referral pathways included:  
 

● A stronger focus on linkages with education and vocational support. The Review 
highlighted that school psychologists were unlikely to refer to headspace due to long 
waiting times, and noted the lack of communication and feedback when young 
people were referred there.  

● The need to maintain and build on the close working relationship with CAMHS to 
support shared arrangements for young people with higher intensity needs. The 
review also noted that at the time of the review (2017), headspace Canberra did not 
have such a strong partnership with the ACT adult mental health service, which may 
present an issue for young people aged 18-25.  

● Streamlining and coordinating triage and assessment between services, so young 
people are not assessed multiple times by different services before being able to 
access support, such as through a ‘no wrong door’ approach.  

● Developing governance and reporting arrangements to act as enablers to facilitate 
integration and close working relationships between services.  

“Having strong linkages with clinical services is important - having in-reach 
from CAMHS into the northside headspace is good. How can clinical 

services support headspace to support young people? …Having strong 
engagement with child and adolescent mental health services, but also 

adult services…” 
 [Service provider] 
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5.1.1 Clear eligibility criteria 

Many young people spoke about a lack of clarity around what different mental health 
services could help them with. They expressed frustration with occasions on which they had 
accessed a service and discussed the details of their situation, only to then be informed that 
this service could not help them. This meant they needed to repeat their story again at the 
next service.  

“Some places you talk about your whole life before they tell you if the service 
is right or not.”  
[Young person] 

Some young people who had previously had challenges accessing headspace, believed they 
would not be eligible for the support offered by the new centre, due to their previous 
difficulties navigating the system and unclear information being provided both to young 
people and their parents.  

5.1.2 Transition planning 

Young people and services involved in the study wanted clear pathways for the transition of 
support both into and out of headspace (see also, ‘Active Holding’ below). Both cohorts 
supported the idea of first meeting with headspace staff at the service or school making the 
referral, if the young person had no existing relationship with headspace staff.  
 
Additionally, as young people required less support from headspace, they identified the 
need to ensure they were continuing to be supported by other generalist youth services that 
could address other ongoing support needs. Transition planning should occur in 
consultation with the young person (and their family, where appropriate).  
 

“Connecting with youth workers who are able to do case work - some can 
help drive [young people] to make sure the young person gets to their 

appointment. Partnerships and service agreements with other services in 
the sector that are actively working with young people.” 

 [Service provider] 

 

Recommendation #3: Facilitate appropriate referrals and pathways for young people 
through: 
  

● A ‘no wrong door’ policy, in which young people are actively supported to connect with 
another service if headspace is not the right service; 

● Developing clear referral processes that streamline and coordinate triage and 
assessment between services; 

● Clear eligibility criteria; 
● Developing supported transitions both into and out of headspace as support needs 

change, in consultation with young people.  
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5.2 Active holding 

Young people identified that they would like to receive support while waiting to receive 
clinical support from headspace, which could be achieved through an ‘active holding’ policy 
and procedure.  
 
Where young people have existing relationships with youth workers (at school or from a 
community-based service), headspace may be able to liaise with a young person’s existing 
worker to ensure they are receiving support while waiting to see a counsellor and to address 
other needs and concerns they may have. Youth workers involved in active holding could 
liaise with headspace if their concerns for the young person’s mental health escalated and 
required more immediate support.  
 
Where young people do not have external support, headspace staff may be able to check-in 
with young people regularly about their mental health while they are waiting to see someone, 
or link them with another local youth service that can provide more immediate support. This 
should be in consultation with young people.  

“A phone call to check in would give hope that you’re going to get in – at least 
then you would know you’re going to get an appointment.” 

 [Young person] 

See also Section 7: Online Support.  
 

Recommendation #4: Develop a procedure for ‘active holding’ of young people who are on a 
waiting list to see a headspace practitioner, to ensure that young people are supported with 
other needs and concerns.  

 

5.3 Information sharing between services  

Young people and services discussed the need to have clear guidelines and processes for 
information sharing between headspace, parents, and other services or professionals 
supporting young people; and for this to be directed by the young person where possible and 
appropriate.  
 
Young people spoke strongly about the importance of being the ‘keepers of their story’. They 
identified that it is important to be given opportunities to make decisions about how and 
when their information is shared between mental health professionals and services. While 
confidentiality and privacy are very important to young people, they said that they often had 
to share their stories over and over again as they moved between practitioners or services, 
which sometimes caused them to become retraumatised. Young people wanted the option 
to give permission for another practitioner to have access to their files, so they didn’t need 
to share their story again. 
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“I went to so many different psychs and they would never give each other 
the file – I wanted a copy of my own file so I could just give it to them but 

they said no.”  
[Young person] 

“How many more times do I have to repeat it?” 
 [Young person] 

“By the time you change psychs, you’ve worked through the start of 
everything and you need your new psych to help you continue that but 

because they don’t share files, you still have to go back through the same 
old information.”  
[Young person] 

 

Recommendation #5: Develop processes for information sharing between headspace, 
parents and other services and professionals, ensuring that young people are provided with 
opportunities to have a say in how and when their information is shared.  

 

6. Participate in community events and education  

6.1 Provide information about headspace services 

A range of community events are held in Canberra, including on the southside of Canberra, 
providing opportunities for headspace to directly engage with the local community. Specific 
events mentioned by young people and services included SouthFest, the Royal Canberra 
Show, the Multicultural Festival, regular markets, and Youth Week community events.  
 
Community service providers often regard community events as an opportunity to connect 
with people who may not be aware of their services. Engagement at community events 
could have a focus both on providing information about headspace services, including how 
they can engage with them, as well as mental health more broadly.  

"Branding is really important… need to get across who they are, what they 
are, what they do, and how they do it. Promotion is big."  

[Service provider] 

6.2 Provide community education about mental health 

Young people felt that engaging with the general community in public spaces would provide 
headspace with an opportunity to de-stigmatise mental health. They felt that educating 
parents and grandparents was an important priority. Visibility at community events could 
help to engage parents and grandparents, to assist them to understand that many young 
people go through difficult times, and it is normal and healthy to get help and support.  
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“(Community engagement could) normalise things for parents and 
grandparents – that kids do go through things and it’s normal for them to get 

help for things.”  
[Young person] 

“It’s about going where there is a congregation of young people and the 
community. Maybe it is about a family member or a friend getting access to 

the information and that's a conversation they can then have 
 (with the young person).” 

 [Service provider] 

 
Young people agreed that often their parents did not seek out help or information for their 
own mental health needs until after their child had engaged with a service. More community 
engagement could open the door for parents to understand more about mental illness, and 
to normalise getting support for themselves, as well as finding out how they could support 
their children.   

“It took me going in to get help for myself to get my mum to go in to get help 
for herself.” 

 [Young person] 

 

Recommendation #6: Participate in community events to provide information to young 
people, parents, grandparents and the community about both headspace services, and 
mental health, to de-stigmatise and normalise conversations about help-seeking. This could 
be in partnership with headspace Canberra, headspace Queanbeyan, and other youth and 
mental health services.  

How can the service model for the new headspace centre best 
meet the needs of young people and their families? 

Findings and recommendations in this section overlap and should be read in conjunction 
with the findings from the previous section. Recommendations are provided at the end of 
each section; and summarised at the end of the report.  

7. Co-design the service with young people 
 
Young people in the study had detailed ideas about how both the physical space and service 
offerings could be promoted and designed. While their ideas have been included in this 
report, they expressed interest in participating in co-design processes with the service 
commissioned to establish headspace on the southside.  
 
Young people have clear ideas about what appeals to them, what will help them to engage 
with services, and what might deter them from engaging. Young people who had previously 
had negative experiences with mental health services (including headspace centres in the 
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ACT and NSW) were particularly willing to share their ideas and wanted to be involved in the 
development of the new centre, to ensure that their prior experiences were not repeated. 
This indicates an opportunity to connect with young people who might normally be hard to 
reach, to ensure their opinions are heard and valued.  

7.1 Creating a safe and welcoming space for young people 

Young people had a range of ideas about how the new centre could be youth-friendly, and 
identified that this was particularly important as the Tuggeranong town centre does not 
have a youth centre (see section 2 for more information).  
 
Young people had ideas about how to advertise the location of the centre, such as through 
logos and signage that were recognisable to young people seeking out the service, but not 
obvious to those who might criticise or embarrass young people visiting the centre. Stigma 
and embarrassment about visiting a mental health service could also be reduced if other 
supports were offered at the headspace centre (see sections 1 and 2 for more information).  
 
Specific ideas that young people raised about creating a safe and welcoming environment 
included: 
 

● Providing food and drinks, such as lollies, noodles, toast/sandwiches, herbal teas, 
coffee and water 

● Providing charging stations for phones and access to free wifi (depending on 
location, wifi may be available through the CBRfree WiFi network)    

● Using earthy, neutral colour schemes in the counselling rooms to help young people 
relax 

● Having two separate waiting / chill out spaces, including: 
○ A bright and cheery space where young people could have music, play games, 

and interact with each other; and 
○ A quiet room for relaxation, with sensory toys and limited stimulation, which 

could also be used as a meditation space. 
○ Young people could also be encouraged to stay and hang out after their 

sessions in these rooms, to process conversations. 
● A chalk paint wall 
● Pamphlets and reading materials with information about mental health, and services 

and supports available to them. This could help them to better understand the issues 
they are experiencing, and to connect with other services that provide support for 
issues that may be impacting on their mental health 

 
Young people are open to working in a genuine co-design process that would create a safe, 
welcoming place with young people, rather than for them. Capturing the creativity and 
practical ideas of young people who would be accessing this service would help the 
headspace centre to become a place where young people feel comfortable accessing 
support, and recommending it to other young people.  
 



 

 

23 

“A community centre feel is a really positive and welcoming environment for 
young people. For example, a youth centre feeling space...it’s important it 
doesn’t look and feel like a government building, which is quite a deterrent 

and is intimidating.”  
[Service provider] 

“Having a more open environment - whether it be table tennis, a pool table, 
computers to jump on to youtube, just to make it a bit more comfortable and 

not as daunting to come in first of all, but then sit there and wait….it’s 
sometimes daunting to sit there and wait for an appointment with nothing 

but your own thoughts, that can make it tricky sometimes. Having 
something to do is a way to ease some of that anxiety.” 

 [Service provider] 

 

Recommendation #7: Engage with young people in the local area to co-design the physical 
space and service offerings, to ensure headspace develops a safe and welcoming 
environment where young people feel comfortable accessing support.   

8. Access to support outside standard business hours 
 
Young people discussed the difficulties they had accessing services which were often only 
open during business hours, or perhaps for a couple of additional hours one day a week. 
Many young people cannot, or do not wish to miss education or employment opportunities to 
access support. Additionally, parents who may wish to drive their children to appointments 
often have difficulty taking time off during work hours. Having individual appointment times, 
as well as some group activities available after 5pm during the week, and on weekends 
would better enable more young people to attend.  
 

Recommendation #8: Provide access to support outside of standard business hours, 
including in the evening and on weekends.  

9. Online Support 
 
Young people were keen to explore how online tools and services could improve access to 
mental health support. They were interested in having the option to participate in individual 
counselling sessions via Facetime or Skype, which could address a range of barriers - such 
as transport, travel time, privacy and confidentiality, and anxiety about meeting face-to-
face. Providing a range of engagement options would help them to feel more in control, and 
may also form part of ‘Active Holding’ processes (Section 3.2).  
 
Other electronic support systems they suggested included: 
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● An app which can interact with other systems, similar to Mediref, to more easily 
allow information sharing between services and integrated support from key 
workers. 
 

● An online tool in which young people can use emojis to record how they are feeling at 
regular intervals between appointments and share that information with their 
practitioner prior to their counselling session. An example of such a tool that is being 
piloted in school settings is ‘Ripple’, in which students ‘check in’ on a daily basis to 
report how they are feeling across a range of domains.  
 

● Recording group activities and information sessions, so young people and parents 
who cannot participate are still able to access the information. Young people also 
suggested running group sessions online. Many youth and family services in the ACT 
transitioned to providing services online during the social distancing limits of COVID-
19.   
 

● Integrating e-headspace and psychological support, to ensure that a young person's 
psychologist or counsellor is able to access data from their e-headspace account, if 
they choose to share it (see section 3.3 for more information).  

 
“The e-headspace service was great – but the information doesn’t get passed on to 
your headspace psychologist – would be good if they were getting that information 

every day.”  
[Young person] 

 
“e-headspace could include a question asking young people if they want the 

conversation added to their file to be shared with their psychologist.”  
[Young person] 

 

Recommendation #9: Explore options to provide headspace services online, including 
individual counselling by video-appointment, as well as opportunities to deliver electronic 
support systems to facilitate engagement with and access to counsellors and group 
activities.  

10. Positive service experience 
 
Both young people and services stressed the importance of young people having a positive 
service experience. Negative experiences can reduce the likelihood of young people 
reaching out for support, and result in delayed treatment leading to further adverse health 
outcomes. They identified the following key components of a positive service experience: 
 

● Confidentiality 
● Appointment scheduling, confirmation and changes 
● Having the option for a support person to attend appointments 
● Youth-led conversations with therapists 
● Activities during individual therapy sessions 
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Engaging with young people about what they consider to be the elements of a positive 
service experience will assist headspace to develop appropriate processes. See Section 5: 
Co-design the service with young people for more information.  

10.1 Confidentiality  

In their concerns about confidentiality, young people were particularly concerned about the 
information that was passed on to their parents/family without their consent. Clearly 
explaining mandatory reporting, and developing a clear agreement on what the young 
person is happy to pass on to parents, schools, and other support services is key to 
establishing trust between the young person and their worker. Without trust in the service 
and their worker, young people will struggle to address their mental health needs. Young 
people who had previously had a negative experience, where they felt confidentiality had 
been breached, were only willing to engage with services again if they could feel like they 
could have control of their information.  
 

“They don’t tell you what they have to report, they just go do it.”  
[Young person] 

“You need 100% trust, or it won’t work.” 
 [Young person] 

 
See also Section 3.3: Information sharing between services for more information.  

10.2 Appointment scheduling, confirmation, and changes 

Young people who had a bad experience with accessing an appointment said they were 
unlikely to try again. Examples they shared included: 
 

● Their appointments cancelled or changed at the last minute 
● Arriving at the wrong day or time due to confusion about appointment times 
● Not being notified of changes regarding who they were meeting with 

 
Having appointments changed or cancelled was particularly frustrating if they had made 
special travel arrangements to attend appointments, or taken time off from education  or 
employment.  
 
Young people suggested using easy to manage systems, such as an online tool where young 
people can check when their next appointment is; as well as having reminder / confirmation 
text messages sent the day before their appointment. Text messaging was seen as 
particularly useful, as many young people said they don’t take phone calls due to anxiety, or 
miss calls and are unable to call back. The National Health Co-op is an example of an online 
system that allows people to make appointments online, see when their next appointments 
are scheduled, and provides reminders. A system such as this would address these 
concerns.  
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Young people understood that sometimes situations arose when their usual worker was not 
available, or a change needed to be made at the last minute. When this occurred, they said 
they would find this change easier to manage if they were given notice and an explanation of 
why the change was occurring.  

10.3 Having the option for a support person to attend sessions 

Several young people suggested they would like to have a support person attend individual 
sessions with them, which had been an option in other mental health services they had 
accessed. This could be a parent, a youth worker from another service, or a trusted friend. 
Young people believed the right person could help them process what was discussed, and 
put actions in place outside the sessions that would help support their mental health needs. 
Again, the key element here was to ensure the young person had control of this option, and 
was not pressured by family members to have them participate in the session.  
 

“My mum or a friend is allowed to come in with me when I’m talking to my 
therapist so you have that support there as well.”  

[Young person] 

 

10.4 Youth-led conversations with therapists 

When young people reflected on previous experiences with mental health services, they felt 
that the most positive experiences were when they had been able to direct the 
conversation. Young people wanted to talk about the issues they believed were a priority, 
rather than only what the counsellor or psychologist wanted to talk about, or the issue a 
referral had been made for.  
 

“What if you want to talk about yourself? They always bring in families and 
want to talk about that.” 

 [Young person] 
 

“They should ask what we want to talk about and not just talk about what 
they want to talk about.” 

 [Young person] 

 
Young people also wanted therapists to talk about issues in plain language, and make sure 
that the young person and their families had a clear understanding of the issues they were 
discussing.  
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“They need to dumb it down for some people, I can’t understand their big 
words.” 

 [Young person] 

“They use so much posh words.” 
 [Young person] 

 

“When they try to explain long words, it makes me want to cut the session 
short.” 

 [Young person] 

10.5 Activities during individual therapy sessions 

Many young people said that having an activity to focus on during individual sessions would 
help them interact better with the therapist. They said this could reduce their anxiety and 
help them to open up more in conversation, without feeling like they were being watched 
while they talked. For some young people, speaking words aloud was difficult, so being able 
to write what they were thinking and feeling was also an option that they believed would be 
helpful.  
 

“I wear reflective sunglasses in counselling or a doctor’s appointment… so it 
looks like I’m looking at them but I’m looking at the wall.” 

 [Young person] 

“If people can’t talk to the therapist straight away you kind of freeze up. You 
should be allowed to draw, write questions down on paper, or use an app to 

make the phone say what you type in.” 
 [Young person] 

 

Recommendation #10: Develop processes to ensure that young people are supported to have 
a positive service experience. This includes considerations such as: 
 

● Maintaining confidentiality 
● Appointment scheduling, confirmation and changes 
● Having the option for a support person to attend appointments 
● Youth-led conversations with therapists 
● Activities during individual therapy sessions 

 

10.6 Ongoing evaluation and monitoring 

Establishing ongoing evaluation and monitoring mechanisms will ensure that headspace is 
able to be responsive to the feedback of young people, and employs a continuous 
improvement approach to systems and processes that meet their needs. This includes 
young people who become clients of headspace, to understand what worked well and what 
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could be improved; and young people who either disengage or do not engage after an initial 
referral.  
 
Providing opportunities for young people who do not engage to give feedback would assist 
headspace to understand where changes could be made to improve service access and 
experiences in the future. Young people suggested a range of ways they could provide 
feedback or share ideas for improvement, including an anonymous ‘drop box’ in the centre, 
or an online survey.  
 
Where it may not be appropriate for a young person to provide feedback, other services and 
youth workers who also support the young person, or who were involved in making the 
referral, may be able to provide feedback. Young people who had previously decided not to 
engage with other headspace centres said they would feel comfortable telling the referrer 
why, if they did not feel comfortable providing that information to headspace.  
 

Recommendation #11: Develop ongoing evaluation and monitoring mechanisms to ensure 
that headspace is responsive to the feedback of young people, and employs a continuous 
improvement approach to systems and processes that meet their needs. This should aim to 
seek feedback from young people who become clients of headspace, as well as those who 
disengage, to understand what works well and what could be improved.  
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Summary of Recommendations 
This report builds on the first report developed for CHN by the Youth Coalition as part of the 
feasibility study. The first report recommended Tuggeranong, specifically the Tuggeranong 
town centre, as the preferred site for a headspace centre on the southside of Canberra. This 
second report more closely examined opportunities for headspace to integrate with other 
youth and community based services, and to meet the needs of young people in this area.  
 
As discussed throughout this report, there are a range of promising opportunities for 
headspace to meet the mental health needs of young people in the southside of Canberra, 
who have otherwise had limited access to mental health services. This will be best achieved 
through developing formal partnerships with other local community-based services and 
schools; co-designing the centre and service model with young people; and establishing 
ongoing evaluation and monitoring mechanisms.  

How can the new headspace centre integrate with existing 
services to provide mental health support to young people in the 
ACT South? 

 
1. Develop formal and informal partnerships with community-based organisations that 

support young people and their families on the southside of Canberra, to support warm 
referrals and continuity of support. Services should include: 

 
● Services supporting Aboriginal and Torres Strait Islander young people and families 
● Services supporting LGBTQI young people 
● Services supporting culturally and linguistically diverse young people and families 
● Services supporting young people experiencing or at risk of homelessness 
● Other youth support programs 
● Family support programs 
● Mental health support programs 

 
2. Develop shared program offerings with other services, both through the headspace 

centre and within other services located on the southside of Canberra. This may include 
providing a drop-in space for young people, and sharing facilities with other services 
based on a ‘hub and spoke’ model. 
 

3. Facilitate appropriate referrals and pathways for young people through: 
 

● A ‘no wrong door’ policy, in which young people are actively supported to connect 
with another service if headspace is not the right service; 

● Developing clear referral processes that streamline and coordinate triage and 
assessment between services; 

● Clear eligibility criteria; 
● Developing supported transitions both into and out of headspace as support needs 

change, in consultation with young people.  



 

 

30 

 
4. Develop a procedure for ‘active holding’ of young people who are on a waiting list to see a 

headspace practitioner, to ensure that young people are supported with other needs and 
concerns.  
 

5. Develop processes for information sharing between headspace, parents and other 
services and professionals, ensuring that young people are provided with opportunities 
to have a say in how and when their information is shared.  
 

6. Participate in community events to provide information to young people, parents, 
grandparents and the community about both headspace services, and mental health, to 
de-stigmatise and normalise conversations about help-seeking. This could be in 
partnership with headspace Canberra, headspace Queanbeyan, and other youth and 
mental health services.  

How can the service model for the new headspace centre best 
meet the needs of young people and their families? 

See also recommendations 1-6.  
 

7. Engage with young people in the local area to co-design the physical space and service 
offerings, to ensure headspace develops a safe and welcoming environment where 
young people feel comfortable accessing support.   
 

8. Provide access to support outside of standard business hours, including in the evening 
and on weekends.  

 
9. Explore options to provide headspace services online, including individual counselling by 

video-appointment, as well as opportunities to deliver electronic support systems to 
facilitate engagement with and access to counsellors and group activities.  

 
10. Develop processes to ensure that young people are supported to have a positive service 

experience. This includes considerations such as: 
 

● Maintaining confidentiality 
● Appointment scheduling, confirmation and changes 
● Having the option for a support person to attend appointments 
● Youth-led conversations with therapists 
● Activities during individual therapy sessions 

 
11. Develop ongoing evaluation and monitoring mechanisms to ensure that headspace is 

responsive to the feedback of young people, and employs a continuous improvement 
approach to systems and processes that meet their needs. This should aim to seek 
feedback from young people who become clients of headspace, as well as those who 
disengage, to understand what works well and what could be improved.  
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