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foreword

Family Life, with the rest of Melbourne, has navigated through the ‘COVID-19 
storm’ which has seen us in lockdown for 38% of the 2020/21 financial year. 

The pandemic has highlighted 
the significant levels of inequality 
that sit across the communities we 
serve. Whilst we have witnessed 
the pressure that this has had 
on children, families and our 
broader community, we have also 
seen significant strength and 
determination in our people and 
those we serve. 

With that in mind, we are 
honoured to share with you the 
2020/2021 Family Life Performance 
and Impact Report. This report 
celebrates the impact that Family 
Life has had on the individuals that 
our staff and volunteers have been 
privileged to support.

This year we saw continued 
expansion of our work with men 
through the delivery of the Men’s 
Behaviour Change Program, 
referred to from the Magistrates 
Court, Corrections Victoria and 
through the Orange Door.  
We added a case management 
component to our work with 
men, with a focus on cognitive 
behavioural therapy, and continue 

to offer our Dads in Focus program 
for fathers. With the COVID-19 
pandemic restrictions significantly 
impacting our delivery model we 
have shown our adaptability and 
provided a mixture of face to face 
and technology mediated groups. 
Family Life continues to prioritise 
these services as key to ensuring 
the safety and wellbeing of women 
and children in our communities. 

Our commitment to practice 
quality continues with the 
release of our Clinical Governance 
and Trauma-Informed Care 
Frameworks. These frameworks 
provide information and resources 
to support safe, effective person-
centered care and acknowledge 
the importance of recognising and 
responding to trauma across all 
levels of our organisation.

To support systemic impact 
Family Life has continued to 
develop Communities of Practice, 
a forum that engages, educates 
and empowers community 
stakeholders and builds expertise 
on working collaboratively to 

design and deliver place based 
solutions to social issues. We 
also trained sector employees in 
‘Community Change Maker’, in 
partnership with Liz Weaver from 
the Tamarack Institute in Canada. 

We have partnered with the 
Australian Childhood Foundation 
to undertake ‘My Say - My Way’, 
which focuses on consulting 
directly with children and young 
people in relation to the ways 
they prefer to provide feedback 
about their experiences of service 
delivery. 

As we share this report with you 
the impact and ripple effects of 
COVID-19 are still playing out. 
However, despite this there are 
many successes and outcomes that 
we are proud of and can celebrate 
from the past 12 months.

We thank you for the part that you 
have played in this story and we 
are grateful for your continued 
support.

Allison Wainwright
Chief Executive Officer
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How much did we do for 
our children, families 
and our community?

11,017
individuals 

participated in 
our services, 

social 
enterprise, 
community 

engagement 
and Community 

of Practice 
activities this 

year

1,798 
individuals were  
supported through our  
Family Law Services

169 
individuals volunteered  
with Family Life throughout 
the year

22,982 
hours of community  
service were provided  
by our volunteers

8,025 
families were provided with  
a focussed intervention across 
Family Life Child, Youth and 
Family Services

4,336 
participants attended  
Family Life Community 
Capability interventions

54,000 
users accessed our  
Family Life website,  
this was an  

increase of 18.2%. 

u
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5 1 This has decreased from 220 when compared to the previous financial year.

Our clients reside in 216 different postcodes across Victoria and we travelled a total of 24,610 kms to deliver 
outreach services in some of these postcodes. Our service delivery footprint reached 66 different Local 
Government Areas (LGAs) with our biggest footprint (20% of cases, n=652) being in the Frankston LGA.

1,020 
individuals received  
low intensity mental 

health support

1,230 
families received 

support through our 
Family Violence  

Services
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Supporting Community  
During a Pandemic 

“COVID hit and there was 
no other way back then to 
interact in the course with 
the exception of being live at 
a meeting. Turned out Zoom 
was a great way to interact.” 

(client feedback)

In March 2020, the COVID-19 
pandemic led to Family Life 
introducing an increased focus on 
flexible service delivery to promote 
safety for clients, volunteers and 
staff. The commitment, passion 
and skill of the sector in adapting 
to increased complexity highlights 
the imperative of systemic practice. 
Despite their own personal 
experiences of the pandemic, our 
people have demonstrated an 
unwavering commitment to client 
outcomes.

“[They] supplied us with 
activities for the children  
that really helped us 
entertain them and fill in 
their time rather than them 
watching tv.” 

(client feedback)

Multimodal services are the way of the future and the following outputs 
reflect Family Life’s adaptation towards this future state. The following 
statistics reflect the first 12 months of the pandemic, March 2020 - April 
2021.

We contacted our  
clients 

34,223 
times in total

Facilitated 

4,011 
client video conference 
sessions

Exchanged 

21,769 
phone calls or text messages  
with our clients for support

We provided 

29,459 
hours 
of multimodal support  
for our community

Family Life has always undertaken risk assessment and safety planning 
with clients. Safety planning is a live, ongoing process which occurs in 
partnership with the client at every session. With the impact of COVID-19 
we were required to adapt the safety planning process to respond to 
additional vulnerability due to factors such as isolation, increased stress, 
financial hardship and limited access to normal community support and 
networks.

We discussed the impact of the pandemic with every client and a safety 
plan was developed which included identifying particular vulnerabilities 
exacerbated during the COVID-19 period (for example, mental health, 
family violence, substance use, parenting concerns). Safety planning was 
revisited at each client contact, with the safety plan updated when the 
level of risk changed. 
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The top three concerns raised 
during these safety checks 
were:

As we transition to a COVID-19 normal work 
context we recognise what we have learned 
during the pandemic. Our service delivery 
approaches remain flexible, ensuring that we 
are in line with any government or public health 
changes as well as taking into consideration the 
needs and safety of our staff and clients and the 
opportunities presented by technology mediated 
service. 

We completed 

5,529 
safety checks with  

our clients:

108 
of these safety checks 
were considered a  
critical risk level 

“They call us once or twice a week to 
see how we are doing. This was very 
helpful for our loneliness. This was 
very important during the first months. 
Without them it would’ve been very 
difficult for me. Our situation has 
improved a lot. My son’s behaviour has 
changed a lot. Our family is in a good 
situation at the moment.” 

(Client feedback)

2,145 
a medium 
risk

2338  
low risk

mental health 
concerns 
(31%)

family violence 
(30%)

child wellbeing 
concerns (16%)
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The people behind 
the statistics

Fatima’s Story

2 Please note that the name has been changed in this story to protect the privacy of the individual involved. This person is not featured in the video.

Arriving in Australia was a dream come true for 28 year old Fatima2, 
her mother and her older brother and sister. Fatima and her family had 
experienced trauma in their homeland. The family hoped that relocation 
would allow them to close the chapter of horrific past experiences and 
build a new life in another country. Fatima’s family describe her as a well-
educated, lively and highly ambitious person, holding a degree in Science. 

Adjusting to a new way of life 
was challenging and Fatima 
experienced a sense of isolation and 
disconnection from the community. 
At times she felt overwhelmed by 
feelings of grief and loss due to the 
death of her father, approximately 
two months prior to the families’ 
relocation. This was followed by the 
breakup of a long term relationship 
with her fiance with whom she had 
experienced a stable and loving 
relationship. Unfortunately these 
struggles were exacerbated by the 
COVID-19 outbreak in Australia and 
the lockdown that resulted. 

Fatima’s mental health continued 
to waver and she experienced 
periods of intense loneliness 
and a sense of hopelessness. Our 
Connect program was able to work 
alongside Fatima and other services 
to ‘step up’ the level and intensity of 
mental health care when required. 
Fatima gained trust in her support 
system and disclosed previous 
thoughts of suicide and services 
collaborated to develop plans to 
help her to stay safe. 

With links to an effective and 
responsive support system Fatima 
has gained confidence in seeking 
help when needed and has 
expressed gratitude for the work 
of the Connect team in navigating 
many difficult life transitions and 
experiences. 

Through evidence 
informed 

practice, Family 
Life supports 

families to make 
significant 
changes to 

improve their 
mental health.

For more information 
about our Connect 
program please watch 
this video.

https://www.youtube.com/watch?v=zmago1D6fSo&ab_channel=FamilyLife
https://www.youtube.com/watch?v=zmago1D6fSo&ab_channel=FamilyLife
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The people behind 
the statistics

Fernando’s Story

3 Please note that names have been changed in this story to protect the privacy of the individuals involved.

Fernando3 moved to Australia from Malaysia 
11 years ago with his parents and older brother. 
The family settled into their new country and 
community, and Fernando met his future wife, Lina. 
They married eight years ago and have 2 children. 
Fernando worked in an IT company for a global 
employer and had been promoted to a management 
role just prior to the onset of the pandemic.

The onset of the COVID-19 
pandemic saw Fernando working 
longer hours, often on shift and 
witnessing the redundancy of 
many employees. Lina worked in 
health care but her shifts were 
sporadic. Fernando, Lina and their 
children were residing in a small 
rental property as they awaited 
renovations to their family home. 
The cramped living quarters, 
increased work demands and 
the demands of isolation with 
homeschooling pressures led to 
Fernando experiencing a sense 
of frustration and overwhelm. 
Furthermore, family members 
overseas were falling ill with the 
virus and this triggered feelings of 
grief and anxiety. Several months 
prior, Lina had miscarried and both 
were experiencing feelings of loss 
and profound sadness in relation 
to this. 

Fernando was referred to Family 
Life following an incident where 
the children were fighting and 
Fernando responded by grabbing 
his son by the collar and pushing 

him against the wall, threatening 
to physically harm him. 

When Fernando’s son disclosed 
the incident at school, a referral 
was made to child protection 
and Fernando was charged with 
indecent assault. Fernando and 
his family were initially referred 
to Family Life’s Integrated Family 
Services Family Support program. 
In getting to know Fernando it 
became apparent that he had his 
own experiences of harsh physical 
discipline as a child. He identified 
that sometimes he has difficulty 
managing his feelings when things 
“get tough”. He also acknowledged 
that his behaviour towards Lina 
had not always been respectful in 
recent times and that he wanted to 
learn to “listen not just react”. 

Fernando identified that he 
was committed to changing his 
behaviour for his family’s safety 
and wellbeing and was referred 
to Family Life’s Men’s Behaviour 
Change program’s complex case 
management service. Using a 

9

With innovative 
strategies that 
enable services 
to adapt quickly, 

Family Life 
provides targeted 

family violence 
solutions that 
partners with 

family violence 
survivors whilst 

working with 
perpetrators to 
enable behaviour 

change.

cognitive behavioural focus, 
this service assisted him to 
identify the events that he found 
challenging, the actions he was 
taking in response and the negative 
consequences of these actions. 
Techniques such as reframing, 
breathing and mindfulness were 
introduced and Fernando practiced 
strategies for regulating his 
emotions and received information 
regarding positive parenting 
strategies. 
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What impact did we have?

Family Life Monitoring, Evaluation and Learning Framework Process, Outcome, Impact

Capacity-
building

Knowledge 
Translation

Program Planning and Evaluation Performance Monitoring

Outcome  
Measurement

Tier 1
Agency-wide

Short-term

Outcome  
Measurement

Tier 2
Program- 

specific Short-term 
and intermediate

Outcome  
Measurement

Tier 3
Qualitative analysis  

Short-term

Client  
Satisfaction

Program
Outputs

Evaluation

Short-term Outcomes Long-term Outcomes

•  Individuals are connected through a mutual 
support network of friends, family and 
neighbours and by participating in community 
activities

•  Individuals recognise when they need help and 
know how to find and access support services

•  Individuals are work-ready and motivated 
to engage in employment and training 
opportunities

•  Children and young people are engaged  
in school and learning with support from  
their parents

•  Individuals have the skills and support  
needed to volunteer in their community

Adults, young people 
and children learn 
and participate 
within supportive 
communities

Families experience 
positive wellbeing 
and strong 
and respectful 
relationships

Children and 
young people 
experience optimal 
development and are 
safe from harm

•  Individuals experience optimal individual 
functioning 

• Individuals have healthy relationships
•  Individuals and families experience reduced 

conflict and violence
•  Individuals utilise their personal strengths in 

times of adversity 

•  Parents provide care that optimises their 
children’s physical, mental, emotional and 
social development

•  Children and young people have a secure 
and positive attachment to their parent

•  Children and young people live, learn and 
play in an environment that is free from 
violence and conflict

•  Children and young people have a  
positive sense of self

•  Individuals are connected through a mutual 
support network of friends, family and 
neighbours and by participating in community 
activities

•  Individuals recognise when they need help and 
know how to find and access support services

•  Individuals are work-ready and motivated 
to engage in employment and training 
opportunities

•  Children and young people are engaged in school 
and learning with support from their parents

•  Individuals have the skills and support needed  
to volunteer in their community

•  Individuals are connected through a mutual 
support network of friends, family and neighbours 
and by participating in community activities

•  Individuals recognise when they need help and 
know how to find and access support services

•  Individuals are work-ready and motivated to 
engage in employment and training opportunities

•  Children and young people are engaged in school 
and learning with support from their parents

•  Individuals have the skills and support needed to 
volunteer in their community

•  Parents understand how to manage their 
children’s behaviours and meet their 
developmental needs

•  Parents have the ability to create a safe, stable 
and nurturing environment for their children

•  Children and young people use prosocial 
strategies and behaviours to express themselves 
and have their needs met

•  Children and young people develop self-
awareness and self-esteem

Our Monitoring, Evaluation and Learning (MEL) framework collects both qualitative and quantitative data, prioritising 
client voice. Our MEL Framework consists of three different tiers of data all of which are mapped to our Family Life 
Outcomes Framework. This information has been captured through a combination of platforms including CSNet, 
Redicase, Google Forms/Sheets and Survey Monkey which has then been analysed using NVIVO and SPSS software. 

 
Capable Communities

 
strong families

Intermediate Outcomes

thriving children
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Methodology 

4  Due to the revised Tier 1 tool still being in it’s implementation phase there was not enough data from this tool to share in this report this year.

Over the past 12 months our ‘Tier 1’ (organisation-wide) outcome 
measurement and client feedback tool has undertaken a significant review 
and a new replacement Tier 1 tool was implemented in October 20204. 

Our Tier 2 (program 
specific) validated 
tools are embedded 
into services to 
support practitioners 

to deliver evidence informed 
practice and tailor their service 
to the needs of the individual 
or family. These outcome 
measurement tools are mapped 
to a program specific theory of 
change which is then linked to 
our broader Family Life Theory 
of Change and Framework (see 
above). The aggregated information 
provides valuable information to 
drive continuous improvement 
in the organisation. The data was 
analysed using Statistical Package 
for the Social Sciences (SPSS) 
to understand if there was any 
difference, or outcome, between 
the beginning and a second point 
(or closure) during the intervention 
(Xia, 2020). If the difference is 
statistically significant, it implies 
that the service contributed 
towards this difference. 

To undertake the analysis, two 
different tests were used: For 
ordinal data (e.g. outcomes star 
data) a Wilcoxon signed ranks 
test was used to compare if 
the differences in the outcome 

ratings are significantly different 
between the first time and the 
last time the tool was used 
during a service intervention. For 
continuous data (e.g. scores of 
scales such as the Kessler 10), the 
Paired Samples t-Test was used 
to compare the means for two 
related (paired) scores. This was 
possible as the two scores were 
independent observations and 
the difference scores between the 
two observations were normally 
distributed.

The final tier to our 
MEL Framework 
is our Tier 3. This 
Tier consists of 
the qualitative 

information that is captured by 
practitioners through the ‘plans, 
actions and themes’ function 
within our client database. 
Through the NVIVO software, a 
content analysis was undertaken. 
This consists of systematically 
coding and categorising text to 
determine trends and patterns, 
their frequency and their 
relationships with the aim to 
describe the characteristics of 
the content (Vaismoradi et al., 
2013). Data classified in the “needs 
assessment” and “plan action 

closed” categories was coded 
using an inductive approach 
(an inductive approach aims to 
generate findings emerging from 
the data - without a theory to test). 
Data classified in the “action to be 
taken” category was coded using a 
deductive approach following the 
key elements of trauma-informed 
service delivery (Kenny et al., 2015) 
and the theoretical basis of trauma-
informed models of care (Wall, 
Higgins & Hunter, 2016). 

Data from 140 individuals/families 
were included in the qualitative 
analysis this year. To select the 
cases the following was considered: 

1.  a purposeful sampling of services 
to include those who are mainly 
focused on Mental Health (Shine, 
Connect and FARS) and Family 
Violence (MBCP, Dads in focus, 
S2S and Women and Childrens 
Counselling); and 

2.  a random sampling technique to 
choose 20 individuals per service.

A summary of the data captured 
across all of our tiers of 
measurement has been provided 
in the following Outcome 
Measurement Report pages.
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Outcome Measurement Report

Capable Communities
Adults, young people and children learn and participante 
within supportive communities. 

*If the difference is statistically significant, it implies that the service contributed towards this difference.

5 Wilcoxon signed ranks test (Z= -3.270, p=0.001).
6 Wilcoxon signed ranks test (Z= 0.041, p=0.041)
7 Wilcoxon signed ranks test (Z=-3.412b, p=0.001)

8 Wilcoxon signed ranks test (Z=-2.235, p=0.025)
9 Wilcoxon signed ranks test (Z=-3.366, p=0.001)

65.4% of primary carers in our IFS Adolescent & Family Service 
experienced an improvement in their social networks and support. There 
was a statistically significant5 positive change in this area.

62% of students reported feeling more connected to other people at school 
after the School Focused Youth Services ‘PLAY leaders program.’

55% of individuals in our mental health services gained access to formal and 
informal support during their service.

90% of students reported they would feel confident to reach for help if needed 
after the Tomorrow Man, Tomorrow Woman School Focused Youth Services 
program.

55.6% of primary carers in the SHINE program improved in their progress to 
work or employment. There was a statistically significant6 positive change in 
this area.

76.9% of primary carers in the IFS Adolescent & Family Service improved in 
their capacity to support their child’s education and learning. There was a 
statistically significant7 positive change in this area.

42.1% of Creating Capable Leaders participants in our Strong and Resilient 
Communities - Hastings’ project improved in their capacity to make a 
difference to their community. There was a statistically significant8 positive 
change in this area. 

62.5% of young people in the SHINE program demonstrated an improvement 
in them making a difference through getting involved, helping others and/
or taking part in community activities. There was a statistically significant9 
positive change in this area. 
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Outcome Measurement Report 

Strong Families

10 Wilcoxon signed ranks test (Z=-2.839, p=0.005)
11 T-Test: (t(191)=18.045, p=0.001)

12 Wilcoxon signed ranks test (Z=-2.621, p=0.009)
13 Wilcoxon signed ranks test (Z=-2.711b, p=0.007)

Families experience positive wellbeing and strong 
respectful relationships. 

54.2% of young people in the SHINE program demonstrated an improvement 
in their wellbeing. There was a statistically significant10 positive change in 
this area. 

90.1% of Connect participants experienced an improvement in their psychological 
distress. There was a statistically significant11 positive change in this area.

46.5% of young people in the SHINE program experienced an improvement 
in their relationship with their parents or primary caregiver. There was a 
statistically significant12 positive change in this area. .

51% of individuals in our Family Violence services reported an increase in their 
understanding of family violence and behaviours

100% of Dads in Focus participants were more willing to take responsibility 
for their family violence behaviours at the conclusion of their service compared 
to 40% at commencement.

57.7% of primary carers in the IFS Adolescent & Family service improved in 
their capacity to manage their child’s physical health. There was a statistically 
significant13 positive change in this area. 

92% of Connect Group participants agreed or strongly agreed that after the 
session they have a better awareness of coping strategies for sustainable self-
management.
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Outcome Measurement Report

Thriving Children
Children and young people experience optimal development 
and are safe from harm.

14 Wilcoxon signed ranks test (Z=-2.060b, p=0.039)
15  Wilcoxon signed ranks test (Z=0.026, p=0.026)
16  Wilcoxon signed ranks test (Z=-2.032b, p=0.042)

17  Wilcoxon signed ranks test: (z= -1.882, p=0.06).
18  Wilcoxon signed ranks test: (z= -2.938, p=0.003).

83.3% of primary carers in the Infant & Family Service improved in their 
capacity to maintain clear, age appropriate boundaries to manage their child’s 
behaviour. There was a statistically significant14 positive change in this area.

66.7% of primary carers in the SHINE program improved their capacity 
in meeting the emotional needs of their child. There was a statistically 
significant15 positive change in this area.

83.3% of primary carers in the IFS Infant & Family service improved in their 
capacity to provide a supportive family routine. There was a statistically 
significant16 positive change in this area.

75% of students reported learning about ways they can help themself when 
feeling sad or down during the School Focussed Youth Service “PLAY leaders 
program”.

50% of Map Your World participants in our Strong and Resilient Communities 
- Hastings’ project improved in their aspiration, having an interest in things 
and feeling determined to do them well. There was a statistically significant17 
positive change in this area.

62.5% of Map Your World participants in our Strong and Resilient Communities 
- Hastings’ project demonstrated an improvement in their confidence. There 
was a statistically significant18 positive change in this area.
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Consultation with 
Service Users

19 Adults: n=283; Young People: n=11; Children: n=18.

Client and Participant Satisfaction19

87% 
of adults felt that the 
service listened to 
them and understood 
their issues

82% 
of adults feel better 
able to deal with the 
issues that they asked 
Family Life to help 
them with

91% 
of adults are satisfied 
with the service they 
received from Family 
Life

93% 
of adults would 
recommend Family 
Life to a friend or 
colleague

115  

individuals provided written feedback about what they liked about the service they 
received from Family Life. The top occurring themes emerging from this feedback were:

Emotional support
Clients felt supported, listened to, and understood 
while engaging with our services.
‘[The worker] has helped me navigate through my 
emotions and use them in a positive way.’
‘Very caring approach and felt safe to open up.”
“Being able to talk it out and be listened to.”

Cultural considerations
Clients liked being able to access services in their 
native language and felt better understood when the 
worker was from a similar cultural background.
‘[The worker] explained everything very well and 
knew a lot about our culture. It made the seiions very 
relevant.’
‘Session was in my own language and helped me 
understand it better.’

Strategies and skills gained
Clients indicated that they learned useful 
strategies and skills towards achieving their goals.
‘The strategies and advice [the worker] gave me 
worked well, and gave me the confidence I needed 
to help myself and my daughter.’
‘Sessions were really useful and we gained some 
strategies to implement in our daily life.’

Experience with staff
Clients expressed their appreciation for Family Life 
staff and their overall positive experience with the 
organization. ‘[The worker] was sensational in her 
advice and willingness to find a solution to the issues 
I had. She was amazing.’
‘Professionalism, empathy and understanding. I was 
promptly reached if I needed help.’

General support, resources, and 
referrals to other services
Clients liked being provided with general information 
about services and processes, links to helpful resources, 
material aid, and assistance other services.
‘The referrals and opportunities were endlessly helpful, 
often to services I struggles to find myself. The funding 
to access items which helped make parenting a little 
easier (i.e. table for e-learning where otherwise my 
child would have missed out on schooling.’

Child focused support
Clients liked that the service emphasized and 
supported the needs of children.
‘Helped my daughter feel supported and like she had 
a friend.’
‘Sessions were interactive and were enjoyed by the 
children.’
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Family Violence  
Service Snapshot

Family violence is a complex problem which has increased during the COVID-19 pandemic. 
This presents across all services at Family Life. Our interventions are informed by the Safe and 
Together Model, Cognitive Behaviour Therapy principles, the Duluth model for family violence 
work and all work occurs in a trauma informed context which acknowledges and values the 
deep experience of clients and practitioners. These services prioritise the safety and wellbeing of 
women and children while also providing direct intervention for men who use violence.

Family Violence Services

Men’s Behaviour Change 
Program 

Family and Partner 
Contact Strength2Strength 

Dads in Focus Perpetrator Case 
Management Program 

A 20 week, group program for men 
using family violence with a focus 
on promoting family safety, respect 
and equality (available face to face 
and online).

Men’s behaviour change case 
management support for men 
using violence, with a focus on 
their role as fathers.

Provides tailored therapeutic 
responses to individual men using 
violence, with a focus on managing 
complex issues.

Regular connection with partners 
and family members of men 
participating in our family violence 
behaviour change programs to 
assess risk, promote safety and link 
to additional support as required.

Therapeutic support for women and 
children who have experienced family 
violence with a focus on healing and 
recovery from trauma. After completing 
a therapeutic readiness phase, services 
are tailored to the individual needs of 
each family member.
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1720 Support needs were identified through the qualitative analysis as described in the methodology section.
21 more than 10 points difference in the scale

Context Family, domestic and sexual violence is a major health and welfare issue in Australia 
occurring across all socioeconomic and demographic groups, but predominantly affecting 
women and children. The impacts of family, domestic and sexual violence and coercion 
can be serious and long-lasting, affecting an individual’s health, wellbeing, education, 
relationships and housing outcomes (AIHW 2020). 

Performance Our specialist family violence services supported 1,230 individuals during the financial 
year. This was an increase of 46% compared to the previous financial year.

Support around family violence was the main priority, however the following needs20 
intersected with client experience and are also addressed: 

•   45% Emotional support/regulation

•   34 % Wellbeing concerns of children or family member

•   41% Mental Health concerns

•   25% Gaining parenting skills

•   23% Alcohol and other drugs problems

47% of families identified 3-4 of these additional support needs and 34% were 
experiencing 5 or more, highlighting the complexity of client experience.

Impact 67% of victim survivor adults in our Strength2Strength program showed a clinically 
significant improvement21 from beginning to end of service in PTSD symptoms.

100% of Dads in Focus participants reported they had the skills and capacity to use safe 
actions/reactions when in stressful situations, this was an improvement from 20% at the 
beginning of service.

80% of Dads in Focus participants concluded service with the capacity to be a good father, 
this was an improvement from 40% at the beginning of service.

family violence 
services supported 

1,230 
Individuals
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Mental Health  
Service Snapshot

While Family Life provides specialist mental health service responses it is 
also a core area of focus across our suite of Family Services. 31% of our safety 
checks over 2020/2021 highlight mental health as a central safety concern 
for that family/individual. 

Our people are recruited with 
strong professional qualifications 
and experience. Alongside client 
voice, this provides the foundation 
for evidence informed practice. 
This is built upon through training 
in evidence based approaches, 
such as the Neurosequential model 
of therapeutics, a core training 
system and a Clinical Governance 
framework that guides clinical 
supervision. 

Over the past 12 months staff 
and volunteers have completed 
mental health first aid training 
a well as suicide awareness 
training with our registered ASIST 
(Applied Suicide Intervention 
Skills Training) trainer. Family Life 
additonally prioiritises safeTALK 
suicide alert training to engender 
a suicide safer organisation for our 
clients, collegues and community.

In addition to the mental health 
support that is provided through 
all of our services across the 
organisation, we have a suite of 
mental health specific services. 
These services include:

A mental health early intervention 
program offering assistance and 
support to children, families and 
the community. 

The Connect Program aims to 
build a resilient population by 
supporting and enhancing the 
wellbeing of people experiencing 
low level mental health concerns. 
Based in Dandenong, our dedicated 
Family Life Connect peer support 
workers engage with the Culturally 
and Linguistically Diverse (CALD) 
community.

These services support individuals, 
couples and families struggling 
with personal, family or 
relationship issues.

FamilyLifeConnect

SHINE Connect Family and Relationship 
Counselling Services
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22 This was a slight increase from 995 in the previous financial year.
23 Support needs were identified through the qualitative analysis as described in the methodology section.
24 Wilcoxon signed ranks test (Z=-2.428b, p=0.015)
25 Wilcoxon signed ranks test (Z=-2.839, p=0.005)

Context Almost half of all Australian adults will face mental ill-health at some point in their 
lives. Opportunities for recovery are enhanced when children and young people can 
access prevention and early intervention services early in life, where services are widely 
accessible to the broader community and action is taken to reduce stigma and promote 
participation by those with mental illness in everyday life (National Mental Health 
Strategy, 2017).

Performance Our Mental Health services supported 1,020 individuals22 this financial year. 

The following factors23 were most commonly identified as contributing to mental health 
concerns: 

•   58% lack of emotional support

•   38% loneliness

•   35% relationship concerns

•   22% family violence;

•   20% low self confidence

43% of individuals/families identified 1-2 of these additional support needs and 53% 
were experiencing 3 or more.

Impact 77.8% of primary carers in our SHINE program experienced an improvement in their 
social networks and support. There was a statistically significant24 positive change in 
this area.

54.2% of young people in our SHINE program experienced an improvement in their 
wellbeing. There was a statistically significant25 positive change in this area.

100% of Connect group participants agreed that after attending the group they 
understood the triggers for stress and anxiety.

Our Mental Health 
services supported 

1,020 
Individuals
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Family Support  
Service Snapshot

The recent Roadmap for Reform (Department of Families, Fairness and 
Housing, 2021) guides family services to ‘make every contact count’. Our 
combined suite of Family Services provided 14,238 hours of support this 
financial year, focussed on supporting family safety and stability. Where 
possible, within COVID-19 limitations, these services provide additional group 
programs such as playgroups, music groups and the Circle of Security group to 
further enhance the skills and social and community connections of families.

Our suite of family support services 
continue to provide a flexible, wrap 
around service for families. With 
a key focus of supporting parents 
and carers who are experiencing 
significant challenges. These 
services provide resources and 
assistance to help parents build 

positive attachment relationships 
with their children and enhance 
their own wellbeing. Through 
generous philanthropic support 
we continue to provide Family 
Life’s own evidence informed 
Community Bubs program. 

Family Life was well positioned to 
implement the Family Preservation 
and Reunification response at the 
beginning of the 21/22 financial 
year, having historically provided 
a combination of ‘brief’ through to 
‘long term’ interventions.

Our family support services include;

Our Integrated Family Services 
team consists of specialist workers 
with a focus on infant, child and 
adolescent development. 

This program prioritises specialist 
intervention alongside community 
support.

This program provides longer term 
support, working with families 
for up to four years from the 
birth of their child until the child 
commences kindergarten.

Integrated Family Services 
Services 

Community Bubs Cradle to Kinder 
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26 Wilcoxon signed ranks test (Z= -3.270, p=0.001)
27 Wilcoxon signed ranks test (Z=-3.412b, p=0.001)
28 Wilcoxon signed ranks test (Z=-3.496, p=0)
29 Wilcoxon signed ranks test (Z=-2.121b, p=0.034)
30 Wilcoxon signed ranks test: IFS A&F (Z=-2.825b, p=0.005), IFS C&F (Z=-1.9, p=0.057).

Context All children have the right to be safe and nurtured within healthy and enduring 
relationships, to heal from adverse experiences, and to be supported to take part in the 
decisions that affect their lives (Department of Families, Fairness and Housing, 2021). 
Sadly many children and families face adversity and challenges in relation to family 
violence, mental health, isolation and poverty. 

Performance Our family support services provided intensive support to 571 families (1967 individuals) 
this year, which was an increase of 19% compared to the previous financial year.

In addition to this intensive support, an additional 91 families or 163 individuals received 
support through one of our family support focussed community groups most of which 
were adapted to be delivered virtually to accommodate the COVID-19 restrictions.

“[The worker] is an incredible support worker. She’s changed mine and my 
children’s life. Has offered consistent non judgemental support and broken 
generational cycles. I never imagined I would have a life like this. She gave 
me hope when I wanted to give up. Can’t thank her enough.”

Impact 65.8% of primary carers in our Adolescent and Family Service experienced an 
improvement in their social networks and support. There was a statistically 
significant26 positive change in this area.

76.9% of primary carers in our Adolescent and Family Service experienced an 
improvement in their capacity to support their child’s education and learning. There was 
a statistically significant27 positive change in this area.

65.4% of primary carers in our Adolescent and Family Service and 50.8% of primary 
carers in our Child and Family Service experienced an improvement in their own well-
being. There was a statistically significant28 positive change in these areas.

83.3% of primary carers in our Infant and Family Service experienced an improvement 
in their capacity to manage their money and provide a stable home. There was a 
statistically significant29 positive change in these areas.

57.7% of primary carers in our Adolescent and Family Service and 48.5% of primary 
carers in our Child and Family Service experienced an improvement in their capacity 
to meet their child’s emotional needs. There was a statistically significant30 positive 
change in these areas.

Our family support 
services provided 

intensive support TO 

571  
families 
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Knowledge Sharing  
and Community Change

The heartbeat behind everything that we do at Family Life is our 
commitment to enhancing community capacity to support the wellbeing 
of children, individuals and families. This year we continued to develop 
and offer our Community Change - Community of Practice series which, 
in addition to our School Focused Youth Services and Creating Capable 
Communities initiatives, has enabled us to provide significant support, 
knowledge sharing and development opportunities for our community.

Community of Practice
With the support of leaders from 
across the sector, we offered 
four different Communities of 
Practice sessions to a total of 370 
community participants. This 
year, the community of practice 
was focused on supporting the 
community during COVID-19. 
Topics covered during these 
sessions included:

• Leading and Collaborating 

•  Remaining Connected While 
Social Distancing

•  Building Connection and 
Preventing Burnout 

•  Supporting Mental Health in 
CALD Communities

Change Maker Training
Family Life and the Tamarack 
Institute developed the Change 
Maker Training for professionals 
from the Community and 
Government Sectors, who want 
to understand how to design 
and deliver community change 
initiatives using a Collective Impact 
approach. This financial year, we 
delivered the first Change Maker 
Training to 17 professionals. 

we delivered 
the first Change 
Maker Training 

to 17 
professionals.



Family Life - Performance and Impact Report  |  2020/2021

2331 Wilcoxon signed ranks test: (z= -2.938, p=0.003).
32 Wilcoxon signed ranks test:(Z=-2.235, p=0.025).

School Focused Youth Services
The School Focused Youth Service 
supported 13 different targeted 
interventions across 27 different 
schools. These interventions 
provide schools and their students 
with a strong set of skills and 
resources to strengthen their 
capacity and resilience, a summary 
of the themes covered in these 
interventions are represented in 
the image below. There were 1,185 
individuals who attended these 
interventions which have had 
an impact on an estimated 1,055 
students. 

Creating Capable 
Communities
Family Life has a proven suite of 
Creating Capable Communities 
(CCC) programs which demonstrate 
we can empower parents and 
residents to lead change and 
to meet the needs of children. 
Through our CCC work, this year we 
have supported 2,199 individuals. 
This was an increase of 105% 
which is an amazing achievement 
within the context of COVID19.

This year, our Hastings pilot project 
funded by the Department of 
Social Services, Strong and Resilient 
Communities was granted an 
additional 12 months funding. 
This valuable funding will enable 
them to continue to develop 
strong leaders in the community 
that enable local solutions to 
community issues. 

This initiative provides leadership 
training to adults and young people 
with the focus on supporting 
them to make a difference in 
their Hastings community. 
We are seeing some strong 
outcome results in the leadership 
groups this year with 62.5% of 
Map Your World participants 
experiencing an improvement 
in their confidence (there was a 
statistically significant31 positive 
change in this area). In addition 
to this, 42.1% of our Creating 
Capable Leaders participants 
experienced an improvement in 
their capacity to make a difference 
in their community (there was a 
statistically significant32 positive 
change in this area).

“As a result of the 
participation in the 
course, staff have 
integrated Collective 
Impact frameworks, 
principles and practice 
into the design and 
implementation of a 
recent grant round as 
well as engagement with 
key communities. Some 
of the key elements of 
the recent grant round 
include: implementation 
of co-design principles, 
deeper and richer 
community consultation 
and engagement.” 
(Feedback from the Dept of 
Justice and Community Safety)
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Social  
Enterprise

Our Social Enterprise 
Community Stores 
(opportunity shops) continue 
to provide a space for 
community connection for 
individuals in our community, 
especially important for those 
who experience isolation and 
loneliness. 

Our Theory of Change for Social Enterprise also aims to provide 
a source of low cost clothing and goods to the community 
while promoting positive environmental impact through the 
contribution to a circular economy and reduction of goods that 
go to landfill. Our volunteers are an invaluable support to our 
community. They access work experience and develop skills, 
confidence and self esteem, contributing to positive health and 
wellbeing while driving significant social change. 
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2533  Calculation used the Charitable Recycling Australia Calculator https://www.charitablerecycling.org.au/reusecalculator/. With an estimation of 

90% of our items sold as general clothing and 10% as Hard wood (15 kg or less)
34 Approximately, 90% of customers walking in the store purchase. Given COVID19 restrictions, there was only 8 months of trading in the stores.

Environmental Capital

 The financial income generated through our social enterprise 
stores is directly injected back into our community capacity 
building initiatives and the support we provide.

Financial Capital  29,497 
online store hits 
and 803 orders 

were taken 
through our 
online store 

an increase of 

111% 
from the previous  
year.

32,296 
transactions took place 
through our physical stores, 
each an opportunity for  
social connection.

110,632
items were sold, reducing 
waste in landfill and 
providing goods for others.

The impact of the reuse of  
the items we sold represent: 

1,631,820 KG 

of Co2 emissions and 828,813 
trees absorbing Co2 in a day33.

Social Capital

Given COVID-19 restrictions, 
volunteers were unable to 
work in stores for the full 
year. To remain connected, 
we formed a craft group 
and a gardening group for 
volunteers. 

In total,

 Approximately, 

36,00034 
individuals visited our 
physical stores to access 
supports and goods from 
Family Life and connect with 
their community.

We partnered with local 
organisations which allowed 
us to strengthen the systemic 
support achieved by our social 
enterprises. We would like to 
thank the following partners 
for their support this year:

•     Hampton Community 
Centre

•     Hampton Girl Guides

•     Spotlight 

•     Dress for Success 

•     We assisted Bayside 
and Kingston Council to 
increase more visibility 
of their projects in the 
community

•     5 volunteers attended 
online sucide awareness 
training.

u

 

13 
volunteers 

participated. 
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Growth and Progress

Over the past four years Family Life has moved towards it’s vision, 
culminating with the achievements of 2020 and 2021. 
In the 2017-2021 Forward Plan it was stated that by 2021, Family Life would report an increased, expanded and 
high value contribution to improving the social and economic well-being of diverse Australian families.

Key progress to set the foundation for a successful 2020 and 2021 have included:

Successful 
governance and 

leadership through 
a COVID-19 

environment.

Investment in 
cyber security and 

systems for business 
effectiveness.

Adaptation of 
services to digital 
online delivery to 

ensure accessibility.

Revised ToC35 
and evaluation 

framework. 
Investment in data 

analysis.

Expansion of 
therapeutic, mental 

health and men’s 
services.

Commitment to 
Collective Impact.

Literature review 
and practice 
resources to 
respond to 
COVID-19.

The development 
of a cultural 
action plan.

Establishment 
of a mobile 
workforce.

Investment in 
evidence based 

practice including 
NMT36, PuP37, Circle of 

Security.
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2020 / 2021 in Review

Evidence and Outcomes Families Benefit Social Change

•     Learning Systems Grant - In 
partnership with the Australian 
Childhood Foundation we are 
learning how children want 
to give service feedback and 
improve services.

•     Identifying the current state 
in relation to evidence based 
practice at Family Life. Scoping 
additional evidence based, 
trauma informed approaches 
for integration within our 
current evidence informed 
practice model.  

•     Rapidly expanded Men’s 
Behaviour Change services.

•     COVID-19 response - Flexible 
services provided through 
technology with a commitment 
to continuing to meet 
with clients experiencing 
vulnerability.

•     Our website was updated to 
support access for people from 
culturally and linguistically 
diverse communities.

•     Partnership with Tamarack 
Institute to support the 
development of 17 social 
change makers.

•     Healthy masculinities projects 
established in two LGA’s.

•     Sector leadership through 
the provision of Community 
of Practices attended by 370 
community leaders

Knowledge and Skills Innovation Financial Resilience

•     Consultation and development 
of Trauma and Clinical 
Governance Frameworks.

•     Implementation of new practice 
resources - Suicide prevention 
framework (including safeTALK 
and START Training) and 
the Covid Normal Practice 
Framework.

•     Implementation of technology 
mediated Mens Behaviour 
Change alongside therapeutic 
case management for men.

•     Implementation of Financial 
Counselling and Property 
Dispute Resolution within 
Family Law Services. 

•     Strong retention, growth 
and performance against all 
government contracts.

•     Revised Social Enterprise 
business plan. Ability to retain 
and scale up a successful Social 
Enterprise despite the impact of 
COVID-19.
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Strategic Plan 2021 - 2024

Five 
Strategic 

Pillars

Service  
Excellence

Consistent high quality 
stakeholder experience

Our People
Develop a people-focused 
culture that embodies the 

Family Life Way

Financial 
Sustainability 

A sustainable 
organisation

Expanded 
Impact

Increase impact and reach 
by diversifying service 
delivery digitally and 

geographically

Community 
Connection

All of organisation 
commitment to promote 

engagement and activation 
of our community

In accordance with the 2021 - 2024 
Strategic Plan, in three years time 
Family Life will have courageously 
partnered with our community 
to transform their lives, as the key 
experts in their lived experiences.

We will have invested in earlier 
intervention and community 
activation programs to give 
community voice. Our partnerships 
with them will have kept children 
safely at home with their families, 
through the highest quality, 
evidence informed support.

We will have listened and heard the 
lived experience of those we work 
with and will continue to support 
the development of care systems 

that are responsive, respectful and 
empowering for the community as 
they strive for the best outcomes 
for themselves and their children.

Our culturally respectful and 
inclusive organisation will have 
been accessible to all, including 
those who have experienced 
historical trauma as we seek to 
level the playing field for those 
who experience disadvantage, lack 
of community connection, poverty 
and social exclusion.

Our staff, our greatest change 
makers, will have experienced well 
being and delivered person centred, 
evidence based and informed, 
trauma aware practice.

We will have worked to build 
the expansion of a broader sense 
of community, recognising that 
people want flexible support, 
including digital services.  We will 
do more, and do better, by ensuring 
that we continuously grow and 
improve our services through 
agility, innovation and a strong 
ethic of care.  

We will lead responsibly on behalf 
of our community to ensure 
sustainability and hold ourselves 
to account by being transparent 
and accountable to those who trust 
in us by measuring outcomes and 
performance.

35  Theory of Change
36 Neurosequential Model of Therapeutics
37 Parenting under Pressure

In 2022 we will report performance against the following strategic pillars: 
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Conclusion

It is a privilege to take this time to stop, reflect and share the amazing work 
that has been achieved over the past 12 months. This report demonstrates 
the passion and determination of Family Life, and our partners, to continue 
to fulfill our vision to build ‘Capable Communities, Strong Families and 
Thriving Children’. 

2020/21 has required more 
from each and everyone of us. In 
difficult times the impact on child 
development and wellbeing, mental 
health and family violence has been 
significant. Particularly relevant, 
has been the level of support we 
have provided to men, who now 
constitute over 50% of our clients. 
This area of community need 
requires continued investment to 
ensure men are accountable for 
their use of violence and supported 
to grow. 

Over 2020/2021 more than 1,200 
individuals were supported through 
our family violence services, which 
was an increase of 46% compared 
to the 2019/20 financial year. The 
impact of the services we provide 
contributes towards creating 
communities that understand the 
impacts of violence, and as a result 
prioritise the safety of women and 
children. 

There were a wide range of 
vulnerabilities within the 1,020 
individuals that were supported 
through our mental health services, 
with more than half having at 
least three support needs.The most 
common identified needs were 
emotional support and regulation, 
limited support networks and 
loneliness; conflict and relationship 
concerns; mental health concerns; 
the impact of current or previous 
experience of family violence; 

and self-esteem, self-worth and 
confidence. This reflects the 
complexity experienced within our 
families, many for whom English is 
a second language. It is our opinion 
that services that replicate this 
earlier, more holistic and family-
centred mental health intervention 
should be prioritised. 

Our amazing staff and volunteers 
continue to support our community 
and each other. The collective 
strengths of our People translates 
into a very high level of satisfaction 
of our clients. In particular, they 
appreciate the depth of support 
provided, the client-focused 
approach, the outcomes they gain 
from the services they undertake 
and the increased accessibility 
through adaptation to cultural 
considerations.

During this financial year, 
Family Life has achieved an 
important milestone regarding the 
implementation of measurement 
tools for every program and the 
review and implementation of the 
new Tier 1 survey. A continued 
focus will see us continue to 
improve how we capture the 
impact of our services and the voice 
of our clients. 

We would not be in a position to 
achieve these great results if not 
for our volunteers, community 
supporters, funders, donors and 

change makers. We particularly 
appreciate our support networks 
through these unpredictable and 
challenging times. 

The outcomes celebrated in this 
report belong to the individuals 
who, at some of the most 
vulnerable times in their lives, 
continue to trust and welcome us 
into their lives. It is a privilege to be 
involved in your life, your courage 
to ask for help and partner in our 
support continues to inspire us. 
You are the reason we do what we 
do, you are what makes this report 
possible, thank you for allowing us 
to be a part of your story.
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Partners in Impact 
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who continue to support our impact and reporting:
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The Child Trauma Academy 

The Australian Childhood Foundation 

Centre for Excellence in Child and Family Welfare

For further information 
on performance and our 
acknowledgement of those who 
fund our services, enabling this 
impact please view our Annual 
Report. 
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Capable Communities
Strong Families

Thriving Children
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Strong Families
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Family Life
197 Bluff Road 
Sandringham, Victoria Vic 3191
Phone: +61 3 85995433
Email: info@familylife.com.au
www.familylife.com.au
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