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Background 

The Queensland Government is conducting a 2 year trial of the placement of Community Connect 

Workers in 12 Neighbourhood Centres.   This trial was originally due for completion in December 

2018 however was extended for a further 6 months to June 2019.  The Queensland Government 

recognise that Neighbourhood Centres are universal access points for community members seeking 

support yet also hubs that foster social connectedness and offer programs and collaboration with a 

range of community supports.  The Community Connect Trial Program Guidelines note: 

  
“CCWs have been co-located with neighbourhood centres which are increasingly seen as a 
soft and non-stigmatising entry point for individuals and families seeking information, 
support and referral to specialist services.  For example, neighbourhood centres are often 
approached by people seeking assistance to deal with homelessness and/or financial 
hardship. In addition to assisting clients who walk into the neighbourhood centre seeking 
assistance to resolve a specific problem/s, CCWs will participate in neighbourhood centre 
activities to identify participants who would benefit from referral to specialist support 
services. For example, the worker might attend a playgroup and in partnership with the 
playgroup coordinator, identify parents or carers who may need assistance to deal with 
relationship or to improve their parenting skills”. (CCTG 20171). 

 
In recognition of these unique neighbourhood hubs, the Queensland Government invested $3 
million over the two year life of the trial represented as $1.5 million in 2017 and $1.5million in 2018. 
The 6 month extension represents an extra investment of $750 000. Each of the centres received 
$125,000 FYE in funding with $110,000 being allocated for salary costs and $15,000 in brokerage to 
assist individuals and families.  This brokerage was not intended for emergency relief but to access 
specialist services.   
 
The Community Connect program was trialled at 12 different locations in: Monto and Emerald 
(Central) Bowen, Mossman and Upper Ross (North), Chinchilla and Laidley (South West), Eagleby and 
Nerang (South East), Gympie (North Coast), Manoora (Far North), and Darra (Brisbane).  These 
locations were selected based on: 
 

 “Enhancement of neighbourhood centre capacity in centres without a Family Support worker 

 Centres being located at the margin of a support service network, so that the worker can 
expand access to that network. 

 Ensuring a geographic spread so the impact of the positions can be assessed in diverse range 
of contexts. “   (CCTG 2017, p3)2 

                                                           
1 Department of Communities, Child Safety and Disability Services, Community Connect Worker Trial 
Guidelines 2017, Queensland Government, 2017. P3-4   
2 Ibid, p3 
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The guidelines of the program stated that Community Connect Workers at these sites would initially 
develop trust relationships with clients during general engagement activities of the Neighbourhood 
Centres.  This occurs at a playgroup, community activity or other informal engagement at the centre.  
This informal “pre-service” activity may identify clients needing specialised assistance and referral 
with an emphasis on domestic and family violence.  Sensitive conversations are made with these 
clients about advancing client support to “active-service”.  During this stage of response the 
Community Connect Worker facilitates access to specialist services, developed through community 
collaboration and networking.  “Warm referrals” are made during this process to ensure that the 
specialist services can respond in a timely manner.  It was expected that referrals would vary across 
regions, based on unique local needs and services.   
 
A process of “post- service” is finally offered by the Community Connect Worker where follow up 
occurs and the Community Connect worker determines whether further assistance is necessary.  It 
must be noted however that while the Community Connect Worker may formally cease “active-
service” support, the client may continue to engage in Neighbourhood Centre activities.   
 
Quarterly activity statements and case studies were submitted by Community Connect Workers 
throughout the trial to the Department of Communities, Disability Services and Seniors to track the 
progress of the trial.  The Program Guidelines issued by the Department note that the program will 
be evaluated prior to the end of 2018: 
 

“The Community Connect Trial will be evaluated prior to the end of 2018 to determine the 
effectiveness of the trial. Data on service delivery and benefits for service users will be 
compiled centrally. 
 
The *Evaluation Plan may focus on the: 
 

  impact of CCWs in improving service access and case coordination for clients experiencing 
vulnerabilities with complex support needs 

 impact of the Community Connect Trial as an effective approach for people experiencing 
vulnerabilities with complex support needs 

 critical elements that support effective implementation of Community Connect in a 
geographical location 

 barriers and challenges that hinder effective implementation 

 efficacy of the co-location of CCWs with neighbourhood centres.”   (CCTG 2017)3 
 

QFCA Involvement 

The Queensland Families and Communities Association is the peak body of Neighbourhood and 

Community Centres across the state and the trial is being conducted in QFCA member sites.  An 

                                                           
3 Ibid. p18. 
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important aspect of the QFCA’s work is to gather evidence from the Neighbourhood Centre sector of 

their value to communities, support sector needs and address issues impacting Neighbourhood 

Centres locally and nationally.   The QFCA’s role throughout the  Community Connect Worker trial 

has been to offer support to Neighbourhood Centres operating this program and keep abreast of its 

developments. 

In October 2018, the Community Connect Workers discussed the trial end with the QFCA Sector 

Development Officer via teleconference.  Community Connect Workers indicated they had received 

little feedback about the trial or whether the trial would continue to be funded.  A Fact Sheet on the 

trial released by the Department of Communities, Child Safety and Disability Services stated the 

following under “Refresh of Funding Arrangements”: 

“The department will work with the sector to review the program logic for neighbourhood 

centres and continue the existing dialogue regarding the ways in which the benefits delivered 

by centres can be described and monitored.  It will also consider whether the current model 

for neighbourhood centres remains contemporary, and whether developments elsewhere can 

inform us about new approaches. These measures complement the Governments’ earlier 

reinstatement of the capital works’ program for neighbourhood centres to ensure that the 

neighbourhood centre program remains effective and sustainable in the long term.”4 

In early November 2018, CCW sites were informed that the trial was being extended for a further 6 

months to June 2019.  As at 9th April 2019, neither the CCW sites or the QFCA have been notified of 

the future of trial beyond June 2019.   

The QFCA has conducted this report in the context of feedback from the sector, using quantitative 

data from 6 CCW sites and qualitative research from case studies, Community Connect Worker 

correspondence with the QFCA Sector Development Officer and teleconference minutes.  It must be 

noted however, that the Department of Communities, Disability Services and Seniors shall conduct 

their own evaluation of the trial from comprehensive data they have gathered throughout the 

program in accordance with program objectives.   

CCW Trial Observations by QFCA 

Community Connect Workers each typically worked with 27 male clients, 37 female clients, 11 

youths, 12 children and 29 families per quarter.  However some services, such as Upper Ross 

Community Centre engaged with as many as 102 local families and reported engagement with 195 

male adults, 228 female adults, 54 youth and 214 children in one quarter alone.   The Community 

Connect Worker Trial indicates high engagement of clients needing community support.       

                                                           
4 Department of Communities, Child Safety and Disability Services, Enhancing the Effectiveness of 
Neighbourhood Centres, Queensland Government, 2016, p2 
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Overall, clients were predominately referred from the Neighbourhood Centre itself (46%) followed 

by external providers (26%).  However on an individual level, some Community Connect programs 

had high numbers of external referrals (70-93%) while others had high numbers of referrals from the 

centre (77-79%).  This highlights the unique nature of how each Neighbourhood Centre operates, 

with some forming a wide range of community based networks opening up avenues for referral 

while others conduct centre based community activities creating soft entry points for clients.  This 

means the “pre-service” aspect of the trial had variable results.  Referrals from external providers to 

the Neighbourhood Centre’s Community Connect Worker are an inevitable result of the worker 

building community networks, which are often reciprocal in nature.        

Housing was an overall theme in Community Connect Worker quantitative and qualitative feedback.  

Emergency and public housing was a considerable challenge across the board and in many cases 

Community Connect Workers assisted clients to obtain private housing where these services were 

lacking. 

Case Study – Gympie Community Place 

Client was a single male in his sixties who has a disability which includes intellectual and 

sight impairment. The referral was unusual in that the client was referred by the local Post 

Office where he regularly attends. Post Office staff thought the client was ‘falling through the 

cracks’. 

Issues identified by the CCW were homelessness, vulnerabilities associated with disability 

impairments and no transport or phone. 

The CCW assisted by giving support to submit Department of Housing application and 

associated follow up. Short term accommodation was provided including use of brokerage 

funds. Support was also offered to access Centrelink and assist with private rental 

applications. 

Through assistance from the CCW, the client was able to secure a private rental which 

specifically suited his need for privacy and wellbeing.  This private rental was achieved by 

submitting an application to a real estate agency, within a very tight rental market, and by 

providing advocacy support to secure the rental property. Client was able to be supported to 

access St. Vincent de Paul for furniture and bedding. Client has reported he is happy with his 

new accommodation and is able to pursue his hobby of gardening. 

 

Referrals to external services were quite extensive however services of note include 

housing/homelessness, counselling and mental health, emergency relief, financial counselling, 

Centrelink, legal and domestic violence services.    
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Domestic and Family Violence 

The Community Connect Worker trial reveals an unexpected yet unique approach to Domestic and 

Family Violence in the human services sector.  It is noted that Domestic Violence is gendered in 

nature and Domestic Violence responses from services have traditionally been designed as such.  

However quantitative data obtained from Community Connect Workers reveals that adult clients 

consisted of male individuals (44%) and female individuals (56%).   Case studies also included both 

male and female clients.   This innovative approach to Domestic Violence was particularly noted by 

the program at Nerang: 

“The Nerang Neighbourhood Centre is unique in its approach to DFV in delivering a non-

gendered and non-confronting service. This also works well in our ability to access cultural 

communities and provide support to an under supported demographic within the Gold Coast 

region. While the neighbourhood centre always dealt with enquiries and disclosures of DFV, 

the added resource of a CCW allowed the Centre to be accepted and acknowledged within 

this space. The major difference between services offered through community connect and 

traditional DV services are the ability to remain non-gendered, non-descript and in a non-

confronting space.  The service is not limited to a point in a DV victim’s journey and can 

travel alongside them throughout the continuum. This makes the community connect service 

unique and imperative within neighbourhood centres and the DFV sector as a whole, for 

increasing the capacity and level of support for this vulnerable and increasing population”.  

Because Community Connect Workers are also flexible in sourcing help for a range of complex needs 

for people affected by Domestic and Family Violence, male and female clients were referred to a 

diverse range of external services including financial counselling, personal counselling, legal advice, 

housing assistance (particularly when public/emergency housing in unavailable), drug/alcohol 

services, specialised DV services and gendered support services.     

Case Study – Community Gro Upper Ross 

Client was a 48 year old indigenous woman and single mother of 5 children.  Client presented 

at the centre very distressed and worried for her children. She advised that she had so much 

going on and didn’t know what to do. What she did say was that she knew that she could 

come and talk to the CCW and that they would be able to help her because of their work in 

the women’s group and the information provided about the community connect program. 

The client recently lost her sister to cancer. The sister lived with the family throughout her 

final days. She advised that her extended family are fighting with her due to her sister’s 

decision to not tell everyone what was going on with her health. She is now experiencing 

family violence. 
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Her 13 y/o son reacted violently to an incident at his school which led to a 3 day suspension. 

This was out of character for him. He is very emotional and is dealing with grief and loss. He 

has also tried to self-harm. Her 10y/o son is disengaged from school, also showing signs of 

aggression, he is isolating himself and prefers to spend a lot of his time in his room. He stays 

up all night and then wants to sleep all day and then struggles to get up for school. The client 

has requested some help and support to manage the children’s behaviour, grief and loss 

counselling and positive activities for the children to engage in. The 17y/o son needed a birth 

certificate for his learners. Her 15y/o has a disability and receiving assistance through a NDIS 

provider and now requires advocacy support to get some help around the grief and loss and 

respite for his mum. 

The CCW spent considerable time with the family – the main concern was to provide 

reassurance to mum that there are services in the community that can and will help her 

family to address the issues and needs identified. The CCW explored different options and 

provided detailed information of the different services available and included the mum in the 

decision making process so that she felt she still had control over her family situation. 

The partnerships explored were Headspace, Townsville Youth Support Service, ATAPS, Save 

the children family support program, NQDVRS, Qld Indigenous Family Violence Legal Service, 

Aboriginal and Torres Strait Islander Women’s Legal Service, Relationship Australia – 

Intensive family support program, GP (Mental Health Care Plan), Me too, Wee Care and 

Aspire. 

The mum was very happy that she was able to address all her worries and concerns at the 

one place and that she did not have to tell her story 100 times as she felt that the CCW got 

her story across to the services for her. She also advised that she had no idea of the services 

that were available in the community. The appropriate referrals were made. 

Communities of Interest 

The centres the QFCA have engaged with expressed that Community Connect clients often came 

from particular “communities of interest”.  Communities of interest are groups that share distinct 

commonalities in geographical locations and feature in many Place Based initiatives.  The 

Community Connect Workers mentioned Aboriginal and Migrant groups as particular Communities 

of Interest they worked with.   

Upper Ross Community Centre built relationships with the First Nations Reference Group, attended 

the Queensland Indigenous Family Violence Prevention Forum which enabled them to engage more 

effectively with their predominately Aboriginal and Torres Strait Islander clientele.  80% of the 

clients identified as Aboriginal or Torres Strait Islander and their Annual Report states the 

Community Connect Worker had supported 727 Aboriginal and Torres Strait Islander people.   
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Around a quarter of clients engaged by the Gympie Community Connect Worker also identified as 

Aboriginal.   

Nerang Neighbourhood Centre identified New Zealand migrants as a community they conducted 

ongoing and targeted work with, connecting with the Pacific Island and Maori Advisory Committee 

Pacific Island Reference Group.   It was noted that New Zealand citizens experiencing Domestic and 

Family Violence are more vulnerable in Australia due to residency restrictions deeming them 

ineligible for benefits, supported housing and job search assistance.  Support for this group is lacking 

in the human services sector and Nerang’s work with this Community of Interest is filling a 

considerable gap.  The Darra Community Connect worker, based in a neighbourhood centre 

managed by the Vietnamese Community in Australia (Qld Chapter), identified their work with 

migrants as also being significant.  Assistance with immigration issues featured as a distinct 

component of this service.    

Neighbourhood Centre Capacity 

Centres also noted an increase in overall capacity of the Neighbourhood Centres to respond to crisis 

through the Community Connect Program.  Of particular note was Laidley Community Centre, who 

prior to the Community Connect Worker only operated a drop in service for those seeking 

emergency assistance on two mornings per week.  The Community Connect Worker has freed up 

other workers to conduct Community Development programs and expand the drop in service to the 

Neighbourhood Centre’s full hours of operation. They note: 

“The employment of a full time Community Connect Worker has meant that, when someone 

attends in crisis, we have a person on hand to sit with them, listen, and take the time to 

respond to their underlying issues. As a direct result, we have removed the set appointment 

times for Emergency Relief and can now respond to people as the crisis unfolds, allowing for 

an earlier and more comprehensive response leading to better long-term outcomes for 

individuals. An unanticipated outcome of this has meant we have reduced overall numbers of 

people presenting for Emergency Relief where previously we had waiting lists”.  

Pathways forward 

During qualitative discussions, Community Connect Workers have expressed that the uncertain 

future of the program meant that support for clients had started to scale down in preparation for 

program closure.  One service experienced the loss of a CCW staff member due to the uncertain 

future of the program.  As the Community Connect Trial is reaching its final months of funded 

operations, clients may need referrals to external services that are currently at capacity meaning 

that further time must be taken to find other referrals or extra support must be provided to the 

client until referral availability.  As the Community Connect Program has a particular focus on clients 

affected by domestic and family violence with some workers offering court support, legal processes 
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may be extended beyond the funding period meaning that the client is left unsupported beyond the 

trial.  One centre said that clients may be supported by the Community Connect Worker for up to 8 

weeks.  Increasing or even maintaining client loads over the final months of the trial with uncertainty 

about the future of the program would mean that clients’ needs cannot be provided by the program 

and appropriate exit strategies with existing clients cannot be implemented.   

Community Connect Workers also expressed that as their nominated Neighbourhood Centres lacked 

other resources like Family Support services and basic support staff, the overall service to the 

community would be significantly impacted if funding was discontinued.  Many described the 

Community Connect Worker trial as a “life saver” for their overall service operations in the midst of 

increasing service demand. One Neighbourhood Centre without CCW funding saw so much value in 

the program at other centres, management reduced their hours to create a CCW position. The QFCA 

will continue to support the sector by arranging teleconferences with the Community Connect 

Workers to discuss the matter of funding uncertainty. 

“After more than 2 years with funding for a CCW, our NHC has increased the number of 
clients/services significantly and has become an “one-stop shop” for our clients. 
The increased number of clients come from new clients with complex needs to be handled by 
our CCW and the increased number of services come from the normal NHC clients but were 
provided with additional CCW services when we discovered, during the interviews, that the 
clients had complex needs as well. On top of that, as not all NHC have CCW, we sometimes 
have to offer CCW services for people outside our catchment area because the next NHC 
which offers CCW is too far from them compared to our centre”.     

- Bac Lam, VCA Qld 
 

Community Connect Workers are offering services that are unavailable anywhere else in the sector. 

Feedback given to these workers from external agencies highlight that “no other service  can do 

what they do”, indicating that this program is filling in gaps between services particularly in 

communities where there are a lack of responses to Domestic Violence and Housing Support. 

Community Connect Workers have also established important links with external agencies, from 

which referrals are often received.  The list includes the Queensland Police Service, Local GP’s, 

Government services, Indigenous groups, Legal Services, Hostels, Mental Health Services and 

Multicultural Groups.  The unique manner in which the Community Connect Program approaches 

Domestic Violence issues whilst engaging in Communities of Interest have been highlighted in this 

report and is unmatched anywhere else in the human services sector.    

The QFCA is also of the position that the Community Connect Workers increase the overall capacity 

of Neighbourhood Centres to respond to community needs.  Centres with limited staff and resources 

must often manage such shortfalls by resorting to a reduction in operating hours, cutting staff hours, 

operating appointment systems or limiting drop in times for clients in crisis.  The QFCA receives 
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feedback from many centres that Neighbourhood Centre program funding barely funds one staff 

member when infrastructure costs are taken into consideration meaning that centres struggle to 

even maintain opening hours.  Recent papers by QCOSS/QFCA5 highlight the variety of infrastructure 

and resources across Neighbourhood Centres throughout the state.  Community Connect Workers 

increase the capacity of these centres to respond to community members in crisis when they are 

experiencing a crisis.     

The QFCA recommends the Queensland Government continues to resource these 12 centres with 

these valuable extra resources and explores further sites to resource with an emphasis on 

communities lacking Family Support (or with limited part time Family Support programs) and other 

vital services.  

 

 

 

                                                           
5 Queensland Council of Social Service (QCOSS) (2017). Queensland Neighbourhood Centres - Community 
consultation results paper. Available at: https://www.qcoss.org.au/queensland-neighbourhood-centres- 
community-consultation-results-paper  
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