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 your for the
opportunity of working together to nurture and enrich
our community and families.
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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.

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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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.

		

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.

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

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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Over the past 12 months, a group of diverse individuals
have met regularly as the Board of Directors for TFSS. They
bring with them a wide array of work expertise and life experiences. After a day’s work, they sit to review and analyse
TFSS reports, budgets, spreadsheets and correspondence.
Working with the CEO, these people voluntarily give their
time to act as a vital part of the machinery of TFSS. The
board of directors focuses on the strategic direction and
overarching principles of the organisation. The board is
responsible for ensuring all relevant legislation, industry or service codes of practice and regulations are complied with and the organisational objectives are achieved.
During the 2018/2019 financial year, TFSS has continued to focus on our mission, which is to:
1.
Strengthen and improve social and personal well-being for individuals, families and communities;
2.
Promote and facilitate access, equality and social justice; and
3.
Deliver services of quality and value.
The organisation continues to provide support to a wide range of people across a large geographical area, with a suite of services available. From playgroups to financial counselling, TFSS
is a vital part of the community it lives in. As well as providing vital services, it adds back to its
communities, employing approximately 74 people and bringing $7,000,000 into the economy.
The organisation has undertaken some restructuring, utilising a change management process
in the corporate and managerial areas. This has positioned us well for the increasingly complex
and competitive environment of non-government service provision.
I would like to extend my personal thanks to the members of the Board: Robert Taggart, Joanne
Stead, Yvonne Kent, Janice Bennic, Liz Shelton, Natalie Scanlon and Emma Trigg, without
whom this organisation would not function as smoothly. My thanks, and that of the Board, go to
our CEO, Belinda Kotris, who continues to provide a stable (and stabilising) hand on the rudder
of the good ship TFSS. We appreciate your work, probably more than you know.
On behalf of the Board, thank you to everyone who plays a part in the running of TFSS. It is an
amazing organisation, much like the Tardis – bigger on the inside than it appears from outside.
Jane Kibble,
Chairperson, Board of Directors
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Last year I spoke about the need for TFSS to be agile and the importance of long-term sustainability. This
year saw the need for the Board of TFSS to act courageously and implement a restructure process. Business change is inevitable. In fact, it has been rather ironically described as the one constant for organisations. Whether you’re a growing startup or an established company, you will require an organisational
restructure sometime down the road. While the initial implementation period can be difficult, the good
news is that change can bring a lot of benefits and spur success in the long-run.
TFSS has grown considerably over the past forty years, largely as a consequence of increased need
for services, as well as successful funding submissions. Major growth periods occurred in 2008/09,
2010/2011, 2011/2012 and 2015/16. The previous organisational structure reflected an attempt to fill gaps
as staff exited rather than a strategic vision to facilitate growth. A structural review was undertaken in
2012 and an attempt was made to balance out direct programs under the previous management structure
by grouping complementary services. This proved only to be a stopgap measure however, as programs
grew at disproportionate rates and real growth has slowed. At the same time, tenders in the sector were
becoming highly competitive and profit margins increasingly tight. Consequently, a further review was
undertaken in late 2018, leading to the development of the structural changes implemented.
The changes were difficult on all concerned. It is human nature to resist change, especially when things
seem to be going fine.
Why rock the boat? Why disrupt the status quo?
Change not only forces people to face something that is unfamiliar, it creates the possibility for failure. Yet
we all know that “status quo” means mediocrity, and in an increasingly competitive business landscape,
mediocrity means failure. We are now moving towards a forward-thinking focus, instead of a focus on past
success. This doesn’t mean we forget our past and the amazing contributions of some wonderful people,
however it does mean looking outwards, towards a bright new future.
I would like to thank the staff of TFSS who have continued to deliver amazing services to the most vulnerable people in our communities. The results achieved through the client satisfaction surveys demonstrate
not only are quality outcomes being met but they are done in a very courteous and respectful manner.
I would like to thank the Board for all the direction and support given to me and believing in the future of
TFSS. I would like to acknowledge that they made a very difficult
decision in regards to TFSS’ future, to do what was right, not just
what was easy.
TFSS is looking forward to building on its long history of success,
embracing the change that we have undertaken and reaping the
rewards to better service our communities.
Belinda Kotris
CEO
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Board of Directors

Jane Kibble (Chairperson)
Joanne Stead (Secretary)
Robert Taggart (Treasurer)
Emma Trigg

Yvonne Kent
Janice O’Connor
Elizabeth (Liz) Shelton
Natalie Scanlon

Chief Executive Officer
Belinda Kotris

Management Team

Children Services
Julie Green
Kim Smart
Domestic Violence Services
Lynda Townsend
Susan Ring

Family Services
Sue Snook
Lisa Hetherington
Corporate Services
Vicki Sheehan
Leigh Smith

Homeless Services
Tanya Rogers
Joely Brennan
Quality Assurance
Donella Urquhart

74 Very Important Staff
New
New South
South Wales
Wales
New England
New
England -- VHC
VHC Region
Region

Tenterfield
Tenterfield (A)
(A)

Tenterfield
Tenterfield
Tenterfield
Tenterfield
Tenterfield
Tenterfield

Inverell
Inverell (A)
(A)
Moree Plains
Plains (A)
(A)
Moree

Ashford
Ashford
Ashford
Ashford
Ashford
Ashford
Moree
Moree
Moree
Moree
Moree
Moree

SHLV & LCP

Gwydir (A)
(A)
Gwydir
Glen
Glen Innes
Innes Severn
Severn (A)
(A)

WDVCAS

Glen
Glen
Glen Innes
Innes
Innes
Innes
Glen
Glen
Glen
Innes

Inverell
Inverell
Inverell
Inverell
Inverell
Inverell
Bingara
Bingara
Bingara
Bingara
Bingara
Bingara

New England
New
England

Guyra (A)
(A)
Guyra

Narrabri (A)
(A)
Narrabri

Guyra
Guyra
Guyra
Guyra
Guyra
Guyra
Narrabri
Narrabri
Narrabri
Narrabri
Narrabri
Narrabri

Barraba
Barraba
Barraba
Barraba
Barraba
Barraba

Uralla
Uralla (A)
(A)

Armidale
Armidale
Armidale
Armidale
Armidale
Armidale

Armidale Dumaresq
Dumaresq (A)
(A)
Armidale

Uralla
Uralla
Uralla
Uralla
Uralla
Uralla
Manilla
Manilla
Manilla
Manilla
Manilla
Manilla

Tamworth Regional
Regional (A)
(A)
Tamworth
Gunnedah
Gunnedah
Gunnedah
Gunnedah
Gunnedah
Gunnedah

Reconnect

Tamworth
Tamworth
Tamworth
Tamworth
Tamworth
Tamworth

Gunnedah (A)
(A)
Gunnedah

Walcha (A)
(A)
Walcha

Liverpool
Liverpool Plains
Plains (A)
(A)

Quirindi
Quirindi
Quirindi
Quirindi
Quirindi
Quirindi

VHC Region
Region
VHC
LGA 2010
2010
LGA
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Head Office & DV Services
Family Services
Children’s Services
Coledale Community Centre
Women & Children’s Refuge
Youth Refuge
Youth Hope
Playgroups & HIPPY
Courthouse

7

8

9

The Children and Parenting Support (CaPS) program provides support for families with young children
0-12 years of age (and up to 18 years) in the Tamworth Statistical Area Level 2 (North, East, West) and
Liverpool Plains Statistical Areas. The program commenced in 2014 and delivers parenting and peer
support programs on an individual and group basis; case management; information/advice/referral;
mentoring; advocacy and support across a vast area. CaPS has established itself firmly across its designated service areas and regularly engages in community events; school activities and playgroup. The
program has had many successes over the last year from NAIDOC in Quirindi in 2018 (assisted with the
planning, organization, set up and overall success of the day); ATSI Children’s Day (Qdi); Child Protection Week Community Event (Tamworth); Families Week event (Tamworth and Somerton). CaPS have
formed many important relationships with stakeholders in the area and continues to grow and prove the
program valuable to the communities it serves.

The Children’s Contact Service (CCS) conducts supervised change overs and supervised contacts for
children of separated parents. CCS also offer supervised Skype video conferences and supported (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.

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.

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.
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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. The HIPPY approach is based on evidence that children’s earliest and most powerful
learning comes from their family. This evidence shows that encouraging literacy and numeracy in early childhood sets children up for success in learning throughout their lives. Over two years (in the years before and
after starting school), HIPPY children work through weekly or fortnightly packs of play-based, educational
activities with their parents and family. They are encouraged to ask questions and try new things, developing
their confidence and passion for learning, which enables school-readiness.

Playgroup enhances 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 an 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 parents, 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.
The Dhiiyaan Transition to School program works with individual children to support them in developing school
ready skills. The support provided, activities developed and engaged with by children, are designed and chosen
in consultation with families and caregivers, to ensure children are given the opportunity to develop skills they will
be able to use at school.
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, nonAboriginal 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.
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Coledale Community Centre has been fortunate in
partnering with many great local services over the past
12 months to bring some wonderful events and services
to the community. Whilst we are fortunate to have the
backing from external services on a regular basis, this
year we have seen a rise in support from some of our
local schools that have helped host, cook and provide entertainment at some of our events. Year 6 students from
Hillvue Public School hosted a beautiful Elders luncheon
that was attended by approximately 50 community members who were treated to a 2-course meal. The students
prepared and dished up all the meals then sat with the
elders to learn of their life as children.

A CCS client came into the service to thank staff for their
time and effort while he was using the service to see his
2 sons via supervised contacts. The client has been with
the service for approximately 12 months and had completed 24 successful contacts. The client is now seeing
his 2 sons unsupervised (days and overnights) and the
family are self-managing. CCS December 2018

A mother was assisted to enrol her
son into kindergarten. Her son began showing difficulty in settling at
school of a morning. Worker provided the mother with some tips to
help combat this. After trying the
tips offered, the mother contacted
Dhiiyaan via Facebook to thank
the worker and to share which tips
helped her son.

After being with CCS since November 2017, a complex
family has now moved onto self-management with final
court orders. Staff completed a number of referrals to
other services for the parents and children involved to assist with this change. CCS June 2019

A parent of one of our Age 4 children
was struggling to engage her daughter
with HIPPY activities. Through discussions, her tutor has been successful in
fostering change in mum’s understanding of HIPPY and the way she approaches the activities with her daughter. She
is now excited to tell us her success
stories and she has even attended a
Parent Gathering.

A parent that regularly attends playgroup was
not very interested in the initiatives and stated
that she did not read to her children. After
discussing the value of reading to children and
seeing how her child enjoys story time, mum
is now reading to her child more often and is
taking more interest in the information that is
shared.
Because of the Child and Family Health Nurse
visit, a discussion started about the idea, that to
take good care of your child, you first need to
take care of yourself. Parents were very engaged in this discussion and asked lots of
questions.

Met with a family that completed HIPPY in our first year. At the
time, this parent stated that he did not see any benefit to his children being in HIPPY; however his wife wanted to do the program.
He was excitedly telling us about his child being Dux of the school
this year and that he can now see that HIPPY set the ground work
for his daughter’s achievements.
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A parent has commented that since attending
playgroup her child has started to overcome
some social anxiety issues and mum is feeling
more confident in herself.
A mum attending playgroup for the first time
through the Parent Next initiative explained that
her daughter had a bad experience at day care
and was suffering from anxiety. Since coming to
playgroup she can see a difference in her daughter and in herself. She now attends playgroup 2
days a week and loves it.

A mother explained that because of her child attending playgroup “he will actually pick up a pencil now, he
wouldn’t do that before”

Since attending playgroup a mother is
starting to see the benefit and importance of playgroup for her daughter.
She is becoming more independent
and self-confident and starting to play
and interact more with other children.
The mother says she “enjoys the
different activities that we do at playgroup as they are fun, and hates it
when she misses playgroup”.

A young mum of 2 children, 6 years and 10
months has been attending Dhiiyaan for 5
years. In those 5 years her eldest child suffered from many health issues that caused
anxiety and other issues with mum. Mum
was filled with so much anxiety over the child
starting school which caused lots of intense
moments in the beginning of this year. With
our support both mum and child have settled into school wonderfully. Mum walks her
child to and from school every day which is a
huge milestone, she has joined the canteen
and works in there twice a term and she is
comfortable in addressing any issues she has
with her child’s class teacher.
She has organised play dates with her child’s
friends and has made some new parent
friends herself. She also continues to come to
Mums & Bubs with her 10 month old.

CaPS and OEIFW hosted a free movie day in partnership with the
Liverpool Plains Shire Council, Winanga – Li and AES. The free
movie day at Royal Theatre, showed “How to Train Your Dragon 3”
and had a huge crowd of 280 people attending on the day..
Client was supported through a relationship breakdown involving
DV. She engaged with playgroup, DV support and financial counselling and with her being very proactive and attending all engagements she was able to have a large portion of her debts written off
due to the DV, rather than bankruptcy and was given a clean start
after some troubled years.

14

This 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.

The Coledale Youth Project (YP) offers case management to young people
aged 12 to 17 years and their families working towards identified goals. The
program works on an early intervention model offering support to the family
and/or the young person for approximately 12 weeks, addressing issues early,
before they escalate to a point where more intensive support is needed, or
a young person is at risk of harm. Some of the areas that can be worked on
are; school attendance, family functioning, housing, gaining work, furthering
qualifications and building resilience. YP also offers a range of parenting
programs and programs directed towards young people that can be completed
in a group setting or for an individual depending on the circumstances.

The program is designed to work with families in crisis, whose children
or young people are at significant risk of harm to prevent placement in
Out-Of-Home Care (OOHC). The program is structured with a three month
intensive phase and a three month step down phase with work being undertaken in the clients homes. The program aims to improve family function
and relationships, through improved parenting and living skills. The program
is grounded in the principle that it is best for children to be raised by their
own family wherever possible and helps to achieve this by increasing child
safety and wellbeing.

The Youth Hope program is a voluntary program that focuses on achieving
better outcomes for children and young people, who have been identified
as at risk of serious harm. The program works with 9–15 year old’s, their
parents, sisters, brothers and other important people in their lives and runs
for 12 months. Youth Hope is a program that offers extra help and support
when families need it. Case Workers respond to the unique needs of each
family. The program works closely with children and young people to make
sure they receive the best support possible from their family and their
community.
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When facilitating RAGE at Tamworth High School in term 4,
2018, a teacher identified 2 brothers that were excessively
disruptive, had numerous suspensions and the teachers were
struggling to assist them as the brothers didn’t speak much
about their home life or any issues that may have been causing distress at school. Worker provided at the beginning of
each session a safe and confidential environment for all the
participants but it was reported from the teachers and the
2 boys mother that there had been a huge improvement in
regards to their disruptive behaviour at school, relationships
were improving at home and the mother reported that the boys
were communicating better with each other rather than using violence to solves issues at home. Each session the boys
spoke more and more openly about their feelings and were
able to identify and process emotions. If unsure, they didn’t
hesitate in asking for strategies to manage difficult situations.
Their mother has agreed to participate in Engaging Adolescents this year.
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As part of our school holiday activities,
Youth Hope held a tie-dying day. Twelve
young people from a number of different
families came together to create their
T-shirt ‘masterpiece’, play some games,
eat, drink and watch a movie. It was
great to see the young people socialising with each other and their enthusiasm
for being creative. The shirts were left
in the safe hands of the Youth Hope
case workers for drying and rinsing and
then were reunited with their owners
at bowling the following week. Most of
the young people and staff were able to
escape without too much dye on themselves and others.
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A family that finished the IFP program
in April have achieved all their goals.
Family and Community Services are no
longer involved with the family of three
and no risk reports have gone through
to the help line during 30 weeks. Mum
engages with playgroup 3 times a
week and completes all the parenting
groups available. Dad has successfully
obtained a job at the Blue Mountains.
The family will be moving and they are all
feeling confident and are keen to link in
with Family support services in the area.
Mum has stated she has made some
amazing friendships through the playgroup and she has been able to build her
confidence as a parent due to the support
her family has been offered through the
IFP program.
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“I appreciate all the help and support you and TFSS have given me and my family. I am a truly a much more
confident, better mum and woman. You have made a real difference in my life and I am very grateful” This
statement is from an email sent from a past client who has gone on to study Cert IV in Community Services.
The client has continued to attend other parenting programs and is in the process of trying to legally have
her other child returned to her care.
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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 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.
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A 13 year old male was referred to Reconnect Narrabri due to a number of suspensions. He
presented with significant anger issues, and was not keen to engage fully with the Reconnect
worker. After doing some research, the worker came across a program that was suitable for
the client. This included positive ways to express emotions. He was also included in the weekly
boy’s group. Soon this young man began to open up to the worker about his feelings towards
his mother (who abandoned him as small child) and the reasons behind his anger. One month
later, this young man had not gotten in trouble once at school. When people are trying to provoke him, he is able to turn his back and walk away. He also engages in conversations with the
worker and members of the school staff. He has told me that he doesn’t want to get into trouble
anymore.

A 29 year old female was referred to THHSS from Housing NSW in early March 2019. The client
was seeking long term accommodation that is fully modified to equip her with her chronic and
debilitating condition. This disease causes cognitive issues, loss of muscle coordination, muscle
weakness, muscle pain, seizures, vision loss, hearing loss, organ failure and a premature life expectancy. Our service worked intensely in conjunction with Housing NSW to assist the client with
obtaining a suitable tenancy so she can live independently with the support of an NDIS package.
Supporting documentation sourced by case worker to assist with NDIS package resulted in the
client being approved for 24 hour care.

Client and niece entered the refuge after leaving a DV relationship. The client worked with their
case worker to establish finances, so that she was able to find her own property to live in. The
first week or two was very tough for the client, but she got to a point where she was determined
not to let her ex-partner continue to control her life. While residing in the refuge she got her
finances sorted, applied for Housing and started looking for rentals. She has also been doing
a statement of attainment at TAFE that was organised by WDVCAS, which she has loved and
now wants to complete more studies in the community services field. The client obtained her
own rental, where the owners wanted to meet her face to face to be sure she was right for their
property. She found so many supports to assist her to move forward and has grown as a person.

A client presented to the Youth Homelessness Support Service requesting crisis accommodation. The client admitted to having ‘anger issues’ which had prevented him from holding
down a job. Although he enjoys working and keeping busy, he stated his anger gets the better
of him, usually resulting in termination of employment. The client stayed in the Youth Refuge for
approximately six weeks, gained and maintained employment and has now been placed into
his own accommodation. The client has stated he has achieved a lot since working with TFSS
Youth Homelessness Service.
Reconnect recently met up with a client they worked with 2 years ago. This client was, at the
time, experiencing suspensions for behaviour and fighting and was beginning to disengage
from school. When Reconnect met with her recently, the client said that they had been awarded
a scholarship and was looking forward to using the money to experience the Young Endeavour.
She is completing year 12.
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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.

The Women’s Domestic Violence Court Advocacy Service (WDVCAS) provides
women and their children with information, support, advocacy and safety planning.
We provide referrals to services including housing, counselling, financial assistance,
health and other services related to escaping and recovering from domestic and
family violence.
We ensure women have access to appropriate practitioners who can provide legal
advice on matters including Apprehended Domestic Violence Orders (ADVOs),
financial advice, family law, immigration and other issues.
The WDVCAS provides victims of domestic and family violence with:
•
Improved access to and understanding of the criminal justice process;
•
Effective legal representation and protection through an ADVO;
•
Appropriate ADVOs designed to fit their specific needs;
•
Access to a support system that can assist them with their other legal and
social welfare needs.
The WDVCAS provides a safe place to sit at court, providing information to help
women understand what is happening, and to get an order that best fits their situation. We maintain contact with women and keep them informed about the progress
of their matters, including any upcoming dates when they need to attend court.
For women who have ADVO matters set down for a defended hearing, the WDVCAS
organises hearing clinics which help explain what happens at court on the day of the
hearing and provides the opportunity to be adequately prepared. We also have
specialist workers to help Aboriginal women, and women from culturally and
linguistically diverse backgrounds.

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.

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.
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In 2014 the It Stops Here: Standing together to end domestic and family violence
in NSW (Safer Pathway) reforms were launched. Safer Pathway is a coordinated
service delivery model for domestic violence victims across NSW. The WDVCASs
were chosen to host the Local Coordination Points (LCPs) for female victims due
to their state-wide coverage, local knowledge, existing referral pathways and specialist knowledge.
The New England WDVCAS hosts two Local Coordination Points (LCPs), Tamworth and Armidale, which provide:
•
A common risk assessment tool, the Domestic Violence Safety Assessment
Tool (DVSAT), the use of which is mandatory for NSW Police Force state-		
wide, and encouraged for other service providers;
•
A streamlined referral pathway through an online platform, the Central
Referral Point (CRP), managed by Victims Services;
•
Consistent access to specialist domestic violence support for victims; and
•
A priority, cross-agency response to victims at serious threat of injury or 		
death due to domestic violence through Safety Action Meetings (SAMs).
LCPs provide clients with threat assessment, case coordination (i.e. warm referrals to local services for key needs) and safety planning. LCPs also provide victim
liaison and secretariat support for SAMs.
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A client who has been connected with SHLV for approx. 6 months has been able to achieve all goals
and is now ready to relocate to commence a new
start; she has identified to her case worker that she
feels she has found herself and is ready to embark
on her new beginning. She has recommenced her
TAFE study and started her music again which
was something she was not allowed to do in the
relationship. This lady, through the collaborative
relationships with The Healing Room and SHLV,
has come so far from our first meetings where she
could barely contain her emotions, to now think
positively, have a zest for life and a positive future
free from DV.

Sophie*, a 23 year old female, had been in an
abusive relationship to an older man since she
was 16 years old. She recently demonstrated
the strength and resilience that can be found
when supported through the process of recovery.
Sophie was a terrified victim at our first point of
contact following the first event she ever reported
to Police. She went through a Prosecutor Clinic
as her matter was going to a defended hearing.
She was supported TFSS staff, but was extremely anxious. The day before the hearing she
attended the Police station to watch her DVEC
statement that would be shown in court and her
response was transforming – she said “I am not
that girl anymore”. The next day she presented
at court ready to sit across from the man who
had systematically abused and violated her for
so many years; ready to be cross examined. He
changed his plea to guilty and she did not have
to enter the court room. She explained that the
fact that she was ready to do it and knowing how
strong she felt now was enough. (*Sophie is not
her real name)

A staying home leaving violence client
engaged with the service, and has since
met all her case plan goals. She was
able to secure housing and has had her
children restored to her care. The SHLV
security upgrades have assisted this
family to feel safer in their home. She
has also been given the opportunity to
undertake the counselling sessions from
The Healing Room which is assisting her
further, and long term, it is anticipated her
overall sense of wellbeing will be greatly
improved.
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Recently a client had a safety plan in
place and had included in the plan what
her two young daughters would do if
she was unable to get away from her
attacker. The next DV incident resulted
in the daughters putting the plan into
action; they locked themselves in a room
and telephoned the Police. The Police attended and the perpetrator was arrested
and refused bail.

A young woman who entered into a brief relationship contacted TFSS after attending the
Tamworth Police Station for assistance where
she was allegedly advised that she did not have
enough evidence. At TFSS she was provided
information and advice on DV and decided to undertake a DVDS application as she was fearful of
the behaviours she has been enduring from this
person. Despite the notification coming back significantly late and with nothing significant in his
history, the young woman was able to express
her fears and provide the DVLO with evidence of
her concerns, which included stalking and consistent harassment. The DVLO viewed threats
by the POI on social media and took a statement
from this young woman formed the basis of an
AVO.

A number of clients have been attending
The Healing Room counselling sessions
as coordinated by TFSS. Feedback received by these clients is very positive.
Women who are attending report that they
feel ‘I can relate to myself better’ ‘I feel
safe’ ‘I certainly feel better about my circumstances’ ‘I am excited for my journey’.

In Tamworth LCP we managed 1,965 referrals from
Police in the period 01 July 2018 – 30 June 2019
and held 27 Safety Action Meetings (SAMs). At the
SAMs 206 female and 24 male victims were considered with safety planning put in place to mitigate
the serious threat of injury or death due to domestic
violence.
In Armidale LCP we managed 1,479 referrals from
Police in the period 01 July 2018 – 30 June 2019
and held 25 Safety Action Meetings (SAMs). At the
SAMs 153 female and 14 male victims were considered with safety planning put in place to mitigate
the serious threat of injury or death due to domestic
violence.

People from all walks of life can find themselves with money problems. A financial counsellor is a nonjudgmental, 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,

Bella*, a 27 year old female with four children aged 7, 4,
2 years and 8 months, was referred to financial counselling by another TFSS program. Bella had been in a DV
relationship with the father of her three youngest children
for the past 6 years. Bella’s ex-partner has a history of being unreliable financially and emotionally. Throughout their
relationship he has frequently disappeared for months
at a time and has never financially contributed regularly.
Bella had taken out loans to consolidate his payday loans,
incurred from his drinking and gambling addictions. She
has continually used credit cards to meet the shortfall
of the family’s expenses. He has stolen money from the
family home, including the children’s money boxes and
Bella’s personal items. Bella had recently been made
aware that he had stolen her Mastercard and used this to
pay for $2,250 of items before returning the card without her knowledge; all cards are now destroyed. Bella
has been scared to take out an ADVO on him as she is
unsure how he will respond and the repercussions that
this may bring to her and the children. Bella has made
it a priority to pay her debts as she has wanted to keep
her credit rating intact but this has impacted on her paying rent, utilities and buying basic items that her family
and charitable organisations have assisted her with. The
financial counsellor advocated on Bella’s behalf and successfully had a $33,000 personal loan and $3,000 credit
card balance waivered with no impact on her credit rating.
She is linked in with SHLV and in the process of obtaining
parenting orders; once the orders are in place, Bella has
stated that she will feel safer to put an ADVO in place as
he cannot take the children.
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•
•
•
•
•

Budgeting,
Banking and money management
strategies,
Preventing disconnection of utilities,
Providing information and advocacy
regarding early release of superannuation, and
Providing information about bankruptcy.

Jane* was referred to me via SHLV.
Jane is a 31 year old female with two
children aged 5 & 4 years. She has
experienced significant DV and SHLV
assisted her to live in a safe environment with her children and navigate
the Court System. Jane presented to
me with a $10,000 credit card debt; this
debt was incurred due to Jane using
the credit card to meet her monthly
shortfall as her partner wasn’t contributing financially whilst in the relationship and after by not paying child
support. I advocated on Jane’s behalf
with the creditor and was successful in
having this debt waivered.

An extract from a thank you email:
“I wish to thank you for your assistance
in helping me to successfully navigate
through financial hardship. In February, I came to you with half a million in
debt and monthly expenses of $5,500,
and three months later, I am debt free
with monthly expenses of $1,000. It’s an
amazing result and I am so very grateful
to have had your guidance and support
throughout it.”
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Over the last year TFSS has continued to extend our reach to
Aboriginal and Torres Strait Islander organisations and increase
our visibility across a number of Aboriginal and Torres Strait Islander days of celebration. As an organisation, TFSS has joined
in community celebrations such as NAIDOC, National Reconciliation Week and Aboriginal and Torres Strait Islander Children’s
Day which has increased our profile and promoted positive
relationships with the Aboriginal communities across the towns
that we service.
TFSS has continued to commit to our Innovate Reconciliation
Action Plan for another 2-year period (2019 – 2021) which
reflects our dedication to the process of reconciliation.

NAIDOC CELEBRATIONS 2018
On July 11th and 13th 2018, TFSS joined
in NAIDOC Week events in Tamworth and
Quirindi to celebrate the Aboriginal and
Torres Strait Islander Cultures with the local
Community as part of NAIDOC Week.
ATSI CHILDREN’S DAY
On Friday 3rd August 2018, TFSS programs, CaPS, OEIFW and QSPG, joined
forces with Winanga-Li, Family
Referral Service, Walhealth, Ooranga
and Liverpool Plains Shire Council to host
some hours of fun for the ATSI Children’s
Day celebrations. TFSS also celebrated
ATSI Children’s Day by hosting a disco at
Coledale Community Centre

CLOSE THE GAP
On Thursday 21st March, TFSS
partnered with TAMS to host a “Close the
Gap” event which was held at Bicentennial Park. The event included dancing,
playgroup and an opportunity for service
providers and members of the public to
unite and enjoy the day.
RECONCILIATION EVENT AT
COLEDALE COMMUNITY CENTRE
This year TFSS' RAP Working Group
(RWG) partnered with Gomeroi
Gaaynggal to hold a day of celebration
in support of reconciliation for all Australian’s. National Reconciliation Week is a
time for all Australians to learn about our
shared histories, cultures, and achievements, and to explore how each of us can
contribute to achieving reconciliation in
Australia.
Dhiiyaan Playgroup and Transition
celebrated National Reconciliation week
with a special morning and craft activity
at playgroup. The group craft included the
theme Grounded in Truth: Walk Together
with Courage and is now hanging up at
Denison Street Office.
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TFSS is committed to a safe work place and has trained emergency personnel, Health and Safety
Representatives (HSR’s) and first aid holders that continue to ensure that workers are consulted in
relation to health and safety matters. Health and Safety Committee members hold meetings on
bi-monthly basis and also use this forum to conduct regular site audits to ensure appropriate controls are in place and work procedures are being followed. This measure, along with regular site
inspections conducted by HSR and other staff, means that hazards and maintenance issues can be
identified and addressed in a timely manner.
Staff members continue to be introduced to work, health and safety processes as part of their induction to the organisation and emergency personnel undergo refresher training as scheduled. TFSS
have started to transition to electronic reporting of incidents, injuries and near misses through our
human resources portal, Employment Hero. Slip, trip and falls of young people engaged with the
service make up the majority of our reports at TFSS.
Due to the nature of the work that TFSS staff engage in and the complex needs of some of our
clients, TFSS continues to utilise skilled, trained staff to deliver Predict, Assess and Respond to
Aggressive/Challenging Behaviours course and refreshers on an annual basis to staff. 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.
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TFSS is a regional organisation that has a proven capacity for effective service-delivery through
the New England and North West Regions, including Tamworth. TFSS currently operates the
Tamworth Housing and Homelessness Service (including the Women and Children’s Refuge)
and the Tamworth Youth Homelessness Support Service (including Youth Refuge) with crisis accommodation, transitional properties and outreach work.
TFSS continually strives to ensure that our work is purposeful; that we are delivering a service
that meets the needs of the people that we serve and that all persons engaged with TFSS contribute to decision making, feel valued and connected to the organisation.

Pilot Group Project

TFSS was accepted in September 2018 to participate in a resource development and evaluation
pilot project. The pilot group project is being coordinated by the Industry Partnership (IP). The
IP, consisting of three peak bodies, Homelessness NSW, YFoundations and DVNSW, are contracted by FaCS to support capacity building in the sector. The IP engaged Assessment Quality,
Performance (AQP) to evaluate the pilot group project and the pilot group is scheduled to run for
a 12-month period.

Australian Service Excellence Standards [ASES] - Certificate Level Accreditation

TFSS is fully committed to the pilot group project and are seeking certificate level accreditation
against the ASES standards by 30th June 2023. The ASES is made up of 8 standards and 89
requirements over three categories: sound management, people partnerships and communications, and service provision.
Engaging on this journey towards ASES certificate level accreditation is a challenging and exciting time from a quality improvement perspective. The prospect of ensuring that the organisation
has quality systems and processes in place, achieving a deep sense of satisfaction knowing that
we are competitive and sustainable in the market place and that there is confidence and trust
placed in our organisation to deliver consistent quality service to our target group.
The organisation will use this opportunity to review current practice, identify gaps, oversee the
implementation of continuous improvement and ensure that:
•
TFSS achieves compliance across the organisation;
•
TFSS has policies to guide and ensure quality practice and that these are implemented in
a consistent way;
•
That all persons engaged for work by TFSS are aware of organisational polices and are 		
able to demonstrate how these are implemented in their day-to-day practices; and
•
TFSS are able to demonstrate that we are meeting the needs of the target group and that
we are compliant with relevant standards and legislative requirements. TFSS onsite 		
assessment against the ASES standards will be completed 25th - 29th November 2019 by
Standardswise.
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51

strongly agree TFSS staff have been sensitive to there ethnic
background

47

strongly agree that TFSS involved them in decisions that affect
them

44

strongly agree that TFSS staff helped them to achieve their
goals

44

strongly agree that TFSS staff helped to make positivie
changes in their life

48

strongly agree that TFSS staff understood their needs

50

strongly agree that they were satisfied with the service

50

strongly agree that they were made aware of how to make a
compliant

49

strongly agree that TFSS respected their rights to privacy,
dignity and confidentiality

7
3

Clients that identified that they had a disability

10

Clients that identified as Aboriginal

Clients that identified as CALD

Client Survey May 2019

39

strongly agree that TFSS staff referred them to other services
to support their needs
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ADVO 			
Apprehended Domestic Violence Order
AES				Aboriginal Employment Strategy
ADVO 			
Apprehended Domestic Violence Order
ASES
Australian Service Excellence Standards
AQP				Assessment Quality Performance
ATSI				
Aboriginal and/or Torres Strait Islander
CALD 			
Culturally and Linguistically Diverse
CaPS				
Children and Parenting Support
CCS 			Children’s Contact Service
CCC / CCH			
Coledale Community Centre / Hub
CRP				Central Referral Point
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
DVED				
Domestic Violence Evidence in Chief
DVLO				
Domestic Violence Liaison Officer
DVRE				
Domestic Violence Response Enhancement
DVSAT			
Domestic Violence Safety Assessment Tool
EAPA				Energy Accounts Payment Assistance
ER				Emergency room
FaCS				
Family and Community Services
HIPPY			
Home Interaction Program for Parents and Youngsters
HSR				
Health and Safety Representative
IFP 				Intensive Family Preservation
IP				Industry Partnership
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
OOHC			
Out of Home Care
QASPG			
Quirindi Aboriginal Supported Playgroup
QDI				Quirindi
RAGE				
Renegotiating Angry and Guilty Emotions
RAP				Reconciliation Action Plan
RWG				RAP Working Group
SAM 			Safety Action Meeting
SHLV 			
Staying Home Leaving Violence
TFSS 			
Tamworth Family Support Service
THHSS			
Tamworth Homelessness and Housing Support Service
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

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 and HIPPY Australia

•

Centacare New England North West

•

Legal Aid - New South Wales

•

NSW State Government - Family and Community Services

•

NSW State Government - Premier & Cabinet

•

The community for their generous donations
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