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Yaama. 

TFSS 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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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. 

Our Philosophy 
 

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 
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 community-
building 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. 

  

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 
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Our Strategic Objectives 
 
1. We are inclusive and respectful of people’s rights 

1.1. We commit to working within a human rights framework 

 
2. We are a regional employer that values employees and supports them to make a difference 

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

 
3. We build and support connections between people, communities and community-based 

organisations 
3.1. We strengthen partnerships and organisational capacity  
3.2. We enhance community knowledge and connection to services and community resources 
3.3. We implement local service delivery through formalised partnerships 

 
4. We will work to build the financial security of TFSS  

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

 
5. We know and tell our story and the stories of our communities 

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

 
 
 
 

Working Across the Region 
 
 
 
 
TFSS has 13 office locations with 
services covering 9 of the 12 
New England  
Local Government Areas 
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Chairperson 
 
 
 
Thriving communities, endless possibilities. That is the vision of TFSS. 
 
How do we ensure this vision is met? By focusing on building the best 
organisation possible.  Our organisation is people focused; focused on our 
clients; focused on our staff. We are committed to providing the best service possible to our clients and to do 
that, we need to have great people providing that service. In the May 2018 Client Climate Survey, clients have 
commented that our workers are “very kind”, “supportive”, “helpful”, “happy”, “considerate” and “courteous”. 
 
As an organisation that operates in the non-government sector, we are proud of our retention rate for 
employees. Many of our employees have been with us for many years. Indeed, Kim Smart celebrated 26 years of 
employment with TFSS this year. This dedication of service is something of which we are very proud. 
 
This is the first year the organisation has operated under our new structure of a company limited by guarantee. 
This is a mark of the growth we have experienced, with the organisation now operating a total income of over 
$5,000,000 annually. With this, TFSS provides a significant input into the economy. We currently employ over 95 
people, boosting the economy of the communities where our staff reside and work. We are a vital and integral 
part of these communities, providing services that aim to make these communities great places to live and thrive. 
 
TFSS continues to strive towards achieving our organisational core values of diversity, integrity, community, 
leadership and partnerships. As an organisation TFSS celebrates diversity. We are proud of our achievements in 
reaching many of the targets in our 2016-2018 Reconciliation Action Plan, but we understand that there will 
always be improvements to be made, and we look forward to meeting challenges. 
 
Personally, I would like to acknowledge the hard work of the Board of Directors and thank them for their time. At 
the last Annual General Meeting, we said farewell to Barbara (Barb) Mordue. Barb had been a long standing 
committee member, with over 10 years volunteering in the role. We will surely miss her experience, humour and 
guidance. Thank you, Barb. This year we also welcomed Natalie Scanlon to the Board and have been thrilled to 
take advantage of her expert knowledge, skills and experiences.  
 
Of course, special thanks are due to our Chief Executive Officer, Belinda Kotris, who has continued to lead a 
changing, growing and evolving organisation with foresight, wisdom and courage. Leading the organisation and 
staff, who together, have stepped up to the challenges of our new structure and have embraced it. Thank you 
also to the managers and staff of our broad and diverse organisation. 
 
TFSS is looking to the future, and the future looks very exciting. 
 
 

Jane Kibble, Chairperson, Board of Directors  

A MESSAGE FROM OUR 
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CEO 
 
TFSS’ performance this past year is the continuation of previous years efforts, built on the standards, operational 
excellence and client satisfaction delivered by our wonderful staff. That gives us the strongest possible 
foundations for our future.  
 
In August this year, I celebrated 20 years of working for TFSS. It is a very different organisation even from 10 years 
ago. The way we work has changed. We are far more agile; we have accelerated our adoption of new technology, 
digital platforms and the use of data to drive our work. We have fostered a culture that encourages diversity, 
inclusion and innovation. Hopefully this means that we are resilient enough to perform in all future conditions 
and outperform many of our peers. But of course, our environment isn’t going to stop evolving. We need to be 
mindful of our costs and open to new ways of doing business and delivering efficient and effect services to the 
clients and communities in which we work. 
 
The ultimate goal of our transformation is to secure the sustainability of TFSS. It’s not just about the actions we 
take in the short-term. We also need to think about the long-term – something that TFSS has done a great deal of 
over the last 39 years. 
 
When we scan our environment, there are global forces that are relevant to the success of TFSS today and will 
have an even bigger impact in years ahead:  Commissioning for outcomes, rapid digitalization, shifting client and 
workforce preferences and the implications of resource constraints. All these trends come with challenges, but 
they also bring new opportunities for TFSS. 
 
Continuing to deliver against our clear strategic priorities means continuing to strengthen our brand, keeping up 
to date with infrastructure and technology; maximising the competitive advantages by aiming to be the best in 
everything we do; focusing on our people, culture and leadership, because our skilled, engaged workforce is the 
key to our success.  
 
This is what sets TFSS apart from every other organisation and it’s why we continue to invest in our people, 
showcasing the amazing work they do. We need to continue to be brave and use our voice to represent those 
that may not have one, speaking up on issues that affect the people that we work alongside. We are as passionate 
as ever about helping unlock the potential of individuals and families. We believe the best way we can do that is 
by building a strong, sustainable future for TFSS as the organisation that represents individuals and families living 
in the New England Region. 
 
I would like to pay tribute to our management team who provide an outstanding level of service and 
professionalism. Thank you to the whole of the TFSS team; your passion, drive, capacity, capability, enthusiasm 
and commitment to TFSS to ensure clients get the best service possible is our greatest asset. 
 
Finally, I would like to thank the TFSS Board of Directors for your continued 
support and guidance. The strength of our culture and core focus on acting 
in the best interests of the organisation means we are uniquely placed to 
embark on the next stage of our journey. 
 
 
Belinda Kotris, CEO  
  

A MESSAGE FROM OUR 
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Management Team 
 Children Services Family Services  Homeless Services 
 Julie Green Sue Snook Tanya Rogers 
 Kim Smart Lisa Hetherington Joely Brennan 

 Domestic Violence Services Corporate Services Quality Assurance 
 Lynda Townsend Vicki Sheehan  Donella Urquhart 
 Susan Ring Leigh Smith 

Board of Directors 
 Jane Kibble (Chairperson) Yvonne Kent  
 Joanne Stead (Secretary) Janice O’Connor 
 Robert Taggart (Treasurer) Elizabeth (Liz) Shelton 

Barbara Mordue (retired 19.09.2017)  Emma Trigg  Natalie Scanlon 

80 Very Important Staff 

Chief Executive Officer 
Belinda Kotris 

Our People 
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Nurturing children, 

enriching communities 
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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. 

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.  

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.  

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.  

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.   
 
 

Supported Playgroups 
Playgroups enhance a child's development through experiential learning, while promoting the value of these activities 
to parents. This includes activities to help improve the child's motor skills, health, well-being, healthy eating/living, 
early reading, and social identity in environment that is inclusive and fun. 

The ‘Come-N-Play’ Supported Playgroups support families with children 0 to 5 years during playgroup sessions in both 
Oxley Vale and Hillvue, and 0 to 8+ years during school holiday activities.  This playgroup is available to all families, 
including single parent, grandparents/ other carers, young or first time parents, Aboriginal or CALD. 

Dhiiyaan Aboriginal Locational Supported Playgroup delivers Aboriginal and Torres Strait Islander parenting programs 
to the community within the Tamworth Local Government Area. Dhiiyaan coordinates four weekly playgroups; Play & 
Chat, Come & Play, Mums & Bubs and Healthy Dhiiyaan. 

Quirindi Aboriginal Supported Playgroup 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.  A mix of all types of families can come together and experience the positive benefits of the 
playgroup for their children and family. 

Children’s Services Programs 
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In July 2017, the Children’s Contact Service began SKYPE sessions with its first client family. These 

sessions worked well and all of the family members reported that they were happy with them. This 

family has now moved forward to conducting their own SKYPE sessions due to all members saying 

that things are a lot more civil between them. 

Children’s Services Success Stories 

A client of the Outreach Early Intervention Family Work program who had attended the 1 2 3 magic 

and emotion coaching group work program stated “I found it great and have been able to 

implement it well at home”. Having undertaken the program with her husband, she stated that 

“We are now parenting on the same level. I feel it has helped with arguments about parenting.” 

In partnership with NSW Fire and Rescue, the Coledale Community Hub held an event after a 

series of fires that had been occurring around Coledale .It was held in Granny Munro Park for the 

community to attend, with children and adults treated to fire information and education. The 

children loved their plastic fire hats and you could hear the children educate their parents on what 

to do in a fire as they walked away. We had some fantastic feedback from all community members 

about this event. 

A client of the Outreach Early Intervention Family Work program was in a lot of financial stress. 

She has huge debts with finance, electricity and debt collection companies. The client and case 

worker worked together, making a strict budget to be able to pay off her debt. After 8 weeks the 

case worker witnessed a big turn around in her thinking. She decided to take back the big 

television and computer she had on rentals as she couldn’t afford to pay without overdrawing on 

her bank account. She used EAPA vouchers to help with her electricity debt and has worked really 

hard to pay off one debt collector. She is now looking at the bigger picture and saving for the 

things they want as she has found out financing isn’t always the best option. 

In partnership with the TFSS Youth Homelessness Service, the Children and Parenting Support 

program workers were able to relocate a vulnerable client with a young baby from a property 

outside of Tamworth. It was overcrowded and had poor living conditions.  The mother and child 

were assisted into a transition property in Tamworth. Since then this client seems to be moving 

forward positively. 
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HIPPY Tamworth received very positive feedback from the Assessment of Program Quality visit in the 

last week in June. Comments from HIPPY Consultant included the following strengths: 

 “The quality of tutor training is reflected in the engagement of the parents and the excitement 

with which HIPPY tutors were greeted and interacted with by the children.  The children were 

talking about what they had done during the week … with parents.” 

 “HIPPY Tamworth and TFSS’ ability to holistically journey alongside some of their families, all the 

way back to Tamworth’s Age 3 HIPPY Hooray” … has contributed to “empowered families who 

are aware and engaged in their child’s learning journey”. 

 After one visit, the Assessor referred to the Mum as an example of an “engaged, informed and 

able parent”. The coordinator explained that a lot of support and assistance had been provided 

to this parent over a period of a few years, for her to demonstrate “such confidence in being her 

child’s first teacher.” 

“Playgroup is a great opportunity for 

myself to interact with other adults, 

in a relaxed and supportive 

environment. My child enjoys playing 

with other children and there is 

always lots of interesting activities 

for him to engage in, which supports 

his development. There are also 

other services that visit and that I 

can then link in with if needed in the 

future”. 

What was your favourite 

HIPPY pack or activity so 

far, why? “All of them 

because they all teach you 

different things and you 

learn more skills to help 

your child.” 

“Thank you, for always being 

welcoming and offering a 

variety of things for my children 

to do and play with. They have 

absolutely loved being part of 

your playgroup and we will 

surely miss you all when we 

move. Keep up the great work.” 

“TFSS make the whole 

process of parenting 

and changeovers less 

stressful and it is a 

good environment for 

the children.” 

One child said to 

their mum, 

“playgroup should 

be every day.” 

A family that has been using the 

Children’s Contact Service for 

supervised contacts has managed to 

come to mutual agreement so that 

the father can spend more time with 

the children without having to use 

CCS. Both parties are communicating 

better and have their children’s 

needs at the centre of their focus. 

“Lovely staff who 

are friendly to my 

child, it makes 

changeovers so 

much easier.” 
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Promoting opportunities for children and families 
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Child, Youth and Family Support 
The Child, Youth and Family Support program provides appropriately targeted child and family support services to 
families with a child under the age of 13 years, or who are expecting a child, to reduce the likelihood of children 
entering or remaining in the child protection and out-of-home care systems. These services are provided along a 
continuum of family and community needs from case management, practical skills groups, advice and support 
and a range of parenting programs to prevent children from coming into care. 

The primary focus of child, youth and family support services is accessing children, young people and families 
early and providing appropriate, short term supports to address identified issues and prevent escalation of 
problems. Aboriginal or Torres Strait Islander families receive priority of access to services under the child and 
family support service model. 

Coledale Youth Project 
The Coledale Youth Project targets low to medium risk young people aged 12 years to under 18 years and their 
families. The primary focus is accessing children, young people and families early and providing appropriate, short 
term supports to address identified issues and prevent escalation of problems. This service type targets young 
people and families where presenting problems, if left unattended, would likely escalate to the point where either 
a more intensive service would be required, or risk of significant harm is identified. Aboriginal or Torres Strait 
Islander families will receive priority of access to services under the youth and family support service model. The 
target group also includes homeless young people, whose homelessness is not entrenched. 

Intensive Family Preservation 
Intensive Family Preservation (IFP) is Family and Community Services’ (FaCS) highest-intensity placement 
prevention program. It is designed to work with families, with children 0 to 15 years, in crisis, whose children are 
at significant or imminent risk of harm or at imminent risk of removal and placement in out-of-home care. To 
make the decision to refer a family to the IFP service, FaCS must have sufficient evidence to indicate that the 
family will respond positively to action under the program.  

IFP is funded specifically to provide services using a holistic approach to addressing families’ needs. An IFP service 
intervention consists of a period of twelve weeks of intensive casework and 24-hour on call assistance, followed 
by a period of up to 40 weeks of continuous, multi-faceted and individually-tailored casework and assistance 
services. Since every family’s situation is different, the IFP program allows service providers flexibility to 
determine the types of services offered to children and their families, consistent with their individual needs. 

Youth Hope 
Youth Hope works 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. 
  

Family Services Programs 
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A family where the young person was running away, having inappropriate sexual relationships, self-

harming quite significantly, not attending school, and hanging out with people who were a negative 

influence was referred to Youth Hope. The case worker assisted the family and the young person with 

their request to change schools. The young person started to thrive, with no negative reports and grades 

greatly improving. They were signed up to play sport and started to play on a team with one of their 

parents and for their school. They also obtained a job, working in hospitality.  The young person is 

consistently taking their medication, which has helped to stabilize their moods and outbursts. 

Counselling sessions were organised, which also seemed to help. The young person has significantly 

decreased the amount of self-harming and is more open to talking to their parents. The young person’s 

relationship with their parents has also improved, is healthier, with more respect between them. There 

was a significant improvement in results between a survey at the beginning of engagement to the one at 

exit. 

Youth Hope held group activities 

during the school holidays with 

Addicted to Hair assisting the 13 

young females on our program 

to have their hair washed, cut 

and styled, while providing 

education around basic hair care.  

They all loved it and the 

difference in their smiles 

between before and after was 

amazing. 

Family Services Success Stories 
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The Child and Family Support program provided case management to a family consisting of a pregnant 

single mum with a teenage son in her care. The client had a previous history of heavy drug use, 

domestic violence and child protection intervention with her other children. The client engaged well 

and the service was able to assist her with securing appropriate accommodation, remaining healthy 

and drug-free during her pregnancy, increasing her parenting capacity through case work and group 

work and forming connections through referral to TFSS supported playgroups. The client’s baby has 

since been born and is thriving in a safe and healthy home environment. 

A single dad who cares full-time for two of his children who have chronic medical conditions was 

assisted by the Child and Family Support program. The client had applied for a carer’s pension 

approximately two years prior, however a number of communication breakdowns had meant the 

application was still being processed when he was referred to the program. The case worker assisted 

the client to obtain the multiple documents needed from different medical professionals and finally, 

after two years, is now receiving a carer’s pension. 

The Coledale Youth Project had two Aboriginal and Torres Strait Islander male clients aged 13 and 17 

relocated from another state. Both boys were respectful, engaging and very eager to start a fresh and 

new life here in Tamworth. The case worker was able to successfully enrol them into a local High 

School, sort out their independent finance, health concerns and social activities (included signing them 

up to the local sporting competition). When checking with the school, both of the boy’s attendance 

had been nearly perfect and they were doing well with minimal trouble or mishaps. The case worker 

also observed the boy’s network of friends growing and the Tamworth community accepting them. 

A mum has been working with the Intensive Family Preservation program since August 2017 with the 

long term goal of having her child returned to her care full-time. After 10 weeks, the child had their 

first sleep over and it was a success. The family then moved to two nights and slowly increased to six 

nights a week. In February 2018, the child was restored full-time. Mum also attended group work and 

stated that she has learnt new skills and has been putting them in to action. 

Youth Hope Scavenger Hunt 

Messy Play Day 

Donations of toiletries 
gratefully received 
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Supporting people to build positive futures   
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Tamworth Homelessness Support Services 
Tamworth Homelessness and Housing Support program assists young people, women, men and families who may 

be homeless or at risk of homelessness.  Our priority focus is to house those that are homeless and support them 

to sustain and maintain their tenancy.  We also provide support to those that may be at risk of homelessness in 

order to stop them from becoming homeless in the first place.  We provide youth crisis and transitional 

accommodation (16-24 years) and crisis accommodation for women, and women with children, with a priority for 

those women escaping domestic violence.  We have transitional accommodation for men, or men with children, 

and transitional accommodation for women and children. 

Reconnect 
Reconnect is a program based in Gunnedah and Narrabri which 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. 

               

Gunnedah’s White Ribbon Day Event with Reconnect 

 
  

Homelessness Programs 
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A woman who had endured horrific domestic violence was referred to the Tamworth 

Homelessness and Housing Support Service. Her children lived with their grandmother after 

removal by FACS due to the domestic violence relationship she was in. The client and case 

worker worked together to establish a realistic case plan with the focus of obtaining secure 

housing and getting her children restored to her care. She has now obtained long term 

accommodation and there is a restoration plan in place to have her 4 older children returned 

to her full time care. She also worked with CAPS and SHLV and achieved all her set goals 

through the homelessness program. She has expressed many times how grateful she is for 

TFSS’ support and has stated how proud she is of herself for establishing a better life for her 

and her children. 

Previous clients of the homelessness service caught up with their case worker.  They had 

recently handled a tricky housing situation well, with information they had gained through 

Rent it Keep it. After moving out of a small unit they had been assisted into by the 

homelessness team a year ago, they had found themselves a larger property.  The male had 

been physically assaulted and many threats where being made to the couple from 

neighbours. Instead of retaliating (as would have been the previous course of action for this 

man) he took complaints and reports to his real estate. The real estate agreed to let them 

out of the lease, however, stated that they were sad to see the couple leave as they had 

been excellent tenants. The couple had also been volunteering at various places and had 

made a lot of good social connections. 

A 14 year old girl was referred to Reconnect by a family friend. The young girl was suffering 

from social anxiety which had led to her not going to school. Her mother did not know what 

to do as she had also stopped engaging with her friends. The young girl had not been to 

school for eight weeks, however was getting work sent home which she was completing and 

sending back. After an initial meeting with a case worker, the mother booked her into the 

doctor who did a full health check, including blood tests. The doctor discovered she was 

lacking in vitamins which were increasing her levels of anxiety. The doctor recommended 

that she takes vitamin supplements and made a referral to attend the local psychologist to 

work on strategies. After one month she was back at school on partial attendance and is now 

attending every day. She even came first in her class in the half yearly maths exam. 

Homelessness Services Success Stories 

TFSS staff “are supportive and helpful” & have “made an enormous positive change to our lives” 

“Everyone involved is welcoming and supportive of any questions I have . They always offer help” 
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A young female client engaged with Tamworth 

Youth Homelessness Service after being referred by 

Coledale Community Centre. At the time of her 

presentation the client was living in overcrowded 

accommodation with her son and experiencing 

severe anxiety after losing all of her belongings in a 

house fire. Since securing private rental 

accommodation and engaging with mental health, 

her health has improved greatly. The client has 

advised that she feels very safe and secure in her 

current tenancy and she has formed strong 

friendships with her neighbours.  The client recently 

gave birth to her second child and has engaged with 

a TFSS Family Support Worker in order to receive 

ongoing parenting and family support.   

A female was referred to the homelessness 

service by Housing NSW. This lady has faced 

a variety of challenges throughout her life 

due to significant mental health conditions, 

substance abuse, domestic violence and 

homelessness.  Since being involved with our 

service she has achieved many goals which 

include, stabilisation of her mental health, 

remaining clean from substance abuse for a 

period of 4 months, exited an unhealthy 

relationship and is now residing in 

transitional accommodation. 

Reconnect Narrabri worked with a 17 year 

old. This young person had been getting into 

trouble at school, getting suspended for being 

in fights, truanting from school and general 

non attendance. Together with their case 

worker, the client worked on goal setting and 

behaviour techniques for a term. The young 

person started to turn their school 

performance around, began attending class 

and also helped a couple of their friends to 

become a bit more motivated at school. This 

young person has been offered a school 

based traineeship with a local bank branch. 

A young woman with 3 children became 

homeless after escaping DV.  After initially 

moving in with her parents, the young family 

moved into one of TFSS’ transitional properties.  

Whilst in the property she was assisted with 

referrals to legal aid, the financial counsellor, 

registered with a job service provider and 

supported to find alternative housing that  

was safe and affordable.  Since her 

involvement with the homelessness 

program, the children have settled 

into school and day care.  The young 

woman has been employed,  

approved for a private rental, 

saved for the bond and signed 

the lease. 

A 15 year old boy was referred to Reconnect by his 

mother as he had completely disengaged from 

school and the wider community. Due to his lack of 

motivation and low mood, significant conflict had 

started to occur between him and his mother. 

Through six months of case management he had 

been successful in gaining his provisional drivers 

licence, been linked with a job provider and had 

started re-engaging with his friends who would get 

together and go camping and fishing. Some time 

later the case worker spoke with his mother who 

stated that her son had gained a traineeship and 

was loving it; he now has his own tenancy and they 

have a great relationship. 
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Supporting people to build positive futures   
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Staying Home Leaving Violence 
The Staying Home Leaving Violence (SHLV) program based in Tamworth and Inverell 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. 

Women’s Domestic Violence Court Advocacy Service 
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. 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 and refers 
women to services which can assist them, such as housing, Centrelink and counselling. 

Local Coordination Point 
WDVCAS also hosts the Local Coordination Points (LCP) across the state as part of the Domestic and Family 
Violence Reforms. The LCP assists all women who are the victim of a domestic violence incident involving NSW 
Police with advice, information and referral within one business day of the event occurring. Intake and Referral 
Officers contact each victim, conduct a risk assessment with her and offers warm referrals to a range of support 
services including counselling, safety upgrades, housing and refuge accommodation, legal advice, emergency 
support and more. The program also coordinates and monitors Safety Action Meetings in which members 
develop safety plans for victims at serious threat of death, disability or injury as a result of domestic and family 
violence. The LCP establish partnerships with, and works in collaboration with, local police, local courts, other 
members of the justice sector and other local services to respond effectively to domestic violence 

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. 

Domestic Violence Response Enhancement 
The purpose of the Domestic Violence Response Enhancement is to enhance the existing service responses for 
women and children who are homeless or at risk of homelessness as a result of domestic violence. Focus is given 
to enhancing after hours support (eg. risk assessment, safety planning, case management, monitoring) and intake, 
and increase crisis and transitional housing options. 
  

Domestic Violence Programs 
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Staying Home Leaving Violence 

had a client who left an abusive 

relationship with her husband 

of 16 years and relocated. She 

now has her children enrolled 

in school and has managed to 

secure long term 

accommodation for her family 

and is currently looking for 

work. She attends our DV 

Group weekly as well as other 

education groups and is 

determined to keep  

moving forward with 

 her life free of  

domestic violence. 

A young 17 year old female who had been assaulted discovered 

she was pregnant so has requested that a disclosure be provided 

to determine if the perpetrator has a history – she has indicated 

that although she has no intention of returning to the 

relationship she wishes to cement her decision for the safety of 

herself and her unborn child. Once the disclosure is made 

regardless of the outcome staff and police are be able to work 

collaboratively and discuss with her the future risks, to not only 

herself, but to that of the child. It is hoped that this young 

woman will not be a future victim. 

The DV Response Enhancement program 

was called to assist with a young victim 

  who had been subject to significant trauma 

 after entering into a hostile relationship. In the 

immediate aftermath of a DV incident, case workers 

were successful in educating this young woman in 

DV – she was then able to identify the patterns of 

behaviours in the perpetrator. This young woman 

agreed to complete a DV disclosure application and 

has maintained her decision to cease the 

relationship permanently. She stated to the DV 

Liaison Officer that she refuses to ever be a victim 

again and will learn ways to help her avoid this. She 

has engaged with counselling for her trauma and 

 said she was a survivor from that day on. 

A woman with 3 children who had 

been affected by domestic violence 

was assisted by TFSS DV services to 

find private stable accommodation. 

Support was provided to access the 

start safely program through Housing 

NSW, to provide additional brokerage 

and support to the client. There was 

also a great response from community 

members and businesses to support 

the client with furniture and 

belongings to make a fresh start. 

The WDVCAS Aboriginal Specialist  

Worker has been working from the  

Coledale Community Centre on a Monday 

morning since May 2017. We are beginning 

to see increased numbers of Aboriginal women 

accessing information and support around domestic 

and family violence (D&FV) issues that would not 

ordinarily come into contact with the WDVCAS through 

the court system. Providing a service from this location 

allows women to connect with a specialist worker 

without ‘advertising’ that they are experiencing D&FV 

and the shame that comes with that for Aboriginal 

communities. 

Staying Home Leaving Violence recently 

 installed dummy cameras and security 

 lights for one of our ladies to the family 

 home. She expressed huge gratitude and 

advised that her youngest daughter and her own 

mental health have improved dramatically and 

anxiety levels have decreased. They no longer live 

in fear, and they are able to sleep better. Recently 

she referred her eldest daughter to us who was in a 

violent relationship and told her that we are 

genuine people with a genuine service. 

TFSS staff 

“understand & are 

compassionate 

towards my needs, 

goals and wants” 

“TFSS keep me well 

informed of my 

options and 

programs that are 

available to me” 
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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. TFSS is also an Energy Accounts Payment Assistance (EAPA) 
distributor to TFSS clients and the general public. 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.  

 
 
 
 
 
 
 
 
  

A 46 year female with no children in her care 

was referred for financial counselling from a 

TFSS DV service. The client was on a Newstart 

payment and living with the DV perpetrator. 

She had numerous debts but no creditors were 

actively pursuing her. As we were completing 

her money plan, it was discovered that the 

client had been paying $80 per fortnight via 

Centrepay to an energy company for a large 

debt. She was unsure how long she had been 

paying this and how much still owed. The 

energy company was contacted and it was 

discovered there had been an error with the 

account which meant that the client was 

entitled to be refunded the entire amount that 

she had paid to the energy company. After 

stopping the Centrepay payment, the financial 

counsellor assisted the client to collate the 

evidence to prove that she had paid this 

money via Centrepay and provide this evidence 

to the energy company. The client received a 

total refund of $5,920 and was hopeful this 

refund would assist her in distancing herself 

from the DV perpetrator. 

A male client was referred to the 

financial counsellor from Family 

Services. He had just separated from 

his wife and due to her unstable 

mental health, took custody of their 

5 children aged 3 to 16 years. The 

client had credit card debt, fines and 

a tax debt. The wife had previously 

taken care of the family’s finances 

and the client was anxious about 

managing this. The financial 

counsellor assisted the client with 

affordable payment plans to his 

creditors, setting up a budget and 

automatic payments for his bills and 

future savings. Over a period of 10 

months he was able to implement his 

budget, pay off his tax debt and 

started saving for emergencies etc. 

The client accessed several TFSS 

programs and stated “I don’t know 

what I would have done if TFSS 

hadn’t been around to help me”. 

Other TFSS Initiatives 
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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. 
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TFSS takes the vision of Reconciliation Australia 
seriously. We believe in a just, equitable and reconciled 
Australia and we work towards that in a number of 
ways, which are outlined in our TFSS Innovate 
Reconciliation Action Plan (RAP) 2016-2018. The RAP 
Working Group (RWG) consists of a number of 
Aboriginal staff and board members who meet monthly 
to ensure that TFSS is actively working towards its 
cultural competency targets and to plan the direction of 
a new RAP to commence in 2019. 
 
As part of their introduction to the organisation, new 
TFSS staff are invited to participate in a Reconciliation 
Action Plan [RAP] induction with a member of the RAP 
Working Group. As part of the process, staff complete a 
cultural self –assessment, receive an introduction to 
TFSS RAP and complete Reconciliation Australia’s Share 
the Pride online tool. To date 100% of new staff have 
been inducted to the RAP within one month of 
commencing employment. 
 
TFSS joined in with a number of cultural events and 
celebrations in 2017-2018. The Coledale Community 
came together on 15th March 2018 to mark Close the 
Gap Day with local Aboriginal students entertaining a 
huge community crowd. Close to 100 people attended 
the Centre and many local services joined together to 
show support and raise awareness of improving 
Indigenous Health Care.  
 
NAIDOC was celebrated on 5th July 2017 at the Coledale 
Community Centre and Granny Munro Park with a visit 
from former international and origin star Nathan 
Hindmarsh. Close to 250 people attended the event, 
with children and adults lining up to have a yarn and get 
a signature from the former NRL player.  
 
TFSS also supported Tamworth’s main NAIDOC Family 
Fun Day by attending and holding a community stall at 
the event in Bicentennial Park. Activities provided were 
sand art, natural playdough and spinning paint art. 
 
This year TFSS nominated Aunty Yvonne Kent for the 
local “Inspirational Aboriginal or Torres Strait Islander 
Woman Award” to acknowledge her contributions to 
TFSS and in the wider community.  Aunty Yvonne is an 
inspirational and proud Gomeroi woman and epitomises 
this year’s NAIDOC theme of “Because of Her We Can”. 
  

Reconciliation Action Plan 
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Workplace Health & Safety 
TFSS has a commitment to keeping staff, volunteers and clients safe. TFSS has trained emergency personnel, 
Health and Safety Representatives (HSR’s), that are committed to safety and continue to ensure that workers are 
consulted in relation to health and safety matters. The HSR’s help to ensure that work, health and safety systems 
are implemented across all sites.  TFSS uses formal and informal mediums to communicate work health and safety 
information to workers. 

Site audits are conducted by HSR’s on a quarterly basis and hazards are addressed as required. Areas for 
improvement are documented and actioned within the required timeframes. Staff members continue to be 
introduced to work, health and safety processes as part of their induction to the organisation and emergency 
personnel have their skills updated on a regular scheduled basis. TFSS nominated for several categories in the 
Quality Business Awards this year including “Excellence in Work, Health and Safety”. 

In May 2017, two TFSS staff members undertook a train-the-trainer course enabling them to teach the Predict, 
Assess and Respond to Aggressive/Challenging Behaviours course.  The course covers skills including crisis 
communication, evasion, releases from holds and safe restraints, as well as examining the legal ramifications of 
any aggressive interaction, preparation and planning to avoid aggressive incidents and debriefing after a crisis. All 
TFSS staff have either undergone training in this course, or will be undertaking this course in the near future. The 
course is based on the premise that employees who have developed a systematic approach to predicting, 
understanding and managing aggressive or assaultive behaviour are less likely to injure or be injured than those 
who have not, and will be more able to confidently defuse or contain aggression. Staff will undertake this course 
annually. 

 
 
 
 
 
 
 
 
 
 
 

Quality Assurance 
TFSS wants to ensure that our work is purposeful and that the service we provide not only consistently meets the 
needs and expectations of our clients and stakeholders, but also that we satisfy statutory requirements. It is 
important to TFSS that all persons engaged with our service contribute to decision making, feel valued and 
connected to the organisation. 

TFSS implemented a quality assurance system in 2014 and now has extensive quality systems and processes in 
place. The organisation looks to continuous improvement and this is reflected in the areas of governance, human 
resource management, service delivery and work, health and safety. The benefits of having of continuous 
improvement as an overarching philosophy affords TFSS an opportunity to review it practice, reduce or eliminate 
gaps as well as increase efficiency and competitiveness. 

TFSS achieved 100% compliance against the NSW Specialist Homelessness Services (SHS) Quality Assurance 
Standards. TFSS has nominated for the Australian Service Excellence Standards (ASES) Pilot Group Project and is 
seeking ASES certificate level accreditation against SHS Programs by 30th June 2023, with a view to extending this 
across the organisation as a whole in the future. Being accepted to the pilot group will help TFSS to build on our 
current capacity and assist us to improve outcomes for individuals in the areas of service delivery and the working 
environment.  
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Results from the May 2018 Client Climate Survey 
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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? 
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Acronyms 
 
 
 
24/7 Twenty-Four Hours a Day, Seven Days a Week 

AHDH Attention-Deficit Hyperactivity Disorder 

ADVO Apprehended Domestic Violence Order 

AOD Alcohol and Other Drugs 

APVO Apprehended Personal Violence Order 

ATSI Aboriginal and/or Torres Strait Islander 

CALD Culturally and Linguistically Diverse 

CAMHS Child and Adolescent Mental Health Service 

CaPS Children and Parenting Support 

CCS  Children’s Contact Service 

CCC / CCH Coledale Community Centre / Hub 

CPR Cardiopulmonary Resuscitation 

CYP Coledale Youth Project 

CY&FS Child, Youth and Family Services 

D&FV Domestic and Family Violence 

DV Domestic Violence 

DVDS Domestic Violence Disclosure Scheme 

DVLO Domestic Violence Liaison Officer 

DVRE Domestic Violence Response Enhancement 

EAPA Energy Accounts Payment Assistance 

EIPP Early Intervention and Prevention Program 

FaCS Family and Community Services 

GP General Practitioner (Doctor) 

HIPPY Home Interaction Program for Parents and Youngsters 

HSR Health and Safety Representative 

IDAHOT International Day against Homophobia, Transphobia and Biphobia 

IFS Intensive Family Support 

IFP Intensive Family Preservation 

LAC Local Area Command 

LCP Local Coordination Point 

LGA Local Government Area 

NAIDOC National Aborigines and Islanders Day Observance Committee 

NDIS National Disability Insurance Scheme 

NGO Non Government Organisation 

NSW New South Wales 

OEIFW Outreach Early Intervention Family Work 

QASPG Quirindi Aboriginal Supported Playgroup 

RAGE Renegotiating Angry and Guilty Emotions 

RAP Reconciliation Action Plan 

RWG RAP (Reconciliation Action Plan) Working Group 

SAM Safety Action Meeting 

SHLV Staying Home Leaving Violence 

SHS Specialist Homelessness Service 

TFSS Tamworth Family Support Service 

THHSS Tamworth Homelessness and Housing Support Service 

Triple P Positive Parenting Program 

TSPG Tamworth Supported Playgroup 

TYHSS Tamworth Youth Homelessness Support Service 

WDO Work Development Order 

WDVCAS / WDVCAP Women’s Domestic Violence Court Advocacy Service / Program 

WHS Work Health and Safety 

Acronyms 
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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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