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The Year at a Glance 
 
The financial year 2002-2003 was bitter sweet for Quakers Hill Family Centre.  As we celebrated our 10th 
Anniversary, Glenys Judd, the previous Centre Coordinator, promoted to Family Services Manager, Wesley 
Dalmar was fighting for her life.  Sadly she lost her fight in early January.  Glenys will be remembered for 
her visionary capacity, assisting the Centre in successfully offering an array of support services to the local 
community.  She was passionate about ensuring services were available to men as well as ensuring the 
safety of women and children experiencing domestic violence.  We intend to continue Glenys’s legacy with 
the same passion and commitment. 
  
Meriton began the closure of Sundowner Village (Parklea) after years of speculation.   This put an 
inordinate amount of strain on already stressed families, placing an increased expectation on those 
services already offering service provision in the Village.  Services have been working collaboratively to 
ensure the smooth transition of families into other accommodation. All services have maintained their 
commitment to families in the Village and should be commended for their tireless efforts in endeavouring to 
maintain some air of normalcy in the park. We also wish to extend our humblest gratitude to our two most 
loyal and dedicated volunteers Rachael Keyte and Mark Wood for their contribution to breakfast club at 
Sundowner over the past three years.  Their commitment is much appreciated and we look forward to the 
possibility of offering them potential new challenges in the future. 

 
Quakers Hill Family Centre works within 
a strength based framework and this is 
evident in our work across the Family, 
Youth and Out of School Hours 
(OOSH) teams offering families 
comprehensive support. 

Family Work 

  
Last year we offered counselling 
services to five families who utilize our 
OOSH services.  The family work team 
were also able to refer families to 
OOSH services.  In school holidays 
OOSH is a vital support in keeping the 
family safe in unforseen circumstances.  
Another avenue is the camp at Vision 
Valley, which offers respite care for 

parents and an opportunity for the children to have a break and meet new people.   Through the Youth 
Work Programme we are again able to cross-refer.  These options provide additional richness for families 
at vulnerable times of their family life. Families struggling in their adult relationships were most appreciative 
of the additional options made available for their children at a time when they often had difficulty knowing 
how to support them.  

OOSH Youth Work

 
We felt the impact of the Riverstone Family Centre closure on family work staff this year.  Riverstone 
continues to have high needs and we committed ourselves to re-opening the service again.  This has been 
achieved through the support and assistance of the Principal of Casuarina SSP Warwick Lindsey.  We are 
extremely grateful to Warwick for providing us with the opportunity to set up our outreach service again in 
one of the school blocks at Riverstone. 
 
 Our service has also experienced a challenging year in terms of staffing our positions.   The employment 
of good and skilled staff continues to be an industry wide problem, having to compete with other 
organisations for a limited number of people as well as having to offer more lucrative remuneration 
packages.  Recruitment for positions was a long, often frustrating, drawn out process, but the rewards have 
been great.  We have successfully enriched the already experienced staff team with an introduction of new 
employees to add versatility and enhancement to the work of the service 
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Below is an outline of some of the other achievements and challenges faced by Quakers Hill Family Centre 
during 2002/03: 
 

Achievements 
• Quakers Hill Family Centre 10th year celebration in August 2002. 
• Through prudent fiscal planning and management the service met all of its budgetary and funding 

requirements for the year. 
• Participation on the Rouse Hill Community Planning Team, working collaboratively and in 

partnership with other services to identify, plan and assist in developing the provision of services in 
the area.  

• Completion of Youth Community Development position, funded through DoCS Slippage, to assist 
the Coordinator in developing entry points into the second geographic stage of the project. 

• Completion of lease and opening of GJ’s Place, location of the Quakers Hill Youth Support Project. 
• Quakers Hill Youth Project establishing itself as a significant partner, and collaborator, with other 

youth services in Blacktown and Baulkham Hills.    
• Wesley Dalmar’s successful application and presentation of Families First Riverstone/Schofields 

Community Hub. 
• Successful Slippage Application for an arts project for our Culturally & Linguistically Diverse 

Community  
• Successful placement of two Sundowner Village families in Wesley Dalmar Accommodation 

Services.  
• Partnering with other local organisations in the setting up of Sundowner Task Force  
 
 
Highlights 
• Re-structure of Family and Youth Team, now managed by a Family and Youth Work Programme 

Coordinator 
• Staff support and resilience regarding changes. 
• Registration to embark on Quality Assurance process of Out Of Hours School Service (OOSH) 
• Taking OOSH from a deficit funded project to a financially viable programme. 
• Representation on the Wesley Dalmar OH&S Committee, which assists in ensuring quality 

standards in the Centre. 
• Successful completion of 3 Quality Assurance audits. 
• Successful partnership with Wesley Dalmar Accommodation Services. 
• Developing the Terms of Reference for the Riverstone Interagency 

 
 

Future Challenges 
• Closure of Sundowner Village.  Maintaining high-level support and advocacy under increasing 

demands for affordable housing. 
• Ensuring sustainability of programmes and developing opportunities for growth to reflect the 

increasing population, and their service provision needs.  
• Increased human services for the Rouse Hill Strategic Planning area 
• Parklea Prison – growth of beds from a 600 to a 1200 bed women’s wing 
• Potential explosion in mortgage stress if interest rates increase  
• Assisting the Riverstone Interagency to become more pro-active as a lead interagency.   

 
Although we work in a high needs industry, the above reflects the achievements and highlights we can 
accomplish with dedication and hard work, never losing sight of our goals and the reason our Service 
exists. (Results of individual project achievements can also be found in the project reports below and under 
client feedback).   
 

The Family and Youth projects have been able to maintain their high level of support, as referrals increase, 
and families present with ever more complex issues, but this has resulted in a waiting list being introduced.   
Below is a table of some the issues families sought help for this year (taking into account some families 
needed assistance with up to four or five of these issues simultaneously): 
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Family Work 
• 20%  Post natal depression 
• 82%  63%  Depression 
• Family violence past and present 
• 52%  Children at risk 
• 64%  Disabilities 
• 89%  Parenting difficulties 
• 25%  Child sexual assault 
• 72%  Separation issues 
• 60%  Isolation/ Relocation/Loneliness 
• 75%  Grief and loss 

• 35% Blended families 
• 60%  Abuse as children 

 
Youth Work  

• 25%    Separation, Loss and Grief 
• 37%    Family relationships   
• 17.5% Mental health issues 
• 32.5%  Behaviour issues 
• 12.5%  Education, truancy, suspension 
• 10%     Drugs and Alcohol 
• 5%       Homelessness 

 
 
Our strengths based family model assists families to easily identify and gain access to services they need, 
regardless of how they access the Centre.   
 
 

Financial Report 
 
Funding and Sponsorship 
 
Our service would not be able to offer the array of services it currently has if it were not for the following 
contributors.  We have appreciated your confidence in, and support of, our organisation and more 
importantly our consumers,  
 Bewsher Engineering Consulting  
 AM Corporation  
 Kennard's Removals - Boxes for Christmas Hampers 
 Bunning’s Warehouse - Donation of paint for the youth cottage and a Christmas Tree of Joy 
 Perfection Milk - Donation of Milk 
 Calanco Printing - Financial 
 Telstra - Financial Support 

 
 
Government Funding 
 
Recurrent:  Department of Community Services: Community Services Grants Programme (CSGP). This 
funding supports the Generic, Multi- cultural, Meriton Multi-Purpose and Youth Projects. 
 Department of Community Services: Slippage =  ($26,000) received for the Youth Service 

 
 
Clubs 
 
 North Rocks Rotary - Support Christmas Appeal 

 
 
Schools 
 
 Hambledon Primary School 
 Marsden Park Primary 
 Quakers Hill Public School 

(Donations of food by parents for Christmas Hampers) 
 
 
Religious organisation 
 
 Quakers Hill Uniting Church: Donations of food throughout the year 
 Loaves and Fishes: donation of weekly bread for Sundowner Village 
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Financial Accountability 
 

Quakers Hill Family Centre Total 
Income Expenditure Deficit Surplus 

204  Quakers Hill Family Centre & Generic Worker 79,777 241,956 162179  

205 Vacation Care 66,338 90,248 23911  

206 Multi-Cultural Worker 52,363 62,654 10291  

207 Before School Care 68,552 60,374  8178 

208 After School Care 87,404 65,900  21504 

212 Meriton Multi-purpose Community Worker 56,141 56,141   

213 Youth Support Project 113,950 113,939  11 

 
The Youth project is not expected to see the same income for 2003/04.  The above was a culmination of 
Docs Slippage of $24,000 plus a donation from Calanco Printing of $5,000.  The Out of School Hours 
Programme assists in offsetting the deficit for 204, but as observed, Quakers Hill Family Centre would not 
be able to operate on the level currently without the financial assistance injected through Wesley Mission. 
 
Quality Assurance 
 
The Centre has an annual strategic plan that incorporates strategies and performance outcomes for each 
funded program. This is then reported on in monthly management reports and progress monitored to 
ensure the accountability process is maintained. The centre is externally audited against funding 
documents, management reports and staff contributions. 
 
In Closing 
 
Quakers Hill Family Centre could not achieve its service goals without such dedicated staff and so I would 
like to take this opportunity to extend the appreciation of management to all the staff who continue to assist 
in making wonderful things happen, even through adversity  
 
Also, to all those services, Government and Non- Government with whom we share a collaborative 
partnership this approach enhances the quality of life for all those families in the community we serve.   
 
  
 
Lorraine McGlashan 
Manager 
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Family Work 

 
Description 
Quakers Hill Family Work is comprised of three projects: the Multi-Purpose Community Worker; the Multi-
Cultural Worker and a Generic Family Worker.  It is a visionary service, always exploring potential future 
issues, with the ability to respond and create partnerships with other organizations. 
 
Quakers Hill Family Work provides counselling, therapeutic group work, advocacy, court support, 
emergency relief, breakfast club, domestic violence group work, multicultural group work activities as well 
as a referral service to other appropriate agencies. It works within a strength-based framework, offering 
holistic support to family work which endeavours to maximise the outcomes for service users. 
 
 
Target Group 
Families with children aged 0 – 16 years. 
 
 

Geographic Area 
Quakers Hill, Riverstone, Marsden Park, Dean park, Parklea, Kings Park, Kings Langley, Acacia Gardens, 
Stanhope Gardens, Schofields and Glenwood. 
 
 

Objectives 
• To provide prevention/early intervention to local families referred by self, government, community, 

health and other services.  
• To provide an array of services from counselling, therapeutic group work, emergency relief, court 

support, transport, advocacy and referral to other services. 
• To assist in enhancing the lives of families experiencing challenges through child protection issues, 

postnatal depression, domestic violence, intergenerational conflict, separation and divorce, grief and 
loss, anger management, loss of confidence/self esteem, poverty and hardship. 

 
 

Service Provision 
Service provision offered by the service is by way of: 
 
• Family and individual counselling. 
• Family work services. 
• Outreach services to Sundowner Village Parklea. 
• Outreach family work services to Riverstone. 
• Community Development activities such as Health Expo in conjunction with Community Health, 

Community health clinics once monthly and cross referring with other agencies: Swinson Cottage, 
Centacare Family Support and Blacktown Alcohol and other drugs family support.  

• Financial assistance re: electricity and food vouchers and food donation redistribution including food 
parcels and bread redistribution in conjunction with Loaves and Fishes Blacktown. This is a relatively 
new initiative for this centre and is proving very successful.   

• Financial counselling (sessional worker from credit line). 
• Intensive family counselling (sessional worker from Burnside). 
• Group work for both adults and children.  
• PPP Positive parenting program is co-facilitated by a family worker within this centre. 
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Service Users 
The centre has a demonstrated history of providing services to the most vulnerable in the community. The 
centre provides casework support and counselling services to low income families particularly: 
 
• Sole parents and their children 
• Children and/or parents with disabilities 
• Families led by parents with mental health issues 
• Families led by parents with addiction issues 
• Families where parents have terminal illness 
• Working through grief and loss issues  
• Families and children of prisoners  
• Families dealing with issues of domestic violence and/or child protection concerns 
• Transient families  
• Migration and re-settlement issues  
• General parenting support    
 
 
Referrals 002/03 
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Outcomes achieved by families 
• Enhanced family functioning due to increased skills, knowledge and information regarding 

relationships and parenting. 
• Ability to make more informed choices  
• Ability to relate more positively  to children in managing behaviour 
• Reduced stress 
• New friendships or associations, thus reducing isolation. 
• Ability to resolve family conflict 
• Acceptance of responsibilities and need for change by aggressive spouse/partner. 
• Increased knowledge of resources available to them and ability to utilize them when necessary. 
• Decreased isolation of CALD families, especially sole parents. 
• Increased confidence in accessing other services. 
• Increased information regarding Government systems and other Service providers. 
• Overall improvement in self esteem and confidence 
• Understanding of parenting responsibilities under the Australian Children’s’ Act. 

 
 

Future Initiatives 
• DV family support group 
• DV Perpetrators Group Work Programme 
• Children’s therapeutic groups, including some very creative programmes dealing with separation and 

loss, anger management, confidence and self-esteem. 
• Multi-cultural Arts Festival 
• Facilitating positive inter-face between Blacktown Police with the large Indian Sikh community at 

Parklea 
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Multi-Cultural Community Worker 
This project has enabled a range of services to be available to families from other cultures. It provides a 
blend of short term and medium term programs to reduce levels of family violence, improve family 
functioning, and address other CALD family issues.  It develops family work opportunities for CALD families 
including fathers (provision of integrated family work/case management, therapeutic work, support, 
information, advocacy and referral). 

Presenting Issues 
• Emotional abuse 90% 
• Domestic violence 70% 
• Social isolation 80% 
• Depression 70% 
• PND 20% 
• Multicultural parenting 70% 
• Grief and loss 90% 
 
Achievements 
• Accreditation of Triple P programme. 
• Increased referrals through monthly Radio discussion on SBS Hindi Radio, where many issues 

including post-natal depression, Domestic violence, migration, inter-generational, etc are confronted.  
• An average of twenty CALD families receive a service per month (35 children, and 30 adults) 
• Breaking Free DV conducted with very positive outcomes achieved with 50% of participants from 

CALD community. 
• Indian Women’s support group, to reduce isolation, education regarding local service provision, 

relating Child law to parenting practices 
• Participation in DIMA consultation regarding impact of migration on families. 
 
 
Challenges/Constraints 
• Denial of existing problems 
• Confidence in finding the right person to assist in times of need 
• Lack of awareness of existing services 
• Gaps between the expectations of CALD community and guidelines of service providers. 
• Parents English language skills, less than children’s, thus undermining their parenting practices. 
 
 
 
Sangeeta Jain 
Multi –Cultural Community Worker 
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MERITON MULTI-PURPOSE  
COMMUNITY PROJECT 

 
The emphasis of the project this year has been the maintenance of quality family services and at the same 
time an increase in advocacy work.  The Meriton Multi-Purpose Community Project is an extremely 
demanding project servicing the high needs of families living at Sundowner Village on Sunnyholt Road, 
Parklea. It is a mobile home village which had approximately 320, 2 bedroom mobile home units, some 
furnished and others not. In a controversial manner it has provided a form of affordable housing for families 
on predominantly low income, and due to the transient nature of the village, its culture changes constantly.  
This year it has been represented by high Maori population. 
 

Referrals  
Referrals for casework services in the Sundowner Village are from the Department of Community Services; 
Community Health, Network Services, local doctors, the Department of Housing and self-referrals. 

Quakers Hill Family Service responded to approximately 8 calls for assistance per week (in comparison to 
approx 2 per month in the general community) requesting financial assistance i.e. food parcels, electricity 
vouchers, food vouchers, which reflects the hands on/crisis nature of the work within Sundowner village and the 
almost overwhelming needs within the village. 
 
Main Issues  
• Homelessness and associated 

poverty issues.  
• High levels of domestic violence 

both in incidence and severity.  
• High levels of sole parent families. 
• High levels of drug and alcohol use 

and abuse.  
• Criminal activity impacting on 

families in the village. 
• Neighbourhood violence. 
• High levels of Child Protection 

issues re: neglect and abuse.  

• Many families who are lead by parents 
under 20 years old.    

• Social Isolation geographically due to need 
for safety. 

• Some children and parents with disabilities.  
• Transport re: lack of own transport and 

issues with public transport re: accessibility 
and cost.  

• High prevalence of interracial conflict re: 
Maori and Aboriginal or Maori and Anglo. 

• Exploitation by persons in positions of 
power within the village.  

 
 

Program 
• Counselling and casework services: Approximately 40 families were involved in direct casework 

services with our Sundowner worker with another approximate 50 -55 families linking in with and 
through our group work. 

• Information and referral: An average of 8 families per week are assisted with information regarding a 
wide range of services, and referred to other services. 

• Craft groups: these included relaxation, craft, support groups and playgroup.  Playgroup is a 
particularly important service for isolated mothers where issues arising for them are discussed and 
appropriate intervention can occur.  

• Breakfast club: has continued this year with an average of 26 children attending on Friday mornings.  
• Family Fun days: Held in the village during the school holidays. 
• Food hampers and Christmas presents: Always a favourite and much appreciated by the families, 

donated by local businesses and residents. 
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Highlights and Achievements  
• 20% of families reporting a decrease in family violence. 
• 48% of families reported enhanced family functioning. 
• 65% of families utilising information/referral service. 
• Average of 26 children utilising Breakfast Club per week. 

• Increase in collaborative work between Quakers Hill Family Centre, DOCS and other key 
stakeholders i.e. Community Health, Blacktown City Council. 

• Reported increase of fathers engaged in counselling/family work by family worker of 15% on 
previous year. 

• Increased positive ways of relating i.e. better communication in families, eg negotiation, discussion 
and non-violent resolution of conflicts. 

• Continued supportive culture within Meriton Village and involvement of residents in community 
projects as demonstrated through Food Share and bread distribution. 

 
 
 
Linda Reid 
Meriton Multi-purpose Community Worker 
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GENERIC FAMILY WORK 
 
Generic Family Work is a 17 hour part-time position funded by DoCS under rhe CSGP.  Wesley Mission 
funds a further 21 hours, making this a full time position.  This role provides family counselling, group work 
for adults and children, and casework services to service users.  The position also has responsibility for 
Coordinating and supervising the Family and Youth Team. 
 
 
Further Issues 
Along with the presenting issues already mentioned the Generic Worker continues to work with following:   
• Continued support for blended families  
• Separation, divorce and custody issues where children become at risk of suffering emotional harm 
• Continued support for a number of families caring for extended families children through family law 

and/or DoCS intervention or abandonment of the children by parents. This may be through 
information, referral, seeking respite opportunities (especially for grandparents looking after 
grandchildren who have ODD, ADD or ADHD). 

 
 
Counselling/casework 
On average 20 families per month have received ongoing counselling or casework from the Generic Worker.  
The worker has also been responsible for 20 cases of crisis intervention. 
 
 
Groupwork 
The Generic Worker co-facilitated the DV Breaking Free Programme with the Multi- Cultural Worker.  We 
had hoped to initiate the children’s groups again this year but due to staffing challenges were unable.   
 
 

Achievements 
• This year has seen a dramatic rise in Men taking advantage of support services.  We saw an increase 

of sole parent fathers, husbands whose wives were suffering mental illness, or other ill health, and 
fathers wishing to participate in enhancing family functioning. 

• The Generic Worker received an average of 10 referrals per month. This is an increase on previous 
years of approximately 8%. From this number, 5 families will receive counselling from the generic 
worker on an ongoing basis (not including those cases already in the programme).  

• Of the families who do not receive an ongoing counselling service from the generic worker or another 
counsellor in the centre approximately 4 families are re-referred to more appropriate services within 
the Blacktown LGA for a range of issues such as drug and alcohol, family law issues, mental health, 
respite services, financial counselling at this centre, relationship and disability issues. This service 
provides support with referrals and crisis counselling to these families. 

• Most families report a lessening of family tensions, improved family relationships and in many cases 
the eradication of the initial presenting issues.  

 
 
Consumer Participation 
As strength based practice, client participation is very important.  Some of the ways we have endorsed this is 
through: 
• Development and review of clients own case plans 
• Where appropriate, volunteering with the organisation through Breakfast Club activities, Youth Week, 

free bread distribution at Sundowner Village, and Family Fun Days. 
• Through the Quakers Hill Advisory Committee, which also serves the Youth Service 
• As speakers at QHFC Annual General Meeting. 
• In interagency meetings, which directly affect them and their family. 
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Case Studies:   
• A young mother recently referred to QHFC had been found in the bush with bleeding feet the result of 

having walked hundreds of kilometres to get away from an extremely violent husband.  She had 
become deaf as a child – her Mother had poured hot wax into her ears. Abuse from others was to 
continue in subsequent years finally she managed to break away with the intention of giving her own 
child a better life.  “I am overwhelmed by your support,” she told the counsellor, who quickly 
addressed her immediate needs by supplying her with food and clothing parcels and then by escorting 
her to Centrelink.  “Forgive me if I seem ungrateful, but I have never been shown such kindness 
and I do not know how to re-act”.  This mother continues to find the strength she needs every day 
with the help and support of her counsellor. 

 
• A call was received from a hospital Social Worker regarding a local Pilipino family where the wife had 

been diagnosed with Cervical Cancer, and had been told she only had six weeks to live.  The centre 
was asked to offer whatever support we could. The family consisted of a mother, grandmother and 
two children aged 8 months and one 4years.  The Manager and NESB worker made a visit to the 
family to assess their needs they were able to offer immediate practical assistance and financial 
support, childcare options, and advocacy support through a letter to the Traffic Infringement Office for 
a speeding fine incurred by her Husband during an emergency dash to the hospital.  The Mother’s 
family had just flown in from the Philippines to spend time with her. She expressed concern about her 
husband’s inability to sleep and express himself freely.  The Manager was able to engage him then 
and he was very happy that someone was able to come in and assist with the massive issues facing 
the family.  He openly discussed his feelings in front of his wife, feeling secure enough to cry openly 
about the impending loss of his wife.  He expressed his anger at God for taking his wife so young and 
leaving his young children without their mother.  
Through practical intervention and counselling this family was able gain strength to face impending 
challenges.    

 
• “My house is now tidy which has never happened before. Thanks to the Stress management 

techniques you have taught me, it is working wonderfully, giving me energy and I am feeling 
very good.  The benefits for the children have been great.  I give them quality time now and am 
beginning to better understand their needs”. Expressed by a single mum with three children 
presenting with severe depression, a recent relationship breakdown, stress, problems relating to her 
children, and other health issues 

 
 
Summary 
2002-03 has been a challenging year, especially in regard to staffing issues. We believe we have overcome 
these challenges and the family work team are very excited about the potential for 2003-04.  With an 
increase of staff due to the Families First initiative, and a very multi-talented, multi-faceted team we look 
forward to both a challenging yet rewarding year.  Below are some of the programmes we hope to initiate. 
  
 
 
Peter O’Brien 
Programme Coordinator Family and Youth Work 
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Youth Support Service 

 
Description 
Aim:  To enhance the lives of young people through direct service delivery, both Centre based and through 
home visits; through partnership activities with other local service providers; and through education and 
employment opportunities.  
 
It assists young people to make that difficult transition through the teenage years through counselling, 
casework, group work and referral to other services. It also aims to assist young people through mentoring. 
 
 

Target Group 
Young people aged 12-18 who live in the north and east suburbs of the Blacktown local Government area 
(LGA)  
 
 

Geographic Area 
Quakers Hill, Riverstone, Schofields, Parklea, Stanhope Gardens, Acacia Gardens, Marsden Park, Dean 
Park, Marayong, Kings Park, Kings Langley, Seven Hills and Lalor Park. 
 
 
Objectives 
• The primary role of the service has a community development emphasis, creating and working in 

partnership with other Youth organizations, to maximise resources and outcomes for young people.  
We are also a referral service addressing issues of youth homelessness, drug and alcohol 
dependence, relational difficulties and anger management, among other things.  The aim is to identify 
and foster strengths and resilience within young people, so that they are better equipped to respond to 
life’s challenges.   

• QHYSS differs from other youth counselling services in the area in that it offers home visits.  This is 
particularly important considering the poor public transport provision in Western Sydney generally, and 
newly developing areas specifically. 

• To link parents and siblings into Quakers Hill Family Work Team to maximise positive outcomes for 
both the adolescent and their family. 

 
 
Highlights/Achievements 
• Youth Week 2003: This year, QHYSS formed a partnership with Blacktown Youth Services 

Association (BYSA) to hold two outdoor cinema events during Youth Week.  So for one night, the 
backyard of GJ’s Place was turned into a local cinema!  This was a great event for a number of 
reasons: 

1) The partnership with another local youth service. 
2) The involvement of Advisory Committee members and TAFE students volunteering their  

time. 
3) The positive atmosphere – while specifically an outdoor cinema night, it had really 

positive festival, community feel. 
4) The relationships formed with young people. 

• Holiday programs: In January, we were involved in the holiday program run by the OOSH service at 
the Family Centre.  An element of their program was for younger teenagers, so Youth Service staff 
went along too.  During the Easter holidays, the youth service partnered with BYSA again for a couple 
of events.  This further built on the relationships with young people that had been built during the youth 
week activities. 
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• Publicity: Our brochure and webpage were developed.  These have been great tools for promoting the 
service to young people, service providers, and the general community. 

• Counselling / casework: As you’ll be able to note from the Statistics section of the report, the casework 
aspect of the service has been well utilised by young people in the local area, with very positive 
results. 

• Groups: Two therapeutic groups were run at Riverstone High School – an anger management 
program for boys, and a self esteem / anger management program for girls. 

• Funding: Successful completion for a Youth Community Development position.   
 
 
Challenges 
Vision:  To gain funding to increase Service capacity, becoming a peak body locally, assisting other local 
youth services with resources, information, training opportunities, and case management of clients. 
 
Challenges:  Blacktown is the most populous local government area (LGA) in NSW.  With over a quarter of 
a million people, over twenty percent of the population is made up of young people.  Despite such a large 
young population, there are few youth services within the area.  Within the area of Blacktown LGA serviced 
by QHYSS, which is a substantial portion of the LGA, there is only one other general youth service.  This 
creates a high demand on the services that do exist – especially those that are meant to cover the whole of 
the Blacktown LGA.  Counselling services and anger management groups, in particular, have substantial 
waiting lists. 
 
 
Developments/Changes 
In 2002, we were successful in applying to the Department of Community Services (DoCS) for some 
slippage funds (money that has been unspent by other services and projects).  The focus of the application 
was on a Community Development Worker position, and Linda Reid came on board part time in late 2002 to 
fill this position.  Her role was to help the Program Coordinator fast track the development of youth policies 
and procedures and to set up partnerships with other organisations to create “soft entry points” into the 
service.  It was also to begin the process of moving the service into the areas of Kings Park, Kings Langley, 
Lalor Park and Seven Hills. 
 
In January 2003, the Program Coordinator, Arthur Ashley resigned and Linda Reid took over as acting 
Coordinator. She had a caseload of young people through this time, as well as still attending networks and 
other duties.  She is to be highly commended for her work through this time, as the service was not only 
maintained, but also grew under her leadership. 
 
In May, Matt Thorp was employed as the Youth Project Team Leader.  Matt came from another Dalmar 
program in Mt Druitt, and before that was the Youth Development Worker at North Richmond Community 
Centre.  He has maintained the connection with organisations and networks. 
 
 

Consumer Participation 
• Young people are encouraged to participate in the service in a number of ways.  Perhaps the most 

significant way is that QHYSS generally sees young people who want to utilise the service, and take 
an active role in the development of their own case plans. This is in keeping with the desire to identify 
and foster strengths within young people and respecting their right to make decisions that affect their 
life.  

• They also provide feedback about both the worker and about the service through the exit interview 
process. 

• Young people have the opportunity to be a part of the Advisory Committee for the service.  The role of 
the Advisory Committee is to provide knowledge, expertise and guidance to QHYSS, to ensure that 
the service being delivered is the most appropriate and effective for the young people in the local area. 
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Demand of Service 
Within a week of opening QHYSS we were inundated with requests for counselling and case management.  
To date we have managed to engage only 42 young people through either counselling or group work or both. 
Unfortunately, 50% of the 80 requests for assistance this year were referred onto other agencies and this 
has happened for a number of reasons: the demand for our service simply out weighted all our resources; 
the restructuring of the Youth Position with the Department of Community Services; and the movement of 
staff. 
  
 Homelessness 
 Abandonment 
 Drug & Alcohol 
 Mental Health 
 Sexual Assault 
 Homicide 
 Prison 

 Intergenerational Conflict 
 School Truancy and Suspension 
 Court Support 
 Domestic Violence 
 Separation and Loss 
 Criminal Activity 

 
The 50% we were unable to help were referred on to other services.  
 
 
How Do Young People Access the Service? 
Young people can access QHYSS through a variety of means.  The most common is through a telephone 
referral made by the young person themselves, a family member, or by another service.  Young people can 
also access the service by involvement in groups that may be run in their school.  Also, as QHYSS 
establishes outreaches in various areas and partnerships with other services, young people gain a ‘soft entry 
point’ into the service, where they are engaging with QHYSS without being referred into counselling. 
 
 
Young Peoples Stories 
• Jane was referred to us through an Aunt, who was at that time, Jane’s primary carer. Recently, Jane’s 

mother had tried to gas herself in the kitchen and Jane had found her Mother.  She had to carry her 
Mother out of the house in fear of the house exploding.  The emergency services were called; Jane 
and her mother were taken to hospital.  When Jane first came to QHYSS she was extremely 
traumatized, and disclosed how her Mother had tried several times in the past to kill herself.  She also 
disclosed that her Father had been very violent and controlling. 

 
• Jane initially appeared timid, lacking confidence and feeling guilty about her Mother being in prison.  

Through gentle intervention she began to unravel the complexities she saw in her life.  She discussed 
how she had had to look out for her Mum over the years, and felt she had become the parent. She 
was now relieved to be concentrating on her own needs and making her own decisions, that would 
ultimately affect her life.  She began growing in confidence week by week.  

 
• Jane believes her Mother will get the help she needs in Prison, and she visits her whenever she can.  

Her Father has been trying to gain custody of her from the Aunt, but Jane has articulately expressed 
her wish to stay with her Aunt for the time being, which has been honoured. Jane is open to possible 
mediation with her father in the future.  In her words “I’m getting to know me now and I like it”. 

 
• “I am not interested in talking to anyone, I don’t have a problem!  So, I drink a bit, so what.  

Anyone would think I was alcoholic or something!”  John is fourteen.  He was difficult to engage 
initially it was not his idea to seek help it was his Mother who had brought him along. A worker spoke 
with him on his own things were clarified and John was informed that he didn’t have to be here if he 
didn’t want to, he had a choice.  With this knowledge John calmed down and the worker was able to 
engage him in conversation.  He disclosed how unhappy he was that the father he had known all his 
life was not his real father.  How his Mother had disclosed this information in a car park, and now his 
Mother’s marriage was over, he felt she was blaming him.   

• With care and patience the Worker has been able to engage John in an ongoing way for counselling.  
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Statistics 
Not including the group programs run at Riverstone High School, the youth service has seen 42 young 
people for therapeutic services.  There have been over 80 referrals to the service, but due to staff shortages, 
we had to turn away almost half. 
 
Young people come to the service for numerous reasons.  The following table gives some indication of the 
proportion of issues that young people have worked though with the help of QHYSS: 
 

Family relationships 37.5% 
Behaviour management 32.5% 
Mental health 17.5% 
School 12.5% 
Drugs and alcohol 10% 
Homelessness 5% 
Grief 25% 

 
 

Key Meetings with Stakeholders 
Staff changes always make the continuity of partnerships and relationships with stakeholders difficult to 
maintain. Having said that, staff from QHYSS has been involved in a number of local networks of service 
providers, such as: 
 
• Mt Druitt / Blacktown Youth Services Network 

(MBYSN) 
• Riverstone Interagency 

• 489 Richmond Road Working Party 
• Nirimba Youth Project Steering Committee. 

 
The youth service has also maintained its Advisory Committee, made up of workers from Blacktown Council, 
Juvenile Justice, DoCS, other youth services, Department of Education, and local businesses.  This group 
continues to play an important role in the direction of the service. 
 
There have also been individual meetings with workers and services.  Networking widely in this way ensures 
two things.  Firstly, other workers are aware of our service and what we offer, and secondly it enables 
QHYSS staff to ensure the best service provision for the young people they come into contact with. 
 
 
Total Budget & Funding Sources for 2003/04 
The total budget for the QHYSS was $78,000.  The Department of Community Services contributed $73,000 
and continue to fund the project and $5,000 through one of our benefactors - Calanco Printing.  Select 
Credit Union another of our benefactors in May 2002 donated $25,000 as a contribution towards our Youth 
vehicle. The granting of DoCS Slippage Money for 2002/03 of $24,000 helped to employ the Youth 
Development Worker for six months. For this we are most grateful. 
 
 

Summary 
QHYSS has had a very full, but positive, and exciting year.  We look forward to the coming year and the 
achievements and challenges it will bring our way.  We thank all those who have been involved in or with the 
service over the past year; your support has been encouraging.   
 
 
 
Matthew Thorp 
Youth Support Service Team Leader 
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Outside of School Hours is a service offering before and after school care to families where the parent/s are 
employed and need to access services to care for their children before or after school hours.  Vacation Care 
also serves this purpose during school holidays, but is also utilized as a respite option for parents 
experiencing difficulties.  
 
 

Target Group 
Children aged from 5 to 12 years old with the following priorities - 

Outside of School Hours 

• Children at Risk 
• Special Needs Children/Families 
• Sole Parent Families 
• Two Working Parents Families 
• Aboriginal or Torres Strait Islander Families 
• NESB Families 
 
 
Geographic Area 
• Before & After School Care caters for Quakers Hill Public School & Hambledon Public School, both are 

in Quakers Hill. 
• Vacation Care caters for the whole Blacktown Region. 
 
 
How Do Clients Access the Service? 
• Self-Referrals in person or by phone. 
• Blacktown DoCS Referrals 
• Quakers Hill Family Centre Referrals 
• Quakers Hill Public School Referrals 
• Other Local Support Services Referrals 
• All our OOSH Services are run in the school hall of Quakers Hill Public School. Occasionally we have 

assisted in transporting At Risk or Special Needs children to access our Vacation Care Service. 
 
 
Our Service Mission, Passion, Focus and Drive 
• Staff consider work colleagues to be part of their family. 

• We are not a baby-sitting service and we are not school. 

• The Children are not ‘our clients’ they are ‘our children’ whom we respect and care for dearly. 

• We endeavour to provide a friendly, homely, comfortable, caring and safe environment; ensuring that 
the children have valuable opportunities to partake in positive experiences. 

• The environment we create and the values we uphold make our centre a great place to work. 

 

 
18



 

Objectives 
  
 

 
• To provide a varied, interesting and age 
  appropriate program of activities. 
• To provide opportunities for the children 

to  
  experience exciting excursions. 

 

• To support families in need and children 
with  

  behavioural problems by utilization of 
the Family  

  Centre’s other services. 
• To further develop and maintain 

sustainable services. 
 

 
 
 
 
 
 

 

 

Program Content 
 

Before & After School Care Term Themes: 
 

Term 3 2002 Term 4 2002 Term 1 2003 Term 2 2003 
Dinosaurs Full Moon Australiana Fab Mothers 

People Who Help Us Scare Factor Music Multicultural Flavour 

Travel Costumes Valentine’s Paper Creations 

Fantasy Heroes Healthy Living Pirates 

Sports world Children’s Choice Science Fiction Beads & Jewels 

Fab Fathers Animation Theatre Wool Galore 

Insects Deck The Halls Shapes Circus Capers 
Aboriginal 
Dreamtime 

Twelve Days of 
Christmas Ocean Exploration Peer Support 

Grand final Fever Christmas Feast Chocoholics Puppetry 
 

Games, crafts 
& activities 

are planned & 
implemented 

for each 
theme, 

allowing the 
children 

opportunities 
to make 

choices and 
participate in 

unique 
experiences. 

 
Since term 1 2003 we have endeavoured to provide an excursion and an in-house visit for the After School 
Care children to enjoy each term. So far they have been to the Blacktown Leisure Centre, McDonalds and 
Ten Pin Glow Bowling.  The children have also experienced The Marty & Emu Puppet Show and Insectus 
Bugman interactive show. (CUT In term 4 there will be a Bicycle Road Safety Workshop and an excursion to 
the local Hoyts Cinema.) 
 
We are the only After School Care Service who offers such diversity in the program provided for the children. 
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Vacation Care Programs: 
 

July 2002 October 2002 January 2003 April 2003 

Blizzard Season Putt-Putt Golf Parramatta Power 
Skills Workshop Sydney Tower Sky Tour 

McDonalds Rock Climbing Indoor Sport Centre Games Revival 

Rouse Hill Regional Park Extreme Games Australia’s Wonderland Industrial Arts 

Peer Support Stanhope Gardens 
Sports Complex 

International Aquatic 
Centre Circus Skills Workshop 

Ice Skating Emergency Services Taronga Zoo Don Bosco Youth 
Centre 

Panthers Skills Workshop Lollipop Playland Imax Theatre Kidz-A-Maze 

Hoyts Cinema Aqua Golf Martial Arts Young Chefs 

Wondabowl Black Stump 
Restaurant Toonschool Musical Interlude 

Slumber Party Greater Union Hambledon Horse 
Park Creative Threads 

 
Challenges 
1. Need to continually evolve with innovative ideas for program uniqueness and service delivery.  
2. Due to the unpredictability of shift workers and parents frequently juggling/changing jobs numbers of 

enrolments tend to constantly fluctuate. 
3. Because Vacation Care is a form of casual care it is difficult to predict enrolment numbers from one 

holiday period to the next. 
4. On our wish list we hope to implement a sporting program in conjunction with our ASC Service. In 

order to provide this program we require a bus or large transporting vehicle. It is a challenge to raise 
the required funds for this but we keep on trying. 

5. Currently investigating if other schools in the local area require access to our services, if so looking at 
the possibility transporting more children to and from our service location. 

6. Having to program for the following term so that the allocated planning days can be utilized for staff 
training workshops; such as child protection, first aid and OH&S. 

 
 
Consumer Participation 
• Engaging parents directly with our Services can be very challenging due to their work & personal 

obligations.  They have participated in surveys.  

• Occasionally families donate items; such as games, cereal, craft items; for utilization by the centre 
which we gratefully acknowledge in our monthly newsletters. 

• At the end of each year we have a Christmas party for our families, which in the past has received the 
most parental participation. 

• The Children are regularly involved in the programming process. They are eager to say what they do 
and don’t like and where they would like to go on excursions – which we try to accommodate, within 
reason. 

• Regularly request thoughts and opinions of both the children and the parents via service 
questionnaires. 

• Just recently the staff have assisted the children in producing a service banner to be displayed at the 
Redfern Town Hall, by Network Community of Activities, to Celebrate Children’s Week in October. The 
banner represents each and every child who has been involved in our services from a vast variety of 
cultural backgrounds – ‘We Are One’. 
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Demand of Service 
• There are currently more than 1100 Additional Approved Child Care Benefit places required for OOSH 

centers across NSW. 
• Almost every Primary School either has their own OOSH service or is utilizing a near by OOSH 

service. 
• As of Term 1 2003 when we were granted 15 additional approved places for ASC, we had a waiting 

list of 13 families with 18 children. 
• There are more and more recreational and activity centers in the Blacktown area starting to run their 

own Vacation Care Programs, it is becoming a competitive service. 
• For July 2003 we have handed back 15 unutilised Vacation Care approved places. 
• We currently have a comfortable buffer of approved places for future growth. 
 
 

Consumer Stories 
• Aboriginal family with five very lively children urgently required OOSH Services, both parents working, 

found our service to be very friendly, understanding and financially agreeable. 
• Single mum with two children, eldest child had to testify against her father’s girlfriend, enrolled in some 

Vacation Care excursion days as a fun reward for her courage. 
• Single mum with two children, boy presented with difficult behavioural problems. Moved house & 

schools, in parting letter mum wrote “The children have greatly enjoyed your service, and I appreciate 
your understanding in our times of need in the past…Thank you for your help over the years, we will 
look forward to seeing you in the holidays”. 

• A 5-year-old boy with learning difficulties was labeled a ’bad child’ by his previous care providers and 
teachers. Since attending our BASC he has been able to express himself and expel his energy in 
positive ways. Mum says he’s now also improving his behaviour in the classroom; he has flourished. 

 
 

Statistics 
In our programs we currently have 155 children. 

1. Before School Care session we averaged approx. 30 children. 

2. After School Care session we averaged approx. 40 children. 

3. Vacation Care Day we averaged approx. 40 children. 
 
 

Key Meetings with Stakeholders 
 Blacktown Region OOSH Group (BROG) 

 
 

Feedback 
1. Volunteers have over the past year expressed that they have really enjoyed their time working with 

both the children and the staff in our OOSH Services. 
2. Some Tafe student placements were impressed by our diverse activity programs that provide 

appealing choices for the children; high level of care and consideration for the children evident as a 
priority. 

3. Parents and children are appreciative of our individuals based behavioural management approach, 
support and understanding. 

4. A newly enrolled ASC child commented to staff that “This is the best place I have ever been”, he has 
been to five other services and likes ours the best. 

5. Parents have commented that their children have requested to not be picked up from After School 
Care too early because they do not want to miss out on the fun and spending time with their friends. 

6. A new family to our After School Care Service wrote a letter regarding the level of care we were 
providing for their children. “They would attend it everyday all day if they had the chance! The children 
felt welcomed from day one, and often talk of the games, activities and fun they have at the centre, 
and the new friends they have made there as well. So not only are the children extremely happy to be 
going, but my wife & I are equally happy, and impressed, with the centre, the activities and the staff. 
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The staff involved in running the centre should be commended and congratulated on the fantastic job 
they are doing.” 

7. Kim Hartman from Uniting Church Children’s forum frequently visits to observe how our service is 
doing, particularly in regard to care for our Special Needs, NESB, Aboriginal and Torres Strait Islander 
children. The following statements have been extracted from Kim’s reports: 

 
o “The program has a huge variety of activities planned. Children are involved in directed games, 

although have alternative options. Staff have commented on having a wonderful coordinator in 
Coralie, morale seems high.” 

o “I loved your idea for curbing the children’s tendency to spit their watermelon pips and having an 
organized competition, acknowledge their interests while bringing a little bit of appropriateness to 
the exercise.” 

o Staff “use great strategy of asking children – ‘what is our rule bout…’ This reminds the children 
and alerts them to expectations without staff having to say it and dictate to them.” 

o “As always, a well planned, well organized and conscientious program operating – 
Congratulations.” 

o “Staff were seen to explain what was happening to the children establishing guidelines and 
expectations prior to activities.” 

o “Staff well deployed – responded immediately to an instance of inappropriate behaviour.” 
o “An obvious number of enrolments reflecting diversity of cultures. Children all getting along well 

together in the environment provided.” 
o “Staff actively become involved in play activities with the children – this so enhances an 

atmosphere of ‘we’re in this with you, and enjoying being with you’, rather than ‘we’re here to 
manage you’, it’s always great to see.” 

o “It was great to see rules in terms of what you do want the children to do rather than telling them 
what you don’t want them to do, is a positive way of establishing guidelines.” 

 
 
Future Vision 
1. To employ an additional permanent part time Childcare Worker. 
2. Acquire Quality Assurance Accreditation for the Services in July 2004; to be conducted by the National 

Childcare Accreditation Council Inc. 
3. Creating more networks with schools in the local area and providing opportunities for their families to 

access our services. Considering the possibility of transporting more children to and from our service 
location. 

4. Develop a ‘Sporting Program’ in conjunction with the After School Care Service to ensure children do 
not miss out on extra curricular activities, such as swimming, soccer, dancing etc…In order to provide 
this additional program effectively we will require substantial fundraising to acquire a 25 seated mini 
bus to transport the children to the various venues, and back to our Centre. 

5. Looking at the possibility of reinstating the Youth Group in conjunction with the Vacation Care Program 
due to signs of increased client interest and demand. 

6. Further develop the children’s quality of life by providing new and exciting excursion destination and 
in-house visitors for both the Vacation Care and After School Care programs. 

 
In Summary 
Outside School Hours Services are in huge demand in our area.  We have strived to be one of the services 
leading by best practice.  We endeavour to bring stimulating and creative programmes to our children to 
make their stay with us safe, secure, non-threatening and educational.  As a team we look forward to the 
challenges ahead, especially qualifying for accreditation of quality assurance, which will demonstrate our 
commitment to our consumers. 
 
 
Coralie Horsnell 
OOSH Programme Coordinator.  
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