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CQID acknowledges the traditional owners of the land in which we live,
work and meet and pays respect to our elders past, present and those who
are emerging leaders in our communities across Central Queensland. We
acknowledge the many footprints of those who have gone before us and
honour their contribution to culture, families and communities.
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Chairperson’s Report
FIRSTLY, I WOULD LIKE TO ACKNOWLEDGE
THE TRADITIONAL OWNERS OF THE LAND
WE MEET TODAY. I WOULD ALSO LIKE
TO ACKNOWLEDGE ALL ELDERS, PAST
PRESENT AND THOSE EMERGING, ACROSS
ALL THE LANDS WE DELIVER SERVICES.
2019-2020 financial year has provided new challenges
to our Executive team, none more than the COVID-19
epidemic, this risk to our business, our team members
and the broader community was enormous. But the
professionalism shown by our Executive team has seen
the organisation thrive and come through the first wave
with greater respect from our communities and our
funding agencies.
Against all trends our organisation continues to grow
both professionally and in its footprint of service
provision. We have maintained all current funding
and programs and have seen increase in a range of
complimentary services to the Family Wellbeing, as
well as receiving funding for the first ever Indigenous
Domestic Violence service within Hervey Bay.
Our approval to allow our CEO Jason Field to nominate
to the QATSICPP Board, firstly as a Director then as the
Chairperson has provided a pathway and a voice for

our region to make the necessary changes required
within the current Child Protection system.
The rewards of this appointment ensured QATSICPP
played a key role in the Child Protection reform bought
on by the Carmody review. This has seen necessary
changes to the Child Protection system to help reduce
the over representation of Aboriginal and Torres Strait
Islander children in out of home care.
CQID has now been targeted to continue
redevelopment of the Child Protection system, with
CQID piloting and partnering with the Department
of Child Safety, Youth and Women to be Delegated
Authority of children in care. This potentially could see
the organization continue to grow.

I would like to take this opportunity to thank my
colleagues who continue to shape this organisation,
ensuring it is being governed and managed effectively
for its future sustainability. I would like to thank Directors
Malcolm Mann, Byron Ketchup, Carol Major, Darren
Smith and Wayne Jones for their continued support
and professionalism whilst performing the roles.
I would like to thank CEO Jason Field and all of his staff
for the commitment and drive shown throughout this
financial year and previous financial years, with the
delivery of programs that assist families and individuals
within our communities.

Anthony Weldon

The benefit will be, better outcomes for our children
and families and will be key to ensuring every child has
the opportunity to be connected and to have a positive
childhood.
CQID continues to evolve and adapt to changes and
as a lead organisation within the region, it continues
to consult with members of the wider Indigenous
community and key stakeholders to assist and deliver
quality outcome-based programs.

CQID Annual Report 2019 – 2020

Chairperson
Central Queensland Indigenous Development Ltd

5

CEO Report
I WOULD LIKE TO ACKNOWLEDGE THE
TRADITIONAL OWNERS OF THE LANDS
IN WHICH CQID DELIVERS SERVICES,
AND ACKNOWLEDGE THE ELDERS PAST,
PRESENT AND FUTURE.
To all the team members on the frontline, without the
dedication and support of you all, the organisation
would not be where it is today, so I would personally
like to thank you for your ongoing commitment. I would
also like to acknowledge the ongoing commitment,
professionalism and hard work of the Executive team;
Leanne Field Hamson, Suzi Blair, Lesley Barney, Daniel
Yasso, Tamara Creamer, Michele Jarrett, Candice Field
and Bernie McAuliffe.
I would also like to thank the CQID Board for its
continued guidance, support and personal professional
development.
CQID continues to be a key stakeholder providing
a professional and stable service to individuals,
community, families and youth.
Our key focus of workforce development has placed
us in a very comfortable position as we continue to
maintain our current accreditations with ISO, HSQF and
our Foster and Kinship Care License.

CQID’s current
funding is for:
Ì Family Wellbeing Program (Youth and Domestic
Violence)
Ì Family Participation
Ì Mimosa Creek Healing Centre
Ì NGOTGP
Ì Homelessness to Housing
Ì Foster and Kinship Care
Ì AOD’s
Ì Domestic Violence

With this continued growth, the organisation has
continued to develop more efficient and effective
processes in line with contractual obligations,
transitioning to better outcomes for team members and
community.
I believe the organisation is in a very strong and stable
position. We will continue to have our challenges,
however our focus is now on partnering and building
relationships to achieve greater outcomes for the
community.
CQID continues to be a professional Indigenous agency
within the region, and has a sound platform for its
future.

Jason Field

Additionally, we have received funding for the move
towards Delegated Authority as one of two sites in a
state-wide pilot.
The organisation’s workforce has grown from 54 to 73
fulltime employees with 12 casual employees, working
across 7 locations throughout Central Queensland and
the South Burnett regions.

CQID Annual Report 2019 – 2020

CEO
Central Queensland Indigenous Development Ltd

7

Corporate

Central Strategic Priorities

2020 – 2030

CQID WAS ORIGINALLY ESTABLISHED AS A
CENTRAL AGENCY WHICH COORDINATED
AND REFERRED SERVICES FOR THE
INDIGENOUS PEOPLE OF CENTRAL
QUEENSLAND. WHILE ITS ROLE IS PIVOTAL
IN THE REGION, CQID RECOGNISES THAT
WITHOUT ITS SERVICE-DELIVERY BASED
RELATIONSHIPS WITH OTHER AGENCIES,
IT WOULD NOT BE ABLE TO ACHIEVE ITS
CORE OUTCOMES.

The Central Strategies for CQID for
the next triennium (and potentially
the next 5 years) are:
People: To ensure all people associated with CQID
(by employment, engagement or association) are
recognized as individuals and are treated ethically,
respectfully and with equity and compassion.

Service: To collaboratively deliver high quality
services that are appropriate and relevant to all people
associated with CQID.

Accordingly, the strategies identified in this Strategic
Plan will emphasise continuous development of
strong, vibrant and credible relationships with service
agencies, fostering a culture of shared outcomes
and pursuit of excellence with specific relevance
to culturally appropriate outcomes for Indigenous
Australians.
8
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Communities: To continually contribute to positive
change in Indigenous organisations and global
communities.

Continuous improvement: To uphold a commitment to
continuous improvement in all that we do.
Delivery: To ensure all projects under the CQID banner
deliver quality, outcomes (for example, achieving or
exceeding KPIs or other contractual obligations).
Communication: CQID is committed to using effective
communication to enhance the opportunities it can
present to people and communities.

Networking/
Communication
Ì CQID’s Board of Directors held 6 meetings
throughout the 2019-20 financial year. The
meetings were well attended allowing Board
members to be fully appraised of all operational
matters.
Ì CQID has implemented regular scheduled
meeting between senior management groups to
improve organisational communication.
Ì CQID program Managers and members of the
Executive team maintained regular contact with
the respective Contract Managers from the
various funding bodies throughout the reporting
period. These contacts provide a useful forum
for the exchange of perspectives on the
progress of activities towards the objectives of
the programs.
Ì Program teams interfaced with various other
agencies during the year, to share knowledge of
the services provided by CQID and to help link
clients with other synergistic service providers in
the service regions.
Ì Staff training activities were undertaken during
the 2019-20 year:
 In 2019-20, CQID successfully passed
re-certification audits for ISO: 9001 and
Human Services Quality Framework
(HSQF), and retained accreditation as a
Licensed Service Provider for the Foster
and Kinship Care Program.

Corporate

Corporate Services
THE CORPORATE SERVICES PORTFOLIO
PROVIDES THE FOLLOWING SERVICES
ACROSS THE CQID CATCHMENT
AREA; FINANCE; HUMAN RESOURCES;
WORKPLACE HEALTH AND SAFETY; AND
QUALITY ASSURANCE.
In all these areas, we are focused on ensuring CQID is
recognised as a vibrant, sustainable and connected hub
that welcomes our clients, staff, partners, stakeholders
and the wider community.
Corporate Services introduced further transparency
into the budget process and will continue to work
towards improving financial management and literacy
for all Executives and Managers. The FY19 financial
audit was completed in September 2019 within the
scheduled timeframe. The Financial Statements for
FY19 included changes to revenue recognition as
prescribed by new Australian Accounting Standards.
The successful completion of the audit resulted in sign
off on the annual financial report by the independent
auditor without qualification. The introduction of
the Xero software system for financial and payroll
transactions in FY19 has continued to provide
benefits to management with the introduction of
regular reporting on staff absenteeism. Staff turnover
has fallen to less than 40% in FY20, a substantial
improvement over the time this statistic has been
measured. In FY19, absenteeism was trending at
over 45%. The year to date FY20 trend for unplanned
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absenteeism has also fallen by almost 40% from
the FY19 levels. This is a significant improvement in
availability of hours for service delivery and can be
partly attributed to regular management reporting of
staff absences.
A significant amount of effort has been invested in our
Human Resources component, in alignment with the
organisation restructure and strategic plan.
Ì Developing shared services across CQID to
make better use of administration resources
improving efficiency and standardising
processes.
Ì Review and development of number of HR forms
to both improve the user experience and reduce
nonvalue adding administration tasks.
Ì Review and update of position descriptions
across the organisation to match the new
organisation structure.
Ì Delivery of new comprehensive induction
booklet and induction plan for new staff.
Ì Decreased turnaround time in recruitment and
selection processes.
Our workplace health and safety process continue
to expand and grow. In FY20 CQID formally trained an
employee in Implementing an ISO Workplace Health
and Safety Management System. This has allowed
CQID to maintain compliance across many areas. There
has been a strengthening of reporting by managers
CQID Annual Report 2019 – 2020

through the provision of details of workplace health and
safety matters raised, implemented and/or resolved
through team meetings as well as the register. Critical
incidents have been thoroughly analysed to identify
the root cause of these accidents and improvement
strategies have been developed. The risk management
process continues to be reviewed and updated where
necessary to identify the risks that may have an effect
on fulfilling CQID’s objectives. All staff complete Take 5’s
and assess the risks using appropriate techniques and
manage the risks at the desired level.
Quality Assurance has also become more actively
engaged on several larger projects providing advice
to ensure greater quality deliverables and improved
stakeholder engagement. During FY19, we balanced
day-to-day activities with laying the foundations to
develop and implement the practice manuals and
portfolios across most programs. This has included
liaising with front line workers and program executives
to identify best practice. Corporate Services reviewed
and negotiated with all stakeholders, including funding
bodies to ensure we were addressing all investment
specifications and service agreement KPIs. The result
was the development of high-quality practice manuals
and portfolio/resources to guide staff in the delivery of
service.
In FY20 there has also been a strong focus on client
satisfaction. Client service standards have been
monitored through program feedback, and training has
been implemented. Client feedback summaries have

Corporate
shown a significant improvement in client satisfaction
of service delivery. This is further emphasised with
the high percentage of outcomes achieved across all
programs. To further enhance this there has been a
decline in recorded complaints. Despite this, Corporate
services continues to devise ways to modernise
our professional services towards effective and
sustainable operations, as outlined in our Strategic
Plan.
To date, Corporate Services has seen the development
of some simple resources and the design of new
approaches to client’s interactions across all aspects
of the organisation including programs, corporate
services, information technology, marketing, client
referrals and supporting top management. Some
major continuous improvements during 2019/20 have
included.
Ì Greater digitisation including the purchase of
Zoom cart
Ì Upgrading and replacing our phone system and
ICT infrastructure
Ì Development and Implementation of video
conferencing with clients

The Quality Assurance team supervises the
implementation of comprehensive audits in accordance
with the organisation approved audit plan and reviews
operational procedures and practices of the company
on a regular basis, as well as client service delivery
and achievement of KPIs. The Internal Audit team
plays a crucial role in monitoring and is responsible
for independently reviewing all programs in CQID and
includes working with the external auditor HDAA, where
in FY19 we achieved no nonconformances in both HSQF
and ISO 2015.

Ì ACCREDITATION in the Acculturation Scale for
Aboriginal Australians

A significant investment in staff professional
development included the training with Indigenous
Psychological Services to conduct an Aboriginal Mental
Health Cultural Competency Intervention Program
(CCIP) . With regard to the CQID participants, the results
were excellent, the CQID team were above the national
average across all domains. These domains include
(1) Cultural Knowledge, (2) Skills and Abilities, (2) Beliefs
and Attitudes, (4) Resources and Linkages, and (5)
Organisational Competencies.

The work of 2019/20 has strengthened the core
capabilities of Corporate Services and built a strong
foundation for future development. Our focus in
2020/21 will be to improve service quality even further
and pursue our mission to provide timely, quality and
successful spaces and services for our clients, staff
and the wider community.

Ì ACCREDITATION in the Acculturative Stress
Scale for Aboriginal Australians – to gauge the
impact of racism, marginalization, within group
racism (lateral violence) and cultural identity
(adjustment)
Ì ACCREDITATION in the Westerman Aboriginal
Symptom Checklist – Youth and Westerman
Aboriginal Symptom Checklist – Adults

Lee Field-Hamson

Tracey Westermann IPS, then conducted a 3 day
workshop in March 2020 where 40 CQID employees
undertook and completed.

These will progress in consultation with service users.
Continuous improvement aims to increase client
satisfaction and service performance through review of
current documents and processes, Indigenising these
as well as accessing increased digitisation – a balance
between traditional and contemporary processes.

Executive Officer Corporate Services
Central Queensland Indigenous Development Ltd
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Corporate

Monthly Report
For the period 1 July 2019 to 30 June 2020

Liquidity
Cash at bank
Cash on hand - Debit cards + Petty cash

$AUD
1,272,330
227

Cash on deposit

29,698

Trade and sundry debtors

80,000

Short term loans collectible

15,799

Total short term cash & equivalents

Debt
Finance leases (incl interest)

(394,814)

Total short & long term debt

(394,814)

1,398,054

Less:
$AUD

Liquidity 19-20

Funds committed:
Superannuation contributions not yet remitted
Taxes collected but not paid
Credit card charges
Goods & services received but not paid for
Total funds committed

(40,637)
(205,209)
(3,471)
(212,336)
(461,653)

500,000

Quarter Base

400,000

YTD Average

300,000

Funds provided:
(388,105)

Major maintenance - Building 26

(226,101)

12

(1,075,859)
322,195
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0

Q1

Q2

Q3

190,849

Free liquidity

100,000

276,839

Total funds committed and provided

(614,206)

418,170

Total funds provided

200,000

444,028

Employee entitlements

Q4
Quarter Actual

Corporate

Financial Report
THE ORGANISATION FINISHED FINANCIAL
YEAR 2020 IN A SOUND FINANCIAL
POSITION. CASH AT BANK BALANCES
TOTALLED $1.2 MILLION, AND TOTAL
CASH AND SHORT-TERM COLLECTABLES
WAS $1.4 MILLION. MOST OF THE
COLLECTABLES WAS CONVERTED TO
CASH IN JULY 2020.

A further $614K has been provided in the accounts for
future expected cash outlays. These provisions are a
combination of short-term expenditures expected to be
paid in the next 12 months and longer-term expenditures
expected to be paid later than one year’s time.

Finance lease commitments are mainly related to motor
vehicle acquisitions. Leases were established over 3
and 4 year durations and will expire between December
2020 and June 2024. Finance lease debt is secured by
the underlying asset value of the leased motor vehicles.

Short-term provisions are employee leave provisions
for annual leave and long service leave, where the
employee has completed the necessary period of
service to qualify for entitlement.

Bernard McAuliffe

Of the available cash and cash equivalents available
at 30 June 2020, $460K has been committed. Funds
committed consist of:

Long-term provisions are:

Ì Taxes collected but not paid for Goods and
Services Tax and employee PAYG Withholding
Tax deducted from wages,
Ì Employee superannuation deductions not yet
remitted, and
Ì Unpaid creditor balances for goods and services
received up until 30 June 2020, but not paid for.

Ì Long service leave for those employees who
have not yet completed the required period of
service, but who are expected to qualify in future
periods, and
Ì Building 26 maintenance estimates for end
of lease repairs as required under the lease
agreement.

CQID Annual Report 2019 – 2020
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Corporate

Business Development
CQID CONTINUES TO ACTIVELY SEEK
AND TAKE ADVANTAGE OF NEW
OPPORTUNITIES TO STRENGTHEN THE
RANGE OF COMMUNITY-CONTROLLED
SERVICES AVAILABLE TO ABORIGINAL AND
TORRES STRAIT ISLANDER PEOPLE IN OUR
COMMUNITIES OF INTEREST.
The development process incorporates
responsiveness to new opportunities aligned to
current service delivery; engagement with community
and partners to develop innovative new services and
projects through competitive tender and grant systems
and anticipating and responding to policy change within
the sector; with the continual improvement of internal
systems and existing strengths particularly in regard to
reputation and partnerships.
Over the past year, CQID has strengthened our team
and expanded service delivery with new domestic
violence and youth wellbeing service elements
14

established in Rockhampton. We also laid the
foundation for an exciting new partnership with Life
Without Barriers as sub-contractor for the Next Step
Plus program in Rockhampton and Bundaberg from FY
2021 and were a successful applicant to the Institute of
Aboriginal and Islander Studies Indigenous Research
Exchange grant scheme to create an evidence base
for a strong Aboriginal and Torres Strait Islander
approach to service delivery. Considerable work was
also done on developing an innovative service model
and partnerships to deliver a domestic violence service
to Aboriginal and Torres Strait Islander people in the
Hervey Bay region, but the outcome of this work is
pending.
Internal structural change resulted in additional
resources to assist with the development process
of creating new projects to boost community
engagement, relationships, reputation and impact. The
additional resourcing has created the opportunity to
foster growth and support by being more proactive
and communicative and to participate in additional
CQID Annual Report 2019 – 2020

smaller grant opportunities. For the first time, CQID’s
participation in Queensland’s Child Protection Week will
be as a result of securing grant funding for activities
in Hervey Bay and Rockhampton, and also for the first
time, an international grant was received from the US
based Seventh Generation Fund to provide community
support in response to the COVID-19 pandemic.
We gratefully acknowledge the contributions and
leadership, support and expertise of community
members and organisations who assisted CQID to
make a positive difference.
Late in FY20, CQID was engaged as an ‘early adopter’
location for a significant state-wide initiative that
requires the Queensland government to delegate
authority for service delivery for Aboriginal and
Torres Strait Islander children in the child protection
system, to the CEO of a community- controlled entity.
As one of only two ‘early adopter’ locations, CQID
is at the forefront of driving self-determination and
negotiating a new way for Aboriginal and Torres Strait

Corporate
islander people to experience interaction with the child
protection system. CQID is actively involved in planning
and leading the processes, organisational change and
creation of innovative culturally strong service models
that will underpin the achievement of better outcomes
as well as a sustainable, new income stream.
In response to the prevalence of mental illness in our
community, CQID is investigating expansion of service
delivery to be better able to provide support. CQID
has been successfully appointed to the PHN Mental
Health Advisory Board and will seek to gain a better
understanding of the opportunities and requirements to
this new area of interest.
To remain a strong, sustainable community-controlled
organisation leading and facilitating self- determination,
CQID looks beyond the horizon of current opportunities
to identify and understand system impacts, while also
looking internally to identify and act on opportunities
to strengthen our position. Internally, a feature of the
past year was the engagement of the University of
Queensland to help staff strengthen their leadership

capacity, as well as the adoption of Child Safe
Organisation principles to open up new funding
opportunities at the federal level and remain at the
forefront of best practice, and implementation of White
Ribbon accreditation. (White Ribbon accreditation is
paused while the new provider examines its strategy.)
Externally, to ensure CQID is at the forefront of system
change and that Aboriginal and Torres Strait Islander
voices are heard and influence policy, submissions
pertaining to homelessness, Path to Treaty, the
Healing Foundation strategy and the Child Protection
Act were all delivered and in Hervey Bay, our team
provided leadership to the community Statement of
Commitment process in support of the Uluru Statement
from the Heart.

service delivery. We hope that our participation in the
brokering of an equal partnership between Darumbal
People Aboriginal Corporation and Every Child CQ will
be significant to improved outcomes for the region’s
children, over the long term.

Suzi Blair

Executive Officer Business Development
Central Queensland Indigenous Development Ltd

CQID’s partnerships with EveryChild CQ, Live Well CQ,
and the CQ FASD Alliance in Rockhampton provides
the development function with an important local
source of connection and influence and reflects CQID’s
commitment to partnerships as a synergistic base
for creating opportunities and continually improving
CQID Annual Report 2019 – 2020
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Family Wellbeing

Family Wellbeing
Aim
TO DELIVER SERVICES TO ABORIGINAL
AND TORRES STRAIT ISLANDER FAMILIES
TO IMPROVE THE SAFETY AND WELLBEING
OF CHILDREN IN THEIR HOMES, AND
REDUCE THE NEED OF CHILDREN TO
ENTER OR RE-ENTER THE STATUTORY
SYSTEM.
To achieve our aim, we will work with vulnerable and
at risk families to strengthen their capacity, parenting
skills and resilience to prevent problems from
developing or escalating to crisis point in order to avoid
entry into the statutory system or when exiting from the
statutory system.

Key Performance
Indicators
FWB contract performance is assessed against three
measures – Performance, outcomes and outputs.
Performance: Performance measures are service
delivery based, and track the numbers of:
Ì Occasions that information, advice and referral
services were provided
Ì Service Users with cases closed as a result of
majority of identified needs being met
Ì Service Users identifying as Aboriginal and/or
Torres Strait Islander and/or being from CALD
backgrounds
Ì Existing service Users, commencements, exits,
and referrals
Outcomes: Three main outcomes are sought:
Ì improvements in being safe and/or protected
from harm
Ì improved cultural identity/ connectedness

Ì Case management – Number of hours provided
during the reporting period
Ì Case management – Number of Service Users
who received a service during the reporting
period
Ì Community development, coordination and
support – Number of hours provided during the
reporting period
Ì Community development, coordination and
support – Number of Service Users who received
support during the reporting period

Targets
Performance: No targets are set for performance
measures.
Outcomes: For FY19-20, no outcomes targets have
been set. Department of Child Safety has allowed for
initial program establishment, delivery and review,
before setting outcomes targets. Targets were
expected to be set for FY2019-20, however this did not
occur.

Ì improved life skills
Outputs: Four main outputs measures are sought:

CQID Annual Report 2019 – 2020
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Family Wellbeing

Outputs: Case Management outputs:

Annual Targets
Case Management
Hours

Number of
Service Users

Rockhampton – West

Fraser Coast

Performance against KPIs

Performance against KPIs

Rockhampton West

14,614

316

Performance Measures

Fraser Coast

10,327

225

GM07

Number of cases closed as a result of
majority of identified needs being met

Community Development outputs:

IS35

For FY19-20, no output targets are set for community
development outputs.

Number of clients identifying as
Aboriginal and/or Torres Strait Islander (*)

IS39

Number of clients identifying as being
from CALD backgrounds (*)

0

IS132

Number of cases commenced during
the reporting period

129

IS133

Number of existing Service Users (*)

104

IS145

Number of clients who have exited
from the service

143

IS201

Number of referrals received

272

However, Department of Child Safety introduced new
report to provide qualitative information on community
activities undertaken as part of the Family Wellbeing
service. These reports were submitted quarterly.

Achievements
Note: Data below has drawn from ARC Reports, with the
exception of (*) and (**), figures are cumulative totals for
FY19-20.
* Represents unique number of service users
** Number of existing service users is the number at
the beginning of the reporting period. Italicised is the
number of existing users as at 30 June 2020.

Outcome Measures

FY19-20
95
225

FY19-20

Improvements in being safe and/or
protected from harm

48

OM2.1.02

Improved cultural identity/
connectedness

47

OM2.1.08

Improved life skills

53

A01.2.02

A07.2.02

FY19-20
10,435
71.4%

Number of Service Users who
received a service (*)

188
59.5%

Number of community development,
coordination and support hours

765

Community development, coordination and
support – Community attendance (*)
4676
20
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Number of cases closed as a result
of majority of identified needs being met

94

IS35

Number of clients identifying as
Aboriginal and/or Torres Strait Islander (*)

221

IS39

Number of clients identifying as being
from CALD backgrounds (*)

IS132

Number of cases commenced
during the reporting period

107

IS133

Number of existing Service Users (*)

120

IS145

Number of clients who have exited
from the service

130

IS201

Number of referrals received

178

1

FY19-20

OM2.1.01

Improvements in being safe and/
or protected from harm

54

OM2.1.02

Improved cultural identity/
connectedness

44

OM2.1.08

Improved life skills

60

Outputs Measures

Number of case management hours

FY19-20

GM07

Outcome Measures

OM2.1.01

Outputs Measures

Performance Measures

A01.2.02

A07.2.02

FY19-20

Number of case management hours

7,155
69.3%

Number of Service Users who
received a service (*)

191
84.9%

Number of community development,
coordination and support hours

318

Community development, coordination and
support – Community attendance (*)
395

00
00

150

50

00
100

71.9%

2

67.2%

0
00

69.6%

00

30

68.2%

40

Actual

0

100

All FWB
Rockhampton

50

Target
Jul - Sep 2019

Oct - Dec 2019

Jan - Mar 2020

Apr - Jun 2020

Fraser Coast
Jul - Sep 2019

Case Management (Output) Hours FY19-20

Ì COVID-19 – The commencement of State and
Federal health directives, placed a significant
challenge to staff in delivering support to
families. All program and group activities were
put on hold, and there was a short-term period
where face-to-face contact with cases was
restricted. This impacted on staff morale and
motivation, resulting in a period of decreased
outputs.
Ì Removal of ARC contact reports: Shortly
after the removal of contact reports, recording
decreased across the whole footprint. Contact
reports had enabled staff to self-monitor their
outputs, which had led to an improvement in
recorded outputs in FY18-19.

Strategies to overcome these
Barriers:

Jan - Mar 2020

Apr - Jun 2020

Outcomes by Contracted Region FY 19-20

Barriers
SOME BARRIERS THAT HAVE IMPACTED ON
OUR SERVICE DELIVERY, INCLUDE:

Oct - Dec 2019

Family Wellbeing

60

2019-2020 Highlights
Ì The most effective tools to increase staff moral
and motivation was the changes to service
delivery to enable staff to provide support to
their clients, included:
 Improved use and alternative uses of
technology;
 Implementation of COVID Safe practice
and procedures; and
 Hygiene and clean hands training for all
case workers.
Ì Removal of ARC contact reports: FWB
Managers provided teams with an alternative
step by step guide to check their recorded
outputs and enabled re-commencement of selfmonitoring activities.
Ì This can be seen in quarterly achievement of
outputs by region and by quarter. Overall, for
FY19-20, CQID teams achieved (see diagram,
top-left).

Ì COVID-19 – CQID, as a whole, implemented
strategies for harm minimisation, including
work at home arrangements, client contact
procedures and implementation of alternative
methods of service delivery.
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Outcomes:
Ì In Quarter 4, Woorabinda recorded it’s first
outcomes, which meant that for the first time,
since the commencement of the program, all six
sites across the CQID footprint have achieved
outcomes for Aboriginal and Torres Strait
Islander children and families of CQ.

Performance:
Ì Both contracts improved performance against
almost all performance measures. These
improvements demonstrate the increased skills
and knowledge of FWB case workers and team
leaders in the areas of assessments and case
planning.
Ì A further reflection of this, is the increase in the
number of referrals our service has received
in FY19-20. An increase in referral numbers
demonstrates growing community confidence in
the support we can provide to families.
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Family Wellbeing & Family Participation Program

Southern Region
Aim

Targets

The Southern Regional team service the Fraser Coast
and Burnett region. They have 2 offices locations,
one in Bundaberg and the other in Hervey Bay. During
the 2019-2020 year the region ran Family Wellbeing
Program (FWP) and Family Participation Program
(FPP). This year saw the introduction of a Community
Development Officer, a Family Therapist and Manager.
This report viewpoint is purely from the manager’s
perspective about what improvements, and highlights
the Southern Region achieved.

Improve the output of the regions through empowering
staff via upskilling. Provide the region with a senior
management person that can give on the ground
regional support.

Achievements
The Southern Team achievements
are as follows

Key Performance
Indicators

Ì Statement of Intent

The Southern Regional team KPI have been listed with
the FWB and FPP program lead, so those statistics can
be found in their report. The Community Development
Officer and Family Therapist report to the Business
Development Executive and therefore KPI can be found
in that report.

Ì Potential funding to grow the CQID presence in
the region

The role of the Manager was to provide support and
supervision to the team, reducing the red tape of
reporting to executives based in Rockhampton.

Ì Auspice the NAIDOC
Ì Staff members on various working parties

Ì Partnerships and collaboration that has lead to
Women’s Healing camp

Barriers
Barriers that the team faced in the
region were
Ì The role of the team leader (they had to split their
role into Community Development and lead the
team
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Ì Long waiting lists
Ì Linkage between the FWB and FPP
Ì Building issues (Hervey Bay too small, and
Bundaberg not elderly or disability friendly)
Ì Staff skills around the data system and how to
improve that in the area

Strategies the program used to
overcome these Barriers
Ì By taking the role of the Community
Development off the team leader and allowing
them to just focus on the Team Leader role.
Ì Team leader/ Manager linked with department
and other organisations around better service
delivery of the FWB waiting list. Hervey Bay at
one point reduced their waiting list to zero.
Ì With the team leader role to lead the
caseworkers of FWB and FPP, they where able
to see better the linkage between the two
programs and that enabled better dual service
outcomes.
Ì Manager was able to secure a bigger building
for the Hervey Bay Office, and is in negotiations
with Bundaberg around improvements with the
Bundaberg office to be elderly and disabilities
friendly.
Ì Team leader and Manager where able to focus
on their roles as managers and team leaders
of the region that enabled them to focus on the
issues of staff skills.

Family Wellbeing

2019-2020 Highlights
SOUTHERN TEAM HAVE HAD MANY
HIGHLIGHTS THAT HAVE IMPROVED THE
LIVES OF OUR CLIENTS, THROUGH CASE
MANAGEMENT, CULTURALLY SPECIFIC
PROGRAMS, PARTNERSHIPS WITH
EXTERNAL AGENCIES AND GOVERNMENT
DEPARTMENTS.

Statement of Intent
This community program was designed from the fires
of the “Uluru Statement of the Heart”. We wanted to
take a National statement and localise it. The statement
is in partnership with University of Sunshine Coast,
Centrecare, Butchulla Aboriginal Corporation, Fraser
Coast Regional Council, and many other organisations
who are ready to commit to improving the partnership
within the region. The event has also received interest
from the government.

Women’s Healing Camp

North Burnett

The team together with Wide Bay Women’s Health
Centre, Intensive Family Support Service and other
organisations designed a culturally appropriate
women’s healing camp. The camp was a success in
that it brought women together to help build tools
for them to assist in their healing process. The camp
included workshops around domestic violence and
other alternate therapeutic sessions which included
a karaoke night. One of the unexpected offshoots to
the camp is the fact that some participants are getting
together as a support group to help each other.

The team have developed a great rapport with the
North Burnett district, this partnership has seen
the region embrace CQID and look towards building
stronger relationships with them through program
partnerships.

Cultural Connection Program
The Taribelang Cultural Aboriginal Corporation (TCAC)
in conjunction with CQID Bundaberg Office and Child
Safety Bundaberg helped design the first Cultural
Connection program in that region. The program was
that successful that other organisations wanted to
know if they could run their program in other states. The
program was about to embark on their second program
however COVID-19 put that on hold, however they are
prepped and ready to go.
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Supporting the Community through
the COVID-19 outbreak
The team were on the ground organising Elders
meat packs for all Elders within the Southern region
catchment. Many of the Elders where happy and
grateful to receive the packs, and thanked the team for
their thoughtful gifts.

23

Placements
90

7000

80

6000

70

5000

60

86

6,7
06

4
79

6,5
1

2000

90

40

6,6
60

3000

85

50

5,5
50

4000

20

1000

10

Q1
Placement Nights
24

30

CQID Annual Report 2019 – 2020

Q2

Q3

Q4
Number of Service Users

Foster & Kinship Care

Foster and Kinship Care
Aim

Targets

Achievements

The Foster and Kinship Care team is tasked with
provision of the following services to the business:

Our Performance Measurements are Number of:

In 2019/20 the Foster and Kinship Care group:

Ì To provide safe family-based and kinship
placements for Indigenous children.
Ì To support carers to understand the
Departmental requirements including providing
care under the “Standards of Care.”
Ì To support carers to understand and manage
children’s behaviours so a stable placement can
be maintained.

Key Performance
Indicators
Ì The KPI for the FKC is based on placement nights
and number of placements.

Ì Clients identifying as Aboriginal and/or Torres
Strait Islander

KPI

Q1

Q2

Q3

Q4

5,550

6,514

6,660

6,706

79

85

90

86

Q1

Q2

Q3

Q4

Ì Clients identifying as being from Culturally and
Linguistically diverse backgrounds

Placement Nights

Ì Number of existing service users

Number of Service Users

Ì Number of service users who have exited the
service

Placement Information

Ì Number of service users who received a service
Ì Female/Male Clients

Primary Placements

72

77

82

71

Ì Clients with unplanned moves

Short-Break/
Emergency Placements

6

8

10

9

Returned to Family

1

5

6

3

Self-Placed with Family

0

0

1

0

Ì Aboriginal and Torres Strait Islander clients
placed with an Aboriginal and/or Torres Strait
Islander person
Ì Number of carers

Quarterly

Annually

Ì Number of service users

Total Placement Nights per quarter

7,209

28,835

Ì Foster & Kinship placement nights

Number of Placements per quarter

79

79

KPI

Achievement Against KPIs
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Foster & Kinship Care

Other Achievements
Ì 14 children returned home or were placed with
kin.
Ì Our FKC staff travelled to Sydney to complete
an Initial Kinship Assessment so that a young
boy could be quickly placed with family. Mum is
in Sydney and currently working towards reunification.
Ì Passed the HSQF audit with no major nonconformances.
Ì There have been no issues arising from the
Department’s quarterly service visits.
Ì FKC Licensing was renewed without any issues.
Ì Numerous approved assessments and
renewals.

Barriers
Some barriers that have impacted on
our service delivery, include:
Ì We have great outcomes especially with children
returning home to parents or Kin. This however,
effects our KPIs negatively.
Ì The delay in getting potential Kinship Carers
approved.
Ì Children from out-of-area being placed with
our carers – The CSO’s from other areas do not
maintain consistent communication.
Ì The service’s capacity to complete initial
assessments.

Ì Several compliments and positive feedback
regarding carer support.
Ì Team members growing in confidence, improving
knowledge and skills and working effectively
together.
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The Foster & Kinship Care Program
used the following strategies to
overcome the barriers above:
Ì Work in conjunction with FPP to identify are push
the department to follow up with potential kinship
carers.
Ì Document and regularly correspond with the
CSO to gather as much information as possible.
Help advocate for the carer to be able to get the
support they need from the department.
Ì Outsourcing Initial assessments when required
– this does expend a lot of the budget. We have
worked with the department and they have also
outsourced assessments which means that we
just need to provide the carer and placement
support.

Foster & Kinship Care

2019-2020 Highlights
Ì A young boy was in the care of his grandfather
who passed away. At this time an Aunty from
NSW expressed that she wanted to be a Kinship
carer. The boy was placed in general foster care
while Child Safety went through the process.
Six months later the boy was still in general
foster care and there had not been any progress
made for the kinship placement. FKC Manager
suggested that she and the Team Leader travel
to NSW to complete an initial assessment (this
would reduce the departmental processes and
red tape). CQID FKC completed the process
(which included taking the boy to NSW for
family contact) and 6 weeks later the Aunty was
approved and the boy was placed with family.

Ì 13 other children returned to family

Ì Organised sibling and family contacts

Ì 1 young boy returned to his mother

Ì Strong relationship with internal programs

Ì 5-sibling group returned to their mother

Ì Positive feedback from the Department &
community

Ì 3 siblings returned to their mother
Ì 3 siblings returned to their Aunty
Ì 2 siblings returned to their father
Ì Christmas Party – lots of sibling contact
organised
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Ì Passed HSQF audit
Ì SOC’s reduced
Ì Quality Renewal and Initial assessments
Ì Continued accreditation as a Licensed Service
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Family Participation

Referrals
Gladstone
Rockhampton

16

72

Emerald

5

Bundaberg

26

Hervey Bay/
Maryborough

16
28
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Family Participation

Family Participation Program
Aim
The Family Particiation Program is
tasked with provision of the following
services to the business:
Ì To reduce the over-representation of Aboriginal
& Torres Strait Islander children in the statutory
child protection system.
Ì To ensure that Aboriginal & Torres Strait Islander
children who enter the statutory child protection
system receive the best available culturally
appropriate services.
Ì To facilitate Family Led Decision Making (FLDM)
to ensure the family’s voice is heard and
captured accurately in decision making points
within the child protection system.

Key Performance
Indicators
Ì KPIs for FPP service in the Rockhampton region
is 65 service users/families. Fraser Coast is 32
families.

Achievements
In 2018/2019 the Recognised Entity / Family
Participation Program had the following achievements:
Our focus in the FPP service is to keep Aboriginal
and Torres Strait Islander children out of the Child
Protection system. If this is unable to occur our focus is
on connections for children – sourcing kinship options/
placements, increasing contact with family, facilitating
FLDM so families voices are heard and documented in
the decision making for their children.
Ì 135 referrals for the year
Ì 72 Rockhampton
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Ì 16 Gladstone
Ì 5 Emerald
Ì 26 Bundaberg
Ì 16 Hervey Bay/Maryborough
Of those referrals multiple tasks may be associated.
Collated data for on 2 quarters (Sept 2019- March 2020)
and of 33 referrals for Central region 55 tasks were to
be completed .
Ì Set up consistent consultation spaces with Child
Safety in Rockhampton, Gladstone, Bundaberg
and Maryborough.
Ì Collaboration between FPP and FWB Services
increased dramatically having positive impacts
on families and support to keep children with
family.
Ì Relationship with QATSICPP and the expansion
of support to their members through Regional
Implementation Officers.
Ì Maintained staff throughout which allowed for
practice development and understanding as well
as continuous improvement.
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Family Participation

Barriers
Some barriers that have impacted on our service
delivery, include:
Ì Contextual information in reporting process
Ì Staff on maternity leave
Ì Staff vacancy in Emerald for the first quarter of
the financial year which was an increase travel
hours
Ì Absenteeism

Some FPP barriers that have impacted on
our service delivery, include:
Ì Contextual information in reporting process
Ì Staff on maternity leave
Ì Staff vacancy in Emerald for the first quarter of
the financial year which was an increase travel
hours

FPP Barriers identified in implementation/
running of program:
Ì Communication and case work issues – High
Departmental staff turnover in the past year
Ì Database does not effectively support the FPP
Program implementation. The database does
not accurately allow for the capture of KPIs and
multiple tasks associated with referrals
Ì Completely new FPP staff with limited child
protection knowledge
Ì No forms/documents/processes in place to
assist with implementation. FPP draft guidelines
was the only resource to assist in program
implementation/development
Ì FPP only written into the Child Safety Practice
Manual in March 2020
Ì No referral pathways identified were identified
until later in the financial year

Ì Absenteeism
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Ì Referral process and document does not
support FPP service. The referral form is
replicated from the FWB referral therefore tasks
cannot be effectively identified and information
needed is unable to attached and attained
Ì FPP Staff skill sets require development and
limited training opportunities were available. All
training was provided internally
Ì Department referring high complex cases or
referrals with no family or supports available for
FLDM
Ì Barriers for FPP staff in receiving feedback/
endorsement from Child Safety
Ì Circumstance and tasks changing midway
through completion of work for FPP staff
Ì Limited referring of families to FPP service
(Emerald 5 referrals in 12 months)
Ì COVID-19 restrictions impacted on
consultations/face to face contact with
Department staff and families

Family Participation
Strategies used to overcome
barriers:
Training & Professional Development
Ì Attended several training workshops
Ì Completed certificates
Ì Program collaboration within CQID
Ì Experienced TL to support and mentor staff
Ì Identify training needs and source training
options
Ì Work in pairs for support and case discussion
Ì Regular debriefing
Ì Safety and support planning

Lack of processes

Lack of effective recording
Ì Contingency plans developed
Ì Better understanding of the database which
allows for better processes to be implemented
Ì Implementation meetings with some service
centre staff
Ì Internal KPI Targets set on number of hours to
achieve
Ì Clear expectations
Ì Simple planning implemented in staff calendars

Communication Issues
Ì Work with Service Centres to build relationships
with Team Leaders and CSO’s
Ì Initiate constant communication – ask questions,
give updates etc on a regular basis

Ì Team workshops to identify our role

Ì Meet and greet with new CSO’s

Ì Internal Audits

Ì Fortnightly consultations with Departmental
teams

Ì Development of resources to compliment
practice manual components that have been
developed
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Referrals
Ì All referrals captured in excel and intake systems
set up to record referrals and tasks
Ì Triaging with IA Team Leader established and
implemented to identify the right families to refer
Ì Consultation processes set up with Child Safety
on a regular basis to assess referrals and
discuss progress

Personal/family/home issues
– Absenteeism
Ì Supervision, debrief
Ì Supports offered – EAP, counselling
Ì Plans put in place to help manage situations
Ì Training Sessions
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Family Participation
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Newborn to stay at home and Long
Term Orders overturned.
A mother had been advised by Child Safety after
developing a Family Plan that her child would be
removed as her 2 older children were currently in care
and long term applications were before the courts. FPP
staff consulted with the Child Safety Practice Lead to
identify multiple department practice issues as mother
had actively achieved multiple case plan goals. Practice
Lead agreed with FPP and a consultation occurred
with Child Safety. They were held accountable for their
practice and the decision to remove was overturned
and the applications were revoked. The baby when born
was able to stay at home due to FPP Plan and continued
to work on reunification with her other 2 children who
should be returning home in August.

Children connected with CQID, then
moved to a culturally appropriate
carer and relocated and placed with
Grandmother in Cairns.
A sibling group of 4 were removed from their parents
and placed on short term orders. They were relocated
and isolated by being moved to Rockhampton to a non
Indigenous family out of town. CQID staff went to see
the children on a weekly basis to check in and get their
views and wishes around Family Mapping. The children
identified multiple people and supports in the Cairns
region. CQID contacted Wuchopperen in Cairns who
visited the family and identified over 8 people who
could support the children’s grandmother to care for
the children. Child Safety did not agree with this person
becoming a carer but knew the children had to relocate
to Cairns. In the meantime the children were struggling
in their placement. FPP staff identified a TSI carer (as
the children were TSI) to take on the sibling group of
4 and the children were placed with her. The children
remained in her care until the Department decided
to assess the grandmother. She was approved and
the children were relocated to Cairns and placed with
Grandma.

Newborn and older sibling
placed with family under a family
arrangement.
Initial contact with this family FPP completed FLDM to
develop a family plan to support the young child to stay
at home in the care of mum.
Mum was also pregnant and a plan was developed for
the young mother to stay with her mother for the first
4 weeks post birth in order to be effectively supported
with 2 young children by family.
Initially this was agreed to, on the birth of the child
though Mum changed her mind and the children
were almost removed under section 18. Child Safety
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completed an immediate safety plan and FPP
developed a parallel plan with family to ensure the
child stayed with family as well as Mum and Dad being
supported to have positive contact with their children.
At this point in time the children are still with family
and Mum and Dad are having regular time and are
supported immensely with FWB services.

Young Mum had child removed but
through FLDM child returned to her
care.

Family Participation

2019-2020 Highlights

A young mother who was previously a child in care
came to the attention of FPP through FWB. She was
pregnant at the time and had child protection concerns
as well as some of her own issues.
A FLDM process occurred with her and her support
networks throughout the back end of the investigation.
The child was removed, but, during the CAO stage the
Department endorsed the plan developed through FPP
and the child was returned to the mother’s care and
she and her child are supported by family and the FWB
service.

Children placed with Kin and
relocated to family.
Two children were removed from the care of their
mother and grandmother. FPP identified family who
wished to care for the children who were in contact
with CQID Foster Kinship Care to complete their EOI
and complete necessary paperwork. The family were
provisionally approved and FPP developed a contact
plan to ensure the children had adequate contact with
their significant family. Mum was also pregnant. The
children remained with kin for several months, but,
mum identified to FPP, prior to birth, that there is family
up north they would like the children to live with. This
information was passed on to the Department and
they were approved and the children were relocated up
north to be with family.
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Mimosa Creek Healing Centre

Mimosa Creek Healing Centre
Aim
The Mimosa Creek Healing Centre team is tasked with
provision of the following services to the business:
Ì To deliver 24 hour, holistic grass roots support
for men of the Woorabinda community in
addressing drug and alcohol misuse. Clients are
supported by a culturally-safe workforce, who
delivers individualised therapies and structured
activities to improve the safety and wellbeing of
clients and the community.

Key Performance
Indicators
Mimosa Creek Healing Centre has a comprehensive
range of performance requirements related to the
full scope of service delivery. The most critical KPI is
success in clients completing the 12 week program and
continuing to abstain from abusing drugs and alcohol
when they leave the Centre.

Targets
Targets attached to Mimosa Creek
Healing Centre include:
Ì Occupancy target is 80% – over the past 12
months we have improved performance against
the target to between approximately 60 - 70%.
Ì Episodes of care target is 5 per client per week
– by working with partners and using the skills
of our team, our performance in this target is
sound.
Ì Indigenous employment – we are proudly
100% staffed by members of the Woorabinda
community.
Ì Client completion of program – meeting our
target of 40% is an ongoing challenge due to
an clients’ motivation and external community
factors.

Such success is very challenging. It is important that
the team and clients have many other ways to measure
the many steps that contribute to the journey from
addiction and despair, to wellness and hope.
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Achievements
Mimosa Creek Healing Centre is on a journey of
community development - where local people are
providing solutions for community. Improving the
cultural safety and community ownership of the Centre
is creating trust and facilitating improved engagement
with community members who are genuine in wanting
to make changes.
The majority of the work force are being supported
to gain formal qualifications that will enhance their
capacity to continually improve their service delivery
and client care. Securing delivery of the qualification
so staff members can study at work, in their own
community and under the guidance of a culturally
appropriate trainer is very significant.
Partners are critical to the success of the Centre and
we acknowledge and are grateful for the contributions
of Loretta George from Tilly’s Yumba and Christina
Jones from DrugArm, as well as, Joe Sproats, Julyess
Jarvis & Chris James from Wakai Waian Healing. The
Centre continues to seek partners who can add value
to the experience and wellbeing of our clients.

Mimosa Creek Healing Centre

Barriers
Some barriers that have impacted on
our service delivery, include:
Ì Improved availability of reliable complementary
services in the local community would enhance
service delivery.
Ì It is taking time to change the community
resistance and ‘shame’ associated with
admission to the Centre.
Ì COVID19 – Woorabinda Community Lock Down.
Clients were not able to entre community as
access was restricted.

Mimosa Creek Healing Centre used
the following to face the barriers as
indicated above:
Ì Identified that visits to the Rockhampton
Correction Centre with Community Elders
to discuss the MCHC program prior to
their admission to MCHC would build their
understanding about the requirements of the
Centre.

2019-2020 Highlights
Ì All staff at Mimosa Creek Healing Centre have
supported Woorabinda community through
unknown and stressful time during COVID-19.
Ì Remains 100% Indigenous community employed.
Ì Previous clients continue to return to MCHC for
support if needed.

Ì Communication with Correction is now working
in great partnership together.
Ì Discussing with families in community to support
their family member to stay engaged in the
program to complete it. More information and
support given to community.
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Aim

Targets

The program aims are:
Ì Increase access to a greater range of high
quality, best practice alcohol and other drug
treatment services for Aboriginal and Torres
Strait Islander individuals and their families in the
Area.
Ì Reduce alcohol and other drug related harms for
Aboriginal and Torres Strait Islander individuals
and their families.

Key Performance
Indicators
KPI
New clients into the service

Other Achievements

Ì Development of an activity plan which includes a
risk plan

Ì Continued referrals from established services
Ì Strengthened relationships with partners
Ì Opening up new referral pathways

Ì 70% of clients successfully referred to AOD
specialist services
Ì 24 open client treatment episodes per quarter
Ì Client feedback

Ì The working collaboration between ATSI
Organisations will provide better outcomes for
clients
Ì Reviewing our services and developing a
program that is culturally appropriate and leads
to better outcomes for clients and their families

Achievements

Ì Building relationships with clients increasing
engagement – self referrals/referrals from
Indigenous organisations

Achievement Against KPIs

The KPIs for the AODS program is based on client
numbers.

AODS

Alcohol and Other Drugs
Treatment Program (AODS)

KPI

Q1

Q2

Q3

Q4

Referred In

25

17

21

26

Q1

Q2

Q3

Q4

Clients Accepted

25

17

21

26

Completed/Exited

14

15

17

13

Output information

Quarterly

Annually

30

120
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AODS

Barriers
Some barriers that have impacted on
our service delivery, include:
Ì The client’s stage of change (precontemplation,
contemplation, preparation, action and
maintenance).
Ì COVID-19 – Woori lockdown, Gumbi Gumbi
closing its doors, social distancing and clients
having to move out of the places they have been
staying (eg too many people in the house).
Ì Transient clients – our clients are hard to get a
hold of as they move between Rockhampton,
Woorabinda, Biloela etc.
Ì Crisis Management – Clients are looking for
assistance then and there with particular issues.
Engaging clients for the entire 12 weeks is
difficult once their crisis has been dealt with.
Ì Engagement/Motivation – a lot of referrals are
sent through without the client being ready to
engage. There are a high percentage of referrals
that cannot be contacted for an initial discussion.
Clients who feel forced to engage are usually not
successful with engagement. e.g. Child Safety
requirement.
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2019-2020 Highlights
Ì Linking clients to culturally appropriate AOD’s
service providers; clients find it hard to get on
the phone to book an appointment with these
services, as they are looking for help then and
there. Some agencies are slow in advising
whether clients referred to them by CQID are
accepted.

Strategies that were used to
overcome these barriers included:
Ì Continue to build relationships with clients –
trust, respect and consistency.

Ì Two clients who worked to complete detox and
be admitted into rehab. (Townsville)
Ì Internal collaboration with FWB to gain better
engagement and improved outcomes for clients.
Ì The development of the Gardening Program and
ongoing engagement and participation from
clients.
Ì Internal collaboration – support from Housing
services especially around COVID-19 and client
housing needs.

Ì Continue to visit clients during COVID-19, being
able to maintain connections while social
distancing. Make sure that clients feel supported.

Ì Successfully moving clients through the stages
of change – clients who are now engaging and
wanting to do things differently. Clients who are
now able to recognise triggers and be willing to
make different choices/change behaviours.

Ì Working with internal and external services to
better locate, engage and support transient
clients.

Ì Working with clients who want to maintain
connection with their children in care and work to
be able to get them back home.

Ì Building better partnerships with external
stakeholders – improved referral pathways.

Ì Building relationships and working with people
who are really struggling. Working with a range
of stakeholders to be able to help people start to
heal from the trauma they have suffered.
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AODS
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Homelessness to Housing

Homelessness to Housing
Aim

Achievements

Ì Support Services’ (SS) Homeless to Housing
Program provides support to vulnerable people
that are experiencing Chronic Homelessness
or living in Improvised dwellings within the
Rockhampton and Yeppoon Local Government
Area.

Achievement Against KPIs

Key Performance
Indicators
The KPI for the H2H I sbased on number of clients and
support hours
KPI
Support
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The data that has been captured is not an accurate
reflection of the Mobile and Outreach support hours.
Our staff have been working on data collection
and allocating hours and have been improving. The
department has been supportive re: reporting and case
management hours.

Clients (per quarter)

Hours (per quarter)

12

525

Other Achievements
Ì Target of 48 achieved, 228 clients assisted
Ì Numerous clients accessed suitable housing
Ì Improved relationships with other Housing
Services
Ì Successful case collaboration

KPI

Q1

Q2

Q3

Q4

Ì Positive client feedback

Support Clients

44

52

62

70

Support Hours

423

429

401

599

Ì Provided with additional brokerage during
COVID-19
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Ì Internal collaboration - increased capacity and
more client outcomes achieved

Some barriers that have impacted on
our service delivery, include:
Ì The barrier that effects our KPI data the most
is out data entry systems. We are required to
work from two different systems which capture
similar data which is confusing for staff. Staff are
still learning about data collection and how to
capture their hours correctly.
Ì Staff member left and a new trainee was
appointed – mentoring and learning takes time.
Ì Only two staff members who need to travel
together to mitigate risk.
Ì High numbers of clients meant high volumes for
2 staff, staff wellbeing and self-care.
Ì COVID-19 brokerage had a large impact on our
service’s capacity and stress. We were given
extra brokerage which could be accessed
by other agencies – this was a nightmare to
manage, especially when the processes for
accessing the funding and reporting changed
constantly. This also caused confusion with
clients who thought that they were working
with CQID when they were clients of other
organisations.

2019-2020 Highlights
Ì Staff knowledge of Child Protection and DV.
Ì Not having a process manual to be able to work
from/refer to.

The priorities the team developed to
combat the barriers, included;

Ì Supporting families who genuinely need help and
do not have anywhere else to go.
Ì Working with FWB to help to keep children out of
the child protection system.
Ì Supporting women who have been victims of
DV – making sure they have somewhere safe to
sleep.

Ì Consistent/constant communication with the
department.

Ì Sourcing safe and suitable housing for
individuals and families.

Ì SHIP training.

Ì Breaking down barriers and preconceived ideas
that clients have. Clients will come looking for
support with the idea that it will be impossible for
them to gain long-term suitable housing.

Ì Mentoring from previous executive (Daniel).
Ì Used staff members from other programs to
assist H2H during COVID-19.

Homelessness to Housing

Barriers

Ì Worked more with external agencies –
collaborative approach to working with clients.
Ì Seek out information relating to DV and Child
Protection issues.
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Bundaberg

Hervey Bay

Emerald

Woorabinda

Suite 2,
Level 1/3 Maryborough St
(07) 4313 1194

44 Ruby Street
(07) 4987 4792

Gladstone
Shop 3,
13 Tank Street
(07) 4807 6426

21/19-21
Torquay Road
(07) 4313 1195

Mimosa Creek
Healing Centre
(07) 4911 6719

Longreach
30 Duck Street
(07) 4658 1577

Rockhampton
CEIC Building 26,
Darumbal Road
CQUniversity
(07) 4920 0000
cqid.com.au

Learn more about all of our
services online

