STANDING COMMITTEE ON SOCIAL ISSUES

Chapter 3  The Human Services Review

We need to look holistically at the systems that we are providing in an area like this
and change our systems so that we can meet the needs of the community, not the
community try to meet the needs of the systems.!?

The Review of the human services system operating in Redfern and Waterloo has been a core initiative
of the Redfern Waterloo Partnership Project and its implementation will be a major focus of the
Partnership Project’s work over several years. The reforms are intended to reshape the nature of human
service delivery in the area, and thereby, the outcomes for people in Redfern and Waterloo.

Drawing on the evidence of a broad range of inquiry participants, this chapter critically evaluates the
Human Services Review. The chapter begins by setting the scene of service delivery in Redfern and
Waterloo by identifying the challenges and strengths existing there. It then outlines the scope and
purpose of the Review, and its process, before summarising its key findings and recommendations. A
detailed critique of the Review is presented, focusing on the key issues of service coordination and
integration, accountability requirements, infrastructure and support, and funding. The Committee then
identifies the major issues to be addressed to ensure the success of the Human Services Plan. Critical
among these is for the RWPP and other government agencies to engage with non government service
providers, to gain their trust, and to work with them in a model of shared power. The chapter is
focused on the broad system-wide findings of the Review. In Chapter 4 we focus on a number of
specific service areas within the broader system, such as child protection services, youth services,
Aboriginal services, health services, education, housing, and services for culturally and linguistically
diverse communities. In doing so, we refer to findings of the Review in relation to these ‘service
clusters’.

The landscape of human services in Redfern and Waterloo

31 As the Committee noted in our Interim Report, with the establishment of the RWPP, the
suburbs of Redfern and Waterloo have been linked together, but there are significant
differences between the two suburbs and they have their own distinct identities. At the same
time, there are many similar issues. The Government’s submission provides a detailed
description of the social indicators for Redfern and Waterloo, documenting the major
differences between the two communities.”” Principal among these is the concentration of
public housing tenants in Waterloo, which manifests one of the highest concentrations of
disadvantage and need in the State. Redfern, by contrast, is characterised by extreme
disadvantage coexisting with socio-economic advantage associated with gentrification. Taken
together, Redfern and Waterloo are marked by significant levels of need and by the presence
of complex or multiple needs among many residents. Such needs are a key challenge for the
service system of the area. This and other challenges for service providers sets the scene for
the Partnership Project’s Human Services Review.

199 Participant, South Sydney Interagency, 3 November 2004, p15
200 Submission 55, NSW Government, pp33-50
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3.2

3.3

3.4

3.5

Challenges for service providers

Inquiry participants emphasised the demands placed upon the human service system as a
result of this environment of significant disadvantage and need in Redfern and Waterloo. As
NCOSS stated in its submission:

In substantial parts of both suburbs there are large numbers of low income families
(including sole patents), long term unemployed people, and vulnerable young people
living alongside an ageing population. Evidence points to ongoing above average
levels of domestic violence, child protection notifications and substance abuse in both
the Indigenous and non Indigenous communities across the suburbs, with both data
and front line human services and police experience confirming the prevalence of
mental health issues, homelessness and anti social behaviour in key
neighbourhoods.?"!

Participants were also quick to point out that the picture of disadvantage within Redfern and
Waterloo was becoming more complex with the demographic change going on in the area. An
important aspect of this change was the increasing concentration of need among public
housing tenants. As demand for public housing greatly outstrips supply, eligibility has become
increasingly targeted to those with high needs such as people with intellectual disability, mental
illness, drug and alcohol dependence, refugee trauma and so on; there is also a significant
number of ageing residents requiring support services, along with culturally and linguistically
diverse groups in the area.”” The South Sydney Interagency explained this changing picture of
need and the significant implications it has for service providers in the area:

It has to be recognised that Redfern and Waterloo are particularly difficult areas in
which to operate. The huge population of public tenants is quite different to what it
was years ago. At one time, public tenants were simply people with low incomes, not
necessarily people wracked with social problems. However, over the past two decades,
the NSW Department of Housing has necessarily targeted its allocation of dwellings
more tightly to people with high needs. This means that there is a concentration of
people who, as well as living in poverty, have high levels of physical, intellectual and
psychiatric disability. There are also remnants of the original Department of Housing
population who are now becoming very old and frail, as well as people recently
released from prison. There are dysfunctional families and high levels of permanent
truancy, and disaffected youth ... All of these factors have greatly increased the task
of the community organisations in the area, while simultaneously reducing the more
general population from which community organisations might expect to receive
support.203

Issues raised in relation to public housing, including the impact that such change is having on
tenants, are explored in greater detail in the following chapter.

In its submission, the Benevolent Society identified a further challenge that such a
disadvantaged community poses for human services in the area: clients with high needs are
often very difficult to engage. While the Benevolent Society identified a number of barriers to
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Submission 56, NCOSS, p1

Submission 70, Inner Sydney Regional Council for Social Development Co-operative, p3; Mr Gary
Moore, Director, NCOSS, Evidence, 18 May 2004, p29

Submission 46, South Sydney Interagency, p2
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effective delivery of family support services in the area, in the Committee’s view, the list could
potentially apply to many other types of services in Redfern and Waterloo:

e Families will not seek assistance.

Families do not understand their strengths, areas for improvement.
e Families often focused on their survival — there is a lack of sense of community.
e Workers often lack the support and skill to deal with very difficult families.

e Many families will always need a level of support — services often funded for a
short time only or for short term intervention.

e The community is fractured because families are fractured.

e People find it difficult to trust anyone and it is difficult for service providers to
develop trust with children and parents.204

Within this context of entrenched and escalating need, non government service providers such
as those making up the South Sydney Interagency emphasised to the Committee that
government funding has not kept pace with the increasing demands placed on them.”” The
Department of Housing’s Redfern Neighbourhood Advisory Board, which includes a number
of tenant representatives, called for more adequate funding to address unmet need for a range
of services including tenancy services, services for older people and young people, Aboriginal
services, mental health services and drug and alcohol services.”” Likewise, Ms Norah
McGuire, a local resident and member of the Waterloo Neighbourhood Advisory Board
testified to the unmet need for services which could be remedied by more funding:

One of the things I have got to stress again - it is my favourite word - there are
children, there are families, there are older people, people with disabilities, people with
psychiatric problems, people with other health problems, and the one thing that is a
big problem for all of them is the lack of resources ... If half of the money that was
spent on researching the problems within the area was given to the area, particularly to
people like us, to decide what to use them on, it would make a hell of a difference.?0?

The mismatch between demand and funding is further exacerbated by significant increases in
costs to non government providers associated with public liability and workers’ compensation
insurance, as well as rising rents, for which organisations are not necessarily compensated.
One service provider told us, for example, that while their insurance costs have risen from
$2,000 to $10,000, their funding has not been increased in Jcesponse.208 In addition, many non
government inquiry participants reported a significant problem with onerous accountability
requirements and associated administrative costs.””
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Submission 46, South Sydney Interagency, p3
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Ms Norah McGuire, Waterloo Neighbourhood Advisory Board, Evidence, 15 October 2004, p11
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3.9

3.10

According to the Inner Sydney Regional Council for Social Development, even modest
increases in funding to community based organisations could help them address identified
need and increase their service delivery markedly.”"” While the Committee understands that
large non government agencies do not face the same difficulties associated with service
viability that smaller providers face, the Benevolent Society articulated a number of challenges
associated with funding, governance and accountability in the non government sector:

The governance and management challenges facing all organisations have significantly
increased in recent years. A range of factors are contributing to this including
increased accountability and report requirements, legislative changes at both State and
Federal levels, the administrative burden generated by multiple funding agreements,
occupational health and safety issues, insurance concerns, information technology
requirements and attracting and maintaining key staff. Some would also argue that
government is expecting ‘more for less’ from service delivery organisations,
particularly when funding agreements have expectations that services will be delivered
in partnership with other organisations. It is very often the partnership building phase
and the maintenance of these partnerships which are not funded by government. This
can place significant stress on organisations.?!!

Linked to the challenge associated with funding and accountability is that of strategic and
integrated planning across the service system. Tanya Plibersek MP, Federal Member for
Sydney, stated in her submission:

I have some concerns that [some service providers’] effectiveness is being
compromised by the fact that the service delivery system as a whole is not well
coordinated and lacks overall planning. New services are sometimes developed in an
ad hoc fashion while some existing providers lack the resources or flexibility to
respond to new unmet needs. Many services seem to spend too much of their time
scraping together running costs from a variety of funding sources. It is difficult to
meet the evolving needs of clients, but the best service providers focus on these
evolving needs rather than what it is that their service has “always” done. When
services evolve in this way, they have to ensure that they still fit in with other service
providers in the area.?!2

Gary Moore of NCOSS explained the challenges facing many small providers in Redfern and
Waterloo in the absence of effective government planning and support over time:

It is probably fair to say that the non government and government sector have grown
in Redfern over 25 years in a way which has not been aligned and has not had the
opportunity to form the most effective network ... There are lots of small
organisations in Redfern and Waterloo which are very, very focused on their specific
local populations, local client groups. Many of them have significant difficulties with
back office viability, capacity to operate effectively, and part of that is because of the
historic low funding levels, part of it is because of, I think, historically and culturally,
not being able to effectively grow their capacity and deal with the change in
environment in which they are operating.?13
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The Committee returns to many of these challenges later in this chapter, when analysing the
strategies to take place under the forthcoming Human Services Plan.

Community and service strengths

In addition to the significant challenges outlined above, inquiry participants pointed to the
strengths of the community and service providers to be harnessed in a process of reform.

Among the community strengths, according to the Benevolent Society, are a population made
up of people in all stages of the life cycle, and which is culturally and linguistically diverse; a
diverse economic mix; a robust history of diverse local organisations serving the community;
and significant, increasing public and private resources within the community.*"*

Participants such as the Inner City Regional Council for Social Development cited strong links
between service providers, and between those providers and the communities they serve.
Similarly, local residents Geoff and Lyn Turnbull identified the flexibility and responsiveness
of small non government agencies to local needs as a key strength,”” as did the Fact Tree
Youth Service:

The strength of the NGO sector lies in the bond that the individual providers
establish with particular constituencies, and how this bond translates into different
support afforded by the NGOs to meet the needs of local residents at different stages
of their life cycle. The different range of services, as well as the different operational
styles of the various NGOs, provides for diversity and flexibility in meeting the
challenges of the Redfern and Waterloo communities.?1¢

The purpose of the Review

3.15

3.16

Within this context of challenges and strengths, in January 2004 the Premier’s Department’s
RWPP contracted the consultants Morgan Disney & Associates to undertake the Human
Services Review. The Review ran from January to June 2004, culminating in a report released
to the Committee and the public in November 2004. At the time of the release of the report,
the Government announced that a Human Services Plan would be developed in response to
the recommendations of the Review, and that the plan would be presented to Cabinet by May
2005 for endorsement.”’” The Plan is discussed in greater detail later in this chapter.

The Government’s submission to the Inquiry states that the Human Services Review
encompassed all Government and non government human services that serve the Redfern or
Waterloo population, whether they are funded, licensed, contracted or provided. It included
agencies located within the two suburbs, as well as those located outside but which deliver
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Hon Frank Sartor MP and Hon Carmel Tebbutt MLC, ‘Government Announces Jobs Plan for
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services to Redfern or Waterloo residents.”® The Review Report clarifies that excluded from
the Review was:

the core business of the State departments such as child protection, schools, hospitals
and Police but all their ancillary services are included, eg. After School programs,
Domestic Violence Liaison Officers and health services including drug and alcohol
services and mental health services except hospital based mental health services.2!”

3.17 The Review had a broad and ambitious purpose: ‘to provide guidance as to how to reshape
the delivery of services in the area to ensure that resources are matched to need.”””
Accordingly, it involved:

e assessing the level of need in the Redfern and Watetloo communities and how that
need could best be met

® mapping current services

e cxamining the spread of services, including the appropriateness of their location

e assessing the quality of services in light of need

e identifying service gaps

e documenting ways to strengthen services by building capacity.””

3.18 The Government submission stated that the final Report of the Review would make
recommendations on:

e how best to structure the service network to better meet the needs of the
community

e a methodology to improve cross agency planning mechanisms across the human
service delivery system

e an implementation strategy which considers both service design and a model for
funding, monitoring and reviewing human services located within or provided to
the area covered by the Redfern /Watetloo Partnership Project.222

3.19 Appearing before the Committee in May, Mr Michael Ramsey, Project Director of the RWPP,
indicated the outcomes the Government was seeking from the Review:

I guess the Human Services Review recognised the fact that the existing service
system did lack some flexibility and it lacks the capacity to meet the needs of the
218 Submission 55, NSW Government, pp311-312
219 Morgan Disney & Associates, Making Connections: Better Services, Stronger Commmunity — Report on Review
of the Human Services System in Redfern and Waterloo, Report for the Premier’s Department, November
2004, p20 (hereafter Morgan Disney & Associates). The full Review Report can be downloaded at
www.redfernwaterloo.nsw.gov.au
220 Submission 55, NSW Government, pp311-312
221 Submission 55, NSW Government, p312
222 Submission 55, NSW Government, p312
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community and that is not achieving the best outcomes for the local communities. As
we have said, there are issues around coordination, inadequate accountability,
duplication, under-resourced services, under-trained and non-viable services, so really
the driver for the Human Services Review is to try to create a human services system
that is flexible, which moves away from the programme type approach that has existed
in the past to one which is responsive and has the capacity to meet the needs of those
communities.??3

Stakeholder expectations

3.20

3.21

3.22

3.23

Prior to the release of the Review Report, various inquiry participants indicated to the
Committee that they were hopeful about the outcomes of the Human Services Review. As the
Review Report was released very late in our Inquiry, the Committee was not able to canvass
comprehensively the views of inquiry participants on the Review’s findings and
recommendations.

The Committee observed much apprehension about the Review’s findings on the part of non
government providers and some community members in the area. While some non
government providers feared that they might lose funding, many such as the Eastern Sydney
Multicultural Access Project were concerned that:

the Review did not bring with it any additional resources and instead had the aim of
looking at reallocating existing resources. Growth money for existing service providers
is a key way of improving the delivery of human services in the area. The waitlists ...
of organisations ate lengthy and are unable to be alleviated due in part to the lack of
clients leaving services.??

Some participants could not see how the Review could adequately take account of, and
develop appropriate recommendations for, services that did not fit neatly within the
geographical area, or within the boundaries of State government responsibilities. A major
concern expressed to the Committee by non government representatives was that the Review
might yield simplistic solutions based around service coordination and cooperation. This is
discussed in detail in a later section.

Residents Geoff and Lyn Turnbull reported that the Review was initially met with some
suspicion on the part of some residents and non government agencies, partly because of the
RWPP’s earlier interactions with those agencies and the way the Redfern Eveleigh Darlington
(RED) Strategy had been handled. (The RED Strategy is discussed in Chapter 5). Also,
according to the Turnbulls, the community was not given advance information about the
Review, and was initially told it would be an audit, when it later became a much bigger
initiative. These reservations were inflamed by a less than ideal consultation process, as is
discussed in a later section. The Turnbulls also reported community apprehension that the
findings of the Report might be a foregone conclusion: ‘there is community concern that the
RWPP may be endeavouring to obtain a report which will be supportive of their solutions for
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3.24

3.25

the area.” Again, the Committee observed this concern among many of the people we spoke

with.

On the other hand, many service providers indicated a guarded openness to the findings of
the Review, while residents such as Mr Ross Smith anticipated a substantial gain from the
potential outcomes of the Review such as:

the establishment of mechanisms whereby the community can control the
development and delivery of services and facilities that the community itself has
identified the need for ... This will result in a massive empowerment of the
community for its own benefit and will be of such a nature as to be self-sustaining in
the long term.22

In the Committee’s view, the apprehension and resistance of non government agencies in
relation to the Human Services Review represents a significant challenge, but one that must be
addressed. This will be a critical responsibility for the RWPP, and is discussed in detail at the
end of the chapter.

The Review process

3.26

3.27

According to the consultants’ report, the Human Services Review process involved a range of
strategies. Key aspects of the consultants’” information-gathering included:

e community consultation strategy involving two community forums, three service

provider workshops, three focus groups with residents, six focus groups with clients,
a specific Aboriginal consultation strategy through which 43 Aboriginal people were
interviewed and surveyed, two community events attended by 85 residents, a street
survey, a 12,000 letter box drop of a residents’ survey, of which 159 were returned,
and the creation of a Review website

an organisational survey distributed to over 200 services delivering services to
residents of the two suburbs, of which 108 were returned

‘key informant interviews’ with over 65 people from various stakeholder groups

61 service visits including ‘in-depth follow up and face to face interviews’ with
services identified as core services to the area.””’

Overall, the consultants reported that approximately 105 services were assessed in the Review,
while 550 individuals participated in it, of whom 20% were Aboriginal and 80% non-
Aboriginal, including around 9% from culturally and linguistically diverse communities.””® Of
the 550 individual participants, around 200 were residents and 80 were service providers.

Around 50 people participated in the client focus groups.
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The consultants also documented a number of limitations to the project including:

e difficulties identifying services and establishing accurate contact and service
information

e delays in receiving data from funding bodies, with some still not having provided
information by the time the report was written

e the exclusion of core services of key government departments
e scveral Aboriginal agencies refused to participate in the Review

e ‘the short time frame did not allow for the most desirable level of community and
client involvement in the project’

e completion of the survey varied across agencies.

Perceptions of the process

In our Interim Report the Committee documented inquiry participants’ criticisms in relation
to the consultation process of the Human Services Review and other projects of the RWPP.
In summary, some participants were concerned by the delayed engagement of the consultants,
and saw the consultation process as rushed, less systematic than it could have been, and
therefore that it did not necessarily capture as much information as it should have. In addition,
there was concern that the Aboriginal community was not well engaged. As indicated above,
the consultants documented these limitations in their Report. Some stakeholders were
suspicious that the processes were more random than systematic, and a number of service
providers commented on how onerous and time consuming the survey process was for
them.” On the other hand, participants such as the Turnbulls indicated that the consultants
did endeavour to consult widely given the time available, that the consultants showed genuine
interest in the views of residents, and that the follow-up forums to feed back the initial
findings were valuable.””

While the Review occurred from January to June 2004, the consultant’s Report was not
released until November. In our Interim Report, released in August, the Committee noted that
at the time of writing, the Government was expecting to receive the consultant’s Report
‘soon’. On that basis, the Committee recommended that the RWPP expedite the completion
of the Review and that the Government provide the Committee with a copy of the Review
Report as soon as it was completed. We also recommended that the Government’s plans
arising from the Review be communicated to all Redfern and Waterloo partners as well as the
Committee as soon as possible.

The Committee has observed that the apprehension of some non government stakeholders
grew as a result of the delayed release of the Report. As one service provider told us:

Can I say because substantial time and effort has been invested in participating in the
consultation with the Partnership Project and more recently the Morgan Disney
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3.34

3.35

exercise, out of which, without explanation and contrary to written assurances which
were given up front to the participants, no report back has been made available.
Leaving people with the obvious question, well, what are they actually planning to do
and why is it a secret, and therefore, although it may be incorrect, the perception that
there is a potential threat to the funding security to those who speak out in a way
which may be unpopular, is based on that fact.?3

Clover Moore, Mayor of Sydney, stated in her submission that the Human Services Review
and the RED Strategy were ‘seriously undermined by delays in agreed time lines and flawed
community consultation processes. This has led to community frustration and suspicion,
which may hamper the outcomes of both these processes.””

In addition, while such a comprehensive Review was always going to be expensive - Dr
Gellatly, Director General of the Premier’s Department, reported that it cost $149,0007* - it is
not unexpected that cash-strapped community agencies might begrudge the expense.

The Committee notes that when the Report was finally released, it was immediately placed on
the RWPP website for members of the public to access, and was also sent out to all
government and non government agencies in the area.

In the Committee’s view, the delays associated with the commencement of the Review and the
release of its Report underscore the need for prompt action with regard to its
recommendations, and fulfilment of the Government’s intention to develop a Human Services
Plan based on the Review findings by May 2005. This will be a crucial step in rebuilding the
trust and commitment of the community and the non government sector.

Recommendation 6

That the Government ensure that the Human Services Plan arising from the Human Services
Review is approved and publicly released on time, that is, by May 2005.

The Review’s findings and recommendations

3.36

3.37

In this section the Committee summarises the major findings and the recommendations of the
Human Services Review, as well as the major needs it has identified. In doing so, we refer
extensively to the Review Report prepared by the consultants, Morgan Disney & Associates.
In the following section we critically evaluate key aspects of its findings and recommendations
in light of evidence taken from a range of participants in our Inquiry, primarily non
government service providers. The focus here is on those aspects of the Review that deal with
the service system as a whole.

In summarising and critiquing the Review, the Committee is mindful of the importance of
focusing on areas where we can make the greatest contribution, given the evidence we have
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received. Thus the following section is not exhaustive. Rather, it is intended to inform key
stakeholders, especially residents, clients and service providers, of the major aspects of the
Review, and also to assess the Review in terms of the major issues raised by those
stakeholders. In addition, we seek to identify ways to ensure the best outcomes are achieved
from the Review for the communities of Redfern and Waterloo.

Major findings

The Review Report delineates its findings into three sets: those focused on the needs of the
area; those focused on developing the capacity of the service system as a whole; and those
focused on improving the capacity of ‘service clusters’ and individual services. On this basis,
the Report puts forward a ‘coherent approach to systemic change and improvement’ at each
of these three levels at once.””

It establishes a Tlocality renewal approach’ as the fundamental plank of reform, articulating its
main finding as follows:

The Review has found that the human services system requires significant change
based on a locality renewal approach. The NSW Government should facilitate the
reshaping of the human services system in Redfern/Watetloo by:

e Strengthening the human setvices system as one element of a broader locality
approach to address the issues in Redfern/Watetloo

e Implementing a community leadership and capacity building strategy for the
community in Redfern/Watetloo including the government and non-government
services

e Addressing, as a matter of priority, the restructuring and modification of services in
certain areas/service clusters

e Approving the development, as a matter of priority, of strategies in priority areas of
human service delivery based on Action Plans contained in the Review Report.23

Both the Review Report and the Government announcements since that time firmly establish
the partnership or collaborative approach as the vehicle for reform. The Report includes a
planning and implementation framework as the first step in ‘a 10 year, locality-based
commitment to Redfern and Waterloo.” The Review Report states:

The framework is based on a local collaborative partnership approach to address the
problems of the area and involves effective engagement of key stakeholder groups of
the local community i.e. service users, residents, community organisations (including
e.g. local business organisations, residents groups and church groups etc), the three
levels of government, and government and non government service providers ... No
one group will be able to achieve the necessary change on their own and the evidence
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from around the world confirms the importance of partnerships to change
communities.?3

The eleven service clusters identified in the Review Report, around which important aspects
of reform are to be implemented are:

family and children’s services

young people’s services

services for Aboriginal people

services to address domestic and family violence

health services

employment support and training services

services for people from culturally and linguistically diverse (CALD) backgrounds
services to address crime prevention and community safety

housing support and services to address homelessness

services for people who are ageing

services for people with disabilities.”

Identified needs

Drawing on existing demographic and socio-economic profiles, as well as survey data from
residents and government and non government service providers, the Review Report
documents the following needs as arising from the Review’s needs analysis:

The need for more supports for parents, families and children — based on
widespread concern for the future of young people, a perceived lack of support for
parents, and the need for more after school and school holiday programs

The need to strengthen coordination and quality of service provision —
identifying these as ‘amongst the highest priority issues to be addressed’, and
emphasising a stronger focus on outcomes for clients, rather than those for
organisations ofr programs

The need for community leadership and opportunities for capacity building —
based on reported needs for both these issues to be addressed

The need for strategies to ensure safety of individuals and the community —
with young people highlighted as a focus of community concern

The need to improve services for Aboriginal people, people from CALD
backgrounds and people with mental health issues or dual diagnosis — based
on the expressed need for cultural awareness and sensitivity across services and for
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more workers from diverse cultural backgrounds, both Aboriginal and CALD, along
with a range of specific needs identified in relation to the Aboriginal community.””

System-wide improvements

In addition to these needs, the Report identifies a large number of issues common to all
services that require improvement across the system, whether government or non
government. These issues included outcome based reporting, accountability, governance
capacity, client focus, capacity to meet demand, cultural responsiveness, planning, staffing,
training, service models, collaboration, value for money, leadership, integrated service delivery
and sector development. **’

After detailing its findings in relation to each of these issues, the Review Report observes that
‘the challenges facing the whole human service system are considerable’ and identifies a
number of systemic problems for the human services system of Redfern and Waterloo:

e Services are uncoordinated and fragmented
e Complex social needs identified by the community are not well addressed
e Service provision emphasis is currently output not outcome based

e A mismatch between clients expressed needs and perceptions of need by service
providers

e Limited sensitivity to cultural diversity among service providers

e No systemic leadership/partnership structure exists to ensure locality based
planning, decision making, community engagement or capacity building

e Service delivery models are isolationist, delivered on the basis of historical decisions
in the absence of evidence based need and agreed outcomes and objectives.?*!
Review recommendations
The consultants identify three options for reform, recommending Option 3:
1. To consider a radical and major competitive funding regime which might attract a
different range of providers and services to the area and might reduce the number and
range of providers receiving NSW Government funding.
2. To consider a selective tendering process for some specific services which might

establish a different range of provided and might reduce the number of providers
receiving NSW Government funding. This approach would be more incremental.
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3. To embark on a radical and developmental strategy which builds on the existing
strengths; encourages more integrated service models and approaches, voluntary
mergers, amalgamations and collocations; and includes the community in finding
solutions.

Appearing before the Committee after the Review Report’s release, Mr Michael Ramsey
explained that Option 3 was really the only viable option as it emphasised strengths and
supported agencies to work towards a more effective service delivery model. By contrast,
Options 1 and 2 carried an enormous risk of alienating service providers and undermining the
very objectives the RWPP seeks from reform:

I think there is a willingness within services in Redfern and Waterloo to change and I
think we will end up with a strong, vibrant, resilient service delivery system if we work
down through Option 3. If we picked up options 1 or 2 we would have a totally
dysfunctional service delivery system because it would cause anarchy, to be perfectly
honest. It would not achieve the outcomes that we all want. Option 3 is the only
viable option that was given to us by Morgan Disney.?#2

The Review Report concludes with a table setting out five overarching recommendations of
the Review, each with identified tasks, mechanisms and system outcomes. This table is
included at the end of our Report at Appendix 5. The recommendations are summarised as
follows:

¢ Recommendation 1 — Planning framework for service system improvement:
That the NSW Government approves a Redfern Waterloo planning framework within
which service system improvement occurs through a ten year commitment linked to a
locality based model, reorganising the human services system on a locality basis. Tasks
include: implementing an engagement process for community stakeholders to develop
agreed outcomes for the locality and the human services system; achieving agreement
on principles and objectives to underpin the human services system; and evaluating
the Human Services Plan using identified outcomes.

¢ Recommendation 2 — Implementation framework: That the NSW Government
approves a framework (set out in the Report) for implementing changes to the human
services system in Redfern and Waterloo. This will involve the development of a
Human Services Plan and the establishment of a leadership, planning and consultative
structure made up of a Redfern Waterloo Human Services Senior Officers Group, an
Implementation Working Group, and a Taskforce for each service cluster (see section
below on implementation).

¢ Recommendation 3 — Community leadership and capacity building strategy:
That the NSW Government implements a community leadership and capacity
building strategy for the Redfern/Waterloo human services system that involves three
elements: staff skills development; professional development on new service models
and approaches; and a community leadership strategy for stakeholder groups.

¢ Recommendation 4 — Priority strategies and action plans: That strategies be
developed in priority areas of human services delivery, based on action plans set out
in the Review Report. Year 1 priorities are identified as: youth services; family and
children’s services; services for the Aboriginal community; a locality based health

22 Mr Ramsey, Evidence, 12 November 2004, p25
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service providing mental health, drug and alcohol and dual diagnosis services; and
domestic violence and family services. Year 2 priorities are: improving access for
people from CALD backgrounds; and future planning for people with disabilities and
people who are ageing.

Recommendation 5 — Restructure and modification of services: That the NSW
Government immediately considers the range of actions to improve the coherence,
effectiveness and accessibility of services. Identified actions are: rationalisation or
merger of some services; co-location of some services; exploration of the feasibility of
a ‘back office’ facility to support merged and co-located services; exploration of more
possibilities for ‘outservicing’; renovation or improvement of facilities for a number
of services; performance review of a small number of services; and service

. . . . 243
1rnprovements 1n some SpCCIﬁC SErvices.

Mr Ramsey advised the Committee that the Government had adopted the Review Report,™*
and gave a further indication of some of the strategies being considered as part of the Human

Services Plan:

That service delivery model will be built around some of the elements that everybody
in this room would agree, I think, were good elements for a service delivery system ...
things like a common assessment and referral system; information provision, which
actually goes across the whole service system, electronic network that goes across the
whole service system; resource-sharing between services so, rather than having
services being strapped because they do not have resources, making sure that they can
share them. We are looking at again creating a virtual pool of funding so that instead
of having funding across a number of government agencies you link that to
monitoring and evaluation of services, so you monitor and evaluate services on the
basis of the total amount of money that they have actually received. In some
instances, in partnership with the services on the ground, it may involve some
reorganisation of management structures; it may involve physical co-location of
services. Some of these services are actually at present in poor facilities. You cannot
sustain the level of facilities across the whole area. Maybe we need to co-locate those
services so that, in effect, if somebody comes in, they can have a suite of services
operating out of the same room or the same facility to meet their needs ...2%

The Committee’s critique

3.49

The Committee has identified a number of key, interconnected issues around which our

critique of the Human Services Review, its findings and recommendations are structured:

e the exclusion of core government activities
e funding
e coordination and collaboration

e service infrastructure, support and sector development
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e accountability and integrated planning

e implementation.

Two important and related themes emerge from our discussion, both of which the Committee
sees as key messages to the RWPP as it leads the process of implementing the Review’s
recommendations. They are also key measures against which the success of reforms will be
judged. First, non government agencies must be valued and engaged in the process of change.
Second, and equally, government agencies need to be engaged, to take up their responsibilities
in relation to change, and to find new ways of working with non government services. These
themes are discussed at the conclusion of the chapter, in the section on implementation.

The exclusion of core government activities

The Committee acknowledges the substantial work that has gone into the Human Services
Review and the comprehensiveness of its findings. As the consultants pointed out, it was a
major undertaking, with no known precedent for a Review of the whole human service system
in a location of comparable size, either in Australia or overseas. Thus we also acknowledge the
innovative nature of the initiative, and commend the explicitly evidence-based approach it
employed.

At the same time, the Committee commends the vision for Redfern and Waterloo that this
Review Report embodies. Our reading of the consultants’ Report is that there is a genuine
commitment to address the difficult and complex issues currently undermining the
effectiveness of the human service system in that area. Broadly speaking, we see value in the
Review’s recommendations: they provide a clear way forward, with important tools to assist
the implementation process. We also acknowledge the magnitude of the task ahead.

On the other hand, the Committee is concerned that the activities of core government
agencies were not included in the Review. The consultant’s Report acknowledges this as a
limitation of the project:

Whilst the core services of some key government departments [were] excluded from
the Review, issues relating to service delivery of these core services was raised
constantly during the Review.24

When asked by the Committee why this occurred, representatives of the Premier’s
Department explained that it was because the Review was extremely large and complex
already, and that the inclusion of the core government services would have made it much
more so, and would have resulted in significant delays. They clarified that it was only the
statutory government responsibilities which were excluded, with a range of health, school
community programs, police liaison positions, and so on included in the Review.*"’

While we understand the imperative not to delay the Review’s completion, the Committee is
concerned about the exclusion of government services on a number of counts. The first
relates to the ambit of the Review: it is not as comprehensive as it might have been and does
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not furnish information on how key elements of the human services system such a housing,
education and child protection need to be improved. These services make up a major portion
of the human services system and have a major impact on the lives of residents. Second, the
decision not to include core government activities focuses the problems on the non
government sector which the Committee has observed is already feeling disempowered,
misunderstood and unappreciated by government. It implies that a different standard applies
to government and non government agencies.

In evidence Mr Ramsey reassured the Committee that this ‘does not mean there are not issues
about some of those core statutory responsibilities ... that may need to be addressed and that
will be the next step along the process.”* The Committee was eager to learn more about the
Government’s plans to review government services, but no further information has been
made available at this stage.

We note that the Review Report makes it explicit that government agencies will be key
participants in the implementation of recommendations. We also note that during government
announcements regarding the Human Services Plan, the clear message was given that
government agencies needed to engage in the reform process, that they ‘needed to change as
well.® In a later section we deal with the strong message from both large and small non
government agencies regarding poor collaboration on the part of government agencies in
Redfern and Waterloo.

In the Committee’s view, the active engagement of government agencies in the process of
reform — including reform of their own practices — will be critical to the success of the Human
Services Plan. Not only will it be necessary to improve the effectiveness of funding and service
delivery; it will also be vital to ensuring the engagement of non government agencies in
reform.

Recommendation 7

That the core activities of government agencies not included in the Human Services Review
be formally reviewed in conjunction with the development of the Human Services Plan, in
order to determine how those agencies need to change to improve the human services
system of Redfern and Waterloo.

3.59

Funding

As discussed earlier in this chapter, many of the community organisations we spoke with were
very concerned that the Review did not bring with it any additional resources for service
provision, and that it might result in the reallocation of resources between agencies. Many
agencies operate from a very low resource base, and for many providers, unmet need for
services is readily apparent. The Inner Sydney Regional Council for Social Development
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submission embodied the frustration of community-based service providers with government
when it stated, “They starve us of funds, then blame us for being skinny.””’

Community-based agencies were also apprehensive about the possibility of forced
amalgamations in order to create greater efficiencies, arguing that this might reduce service
diversity and thereby, reduce flexibility and responsiveness to local needs, as well as client
choice.”
The consultants stated that in their view, Redfern and Waterloo are comparatively well
resourced:

This Review has confirmed that there is a substantial investment in human services in
Redfern and Waterloo and that compared with many suburbs, these two suburbs are
very well served.?52

The Review Report is also clear that increased funding is not a first-order priority in relation
to the bulk of services at least, but it does flag the need for funding increases in some
identified areas:

The service system as a whole, and the setvice clusters, require significant
strengthening and capacity building before any decisions on additional resources for
the area should be considered. The exceptions to this relate to potential new funding
opportunities for family and domestic violence, men’s services and any new funding
for disability and /or aged cate setvices.2>

Nevertheless, the Review team argues for funding only to be increased subject to the strong
proviso that the need to do so is well substantiated. It recommends:

That the Strategies be developed from the Action Plans in the Review and from the
position that before any increase in resources could be considered the Strategies
would need to clearly demonstrate that following reshaping and restructuring the
current level of resources cannot provide adequate services to address the agreed
outcomes.?>

The Committee also notes as positive the indications given in the Report that additional
resources may be spent, for example, on the ‘renovation or improvement of facilities for a
number of services’ flagged in its Recommendation 5. We are aware of the overdue promises
made by the RWPP in relation to some services and the impact this has had on service
delivery in the meantime, as well as on relations between non government agencies and the
RWPP. We believe it vitally important that the Government act on this aspect of the Review
Report. Doing so will go some way to re-establishing the trust of NGOs and ensuring their
participation in the reform process.
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As a result of the apprehension we observed among service providers about the possibility of
funding cuts, the Committee sought reassurance from the RWPP that funding to non
government agencies would not be reduced as a result of the Review. Dr Gellatly responded:

We cannot give a concrete undertaking that there will never be any defunding of
things. All we can say is that the process we have been undertaking under the
direction of Government is to look at ways of improving the allocation of the money,
not to look at trying to achieve savings, but we cannot give a categorical commitment,
that is a matter of the budget process and appropriations and that sort of thing. I am
not in a position to do that.?5

The Review Report is careful not to flag the defunding of individual services, but does note
the urgent need to review some services, and that more detailed information and
recommendations have been provided to the Government on this.”** The Report also states
that strategies in service clusters ‘may require that savings are found or that reshaping and
restructuring can lead to distribution of resources to cover the arrangements for the respective
cluster strategy.” In addition, the Report recommends actions including ‘rationalisation or

: : 257
merger of specific services’.

In the interests of ensuring an effective system and the responsible use of public funds, the
Committee accepts that some of these measures might be required, but is concerned to ensure
that funding is only taken from an agency as a last resort, with the reasons made very clear to
the services involved. In addition, every effort must be made to minimise any negative impact
on staff and service users. Similarly, amalgamations must as far as possible be voluntary, with
care to ensure that an appropriate diversity of services within all clusters be retained. We
recommend that the RWPP develop and use specific procedures to ensure that such decisions
and actions are handled with due care.

More broadly, the Committee recognises that many of the issues facing the human service
system in Redfern and Waterloo are mirrored throughout the State, and that in the interests of
equity new funds cannot be poured into any one community. Nevertheless, where need for
additional resources is substantiated, we urge all levels of government to provide the
appropriate funds.

Recommendation 8

That as part of the Human Services Plan, the Redfern Waterloo Partnership Project:

e develop and use specific procedures for dealing with funded agencies in relation to
reallocation of resources between agencies and the amalgamation of services

e approve and expedite a process for renovating or improving the facilities of
services.
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Recommendation 9

That where, during the implementation of the Human Services Plan, the need for additional
resources is substantiated, funding be sought from the Federal, State and/or Local
Governments.

3.69

3.70

3.71

Coordination and collaboration

The issue of funding is linked to that of coordination and collaboration, and the Committee
observed markedly different perceptions of this issue on the part of non government agencies
and the consultants who undertook the Review.

Prior to the release of the Review Report there was a very strong message from non
government inquiry participants that the Review should not rely on simplistic assumptions
that improved coordination and collaboration would solve the problems of Redfern and
Waterloo. This was perhaps one of the strongest concerns of non government services
expressed to the Committee. In its submission, the Redfern Legal Centre stated:

There seems to be a perception in government that the major problem facing clients
and potential clients is that they face a lack of information about services, or that there
is no system whereby clients are referred from one service to another. It does not
seem to occur to government that its own reform processes are debilitating the
services, or that its funding of services is inadequate for the growth of the community
sector to meet expanding local needs ... Though there may be a lack of formal
arrangements between services, there are strong informal links between them that
make referrals easy, casual and fast ... The informal systems work well, provided there
is the capacity in the organisation receiving the referral to provide a service.?

Similarly, when he appeared before the Committee, Shane Brown, Director of South Sydney
Youth Services argued that in his experience, there is reasonable coordination already, saying:
I think it is a [perception] from outside of the community that our people do not talk enough
and do not collaborate enough, but I think that is a convenient notion.”™ In his submission,
Mr Brown cited various ways that collaboration occurs in the youth services system:

Much of the work of our service relies on the good will and collaboration of others,
the hundreds of volunteers who contribute time and the joint projects such as Street
Beat with the Aboriginal Resource Centre. The sharing of space with the PCYC and
our Education programs, The Youth Matter Project (a coalition of youth service
providers) and others. The joint work with the Department of Housing and young
people with mental illness. The many corporate bodies who support our programs
with funding and volunteers. The sharing of resources between services including
transport, staff, space. The hours of joint casework and case management that occurs
between our service, the Fact Tree, Settlement, Girls Centre, PCYC, Centre Link,
DoH, DoCS, Juvenile Justice — the list is extensive.?0
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By the same token, non government agencies were adamant that government services had
much more trouble collaborating with other agencies, with members of both the Koori
Interagency and the South Sydney Interagency singling out the Department of Community
Services as a particular offender.”®' Large NGOs such as Barnardos also highlighted a problem
with government agencies.”” NCOSS’s submission calls for much greater coordination
between Government and non government agencies assisting people in Redfern and
Waterloo.”” The Benevolent Society sees the problem of collaboration and coordination this
way:

The issue for organisations working in these communities is not (as is sometimes the
case in high need communities), to increase their networking — in some senses there is
almost a sense of organisations being ‘over-networked” in Redfern/Watetloo. Rather,
the challenge appears to be how to use this networking for collective action and how
to help staff and residents maintain a sense of energy and hope in the face of the daily
challenges with which they [live].204

Nevertheless, service providers also showed an openness to improvements in relation to
collaboration and coordination.”” Focusing more on the specialised end of service delivery,
participants such as Tanya Plibersek MP did see the need for a more holistic and coordinated
approach to service provision for clients with complex needs, with services working together
in a ‘wrap-around model’ perhaps through intensive case management, but she also suggested
that this should receive additional funding.**’

Strategies in relation to improving coordination and collaboration are indeed a key focus of
the Human Services Review’s recommendations, listing among the objectives to underpin its
improved human services system, ‘to develop effective planned collaborative approaches’ and
‘o develop effective integrated service delivery approaches.™’ Substantiating this
recommendation, when discussing the need to improve collaboration across the whole system,
the consultants made a very strong statement about ‘distrust’ and ‘disrespect’” within Redfern
and Waterloo’s human services:

There ate pockets of good collaborative effort across all service clusters and almost
every organisation expressed a keen desire for improved collaboration across the
human services system. The Review team was struck by the high level of distrust and
the lack of respect which permeated the human services system in the area. This is
sometimes strong between individual organisations in any service system. It is often
seen in child protection or mental health, where few organisations understand the
pressures and demands on government services in complex service delivery areas.
However in this area we would describe this culture of disrespect as almost endemic.
There are very few organisations allowed to provide effective leadership or modelling
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of collaborative skills and practice. This also manifests in some clients not being
referred on to appropriate services.

Development of collaboration is a core strategy required in every service cluster and
across the system and needs to be addressed as a matter of urgency particularly with
modelling effective collaboration from key leaders.268

Working at the coalface of Redfern and Waterloo, non government service providers deal
constantly with the difficulties of service delivery to people with significant needs. It seems
that they are frustrated by unmet need, and that their hackles are raised by messages that they
could address it by working differently. They also report that their informal networks have
been devalued and depleted since the Partnership Project itself was established.””

In the Committee’s view, the RWPP will need to work very carefully with the non government
sector in relation to the objective of improving collaboration and cooperation. Agencies need
recognition for what they are doing well, along with clear messages about how and why things
could be done differently. Service providers need to believe in the benefits of working
collaboratively, both for themselves, and for their clients.

This is also an area where the RWPP must ensure that no double standard applies to the
government sector. It is imperative that government agencies improve their practices around
collaboration, both to ensure better outcomes for clients, and to gain credibility with the non
government sector.

The consultants’ Report recommends that as part of the community leadership and capacity
building strategy to be implemented in response to the Review, staff throughout the Redfern
and Waterloo human services system be trained in partnership skills. In addition, professional
development should be provided on areas including integrated service models, integrated case
management, out-servicing approaches to integration and co-location.””

The Report states that integrated and coordinated service delivery is based on shared
responsibility, an agreed common strategy and service model, and joint training for the
workers involved in coordinated work.”” A key vehicle through which collaboration and
cooperation will be achieved is the service clusters recommended by the Review, and we
consider it valuable and prudent that the Taskforces are to develop the strategy for their
cluster. It will be very important for all parties - whether government, non government or
community members - to come to the Taskforces with a commitment to working together in
new ways, for the good of the system and their clients. It will also be vital for the RWPP to
support agencies’ collaborative efforts through measures such as training and infrastructure
support, and to ensure that true partnerships are established and modelled in the
Implementation Working Group. Leadership on this issue will necessarily come from the
Redfern Waterloo Services Senior Officers Group.
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Service infrastructure, support and sector development

As outlined earlier in this chapter, a number of service providers raised with the Committee
the burdens they face in terms of tendering for contracts, governance and accountability
requirements, administration, and so on, emphasising the way that these issues detract from
the core business of service delivery to clients. The Committee is aware of the difficulties that
many small agencies across the State face with maintaining their viability, and of the growing
challenges that all funded agencies face in terms of increasing expectations around service
management, together with the growing complexity of client needs.

The Review Report identifies a range of measures to address these difficulties as part of its
‘Community leadership and capacity building strategy’ (Recommendation 3). These include
staff skills development and professional development, along with:

e A community leadership development strategy across the community stakeholder
groups and including the RWPP focusing on community leadership

e A capacity building strategy for the non-government sector on governance and
mutual accountability.22

In addition, Recommendation 5 refers to ‘Exploration of the feasibility of a back office facility
to support merged and co-located services.’

Early in our Inquiry, NCOSS argued the value of both a community leadership development
program and a ‘back office’ model in order to build the capacity of and support non
government agencies in their role:

Opportunities do exist to develop and operate a highly engaging community
leadership program, which brings together current and future leaders from the
different neighbourhoods and encourages them to confront their differences and align
their efforts for a better future. The effectiveness of such an initiative, if scoped and
implemented with careful thinking and sufficient resources, could be substantial over a
few years.2"

[The plan for Redfern and Waterloo should include] a non government organisations
risk management advice and support service, which particularly works with the myriad
of small and medium [services] to encourage and deliver shared services and pooled
purchasing in the “back office”. This service should be owned by the NGO sector
and managed through one of its existing peak networks.?7+

In the Committee’s view, there is considerable value in the directions and strategies
recommended in the Review Report in relation to service infrastructure, support and capacity
development. As well as directly helping a potentially large number of agencies to achieve the
objectives of the forthcoming Human Services Plan, these strategies will also afford a measure
of the effectiveness of the RWPP in providing practical assistance in areas where agencies
themselves have sought support.
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Accountability and integrated planning

Many service providers told us that they would greatly appreciate measures that simplify their
accountability requirements. Key issues include the non-compatibility of data requirements
across programs, the time that data keeping consumes for seemingly little result, and
correspondingly, the fact that it diverts resources from service development and delivery.””
One coordinator told us that that he has to keep statistics in four different formats, estimating
that about ten percent of funding time is consumed by these requirements.””®

Participants also raised the issue that government agencies need to be accountable for what
they achieve as well. As Geoff and Lyn Turnbull stated:

In the same way that NGOs report to their community on their projects and activities,
Government departments delivering services in Redfern and Waterloo should report
on their projects and activities to the community that they are secking to service so
that these projects can be accountable to the community in the same way as NGO
projects.?’?

The Committee heard from the Premier’s Department about measures to address data
compatibility and more user-friendly reporting at the State level:

In the Premier’s Department we have just finished a Review right across the
Government called the Grants Administration Review. We have been looking at those
and we are developing some protocols which the Auditor General mentioned recently
in reports about having a common database and having common application forms
and reporting requirements, and probably trying to lessen a few of those shorter term
lower amount ones, because we have found that some of the reporting requirements
for a grant of $60,000 might be the same as for a few million, so there has to be a bit
of risk analysis, saying that we only need the basic facts for the lower one.””®

Dr Gellatly also indicated that there had been discussion between the State and
Commonwealth regarding the possibility of achieving uniformity in data collection and
reporting.”” While an undertaking was given by Dr Gellatly to provide further advice on this
work, at the time of completing this report, no further information has been received by the
Committee.

Mr Ramsey also addressed the Government’s plan to move towards ‘single agency
accountability’ in Redfern and Waterloo, indicating that government agencies would be equally
accountable under the proposed model:

One of the outcomes of the Human Services Review and one of the things that we
will be implementing as part of this new Human Services Plan, is we are moving to
one agency Review and monitoring of service delivery, so instead of having
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accountability across four or five government agencies, we are moving to single
agency accountability across the whole of Government.

That will actually address some of the fundamental issues you are saying, so instead of
having to report to different government agencies we will have one agency evaluating
on behalf of all government agencies. That will streamline the process quite
significantly.

What it will also do, which is perhaps even more significant, is it will ensure that
community outcomes are delivered rather than program outcomes, so it will break
down those silos where the focus is actually on programs ... The single monitoring of
services allows that to actually occur. Equally though, what it does is put in another
benchmark in terms of increased accountability, and this is accountability of both
government and non government services in Redfern and Waterloo. It is all well and
good to talk about non government services, but government services in Redfern and
Waterloo should also be accountable.289

The consultants also developed a monitoring and assessment framework for the reformed
system, which will include a ‘simple low cost data collection tool”:

The proposed Human Services Delivery Plan will require a simple, low cost and
manageable monitoring and assessment framework which provides local data and
enables an assessment of the restructured human services system.28!

A simple and low cost data collection tool would be provided which would
complement existing reporting requirements and provide improved local data without
compromising existing data collections or imposing onerous new requirements.?s?

The Report states that the data collection tool would be completed annually, would focus on
outcomes, with some basic output data, and would be ‘Developmental in that it would
encourage services to think in an evaluative framework and to improve their consumer
feedback and participation processes.”™ The monitoring and assessment framework in the
Report is replicated on the following page.

When the Committee asked service providers their thoughts about pooled funding and a
single accountability mechanism, prior to the release of the Review Report, the response was
cautious, with people wary of a system that might be adopt a ‘one size fits all’ model that did
not offer flexibility to respond to the differences between services.”™ There was some
confusion as to whether and how it might apply to services funded by the Federal and Local
Governments as well. The Committee also observed among some inquiry participants
apprehension about the move towards outcome based reporting, which they feared might not
adequately reflect their work,”® and which will potentially impact on their funding base.
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Figure 3.1 Monitoring and assessment framework proposed in the Human Services Review?2s¢

3.93

3.94

Evaluation of Human Services Delivery Plan

Assesses the progress against the outcomes set out in the Review Report and the Friedman
outcomes agreed for the area

Assessment and monitoring agreed fh Framework for evaluation developed and

each service system to include: implemented — service system
o Agreement on 23 key core evaluations feed into this process — may

olilcomes set for each service want to subcontract this or employ high
system - set by the relevant task level project officer or mix of both —

force or the Implementation Working Contractor could do framework, PO
Group using information from this could do data collection, contractor then

report* does the analysis and recommendations

+» Broad range of approaches <:>
suggested for services to assess
progress and collect information eg.
Action Research, surveys, snapshot
data collections, independent
evaluations, focus groups, peer
research models etc

« Action research encouraged for all

senvices — 2 AR questions are
suggested as indicator for good
practice

« Simple tool for each service to
complete to report progress -
sample attached — Attachment 5

+ Training for evaluation and data
collection provided for services who
want andf/or need this

+ Suggested time frame is annual
reporting

\ / “outcomes refers to client, community and service system outcomes

In the Committee’s view, the pooled funding and accountability model implies a whole new
way of thinking about the funding, delivery and evaluation of human services that will take
some time for both government and non government agencies to understand and feel
comfortable with. We consider that the Government’s plans for staff skills development in
relation to evaluation, continuous improvement and outcomes (as part of Recommendation
3)*" will be vitally important to ensuring a smooth transition towards this brave new world.
Both government and non government agencies will require good information, sound
leadership and patience as they come to grips with such a radical new funding and
accountability regime.

Few participants raised integrated planning with the Committee but those such as the Eastern
Sydney Multicultural Access Project saw an approach that compelled government agencies to
plan in relation to each other as very desirable:
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The fact that health facilities are closed without community transport being allocated
additional money for medical transport is one such example of where better and more
coordinated planning could have been done to meet the needs of local residents. The
necessity for various government departments to communicate with one another
would also be facilitated by the creation of a human services department. For example
when the Department of Housing groups people from the same language group in
particular residences they could share a certain amount of information with other
government departments who fund language specific programs to enable them to
outreach more effectively while respecting client privacy.?8

The Committee sees value in the move towards integrated planning, and again we foresee that
education for service providers will be a very important aspect of reform.

Over and above these strategies which are specific to Redfern and Waterloo, the Committee
considers that further action to address the issue of accountability requirements needs to be
addressed at the State and Commonwealth levels, as a priority. Whilst accountability
requirements were a major concern for participants in this Inquiry, they have also been raised
in other inquiries we have undertaken. While we have not seen the report of the Premier’s
Department’s Grants Administration Review, we do see merit in the directions arising from it,
as flagged in evidence by Dr Gellatly (see quote after paragraph 3.87). These directions
involved the streamlining of grants administration, including the creation of a common
database, common reporting requirements and uniform application forms, and ensuring that
accountability requirements are kept proportional to the funding concerned. We strongly urge
the Government to take action on these matters, including through further negotiation with
the Commonwealth on achieving uniformity in data collection and reporting.

Recommendation 10

That the Premier’s Department act on the findings of the recent Grant Administration
Review, to reduce the burden of funding and accountability requirements on non
government agencies.

3.97

3.98

3.99

Implementation

As noted above, the recommendations of the Human Services Review will be used to help
design a Human Services Plan for Redfern and Waterloo, to be presented to Cabinet by May
2005.

Figure 2 on the following page provides an overview of the various levels of the
Government’s strategy for reforming the human service system of Redfern and Waterloo,
including how implementation is to be driven.

The consultant’s Report includes an implementation framework, captured in their
Recommendation 2, which identifies the following structures as driving implementation:

288 Submission 57, Eastern Sydney Multicultural Access Project, p1
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Figure 3.2 Outline of the implementation of the Human Services Plan proposed in the Human
Services Review Report2
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Taskforces comprise relevant strategic partners including, where
relevant, residents
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e The Redfern Waterloo Human Services Senior Officers Group ... provides
oversight and monitors the development of the Human Services Delivery Plan

e An implementation Working Group (IWG) made up of representatives of key
human service agencies and community stakeholders ... and supported by the
Redfern Waterloo Partnership Project develops the plan. The IWG will report to
the Redfern Waterloo Human Services Senior Officers Group

e Taskforces involving government, non-government and resident representatives
work on service clusters as set out in the Review

e The existing [Redfern Waterloo] Consultative Council provides a mechanism for
two way communication with representatives of community stakeholder groups

e The role of other existing consultative mechanisms are engaged to assist in two way
communication with the wider community.2?

When he appeared before the Committee shortly after the release of the Report, Mr Ramsey
indicated that as a first step towards implementation, the RWPP was arranging meetings with
community and service stakeholders on the findings of the Human Services Review.”' The
Committee understands that in keeping with this commitment, in mid December the
consultants Morgan Disney & Associates held a number of sessions with members of the
public, management committees and service providers.””?

At the hearing towards the end of the Inquiry, the Premier’s Department undertook to
provide further information on the development and implementation of the Human Services
Plan. At the time of completing this Report, the information has not been provided.

In the Committee’s view, this implementation framework reflects the need for reform to be
driven at a number of levels simultaneously. Prioritising some clusters for the first year and
leaving others for years two and three would concentrate energy in those areas that need it
most urgently. As discussed below, the success of implementation will rest on real partnership
at every level.

The way ahead: genuine partnerships

The tasks ahead in developing a Human Services Plan and successfully implementing it, are
massive. The Committee considers that the success of the Plan will rest on the partnerships
which are central to the rhetoric and framework of the Human Services Review’s findings. As
Geoff and Lyn Turnbull have stated:

Putting time into building a partnership with the community and the capacity for the
community to be an equal partner are not optional extras for the RWPP to achieve its
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Redfern Waterloo Partnership Project, ‘Invitation to Community meetings’,
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goal; it is the key to its success. Without a genuine partnership with the community
the problems of Redfern and Waterloo will not be solved.??

3.104  Genuine partnership will require active collaboration on the part of government, the
community and the non government sector at each level of implementation. It will necessarily
involve an active commitment on the part of all involved to an entirely new way of working
and wholesale cultural change. Genuine partnership will rest on change on the part of
government agencies - both the RWPP and the various government agencies operating in
Redfern and Waterloo - to genuinely engaging with their community and service provider
partners. It will mean equal partnership and the sharing of power.

Table 3.1 The new approach to community renewal™*

Previous approach Evolving approach

Centralised or regional planning which | A locality based partnership develops a coherent plan

is delivered to the local area to address the social issues and challenges facing
the community at the locality level and negotiates with
the central government agencies and regional bodies
to achieve the horizontal integration and the use of
resources to achieve the local goals

Single program or issue funding Horizontal integration and coordination negotiated by

delivered as vertical interventions into the locality partnership across the various funding

the locality programs to achieve an integrated service strategy
and integrated service models in the locality

Predominance of a top-down view of Facilitative leadership by the State level of

the locality - a sense that the State government to build and model partnership with the

level of government ‘owns’ the locality other ‘owners’/stakeholders in the locality — the

rather than a balance between a ‘top people who live and work there, businesses,

down’ and ‘bottom up’ perspective community organisations, Local Government and the
Commonwealth Government. These groups are
recognised as owners of the area too and as bringing
vital resources to the total resource pool

State government level decision- State government decision-making involves

making with consultation with a variety | negotiation (not just consultation) with the locality

of uncoordinated local parties body. Negotiation is on a win/win basis for the parties

State government and the community The wide range of resources in a locality are

focus primarily on state government identified particularly across the three levels of

resources government, and ‘virtually’ pooled to enable the
locality strategic partnership to develop coherent,
integrated strategies.

25 Submission 65, Geoff and Lyn Turnbull, p3
294 Morgan Disney & Associates, p85
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The Government faces an enormous challenge in living up to the messages of the Human
Services Review Report. Table 3.2 on the previous page, taken from the Report, conveys the
genuine power sharing that will be vital to gaining the trust of non government stakeholders
and achieving reform over time. The commitment to involving community stakeholders in the
development of plans, both the overall Human Services Plan and the cluster action plans,
along with the notion of local decision making which is negotiated, not just consulted upon,
are very positive. Time will tell if this ‘new approach to community renewal’ is put into
practice. Several of the mechanisms recommended by the Review, including its leadership,
planning and consultative structure and its community leadership and capacity building
strategy, will greatly assist the task, but ultimately, reform will rest on a genuine commitment
to working differently.

The RWPP and other government agencies need to work to restore the trust of the non
government sector and the community. This will necessarily take time and will be an evolving
process. For their part, the community and non government sector also need to be open to
change and a new way of working, and to the gains that can flow from reform. They need to
be prepared to trust government, to embrace the possibilities of change, and help create a new
future for human service delivery in the area.

As Gary Moore of NCOSS stated when he appeared before the Committee in May, change
will only occur when people see the benefits of it.*”” This means that the RWPP will need to
communicate effectively with its partners, and to make the process as positive as possible. In
an informal conversation since the release of the Review Report, Mr Moore talked about the
idea of building pride among service providers in the work that they do, and the enhanced
outcomes that they can achieve for the residents of Redfern and Waterloo through this new
regime. He also talked about the importance of equipping the non government sector to sit at
the table as an equal partner.

To this end, Mr Moore suggested that government agencies in the area contribute funds to
establish a local body to represent the non government sector of Redfern and Waterloo in the
development and implementation of the reforms. The body would be a kind of ‘local peak’
that would represent the entire sector and become a negotiation point with government. He
suggested that this could be based on the ‘Region Assist’ model developed by the Premier’s
Department, combining the ‘back office’ infrastructure function flagged in the Review Report
with this negotiation and representation role.””’

In the Committee’s view, this suggestion has great potential as a means of demonstrating a
real and practical commitment to partnership with non government agencies. We consider
that the non government sector must be equipped and resourced to sit at the negotiation table
with government, with its status as equal partner formalised. It may be that an existing agency

295

296

297

Mr Moore, Evidence, 18 May 2004, p29

Telephone conversation between Mr Gary Moore, Director, NCOSS and Principal Council Officer,
25 November 2004; NSW Premier’s Department, Non Government Organisation Capacity Building,
Region Assist, Project Report, 2002

Telephone conversation between Mr Gary Moore, Director, NCOSS and Principal Council Officer,
25 November 2004; NSW Premier’s Department, Non Government Organisation Capacity Building,
Region Assist, Project Report, 2002

Report 34 — December 2004 83



LEGISLATIVE COUNCIL

Inquiry into issues relating to Redfern and Waterloo

could take on this umbrella role, drawing on and supported by the expertise of the interagency
groups that already exist in the area.

Recommendation 11

That the NSW Government, in liaison with the non government agencies in Redfern and
Waterloo, recognise and resource a local body to represent the non government sector and
act as a negotiation point with government in developing and implementing the Human
Services Plan.
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