2025 Strategic Plan

Message from our Chair and Managing Director

Safe, Well, Strong &
Connected

One-In All-In

At Family Services Australia we spend a lot of
time thinking about change and not just for the
sake of it. Our world is changing quickly: a
globally-connected economy is disrupting the
patterns and perceptions of work; technologies
that only a few years ago seemed like science
fiction are now a reality.
Social media has become a pervasive feature of our daily lives; the long-predicted
effects of climate change are being realised; and as Australians we are progressively
awakening to the truth of our continent’s ancient history along with the opportunities
to pursue a new relationship with the First Nations people.
These trends shape our lives locally. They influence our children, families and
communities. They impact our relationships, health, wellbeing and life opportunities.
Making sense in support of a changing world is what we are about at Family Services
Australia. For families. For Children. For communities to support their citizens to live
well. For anyone who wishes to feel and be safe, well, strong and connected.
At Family Services Australia we have re-imagined the non-profit family service model.
In mid-2016 we embarked on some big and bold reforms. We’ve worked hard to break
down the barriers to access. We’ve built a service model that is truly multidisciplinary
in nature. We’ve integrated service streams with people at the centre. We’ve adopted
an evidence-based approach. We’ve reached out to new communities who need our
help across NSW and QLD, investing our own resources to do so. We’ve continued to
achieve great results for communities. And we’ve backed-in our people to be their very
best supporting each other as one team.
Our plan has been developed as a collective effort with input and deep thinking across
staff teams, executive, stakeholders, families, and the board. It’s our way of helping us
navigate together through an inevitably uncertain and changing world. Whatever
changes come our way in the next 5 years, our vision and purpose will guide us. Our
strategic directions will hold us accountable to ourselves, our partners, and our
communities. And our values will anchor us to be at our best for those who need us.

It is a privilege to present the Family Services
Australia (FSA) five-year 2025 Strategic Plan that
will see FSA continue to expand its community
reach. A One-in All-in approach by staff, our
executive, board and community stakeholders to
achieve safety, wellness, strength and wellbeing
for the communities we support.
Working inclusively over the next five-year period, One-in All-in will lay a foundation
for FSA values of Compassion, Accountability, Respect and Empowerment (CARE)
with Integrity. Our multi-disciplined response to community reach will be
extended in Australia to over 100,000 Occasions of Service (OoS) per annum.
Our Vision is to keep children, young people and families Safe, Well, Strong and
Connected, a trusted place to go when our community needs a hand-up in life.
Set on 3,000sqm, the launch of national infrastructure at Family Services House,
Illawarra-Shoalhaven Community Services Hub sees FSA combine six therapeutic
service streams in one place to meet our vision, life goals for community and to deliver
national capacity to scale more services in more locations, secured for the community
beyond 2050. While our One-in All-in approach is designed with five strategic
pillars through our Community Support Framework (CSF) to achieve our objectives.
The FSA CSF creatively empowers, inspires and motivates our people to achieve
personal growth, continuous improvement and to pursue innovation. Through unity
and excellence in human services design we lift community spirit, continuously.
Our principle commitment to living what we believe in, through Our Values and
Culture, is our strategy to maintain Client and Employee Satisfaction beyond
international standards and life outcomes for families to overcome adversity.
For our community members and partners, FSA will meet your expectations
through our family values we practice at home and at work. Our whole family
team at work will always nurture with utmost respect the trust you have in
FSA to support you and your family on life’s journey.
We are humbled to be in this position to help you and those you love.

CHRIS LACEY
GARY JACKSON

Chairman & Director

Managing Director &
Company Secretary
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Family Services Vision

Delivering therapeutic early
intervention and whole of
family community care
Our Goals are to deliver holistic community response
services that are integrated, supporting continuity of
care, reducing referral pathways and keeping our clients
and families Safe, Well, Strong and Connected:

one-in all-in
Our vision is that all children, young people and adults can live safely and well with
their families.
Our Purpose is to create positive change in families under stress, a safe, caring
environment for children and young people’s development.
FSA is known for its family values of Compassion, Accountability, Respect and
Empowerment (CARE) with Integrity.
FSA values diversity, prioritising inclusion for all members of community not
limited to Aboriginal and Torres Strait Islander (ATSI), Culturally and Linguistically
Diverse (CALD), Lesbian, Gay, Bisexual, Transgender, and Intersex (LGBTI) peoples.
Our staff, executive team and board ensures FSA is a trusted place to go when
our community needs a hand up in life.
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VISION

PURPOSE
COMMUNITY
STRATEGIC
PILLARS

COMMUNITY
SUPPORT
FRAMEWORK
VALUES

That all children, young people and adults can live safely and well
with their families

Supporting all Children, Young People and Adults to be Safe, Well,
Strong and Connected in their homes and communities
Sustainability

❑ Ensure financial
strength to
support
community
impact
❑ Expand
Community
Occasions of
Service (OoS)
to support
community
need and reach

Community
Impact

Quality
Assurance

❑ Deliver Client
Satisfaction
(CSAT) =>85%
❑ Apply a
research
informed,
strengths-based
practice
❑ Achieve fidelity
of therapeutic
evidence-based
client outcomes

❑ Maintain National
Standards in
Disability Services
❑ Maintain National
Standards in
Mental Health
Services
❑ Continue
Benchmarking
IT&T and Human
Services Quality
Standards

Risk
Management

❑ Meet Benchmark
Standards of
Risk
Management
Control Self
Assurance
AS/NZS4360
❑ Maintain Risk
Management
Framework
AS/NZS ISO
31000:2009

People and Culture

❑ Prioritise SelfCare, Balance and
Wellness
❑ Achieve Employee
Satisfaction
(ESAT) =>85%
❑ Exceed Employee
Engagement and
Net Promoter
Score (NPS)
International
Standards

Expanding High Quality Core Community Services throughout Australia

COMPASSION, ACCOUNTABILITY, RESPECT AND EMPOWERMENT (CARE) WITH INTEGRITY
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Our Strategic Goals
FSA encourages its people to innovate and be bold in creating supportive,
community health and well-being solutions.
In aiming to be our communities most trusted family service provider of choice,
our One-in All-in response will achieve our community goals together:
❑ SUSTAINABILIY:REACHING COMMUNITY NEEDS
Strong financial management of Asset, Compound Annual Growth (CAGR)
and Net Surplus targets, supports FSA’s purpose to deliver holistic,
consistent and sustainable community services throughout Australia, while
achieving holistic continuity of care and reduced referral pathways for
clients and communities.
❑ COMMUNITY IMPACT:ONE-IN ALL-IN
Our strategic pillars reflect the five Community Support Framework (CSF) key
result areas that together deliver a One-in All-in response to community
needs and integrated family care.
❑ QUALITY OF SERVICE:CONTINUOUS IMPROVEMENT
Our Research and Development (R&D), national certifications, Internal Audit
Framework (IAF), Monitoring and Evaluation (M&E) Framework and Practice
Governance Audit all combine to ensure delivery of FSA’s Continuous Improvement
Plan (CIP), international best practice standards and human services innovation.
❑ MANAGING RISK:THROUGH EFFECTIVE CONTROL PLANS
FSA staff pride themselves on being the most effective risk mitigation specialists in
their practice fields of expertise. This ensures FSA efficiently manages the
likelihood and consequence of therapeutic and operational risk through robust
control plans, aiming at all times to be a trusted, safe pair of hands.
❑ PEOPLE AND CULTURE:DELIVERING THROUGH OUR VALUES
Our values set the foundation for how FSA staff and leadership behave.FSA
values define how we interact, selflessly team first creating opportunity for
others, shaping how clients, stakeholders and the wider communityperceive us.
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Key Performance Indicators

KPI Weighting (70%) / Competency Weighting (30%)
Sustainability (30%)

Risk Management (15%)

Our goalis to sustainably increase high-quality community services:
•
•
•
•

Our goal is to strengthen best practice risk mitigation:

Achieving staff self-care, balance, supervision, development and
sustainable caseload management goals in a high performance culture
Increasing community Occasions of Service (OoS) by geographically
expanding multi-disciplined programs that improve community wellbeing
Achieving Compound Annual Growth (CAGR) revenue, earnings and reserve
targets that ensure future service sustainability and OoS targets per annum
Increasing investment into frontline community services through NGO
support, community events, group work, fundraising and sponsorship

•
•
•
•

Community Impact (20%)
Our goalis to exceed therapeutic care above client expectations
and internationally benchmarked standards:
•
•
•
•
•

People and Culture (20%)

To reach Client Satisfaction (CSAT) >=85% and min. 75% benchmark
Ensure partner, stakeholder and funding body CSAT
Be recognised by our clients, partners and industry a s an innovative
thought leader in the Australian community services sector
Delivering on our Reconciliation Action Plan (RAP), Community Engagement,
key funding body and Corporate Social Responsibility (CSR) partnerships
Expanding supports for diversity, inclusion and community engagement

Our goal is to support and strengthen FSA’s Culture:
•
•
•
•

•

Quality Assurance (15%)
Maintaining National Quality Assurance Certification
Standards to ensure high-quality therapeutic care for clients:
•
•
•
•

Maintaining AS/NZS4360 Control Self Assurance (CSA) across all FSA
service streams and operations
Benchmarking FSA’s Risk Management Framework to National AS/NZS ISO
31000:2009 Standards
Developing the FSA Continuous Improvement Plan (CIP) that aids internal
clinical and practice governance audits, in accordance with the FSA Practice
Governance Committee (PGC) Charter
Ensure FSA Risk Assessment Matrix (RAM) Control Plans operate
within the Audit Risk and Compliance (ARC) Committee Board
Risk Appetite (Board Risk Register) across Staff, Client, Financial,
Legal, Compliance and Corruption Risk elements

Benchmarking Culture against International Standards
Achieving Employee Satisfaction (ESAT) =>85% and min. 75% benchmark
Meeting Employee Engagement and Staff Net Promoter Score (NPS) Targets
Through FSA’s Community Support Framework (CSF), prioritising SelfCare, Balance, Training Needs Analysis, Training Learning and
Development Plans and Skills Development
Attracting, recruiting and developing industry leading, qualified staff
through quarterly 360-Degree Continuing Professional Development (CPD)

Core Competencies (10% Each)
Our goal is to encourage staff with creative empowerment
and core competency in personal development growth:

Maintaining Certification for National Standards for Mental Health
Services (NSMHS)
Maintaining Certification in National Standards for Disability Services
(NSDS)
Continue to benchmark National Human Services Quality Standards
(HSQS)
Delivering Therapeutic Practice, Research and Development (R&D),
Monitoring and Evaluation (M&E), Internal Audit and Practice Governance
Framework’s to achieve the FSA Continuous Improvement Plan (CIP)

•
•
•

Through our every action, FSA will demonstrate and measure its
Values to meet or exceed expectations
Through a commitment to CPD, FSA will ensure Professional
Expertise is industry leading
Solution design focussed, FSA encourages the application of high
emotional intelligence (EQ) and ideas that support continuous
improvement through Innovation
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Our Growth Strategy
To achieve sustainablegrowth of holistic
community services reaching people in need
FSA has a strategic direction that will ensure through our vision and purpose, communities
throughout Australia will have access to quality multi-disciplined therapeutic services and
support, as and when it is needed to improve personal and family wellbeing.
Our 2025 Strategic Plan is built on a foundation of strategic pillars measured by a
Community Support Framework (CSF) and Continuous Improvement Plan (CIP). FSA
continues to invest into core therapeutic early intervention services, while building new,
innovative and emerging complementary support services that maintain holistic continuity
of care and wellbeing for children, young people and families.

CORE COMMUNITY SERVICES
Integrated service streams is the core foundation holistically
responding to therapeutic client needs:
Early Intervention, Park & Play, All About Play
Child Youth and Family Support, Families NSW
Disability Management Services
Mental Health Support & Wellbeing, Child, Adolescent
Domestic and Family Violence, Victims Counselling
Intensive Family Preservation

PLANNED EMERGING SERVICES
Through evidence-based research and development,
FSA designs emerging services grown to meet
modern-day community child and family needs:
Family Services House, Community Services Hubs
Expanding Mental Health Services including Online e-Consult
Psychological Services for Children, Adolescents and Adults

EXPLORATORY NEW SERVICES
FSA continually explores program design opportunities to
ensure long term community services growth:
Specialist Trauma Informed Early Intervention Facilities
Expanding FSA’s suite of 21 evidence-based Group Work
Programs
Supporting the sustainability of the community sector
Applying an expanded Research and Development (R&D)
program that is internationally benchmarked
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FSA Values at Work
Our Family Culture
FSA’s Core Values represent our
behaviours, to creatively empower
our staff and Culture, while selflessly
supporting others in need of a handup on life’s journey

Our values
Compassion
In our thinking,attitudes and
actions

Accountability
Of ourselves, eachother, for our
clients and stakeholders

Respect
Others come first

Empowerment
Empoweringeachother to achieve
FSA’s vision andpurpose

Integrity
Being honest, delivering on our
word through our actions

CARE with Integrity - Our Behaviours
Taking care of ourselves
Selflessly taking care of others with empathy
Taking care of what we need to do or have to do
Staying on track, not getting derailed with competing priorities or attitudes
Be honest about the likelihood of delivering on commitments
Through self-reflection, apologising and learning when something goes wrong
Accepting and celebrating difference
Showing others a team-first approach
Demonstrating our values with positive
attitude, enthusiasm and behaviour
Encouraging new behaviours that help people reach their potential
Fostering aninclusive environment
Rewarding innovation and learning through perceived failure
Offering trust, faith and belief in eachother to achieveour very best
Being psychologically resilient and committed to the pursuit of excellence
Acting with truthfulness and not accepting secondbest
Ensuring our actions are at the highest moral and ethical standard
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