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Sectoral coordination and support

Many workers explained that a number of different 
organisations and departments have their own 
directories, with much repetition.  The health, 
education, and welfare departments often encompass 
vast and geographically different areas.  However, Local 
Councils are perceived to have distinct advantages in 
maintaining a local identity, as well as providing a 
reference point within set geographic boundaries.

Seeking information from many places is often 
bewildering:

“There’s no one central site.  I would like to see 
the [Local] Council take it on board.  If you log onto 
Council you should be able to get what you want to 
look for.”
- Centrelink worker, Liverpool

Some Local Councils already contribute to service 
networking and coordination, providing a focal point 
for information exchange.  Several of the interagencies 
interviewed for this project are chaired or coordinated 
by a Council community development or youth worker. 
With the ability to work cross-sectorally (and with 
access to the multi-Council LINCS database), Councils 
are often in a strong position to produce comprehensive 
youth service directories for their local area, as well 
as taking a leadership role in facilitating linkages and 
relationships.  

Sustaining efficient networks, however, requires 
dedication to maintaining the support position over 
the long term:

“The youth interagency came about because there 
were several youth workers who helped each other.  
We had a youth worker in the council and another 
from one particular organisation who came up with 
the idea... It was going on strong last year because 
of the [Council] youth worker… Our meetings were 
regular and minutes were sent out and there were 
also projects we looked into.
But that worker had to leave because it wasn’t a 
permanent position for him.  So [networks] fold when 
the worker leaves.”
- Centrelink worker, Parramatta 

How organisations support connectedness

Findings
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Future Directions

Conclu
sion

Individual worker level

For those with the responsibility of providing services 
to young people, being able to access up-to-date 
details of other agencies and programs is essential for 
effective referral and networking purposes.  

Study participants express the urgent need to have 
easily accessible contact information for other 
services, as well as project reports and resources 
from other organisations which do not appear in 
major journals.  They are also interested in finding 
ways to use communication methods/channels more 
effectively (e.g. good practice guidelines) and improve 
skills in accessing evidence informing new project 
development (training in literature review skills, 
databases, project design).  

Organisational level

The study shows that although individual workers 
often take the initiative in developing and maintaining 
connections with other workers and services, it is in 
fact organisational systems which play a principal role 
in facilitating the communication process. 

Organisations use notably different communication 
strategies and systems. Yet while having a significant 
impact on operations, these are rarely considered a 
core component of service improvement.  This may be 
because communication is generally not viewed as an 
‘output’ or ‘product’ but as a means to an end.  The 
researchers identify several potential opportunities 
for organisational development, such as reviewing and 
strengthening communication strategies, supported by 
relevant tools and other capacity building activities.   

Improving induction and handover processes will 
ensure that workers are able to join networks in 
the early stages of employment, and are thus well 
supported to deal with the unfamiliarities of settling 
into a new position.  Developing and maintaining 
collective resources for work teams (e.g. website lists, 
resource folders) will provide shared access to current 
information, greatly saving the amount of time and 
energy put into individual directories.  Investing in 
computer technology (and appropriate skills to use it) 
will make it easier for workers to keep in the loop and 
access information outside their immediate area.  

It is also worth noting that information exchange is a 
two-way process of ‘finding’ and ‘promoting’.  While 
workers clearly identify the need to improve their 
information-seeking skills, the study also suggests that 
organisations could support wider information-sharing 
by improving practices in the promotion of programs, 
services and lessons learned. 
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Sectoral level 

Workers feel that communication and networking is 
more successful if supported by a lead agency, e.g. 
a focal point person who could convene meetings, 
and ensure the taking and distribution of minutes or 
information.  In several cases, the local Council has 
taken a strong leadership role, resulting in a successful, 
functional interagency. 

“I don’t understand why there isn’t a statewide database 
of services.  Something with multiple searches.”
- Youth Health Service worker, Sydney Inner west 

While all focus groups suggest the development 
of a ‘centralised’ information hub (for service 
contact information and ‘soft’ data), the study also 
recommends promoting the use of existing resources 
(directories, websites, databases), many of which 
appear to have gone largely unnoticed and unused.  

While the research findings support the need for a focal, 
statewide information exchange point, the development 
of a clearinghouse will require considerable research 
and resources if it is to become effective and user-
friendly.  Workers’ previous experiences emphasise 
that setting up a new clearinghouse requires careful 
consideration and planning.  Such ventures tend to 
be resource intensive (from both financial and human 
input perspectives), involving complex design issues 
and requiring significant, ongoing maintenance.   

The study results indicate that, in itself, developing 
a clearinghouse will not be sufficient to facilitate 
greater information sharing between services; key 
factors directly influencing the clearinghouse’s 
success will include intensive consumer consultation/
participation in its design, widespread promotion and 
user training/support.  

Future Directions: Spinning the Web

When asked what a support agency such as NSW CAAH 
might do to improve connectedness between services 
working with young people, study participants’ 
suggestions include: worker training in literature 
searches, creating a central information exchange hub, 
providing tips for running more effective interagencies, 
and assistance in writing up their own projects.  

It is envisaged that further stages of Spinning the Web 
– better connections between services working with 
young people have the potential to develop associated 
tools, training and practical guidelines for services 
involved with youth health and well-being, and to 
conduct further consultation and research to inform 
the development of a clearinghouse proposal.  

Future Directions

Conclusion
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Appendix A: List of participating organisations

Appendices

NSW CAAH would like to thank the 
following organisations for their 
involvement:

•  Ashfield Council – Ashfield 

•  Barnardos Australia - Belmore

•  Belmore Youth Resource Centre - Belmore

•  Budgewoi Public School - Budgewoi

•  Burwood Council – Burwood

•  Canterbury Community Mental Health - Campsie

•  Canterbury Division of General Practice – Belmore 

•  Catholic Schools Office Diocese of Broken Bay

 – Waitara 

•  Cellblock Youth Health Service - Camperdown

•  Centacare – Bankstown/Enmore/Glebe

 Marrickville Metro

•  Central Coast Area Health – Wyong, Gosford 

•  Central Coast Health Alcohol and Other Drug Service

 – Ourimbah 

•  Central Coast Health / Health Promotion Unit

 - Gosford

•  Centre for Children and Young People - Lismore

•  Centrelink offices/regions – Baulkham Hills,

 Blacktown, Brookvale, Campbelltown, Dapto,

 Fairfield, Ingleburn, Leichhardt, Lismore, Liverpool,

 Maroubra, Marrickville, Mt Druitt, Newtown,

 Parramatta, Penrith Plaza, Redfern, St Marys,

 Shellharbour City, Wollongong, Wollongong East

•  City of Canada Bay Council - Drummoyne

•  Community Connections North Coast – Lismore 

• CRC Justice Support– Broadway 

• Central Sydney Mental Health Services – Rozelle 

• Central Sydney Area Health Service - Rozelle

• Department of Juvenile Justice – Petersham 

• Department of Community Services – Lakemba 

• Erina Community Health Centre - Erina

• Ethnic Communities Council of NSW – Waterloo 

• Gorokan High School – Toukley 

• Innerskill – Rozelle 

• Junction Youth Health Service – Glenbrook 

• Lake Munmorah High School – Lake Munmorah 

• LCYA Poem Project - Rozelle

• Leichhardt Council - Leichhardt

• Lismore City Council – Lismore

• Marrickville Child, Adolescent & Family Centre

 - Marrickville 

• Marrickville Council - Petersham

• Marrickville Youth Resource Centre - Marrickville

• Mission Australia - Campbelltown

• Nepean Division of General Practice – Penrith 

• Nepean Interyouth - Penrith Plaza

• Northern Rivers Area Health Service - Lismore

• Northern Rivers Division of GP’s - Lismore

• Northlakes Public School – San Remo 

• NSW Consumer Advisory Group - Mental Health Inc.

 - Rozelle

• NSW Dept of Education and Training

 – Ryde, St Peters, Parramatta

• Youth Liaison / NSW Police Force 

• NSW Refugee Health Service – Liverpool 
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• One 80 Youth – Petersham 

• Parramatta High School - Parramatta

• Riverstone High School - Riverstone

• St George Youth Workers Network - Hurstville

• Smith Family – Claymore / Miller / Parramatta 

• Sydney Secondary College - Leichhardt

• Ted Noffs Foundation – Randwick; Westmead 

• The Hills Sports High School – Seven Hills

• Toongabbie West Public School - Toongabbie

• 2010 - Newtown

• Uniting Care Burnside – Campbelltown; Wyong 

• Violence Against Women – Burwood 

• Wadalba Community School – Wadalba 

• Warehouse Youth Health Centre / FPA Health

 - Penrith

• Weldon Children’s Services – Burwood 

• Wesley Dalmar Youth Services – Ashfield 

• Wyong Central Community Health Centre - Wyong

• Wyong High School - Wyong

• Youth & Family Mental Health – Lismore 

• Youth Health Service – Wyong 

• Youth Zone - Hurstville

Appendix A: List of participating organisations

Appendices
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Appendices

Appendix B: Research framework

Group continuum (agree-disagree) questions

• Young people are more likely to use a service if the referral has come from a trusted source.
• Workers often aren’t aware of the all the other services available for young people in their area.
• When setting up a new project/program for young people, workers generally use a range of information
 sources to find out what already exists.
• There are good information sharing systems/networks between all services working with young people in
 my area.

Group Discussion Hypotheticals

Hypothetical 1 - referral

Congratulations!  You’ve just moved intercity, 
taking up your new position as Youth Projects 
Officer with Cloud Bay City Council. 

Your job includes:

• intake with young people who drop for
 recreational activities, 
• implementing community development projects
 with adolescents.

The young people often come to the service for 
information and referral to:

• Accommodation issues
• Friendship and peer support, counselling
• Health services (including sexual health, drug
 and alcohol)
• Employment

As a new worker, how would you get connected to 
other services, in order to facilitate referral?
How does this relate to your own experience?

Hypothetical 2 – developing new programs

The NSW State Government recently funded a new 
youth development initiative for local councils. 
As the Youth Projects Officer for Cloud Bay Local 
Council, you suddenly have seed funding for a 
“Youth Arts for Better Health Project”.  

This is the first time you’ve worked on such a 
project. So to help you design the new project, 
you’d like to know who has done something like 
this before and which resources/materials already 
exist. 

• What would you be looking for?
• How would you look for these things?
• How does this relate to your own experience?

Hypothetical 3 – service promotion

You’ve developed your Youth Arts for Better Health 
Project and initial activities are underway.  You’d 
like to promote your Project to other services.

• Describe how you would promote this project.
• How have you promoted your projects in the past
 in your work?



36 Spinning the Web: Better Connections Between Services Working With Young People • Reseach Report August 2006 37Spinning the Web: Better Connections Between Services Working With Young People • Reseach Report August 2006

Appendices

Appendix B: Research framework

Communication Method used for
seeking information about other

services and programs

Freq of 
use

(1-4)
Other

1. From inside the organisation (in person/by
 phone)

2. From other organisations - in person / by
 phone

3. Email

4. Networks and interagencies

5. Flyers and Brochures

6. Printed Newsletters / E-zines

7. Online Newsletters / E-zines

8. Directories

9. Printed journals or articles (hard copy)

10. Electronic journals or articles (online)

11. General search engines (google, yahoo,
 ninemsn)

12. Online databases and clearinghouses

13. Participation in list-servers / e-groups /
 internet notice boards

14. Specific organisations’ websites

yes

yes

yes

no

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

• Number of different groups
 attended on regular basis

• Number of 2 used most often
• Format (print, CD, online)

• Name those used most often

• Name those used most often

• Name those used most often

• Name those used most often

Usefulness 
rating
(1-3)

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

yes

Questionnaire Data Collected
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Appendix B: Research framework

Appendices

Organisational information sharing systems Response format

If organisation provides internal resource folder or 
collection of fliers/notices

If organisation provides recommended list of online 
resources (links, search engines, journals etc)

How service promotes activities to other 
organisations

Incoming Referrals monitored

• Yes/No
• Usefulness (scale 1-3)

• Yes/No
• Usefulness (scale 1-3)

Choose variables:
In person / email / interagency / flyer / newsletter 
/ directories / journals / online clearinghouse / list-
servs / org website / other org wesbite / forums & 
conferences / media / other (please state)

• Yes/No
• Usefulness (scale 1-3)

Questionnaire Data Collected

Participant Statistics

Sex

Age

Service

Role

Type of Service

Client Base

Service Target Group

Youth clients as % of total client group

Male / Female

U21 / 22-30 / 31-40 / 41-50 / 51-60 / 61+

Government / NGO / Private

Clinical / Non-clinical / Mixed

Health / Education / Welfare / Cross-sectoral / Other (describe)

Rural or rural centre / urban / mixed

Youth specific / various age groups

<10% / 10-25% / 25-50% / 51-75% / >76%
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Appendix B: Research framework

Appendices

Spinning the Web - Consent Form

Before participating in a focus group, please:
 
Read and complete this form
Return it to CAAH on the day.

• All information provided in this form is held in strict confidence and for use in the Spinning the Web project
 only. It will not be used for any other purpose.

• Participant interviews and feedback will also be confidential.  Direct quotes and comments included in the
 report will be treated anonymously and not contain any identifiable information. 

I, (print name)

hereby give my consent to participate in focus group discussions as part of the Spinning the Web project. 

I understand that my contact details and the information that I provide during the focus groups will be used 
only for the purposes of the project (e.g. receiving copies of the report) and will not be used for any other 
purpose.

Signed:

Date:   
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