
Developing a State-wide network of high quality,  

integrated services that support children, individuals and families  

to address the risks and crises that they experience.

SECONDARY FAMILY SUPPORT

STATE PLAN 2010-2013





The State Government is committed to supporting children and young people to reach their potential and 
assisting individuals and families who are at risk or in crisis.

Family support services play an important role in improving outcomes for vulnerable children, young people 
and families.  These services include intensive family support and counselling, targeted parenting support, 
homelessness services, family and domestic violence intervention, services for young people and targeted 
community support.

Working in partnership, the community services sector with the Department for Child Protection and relevant 
government departments will deliver major reforms aimed at integrating the range of family support services 
across WA.  This will be achieved largely through the establishment of family support hubs across the State.

The Secondary Family Support - State Plan 2010-2013 outlines the ways in which family support hubs will 
bring services together in each region to work together for the benefit of families by providing:

easier and earlier access to services; y

more personalised and comprehensive approaches to address complex issues; y

strengthened links between services for children and adults; and y

case management, available earlier and over a longer period of time for families with complex issues. y

The State Plan sets the blueprint for developing a strategic and contemporary approach to delivering family 
support services that will have lasting benefits for our State and the people of Western Australia.

Hon Robyn McSweeney MLC
MINISTER FOR CHILD PROTECTION; COMMUNITY SERVICES; 
SENIORS AND VOLUNTEERING; WOMEN’S INTERESTS

MESSAGE FROM THE MINISTER
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1. INTRODucTION

The Department for Child Protection, in partnership with the community services sector, will facilitate the 
development of family support hubs across the metropolitan and in some regional areas from 2010  
to 2012.

The Secondary Family Support - State Plan 2010-2013 outlines the key elements that underpin the way in 
which family support hubs will be established in communities. These hubs will be the central port of call for 
vulnerable children and families to receive assistance to resolve their risk or crisis. Easier and earlier access to 
services will provide better outcomes for these clients. The community services sector will coordinate the design 
of effective family support hubs through community consultation and the identification of local needs, service 
opportunities and community strengths.

Where should we be in 2012?

by 2012, Western Australia will have integrated secondary family support services, connecting agencies within 
regions to improve the way in which help is provided and, subsequently, improve the experience for individuals 
and families. Successful implementation of family support hubs in Western Australian communities requires the 
sustained commitment of all stakeholders to a new approach linking our services to work in an integrated way.

the first family support hubs will commence in 2010, followed by further sites throughout 2011 in various 
metropolitan and regional areas. A combination of systems and processes including governance, service 
standards, common assessment and referral procedures will be implemented across services to achieve 
integration to benefit children and families at risk or in crisis.

Substantial learnings will be drawn from the initial innovations phase in 2010-2011 to guide the expansion and 
continuous improvement in future sites.

2. KEY DRIVER: EXPANSION OF MANDATORY REPORTING

In 2012, the legislation for the mandatory reporting of child sexual abuse will be amended to include reports 
of child neglect and all forms of abuse. The corresponding establishment of secondary family support hubs 
in targeted sites across Western Australia will effectively position the State to grow services to respond to 
increased demand.

It is anticipated that while many of the families coming to the attention of the mandatory reporting system 
will require assistance, their risks may not always need ongoing tertiary child protection intervention. The 
development of family support hubs will assist these families to address any identified needs, but keep them 
out of the child protection system when their involvement is not necessary. When a child protection response 
is required, a referral to the local family support hub may be desirable to maximise the safety and wellbeing of 
children in the longer term.
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3. THE STRATEGIc FRAMEWORK

The priority area for secondary family support in Western Australia is integrating the service system. To support 
the changes required and provide further direction for the Department, sector and partner agencies, ten 
principles are identified which will be incorporated in:

practitioners’ approaches to clients; y

agencies’ approaches to service design and delivery; y

the operations of family support hubs; and y

priorities of government when investing in secondary family support. y

the guiding principles are:

Integration1.  – services work together in a planned and systematic way toward agreed, shared goals. The 
focus for agencies will be to promote the integration of services locally, regionally and between sectors.

early intervention2.  – the identification of risk and appropriate intervention early in the life of a child, early 
in the formation of a family and early in the development of a problem is critical to success.

strengths based3.  – even in the most difficult of circumstances, individuals and families possess 
knowledge and resources that can form part of the solution to their current situation.

child centred 4. – children’s unique vulnerabilities are placed at the centre of assessments and actions, 
including when the direct recipient of the service is a parent.

Family focused, client directed and community based 5. – families are supported to address the issues 
they experience and strengthen their connection to their community.

Policy connects to practice6.  – the development of policies to address risk and crisis maximise benefits 
to individuals, families and service providers. Strategic policy connects directly with service delivery and 
with related policy in other agencies.

evidence based approaches7.  – agencies commit to designing high quality services using research 
evidence and good practice and will evaluate the effectiveness of their services.

non-stigmatising8.  – services are provided to individuals and families in a respectful way that encourages 
them to seek help when needed.

Inclusive and holistic9.  – services respond to the diversity of culture in the population and work to meet 
the needs of children, individuals and families.

Accountable and transparent 10. – agencies operate in a way that is accountable to clients and other 
agencies. Processes and systems are clear and easy to understand.



4

4. THE PRIORITY: MOVING TO AN INTEGRATED SYSTEM

The value of integration is in achieving better outcomes for children and families at risk or in crisis through 
tailored and coordinated services. An integrated service approach generally:

improves the experience of those people seeking assistance through streamlined service delivery; y

allows for a personalised and comprehensive approach to addressing complex and interrelated challenges; y

unifies service approaches towards shared outcomes; y

strengthens the links between services by incorporating agreed processes; and y

assists people with complex issues to be case managed over a longer period of time. y

Additionally, family support hubs will develop strategies that focus on:

meeting the developmental needs of children at risk; y

Aboriginal and cultural and linguistically diverse children and families; and y

engaging with ‘hard to reach’ families. y

What is integration?

Integration in the context of family support hubs describes the way in which a range of component services and 
programs are brought together into a single system.

the establishment of family support hubs will be supported by:

mechanisms to formally and informally bind member agencies and services to the hub; y

an agreed assessment framework and approach; y

a local governance structure to address hub issues at the regional level; y

an agreed referral system and service pathways; y

stronger emphasis on case management; y

the development of service standards to guide operations and provide some consistency in approach; and y

the development of a learning strategy for all stakeholders. y

Key enablers for family support hubs are:

joint planning; y

role clarity for all agencies; y

a genuine commitment from all agencies to success; y

strong local leadership and relationships; y

developing sustainable systems; and y

a process of review and continuous improvement. y
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Towards an integrated model

 

Figure 1 – The relationship between services can be understood in a range of different ways. Integration is seen as the most complex and 
interrelated way to arrange services. (Adapted from integrated practice on the front Line: a handbook, research in practice 2009.)

5. SEcONDARY FAMILY SuPPORT SERVIcES

Secondary family support services are part of the secondary service tier aimed at assisting individuals and 
families who are at risk or in crisis. These children and families have needs that are too complex for primary 
services, and require a targeted secondary service response to prevent their situation worsening.

Family support is a way of strengthening families to overcome their problems while responding to children’s 
needs. It should improve family functioning and is most effective when it is provided early in the life of a child, 
early in the development of a problem and early in the formation of a family. Participation in decision making 
by the child (where age appropriate), the family and individuals on issues that affect them is central to the 
assessment and case planning process.

Family support hubs will connect clients to specialised services that work with vulnerable children and families, 
and be required to establish formal linkages to relevant adult services delivering a holistic and networked 
approach to children and families at risk or experiencing crisis.

Family support hubs will bring these services together in each region to work in an integrated and coordinated 
way. Clients will be able to find support and assistance far more easily, as the hubs will be promoted throughout 
the State using a common name and contact telephone number.
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Family support hubs - conceptual model

Figure 2 - A family support hub will comprise a range of family support services in each region. As this diagram illustrates, it will link with other 
relevant secondary services and universal services. The connection to the tertiary child protection tier will be through a child protection worker 
based in the family support hub and via linkages to the local Department for Child protection district office.

Family support hubs - service groups

Figure 3 – Service groups within family support hubs.
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connections to primary, secondary and tertiary services

The interface between secondary family support services and other parts of the service continuum is critical to 
ensure children and families receive appropriate levels and types of assistance.

Primary or universal services

Each family support hub will develop formal linkages with the appropriate universal services in each of their 
locations. there should be a specific focus on developing relationships with:

education services; y

health services; and y

early childhood services. y

It will be necessary for each hub to develop referral pathways to and from these services when it has been 
identified that the issues being experienced require a secondary family support response, or that those families 
involved with the hub would benefit from a universal service.

Other secondary services

There is a range of other secondary services that need to be considered in establishing secondary family 
support hubs. While the hubs will comprise secondary family support services, strong collaborative relationships 
will need to be developed with other secondary services including:

drug and alcohol services; y

mental health services; y

child and adolescent health services; y

housing support; y

community based justice services; y

disability services; y

targeted employment services; and y

other relevant secondary services. y

These services all play an important role in addressing risk and must be considered when developing family 
support hubs. Referral pathways to and from these services, where appropriate, will need to be negotiated.

Tertiary services

The establishment of family support hubs will make seeking support for families easier and less threatening. 
However, the safety and wellbeing of children must always be the focus. To assist hubs in assessing and 
monitoring those families with low protectiveness, each hub will include a child protection worker and direct 
support from the Department for Child Protection when needed. The child protection worker will form part of the 
common entry point team based in each family support hub.
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the child protection worker will provide:

support relating to initial assessments, particularly in relation to child protection issues; y

advice and liaison to family support hub agencies concerned about a child or family in their service; y

advice and liaison with the Department for Child protection district office in relation to departmental clients who  y
are involved in the family support hub; and

referral to the district office when child protection issues are identified. y

Family support and child protection

Family support hubs will be integral to the way in which family support is provided and accessed by the 
Department for Child Protection. While family support is provided in a general sense to assist families to address 
the challenges they experience, it is also used when the issues facing families are more entrenched, as is the 
case with many of the families coming to the attention of the Department. For these families, family support may 
form part of the action taken to protect children and young people from abuse and neglect, and when children 
and young people have been brought into the care of the Chief executive officer.

 

Figure 4 – The model illustrates the interaction between the family support approach and protecting children and young people from abuse and 
caring for children and young people in the care of the Chief executive officer.

If a family is assessed as having low protectiveness and there is a danger to the child, then a child protection 
response is the overriding consideration while family support is also provided. Where a child is taken into the 
care of the Chief executive officer, family support is a means by which the family may address the protection 
issues to the extent necessary for reunification to be viable.

Fa
mily support Hub
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If the family is assessed as having high protectiveness and danger to the child or family is low, then the 
assessment will emphasise family support while the safety of the children and young people continues to be 
monitored.

6. FAMILY SuPPORT HuBS – INNOVATIONS PHASE 2010

Locations for family support hubs during the innovations phase will be identified in early 2010.

An evaluation of the initial sites will provide recommendations on improvements to the family support hub 
approach, which will inform and refine the model in new sites. the innovations phase will result in the 
development of systems and tools to establish family support hubs, as well as beginning to facilitate the 
necessary changes within secondary family support services.

common entry points

 

figure 5 - Common entry point staffing configuration.

Each family support hub will have a common entry point into the local service system. Common entry points will 
be located in the community, and coordinated by community sector agencies. These common entry points will 
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Common entry points will deliver:

staffing of a local ‘1300’ number; y

advice and support to clients; y

initial assessment of clients; and y

facilitated referral pathways for services and clients. y

The common entry point will consist of a team of workers skilled in providing assessment, referral and support 
with knowledge of integrated ways of working. They will also have a good understanding of the services that 
form part of, or are linked to, the family support hub. The role of the community services sector in managing the 
hubs will help to ensure that clients are comfortable and confident that their needs will be met within their local 
community.

In-home assessment and support

Family support hubs will have to adopt a range of different approaches to service provision to address the needs 
and requirements of vulnerable individuals and families. It is clear that many families struggle with accessing 
supports or fail to recognise the seriousness of the challenges that they may be facing. These challenges often 
escalate and impact on the functioning of families.

For some ‘hard to reach’ families, the opportunity to provide proactive outreach leads to better engagement 
which, in turn, opens up the possibility for improved outcomes. this also provides flexibility for both services and 
families.

No wrong door

When in need of assistance, families and individuals often turn to services where they have had a good 
experience in the past. Services that form part of the family support hub will be required to adopt a ‘no wrong 
door’ philosophy to connect people with the services they require. This means that clients who contact a hub 
member agency but do not require that specific service will be referred to the appropriate service in the hub or 
to the common entry point for assessment and referral. The emphasis will be on supporting clients to access 
the right service, as soon as possible.

Learning and development

the establishment of family support hubs builds on the existing service system, however, will require significant 
system wide changes and enhancements. key stakeholders will need to be supported to further their knowledge 
on what these changes mean for them, and to provide learning opportunities in relation to integrated ways of 
working.

A learning and development strategy will be developed for family support hub staff and agencies with a focus on 
what the changes mean, integrated ways of working, systems, processes and roles.
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7. KEY OPERATIONAL ISSuES

Service mapping

Lead agencies responsible for developing and managing family support hubs will need to map the secondary 
family support services in their region, relevant child and adult services (primary, secondary and tertiary) and 
other services being provided by government agencies.

This mapping will provide a service inventory of the local community and inform what services need to be part 
of the family support hub.

Information sharing

Sharing appropriate information between services in the family support hub will improve the experience of 
clients and facilitate a better response from agencies.

It is envisaged that information sharing practices will be addressed, in part, through policies and guidelines and 
informed by existing legislation including the Children and Community Services Act 2004 and the Parental 
Support and Responsibility Act 2008. The publication titled Working together for a better future for at risk 
children and families will also inform information sharing practices.

Information sharing will be facilitated through a memorandum of understanding, information sharing protocol or 
other mechanism.

common assessment framework

A common assessment framework will be used by each family support hub to provide an initial assessment 
to determine service need. The common assessment framework will set out key domains to provide a holistic 
assessment. these domains should include:

child, y

family/parent, y

social, y

culture, y

environmental, y

economic, y

safety, and  y

wellbeing. y

This shared approach, language and focus on risks, needs and strengths will assist integration. A common 
assessment framework will:

draw on good practice; y

be relevant to all agencies; y

be detailed enough to make accurate referrals, without being onerous on clients and services; and y

share information with other agencies so that clients do not have to repeat the same information. y
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The information received through the common assessment framework will be provided to the agency receiving 
the referral and form the basis of their own specialised assessment.

Prioritising risk and need

While the expectation is that all families requiring a service should get one, family support hubs will target those 
families with concerning levels of risk and who need a priority response. These families need to receive a timely 
service response and be case managed.

Families that present with complex issues that jeopardise the safety, wellbeing or life outcomes of children will 
be supported to access services as a priority. These families will be connected into services and supports at the 
earliest opportunity. These cases will be monitored by the child protection worker based at the hub and referred 
to the district office if the identified risk requires a statutory response.

case management

family support hubs will require a stronger emphasis on case management, particularly when:

the issues facing clients are complex; y

there is significant risk to a child, adult or family; y

multiple services are involved; and y

clients are assessed as needing additional support to access services. y

The way that case management operates, and the decision on which agency or service will case manage a 
particular client, will differ depending on a number of factors. The common entry point team may case manage 
some clients while for others it will be the service that is doing the most work with the client, or with whom the 
client feels the most comfortable.

Case management will be a way to:

assist clients to navigate services; y

coordinate services that clients access; y

review, monitor and assist to integrate any positive changes; and y

assist clients to exit the hub in a planned and coordinated way. y

8. cONTRAcTING OF SERVIcES

The Department for Child Protection will undertake a negotiated Expression of Interest process for the 
contracting of services within family support hubs. Family support agencies will be invited to submit an 
expression of interest within identified districts. they will have to demonstrate how agencies that provide services 
within a district will be engaged in the provision or brokering of services, through formal alliances or consortia. 
The Department will be a key player in this integrated approach to service provision.
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 9. GOVERNANcE

the monitoring of the delivery of the State plan will flow from the Community Sector roundtable and  
Child Safety Directors’ Group to operational working groups and the State Secondary Family Support Hub 
Steering Group.

Governance Framework 

Figure 6 – State-wide governance framework

Local governance of family support hubs

The governance arrangements for each family support hub will comprise key stakeholders in each location. A 
steering group will be established in each location and include representatives from:

the lead agency funded to establish and manage the hub; y

agencies involved in the secondary family support hub; y

universal and other secondary service providers; y

the Department for Child protection district office; and y

other relevant government service delivery agencies. y

The local level steering group will have responsibility for the successful implementation and ongoing governance 
of the family support hub. their role will include:

the development and oversight of formal interagency agreements; y

the review of processes and procedures used within family support hubs; y

joint planning around operational and strategic objectives; y

identifying and addressing systemic issues; and y

providing a forum for conflict resolution. y
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Memoranda of understanding

Family support hubs will operate under memoranda of understanding, which will formally bind each agency to 
an agreed approach to service provision. each agreement will:

provide an outline of that region’s approach to the family support hub; y

identify and address local governance arrangements; y

outline the roles and responsibilities of each agency and the common entry point; y

document referral pathways and procedures; y

appropriately address information sharing; y

outline data collection requirements; and y

incorporate a conflict resolution procedure. y

The agency contracted to establish and manage each family support hub will be responsible for the 
development of these agreements and will work through the local steering group which will provide oversight 
and advice on its development. All relevant Department for Child Protection family support services funded 
through the community services sector will be encouraged to be part of these agreements.

Service standards

Further integration will be achieved through the creation of service standards for agencies joining the family 
support hub. The standards will apply to all family support hubs and outline the expectations and responsibilities 
of each member agency. These will provide an agreed standard of operations throughout the State, while also 
provide some flexibility to meet local needs.

Service standards will be developed in consultation with the community services sector and be ready for 
implementation in the innovations phase. Agencies wishing to join family support hubs will be expected to 
operate using these service standards as a minimum. The principles outlined in the State Plan will assist in the 
development of service standards.

Evaluation framework

The establishment of secondary family support hubs is an important strategy in addressing risk and need 
for vulnerable children and families. Without support, some of these families will move into the tertiary child 
protection system. the effectiveness and efficiency indicators developed will reflect the diversionary role that 
family support hubs will play in moving children and families out of the tertiary child protection system and 
supporting the long term safety and wellbeing of children.

The evaluation framework will be developed during the innovations phase. key areas that the framework will 
evaluate include:

implementation; y

integration; y

systems and processes; y
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stakeholder experience; y

outcomes and objectives;and y

future directions. y

The evaluation framework will inform the rollout of each family support hub throughout the phased 
implementation. The evaluation will also include qualitative measures to determine the impact of the family 
support hubs on outcomes for children and families.

effectiveness and efficiency indicators will be developed to ascertain the extent to which family support hubs are 
meeting the following objectives and desired outcome.

10. ROLES AND RESPONSIBILITIES

community Sector Roundtable

The Community Sector Roundtable has provided oversight to the development of the State Plan. This group will 
continue to provide strategic advice about the implementation of the State Plan, including the establishment of 
family support hubs, as well as the evaluation framework.

outcome:

Children, families and individuals are able to resolve crisis and promote the safety and wellbeing of themselves 
and their family members.

objectives:

The family support hub will provide integrated services to support families and individuals to maximise or  y
promote the developmental needs, safety and wellbeing of at risk children.

The family support hub will provide integrated services to families and individuals to address the risks and crisis  y
that they experience.
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child Safety Directors’ Group

The Child Safety Directors’ Group will assist the establishment of family support hubs by providing advice  
and support on how best to link their agencies’ relevant primary, secondary and tertiary services to family 
support hubs.

community services sector

The community services sector will have the following roles in relation to the formation and management of 
family support hubs:

the establishment and coordination of family support hubs in each region; y

the development of common entry points into family support hubs; y

the establishment of agreed assessment and case management approaches; y

the development of referral pathways and processes in each region; y

developing formal linkages with key agencies in each area including local Department for Child Protection  y
district offices; and

the development of an evaluation framework. y

Department for child Protection

the Department for Child protection will have the following roles in relation to family support hubs:

providing an initial framework to progress family support hubs through the State Plan; y

funding a project team; y

securing the first site in consultation with the Commonwealth government, and further rollout of hubs  y
commencing in 2010;

supporting the development of systems and tools; y

facilitating access to the child protection system for each family support hub; and y

developing formal linkages with family support hubs in each region. y

Intergovernmental partnerships

Working with vulnerable children and families requires collaborative approaches and shared commitment. To 
this end, the Department for Child Protection is pursuing a series of formal agreements and robust linkages with 
other government agencies. These agreements will be developed with all agencies represented on the Child 
Safety Directors’ group and identify specific areas of collaboration which will assist the operation of local hubs.

Strategic bilateral Memoranda of Understanding and Working Together kits will inform the development of local 
level interagency memoranda of understanding and improve collaboration. Family support hubs should be aware 
of these agreements and determine the most effective and beneficial linkages.
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National Framework for Protecting Australia’s children 2009-2020

The Secondary Family Support - State Plan 2010-2013 is informed by some of the actions contained in the 
National Framework for Protecting Australia’s Children 2009-2020. Specifically, the National Framework states:

Supporting outcome 1, Strategy 1.1 to strengthen the capacity of families to support children: y

Continue to improve family support services such as bringing together secondary services consistent with  ◦
WA’s Strategic Framework for Supporting Individuals and Families At-risk.

Combine and refocus community programs within the Department of Families, Housing, Community Services  ◦
and Indigenous Affairs to enhance support for families and parenting.

Supporting Outcome 2, Strategy 2.1 to implement an integrated approach to service design, planning and  y
delivery for children and families across the lifecycle and spectrum of need:

Expand the  ◦ Communities for Children program to:

realign existing sites to enhance integration and target the most disadvantaged communities; and ▫

establish new demonstration sites to test models of integrated service delivery and provide more intensive  ▫
assistance to children at risk.

11. TIMELINES

State Plan endorsed April 2010

innovations phase sites identified April-May 2010

Innovations phase workshop June/July 2010

Finalise service standards for innovations phase October 2010

Evaluation framework determined October/November 2010

Innovations phase family support hubs commence December 2010

Six month evaluation report complete June 2011

Second phase sites identified March 2011

Second phase sites commence July 2011

third phase sites identified July 2011

Third phase sites commence January 2012

Expansion of mandatory reporting July 2012
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12. PARTNER ORGANISATIONS

Community Sector Roundtable membership

Mr Tony Pietropiccolo, Centrecare (Chair) y

Ms Sue Ash, Western Australian Council of Social Service Inc. y

Mr Grady bailey, Salvation Army y

Mr Ian Carter, Anglicare WA Inc. y

Mr Chris Hall, UnitingCare West y

Mr basil Hanna, Parkerville Children and Youth Care Inc. y

Ms Tricia Murray, Wanslea Family Services Inc. y

Ms Debbie Henderson, The Family Inclusion Network of WA Inc. y

Ms Anne Moore, Women’s Council for Domestic and Family Violence Services y

Mr Ashley Reid, MercyCare y

Ms Dawn Wallam, Yorganop Aboriginal Child Care Corporation y

Ms Rae Walter, Ngala y

Ms Lucy Davies, Department for Child Protection y

Mr Steve Glew, Department for Child Protection y

Ms Deborah Gould, Department for Child Protection y

Ms Fiona Lander, Department for Child Protection y

Mr terry Murphy, Department for Child protection (ex officio) y

Child Safety Directors’ Group member agencies

Department for Child Protection (Chair) y

Department of Education y

Department of Health y

Drug and Alcohol office y

Department of Indigenous Affairs y

Department for Communities y

Department of Housing y

Department of Corrective Services y

Department of Education Services y

Department of the Attorney General y

Western Australia Police Service y

Disability Services Commission y






