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Update from Our Executive Officer Christine Callaghan
Hello all,
Spring is here, time for some colour, and I am sure you will agree that this newsletter has a lot of colour
contributed by the wonderful artwork by David, a Compeer Program Participant.
This month we talk about our Client Centred Service Delivery Model, which is the cornerstone of our services.
Over the next few months we will be doing some work to further strengthen the documentation around this
model to make it even more user friendly for our teams.
It is great to see 2 client stories featured this month, I know Ozanam Industries are very proud of the contribution
and progress their clients make. There is some very important work being done in the Work Health and Safety
space so I know that all of you will appreciate the site visits Sue Yates will make over the next few months.
We continue to look at our model and practices around Trauma Informed Care, and are now looking at how
we truly embed the knowledge that many of our staff have so that this is reflected in practice. We have also
started a piece of work looking at vicarious trauma and how we better support our staff.
I have been very lucky to get out to visit services over recent weeks and a very big thank you to staff at Bowral
Youth Refuge, Vinchez Family Refuge, Case management teams and staff at Ability Links in Bowral and at
Narellan. It was also great to meet staff and Supported Employees at Ozanam Industries in West Ryde and at
Castlereagh Industries at Coonamble. Many thanks also to all at Freeman House and Greene Villa – it was
wonderful to meet everyone and hear about the great outcomes and achievements.
Kind regards
Christine
Christine Callaghan
Executive Officer, St Vincent de Paul Society NSW Support Service
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OUTCOMES FOR EXCELLENCE :This month’s feature
CLIENT CENTRED SERVICE DELIVERY MODEL
In May 2013, in order to better support our clients to achieve sustainable housing, improved wellbeing and community
inclusion, stakeholder consultations began that led to the initial development of a Client-Centred Service Delivery Model
(CSDM). During this initial phase the focus was contained to our traditional homelessness services. In 2014 the focus
evolved to become more holistic with the introduction of the Accommodation, Case Management, Facilities, Health and
Community Development Divisions. The aim of this broader more inclusive process was to provide a holistic strengthsbased approach to client support across the Society. The outcome of this process was to produce a high level model for
client-centred services.
This strengths-based approach to service delivery places the client at the centre of the decision making process. The
objective is for the people we assist to identify and create better outcomes for themselves, with support from the Society.
The CSDM and this Operations Manual are underpinned by six core philosophies:
2.1: A Client-Centred Approach: Our clients are at the heart of service/program delivery and decision-making, this ensures
we are able to more effectively and flexibly respond to their individual and family needs;
2.2: Trauma Informed Care: We recognise that many people experiencing vulnerability and other forms of social isolation
or need have experienced trauma;
2.3: Cultural Safety: We provide inclusive services and programs that recognise and support client diversity in all its forms;
2.4: Quality Assurance: We employ a continuous improvement approach to service/program delivery, to ensure the
ongoing satisfaction of clients, staff and other stakeholders;
2.5: Partnership Strategies: We work collaboratively with other service providers (including government and nongovernment agencies and services, and private-sector providers), in order to more effectively meet the needs of people we
assist; and
2.6: Strengthening Connection with Members: We recognise the valuable work undertaken by the Society’s members and
volunteers, and we are committed to strengthening our relationships with them to ensure enhanced client care and service
delivery.
Services and programs will be delivered in a way that incorporates both client rights and responsibilities, and may involve
collaborative arrangements with a range of appropriate service providers. Services and programs will be strengths-based,
in supporting clients to develop their skills, resilience and capacity.
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REFLECTIONS ON PARTNERSHIP FROM THE SPARK TEAM
Historically SPARK has always partnered with other organisations, but over the past 18 months the concept of partnership
has become a much more significant part of the culture of the program and the daily work of the team.
The following are some core principles of partnership for the SPARK Team
Embed partnerships and collaboration in the culture. This is one of the most important aspects to creating successful
partnerships. The team has to want it, and it needs to be part of the team and the program itself.
Persistence is needed. A lot of initial work may be done to establish a partnership, which then does not work out in the
way that you had hoped. It is essential to persist and continue to meet with lots of different organisations.
Take a long-term approach. The relationships balance out over time. The long-term sustainable relationships being
forged will more than likely lead to more support being offered to SPARK by partnering agencies when we need it.
It is the building of the relationship which is important, and this takes time and energy. Whilst nothing may come of it
initially, who knows down the track? Contacts made with other organisations can lead to support being offered at another
time in a different way, even if a partnership itself never materialises.
Look for strategic outcomes, not just the actual activity outcome. If we put our time and energy into this activity now, we
are building potentially important relationships for the future.
You need to ask yourself “why am I going into a partnership?” This should not be about the organisation, but about
the impact on the client and the community.
Impact on clients is the reason why partnerships are so significant for us. SPARK has been able to increase its reach five
fold over the last 14 months as a direct result of partnerships. We have been able to create more parent programs and
events working alongside other agencies, and broadened the reach of our own skill-sets, so that the clients have
benefited. Increasing our skills and increasing our programs, has meant more engagement with clients, and being more
responsive to their needs.
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(Reflections on partnership from the SPARK Team continued)
Seeing our clients as collaborators is really important.
We are after all working together to build capacity within communities. Taking a protectionist line is not helpful if we are
striving for the long-term goal of building stronger communities.
Openness, honesty and reliability are really important. If you say you are going to do something, then you need to do it.
This builds trust and confidence with other agencies.
Creating partnerships is about building presence, generating and sharing ideas. It’s about engagement, creativity and
participation.
Make sure that everyone who is part of the partnership feels like they are part of it and that their contribution is valued.
Come with an open mindset, and take a creative approach. Keep your eyes open for future partnering opportunities, and
think bigger than yourself or your particular program activity.
See partnership as more than a means to an end, not just a ‘vehicle’ for ticking a box on a funding application. Believe in
the partnership, and trust that your time in creating it is worthwhile time spent.
Patience, time and effort is needed, and you can’t let knock backs deter you. It may be that the partnership you were looking
for ends up being quite different, and you need to be flexible and willing to allow that to happen. For example SPARK was
speaking with the Good Shepherd Sisters about a transition support program. This did not ultimately eventuate but through
that connection SPARK met a young woman who worked with the team to create a Reflective Practice Tool for the volunteers
and staff. Something else quite different, but very valuable, came from those initial conversations.
Meet in person. You may need to travel far to attend a meeting, but make the time for this. It might take many meetings to
build a relationship of trust, but you need to see this as part of your work, not an added inconvenience.
Find time for honest reflection after an event or activity, and debrief with the partnering organisation to see what changes
might need to be made for next time.
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SCIS UPDATE

.

by Lee Auzins

Case Management and Accommodation modules have officially moved into the build phase. This means that
our project partner Empired has now begun the work that will be the foundational components of our Society
Client Information System. This will be followed soon by the Community Development and Health modules.
Information sessions have continued as well this month with sessions being held at Ability Links (Inner City),
Compeer (SSO), Freeman House (Armidale), Primary Health Care Clinic (Woolloomooloo), Castlereagh
Industries (Coonamble), Rendu Day Program (Campbelltown). These sessions are designed to provide all
attendees with an understanding of SCIS and the opportunity to provide feedback to guide us in the next key
stage of the project, training and implementation. We cover why the system is so important and what it will
provide going forward. If you have not had the opportunity to attend a session yet please let me know.
Over the coming weeks, Community Development and Health Modules will be completed with all required
amendments so they too can enter the build stage. During the build phase, there will be a bit less interaction
than there has been but from time-to-time we may need to validate some elements to ensure that we are
delivering on our promise to you. Information sessions will continue so that all Support Services staff has the
opportunity to attend. If you haven’t so far please let me know and we can make arrangements.
Up to now the project has been gathering requirements and understanding what Support Services needs
from its new system – now Empired start shaping the new SCIS. During this time I will be working with the
Operations team and their delegates to consider any procedures that may need revising during SCIS
implementation. The other important step moving forward will be the expressions of interest for ‘Super Users’
which will be coming soon. Keep your eyes peeled for the next edition of SCIS Shout Out for more
information.
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Client Focus: Employee of the Month at Ozanam Industries
Introducing David, who has been employed at the Ozanam
Industries Stanmore Work Centre for 10 years. He has had
many highlights during those years

In May 2016, David, with all of his work colleagues in
attendance, was presented with a certificate recognising
him as the Employee of the month. He tells me that he
was so excited to receive this award. He added that it
made him feel special, loved, and an important part of a
great team at Stanmore.
In addition to the work that David does every day on the
floor, he also works in the kitchen at Stanmore.
He prepares the tea/coffee and the lunches for his
colleagues and it is great to see him enthusiastically
preparing everything for them.
David is a keen West Tigers supporter and whenever
they have a win he reminds me of how much better they
are than the Sea Eagles. He also loves playing ten pin
bowling. He tells me that he is fantastic at this game.
In his spare time, he loves going to the movies and often
goes on group outings to the Blue Mountains. In
summer he enjoys going to Palm Beach which is his
favourite beach in Sydney.
He has also recently been on a cruise to the South
Pacific as well as a visit to Scotland where his Mum was
born. He became quite emotional when he told me
about this visit which meant so much to him.

David proudly showing off his Employee of the month
certificate with Rod Silber, Business Development
Manager at Ozanam Industries.

As can be seen, despite David’s disability, he lives a full
and enjoyable life and he enjoys his meaningful job at
Ozanam Industries.
.
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Quality Matters
By Megan Sprague

Did you know that SVdP NSW has membership with the
Disability Peak Body, National Disability Services (NDS)?
The purpose of NDS is to promote quality service provision
and life opportunities for Australians with disability. They
achieve this through influencing government and providing
information and advice to service providers. To see their
website go to www.nds.org.au
As a paid member of NDS this entitles all of our employees,
programs and services access to the benefits of NDS
Membership.
Some of those direct benefits include:
!
Current and regular information on all Disability related
information such as the NDIS
!

Access to free or discounted training and education

!

Access to industry relevant seminars and briefings

!

NDS Sub-committees that influence policy and practice

!

Care Careers Recruitment services

Additional add on benefits include:
Discounted Industrial Relations Advice
Discounted Qantas Club Membership
Discounted Virgin Australia Lounge
Discounted OfficeMax up to 40% off catalogue prices.

The process is simple should you wish to gain access to the
NDS membership only area. Simply have your manager
contact Megan Sprague, Quality Coordinator at
megan.sprague@vinnies.org.au providing a list of employees
Names and their Position Title, that require access.

Work Health and Safety Update
WHS Manual
Following completion of the feedback process
the workbook has now been signed off for
distribution:
A number of follow on activities will now
commence:
! Uploading of Workbook to Vintranet
! Communication re workbook and next steps
! Onsite training and tool box talks
! Establishment of WHS Reporting mailbox
! Separation and redevelopment of WHS and
Client incident reports forms
Susan Yates will provide more detailed
communications regarding these actions and
next steps in the coming weeks.
We recognise that as you start to utilise the
workbook you will discover important information
and areas for improvement, this manual has
been designed to be a living document which
has the flexibility to incorporate organisational
and legislative change.
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Service Profile: Edel Quinn

Edel Quinn, located in Wagga Wagga, provides specialised crisis and short term accommodation support to single men
and women over the age of 18 who are homeless as well as outreach support to men and women over the age of 18.
Edel Quinn can provide accommodation support for up to 16 single individuals each night, seven days a week.
Crisis accommodation: Edel Quinn has 16 units, each with a self-contained ensuite. Residents are supported by
professional crisis support staff who work closely with our clients and the Case Management Team to address their
immediate needs. We aim for Edel Quinn to be a safe space for clients to address their basic needs and access support.
Catering: Edel Quinn offers breakfast and dinner seven days a week and lunch on weekends and public holidays. We
work closely with Micah House who are located within a five minute walking distance from Edel Quinn and who provide
lunch to all members of the community on week days. Between our two sites, we are able to provide all Edel Quinn
accommodation clients with three nutritious meals a day.
Laundry: We have washing and drying machines on site for all clients accessing accommodation support, to use as
needed.
Other services include:
-Acess to exterrnal serices who run outreach at Edel Quinn, including: Centrelink and various information seminars
throughout the year
-Computer and Recreational Activities through the OLC
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Client Focus: Stefan’s Story of Success
Stefan (pictured ) was employed at Ozanam Industries from
February 2015. Stefan's ambition and passion is to become
a Barista and ultimately to find work in open employment.
From July 2016 his dream will start to become a reality.
Stefan has recently left Ozanam as he has been accepted
into a six month Pre Employ Course which offers young
people training, work experience in hospitality and finally
they will assist him in finding a job in open employment.
We will certainly miss Stefan as he has become an integral
member of the team at our West Ryde Work Centre. He
tells me that although he is now fulfilling his passion, he will
miss all of the friends that he has made at Ozanam.
When I spoke with Stefan he told me that after completing
year 10 at Oakhill College in Castle Hill, he finished his
schooling and achieved his HSC certificate at OTEN TAFE.
In between this he was a swimming instructor at Castle Hill.
He then joined Ozanam to get work experience but always
knew that he wanted to become a Barista.
Stefan like many young people loves playing video games.
He is a passionate St George Illawarra Dragons supporter.
When growing up, Stefan played baseball, soccer and
swam in many school carnivals. He has visited Canada,
China and Singapore.
So, we are tremendously proud of Stefan and his
determination to succeed and although we will miss him, we
wish him every success in his endeavours to become a
great Barista.
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More Art work
by David Bryant
Compeer
Program
participant

Policy Updates
Coming up:
Please keep an eye out for a number of existing
policies that are due for review. We would like to
hear how the policies have worked in practice and
if you feel there are any issues with implementation.
The draft Policy for the Management of the Death of
a Client is currently out for feedback, please provide
comments and feedback by COB 30th September.
Awaiting endorsement:
Conflict of Interest Policy
Assaults policy
!
Privacy Policy
Also, the Home Visits Policy and Procedure is still to
be endorsed but will be renamed Working in
External Locations Policy
!
!

!

In development:
Complaint Handling Policy

All of our current policies, procedures and templates can
be found within the Support Services section of the
Vintranet.
Thanks, and regards from Joanna
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COMPETITION BE IN TO WIN
Previous Winners of vouchers
May: Kristy Dicker from Freeman House. June/
July: Luke Arnold from the OLC.
August: Virginia Wilson from the OLC

SVDP Support Services

For your chance to win a $50 Myers voucher,
answer the following question correctly by
Monday 3 October 2016:
Email: support.services@vinnies.org.au

Find us on the Web:
Support Services on the Vintranet

Q:What sports team does Dave, employee of
the month at Ozanam Industries, support?

Art Work by
David Bryant
Compeer
Program

Email:
support.services@vinnies.org.au

Feedback:
If you have any feedback about the
newsletter, or if there is a news item
you’d like to see in future editions,
please email your suggestions to :
support.services@vinnies.org.au
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