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Thriving Communities; Endless Possibilities

Yaama.
Tamworth Family Support Service would like to show our
respect by acknowledging the land, its traditional owners,
Elders past and present, and the youth who are the leaders
of the future.
On this land where we are today, we thank you for the
opportunity of working together to nurture and enrich our
community and families.
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Our Philosophy
Tamworth Family Support Service (TFSS) works together with children, families and individuals, to
provide services, support and information throughout the New England/ North West region of NSW,
with a focus on the most disadvantaged.

Principles Guiding Our Work

Mission
We work toward our vision through our
purpose, which is to:
1. Strengthen and improve social and
personal well-being for individuals,
families and communities;
2. Promote access, equality and social
justice; and
3. Deliver services of quality and value.

Values







Diversity- To accept and appreciate
differences
Integrity- To always act with honesty and
professionalism
Community- To have a sense of
responsibility and contribution
Leadership- To utilise our position to
drive change
Partnerships- To work collaboratively to
deliver the best outcomes

1. In family services projects, staff and families work
together in relationships based on trust and
respect.
2. Family services projects enhance families' capacity
to support the growth and development of all
family members; adults, young people and
children.
3. Family services projects affirm and strengthen
families' social, cultural, racial and linguistic
identities and enhance their ability to function in a
pluralist society.
4. Family services projects are embedded in their
communities and contribute to the communitybuilding process
5. Family services projects are flexible and
continually responsive to emerging family and
community issues.
6. The principles of family service are modelled in all
aspects of a project, including planning, service
delivery, management and administration.
7. All members of a family should be safe from
violence.
8. Children should be provided with safe, quality
alternatives if it is deemed they cannot live with
their birth family.
9. There is a recognition that families have multiple
forms, not necessarily biologically based.
10. The priority at the heart of all our work is the
safety, health and wellbeing of children and
families.
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Our Strategic Objectives
1.

We are inclusive and respectful of people’s rights
1.1.

2.

We are a regional employer that values employees and supports them to make a difference
2.1.
2.2.
2.3.
2.4.

3.

We strengthen partnerships and organisational capacity
We enhance community knowledge and connection to services and community resources
We implement local service delivery through formalised partnerships

We will work to build the financial security of TFSS
4.1.
4.2.

5.

We enable employee health and well-being
We improve communication, decision-making and knowledge sharing
We are prepared for succession of key management roles
TFSS is strong in governance and compliance

We build and support connections between people, communities and community-based
organisations
3.1.
3.2.
3.3.

4.

We commit to working within a human rights framework

We identify opportunities for social enterprise and building community capacity.
We develop integrated systems to enhance individual and community outcomes

We know and tell our story and the stories of our communities
5.1.
5.2.
5.3.

We are clear about how we make a difference
We effectively communicate with our communities
We raise our voice on issues of importance and relevance

Working Across the Region
TFSS has 12 office locations
with services covering
11 of the 13 New England
Local Government Areas
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Our People
Management Committee
Jane Kibble (President)
Joanne Stead (Secretary)
Robert Taggart (Treasurer)
Lynne Beiers (retired 25/09)
Ben Griffiths (retired 25/09)
Yvonne Kent
Barbara Mordue
Janice O’Connor
Elizabeth (Liz) Shelton
Emma Trigg

General Manager
Belinda Kotris

Senior Managers
Julie Green
Tanya Rogers
Vicki Sheehan
Leigh Smith
Sue Snook

Team Leaders
Joely Brennan
Trish Heffernan
Susan Ring
Kim Smart
Lynda Townsend
Donella Urquhart

80
Very Important Staff
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President Report
Tamworth Family Support Service has had another outstanding year. We have
continued to consolidate our fine reputation as an organisation with not only a
strong ethical framework but also a bold and courageous approach to our core
work here in the New England/North west.
Continued growth by our organisation meant this year we outgrew our governance structure. Until recently TFSS
has been an Incorporated Association. As we have continued to grow, the organisation reached the point where
it needed to become Company Limited by Guarantee. This is a reflection of the outstanding work of everyone
involved with TFSS. Thanks to the administrative staff of TFSS as well as the committee who have charted the
waters of changing our structure with goodwill.
Of course, mention must be made of those who have been serving for some time: Robert Taggart, Jo Stead,
Yvonne Kent, Barb Mordue, Janice O’Connor, Emma Trigg and Liz Shelton. Your contributions are appreciated and
your hard work is recognised.
We also farewelled some old friends: Ben Griffiths and Lynne Beiers. Many thanks to our past members who
have contributed so much to this organisation.
The General Manager, Belinda Kotris, continues to amaze with her boundless energy and unflagging commitment
to social justice in our area. She is admirably supported by her managers: Julie Green, Tanya Rogers, Vicki
Sheehan, Leigh Smith and Sue Snook.
An organisation is as strong as the glue that binds it, and each and every person who works for TFSS plays a vital
part in the organisation. On behalf of the committee, thank you. We know you go above and beyond and we
appreciate it. There are so many services under the banner of TFSS and each one has a very important role in our
community.
Congratulations also to the Reconciliation Action Plan (RAP) Committee who once again have delivered a
meaningful Reconciliation Action Plan. They remind us that we live and work on Aboriginal land, where Aboriginal
people have performed age-old ceremonies of celebration, initiation and renewal. It is important that we
acknowledge their living culture and their unique role in the life of the region.
In a year marked by change and uncertainty, both here and around the world, it is good to be reminded of the
things that matter. Family matters, and family is at the heart of so much that we as an organisation do. Our
services exist to support families. We support the men, women and children of our area. People matter. Our
organisation is about people. We value people and what they bring to our lives. We would all be poorer without
the web of social interaction and support we weave around our lives, the cris-crossing of threads and strands that
bring us closer together.
We look back at the past year and celebrate our achievements, but also look forward and plan our exciting future.

Jane Kibble, President, Management Committee
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General Manager

Report

I would like to share with you some of my thoughts. In particular on being a Mother.
Motherhood has brought me experiences for which I am enormously and unspeakably grateful. Some traumatic
and some ecstatic, but it has all been worth it. How many other things in life can claim such praise for so many
years?
Motherhood gave me the highest and lowest times of my life. No longer could I dream of being a free spirit. I
realised I had signed away my heart, mind, body and pay packet for the next 24 or so years. I judged myself to
have failed often — being a struggling, lonely single mother for example had not been part of any plan.
It also brought me the best of times and the worst of times and above all the potential for a vastly transcending
love and joy. My narcissism has been wounded for the better. At times, I didn’t believe I was any good at
parenting, but somehow I appear good enough after all.
Although I may not ever get to be famous or have my name carved into a plaque somewhere, I have realised that
what I have done is far more successful.
Today I am truly blessed with two beautiful young adults that have an incredible sense of justice and fairness.
Their hearts are as big and bright as their minds. Both have incredible senses of humour and wit that keeps me
smiling on the worst of days. My ‘babies’ have become amazing, fully grown people and are somehow still my
‘babies’. I worry about the world I am leaving for them. I realise I am walking in the steps of my own mother now.
You may well say, ‘so what?’ or simply consider this piece of dialogue rather inconsequential in the scheme of
things-much more going on in the world etc. But is it?
I believe my story identifies our human struggle, small and large, on both micro and macro levels, as we pursue
what we believe to be good for us and for others. From your own experience of life, you will know that taking the
right course of action at the right time and for the right reason is not easy, it can be very difficult.
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“You don't build a business.
You build people,
and people build the business”
Zig Ziglar

Life has its challenges, limitations, constraints and the good to which we aspire requires determination, courage,
patience and strength to realise our potential and our goals. It requires understanding, trust and a belief that the
present difficulties and challenges can indeed be transformed into a better future. However, it will more often
than not require taking a stand; accepting another point of view; stepping outside of our comfort zone and being
stretched in unfamiliar ways.
I commend the many individual and family stories that are on display in the following pages of this report,
because they contain people who ascribe to these same values; people making the necessary life changes,
sometimes at great cost, to create a better world for themselves and their children.
Thankyou to the whole of the TFSS team for your wonderful contribution to the excellence of our work, not to
mention the positive difference you have made in the lives of many children, individuals and families.
I would particularly like to thank the TFSS Management Committee and the Senior Management team for their
genuine support and leadership. I would like to say a special thankyou to Aleyce Simmonds for her continued
Ambassadorship and to Ché 'Rebs' Gadenne for his Ambassadorship up until his resignation in April 2017. Your
passion and commitment has been unwavering.
It has been a year filled with challenges and change. Two worth noting are moving from an Incorporated
Association to a Company Limited by Guarantee and saying goodbye to Jumbuck Cottage in Bicentennial Park
after 18 years. Jumbuck Cottage occupancy contributed to us growing into the organisation we are today. I would
like to say thankyou to Tamworth Regional Council for allowing us to deliver services out of such a central and
accessible location.
I am proud to say it has also been a year that has seen us respond in an agile and flexible way, both to support our
people and to do the very best we can to ensure we see ; thriving communities, endless possibilities.

Belinda Kotris, General Manager
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Children’s Services

Nurturing children, enriching communities

Julie Green
Manager

Children and Parenting Support
The Children and Parenting Support (CaPS) program aims to provide support for families with young children up
to 12 years of age in the Tamworth and Liverpool Plains Areas.
The program has delivered parenting and peer support groups across our service areas as well as continued with
family case management. CaPS continues to establish itself firmly across Tamworth and Liverpool LGA’s, engaging
ourselves deep in to the communities we service at every available chance.
Our highlights:
Walhallow ‘Lifting Community Spirits’ Day –
organised due to the large number of deaths the
community had endured. The event was attended by
many services to show support and collaboration.
Aboriginal and Torres Strait Islander Children’s Day
in Quirindi – celebrating the lives of our young
Indigenous people
‘Buddy Up’ Small Schools Transition – We were the
lead agency in coordinating a High School Transition
Day. This group was formed from the smaller remote
schools of the Liverpool Plains aiming to reduce the
anxiety levels students experience moving from
schools with a total capacity of 10-20 students to
High Schools with a grade or year capacity of
hundreds. The day’s planning included collaboration
from all schools in the region and many community
agencies. The event was a big success with the
students all enjoying the activities.
Check it Out Services Expo in Quirindi
We Yarn @ Walhallow – addressing suicide

Tree created by the students on our Buddy Up Day
identifying the qualities needed in a good friend

“you’re amazing and
have made a huge
difference in my
families life!! Don’t ever
change!!”
Client, May 2017

CaPS Worker,
Natasha Allan,
addressing the 65
students who
participated in
Buddy Up,
informing them of
the day they had
ahead of them

10

Children’s
Contact
Service

The Children’s Contact Service (CCS) conducts supervised change overs and
contacts for children of separated parents. We also now offer supervised
skype video conferencing and unsupervised contacts. All these forms of
contact facilitate the children to have safe and secure time in an
environment where they feel comfortable and supported. Parents may be
ordered to attend a CCS by a Court Order or Legal Mediation or can be self
referred for various forms of contact.
Over the last year, 113 children had contact with their non-residential
parent (and significant others in their lives). This is due to the success in
networking and relationships building that CCS staff have been conducting.

CCS has been actively working towards minimizing the wait list as much as
practicable by offering extra services such as a standby list, supervised skype
conferencing, double ups and increasing the number of supervised contacts on a Monday
and Friday. We have also increased the quality and consistency of communication with
our clients in regard to the waiting list and their place in the queue.
CCS has continued to work closely within the Family Law Court system and has a representative at each of the
Family Law Court Circuit sittings, able to answer questions immediately. This program is continuing to receive high
praise from the legal fraternity as well as the Magistrates and specifically, Her Honour Judge Terry.
Seven families have successfully moved from supervised contacts to self management. One is using CCS for
change overs occasionally.
During a first child orientation, CCS workers encountered strong child reluctance to separate from his mother. CCS staff
worked with the child with the mother in the room for some time. The second Child Orientation showed a remarked
improvement with the Mother being able to leave the room for a brief period of time. Another child orientation is
booked and CCS workers feel that after this one, Supervised Contacts will be able to go ahead.

What do the CCS staff do well?

… communication with
kids; know the kids’
needs …
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Coledale Community Hub
The Coledale Community Hub provides information, referral and advocacy
services to the Tamworth Community. The Service currently coordinates and
facilitates the use of part of the Coledale Community Centre which is owned by
the Department of Family and Community Services. We are able to offer an
opportunity to provide a safe space for the community to access resources
including computers, television, tea and coffee but most importantly, support
from staff.
There has been an increase in usage over the past 12 months with the majority
of users accessing the hub for information and referral, access to the internet
and room bookings.
The Hub regularly hosts events and programs, often forming partnerships with
external service providers. It is a great way to connect community members
with services through informal referral pathways.
Some highlights of the year include our NAIDOC event with a visit from exfootballer Nathan Hindmarsh, National Aboriginal and Torres Strait Islander
Children’s Day celebrations, cultural training, Close the Gap luncheon, school
holiday activities, IDAHOT (International Day against Homophobia,
Transphobia & Biphobia), Dental Rescue Day, and an awareness visit from the
Fire Brigade held in Granny Munro Park. During the course of these activities
and many more we have worked closely with and built a strong relationship
with the Coledale Health and Education Clinic.
Consultation is a high priority. This is done through one on one interaction
with members accessing the hub and through community meetings and
surveys. The information is collated and taken into consideration when
bringing programs and services to the centre.

“I think it is great that I can access the Hub, I wasn’t aware I could use
the computers free of charge until a friend of mine advised me. Now I
attend on a regular basis to do study for my course I am completing. I
find it a good way to get out of the house and actually make time to
study.”

“I have been coming to the Hub for a long time; I enjoy a coffee and
chat. Most days I call in and sit and watch TV. I recently had the girls
help me complete paperwork for the NDIS. They were a great help and
helped me get the information I needed.”

“I haven’t had permanent housing for quite a while and I have been
living in between family member’s houses. Due to circumstances out of
my control I found myself homeless. After seeing a doctor at the health
clinic he referred me to the hub, the staff were able to help me get in
contact with services that could help with housing and other health
professionals.”
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Outreach Early Intervention Family Work

The Outreach Early Intervention Family Worker (OEIFW) program
aims to assist families by solving problems early, through linking
families into a wide range of supportive networks. It enhances
knowledge and confidence of parents, as well as improving
educational, social and health outcomes for children 0 to 8 years
living in the Quirindi, Walhallow, Werris Creek, Manilla and Barraba
areas.
OEIFW has been active in the community ‘Birth to Beyond’ packs
were issued to Health One to distribute in Quirindi. ‘123 Magic and
Emotion Coaching’ has been held at Quirindi for community locals.
OEIFW regularly attends the following playgroups to offer advice
and support where needed:
• The Quirindi ‘Beehive’ Playgroup
• Werris Creek Playgroup
• Manilla Playgroup
• Barraba Playgroup
The OEIFW program has been working in partnership with Ooranga
and Barraba Preschool to deliver a school transition program, to
support 4 and 5 year olds who are going to school the following
year. This program focuses on providing activities that are
individually appropriate to further develop and master their skills.

When graduating from the transition program each child
received a lunch bag or school bag.
Literacy and numeracy was a focus initiative this year. When
travelling around to all the different playgroups we take along some
fun activities to promote learning with a literacy or numeracy
aspect. One activity was
finding the hidden letters
in rice; it was a fun way
to learn the alphabet
through a hands-on
experience.

OEIFW has been working with a client to help with their financial stress; they have been working hard at
reducing their debts. “I am now thinking about saving for the future purchases instead of going into debt
and struggle to afford the repayments.”
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Home Interaction Program for Parents and Youngsters
The Home Interaction Program for Parents and Youngsters (HIPPY) is a two-year home-based early childhood
learning program that works with families with young children aged 4 and 5 years old in disadvantaged
communities. HIPPY empowers families to take an active role in their children’s education, development and
overall wellbeing.
HIPPY coordinated various events during the year, including a celebration for National Hippy Week, Families
Week, NAIDOC week, Aboriginal and Torres Strait Islander Children’s Day, school holiday events, Children’s Day,
an Easter Egg Hunt, HIPPY Graduation and the Annual Client Christmas Party.
We had a visit from our National HIPPY Consultant. She spent three days participating in training sessions, home
visits, a parent gathering and a session of HIPPY Hooray. The feedback we received was very positive and
acknowledged the hard work that the HIPPY staff and families put into the program. The second visit was our
Major Assessment of Quality which looked at all aspects of the HIPPY Tamworth Program. Again the feedback
was overwhelmingly positive, “Tutor Training at HIPPY Tamworth is of a very high standard. The Coordinator is
thoughtful, insightful, extends the concepts, and enhances the Activities and the Educational Language for her
Tutors. The Enrichment topic observed was around Accelerated Reading and her presentation brought the
‘Something Else’ storybook to life”.

Supported Playgroups – Tamworth and Quirindi
Dhiiyaan Aboriginal Locational Supported Playgroup delivers Aboriginal and Torres Strait Islander parenting
programs to the community within the Tamworth Local Government Area. Dhiiyaan coordinated four weekly
playgroups within the Tamworth Local Government Area; Play and Chat, Come and Play, Mums and Bubs and
Healthy Dhiiyaan.
Quirindi Aboriginal Supported Playgroup (QASPG) provides a structured and positive learning environment in
which children from birth to school age can socialise, play and learn. Although priority is given to Aboriginal
Families, non-Aboriginal families are also welcome. It is positive to see that a large mix of families from varied
backgrounds can come together and see the positive benefits of the playgroup for their children and their
families.
The ‘Come-N-Play’ Supported Playgroups, support families with children between the ages of 0 to 5 years during
playgroup sessions in both Oxley Vale and Hillvue and 0 to 8+ years during school holiday activities. This service is
available to families, single parent families, grandparents and other carers, first time parents, young parents,
Aboriginal and CALD families.
Our focus during groups is to enhance the child's development through experiential learning. This includes books
and early reading while promoting the value of these activities to parents. To help improve the child's motor
skills, health, well-being and social identity we plan a physical education session and provide an environment that
is inclusive and fun. We also provide a healthy morning tea and during our groups our aim is also to promote
healthy eating/living.
We provided school holiday events for all TFSS families. These include the annual Easter Egg Hunt and client
Christmas Party. Around 130 attended. Other school holiday activities have included, Messy Play Day, excursions
to the Scully park and town Pools, Miniature Trains and Anzac park.

{

}

A young mum of two young children, 5 and 2 years, started at Dhiiyaan 5 years ago when she was pregnant
with her first child; she moved away and has recently returned back to Tamworth with the two children.
Mum now attends Play & Chat, Come & Play and is a Dhiiyaan transition-to-school client. Through our
workshops, playgroups and guest speakers, she has grown into a more confident woman and mother.
Her 5 year old daughter started school this year. We worked closely with her daughter to prepare her and
provided the mother with the right tools to support the transition. The daughter has recently experienced
bullying at school. Mum was comfortable in talking to us about the issue and we were able to give her the
tools to help her daughter through it and support her with meetings at the school to resolve the issue.
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155 families
from Tamworth
and Quirindi have
attended
playgroup this
year.

“The HIPPY program has been enjoyed not only by my daughter but her siblings, as well
as myself. Pretty much the whole family enjoys it.”

I was at a local school setting up for one of our playgroups when I overheard a couple
of students having a discussion. “Have you heard about the HIPPY School? My little
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sister is in it and it is really cool. Kim, Early Childhood Team Leader

Family Services

Promoting opportunities for children and families

Sue Snook
Manager

Youth Hope
Youth Hope is a program designed to give families extra help and support when required. We work with 9 to 15
year olds and their parent/s or caregivers, where there have been Child Protection concerns that are screened as
high and/or very high risk. We work closely with the ‘focus child’ or children, and the family, to ensure the family
is supported holistically by enhancing formal and informal networks.
To ensure the success of the program, creative and innovative casework
strategies are implemented and are unique to each family we support.
The program is responsive, individualised and maintains a level of
flexibility required to meet the needs of the young person and their family
and is responsive to family changes.
The Youth Hope team has presented group work topics such as: Healthy
Relationships, RAGE, Managing the Bull and Homework Group. We have
also been involved in Youth Week activities in Tamworth, Gunnedah and
Manilla and NAIDOC Week in Tamworth.
This year we also presented an eight week course with Marc Sutherland.
The Yarranduul Youth Program was a great success. It was really
emotional to see the growth in these young people and the pride in all of
those lucky enough to witness their dances. In particular to see one
parent hug their child after the performance and hear them say how
proud they were of their child. The young person’s face lit up.

Staff “are very willing to go above and beyond to make sure kids are safe and well looked after”
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Child, Youth and Family Support
Child and Family Support (CFS) targets families with children who are
under the age of 13 years, or are
expecting a child.
254 clients
‘Healthy Home, Happy Family!’ was at
were assisted
capacity this year with 17 parents. The
through
group had presenters from oral health,
individual case
the Cancer Council, Tamworth Fire
management
Service, a real estate owner and first aid
trainers. ‘123 Magic & Emotion Coaching’
and ‘Group Triple P’ continued to be in
high demand. Due to this, the team trialed holding
an evening course of ‘123 Magic & Emotion
Coaching’ and everyone who attend completed the
group. Several evening
courses will now be held.
CFS, along with Hillvue Public
School, has collaborated to
run a hygiene and puberty talk
for girls in Year 5 and 6. The
girls all received a dignity pack
at the end of the workshop.

142 clients
attended
parenting
programs

What did you like most
about Young & Keen?
“how easily it was to talk
about things”
“the support I was offered
for my past and present
experiences”
“learning how to do CPR on
a baby and adults”

In term 4, 2016 we trialed a
skills group, ‘Young & Keen,’
which targeted new young or
expecting parents aged 21 and
under. The attendees said
they desired the group to
continue as they were finding
86% of case managed
it beneficial. Based on this feedback the
clients completing
CFS team expanded ‘Young & Keen’ to a
evaluations, report
weekly group within school terms. The
they learnt new
group covers a range of topics which are
useful to new and expecting parents. A
things to help them
few favourites were baby first aid,
with their parenting
fitting car seats, post-natal yoga and
sleep & settle techniques. Parents
appreciated the community health
nurse attending group most weeks and weighing their little ones.
The Coledale Youth Project targets young people aged 12 years to
under 18 years and their families. Janaya had been a participant of the
Hip Hop Program at Coledale. Last year we did a CD to raise money for
TFSS and CYP had the opportunity to work with Janaya Lamb along with
Taylor Williams through the Song Competition. This year Janaya was
asked to sing at the CD launch of Aleyce Simmonds (TFSS Ambassador).
“It was special to witness Janaya light up the stage and wow the crowd”.
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Intensive Family Preservation /
Intensive Family Support Program
The Intensive Family Preservation (IFP) Program targets families with children 0 to 15 years at significant or
imminent risk of harm or placement into out of home care.
In September 2016 the Intensive Family Preservation (IFP) and the Intensive Family Support (IFS) Programs were
rolled into one program: The Intensive Family Preservation (IFP) Program. With the new IFP guidelines, the
timeframes were changed from 40-52 week to 26 weeks, with client visits changed from 4-5 times a week to 2-3
times a week. The total number of clients at any point in time has remained the same, at 9, and the intensive
phase of 12 weeks with gradual step down has also remained.
One of the last families to complete the 40/52 week program on the IFS program was a Dad and three boys aged
between 4 – 14 years. Mum was the perpetrator of domestic violence, severe neglect and as a result the children
suffered failure to thrive which impacted significantly on the children. Mum had to leave the home due to the
risk to the children. Dad now was the primary carer for 3 children with chromosomal abnormality duplication,
autism, ADHD and the youngest child is also legally blind.
The dad was extremely overwhelmed of the responsibility that was ahead of him with medical appointments,
finances, cleaning and caring and nurturing three boys with disabilities, as his partner/ mother of the children had
control of everything for many years. However with the support from the case worker, the dad was able to
organise appointments to fit in with his schedules. Routines were developed in the home for cleaning and meal
times, dad also learnt how to budget, although his most difficult personal challenge was learning how to cook.
With the support and role modelling by the case worker he has achieved his goal.
The two eldest boys were very antisocial before the program, however they enjoyed the school holiday activity
programs for IFP and interacted positively with the other children at these events. In particular, they enjoyed the
photo booth and the water slide activities. In July 2017 the family exited from the program as they had achieved
all their goals.

Staff provided “knowledge and support to to increase parenting skills”
IFP Client
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Goodbye
to the

Bicentennial Park
Office
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Homelessness and Domestic Violence
Supporting people to build positive futures

Tanya Rogers
Manager

Reconnect Gunnedah and Narrabri
Reconnect seeks to reduce the risk of homelessness in youth aged 12-18 years through early intervention
programs and case work. The aim of Reconnect is to give young people the tools to achieve their goals – stabilise
their living arrangements, build connections to community, education and employment. The Reconnect program
thrives on connectedness to community and community involvement.
A highlight was in November; Reconnect Gunnedah assisted in the planning and set up of a community art
instillation “In their shoes”. This coincided with the 16 days of activism from the International Day of Elimination
of Violence against Women. Each pair of shoes was to symbolise an incident of domestic violence experienced
within the Gunnedah community.

Within 3 months of signing onto Reconnect, a young person was supported to start working part
time whilst at High School, linked in with a GP, engaged with CAMHS, had special benefit payment
established from Centrelink, had their first dentist check up, and most importantly moved out of
an unsafe living arrangement into safe, secure accommodation.
A 16 year old client was not engaging in her schooling. She had a lot of absences and was not doing her
work. Since working with Reconnect, this student has turned her life around. We worked on goal setting
and put things in place to increase school attendance. She now attends class regularly, has been getting
really good marks on assessments, and best of all has landed herself a school based traineeship for next
year at the local Hospital. She has expressed interest in one day becoming a nurse. She also now tries to
motivate her peer group to do their work also.
One young person with numerous disabilities presented to Reconnect while she was couch surfing. Her main goal
was to have safe accommodation. Reconnect supported this young person to attend rental inspections with
private real estates, clarify Centrelink payments, assist in accessing NDIS support, referred her to the Personal
Helpers and Mentors program, liaise with the property manager, access financial counselling through money care
and support attendance at sexual assault counselling sessions. The young person was successful in securing an
initial 3 month lease – which has subsequently been completed and renewed, for a further 3 months.

20

Staying Home Leaving Violence
Tamworth and Inverell
The Staying Home Leaving Violence (SHLV) program allows for
a comprehensive assessment of risk for women and their
children affected by domestic and family violence. Safety
planning and case management strategies support the process
of enabling domestic and family violence victims to remain
separated from a violent partner and remain safely in a home
of their choice.
SHLV has provided education, support, advocacy, court
support, referral and brokerage for safety upgrades,
counselling, school excursions, school uniforms, tutoring, and
petrol assistance for women and their children engaged in the
program.
Staff have facilitated the Domestic Violence (DV) Group, with
participants being internal, external and SHLV clients. The
program has been actively involved in collaboration with other
services and in attending community activities; joining the
locals having light conversations about Domestic Violence and
informing them about the service we have to offer.
Share the Dignity has
donated several hundred
handbags
containing
toiletries,
beauty
products and hygiene
items for clients who
could not afford these
items
themselves.
Clients have felt very
spoilt and wish to pass
on their sincere thanks
to
the
Tamworth
community for their
contributions.

The SHLV program was successful with
a long term client (17 months) exiting
the program this year, after being
referred due to serious domestic
violence with her ex-partner. The client
was referred by a previous client who
had received support from the SHLV
program. The client and her two
children were supported to remain in
the local area and provided brokerage
assistance to relocate to reside with
family members.
The SHLV program and the client’s
family provided support for the client
to continue in her area of employment
and remain engaged in the community.
The client has worked through the
Family Law process and been
successful in gaining custody this year
of her two children. Supports are in
place regarding the children and
contact with their father.
Client stated she is “now able to move
forward and start to enjoy life with her
children.”

66 women have been assisted with
Individual Case Management
The TFSS Tarago
continues
to
travel far and
wide to spread
the word about
the impacts of
Domestic
and
Family Violence
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68 children have received
direct services

“I was going to move away to escape all of
this, until I found you. You are both truly
angels, thank you for your help.”
SHLV Client

Tamworth
Homelessness
and Housing
Support
Services

Our service assists men, women and families and youth who are homeless
or at risk of homelessness, including women and women with children
affected by domestic and family violence. Two stories, in particular, stand
out for our staff.
A young woman who has had multiple accommodation stays at the refuge
since 2014 will be moving into her transitional property. Historically Mary
would come and go from the refuge and her support periods and
engagement would be sporadic. Since this accommodation period Mary
has engaged with the service and has achieved many positive outcomes.
Mary’s living skills have developed over this period and she is now capable
of cleaning, preparing nutritious meals, meal planning and shopping,
assisting other young residents, regularly attending TAFE and has saved
money to go toward her bond. Mary attended the NAIDOC celebrations in
the park and whilst there, assist staff with activities.

An older woman came into the women and children’s refuge in September 2016
referred from Centrelink. Sue had been the victim of Domestic Violence from her
husband for over 30 years. Sue would not speak to staff and spent most of her time in
her room. Sue (not her real name) was fearful of leaving the refuge in case her husband
found her. After many months in the refuge, Sue came to trust the staff and
started to leave the refuge to go shopping or to the doctor, but would only do
Homelessness Services
this if a staff member accompanied her. Sue stayed in the refuge for over 6
this year supported over
months until she built the confidence to move into a transitional property. Whilst
916 young people,
engaged with the service Sue got her own bank account, learnt how to use a
women, men and families
computer and mobile phone, cook and was linked into a community sewing
who were homeless or at
group. Sue remained in the transitional property for 4 months and has now
moved into her own unit. Sue received Domestic Violence support and was
risk of homelessness.
referred to a counsellor for trauma. Sue has re-established her
relationship with 2 of her 3 adult children. Sue will now be transitioned
Over 50% of homelessness
over to SHLV to ensure the safety of her new property.
program clients identify as
Aboriginal or Torres Strait
Islander

Before

After

Youth Refuge upgraded their BBQ area with a new mural to provide a
“Zen” space for young people.
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Homelessness teams are very engaged with their core business as well as being actively involved in community
projects and activities including the Homeless Connect Day, Remembrance Day and many more …
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Women’s Domestic Violence

Awareness

Court Advocacy Service

and Events

The Women’s Domestic Violence Court Advocacy Service
(WDVCAS) is a free service to assist women access the justice
system to protect them from domestic violence.

TFSS coordinates and attends many
events throughout the year

The Service:
 Advocates for women to ensure that the Apprehended
Domestic Violence Order (ADVO) meets their needs
 Accompanies women to court and supports them through
the process
 Ensures that women have legal representation in court if
they want it
 Refers women to services which can assist them, such as
housing, Centrelink and counselling
This year we have seen the roll out of a new program to the area.
In collaboration with Oxley Local Area Command, WDVCAS host a
fortnightly Safety Action Meeting (SAM). The purpose of SAM is
for key agencies to participate in the immediate reduction of
lethality for victims of domestic violence who are deemed at
serious threat. The rollout of this program has welcomed 5 new
staff in the WDVCAS in 2017
Feedback from stakeholders has been very positive regarding
actions arising from the Safety Action Meetings to reduce the
threat to victims and Police report a reduction in recidivism for
victims.
Feedback from the WDVCAP (funding body) in relation to the last
report submitted confirms the achievement of set targets and
acknowledges the positive changes and focus on continual
improvement introduced this year. These include pre, at and post
court work, improving access to the justice system for Aboriginal
women, review and evaluation of our systems and record keeping
and the implementation of Safer Pathway reforms.

Tamworth Local Coordination Point (LCP)
referred 67 women at serious threat to a
Safety Action Meeting in the 4 months
March - June 2017.

Staff “help to lower my stress and access the
right supports

Client
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Domestic Violence Disclosure Scheme
This is a pilot program to help survivors and people at risk of domestic violence (DV). The program allows NSW
Police to tell people, both women and men, who may be at risk of domestic violence, if their current or former
partner has a history of violent criminal offences. It is not a register or a list, rather a way to seek information
about a person’s proven violent offending history to help reduce the risk of domestic violence in the community.
The Scheme can empower people who may be at risk by helping them make informed decisions about their
relationships.
2016-2017 has seen significant increases to the numbers of people accessing TFSS 24/7 crisis response service and
a healthy increase into the number of domestic violence disclosure applications. This increase has been a result of
the intensive marketing and promotion efforts of staff in the scheme. Raising awareness has resulted in referrals
and third party applications from concerned parties. This program is still in the pilot phase, however TFSS has
recorded the second highest numbers for the pilot sites which is a promising result considering the other sites are
metropolitan based. It is hoped that this program which is based on Clare’s Law in the UK will continue to be
funded and rolled out state wide as a valuable early intervention tool for the prevention of domestic violence.
TFSS DV staff have been gifted to work with some
amazing and courageous women and men who have
experienced domestic violence. Their determination for
change and to have a future free
from
violence
is
often
captivating. The community has
also been captivated by the
plight of domestic violence in the
community and TFSS has
received
many
generous
donations
to
assist
with
victims in our
community.
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Reporting on domestic and family
violence is sometimes a double
edged sword – in one way we praise
the amount of numbers being
recorded but yet we question: Does
this mean an increase to the overall
rates of incidents or are we finally
getting traction and no longer living
in silence?

Other Programs & Initiatives

Financial Counselling
People from all walks of life can find themselves with money problems. A financial counsellor is a non-judgmental,
qualified professional who provides information, support and advocacy to people in financial difficulty. Their
services are free, independent and confidential. The Financial Counselling service is available to all TFSS clients,
across all TFSS programs.
Assistance provided to clients includes;
 negotiating with creditors to reduce
payments or waiver debts,
 educating clients on income versus
expenditure,
 educating clients on alternative options
to high interest loans and leasing goods,
 advice if bills, fines or debts cannot be
paid,
 providing information about possible
government assistance,







budgeting,
banking and money management
strategies,
preventing disconnection of utilities,
providing information and advocacy
regarding early release of superannuation
and providing information about
bankruptcy.

TFSS is an EAPA (Energy Accounts Payment Assistance) distributor to TFSS Clients and the general public. 203
people were assisted to access $92,150 of monetary assistance to keep their power connected.
A highlight for the Financial Counsellor was the story of Kay. Kay is a 21 year old Aboriginal female with 3 very
young children. Kay had become homeless after her relationship broke down due to Domestic Violence. Kay was
referred to the financial counsellor via the Youth Refuge due to debts with payday lenders, rental companies and
Telstra. The Telstra debts were incurred by her ex partner as he connected an internet plan and a mobile in Kay’s
name leaving her liable for a $965 and $5,809 debt. I was able to advocate to Telstra regarding Kay’s
circumstances and have both debts waived totalling $6,774. Kay returned some of her rental items to make these
repayments lower which allowed her to pay off the pay day loans. With the assistance of the Youth Refuge case
worker, Kay is now housed and able to meet her essential expenses without being in financial hardship.

66 clients have been
assisted with
managing their
money and debts

23 clients identified
as Aboriginal and 24
were male. 2
identified as CALD

“Thank you so much. The skills I have

learnt through my journey will assist the
children and I to create a positive
financial future” Client

Since September 2012, TFSS
has assisted 443 clients to
pay off a total of $303,000
through Work and
Development Orders
(WDO).

“I appreciate the help in this rough time
that I had. You made things less
stressful” Client
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Central Intake
The Central Intake Line was implemented in late 2014 in order to connect clients to the right program, streamline
the process for clients and service providers, increase staff productivity and due to system reforms. Service
providers have one central point of call to make referrals or gather information. When a client contacts the
service they are provided with information, transferred to their case manager or an assessment is completed
depending on client need. Where a crisis response is not needed this assessment is then taken to a weekly
allocation meeting where the managers of the programs come together to link clients in with the most
appropriate program. Crisis response calls are sent through to the most appropriate referral avenue.

Central Intake Statistics
1200

1026

1000

12,397

975

800

Total number of
calls through the
Central Intake Line
1/7/16 – 30/6/17

685

600
400
200

(up from 11,249 in the
2015-2016 financial year)

0
Clients Referred

Assessments
Completed

Clients Engaged

Client Demographics
Clients with a disability
Culturally and Linguistically Diverse

5

Aboriginal and Torres Strait Islander

3

Allocations per Program
Homeless Services
11%

Family Services

2%
41%

OEIFW

2%

Playgroup

2%

CCS

5%

SHLV
20%

27

Youth Homeless
CAPS

8%

DVD
6%

12

Torres Strait Islander

Aboriginal Clients

3%

566

Not Allocated

477

Reconciliation Action Plan
Tamworth Family Support Service (TFSS) recognises Aboriginal and Torres Strait Islander peoples as the First
Peoples of Australia. Our inaugural Reconciliation Action Plan (RAP), ratified in 2014, saw TFSS formally commit to
improving the outcomes for Aboriginal and Torres Strait Islander peoples through the programs we deliver. Since
that time we have committed to developing targets to ensure we are making a difference.

The 2016-2018 RAP is well on it’s way to being a success. The current
RAP Working Group meet monthly and have been working hard to
deliver on the targets outlined in the document.
Some of the success stories so far include:


The TFSS RAP being endorsed by
Reconciliation Australia.



All staff have received outlook calendar
invites for significant cultural dates.



The RWG have worked with
management on planning to
implement a selection of Len Waters’
work site recommendations including
displaying the TFSS Acknowledgement
of Country and Yaama and Yaluu signs
at each work site.



RAP Handbook developed and
distributed to staff. Belinda Kotris
attended each team meeting to
distribute and discuss the RAP.



TFSS currently has ten Aboriginal
employees.



Feedback on TFSS has been sought
from Aboriginal community members.

Thank you to all of the staff who attended the
Reconciliation Week event hosted by the RAP Working
Group. Thank you to the Gomeroi Dance Company and
Galala River Care for providing an opportunity to yarn
about the importance of cultural values, cultural practices
and the importance of taking care of Country.
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Workplace Health & Safety
TFSS Health and Safety Policy explains the organisation’s continued commitment to improving our health and
safety systems, providing a safe workplace and our legal compliance.
TFSS actively consults with workers over health and safety matters and understands that health and safety is
everyone’s responsibility, irrespective of position. Our senior managers engage in and promote the organisation’s
health and safety management system and all job descriptions identify health and safety responsibilities.
TFSS has specific policies that give workers clear guidance around health and safety issues such as Harassment
and Bullying, Smoking, Alcohol and Drugs, Issues and Disputes, and Environmental Sustainability.
Wellbeing is important to TFSS and staff receive regular supervision and are encouraged to take personal leave as
required.
TFSS Health and Safety Representatives, Fire Wardens and First Aid Officers consult with others and work
collaboratively to identify and report workplace hazards or safety concerns and to put controls into place.
Workplace inspections and emergency drills are conducted on a regular basis.
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Quality Assurance
TFSS is an organisation that has a strong sense of purpose, commitment to quality and achieved 100% compliance
against the NSW SHS Quality Assurance standards. TFSS staff know why the organisation exists and play an
integral role in the services TFSS provide.
TFSS teams, in all program areas, completed an organisational Quality Health Check Staff Self-Assessment. A
report was prepared by the Miller Group, Social Policy & Management Consultants, and results indicate a high
level of staff satisfaction and organisational capacity.
TFSS is continually improving its practice and aims to consistently meet the needs and expectations of the people
engaged with the service and understands that staff satisfaction and customer relationships are vital to the
success of the organisation.

Climate Survey May 2017

93%

83%

87%

of clients were
satisfied with the
service provided

of clients indicted
that TFSS helped
them to achieve
their goals

of clients felt TFSS
has made a
positive difference
in their lives

(up from 74% in May
2016)

(up from 81% in May
2016)

(up from 90% in May
2016)

84%

80%

of clients felt
culturally respected

of clients felt they
were assisted to
learn new skills

(up from 71% in May
2016)

(up from 67% in May
2016)
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Staff Feedback
“I have always been extremely supported in
my role, never turned away when in need of
“80 days, 561 hours. For
the past 5 months I have
leant from the best. They
have become my friends
and mentors. Each wise
word, kind advice and
hilarious story has made
me love coming to work
every day. Cheers to them

support and never have I worked for an
organisation that takes into consideration the
well being of employees as TFSS does. TFSS,
from what I have witnessed, makes every
possible attempt to support employees but it
is also the responsibility of all employees to
ask for support if they need it and to follow
through with procedures when expecting
solutions.”
Staff Feedback Survey, November 2016

and their tireless efforts.”
Workplace Student, June 2017

Stakeholders Snapshot Survey August 2016

82%

69%

of stakeholders
believe TFSS is
professional,
equitable and
inclusive

of stakeholders
believe TFSS
communicates
effectively about
it’s programs

95%
agree that TFSS
makes a valuable
contribution to the
lives of people
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95%
of stakeholders
believe TFSS
encourages
collaboration

“TFSS is at the forefront of our region’s welfare industry with compassionate and
motivated staff. All initiatives and progress have TFSS’ involvement within the
process. The staff and the organisation’s motivation is inspiring”
Stakeholder, May 2017

Our Resources
Where does our money come from?

Where does our money go?
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How are our programs resourced?

How have we grown?

33

And the Winner is …

Winner: TFSS
Excellence in Mental Health Recovery
2017 Tamworth Quality Business Awards
Proudly sponsored by Flourish Australia

Winner: Leigh Smith
Commitment in Promoting Equity for Women
2017 Zonta Advocate Award
Proudly sponsored by Regional Australia Bank
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Acronyms
24/7
AHDH
ADVO
AOD
APVO
ATSI
CALD
CAMHS
CaPS
CCS
CCC / CCH
CPR
CYP
CY&FS
D&FV
DV
DVDS
DVLO
DVRE
EAPA
EIPP
FaCS
GP
HIPPY
HSR
IDAHOT
IFS
IFP
LAC
LCP
LGA
NAIDOC
NDIS
NGO
NSW
OEIFW
QASPG
RAGE
RAP
RWG
SAM
SHLV
SHS
TFSS
THHSS
Triple P
TSPG
TYHSS
WDO
WDVCAS / WDVCAP
WHS
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Twenty-Four Hours a Day, Seven Days a Week
Attention-Deficit Hyperactivity Disorder
Apprehended Domestic Violence Order
Alcohol and Other Drugs
Apprehended Personal Violence Order
Aboriginal and/or Torres Strait Islander
Culturally and Linguistically Diverse
Child and Adolescent Mental Health Service
Children and Parenting Support
Children’s Contact Service
Coledale Community Centre / Hub
Cardiopulmonary Resuscitation
Coledale Youth Project
Child, Youth and Family Services
Domestic and Family Violence
Domestic Violence
Domestic Violence Disclosure Scheme
Domestic Violence Liaison Officer
Domestic Violence Response Enhancement
Energy Accounts Payment Assistance
Early Intervention and Prevention Program
Family and Community Services
General Practitioner (Doctor)
Home Interaction Program for Parents and Youngsters
Health and Safety Representative
International Day against Homophobia, Transphobia and Biphobia
Intensive Family Support
Intensive Family Preservation
Local Area Command
Local Coordination Point
Local Government Area
National Aborigines and Islanders Day Observance Committee
National Disability Insurance Scheme
Non Government Organisation
New South Wales
Outreach Early Intervention Family Work
Quirindi Aboriginal Supported Playgroup
Renegotiating Angry and Guilty Emotions
Reconciliation Action Plan
RAP (Reconciliation Action Plan) Working Group
Safety Action Meeting
Staying Home Leaving Violence
Specialist Homelessness Service
Tamworth Family Support Service
Tamworth Homelessness and Housing Support Service
Positive Parenting Program
Tamworth Supported Playgroup
Tamworth Youth Homelessness Support Service
Work Development Order
Women’s Domestic Violence Court Advocacy Service / Program
Work Health and Safety

Our Supporters

Thank you to those who support us with funding and consultation, including:
 Australian Government – Department of Social Services
 Australian Government – Prime Minister & Cabinet
 Brotherhood of St Laurence
 Centacare New England North West
 HIPPY Australia
 Legal Aid – New South Wales
 NSW State Government – Family & Community Services
 NSW State Government – Premier & Cabinet
 The community for their generous donations
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