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Vision, Purpose, Values
Our Vision:

Future generations without homelessness by 2050.

Our Purpose:

Investing in people; building better communities.

Yes Unlimited acknowledges the
First Australians as the traditional custodians
of the continent, whose cultures are among the
oldest living cultures in human history.
We pay respect to the Elders of the community
and extend our recognition
to their descendants.

Our Core Values:

Clients First

 We are deeply on our clients side
 We are eternally optimistic and don’t give up
 We actively support clients autonomy

Leaders in Practice

 We remain constructively discontent
 We are brutally honest with ourselves
 We are creative, innovative and purposeful
 We have unusually high expectations of
ourselves and others

Doing it Together

 We compulsively build partnerships
 We capitalise on the diversity of our people
 We build dynamic teams
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Chairman’s Report
There have been so many
words written about 2020
already that it feels
almost redundant to
attempt to describe
the effect that
COVID-19 has
had on our lives.
We have lost
count of the
number of times
that we have
heard the words
unprecedented,
catastrophic, and
unpredictable,
however
at
Yes
Unlimited one of the
words to describe 2020
is “success”.

supported by Yes Unlimited, and Program
Managers Kira and Tam are undertaking the
Advanced Leadership Program, through Women
& Leadership Australia, having both qualified for
scholarships to support their study.
In addition to structural changes within our
programs, we have also enhanced our support
capabilities to better manage the growing
organisation that we are today. Our Community
Engagement Officer, Assets and Maintenance
Officer, and Organisational Development and
Quality Assurance Officer will provide support
to our program teams and the executive to allow
them to maintain focus on their goals, with the
confidence that these vital functions are being
properly administered.

While 2020 has been often referred to as a year
of uncertainty, at Yes Unlimited we have spent our
time wisely, building the structures that will prepare
us for the future, and reinforcing the foundations
of our successes, our team and culture. We look
ahead with anticipation for what is to come

I would also like to acknowledge the efforts of all of
the staff, including the executive team, who have
continued to ensure that we put Clients First, even
in the face of a global pandemic.
Thank you to the board of directors for your
contributions across the last year. In particular I
would like to acknowledge Tracey Fraser, Jennefer
McCrum and Allan Mason as they complete their
first year on the board, the addition of your skills
and insight to our team makes us a stronger and
better organisation, and we value your experience
and your fresh perspectives.

Dave Gaukroger

Chair, Board of Directors

We have continued to build on our strong
relationship with the NSW State Government, with
visits from Minister for Families, Communities and
Disability Services, Gareth Ward, and Attorney
General and Minister for the Prevention of
Domestic Violence, Mark Speakman. Our thanks
goes to the Member for Albury, Justin Clancy, for
his strong advocacy on behalf of Yes Unlimited,
and his support of our work and our mission. It
has been gratifying to be able to share our vision
with some of the decision makers within the NSW
Government, and advocate for the systemic
change that we believe is required to see future
generations without homelessness.

After half a decade of constant
changes within our sector, working non-stop to
find innovative ways to adapt to these new realities,
our plan for the last year was to consolidate on
our successes, and plan the structures within our
organisation that would continue to serve us into
the future. Despite the need to respond to the
effects of the COVID-19 pandemic, we have still
managed to execute on our plan and finish the
year better prepared for the decade ahead.
Yes Unlimited has seen a 55% growth in staffing
over the last few years as a result of the additional
programs that we have been implementing, such
as The Albury Project, Staying Home; Leaving
Violence, and Sustaining Tenancies in Social
Housing. These programs are all wonderful
additions to our portfolio of services, and enhance
our ability to support our clients.

Embedding new structures, identifying areas that
require change, and supporting the growth of your
staff are not easy tasks, so we are fortunate to
have a CEO with the skill and passion of Di Glover
to continue leading us. This year Di celebrated
twenty years at the helm of Yes Unlimited, she has
shepherded us through challenging times and
built an organisation and a culture that is the envy
of our peers. Thank you Di, your dedication and
commitment to Yes Unlimited, its staff, and the
people it serves is unfailing, and we all owe you
a debt of gratitude for what you have achieved. It
was fitting that this year Di was honoured with a
Lifetime Achievement Award in the NSW Specialist
Homelessness Services Good Practice Awards.

To support this organisational growth we have
invested in the leadership structures and
capabilities at Yes Unlimited. We have created
senior roles to provide support for the expanded
workforce, and the opportunity for further career
growth within our teams. Megan Pearce and I have
completed a diploma in Not For Profit governance,
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Executive Team Report
To say this year has been unprecedented
would at this point be, well… precedented. As
with the rest of world COVID-19 has disrupted,
challenged and pushed Yes Unlimited to work
in new ways, many of which we’ll happily
discard when this over, although equally there
have been some valuable adaptations that we’ll
keep moving forward. Considering this context,
we are so proud of how the organisation has
risen to the challenges, and maintained a
commitment to our values and work with the
community in the face of an ever-changing
situation. The organisation continues to grow
with a staffing team of almost 50 people, new
programs, new initiatives and an expanding
sphere of influence in the community sector. It
is a pleasure to present the 2019/2020 Annual
Report and our reflections on the year that has
been.

quickly provided immediate temporary
accommodation to anyone who was homeless,
and excitingly NSW followed this with the new
Together Home program, an evidence-based
Housing First model which has been shown to
work internationally. Additionally, the Victorian
government has announced an extraordinary
investment in social housing as part of its
COVID-19 recovery plan.
All of this rapidly introduced innovation and
resourcing raises some questions - have we
really been doing our best to address these
issues at a societal level? Are the individual
crises and the hardship experienced by
people on daily basis, pre-COVID-19, not
equally deserving of a “pulling out all stops”
type of response? We don’t need a pandemic
to tell us that in a country like Australia the
continued prevalence of homelessness,
when we know what works, is unacceptable.
We hope that the lessons learned during this
time catalyse long awaited movement in this
space. We thank Katherine McKernan and
her team at Homelessness NSW for both their
support through COVID-19 and the leadership
they have shown in advocating for increased
affordable housing and advancements in
homelessness responses.

While we are yet to see the lasting impacts
that will inevitably unfold following the
COVID-19 pandemic, the spotlight on issues
such as homelessness, housing affordability,
domestic and family violence and poverty
more generally should be a flashpoint for
policy change and a greater investment in real
solutions. The temporary increase of the Job
Seeker payment by the Federal Government
saw many in the community services sector,
Yes Unlimited included, reporting reduced
demand for emergency food, rent arrears,
and other assistance. As COVID-19 escalated,
state governments across the country

Although COVID-19 has dominated much
of our energy this year, the work we set for
ourselves 12 months ago has continued to
progress with some notable highlights to
mention:
Do you enjoy our
organisation's culture?

YES 94.12%
0% No
5.88% Neutral
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Our People:

believe we are well on the way to growing the
emotionally intelligent, attuned and values-driven
workforce we need to do this work well. While
working from home was initially forced upon us to
a degree far greater than most of us would have
liked, the benefits of a better work-life balance,
and opportunities for staff to step outside the crisis
work is something we have now adopted as part
of our normal way of working. Recent staff surveys
and consultations have been glowing, showing a
strong sense of connection to the organisation, and
the meaningfulness of the work, demonstrating the
effectiveness of structures we have implemented
around this.

With a growing staff team has come an increased
focus on ensuring the culture, integration and
wellbeing of our teams is maintained and nurtured.
A core tenet of our Model of Practice is that if we
are to expect our staff to ‘contain’ the trauma and
distress that often comes with this type of work,
then we need to have systems, support and
personal development work in place to ensure that
our people themselves are ‘contained’.
With the continued development of our
comprehensive supervision model, traumainformed group processes, Personal Development
Plans, regular training, an expanding leadership
team and our Employee Assistance Program we

Staff Satisfaction Survey Results
Do you enjoy our
organisation's culture?

Do you find your
work meaningful?

YES 94.12%

YES 94.12%

0% No
5.88% Neutral

0% No
5.88% Neutral

Do you find your
work meaningful?

Do you feel connected
to your coworkers?

Are you supported to
self-care?

YES 94.12%

YES 80%

YES 93.75%

0% No
5.88% Neutral

2.86% No
17.14% Neutral

0% No
6.25% Neutral
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Do you feel conne
to your coworke

YES 80%

2.86%
17.14%

Executive Team Report
Our Community:

Our Influence:

We were pleased to welcome our long time partners
from Griffith, Linking Communities Network, to colocate with us at the Hub after they successfully
took on the Women’s Domestic Violence Court
Advocacy Service. This is a key service for
the local domestic and family violence (DFV)
response and formalising a partnership through a
co-location provides an important opportunity for
greater integration with our Staying Home Leaving
Violence program and Betty’s Place Women’s
Refuge.
Also in the DFV space, Yes Unlimited has been
working closely with Amanda Cohn and the Border
Domestic Violence Committee and were thrilled to
launch a collaborative project “A Case for Change Family and Domestic Violence in Albury Wodonga”
this year. Consulting with key stakeholders,
including people with lived experience of DFV, this
research and development project will examine
the widely acknowledged systemic issues at a
local level, as well as the current model of Betty’s
Place Women’s Refuge to set out a clear agenda
and set of recommendations for our future work in
this area.

Yes Unlimited published two articles in the
National Homeless Magazine ‘Parity’, co-authored
with Associate Professor David Mackenzie and
Dr. Tammy Hand, this year, documenting the story
of the Albury Project and the adaptive practices
adopted during COVID-19. We’ve been active
in the Albury -Wodonga Regional Deal working
groups, regular meetings with ministers, local MP’s
and departmental leadership, presenting at the
annual Homelessness NSW conference, speaking
on panels regarding drug policy reform, and a
variety of other forums. We are so pleased to see
Yes increasingly operating in spaces where the
opportunities to influence the systems we operate
in are genuine and wide reaching.
After a disruptive 2020, our energy over the next
12 months will be concentrating on really getting
the organisation back on track with the following
three focus areas.

Recovery:

Understandably there is a high level of fatigue both
within our local service systems and the wider
community. It’s important that we allow the time
and space for people to catch their breath and
recalibrate to the new normal, whilst preparing to
respond to the lasting impacts of this pandemic
such as unemployment, escalations in mental
health issues, implications of economic recession
and the challenges that are still yet to unfold.

Our Systems:

By 2024 all Specialist Homelessness Services
will be required to meet the Australian Service
Excellence Standards in order to receive funding.
While this accreditation will be a substantial body
of work for the organisation, the internal process
and systems development that this will require has
come at a perfect time in terms of accommodating
our growth and changing organisational needs.
The critical consideration for us as we enter this
new stage of growth is ensuring that our values and
culture, our model of practice and our capacity to
innovate and flex is maintained and supported by
a robust organisational infrastructure.

Re-gearing for Growth

A special congratulations to our Assets Manager,
Deb Ferrara, who reached her 10-year anniversary
with the organisation this year. Deb has been
through many re-incarnations at Yes Unlimited and
has played a critical role in building organisational
processes and systems as we continue to grow.
Thanks so much for everything you’ve given the
organisation Deb.
Thank you to our wonderful Board of Directors
who volunteer their time to keep us thinking big,
drive our future thinking and provide a steady hand
when things get rocky.
Most importantly thank you to the people who
allow us to enter their lives in times of hardship,
vulnerability or injustice and never cease to inspire
us with their resilience and courage.
We look forward to another year of progress in 2021.

Inevitably growth comes with new opportunities
and challenges and we are ever conscious of the
pitfalls that can emerge if this is not thoughtfully
navigated. Modernising policy and processes,
expanding internal leadership, and the further
development of organisational infrastructure will
be essential in positioning us to achieve our core
purpose of ‘Investing in People: Building Better
Communities’ in new and exciting ways.
While we always acknowledge the people who make
up this amazing organisation, with the challenges
of this year in mind the gratitude is particularly
heartfelt. A sincere thanks to our staff who have
had to wrestle with home schooling, lock downs,
working from home, and border crossings as well
as having to rapidly adapt practice approaches,
roll out new processes overnight, participate in
epic Zoom marathons, and undertake peoplefocused work from a distance. This has been a
year where the organisational energy and culture
could have easily flagged and stagnated, yet with
their dedication it has continued to thrive.

Dianne Glover

Chief Executive Officer

Jon Park

Client Services Manager

Re-integrating

Integrating both internally as an organisation and
within our wider systems has been a central piece
of work for Yes Unlimited leading up to COVID-19,
and this prior work in many ways positioned us well
to handle the pandemic. With social distancing,
lockdowns, office closures, border closers and
restrictions on movement, true integration has
been difficult. We know that integrated teams and
service systems get better outcomes for clients
and we look forward to the benefits that come with
investing in this area.
Deb Ferrara
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Di’s Milestones
An important milestone for Yes Unlimited CEO, Di Glover
More broadly, Di is well respected in the sector,
had has chaired, led and participated in numerous
local forums, panels, committees and boards.
Di leads authentically from the heart and anyone
who has worked closely with her knows that timing
is one of her key strengths as a leader. She knows
when to let things be and trust the process, and
equally when to be firm and take a stand. Di
regularly states “I don’t care about the *_____
(*insert: funding, guidelines, criteria, etc) - we are
here for the clients!”, and firmly holds all of us at
Yes Unlimited accountable to our organisational
values: Clients First, Doing it Together and Leaders
in Practice.
We at Yes could not be more proud of Di nor think of
a more worthy recipient for a lifetime achievement
award, after 30 years of genuine dedication to
making a difference for people experiencing
homelessness, 20 of those within our organisation.
Congratulations Di!

2019-20 saw our beloved commander in chief Di
Glover turn 20 - in CEO years! - and also receive a
Lifetime Achievement Award at the Homelessness
NSW Specialist Homelessness Services Good
Practice Awards.
Throughout her 20 years as CEO of Yes Unlimited,
Di has nurtured the organisation from a small,
youth-focused NGO with under 20 staff and an
annual budget of $900000, to one of the central
services in the regional area of Albury and
surrounds, now with 50 staff and an annual budget
of $5 million.
Di is a consummate innovator with a particular ‘bent’
for localised systems change. During her time at
Yes Di has led a number of important initiatives
aimed at creating long-lasting, systemic change.
These include our co-location project that saw 4
separate homelessness services create a ‘onestop-shop’ at The Hub; introducing a Centralised
Intake Model for homelessness services in Albury;
and more recently the realisation of The Albury
Project (Community of Schools and Services
Model), all of which have broken new ground in
terms of regional service delivery.
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Introducing Michelle - Yes Unlimited’s
Community Engagement Coordinator
I have been in this field for 12 years, after
completing a Diploma in Community Services, I
commenced working at The Place Youth Centre in
2009. During my time at The Place, I developed
strong connections with the youth programs and
staff across Yes, which made the transition easier in
2014 when The Place joined Yes and became The
Hive Youth Resource Centre. Its been amazing to
have had so many opportunities since joining Yes
and I am excited to have taken on this role and to
be stepping into the new spaces that this role is
taking me.
Why do you do this type of work?
I have an interest and passion about my community,
I’m a people person and believe a lot of my values
and beliefs are from my Grandparents and direct
family. My Grandparents would always have an
open door, a hot coffee and chat for anyone who
needed it, and I always admired the care, nojudgement and generosity they would share with
anybody that may have needed it. These values
motivated me to undertake study and build a
professional career where I can not only work
directly with people, but the broader community to
promote connection, understanding and resilience.

an
Michelle Millig

This year we were excited to introduce a
new role for Yes Unlimited: the Community
Engagement Coordinator. There is so much
goodwill in our local community, with a growing
number of people donating money, their time
and other forms of support to enhance and
raise awareness about the work we do and the
issues we care about. For some time we have
been thinking about how to really mobilise and
make the most of this group of supporters and
collaborators, which led to the introduction of
this role. Long-time Yeser Michelle Milligan
jumped at the chance to get amongst the
action. Here’s a little snapshot about Michelle
and the new role.

What have been the highlights of the role
so far?
Meeting people, promoting the work of Yes
Unlimited – exploring how we can effectively raise
awareness of homelessness and other important
issues, attending fundraising events organised
by community, sitting in different spaces/teams.
Seeing that the community does care and they are
in this with us – Investing in people, building better
communities.
What do you think are the best ways people
can support the work of Yes Unlimited?
The continued support and goodwill that Yes
Unlimited receives from the community still
astounds me, often people want to know how
they can help. From this, staff worked on having
a clear process for Community Donations and
Contributions. This allowed us to further build
on partnerships with local charities who are set
up to manage and distribute donated goods
appropriately. We encourage donations such as
toys, bedding, toiletries, and similar items, to go to
these suitable services.

Tell us a bit about yourself and your journey
with Yes Unlimited?
I was raised in Lavington and attended local
schools; I am now raising my own children in the
same community. I am an animal lover and have 3
sausage dogs and a cat. I love live music and doing
bush walks – Albury has some amazing tracks
for this.
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Write to our local MP, sign petitions, and discuss
local and national issues with anyone that will listen!

Discussing the Community donations and
Contributions process also allowed us to share
ways that people can support Yes. This includes
Cash or voucher donations, which allow us to be
creative in several ways including maintaining
our therapeutic spaces, investing in people’s
talents, providing targeted group work or directly
distributing vouchers that people can use, for
example; a parent using a voucher to purchase
Christmas or birthday presents for their child.
Providing opportunities, such as work experience
or volunteering in our Youth Mentoring Program,
contributes greatly to the work YES does.
Without Volunteers or people wanting to provide
experiences, some of our programs would not
exist.

If you could say one thing to people who want to
do something about homelessness, domestic
and family violence or other community issues,
what would it be?
Let’s make sure we are talking about issues we are
seeing, hearing and experiencing – having these
conversations takes away the stigma and builds
a community with shared understanding and
responsibility for these issues!

“I had the pleasure of nominating Michelle
for the Youth Action Youth Worker
of the year award in 2017, and whilst
she has worked in the field for many
years, Michelle’s passion for people and
community is still so strongly reflected
throughout all of her work. Michelle is
known for going above and beyond in
all of her work and works tirelessly to
improve young people’s experiences
and promote positive opportunities for
community connection. She always
finds ways to extend herself and invest
in developing young peoples’ sense of
self, passions, aspirations and broader
community connections and resources.”
Tam Quinn

Program Manager Youth Services
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Adults and Families Team Report
It’s been another huge year of growth for our
Adults and Families Service Spectrum as we bring
on new staff, take on new programs and further
develop our existing suite of services. In hindsight
our consistent efforts to integrate our Adults and
Families services last year has really prepared
us for challenges of COVID-19 and working from
a distance. While many of our plans for this year
were upended, we have by no means slowed
down, and hope you enjoy reading the program
reports that follow.
As our Adult Service Spectrum grows we’ve
gradually been making adjustments to our
organisational structure to accommodate the
changing needs of the team. We were pleased
to welcome Jacqui Devlin to a new senior role
in the Centralised Intake, Assessment and Brief
Intervention team to provide day-to-day leadership
at the Hub. Serena Kent, who has been based
with our youth team for over ten years, has taken
on the new role of Home and Place Coordinator,
working across Betty’s Place, Broughton House
and our transitional housing properties, to ensure
consistent and high-quality placement provision.
This expansion of leadership capacity is timely, as
the rapidity of our growth has really stretched us
over the last few years. On a similar note we have
also increased our office space at Betty’s Place
and plans are underway for the re-development of
the Hub office space.

Our presence in the domestic and family violence
(DFV) space has increased over the past couple
of years, and the systemic issues that exist have
become more apparent to us as our understanding
of the sector grows. In NSW there is no single entrypoint for DFV, and there are multiple agencies
with different funding requirements working in
the space, with cross border challenges adding
further complexity. This is confusing enough for
people working in the sector to navigate, let alone
people trying to access support from this system.
While much improvement has been made, the
NSW response to DFV still has a way to go, and
alongside the Border Domestic Violence Network
we were excited this year to launch the Case for
Change - DFV in Albury Wodonga project. This
project will analyse the DFV support system in
the border area in order to develop a local reform
agenda.
We can only do this work when we do it together,
and we greatly appreciate our ongoing partnerships
with Homes Out West, Linking Communities
Network, Albury Wodonga Aboriginal Health
Service, St Vincent De Paul, VERTO Tenants
Advice, DCJ Housing, Wellways, Carevan and
many other local services.
I want to finish by saying a big thank you to our
staff for their flexibility, patience, and forgiveness
as we’ve grappled with such a tumultuous year.
I’m so proud to lead and be part of this team that
cares deeply about the work we do and the people
we do it for.
Kira Pace

Program Manager Adults and Families Services
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Centralised Intake, Assessment and
Brief Intervention
installed at the front door and much of the work
took place over the phone or via Zoom. While we
were disappointed to limit the face-to-face work
so drastically, there were some unexpected gains,
with more people attending initial appointments
and a degree of increased engagement for some
people, as we were just a phone call away. There
have also been some great examples of the local
service system pulling together and we greatly
appreciated the efforts of Foodshare and Carevan
in working with us to provide emergency assistance
through this time. We will definitely take these
learnings moving forward, however it became
even more clear to us just how irreplaceable the
face to face work is, particularly when people are
distressed, and we were very excited to re-open
the doors later in the year.
A pressing problem arising from COVID-19 for
our clients has been the impact on the local
rental market. As people bunkered down and
became less mobile, the rental market closed up
and the rental vacancy rate in the Albury region
has consistently remained below 1%. For people
on a low income who already have a difficult
time accessing affordable housing this has had
drastic consequences. The Job Keeper and
Job Seeker increases, as well as more flexible
access to temporary accommodation through the
Department of Communities and Justice, have
provided a stop-gap with short-term options in
hotels and caravan parks, however as these are
being wound back, we are starting to see the
ongoing impacts.
Aside from COVID-19 there has been some great
progress through 2020. Internally, we have made
an important investment in refining our response to
domestic and family violence and integrating the
CIAB response with our Staying Home Leaving
Violence program. The co-location with the
Women’s Court Advocacy Service at the Hub has
been an amazing addition and greatly improved
our collaborative work, given they are just down the
hall. We have been increasingly working alongside
Wellways with clients who have a mental health
condition or disability. Given almost 60% of clients
who present to CIAB have had a previous mental
health diagnosis, this an essential partnership and
we thank the team at Wellways for all the great
collaborative work this year.

Centralised Intake, Assessment and Brief
Intervention (CIAB) based at The Hub at 562
Macauley Street provides the first response for
people experiencing homelessness and related
issues in Albury and surrounding areas. CIAB aims
to offer a warm and welcoming environment where
people can stablise after an initial crisis, provide
immediate short-term support and facilitate easy
access to the wider service system as required.
It’s hard to believe that it’s been just on five years
since Yes Unlimited introduced the CIAB model
in Albury following the NSW Going Home Staying
Home Reform. It has undoubtedly become an
important fixture in the local service landscape.
Since its initiation the approach has constantly
evolved as we test and learn ways to better
respond to issues as they present and manage
local demand for services. Creating a physical
space that feels welcoming, calm and safe at
the Hub has been critical to this, as has been the
role of Welcome Workers who are the first face a
person sees when they walk in the door.
Given the CIAB response is so tied to the physical
space and face-to-face connection, COVID-19
posed a particular challenge and has required a
radically different application of this model, from
a distance. With the Hub doors closed, staff
moved to a home and away team, an intercom was
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Centralised Intake, Assessment and
Brief Intervention

Centralised Intake, Assessment and
Brief Intervention

In the 2019-2020 financial year CIAB:

752
Supported

people

294
Provided

903
Made

instances of
financial assistance

referrals

“I approached the hub seeking help as myself
and my son were victims of domestic violence,
after explaining my situation to Yes staff they then
went through many options with myself regarding
safety, one of those being victims of crime they
helped complete and support me through the
process. Our claim was accepted and payed out
within a very short amount of time, which was
a surprise to me as I had encountered much
difficulty navigating this prior. I thank the Yes team
for making my life just that bit easier and better”
CIA Client

“My experience at the hub couldn’t go any better,
the Yes staff was really resourceful and went out of
their way to help with all my requests”
CIA Client

“After what I went through with my ex-partner, it
was comforting to know that I had Yes Unlimited
there to support me. They rang me multiple times
to see if there was anything I needed and to see
how I was doing. Always so patient and caring”
CIA Client
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The Evidence for Housing First

Together Home
The Together Home program is a $36.1m
investment by the NSW Government that
was established to support people rough
sleeping across NSW during the COVID-19
pandemic into stable accommodation, linked
to wraparound supports. Based on Housing
First principles, its key aim is to transition
people away from homelessness and into
long-term, stable housing, whilst improving
overall personal wellbeing. Local community
housing provider Homes Out West provides
access to private rental properties through a
‘head leasing’ arrangement and partners with
Yes Unlimited to provide intensive, trauma
informed support to clients to address the
underlying factors that may have contributed
to their experience of homelessness.

1.

Immediate access to permanent housing with
no housing readiness requirements.
2. Consumer choice and self-determination.
3. Individualised, recovery oriented and client
driven supports.
4. Harm reduction.
5. Social and community integration.
We have re-assigned two staff members who will
work with up to eight clients over two years across
the Southern Murrumbidgee area. So far, five
people have been successfully housed and are
actively engaging with Yes’s support.
Whilst we welcome the expansion of Housing
First models and the appetite from the NSW
Government to try something different, as well
as the opportunity to further collaborate with our
partners Homes Out West and Housing NSW,
it is with some mixed feelings. The Together
Home program is a frustrating example of an
increasingly narrowed policy focus on visible,
rough sleeping, and, given it was initiated with no
additional housing stock, a continued neglect of an
investment in social and affordable housing. A key
challenge of its rollout so far has been the close to
zero percent vacancy rate in the local private rental
market, meaning it has been difficult to procure
properties. This limits property choices for clients
and challenges delivery of the model, with choice
being a fundamental tenet of successful Housing
First approaches.
This critique aside, it’s been a great opportunity
for Yes Unlimited, Homes Out West and Housing
NSW to work collaboratively through the locally
established Client Referral Assessment Group,
furthering our collective response to complex
situations. The learning through this new approach
will undoubtedly carry future implications for our
practice response.

The Together Home program was announced mid2020 as the NSW government looked to transition
people who had been temporarily accommodated
in hotels and caravan parks during the initial
stages of the COVID-19 pandemic into other
accommodation options. Housing First models
frame housing as a human right that should not
be dependent on people engaging with support
or becoming ‘housing ready’ before being able
access stable accommodation. The model has
been on Yes’s radar for some time and while it has
been a very rushed start we are excited to be able
to test its application in Albury. As described by
the Canadian Housing First Toolkit (2020), Housing
First models are characterised by five principles:

New York

Canada

75%
4 years

of people who
participated in the New
York Pathways Program
spent an average of

In a five-site
study with over

Housing First Program
participants spent an
average of

of their time in stable
housing over 24 months

stably housed

48%

compared to

compared to

receiving
a standard
response

32%

in the control group

Europe

Melbourne

4
2 years
80% 90% 70%
75%
Housing First projects in
Europe achieved housing
retention rates of between

After

of people in the Street
to Home program were
in independent secure
accommodation

to

After four
years

Reference: Council to Homeless Persons, Housing First, 2018
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2,000
73%
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of Journey to
Social Inclusion
participants
remained in
stable housing.

Betty’s Place Women’s Refuge

LCN Confere

Betty’s Place Women’s Refuge provides
crisis accommodation combined with a
comprehensive program that includes
individualised case management and wellbeing
supports. In addition, case managers provide
outreach support to families, in particular
women and children who are homeless or at
risk of homelessness, and those experiencing
domestic and family violence in our local
community.

nce

that many women were choosing to take this
option, rather than come enter communal refuge
environment. It makes inherent sense, given shared
living is difficult at the best of times, that women,
particularly those with children, would want to
avoid having to navigate living with others during a
period of acute crisis, and we know there is a lesson
for us to take from this. As part of the ‘A Case for
Change - DFV in Albury Wodonga’ project, we’re
excited to be taking a deep dive into the current
model of Betty’s Place, and developing a plan to
build on the important legacy of this service in
modernising how we deliver crisis accommodation
and associated supports to women and children.
We had the great pleasure of attending the
Western NSW Domestic Violence Regional &
Rural Conference in Griffith as a team in late 2019,
hosted by Linking Communities Network. The
content was moving, inspiring and informative and
it was wonderful spending time with our regional
counterparts and absorbing the energy of the
event as a team. Being in the work on a day-today basis, it’s easy to forget the gravity of DFV
as a national social issue. The toll it takes on
communities is huge, and there is a strong need
for us to look to the big picture for solutions.

It has been a big year for us in the DFV space
and we are excited to see the local sector
starting to resemble something that is closer to a
system than a dispersed array of programs. The
partnership and Hub co-location with Linking
Communities Network’s WDVCAS has been a
major enhancement for service delivery locally,
closing the gap on what were two fragmented DFV
services. Seeing the way that these previously
separate service components are beginning to
come together, the strengthening role of the local
Safety Action Meetings, and the focus on systems
development from the Border Domestic Violence
Network, has brought us much optimism and we
believe we are seeing the early stages of genuine,
locally driven reform.
Betty’s Place was required to reduce its capacity
due to COVID-19 early in the year to ensure we were
able meet the requirement of social distancing and
isolation. While we were initially concerned about
the impacts of this, interestingly we observed the
demand for crisis accommodation reduce during
this time. With more options to access temporary
accommodation (hotels or caravan parks) either
through DCJ Housing or being self-funded with
the increases to Job Keeper/Job Seeker, we found
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“Murray River WDVCAS (Linking Communities Network)
have been made to feel welcomed, valued and
respected as a Domestic Violence Specialist Service
by Yes Unlimited staff and management, joining
together to streamline referral processes to provide
appropriate responsive support to our mutual clients.
The relationship we hold together complements core
values in providing quality client-centred services and
is a positive model ofco-located likeminded services
working effectively together to achieve great outcomes
and options for people experiencing DFV.”
Jesmine Coromandel Manager

Murray River WDVCAS
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Staying Home Leaving Violence
The Staying Home Leaving Violence (SHLV) program based at Betty’s Place focuses on
supporting women and children who have experienced domestic and family violence (DFV)
to remain in their own home if they choose to or find alternative housing quickly, as well as
providing support that enhances their sense of safety and stability. It is an intensive, needsbased case management model that works with key agencies such as the Police, Women’s
Domestic Violence Court Advocacy Services (WDVCAS), health services, Housing NSW and
other services as part of a collaborative response to DFV.
As we enter the second year of SHLV, our attention
has been primarily on refining what we offer
through the program and how we integrate it with
Yes Unlimited’s internal services and the relevant
external services. The increased use of Safety
Smart Watches, certain security items (thanks
Bunnings Albury!), and access to the Immediate
Needs Support Packages through Victims Services
has seen an improving localised response to
immediate safety issues. Over 200 women and
children received either case management or
case coordination through SHLV in the 2019/2020
financial year.

“Everyone at Yes was extremely
respectful and I am forever
grateful for the service”
SHLV Client 2020

We are starting to see some great examples where
clients have accessed multiple services and, as a
result of the strong collaboration between agencies,
it has felt like a single, seamless response (see case
study). It has taken a concerted effort to achieve
this kind of approach, given our DFV service
system design is characterised by ad hoc funding
arrangements and program structures, however
when we see the outcomes we can achieve by
doing things differently we know it’s worth it. There
is still a lot to be done in the space and we look
forward to continuing the progress in 2021.

Case Study

An Integrated Spectrum of Services

security cameras and specialised counselling
focused on domestic and family violence. In
preparing for an upcoming court appearance,
the SHLV case manager organised a meeting
with the Women’s Domestic Violence Court
Advocacy Service, which made Claire more
comfortable in accessing court support on the
actual day.
Following a breach of her AVO by her ex-partner,
Claire was able to use the security camera
footage to provide video evidence of the breach
to police. Claire described this experience as a
positive one, and feels safer and more confident
in reporting breaches in the future.

Claire is 36 years old, residing in a social
housing property with 4 children. Claire was
initially identified at a local Safety Action
Meeting as being at serious risk of harm from
her ex-partner. An Apprehended Violence
Order (AVO) was in place however she had not
really engaged with services up to this point,
other than a worker from her social housing
provider who oversaw her tenancy.
Working closely with her social housing
provider, Yes Unlimited was able to support a
referral into our Sustaining Tenancies in Social
Housing (STSH) program, which allowed us to
have a discussion about the types of support
this program could provide. Claire was pleased
to hear she could access security lighting,

(Names and details change for confidentiality)

24

Cut It Out D
F V Forum fo
r Hairdresse
L- R Michae
rs and the B
l, NSW Polic
eauty Profe
e; Katrina, S
ssion:
HLV Yes Unl
imited; Jesm
ine, WDVCA
S

25

Sustaining Tenancies in Social Housing
The Sustaining Tenancies in Social Housing
(STSH) pilot program works with people living
in social housing to provide support around a
range of issues that may have an impact on their
tenancies, with the aim of preventing people
from needing to enter the homelessness system
due to losing their social housing tenancy.
Supports provided vary widely and include
practical and financial assistance, assistance
to navigate social housing processes, referrals
to more specialised services, and general
supports to improve people’s wellbeing. Yes
Unlimited provides the service directly in
Albury and sub-contracts to partner agency
Linking Communities Network in Griffith. The
program is funded for a four-year pilot period
entering into its third year in 2021.

we do, supporting people to feel safe, secure
and connected is the most critical aspect of the
role. We’ve had some great experience working
alongside other services, including Westside
Community Centre, Mission Australia and Intereach
and fostering these kinds of relationships will be an
important focus for 2021.
The increased Job Seeker payment in response to
COVID-19 had a stark impact on STSH clients and
we quickly saw a rapid decline in issues such as
rent arrears, emergency food requests and other
financial crises. A number of clients mentioned that
this was the first time they hadn’t lived payment
to payment. We think this highlights that while the
program is aimed at sustaining tenancies much of
what we do is actually responding to a degree of
relative poverty, that will only ever be truly resolved
with big picture societal change. With this in mind
we want to acknowledge the strength and courage
of the people we’ve worked with in STSH, who,
despite not always getting a ‘fair go’, rise above it
and keep going.
In late 2020 we submitted a review to DCJ
highlighting the areas we believe could be
improved in the STSH program design. These
include:
• Caseloads: Given the need and complexity of
the work, one case manager working with up
60 clients does not allow for the intensity of
support required.
• Incentive payments: The funding model of
this pilot included additional funding based
on outcomes achieved, aiming to incentivise
services. As a values driven organisation Yes
Unlimited is not incentivised by funding and
the process for reporting against this has
been a significant administrative burden.
• Prescriptive
program
structure:
Rigid
guidelines around client numbers, referral
processes, and timeframes has limited the
extent to which we can innovate and be
creative within this program.

We’ve continued to have some great successes in
STSH this year, while at the same time spending
quite a bit of effort working through some of the
problematic elements of program design and
influencing how the program will look if it extends
beyond the pilot period. Signs of this extension are
promising, with further trial sites being rolled out in
a number of other NSW locations. The opportunity
to work hand-in-hand with our local Department
of Communities and Justice (DCJ) Housing team
has been invaluable and it is particularly exciting
that through this program we are able to provide
a response to a previously under-serviced group
of people.
Since the program’s commencement in April 2019
we have worked with over 240 people in Albury.
The supports we provide are wide and varied,
including assistance with property care, referrals to
specialist services, navigating unmet maintenance
requests, and frequently offering a listening ear to
people who need it. The importance of a home
being more than simply a house is acutely evident
in STSH, and alongside all of the practical things
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ager Renee
STSH Case Man

We are very grateful to our local DCJ
Commissioning and Planning team as well as DCJ
Housing for working with us in identifying these
issues and embracing a learning mentality within
the context of a pilot, having already taken on some
of the changes suggested. With a few tweaks we
think this program has amazing potential and we
would love to see it continue into the future.
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Ponderings from Davina . . .
Yes’s Aboriginal Welcome Worker
Prior to the coronavirus outbreak in Wuhan China,
there was a time when all was simply ‘normal’ as
opposed to being the ‘new COVID Normal’ we hear
so much of today. Pre COVID, I flickered in and out
of the Hub space lapping up opportunities spent
liaising with clients, colleagues and our community.
BBQ Breakfasts continued to be popular each
Wednesday morning, once there I would work
alongside staff from Wellways, Carevan and St
Matthews. The BBQ Brekky had many regular
attendees who as my rapport with them developed
would share with me what their current housing
situation or dwelling was actually like.
It’s been a genuine privilege to participate in
the Albury-Wodonga Aboriginal Health Service
‘Women’s Circle’ at Glenecho which always
guarantees the telling of a story of personal triumph
over a more challenging period experienced in
one’s life. It really becomes evident that of all
the many therapeutic outcomes this process can
provide, simply sharing some bright coloured offcuts of material, paints, scrapbooking decorations
and half a day of one’s time to be creative in
exploring and expressing a shared culture and
experience, is incredibly healing in its own right.
Women would speak of their growing confidence
and I enjoyed being available to link and refer
anyone in need of support or information to the
most appropriate service.
Our local Community Working Party (CWP) moved
closer to finalising the Community Action Plan:
2020-2025 with ten focus areas identified for our
local area each having its own goal and objective
to be achieved. Of those ten focus areas it was
identified that Yes Unlimited could be a potential
partner in working alongside the CWP and other

government and NGO’s in the following two focus
areas;
Housing: Unsustainable tenancies leading to
homelessness, sustaining affordable housing. The
goal of the CWP here is to work with community to
provide education to sustain tenancies, decrease
overcrowding in properties, increase Indigenous
home ownership, decrease homelessness.
Justice: Limited support/understanding within
the Justice system for people experiencing
domestic violence, mental health issues and
criminal behaviour. The CWP’s goal is to support
preventative programs and events to assist
in decreasing numbers of Aboriginal people
entering the system. Aboriginal people are overrepresented in the criminal justice system and the
objective is to reduce youth representation by 1119% and representation of Adults by 5%.
Goals were being kicked by all in each of these
areas of community engagement until one
Wednesday morning on my arrival at St Matthews I
found a group of familiar faces siting in the rotunda,
grim faced and pointing towards a sign stuck to
the door stating that COVID had for the time being
claimed the weekly BBQ breakfast as one of latest
casualties. Within days COVID had changed the
way my game was played. My gallivanting around
town was over.
Under the helpful and encouraging watch of my
fellow Centralised Intake team I was based at
the Hub for the very long and entire period of
the mandatory lockdown. Captain Finance ‘aka
John our accountant’ was a steady presence
providing a level of safety and comfort to our newly
appointed team as we coasted through the stormy
and unchartered next few months together.
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generation a mild diluting washes over ancient
cultural traditions. It was to feel that. My other
hope was for the film to create some discomfort
in each of us and for that discomfort to spark a
deep thought and discussion about the potential
and need for an ATSI education system, the need
to reform the juvenile justice system and for us all
to come together in addressing the racism that
continues to remain in and negatively impact our
Country.
Our united discontent can pave the way for positive
change in our community and for our whole
Country. That is what we here at Yes Unlimited do,
so let’s continue to strive for it!

Fortunately during this time I did have a Practice
Meeting project to work on and deliver to the Yes
Team which was the screening of the Australian
documentary ‘In My Blood it Runs’ . Originally
the idea had been to view and screen the film at
the Hive as a whole team, so initially I had some
disappointment that COVID meant that viewing the
film as a team in person was not going to be viable.
However just as this film showed many examples of
both the resilience and resourcefulness of Dujuan
and his family, resilience has been required as we
worked through the many COVID challenges - our
resourcefulness found ways to adapt quickly with
enthusiasm to continue to meet the needs of our
clients and the wider community. Our Yes Team
bunkered down for a haul, not even knowing how
long the haul would be lasting for.
So, the thought of sharing the viewing experience
of this film excited me. Without having the benefit of
sitting down, yarning and sharing life experiences
intimately with another person, the use of film to
deliver the story was the closest to providing a
similar experience. The telling of stories and the
listening to true life tales is personally my favourite
way of learning about another person and also
about myself. Traditionally stories would be told
seeking to teach those who listen. I thought the
film In My Blood It Runs had the ability to immerse
each viewer into the world of the story teller, to
experience the characters – that was part of what
I had hoped to achieve by sharing the film. For
each of us to allow ourselves to be immersed into
a world we may not have personally experienced.
The opportunity to witness up close the challenges
found inside the classroom sitting alongside
Dujuan or to walk along beside his Grandmother
imprinting footprints on Country with the purpose to
teach tradition, teach language, a hope to imprint
culture deep inside the mind of each child. To feel
the worry of Grandmother as her walking tracks
can no longer be seen in the dust just as with each

Davina Jackson,
Aboriginal Worker
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Youth Services Report
The youth team started 2020 with grand plans of
consolidating practice and processes, furthering
our vision of an ‘Integrated Spectrum of Youth
Services’. After working through a number of
hurdles in the previous year with departmental
delays in the Albury Project and feeling a little
stuck in a ‘holding pattern’ while higher level detail
was worked through, we were ready for a big year
of progress. These good intentions were quickly
scuttled with the COVID-19 crisis and instead the
year was spent adapting our approach, learning
how to work from a distance and ensuring we
maintained a response to the young people who
use our service.
The pandemic undoubtedly hit all young
people hard, with schools closed, milestone
events cancelled, and isolation from peers, at a
developmental stage in their life when we know
these factors are critical. For young people
who were already experiencing challenges and
hardship, things were exacerbated further and we
are only just beginning to understand some of the
issues emerging from this time, particularly around
mental health, youth unemployment and social
isolation. This will continue to be an important
issue on our radar as we look to next year and start
planning for how we might be most responsive to
these unfolding challenges.
I want to acknowledge the creativity and
commitment that this year has demanded of our
youth team. I’m so proud of the way they have
adapted with the ever-changing situation. From
online Kahoot games, appointments at the park,
masks in vehicles, Zoom case conferences,
extreme cleaning regimes and managing work
from home, to running online challenges for the
whole organisation in an effort to keep a sense of
connection, we made things work and learned a
lot along the way. While virtual engagement can
never replace face to face connection, we can
definitely see how valuable this can be in widening
access and will undoubtedly become part of our
normal practice to some degree. It was great to be
able to share some of this learning by co-authoring
an article for Parity, Physical Distancing — Social
Connecting: Youth and Family Practice in the
Covid-19 Crisis.

The turmoil of 2020 aside, the role of young people
in national and global change movements should
be a source of great optimism. The ‘School Strike
for Climate’ and other climate action, Black Lives
Matter, Raise the Age Campaign and protests
around changes to university funding have all
reflected a generation that is thinking seriously
about the kind of future they want to be part of. To
dismiss ‘millennials’ as self-absorbed and frivolous
is a critical mistake that undermines their voice and
costs us the opportunities that their contributions
present. It’s a genuine privilege to play a role in
supporting and enabling the Yes Changemakers
and other young people to have their say and
influence change – even when it’s contentious!
With things settling down we have been able
to get many of our plans back on track and can
see some amazing opportunities coming for
2021. Most excitingly is the really different level
of collaboration that is happening locally at the
moment, and while this kind of intense partnering/
service integration is demanding and complicated
at times, we can already see young people getting
a better outcome as a result. As the partnerships
within the Albury Project continue to strengthen,
and the different aspects of our youth service
delivery (Broughton House, The Hive, The Albury
Project) become more of a single integrated
response, Yes Unlimited, our partners and schools
are well on track to growing an innovative youth
access point in the Albury area.
Tam Quinn

Program Manager, Youth Services

Chapter 2: Responding to Youth Homelessness
in the Covid‑19 World

Physical Distancing — Social Connecting:
Youth and Family Practice in the Covid-19 Crisis

Sandy Meessen, Team Leader, The Geelong Project, Barwon Child Youth and Family, Kate McGrath,
Senior Early Intervention Specialist, The Albury Project, YES Unlimited, Dr Tammy Hand, University
of South Australia, Associate Professor David MacKenzie, University of South Australia

Since earlier this year, the Covid-19
Pandemic has impacted on countries
around the world, spreading rapidly
in many places and producing an
alarming death toll for particularly
vulnerable groups in society.
The national response to the Covid-19
crisis has involved shutting down
restaurants and cafés, not allowing
people to congregate at events
such as conferences or sporting
venues. Mid-March 2020, Victoria
and the Australian Capital Territory
(ACT), followed shortly after by New
South Wales (NSW), declared states
of emergency. At around this time,
orders were issued for people to
self-isolate for 14 days if they have
the virus. Social distancing was
promoted to limit the contagion.
On 25 March 2020, major sections
of the Australian economy were shut
down and Australians everywhere
urged to ‘stay at home’ unless
obtaining food supplies, requiring
medical services, exercising, or
engaged in essential work or study.

workers in Victoria and NSW as we
all attempt to rise to the challenge.
A seminal innovation in COSS
Model is population screening
for risk using a series of validated
indicators on the Australian Index
of adolescent Development (AIAD)
survey instrument, combined with
local knowledge from schools and a
brief screening interview. The purpose
of the population screening is to
identify young people at-risk so
that youth and family workers (the
COSS early intervention workers)
can intervene supportively to resolve
issues before the onset of full-blown
crises. As such, this is a new way that

data is being used in a real-world
collective impact model, the COSS
Model, to inform practice and address
the social and educational outcomes
for vulnerable young people,
including the prevention and early
intervention of youth homelessness.2
If data from the AIAD and local
knowledge (where available)
suggests that a young person
is vulnerable or at-risk, then
support and intervention can be
delivered pro-actively and before
full blown crises have developed.
This methodology allows risk to be
rigorously assessed and a pre-crisis
response appropriately delivered.

These necessary measures not
only have affected businesses all
over Australia, but especially have
impacted on the work done in the
human services sector. This includes
the work we do in communities
implementing the ‘Community
of Services and Schools’ (COSS)
Model of early intervention.1

The Covid-19 Crisis and
the COSS Model
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The Geelong Project is expanding
to seven schools in Geelong.
The Albury Project is one of two
pilot projects in NSW and has just
completed its second screening
for risk in the Albury schools. The
challenge for both community
collectives is how to operate
despite restrictions on face-to-face
contact. This article is a report from
a discussion amongst COSS Model
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Both The Geelong Project, led by
Barwon Child Youth and Family
(BCYF), and The Albury Project, led
by YES Unlimited, had completed the
administration of the AIAD Surveys
to the total student populations in
February–March of this year just as the
Covid-19 Pandemic was beginning
and Australian governments moved
in response to the crisis. Across these
two sites, there are 10 secondary
schools and approximately 7,300
students. The students’ answers to
the AIAD Survey questions were
analysed by Upstream Australia (the
bridging organisation that provides
the systemic backbone support to the
COSS sites and advances the COSS
implementation and development
work 3 to identify which young people
may be at-risk of a range of factors.
Then the Covid-19 crisis in Australia
began to ramp up. This included
social distancing measures, schools
were systematically limiting the
non-school employed people that
were able to enter school premises,
and there were associated changes
to face-to-face practices that YES
Unlimited and BCYF would usually
undertake when working with young

people. In hindsight we were lucky
that the in-school survey-related tasks
had already been completed by this
stage — another of the Australian
COSS sites was not so lucky, having
to postpone the date for their AIAD
survey implementation until a time
when students are back on campus.
This left us in an unusual and
uncomfortable situation. We now
had lists of names of students from
each of the ten schools — students
who potentially needed support.
The usual next step would be for all of
the AIAD-identified at-risk students to
engage in a brief screening interview
with a member of the local COSS
collective to talk with the young
person about what is occurring for
them within the school, home, and
peer environments, to ascertain
their level of risk, and to find out
how we can support them and their
family. These screening interviews
are usually undertaken face-to-face
on school grounds and the various
support work interventions put in
place post-screening interviews are
also usually undertaken face-to-face
in a variety of locations — hence the
unusual and uncomfortable situation.

So, what were we to do?

A decision was taken to convene
a teleconference. On Thursday
9 April 2020, Upstream Australia
hosted a teleconference
with workers from the three
funded Australian COSS sites.
Altogether 21 people joined that
conversation. The main purpose of
the teleconference was to discuss
the changes in practices required
due to Covid-19 especially with
regards to population screening
and how support work can
be carried out to vulnerable
and at-risk young people.
We don’t claim to have all of
the answers to these practice
dilemmas, however, like so many
others, we are working to respond
as swiftly as possible but also
appropriately. The question is
how this can meaningfully be
done. Below we share some of our
practice changes and reflections
for how we are working to best
support vulnerable and at-risk
young people in this time of crisis.

Screening Interviews

Changing our way of screening
young people identified by
the AIAD survey as at-risk,
from face-to-face in the school
environment to the virtual space in
the home environment has been a
necessary and immediate change
we have needed to adopt. The
way we are looking at facilitating
screening in the virtual space is
via phone calls, FaceTime, Zoom,
and Facebook Messenger. The
COSS workers are all experienced
youth and family workers and
thus can utilise their professional
judgement about conducting
these interviews in either small
regular sessions or in one larger
session pending on how the
young person is engaging and
feeling being asked personal
questions. This virtual screening
component is in collaboration with
the relevant state Departments of
Education and partnering schools.
When conducting virtual screening,
COSS workers are mindful of the
physical environment within which
the young people are located.
COSS workers ask certain questions
to determine the young person’s
comfort and safety before getting
into more in-depth conversations.
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Early Intervention
and Support Work

Across the sector, service delivery
during Covid-19 appears to focus
largely on ‘essential’ services
such as Specialist Homelessness
Services. However, early intervention
prevents the need and demand for
more ‘essential’ services in future,
and so to us, it makes sense to
continue to run early intervention
services, although in a different
way. We very quickly put our heads
together and asked ourselves:
‘what would it take to remain socially
connected with and support young
people to thrive in this time?’.
To ensure that service delivery to
support young people continues,
meetings and consultations with
key stakeholders and partner
organisations are now being
undertaken virtually, using applications
such as Zoom or Skype Business.
Support work with young people
and their families also continues
in different ways. For instance,
COSS workers are connecting with
young people using electronic
communications. However, we are
acutely aware of the digital divide and
thus acknowledge that some young
people and families do not have ready
access to computers, smart phones,
and/or internet. To ameliorate this,
where possible lead agencies are
facilitating access to mobile phones
and internet dongles to clients.
To keep young people feeling
connected to the community and
the support agencies, BCYF and YES
Unlimited are developing a suite of
online resources for young people
to access, such as mindfulness
activities, Covid-19 information,
connection to activities, fitness apps,
links to virtual museum tours etc.
Such resources are also being sent
to young people individually where
appropriate. Our usual face-to-face
drop-in programs with young people
have also been moved to online.
For example, YES Unlimited has
created a ‘Virtual Chill Out Space’,
operating from The Hive Facebook
page every weekday afternoon.
This online drop-in session, which
has thus far been very popular,
includes various activities such as
online Kahoot Games, connecting
people through House party
applications and Zoom. To increase

the fun, there is a regular Kahoot
every Wednesday, where the winner
gets a large pizza of their choice
delivered to them at a time of their
choosing. This online drop-in centre
has gained local media interest.4
The types of support work offered
to families has changed. Given that
so many people have lost their
jobs, COSS workers are spending
increasing time supporting parents
and young people to navigate the
Centrelink processes and advocating
on client’s behalf more frequently.
COSS workers are also accessing
supermarket vouchers and assisting
with home delivery of food supplies
to COSS young people and their
families. The frequency of these types
of support acts for COSS clients is
unusual but useful and eminently
justifiable under the circumstances.
While group work programs cannot be
offered as an in-person experiences,
group spaces are being offered using
virtual platforms such as Zoom. There is
also the option of running modules
with young people individually if
that is what they would prefer.

Online Schooling

Schools will be teaching online
from Term 2. However, a number
of COSS clients do not have access
to appropriate IT equipment to aid
their studies. As such, COSS lead
agencies are in the process of liaising
with the schools and funding bodies
to assist with the provision of IT
resources, so that young people can
remain engaged in their education.
In certain cases, COSS workers are
liaising with the partnering schools in
identifying students that are at-risk and
eligible to attend school physically
in Term 2 as a protective factor.

Family and Domestic Violence

We are expecting, and already
beginning to see, an increase in family
and domestic violence at this time.
This is worrying. The isolation and
social distancing measure imposed
by Covid-19 are not ideal for young
people who experience family
violence. COSS staff in one State have
added an additional family violence
questionnaire (from the MARAM
framework) for workers to ask when
safe to do so, if they suspect family
violence is occurring. When it has
been assessed that there is a risk

of family violence, COSS staff refer
appropriately to Child Protection
and/or other appropriate agencies.
Whether the Care and Protection
system responds to these notifications
is variable and out of our control,
however, what is constant is that
the COSS work remains engaged
with these young people and
vulnerable families notwithstanding.

So, what does this mean
for the future?

Despite the speed at which these
changes have been implemented, we
are also, nevertheless, acutely aware
of the potential ethical ramifications
for online and virtual practices.
In response, policies have been
written and staff training undertaken.
Ongoing conversations and reflections
on these practices continue.
We are constantly learning more
and more from, and being inspired
by, the young people with whom we
work, especially at this time. We have
asked ourselves the question, ‘is
this move to the virtual world more
uncomfortable for us or the young
people with whom we work with?’ and
wonder how our practices will change
in the time after Covid-19 restrictions.
In human relations, the richness
of face-to-face conversations and
interactions cannot be replaced by
e-mails or video chats, however, after
the Covid-19 crisis has passed, we
may find that telecommunications
do help us operate more efficiently
in various innovative ways. It will be
interesting to see how this plays out.
Endnotes
1. For more details see MacKenzie D and
Hand T 2019, ‘Place Matters… Placebased ‘collective impact’: A New Service
Delivery Paradigm’, Parity, vol. 32, no. 2,
pp. 4–5, and MacKenzie D 2018, Interim
Report: The Geelong Project 2016–2017,
Melbourne: Swinburne University and
Barwon Child Youth and Family Services.
https://apo.org.au/node/133006

2. MacKenzie D and Hand T 2019, ‘Data
Matters: Using data in a collective impact
research and development project
and the backbone role of Upstream
Australia’, Parity, vol. 32, no. 6, pp. 16–17.
3. Ibid.

4. O’Sullivan J 2020, ‘The Hive Youth Resource
Centre hosts virtual ‘chill out’ sessions to
keep social connections during Covid-19
crisis’, Border Mail, 1 April 2020.
https://www.bordermail.com.
au/story/6706190/albury-youthcentre-a-hive-of-virtual-connectionduring-coronavirus-lockdowns/
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Broughton House Youth Refuge
Broughton House Youth Refuge is a Specialist Homelessness Service that provides crisis
accommodation alongside a comprehensive support program including individualised case
management, wellbeing support and living skills development. Broughton House has four bedrooms
as well as two self-contained semi-independent units onsite. Broughton House staff work with both
residents within the refuge and on an outreach basis with young people in the community.
With the high level of community uncertainty this
year, Broughton played an important role in holding
some of the fears and distress of young people
as they navigated this alongside an experience
of homelessness. Providing an environment that
is emotionally safe and therapeutic for residents
is always a priority in our refuge environments,
however it was an especially important focus in this
context. With reduced accommodation capacity,
our team split with a home and away arrangement,
pressures on rostering, and expectations on young
people to social distance, we were required to
work in ways we have not needed to before.
A number of client scenarios also pushed us to
work differently and it was exciting to get creative
in how we made these placements work. Being
a communal environment, we have generally
maintained a clear no pets policy, however when
a young person presented with a certified ‘service’
dog, we were able to introduce some processes
that made this a great success. We also had a
young resident who spoke little English, and, by
using a phone translation app and working closely
with the Red Cross, we ensured they were able to
access the wider support systems they required.
Our Program Support Worker team has continued
to grow and it’s been a real highlight to see the
work they have undertaken in building consistency
between our two refuges, Broughton House and
Betty’s Place.
From a systemic perspective we were pleased to
contribute to Associate Professor David Mackenzie’s
‘Youth Homelessness; Making a difference’
submission to the Inquiry into Homelessness in
Australia House of Representatives, as well as
contributing to Yfoundations submission to the
NSW Inquiry into Child Protection and Social
Services System.
The issue of children and young people under 16
years old entering into homelessness services
continues to be an issue despite a significant

This year Broughton House:

Supported

120

young people with accommodation
or case management

29%

identified as Aboriginal or
Torres Strait islander
push from the sector for genuine policy change.
Yes Unlimited alongside most of the NSW youth
homelessness sector has been very vocal around
this and we continue to assert that refuges are not
a suitable response for this age group and that
current responses from the child protection system
are inadequate. This has been raised repeatedly,
most notably by the NSW Ombudsman report
More than Shelter- addressing legal and policy
gaps in supporting homeless children (2018),
which among other things called for clearer
departmental protocols, greater support from child
protection to Specialist Homelessness Services
and increased outcome monitoring for children
who enter homelessness services. This year, the
Centre for Evidence and Implementation released
their final report Evaluation of the Homeless Youth
Assistance Program (2020), highlighting similar
issues yet again. We continue to see these children
and young people present to Broughton House
and quite frankly, we believe they deserve better.
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2130
Provided

nights of accommodation

Messages from Broughton House residents in
response to 2020’s National Homelessness Week
theme of “Everybody Needs a Home
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The Hive

The Hive Youth Resource Centre aims to create a safe, accessible and
welcoming space for young people to attend and participate in a wide
range of recreational, educational, therapeutic and developmental
activities. The Hive aims to provide young people with ‘Somewhere
to Go, Something to Do and Someone to Talk to’. The Hive is open to
young people for Chill Out after school hours Wednesday to Friday
- a facilitated space in which young people can engage in recreational activities and receive
support, information and referrals, if required. The Hive runs a number of structured therapeutic
group work programs, which change per term based on needs and trends within the schools. A
free School Holiday Program runs at the end of each term, and combines recreational activities
such as rock climbing, laser tag etc. with educational and developmental activities such as
Sexual Health, and Employment workshops.

in the foyer, new TVs and gaming station (soon
to include the recently released PlayStation 5!)
and a revamped counselling/meeting room. The
space is looking fabulous and conveys the kind of
therapeutic environment that we strive for.
The team has been putting in a substantial amount
of work in shaping a Program Logic for our
Targeted Early Intervention (TEI) funded services,
articulating the way in which the activities and tasks
we undertake through the Hive are purposefully
linked to the outcomes we want to achieve for
young people and their families. This has been a
really useful process in conceptualizing the intent
of the somewhat intangible ‘mixed-bag’ of work we
do through the Hive. It was great to sign a five-year
funding contract for TEI this year, a much longer
contract period than is usual, giving us a wider
scope for future planning and development of the
Hive and related services.

While this rapid shift in service delivery taught us
so many things about how to creatively engage
young people, we were thrilled to end the year
by coming back to the irreplaceable face-to-face
work we know and love. Chill out and group work
has recommenced and we’ve delivered groups
such as Climbing Rox, Feeling Fantastic, Food
for Thought, cooking groups and RAGE. We’ve
been gradually shifting the direction of our school
holiday program to be more targeted in terms of
its alignment to The Albury Project and to young
people who have been identified as needing
additional support through COVID-19. With the
impacts of COVID-19 on mental health and social
isolation we think youth-focused services like The
Hive will be critical as our community navigates
some of the unfolding fallout of this period.
‘Somewhere to Go, Something to Do and Someone
to Talk to’ has never felt more pertinent as a slogan
for our service than now.

“The Hive has been through a lot this year, with temporarily shutting down in
March April due to Covid, which was a necessary part of keeping youth and
our community safe in this time. I didn’t like not being able to come to the
Hive, it made me feel very segregated from the world because we couldn’t
go anywhere during lock down. I’m glad the Hive is open again because I like
having people that I can talk to in person, instead of feeling like they’re not in
the same room as me”.
Macky - Yes Changemaker Aged 17
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Netflix Parties. We also invited young people
to share their talents/hobbies by making short
recordings, such as Origami Making and bracelet
making tutorials, and then uploading them to our
Facebook page. As an added fun bonus, we put
some prizes up for grabs, with the winner of Kahoot
Wednesdays getting a large Pizza of their choice
delivered to their door at a time of their choosing!
Making the most of the shutdown period we
capitalised on the opportunity to undertake
further upgrades to The Hive space, which is
well worth the investment given our lease on this
ideal building has been renewed to 2029. This
included new flooring, painting, new feature walls

After beginning to work from home early in the year
our team introduced a ‘Virtual Chill Out Space’
which ran from the Hive Facebook page every
afternoon. This was really important during a period
of significant isolation for young people providing
an opportunity for them to continue interacting with
both our service and each other. This included
online Kahoot Games, connecting with young
people through the HouseParty app and Zoom,
free screenings of the films ‘In My Blood It Runs’
for National Reconciliation Week and ‘2040’ for
World Environment Day, a mix of virtual tours such
as Disneyworld rides, Uluru - Kata Tjuta National
Park, art galleries and museums, and hosting
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The YES Changemakers

Yes Changemaker Profiles

Changemakers is Yes Unlimited’s youth reference committee, a group of local young people
who meet regularly to discuss youth related issues, inform our organisation on how to respond
to these issues and work to achieve social change on the things they care about.
This year has looked very different for the
Changemakers and has been a new experience
for everyone; with online meetings, taking taxis to
events, and of course wearing masks and social
distancing. The majority of the Changemakers
meetings were held over Zoom due to the closure of
the Hive space, which at times was a bit of a barrier
due to poor wifi connections and broken devices.
This year has also brought with it new issues
that the Changemakers discussed in meetings
such as the Black Lives Matter Movement, Raise
the Age Campaign, and Tik Tok in the media.
Changemakers have had to be very flexible this
year and adapt to an ever-changing climate, which
in turn has built resilience and a broader way of
thinking about ideas and creative ways to engage
online. Through all this, Changemakers have
persevered and have accomplished many of their
goals for this year, which include:
•

Elizabeth from Broughton House, Davina,
Yes’s Aboriginal Worker and Michelle,
regarding Community Engagement.

Sending a letter to local Members of
Parliament across the border from a youth
perspective on the issue of Homelessness
in the community, as part of National
Homelessness Week.

•

Being consulted on parts of the Hive
renovation.

•

Consulting with Yes Unlimited staff and
learning about their roles across the
organisation in online meetings, including

Jasmin Ward - age 17
Q Why did you decide to become a
changemaker?
A “I want to be a changemaker because I want
to help the community in any way I can”

•

Designing an ‘R U OK Day’ Poster that was put
up within Murray High School, shared amongst
Yes staff and the Hive Facebook page.

•

Creating Changemaker profiles, as a ‘meet the
2020 Changemakers’ broader introduction.

•

Discussing the ‘Youth Generation
Collaboration’ that is being developed this
year with other youth services across AlburyWodonga.

•

Attending the ‘Albury says Fund Our Future
Not Gas!’ Global Day of Action at the office of
Sussan Ley.

•

Organising and designing posters for the HiveOween (Halloween themed) reopening of the
Hive space in October.

•

Meeting with Davina to organise a movie/
documentary screening at the Hive in
November, to advocate for and continue
the awareness of the Black Lives Matter
Movement.

•

Organising the Hive Christmas dinner for local
young people.

“Changemakers has been pretty good this year, but slow
to get everyone coming to meetings. I enjoyed meeting
different staff members across the organisation in our
meetings and learning about their roles. With the Hive being
closed, I felt like I had nothing to do after school. I’m glad that
the Hive has opened back up again”.

What is your main goal as a Changemaker?
“to help young people see that looks aren’t
everything and that it’s ok not to match the
Disney profile of beautiful and manly”

Q

What is one thing you’re looking forward to as
a Changemaker?
“I’m really looking forward to going to retreat,
as last year it helped me make so many new
friends and connections”

A

Q
A

Hunter McDowall - age 16
Q
A

Why did you decide to become a
changemaker?
“I wanted to make a difference and help
people who need it”

Q
A

What is your main goal as a Changemaker?
“ to tackle homelessness”

Q

What is one thing you’re looking forward to as
a Changemaker?
“retreat if we have one this year”

A
Q
A

What would you say is an achievement of
yours so far as a Changemaker?
“film launch, third year in changemakers”

Hunter- Yes Changemaker Aged 16
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What would you say is an achievement of
yours so far as a Changemaker?
“I hope to achieve helping people being
comfortable with who they are as people”

Yes Changemaker Profiles
Macky Cusick - age 17
Q
A

Why did you decide to become a
changemaker?
“to help and be a part of the community, and
to be a part of a group where I get to grow my
leaderships skills”

Q
A

What is your main goal as a Changemaker?
“to grow my leadership skills and to help the
community”

Q

What is one thing you’re looking forward to as
a Changemaker?
“being a part of a group and seeing the
changes I can help make”

A
Q
A

What would you say is an achievement of
yours so far as a Changemaker?
“Writing the letter to Sussan Ley about
homelessness in our community, lanyard
design, homelessness week awareness”

Hannah Emerson - age 16
Q
A

Why did you decide to become a
changemaker?
“help out in the community, make a better
change in this community”

Q
A

What is your main goal as a Changemaker?
“gain confidence, to be able to work in a team
and increase my communication”

Q

What is one thing you’re looking forward to as
a Changemaker?
“new connections, new friends”

A
Q
A

What would you say is an achievement of
yours so far as a Changemaker?
“better with communication, I’ve worked better
in a team”

Ilona Moss - age 16
Q
A

Why did you decide to become a
changemaker?
“so I can give young people the voice that I
never had when I needed it”

Q
A

What is your main goal as a Changemaker?
“to help young people feel comfortable
speaking up about situations that they weren’t
able to talk about before, and to make a
change in our society for things like climate
change, etc”

Q

What is one thing you’re looking forward to as
a Changemaker?
“getting to know more people who are like me”

A

What would you say is an achievement of
yours so far as a Changemaker?
A “So far I haven’t had much to do with the
Changemakers because of personal issues
but I’m proud of our team for taking part in the
climate protest”
Q

Changemak
ers - Maddie

40

& Hunter

41

A Letter to Local MP’s
from the Changemakers

Dear Local MP,
We are the Changemakers, a youth reference group within the Yes Unlimited organisation. We
meet to discuss and plan around issues facing young people at risk in our community. We also
provide a valuable youth perspective to the Yes Unlimited broader organisation, which helps to
direct change in our community.
We, as part of the community of Albury/Wodonga, are writing to you about the issue of
homelessness in our local area.
Almost half of the homeless population are children and young people, who lack the confidence
to seek help, as well as being burdened by the stigma around seeking help. Along with the
COVID-19 pandemic still being such a big issue in our community, it has had a huge impact on
businesses, causing huge job losses, and because housing is in such high demand, we have
minimal housing to offer people. This leaves many without, as well as many young people and
families unable to rent though private businesses.
We ask of you to add social housing as a priority to your budget later this year. The budget
you choose to put behind homelessness will help hundreds of struggling young people in their
attempt to rebuild their life and seek jobs that are still available. It really does sadden us to see
so many young people in our community effected by homelessness, and we believe you have
the power to change many lives struggling in our community.
Sincerely,
Macky Cusick
on behalf of the Changemakers:
Hunter McDowall
Trea Beach
Hannah Emmerson
Jasmin Ward
Ilona Moss

The Albury Project Story:
From Collective Discontent
to Positive Action
Jon Park, Client Services Manager, Rebecca Glen, Project Coordinator — The Albury Project,
Kate McGrath, Senior Early Intervention Specialist, and
Tam Quinn, Program Manager Youth Services, Yes Unlimited*
About Albury

Albury is a regional city, a short
hop across the Murray River
from the Victorian town of
Wodonga. In everyday terms it is
Albury-Wodonga but the services in
Albury are accountable to Sydney
while services in Wodonga are
accountable to Melbourne. In many
ways Victoria and New South Wales
(NSW) are similar jurisdictions
but policies and funding and
programs can be quite different,
sometimes the advantage is on the
Victorian side, other times NSW.
As a regional city, Albury is hundreds
of kilometres distant from the
main centre of power in Sydney.
So, dropping into the central
office of Family and Community
Services (FACs), now Department
of Communities and Justice (DCJ),
is not a short taxi ride or train trip
to Ashfield. Many workers and
agencies in similar situations grumble
about the ‘tyranny of distance’ and
how rural and regional services
miss out on opportunities and are
under-resourced. It is perhaps
debatable whether this is truly the
case but it is a common perception.
On the other hand, there are some
advantages. In a regional context,
workers and agencies often seem
to be more cooperative and
collectively self-reliant. Perhaps,
this is the positive side of parochial.
In the early days when youth
homelessness was just beginning to
be recognised as a social problem in
its own right, a group of community
activists in Albury established the first
local youth refuge, which became
known as Broughton House in central
Albury. The refuge could support
eight adolescents of 12 to 18 years
of age and when it started there
was only one worker. Over a few
years, additional funding through
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the Youth Services Program lifted the
workforce to four workers. In the wake
of the 1982 Senate Standing
Committee on Youth Homelessness,
an incorporated organisation, the
Albury-Wodonga Youth Emergency
Services Ltd was formed, and in 1985,
the same year that the Supported
Accommodation and Assistance
Program (SAAP) was founded as
a joint Commonwealth–States–
Territories program, the new agency
was able to offer an Adolescent Family
Counselling Service. As the range of
services expanded, our organisation
rebranded as Yes Unlimited.

The Recharge
Conference in 2015

The Yes team had been actively
involved with the peak organisation
Yfoundations in NSW for many years,
including maintaining a position on
their board, and attending AGMs
and conferences. At one such event,
Recharge Conference held in Sydney
on 6–7 August 2015 on the issue
of youth employment, our team
attended a Friday afternoon session
presented by David MacKenzie
on the Geelong Project in Victoria.
David laid out the basic features of
a model of early intervention and
argued a case for system reform
along the lines of a systemic roll
out of this community-based
model. This was not directly about
youth employment but it was
something fresh and new that spoke
to many of our concerns about
and critique of the homelessness
and youth services systems.

What About Change in Albury?
We could not help but continue
to talk about these ideas and how
they might be applied in Albury.
We actively downloaded whatever
material we could get our hands
on and in early 2018 after the
publicity that followed the February
43

Youth Matters Forum in Geelong,
made direct contact with David
MacKenzie of Upstream Australia.
Yes had already begun reaching out
to the Albury secondary schools.
Our local readiness for change in
Albury can be found in an article
written by Yes Client Services
Manager Jon Park, entitled It’s about
systems not programs. The abstract
shows the advanced thinking that
had been incubating in Albury:
‘It is difficult to question the
intention of a “no wrong door”
approach to homelessness. It is also
difficult for service providers not
to cringe at the term when looking
at the persistently high level of
demand, under-resourcing and the
consequences of improving access
to a system already under pressure.
Following the New South Wales
reform of Specialist Homelessness
Services (SHS) Yes initiated a
local systems change process
in the Albury area that saw the
transition to a Centralised Intake,
Assessment and Brief Intervention
Model (CIAB). In conjunction with
four partner agencies this model
aims to simplify access, prevent
people from bouncing between
services, manage the mismatch of
demand/resources through brief
intervention and provide a structure
for services to work as a system
rather than the program based
responses that had resulted from
historical funding arrangements’.
Jon Park reached out to
David MacKenzie in late in 2017.
The following is taken from a series
of e-mails highlighting the early
thinking that was going on at this
stage of the change process.
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‘6 Dec 2017
We have been having lots of
conversations at a local level about
trying to do something from a
systems perspective in response
to the TEI reforms and have had a
Geelong type project in the back
of our minds for the last couple of
years. We recently pulled together
a group of a few services who are
TEI funded and there has been
some energy around this kind of
thinking. The challenge in Albury
is that we are really the only youth
focused service, but we do have a
reasonable service infrastructure
that could be re-aligned to make
something like this happen.
We also have strong existing
relationships with local schools.
new initiative, announcing that a
collective including Albury High,
James Fallon High, Murray High,
Yes Unlimited, Albury City Council,
Headspace Albury-Wodonga, and
Albury Wodonga Community Mental
Health, began to meet regularly
to progress a six-month period
of research and development.

•

Who are the key stakeholders at
different levels that need to be
involved and consulted with?

•

How do different parts of
the service system fit into
The Albury Project?

2170

102

sausages

classes

1707

surveys
completed

Associate Professor David MacKenzie
and Upstream Australia were
committed to provide ongoing
support for the project, including
high-level expertise, and access to
the learnings and materials used in
The Geelong Project and support
with lobbying and advocacy.

20 Departmental
Clearances

500 pencils

7 Community Forums

and Information
Sessions

2 years of
conversations
& collaboration

Two local units of FACS NSW
showed interest in the potential
of the model by granting up to
$60k seed funding to support the
research and development phase.
As part of this process, Yes Unlimited
began an internal realignment of its
counselling and early intervention
services, gearing them towards the
potential rollout of The Albury Project.

Thus, The Albury Project embarked
on a journey of development that
was fuelled by an aspiration for
local system reform but with no
guarantee of major government
funding. The invitation was issued to
all those in Albury who saw the need.
The journey would take around 30
community sector and education
staff to Geelong in November 2018
to meet with people involved in the
rollout in Geelong. An outreach to
government began in an attempt to
identify a funding pathway that would
support the change process. Other
services with a potential role in the
project were engaged to explore what
participation would look like and the
support of wider community was seen
to be a crucial factor in the long-term
future of sustainable change.
The ongoing discussions explored
the following questions:

12 In-School
Champions

1

17 committed
Yessers

Trip to Geelong

10 Operational
Leaders

1 man in a hat

10 Strategic
Leaders

2 Brads

8 Partner
Organisations

We gratefully acknowledge our supporters, mentors and funders:
The Upstream Project Australia, David MacKenzie and Tammy Hand
NSW Department of Communities and Justice
NSW Department of Education
The Geelong Project

What does a sustainable
funding model look like
for The Albury Project?

locally driven innovation saw the
community quickly get on board
to support this development.

•

What are the operational
details and logistics we need to
understand before starting?

•

What would be an achievable
starting point and implementation
plan for a rollout?

We would claim that Yes Unlimited
has really striven to innovate in
practice by designing interventions
that realign our suite of services into
a spectrum of youth responses —
with the intent to create a system
that flexibly ‘bends’ around the
young person. The Yes goal is that
interventions should be designed
and tailored for a young person
and their family, so that rather than
young people forced to ‘fit the
program box’ the support fits the
needs of the young person and
their family. This approach enables
and requires staff to work beyond
traditional program roles, with an
ability to move with a client across the

•

From these early stage conversations,
there was clearly a unanimous
commitment to implementing an
approach that brings together
schools and services in a united
front for young people experiencing
disadvantage. The strong evidence
base of the ‘community of schools
and services’ approach, its verified
outcomes and the scope for
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Up to now our Targeted Early
Intervention Program funding has
been funding our youth resource
centre ‘The Hive’, Adolescent
Family Counselling program and a
small component of assessment/
brief intervention type work. We are
also the lead for SHS’s in the area,
which includes Broughton House
Youth Refuge. Recently we have
begun to realign these services
into more of a spectrum of youth/
therapeutic responses with the idea
that interventions are designed
around presenting needs, drawing
on the whole spectrum, rather
than the traditional referrals into
narrowly defined programs. We
think this realignment could be a
perfect structure for something
like the Geelong project and the
access point created through
population screening.
Our experience of implementing
a centralised intake system for
homelessness following the
Going Home Staying Home
reform has completely sold us
on systems based approaches
and we get a pretty solid sense
that FACS would be more than
happy to take our lead if we put
up a good model. We are just at
a point of trying to work out what
we need to know, what’s some of
the core learning/evidence we
should be drawing on, and what
it would look like to progress
this. Wondering if this might be
something we could have an initial
conversation about with you either
by skype or teleconference?’
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The availability of the Targeted Early
Intervention Program funding and
the preparedness of the local FACS
Office to support innovation has
to be acknowledged as a success
factor, with the Albury team taking
a big step forward on this basis.

The 6 March 2018 Public Forum

When David MacKenzie agreed to
come to Albury to work with us and
support our efforts to create a COSS
Model site in Albury, he suggested
that it might be useful to convene
a community meeting of interested
organisational and individual
stakeholders. This we did, drawing on
our work of many years with various
Albury services as well as the local
schools to develop an invitation list.

The forum was held in the Hive facility
and about 60 people attended,
including representatives from the
Department of Education, Albury
High School, Family and Community
Services, LaTrobe University,
Albury Community Mental Health,
headspace, Housing NSW and the
Mayors of both Albury and Wodonga.
The level of community interest
was high. As a spirited discussion
subsided, Darryl Ward, the Principal of
Albury High School spoke up: ‘David,
if we do this, are you going to be there
to support us?’. MacKenzie smiled,
and retorted: ‘Well, Darryl, if that’s an
invitation, then the answer is yes!’
In a written report back to all the
organisations and individuals who
participated in the event, the Yes
team declared that ‘we left with a
strengthened resolve to pursue some
movement in the early intervention
space’. A summary of key insights and
conservation points reflected back in
the written report is quoted below:
A general consensus of frustration
in foreseeing the likely trajectory
of young people with early
indicators of risk and not having
the necessary service mechanics
in place to adequately respond.
Often this means that we are
left waiting until a young person
shows up with a ‘problem’
before we start responding.
While there is positive work
happening in different spheres
this is usually dependent on the
significant amounts of good will
and relationships built up over
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time, which means communication
and true collaboration can be
fragile. The tendency for programs/
key staff to come and go only
exacerbates this problem.
Historically, educational
disadvantage and social
disadvantage have been framed
as separate issues, resulting in
schools being expected to take
care of one and services taking
care of the other. These two issues
are fundamentally linked and
services or schools cannot address
the complexity often involved
in these situations in isolation.
By reducing the demand at the
‘pointy end’, this kind of early
intervention model has the
potential to impact outcomes
of the entire service system i.e.
by getting in early the potential
to reduce the pressure on acute
mental health services, increased
school engagement is likely to
improve employment outcomes,
early support for families
means less likely to need child
protection involvement etc.
With the right framework and more
nutting out of the detail a number
of services would be willing to
commit to an Albury Project.
Ideally this would be a cross border
Albury-Wodonga Project, though
the challenges of managing the
two different service systems,
the number and structure of
schools and the vastly different
funding buckets could make
this a difficult starting point.
David MacKenzie summarised
the compelling outcomes of the
project in Geelong. Between 2013
and 2016 there was 40 per cent
reduction in young people
presenting to crisis accommodation
services, a 20 per cent reduction
in early school leaving and
50 per cent improvement in school
disengagement. (See more here
in the evaluation report: http://
www.thegeelongproject.com.
au/project‑achievements/)
Following the forum and on the
basis of the support, and interest
within the community, The Albury
Project was launched in April 2018.
A brief was published on the

new initiative, announcing that a
collective including Albury High,
James Fallon High, Murray High,
Yes Unlimited, Albury City Council,
Headspace Albury-Wodonga, and
Albury Wodonga Community Mental
Health, began to meet regularly
to progress a six-month period
of research and development.

1707

surveys
completed

20 Departmental

•

Who are the key stakeholders at
different levels that need to be
involved and consulted with?

•

How do different parts of
the service system fit into
The Albury Project?

Clearances

500 pencils

7 Community Forums

and Information
Sessions

2 years of
conversations
& collaboration

Two local units of FACS NSW
showed interest in the potential
of the model by granting up to
$60k seed funding to support the
research and development phase.
As part of this process, Yes Unlimited
began an internal realignment of its
counselling and early intervention
services, gearing them towards the
potential rollout of The Albury Project.

The ongoing discussions explored
the following questions:

sausages

classes

Associate Professor David MacKenzie
and Upstream Australia were
committed to provide ongoing
support for the project, including
high-level expertise, and access to
the learnings and materials used in
The Geelong Project and support
with lobbying and advocacy.

Thus, The Albury Project embarked
on a journey of development that
was fuelled by an aspiration for
local system reform but with no
guarantee of major government
funding. The invitation was issued to
all those in Albury who saw the need.
The journey would take around 30
community sector and education
staff to Geelong in November 2018
to meet with people involved in the
rollout in Geelong. An outreach to
government began in an attempt to
identify a funding pathway that would
support the change process. Other
services with a potential role in the
project were engaged to explore what
participation would look like and the
support of wider community was seen
to be a crucial factor in the long-term
future of sustainable change.

2170

102

12 In-School
Champions

1

17 committed
Trip to G

Yessers

eelong

10 Operational
Leaders

1 man in a hat

10 Strategic
Leaders

8 Partner
2 Brads

Organisations

We gratefully acknowledge our supporters, mentors and funders:
The Upstream Project Australia, David MacKenzie and Tammy Hand
NSW Department of Communities and Justice
NSW Department of Education
The Geelong Project

•

What does a sustainable
funding model look like
for The Albury Project?

locally driven innovation saw the
community quickly get on board
to support this development.

•

What are the operational
details and logistics we need to
understand before starting?

•

What would be an achievable
starting point and implementation
plan for a rollout?

We would claim that Yes Unlimited
has really striven to innovate in
practice by designing interventions
that realign our suite of services into
a spectrum of youth responses —
with the intent to create a system
that flexibly ‘bends’ around the
young person. The Yes goal is that
interventions should be designed
and tailored for a young person
and their family, so that rather than
young people forced to ‘fit the
program box’ the support fits the
needs of the young person and
their family. This approach enables
and requires staff to work beyond
traditional program roles, with an
ability to move with a client across the

From these early stage conversations,
there was clearly a unanimous
commitment to implementing an
approach that brings together
schools and services in a united
front for young people experiencing
disadvantage. The strong evidence
base of the ‘community of schools
and services’ approach, its verified
outcomes and the scope for
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and energising. The Albury Project
remains truly owned by the partners
in the ‘community collective’, who
are heavily invested in leveraging
and realigning existing resources to
effect the local system-level change.
The Albury Project was in an
excellent position at the beginning
of 2019 to implement the COSS
population screening soon after
being awarded the USS pilot
tender. Progress was paused,
however, as the two participating
Departments; Education, and Family
and Community Services — worked
through an inter-departmental
MOU, which included reviewing
and resolving issues about privacy.
The first population screening
was able to be completed in
August 2019, and in March 2020
the second population screening
was accomplished expeditiously,
only to have the Covid-19 pandemic
crisis roll over everything.
spectrum of services/interventions
where needed rather than handing
clients over to another program and/
or another worker as their situation
changes. Our local systems thinking
sought to leverage the COSS Model
to resolve a reoccurring issue raised
by schools that accessing services
was inconsistent, with programs
coming and going, and only ad-hoc
or relationship-based collaboration
between schools and services able
to be maintained. What we wanted
was a different system on the ground
for services, for the schools and
most importantly for the young
people needing our support.
One of the lessons of The Albury
Project is how important critical
thinking and ‘constructive discontent’
are in driving reform. Yes Unlimited,
in exploring new ways of delivering
early intervention services to
young people with the goal of
preventing a future need for the
organisation’s SHS services, was
able to visualise how their internal
service reform, combined with the
COSS model, could create real
change in the local service system
and for the young people of Albury.
This is the power of bottom-up,
as opposed to top-down, change.
The Geelong Project provided
inspiration as well as an architectural
exemplar and tools for how this
change could be implemented.
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2019 — The Universal
Screening and Support Project

Funding of two early intervention
pilot projects was signalled in
the five-year NSW Homelessness
Strategy 2018–2023 under a core
priority of Focus 1: ‘prevention
and early intervention’ alongside
Focus 2: effective supports and
responses’ and Focus 3: ‘an integrated
person-centred service system’.
In total $4.8 million was allocated
for this work, titled the ‘Universal
Screening and Support Project’ (USS).

On 7 December 2018, Yes Unlimited
was advised that our tender for
the USS had been successful.
Prior to this, The Albury Project had
already made significant progress.
The community development
foundations had been laid down.
Much of the new collaborative
infrastructure was in place — with
the COSS Model representing
a tangible anchor for the often
abstract pursuit of ‘collaboration’,
partners were able to co-design
the unique ways of working that
would bring the practical elements
of the COSS Model to life. With
key organisational leaders around
the table, the development
work had progressed rapidly,
with decision-making about
commitments and investments able
to occur in real-time, maintaining
a pace that was both productive
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Using a Community of Schools and Services model, The Albury Project supports young people to
respond to factors in their life that could increase their chances of one day becoming homeless,
or leaving school early. The project is a locally driven, systems-based response to young people
showing early indicators of risk. Embodying true early intervention, The Albury Project aims to
pull schools and services together in an integrated matter, proactively identifying young people
requiring support before risk factors escalate or a crisis of some kind occurs.
COVID-19 disrupted The Albury Project to a similar degree to the rest of Yes Unlimited, and indeed, the
world, by rendering careful planning (temporarily) redundant, and presenting unanticipated problems to
solve, barriers to overcome, and new pathways to explore. Specifically, for The Albury Project, it initially
meant severely restricted access to current and potential clients, schools, and to team mates as the first
lockdowns began, impacting operations and timelines at a crucial point in our early identification and
support process.

Covid-19 is certainly a new
challenge for everyone, but the
needs of disadvantaged young
people and families remain to be
addressed notwithstanding.
Over the course of three years,
The Albury Project has taken what
was a mixed bag of directionless
frustration with a system that
was not working well enough,
and turned it into a bottom-up
community reform process
oriented to early intervention.
Two elements have been critical
to this significant change:
(a) the rigorous architecture and
practical tools of the COSS
model to rally around and to
galvanise a collective vision
(b) a cultural milieu within the
partnership of vulnerability and
safety that has facilitated real
innovation and risk-taking.
It is a firm belief within The Albury
Project that young people belong
in communities, not in programs,
and the community of schools and
services model for local system
reform represents an important
step forward in doing things
differently and more effectively.
* We are so grateful for the ongoing support
of Dr Tammy Hand and Associate Professor
David MacKenzie of Upstream Australia.
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The Albury Project
spectrum of youth services approach. This is a
space that will keep developing in each school site
and across the project, and we are so appreciative
of the commitment of the wider Albury Project team
to continually test and iterate within this emergent
space that it can be equally as challenging as it is
rewarding.
Whilst the population level outcomes that we are
aiming for will become more clear in the years to
come, the impacts of work with individual clients,
as well as our partnerships, system development
and continued presence and integration into the
schools are more immediate. Schools have carved
out dedicated physical spaces for The Albury
Project, Yes team members have participated in
cross-agency strategic planning, co-authored
articles for Parity journal, supported advocacy and
funding submissions, and explored opportunities
for shared training. Our funders, DCJ, have really
come to the table as a developmental partner in
the delivery of the pilot Universal Screening and
Supports program, through which The Albury
Project is funded. Headspace and CAMHS have
been able to engage strategically within the
school wellbeing landscape. The partner schools’
dedication to developing contextual, cohesive
approaches to wellbeing, of which The Albury
Project is a part, is a strong example of their
unwavering commitment to the young people of
our community, and the ways that our shared goals
of seeing young people thrive provides common
ground and motivation for our work.

In this reporting period, The Albury Project
has undertaken 2 rounds of Australian Index
of Adolescent Development (AIAD) population
surveying with our three partner schools, in
August (Term 3) of 2019, and February (Term 1)
2020. The AIAD is designed to identify young
people showing early indicators of risk, with the
next step being a screening interview to confirm
survey findings, followed by appropriate supports
being offered. This process has led to around 214
students across the three schools, who may not
previously have been on anyone’s radar, being
flagged for engagement and potential supports.
With COVID-19 lockdowns beginning at around
the same time that the results of the second round
of surveys were received, effectively cutting off
access to young people, our strong partnerships
within the Albury Project were able to be leveraged,
with all partners across the project working together
to ensure that students identified in the 2020 AIAD
survey were followed up, contact details obtained,
and further engagement attempted, via distance
methods. Although Yes and the other Albury
Project partner agencies and schools were busily
responding to the crisis in their own contexts, each
managed to prioritise the Project within this, and
played their part in enabling the work to continue in
spite of the immediate challenges faced.
As bigger picture plans were placed on hold,
the team took the opportunity to focus on
operations, systems and consistency following the
implementation of our school based teams and

3707
surveys returned

175
More than

Just over 5% of
students surveyed
indicated risk factors

young people supported
through The Albury Project
in FY19-20

Tier 2

Tier 3

30%

30%

*

*

of clients

supports might look like: wrap-around or
intensive individual and family work, case
management and coordination to meet
complex situations and needs

of clients

supports might look like: case coordination,
brief intervention, family work, group work,
case coordination and management

Tier 1

40%

*

of clients

*% are approximate
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supports might look like: brief intervention,
active monitoring (system is poised to
respond), group work

49

Yes in the News
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Our Sincere Thanks

2019-2020 Audited Financial Statements

During the 2019-2020 financial year Yes Unlimited received funding from:
- NSW Department of Communities and Justice
- Community support and donations

We wish to acknowledge the many organisations, groups and individuals in our community for the time,
effort, money and services donated over the past year. We sincerely hope that those who prefer to remain
anonymous are aware of our appreciation on behalf of our clients.
Yes Unlimited

Betty’s Place

Residents of Murray Gardens

Westpac

GHJC Pty Ltd

Albury Evening Country Women’s Association Branch

CBA Lavington

In the Market

Barry Nicholls

Alessi Mazda

Toyota Material Handling Australia

Commercial Club

Smarts Bakery

IGA East Albury & Springdale Heights Rewards

Lyn Luff

Sue Skate

Claire and Tom Doolan

Country Women’s Association Wodonga

Commercial Club

Mitta Mitta Woman’s Golf Committee

Holy Spirit School

Young Parent Group – Wodonga Flexible Learning Centre

Susan McCleventy

Bunnings Albury

Ecosa Center

Toyota Material Handling Australia

City Central Church

Rosy Seaton & Seumas Dawes

Shelly Damm

Traverse Alpine Operations

Brady’s Social Golf Club

Upper Murray Horseman’s Association

The Next Step Financial Group

Brady’s Social Club

PRD Nationwide Real Estate Albury
Rotary Club of Albury North
Brodie Clarke

Linda Griffiths-Brown
Jarryd Torney

Andrew Bennett

Rodney Bramich
Braden Oliver
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