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OUR 
MISSION

Continually provide ‘street level’ early 
social intervention to Aboriginal people 
who are at risk of:

• Self harm
• Low level violent behaviour
• Entering the criminal justice system
• Homelessness
• Substance abuse
• Mental health episodes 
 
Through leadership, and in partnership 
with other organisations, to ensure that 
issues and unmet needs are addressed.



Developing community 
safety and harmony in 
public spaces through 
positive interactions 
with Aboriginal 
people and the wider 
community.

VISION 

Respect, 
Safety and 
Harmony.

VALUES
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THE EXECUTIVE COMMITTEE

Ms. Dawn Wallam
Chairperson 

Dawn Wallam was elected Chairperson in 2016. Dawn is a Wadandi woman of the Noongar 
Nation who has developed a work history of over 40 years. Dawn is a founding member of 
Nyoongar Outreach and brings a wealth of skills and knowledge to the organisation in her 
role as Chairperson.

Dawn is highly committed to ensuring excellence in governance and service provision and 
has a passion for improving the well-being of Aboriginal children. Through both paid and 
voluntary community work and self education, Dawn has undertaken tertiary studies to 
develop knowledge, skills and abilities and to gain a broader perspective and enhanced 
understanding of community needs, maximising her potential to foster best practice in 
herself and others.

Dawn has been associated with both Aboriginal and non-Aboriginal children’s service 
agencies for many years, and is the Chief Executive Officer of Yorganop Association 
Incorporated. Dawn has been proactive in representing Aboriginal children’s issues at 
all levels including local, state, national and international forums in her role as CEO of 
Yorganop and as National Chairperson of the Secretariat National Aboriginal Islander Child 
Care [SNAICC]. In 2005 she was one of the founding signatories of the Sub Group on 
Indigenous Children to the United Nations Working Group on the Rights of the Child.

Mr. Neville Collard
Vice Chairperson

In 1998 Neville Collard was one of the co-founders of the Nyoongar Patrol System Inc. A 
longstanding Committee member and Chairman (2001 to 2003), Neville has many years 
of experience in the justice system and various government agency sectors. Neville has 
contributed his extensive justice knowledge to the development of Nyoongar Outreach 
Services Inc. and assisted the organisation in the implementation of its operational 
plans. Neville currently attends to Cultural Training Programs at schools within the Perth 
metropolitan area and at the Perth Royal Show. Neville was elected Vice Chairperson in 
2016.

Ms. Barbara Stack
Treasurer 

Ms. Stack served as the Outreach Co-ordinator with Nyoongar Outreach Services for 7 years 
before becoming a Committee member in 2010. Currently, Barbara is also an Aboriginal 
Health Practitioner with the Derbal Yerrigan Health Service in the area of chronic health.

2         NYOONGAR OUTREACH SERVICES ANNUAL REPORT 2017



CHIEF EXECUTIVE OFFICER and PUBLIC OFFICER

Ms. Maria McAtackney

Elected as Public Officer in 2016, Maria McAtackney is Chief Executive Officer of 
Nyoongar Outreach Services Inc., a position held since 1999. Maria has responsibility 
for overseeing the strategic planning and decision making for the organisation. Maria’s 
work experience in Indigenous health and community safety span almost 30 years in 
senior and executive management roles within the domain of employment and project 
planning, implementation and evaluation in the areas of training, employment, social 
development, crime prevention and community safety. 

Maria also brings her considerable professional training to the organisation as she holds a 
Master of Business Administration, Graduate Diploma Human Resources Management, 
and a B.A Behavioural Studies (Edith Cowan University). Maria has previously been 
awarded the 1996 WA non-Indigenous Person of the Year Award and is a Professional 
Member of Australian Institute of Management 

Mr. Jeremy Garlett
Secretary

Aboriginal radio founder (6NR) and currently Aboriginal radio presenter with Nyoongar 
Radio 100.9FM, Jeremy Garlett was elected to the Committee in 2010. Mr. Garlett’s past 
experience includes the position of Manager of Bloodwood Youth Accommodation. He also 
worked with the WA Police Service within Perth metropolitan stations between 1995 and 
2014. He studied in broadcasting and community services at Curtin University.

Mr. Farley Garlett
Committee Member

Mr. Farley Garlett has many years of high level experience in local and national Indigenous 
governance committees and was Chairperson of Nyoongar Outreach Services between 
2010 and 2016. A strong advocate for Aboriginal people, Mr. Garlett was elected as the 
Chairperson Perth Noongar Regional Council, ATSIC from 1999 to 2002 and then was 
elected as the WA ATSIC  Commissioner. He has vast experience in working with youth at 
risk, the education system, Aboriginal Communities and with Aboriginal families. He has 
also had many years experience working in a lead role in Aboriginal Relations on mining 
sites throughout Western Australia.
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It has been a year of strategic change 
due to the State having both a new 
Government, and changes in the 
service delivery models for people 
at risk. 

As the newly elected Chairperson, 
I would like to thank my colleagues 
within the Nyoongar Outreach 
Services (NOS) Executive 
Committee for their support and 
good counsel in moving NOS 
forward and maintaining adherence 
to our mission and vision. 

The NOS Executive Committee 
and I would like to thank Maria, our 
CEO, for her commitment and her 
unerring ability to deliver on our 
directions. 

It is an exciting 
time of change. 
As an Executive 
Committee we have 
had a number of 
issues to consider 
and, as always, we 
keep the needs of 
the community at 
the forefront. 
Major strategic issues faced by the 
organisation include the sunset 
clauses on the majority of our 
funding, which come into force in 
mid 2018, and the reallocation of 
State departmental and Ministerial 
responsibilities during 2017/18. 

The NOS Executive Committee and 
I are committed to continuing to 
advocate for our clients and work 
with our stakeholders to maintain 
the role of our organisation as a 
priority for the Government. 

This year we put into place new 
criteria for Executive Committee 
member selection which ensures 

that the current commitment to 
the values and standards of the 
organisation remain in place long 
into the future.

The NOS Executive Committee and 
I are grateful for the ongoing support 
of our stakeholders and partners 
during the restructuring of funding 
and of service realignment with new 
government areas of responsibility. 
We have been able to retain funding 
for programs during the transitional 
phase and have also actively 
participated in the development of 
future service models for Aboriginal 
people through the Departments 
of Aboriginal Affairs and Child 
Protection and Family Services’ 
planning and design forums. 

NOS is in a good position to assess 
and respond to the move to replace 
the State’s preferred provider 
funding model and seek new 
funding arrangements. Although the 
changes create some uncertainty for 
service providers I am confident that 
our experience and long standing 
relationships within the sector, 
together with our knowledge and 
understanding of the needs of our 
target group and our adherence to 
providing a culturally appropriate 
service, will place us in a strong 
position in relation to future funding 
and the financial security of the 
service.

We have been fortunate in having 
both a clear vision of our own capacity 
and future and a good understanding 
of the risks and responsibilities 
associated with working with other 
services to achieve outcomes for 
Aboriginal people. 

During the year the new Strategic 
Plan 2016 -2021 was released and 
I am confident that the groundwork 
laid during this year will stand us in 
good stead for the achievement of 
the targets within the Plan into the 
future.

In speaking about the delivery 

of service, the NOS Executive 
Committee is very pleased to see 
how the shift from Patrol System 
to Outreach Services has been 
implemented, without any issues 
or any reduction in service, and 
that the community have endorsed 
these changes.

We would like to thank the 
Department of Aboriginal Affairs 
for their continuing commitment to 
the organisation and their open and 
collaborative approach to ensuring 
ongoing services to Aboriginal 
people in need.

The NOS Executive Committee and 
I are grateful to the Department of 
Child Protection and Family Support 
for their ongoing funding of our 
service in Northbridge. We are also 
thankful for the commitment of 
their staff and managers to working 
together with NOS to support and 
jointly manage individual clients and 
to develop capacity in the sector. 

We would like to acknowledge 
and thank the Department of 
Prime Minister and Cabinet which 
has continued to fund, from the 
Indigenous Advancement Scheme, 
and support the Youth Engagement 
Support program over the past two 
years and now, for a further two 
years. The extension of this funding 
into 2019 allows NOS to continue to 
provide intensive case management 
support to young people at high risk. 

Young people at risk are one of 
our key target client groups. As 
a preventative service we are 
acutely aware of the importance of 
providing a client focused service 
which can help clients to access and 
maintain engagement with a range 
of services along the continuum of 
needs before they come into contact 
with the justice system or drop out 
of school. 

Our clients have a clear need to be 
able to access services in a timely 
manner, have a reference point 
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that is visible and reliable and have 
access to referrals and advice. 
These are the services that NOS 
continues to provide. 

The NOS Executive Committee 
strongly emphasizes the importance 
of our working partnerships with 
organisations such as RUAH, 
Tom Fisher House, the Salvation 
Army, Crisis Care, Street to Home, 
hospitals and many other services. 
NOS have been able to support 
homeless people by advocating for 
them, reconnecting them to family, 
providing care packs and finding 
emergency accommodation. 

New arrangements with crisis 
accommodation services have also 
guaranteed a much higher number 
of beds for our clients this year. 

We also returned three clients to 
Country with funds donated by the 
Royal Perth Hospital Social Workers 
Social Club.

We are very pleased to note that 
the proportion of Aboriginal people 
who were contacted by NOS 
outreach staff who were affected 
by alcohol has fallen significantly 
over time. Where more than 50% 
of all contacts would have been 
affected by alcohol in the past, this 
proportion has fallen to closer to 
30% of all contacts. This trend has 
occurred over the past five years 
and is a direction worth fighting to 
maintain. 

In our role as advocates, NOS 
has continued to provide input to 
the submissions of the WA Chief 
Medical Officer to the Liquor 
Licensing Board in relation to key 
licensing applications that are made 
for areas where high numbers of 
Aboriginal homeless are known 
to congregate. NOS also worked 
with WA Police in relation to these 
applications and with the Alcohol 
and Other Drug sector to support 
their efforts in reducing the harmful 
impact of alcohol and other drugs, 

particularly volatile substances, in 
our communities.

Our focus will be to vigorously 
advocate for our clients and for 
appropriate resources to address 
alcohol and other drug issues 
in the community. The NOS 
Executive Committee is therefore 
very pleased to be able to have 
negotiated a change in funding from 
the Mental Health Commission to 
allow us to assess the incidence 
of street based volatile substance 
use within our service areas. This 
work will inform the work of the 
State Volatile Substance Use 
Coordination Group in formulating 
proposals for services in the future. 

It is immensely pleasing that 
during the year NOS have had 
more approaches from local 
Government seeking to work with 
NOS in their local areas. This 
demonstrates how well our 
services are valued by local 
communities. Such new 
partnerships are with the 
City of Belmont and the 
election commitment 
to the Gosnells area to 
extend services within 
Gosnells. We are also 
in negotiations with the 
City of Bayswater for the 
provision of future services 
in the area. 

We believe that it is important that 
our clientele has a voice and is heard. 
Therefore, NOS participated in the 
Homeless data collection process 
for the 2016 Census, providing 
the Australian Bureau of Statistics 
with our assistance in collecting 
Census data from homeless people 
in Perth. The information collected 
will inform government policy and 
service development in the future. 
Feedback from the Australian 
Bureau of Statistics was very 
positive and noted the high level of 
commitment to reaching homeless 
people and engaging with them to 
complete their Census forms. 

We acknowledge the difficult task 
that our outreach officers continue 
to complete. The work that this 
organisation does in strategic 
leadership within the sector and in 
ground level service delivery are a 
source of pride for both the NOS 
Executive Committee and I.

On behalf of the Executive 
Committee, thank you to all of our 
funding stakeholders, partners and 
community supporters for your 
commitment during the past year. 

Dawn Wallam
Chairperson
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It has been a busy and challenging 
year. I am very pleased to report that 
Nyoongar Outreach Services (NOS) 
continues to achieve our mission and 
goals in delivering outreach services 
to the Aboriginal people.

I would like to thank the Executive 
Committee for supporting me 
throughout this year and providing 
such a clear direction for the 
organisation and strong support 
in the development of the 2016 – 
2021 Strategic Plan. 

It is also fantastic to 
acknowledge that 
we have achieved 
the objectives of the 
2012 - 2016 Strategic 
Plan. Progress against 
the new Strategic 
Plan is included in 
this annual report. 
It is rewarding to notice the change 
in the perception of the service 
from a transportation service to 
client focused. I thank the Nyoongar 
Outreach frontline staff who have 
made a strong commitment to 
focus on client needs and long term 
sustainable outcomes  which address 
client social and welfare needs. I would 
also like to thank all my administration 
staff for their continued support 
during the past year. 

Despite a challenging year for our 
organisation and stakeholders, I am 
pleased to report that we maintained 
a strong commitment to our service 
delivery model. 

We could not deliver this important 
service in isolation, without the 
support of our stakeholders working 
in partnership. 

My thanks go to Max Joynes from 
the Department of Aboriginal Affairs 
for his continued support, dedication 
to the cause of improving the quality 
of services to Aboriginal people, and 
for keeping NOS informed during 
the changes to the Department 
being made under the Machinery of 
Government rationalisation of the 
public sector. 

This year NOS was faced with 
challenges in terms of financial 
opportunities and risks associated 
with the funding reviews, 
restructures and changes to State 
Government portfolios. 

I know that it will be a challenging 
year for NOS to maintain the 
continuity of services in the current 
changing social policy environment. 
For example; the Aboriginal Youth 
Service Investment Principles (AYSIP) 
seriously disadvantage organisations 
like NOS, since the service model has 
a funding threshold limit well beyond 
our current contractual obligations. 

Having said that, I would like to thank 
the Department for Child Protection 
and Family Services for working with 
us as partners to deliver outcomes 
for young Aboriginal people at risk 
and provide them with safer options.

It is pleasing to see that the State 
Government, particularly the 
Department of Child Protection, 
spent a lot of resources identifying 
ways to reduce the number of young 
children coming into care. They also 
improved the tender process by 
emphasizing the need for cultural 
competency with all new contract 
applications. 

I also want to thank the partners 
of the Youth at Risk Facility, our 
working partners Mission Australia, 
the WA Police, the Public Transport 
Authority, the Department for Child 
Protection and Family Support and 

St John of God Ambulance services 
with whom we worked closely and 
assisted young people to be safe. 

I would also like to thank the 
Department of Prime Minister and 
Cabinet for extending funding of the 
Youth Engagement Support program 
which will allow NOS to provide 
continuity of support for a further 
two years. This program provided 
NOS with the opportunity to build 
the capacity of both the clients and 
the agencies working with them. It is 
important for NOS to bring cultural 
competency to the co-ordination 
and delivery of wraparound services. 

I would like to thank the Executive 
Committee for allocating resources 
toward the commissioning of Harry 
Blagg, Professor of Criminology, 
Director of the Centre for Indigenous 
Peoples and Community Justice Law 
School UWA, to evaluate the Youth 
Engagement Support Program. 
This research will inform future 
funders of the costs and challenges 
associated with establishing a new 
service within Aboriginal controlled 
organisations. 

I would like to thank our long-
standing partners, the Cities of 
Fremantle and Vincent, for their 
continued support. I appreciate 
the commitment to work together 
to identify and address local issues 
and build local networks to support 
clients. I also valued the opportunity 
to be involved in local forums such as 
the South East Metropolitan Regional 
Managers Forum, Safer Vincent 
Crime Prevention Partnership and 
the Reconciliation Action Plan 
Advisory Committee. 

Thank you to the City of Belmont staff 
for your support in implementing 
the NOS roaming service within 
Belmont. It is refreshing to see 
the level of commitment that the 
City of Belmont has demonstrated 
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throughout the development of 
their Reconciliation Action Plan, 
NOS participation in the Belmont 
Aboriginal Reference Committee and 
in embracing NOS staff as part of the 
Belmont community. 

I am pleased that 
NOS is viewed as a 
valued service and 
received positive 
publicity in relation 
to our services 
and know that the 
effectiveness of the 
service has reduced 
the level of negative 
media publicity.
Crown Perth, our long-standing 
partner in community safety within 
the external environment of its 
premises on Friday and Saturday 
nights, have continued their support 
during the recent downturn. 
Together, as partners, we have 
reached common ground in terms 
of service delivery during such a 
difficult time. I would like to thank 
the “Victors” for working closely 
with NOS outreach staff. We value 
their strong partnership, support and 
backup while on site.

Thanks go to our partners at the Public 
Transport Authority. The relationship 
between NOS and the PTA crew 
assisted in the de-escalation of 
confronting issues occurring around 
train platforms during the year. 

I would like to thank the Mental 
Health Commission, through the 
Drug and Alcohol Authority, for 
working with NOS to collect data 
in the metropolitan area on volatile 
substance users. This data will 

include the Perth metropolitan area 
as an area of need for services.

Thank you also to John Pewsey for 
stepping in as the Census collection 
team leader and helping to make 
it a very successful project, in  
co-operation with the ABS, during 
Census week. 

I am positive that NOS clients are 
grateful for the generosity of the 
GIVIT program and contributors, 
the Royal Perth Hospital Social 
Workers Social Club members, local 
Physiotherapist Tim Karajas and the 
Ordinary Athletes/Runners Highgate, 
Lenny Jacoby and the Essentials for 
Women campaign and Brothers and 
Sisters donations. Your contributions 
were very much appreciated and built 
our capacity to meet the emergency 
support needs of clients. 

Finally, a big thank you to our 
supporters and partners, I 
look forward to working 
with you all on the 
unforeseen challenges 
of the Machinery of 
Government, sunset 
clause for patrols 
funding and AYSIR 
outcomes. I am 
optimistic that it 
will all work out 
and wish you all the 
best for 2017/18.

Maria McAtackney
Chief Executive 
Officer
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Strategic 
Highlights
Executive Committee Elections – September 2016

During 2016/17 the positions of Chairperson, 
Vice Chairperson and Public Officer were open for 
nomination and election. Long serving founder and 
NOS Board Member, and CEO of Yorganop Association 
Incorporated, Dawn Wallam, was elected Chairperson 
and founding member Neville Collard was elected Vice 
Chairperson. Maria McAtackney, long standing CEO of 
NOS was confirmed as the Public Officer. 

At future elections, members will be required to adhere 
to new nomination and election criteria put into place 
for the Executive Committee during 2016/17. These 
support the adherence to good governance principles 
which are already observed by the current Executive 
Members.

Service Sustainability

As a social sector service provider, NOS has always 
worked to ensure sustainability and accountability. This 
year there were several administrative matters addressed 
including the registration of Nyoongar Outreach Services 
Incorporated on the Aboriginal Business Register and 
receipt of the Charity Tick. 

The objectives of the previous Strategic Plan were 
achieved and a new strategic plan published. Many of 
the achievement targets of the new Strategic Plan 2016 
– 2021 were also implemented. 

The high level of service expected of NOS was maintained 
during the year, including during transition to new 
outreach patrol routes and, despite funding uncertainty, 
we provided up to 35 mobile and foot outreach services 
per week and home-based outreach on three days per 
week. Our focus is on wraparound services to those 
identified as in need, particularly youth, homeless and 
street present alcohol and volatile substance users. 

This was the second challenging year of change in the 
industry as stakeholders worked to implement new 
financial arrangements within the State’s new budgetary 
and social policy frameworks. The progress of these 
changes were overlaid by the changes resulting from 
the Machinery of Government Review 2017 which 
intends to rationalise government, reducing department 
numbers by half, necessitating the reallocation of 
portfolio responsibilities and budgets during the year. 
Funding arrangements were extended for a further six 
months to accommodate these added changes. 

Nyoongar Outreach Services are ever-cognisant of the 
need to work together to improve the outcomes for 
clients and to support the development of a sustainable 
funding and delivery framework and were grateful at 
the efforts put into place by the major service funders 
to co-operatively develop service delivery models 
with providers. NOS continued to position itself as an 
advocate for clients and participate in the review of 
service models.
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Funding 

The Department of Aboriginal Affairs (DAA) (community 
patrols are now with the Department of Communities) 
continued funding core NOS services for another year. 
This funding is secure until mid 2018 when new contracts 
will be let. Other departments with specific service 
agreements were the Department of Child Protection 
and Family Services (DCPFS) (now Department of 
Communities), Drug and Alcohol Authority (now Mental 
Health Commission) and the local governments of 
Vincent, Fremantle and Belmont. 

During the year NOS has worked with the DCPFS and 
DAA to respond to government funding reviews and 
reforms, which will culminate in new tenders for services. 
Following the State Government election, these issues 
were further highlighted as the restructure of NOS 
funding agencies was planned. The opportunity for the 
key government funders to be collocated within the 
same department was a positive outcome for NOS and 
our clients.

Consultations continued at a strategic level to ensure the 
that NOS is well placed to participate in future funding 
developments, to maintain the profile of Aboriginal issues 
and ensure a responsive and competitive service. 

During the financial year the Department of Prime 
Minister and Cabinet confirmed that the IAS funded 
Youth Engagement Support Program would be funded 

for a further two years. This program was a new service 
for NOS in 2015 and is based upon an intensive case 
management service model. An external review of the 
program was commissioned and completed in 2017. 
The review was intended to evaluate the effectiveness 
of both the program and the process of establishing the 
program. The report provided very positive feedback. A 
number of recommendations for future improvement 
were also provided and were included in the new program 
reporting schedule. 

NOS was delighted to attract additional interest in 
services at a local council level during the year. The City 
of Vincent has been a partner for many years and the City 
of Belmont became a new client this financial year. NOS 
also entered into discussions to establish a service in the 
City of Bayswater and were included in State Election 
promises for the Gosnells area where services will be 
extended by two days to operate from Monday to Friday 
from July 1, 2017. Services in these areas will address hot 
spots and community issues. 

During the year NOS and Crown Perth reached common 
ground and made an agreement to maintain services at 
Crown during the financial downturn. This arrangement 
will be reviewed in the future. However, the relationship 
with Crown remained strong and staff worked well with 
Crown management and Security, PTA, WA Police and 
the “Victors” while on site. 

STRATEGIC HIGHLIGHTS (CONTINUED)

THE NOS CENSUS HOMELESS STRATEGY COLLECTION TEAM 
WITH TEAM LEADER JOHN PEWSEY
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Strategic Planning

The Executive Board finalised the development of the 
first strategic plan as Nyoongar Outreach Services in July 
2016 and it was printed early in the financial year. The 
Plan contains Strategies and Actions related to clients, 
partnerships, staff and internal efficiency. As part of this 
process, NOS conducted a review of the business model 
and objectives developed to support the shift from Patrol 
Systems to Outreach Services. A flexible mobile outreach 
service model was implemented which strengthened our 
capacity in outreach and client management. 

Advocacy

NOS took an active role in advocacy for individual clients 
and for street present Aboriginal people in metropolitan 
Perth. In this capacity, NOS maintained close contact 
with key stakeholders and government representatives 
to preserve our role and ability to speak out on behalf of 
Aboriginal people in need following the review of funding 
policies and realignment of departmental and Ministerial 
responsibilities. 

In order to provide advocacy for the development of 
services and resources to assist people using volatile 
substances NOS negotiated to collect information to 
assist in understanding how prevalent the problem is in 
sectors of the metropolitan area. 

This information is being collected on behalf of the 
Mental Health Commission and will inform the work of 
the State Volatile Substance Use Coordination Group in 
formulating proposals for services in the future. Although 
no identifying particulars are included in the data, NOS 
are able to identify the number of street present people 
affected more accurately than any other current work.

As a key service to Aboriginal homeless people, NOS 
have been active in advocating for their client group in 
relation to liquor licensing applications for some time. 
During the year NOS provided support to the Chief 
Health Officer and Liquor Licencing Board regarding 
current applications. NOS also advocated for clients 
in relation to actions by the Public Trustee and Public 
Advocate who are able to assist and support some clients 
in specific circumstances. 

The outcomes for clients can be significantly improved 
by the involvement of the Public Advocate as responsible 
for the living conditions and welfare of the client. We 
also provided input to industry participants working on 
responses to specific issues such as Mercy Care’s work 
on medical respite care models, giving a perspective on 
how to best cater for clients who are at risk.

We provided advocacy on behalf of a number of public 
housing tenants and homeless former public housing 
tenants during the year. The relationship with the Housing 
Department has improved in a number of the local offices, 
and NOS is working to improve the relationship with the 
evictions and complaints areas of Housing. 
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Strategic Forums

We continued to take an active role in ongoing strategic forums which relate to our client groups. We are a member of 
the 50 Lives 50 Homes Project which is led by RUAH and with whom we work closely to assist many of our homeless 
clients. 

We continued to advocate strongly for clients and for joined up services to clients and have maintained involvement 
in a number of policy development and project leadership forums including:

• 50 Lives 50 Homes Project Steering Committee.
• Belmont Aboriginal Reference Group.
• City of Vincent Reconciliation Action Planning forums.
• Curtin University Crossroad Aboriginal Reference Group.
• Department of Child Protection and Family Services (DCPFS) Aboriginal Reference Group.
• FMHSS Steering Committee (Youth with Mental Health).
• Parks People Working Group.
• Perth Road Home Reference Group.
• Perth Street Doctor Consortium (Fremantle).
• Rough Sleepers Working Group.
• Safer Vincent Crime Prevention Partnership.
• South East Metropolitan Human Services Regional Managers Forum.
• State Volatile Substance Use Coordination Group.
• Steering Committees of the Homeless Collaboration Project.
• Strong Spirit Strong Mind Metro Project Network Group (SSSMMPNG).
• DCP Youth at Risk Steering Committee.
• SWMPF Vulnerable and At-Risk Youth forum.
• Youth at Risk Strategy Interagency forum.

The partners in these forums included education, accommodation, medical, drug and alcohol, counseling, essential 
needs and financial services and we worked closely with them to identify client group needs and develop appropriate 
strategies to respond to those needs.

STRATEGIC HIGHLIGHTS (CONTINUED)
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Service Program Review

The Youth Engagement Support Program, a new project 
initially funded for two years, was evaluated by Dr Harry 
Blagg, Professor of Criminology, Director of the Centre for 
Indigenous Peoples and Community Justice Law School 
UWA and experienced community service professional 
and business consultant Chris Barrett (researcher). 

The purpose of the review was to document the steps and 
challenges experienced throughout the establishment of 
the program and evaluate the progress and status of the 
program to April 2017. The review was completed and a 
copy provided to the funder. The program was extended for 
a further two years and implementation of recommendations 
commenced. The review clearly identified the value of the 
service to clients and the continuous improvement approach 
that NOS took as program strengths.

Our Partners and Stakeholders

Our key stakeholder is the Department of Aboriginal 
Affairs and this relationship remains open and positive. 
During the year we participated in discussion regarding the 
future placement of Aboriginal Community Patrol funding 
and contract management. The option to be transferred 
to the new Department of Communities was welcomed 
as the responsibilities of the Communities portfolio fit well 
with our role. We were also careful to ensure that in our 
Advocacy role, on behalf of Aboriginal issues, we would 
continue to have access to the Minister for Aboriginal 
Affairs and other relevant stakeholders. 

We also worked well with Crown Perth, a long term 
stakeholder whose support we value highly as it has 
enabled us to address issues in the external area around 
Crown properties. 

The Department of Child Support and Crisis Care (DCPFS), 
the Mental Health Commission, the City of Vincent and 
the City of Fremantle are important stakeholders with 
whom we maintained excellent relations and with whom 
we also pursued strategic issues through planning forums, 
service development meetings and leadership groups.

Our working agreement with Mission Australia continued 
to operate well and we successfully co-managed a number 
of clients with Mission Australia during the year. Mission 
Australia are also partners through the Youth at Risk 
Strategy (YARS) along with WA Police and the Department 
for Child Protection. NOS worked for three months of 
the year at the YARS facility to assist with managing 
Aboriginal clients processed through the facility. NOS 
also transported 55 young people to safe places under 
the arrangements of this agreement. 

This year we signed a Partnership of Understanding 
with the Public Transport Authority in order to work 
more co-operatively to assist Aboriginal people, build 
organisational capacity and maintain positive joint 
working relations. This partnership is most welcome and 
has been of benefit to our clients as we worked together to 
reduce client risk at night.

Donated Services

Thank you to the people who have 
been so generous by donating to our 
clients. We were very pleased to make 
more formal and targeted links to access 
donations for clients from the general 
community. During the year many much-
needed care packs were distributed 
to homeless people as a result of 
contributions to Essentials for Women. 

Thank you also to the people using the 
GIVIT List of Charities to distribute used 
and new goods to those in need. GIVIT 
donors answered the call to donate 
blankets, baby products and furniture for 
NOS clients. This year personal sanitary 
and toiletry items and blankets were also 
donated by Brothers and Sisters Perth.

We continued to manage the funds 
raised by the RPH Social Workers 
Social Club in 2015/16 to assist people 
returning to their homes in areas outside 
Perth. Thank you to Tim Karajas and 
the members of the Ordinary Athletes/
Runners Highgate  who donated funds to 
supplement our Return to Country (RTC) 
fund and assist Aboriginal clients whom 
are destitute, have become stranded in 
Perth and are needing to return home, 

back to Country. During the year 
three clients NOS were 

assisted to return to 
Adelaide, Carnarvon 

and Geraldton. 
Funds remaining in 
the RTC are being 
carried over and 
will assist clients in 
the next financial 

year.

Collecti ng  Brothers & Sisters Blanket D
onati o

ns
.
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Community Events

The year begins and ends with NAIDOC preparations and 
celebrations. We participated in NAIDOC celebrations 
and a number of other community events throughout the 
year including Homeless Week and Youth Week. NAIDOC 
2017 at Ashfield Reserve was a particularly successful 
event and an extensive NAIDOC calendar was developed 
so that NOS outreach staff could maintain a presence in 
all NAIDOC events run in each local government area 
serviced by NOS. 

Outreach Staff were also rostered on for the ‘One day 
in Fremantle’ event held in January 2017. The event 
went well and the City of Fremantle stated that they 
appreciated the support and role of NOS service on the 
day. Only one issue was encountered on the day and 
NOS outreach staff assisted in mediating this.

NOS staff and management worked closely with the 
Cities of Vincent and Belmont. Staff were involved 
in the development and launch of the City of Vincent 
Reconciliation Action Plan (RAP) and participated in a 
number of events held within the city. 

Staff were also involved in a number of community events 
and forums in Belmont. Outreach staff were interviewed 
and played a significant part in providing input into the 
development of the City of Belmont Reconciliation 
Action Plan (RAP) and staff participated and spoke to 
the Belmont kinship group to promote the role of NOS 
in Belmont and create greater awareness of our service. 
NOS staff also attended a number of Noongar Seasons 
Community BBQ events run in Belmont to establish better 

relationships between Aboriginal and Non-Aboriginal 
community members. These BBQs also provided an 
opportunity for community members to have a yarn and 
reconnect with family and storytelling. The Community 
Development Coordinator and the CEO of Belmont gave 
very positive feedback to staff regarding the value and 
efforts of NOS in Belmont during the year.

NOS management also attended various community 
forums and promoted the service as part of the WA 
State Government’s commitment to resolving anti-social 
behaviour and crime including forums in the City of 
Gosnells and at the mental health forum in Midland.

NAIDOC CELEBRATIONS

NAIDOC CELEBRATIONS

STRATEGIC HIGHLIGHTS (CONTINUED)
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Service Networks

Through our participation on a range of reviews, inquiries 
and planning forums we continued to represent and 
provide a voice for our clients and we worked consistently 
with many other service organisations in order to build 
capacity and to help clients in need.

As a member of the 50 Lives 50 Homes program, NOS 
maintained close links with RUAH attending working 
groups and leadership meetings. This program is very 
positive and NOS were able to add value to the efforts 
of the program with our close connections to Aboriginal 
clients which many other agencies do not have the 
cultural competency or client acceptance to deal with. 

The strong working relationship with WA Police and the 
camera room (Perth) have reduced police demand in 
relation to social and welfare matters and allowed the 
police to concentrate resources on police matters outside 
the public spaces.

We strengthened relationships with Housing, DCPFS, 
Mission Australia, the YMCA, Passages, Tom Fisher 
House, City Homeless Response, Tranby House, the 
Salvation Army, Juvenile Justice Teams, Foyer, Corridors, 
Passages, Royal Perth Hospital, St Johns Ambulance 
service, Derbal Yerrigan Medical Service, local schools 
and local government services to improve capacity and 
to be more responsive to client needs. Through these 
relationships we also gained direct access to a small 
number of short term beds for homeless.

Every weekday NOS was present at Manna Inc meal times 
in Weld Square, in the City of Vincent. The relationship 
with Manna was very positive and NOS maintained close 
contact with the Manna volunteers and staff, assisting 
with mediation and maintaining a presence so as to 
deter anti social behaviour. This was a very successful 
partnership during the year.

NOS PRE SHIFT BRIEFING WITH VISITING COUNTRY PATROL STAFF
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Operating 
Highlights

Client Contacts

During the year the focus was on engagement with 
clients to provide better outcomes and enable a more 
case based response to client needs and hot spots.

Contact numbers overall fell in comparison with the 
previous year. This was due to a number of factors 
including the impact of the combined work of the many 
agencies involved in helping people improve their options, 
the change in services to Fremantle and the change in 
day shift client contact reporting which focusses upon 
engagement.

An analysis of clients by service area identified that 
contact numbers fell in all areas except the Northbridge 
night services.

At Crown, the Friday and Saturday night only service 
reflected a reduction in the annual contact numbers 
of approximately 350 in comparison with the average 
number of contacts over five years. This is indicative of 
the downturn being experienced in the area but also 

Total Client Contacts 
2012/13 - 2016/17

Client Contacts by Service Area
2013 - 2017

of the coordinated efforts of NOS outreach workers, 
the “Victors”, the PTA and WA Police. The WA Police 
and PTA have actively discouraged young people from 
disembarking at the train station and all services have 
been encouraging clients to return home safely before 
they require assistance or an intervention. 

Data collection for the new service of Belmont began 
in August 2016 and therefore no data is recorded for 
previous years.

KEY STATISTICS
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Contacts within the City of Fremantle 
fell significantly during the year. This 
is primarily due to the change in 
services in the area which the City 
of Fremantle, in consultation 
with NOS, requested. The City 
of Fremantle, requested that 
NOS reduce hours of service 
to the Fremantle area due 
to the fact that the demand 
for services had declined. 
However, NOS continued 
to provide services above 
the hours requested by the 
city of Fremantle on an ad hoc 
basis.

The Midland, Northern Suburbs 
and South East Corridor services 
all reported a continuing reduction 
in contacts. Services were targeted to hot 
spots and areas identified for attention during daily shift 
briefings. 

The most significant change to contacts was in 
Northbridge. Northbridge contacts relate to outreach 
teams working in the area on Friday and Saturday nights 
only. The amenity of the area, access by rail and bus 
and presence of services make this area an attractive 
destination for people who are out to enjoy themselves or 
meet with friends. Despite the increase in the number of 
contacts, the proportion of clients also finding their own 
way home and not requiring assistance also increased. 

Street Level Community Contacts

NOS mobile outreach teams maintained high visibility 
in branded uniforms and vehicles on both day and night 
services. During the year NOS adopted new contact 
reporting sheets for all day time services which identified 
local area contacts to help identify current hot spots and 
issues. Outreach workers also liaised with stakeholders 
including WA Police, local Councils, the Public Transport 
Authority and security officers to identify hot spots and 
areas of concern at the beginning of each shift. 

In addition to these daily contacts with 
stakeholders, staff attended pre-shift 

briefings with YARS partners on 
Friday and Saturday nights and 

outreach workers were active in 
building networks and keeping 
in touch with local businesses, 
community services and 
events. 

During shifts, NOS were 
regularly contacted directly 
with new information 

about issues and incidents 
that required attention, 

including from the WA Police, 
Camera Room, PTA and security 

contractors.

This enabled NOS to maintain current 
information regarding people in need so that 

we could respond quickly and appropriately. 

Members of the public, medical services, DCP and 
local businesses continued to contact the NOS office 
for assistance and to inform us about clients in need. 
NOS were often the first point of call for community 
individuals who would rather not call authorities when 
they encountered an Aboriginal person who appeared to 
be in need. Responses to these calls always adhered to 
outreach policy and procedure. Where possible, outreach 
support was provided to the person identified as in need 
immediately.

Community contacts during 2016/17 were significantly 
higher than in previous years. Over 3800 contacts were 
made during shifts compared to just below 2200 contacts 
in the previous year.

The proportion of contacts attributed to all contact 
groups increased significantly. The level of these contacts 
illustrates the excellent working relationships that have 
been developed with other services, particularly those 
operating at night, when NOS is the only Aboriginal 
service on the streets.

Community Contacts 
2014 - 2017
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Client Circumstances

The number of contacts was just over 20,000 for the year. Of these contacts almost  
40% were recorded as having a condition which put them at risk. This is similar to the 
previous year but is significantly lower than in earlier years (64% 2013, 60% 2014  
and 50% in 2015). 

The agencies worked together to change the meal time to 
much earlier in the day, preventing people from waiting 
in the park all day until 6 pm when they ate, and by which 
time they were highly intoxicated. 

The meal service was moved to early afternoon so that 
people were less likely to loiter in the park, drinking, for 
the afternoon. WA Police were present to assist with any 
difficulties during the transition to the new time. NOS 
and Manna Inc. worked together to determine the best 
time to provide the service and manage clients. NOS was 
present at all meal times and able to address antisocial or 
difficult behavior as needed. However, the people who 
came for meals generally ate and moved on, no longer 
staying in the park drinking. 

This reduction in alcohol affected people is reflected in the 
statistics for the area where alcohol affected persons have 
been reduced to almost 40% of the previous year’s figures.

Primary Circumstances of Clients
2013 - 2017

A significant reduction in the number of clients who are 
affected by alcohol has been observed over the past five 
years. Total figures of alcohol affected are now half of 
what they were in 2012/13. 

This is a very pleasing result and can be attributed to 
a number of reasons. It demonstrates the impact that 
service providers can achieve when they work together 
to identify causal factors and implement strategies to 
address these factors. 

It is amazing how services have worked together to 
realign services so as to reduce the impact of alcohol on 
the community. 

An example of this is in the City of Vincent where the 
WA Police, NOS and Manna Inc. worked together to 
realign services and reduced the number of alcohol 
affected and anti-social people waiting for a meal at 
Weld Square each day. 

KEY STATISTICS (CONTINUED)
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Unfortunately the use of drugs remains at a constant 
level and has increased over the 2016/17 year. These 
figures include the 117 contacts identified as using 
volatile substances. 

Homelessness, which had reached a peak in 2013, fell 
over the previous four years but in 2016/17 rose slightly. 
The homeless numbers now comprise a proportion 
of long term homeless who are facing serious issues, 
including health and mental health problems, after being 
unable to gain or sustain housing for some time. They 
also include a number of people who are stranded in 
Perth and estranged from family.

It was a more outcome oriented year in terms of dealing 
with violence and verbal abuse. The NOS staff were 
trained in de-escalation techniques and worked closely 
with other services to provide back up for each other in 
case of need. 

NOS staff also dealt with a number of violence related 
incidents and were confident in responding to verbal 
abuse situations that arose, providing mediation between 
clients and family members. Part of the reason for the 
increase in incidents during the year was the higher level 
of engagement with clients who were in crisis situations. 
Engagement with the client and family members led to a 
higher number of referrals and interventions on behalf of 
clients in need. However, there was still a high incidence 
of adults who were ineligible for transport and became 
verbally abusive when directed to other transport options.

During the year it was also evident that staff were feeling 
more comfortable in taking clients to medical services and 
getting access to medical resources for clients in need.   

Other Client Circumstances 
Drug Use and Homelessness

2013 - 2017
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NOS provided a number of outreach programs tailored to 
meeting the needs of young people at night and during 
the day. 

The complexity of issues faced by our young people 
can be overwhelming for them and require flexibility 
and commitment from support services and NOS is 
particularly concerned to bring cultural capacity to 
services assisting the client. 

NOS made young people the priority for all night time 
shifts and provided in home visits and ongoing support to 
case managed clients during day time shifts. 

The young people of Perth do not behave differently 
in different suburbs. Almost 70% of young people 
contacted by NOS, visited Northbridge at some time 
or another. Those who frequented the areas serviced 
during night shifts and required assistance on more than 
three occasions were referred to our Youth Engagement 
Support Program (YES). 

Contacts by Age and Service Time
2016 - 2017

Contacts by Age
2013 - 2017

NOS used three key strategies to reach youth during the 
year. 

Firstly, as a visible deterrent to anti-social behaviour on 
the street NOS outreach workers engaged with young 
people on over 4000 occasions and on 1166 of these 
times young people were assessed as at risk and provided 
with assistance, either directly or by referral. 

In addition, NOS outreach workers visited schools and 
youth clubs to explain the dangers of being on the 
streets at night, the dangers of antisocial behaviour and 
the support that NOS can provide. The demand for this 
type of contact with classrooms was high, particularly in 
areas where Aboriginal liaison staff are located and at 
those schools working with Aboriginal children having 
difficulties. 

Finally, at a case management level, NOS provided 
intensive in-home outreach support to clients and client 
families to identify and address client issues, make 
appropriate referrals and help the client to build capacity 
and self confidence.

Working 
with Youth
Youth at risk are a key focus of our services and represent between 20% and 25% of  
contacts every year. In 2016/17 young people, between 0 and 18 years of age, 
represented 20% of all client contacts. 
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Primary and Secondary Schools Principals 
“Definitely need to work with these kids to 
keep them at school. We are so grateful for  
the support by the YES Team to help us to  
re-engage and maintain school attendance”

Participation Team - Department of Education
“Happy to work together with this team to get 
kids back into school or some training”

FEEDBACK
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WORKING WITH YOUTH (CONTINUED)

Strategic Forums and Alliances

Since its’ formative days, Nyoongar Outreach Services 
have been an active participant in many strategic forums 
working to provide youth services and support. During the 
2016/17 year NOS remained a member of the South West 
Metropolitan Partnership Vulnerable and At-Risk Youth 
forum, FMHSS Steering Committee (Youth with Mental 
Health), SWMPF working group and the Youth at Risk 
Steering Committee, as well as participating in the YARS 
review and the DCPFS youth program development forums. 

Relationships with a number of other services to young 
people were strengthened with a more active co-
management of clients and formal referral processes. 
These proved to be highly successful, improving our 
capacity to respond quickly to client needs and better 
coordinate services to clients.

The Education Department, many local schools and 
alternative education services have become strong 
working partners as NOS has become recognised as 
providing case management services and coordinated 
support. During the year, NOS have had success in 
returning young people to school but maintaining the 
engagement was often extremely difficult due to a range 
of circumstances on the part of both the service provider 
and client. NOS therefore worked with the client in 
relation to causal issues that were identified. 

NOS have worked with youth resources at the Champion 
Centre, The Base, YMCA, PCYC, Whadyuk Northside, 
and other services to identify appropriately located 
diversionary interests and refer clients or provide 
information to clients. 

NOS have working relationships in place with Mission 
Australia, WA Police and Department for Child Protection 
and Family Support to facilitate working cooperatively with 
them to support families and young people and advocate 
on behalf of our clients. Long term working arrangements 
with Centrelink, Crisis Care and accommodation services 
were also continued during the year.

The relationship with the Department of Corrective 
Services’ Juvenile Justice Teams worked very well as 
the Youth Engagement Support (YES) team worked 
collaboratively with them in relation to clients. YES also 
completed a number visits to court with clients and to 
the juvenile detention centre. 

YES also attended a number of joint agency meetings 
regarding specific clients and have been able to make 
contact and engage with clients who would not engage 
with other agencies. Because of our day and night 
involvement with the client and their family, our support 
for our clients was delivered on a continuum, from home 
to school/education or training to recreational and night 
time activities. 

Youth Programs

After 9pm all of our services prioritised young people 
at risk and we worked closely with WA Police and the 
Department for Child Protection to ensure that young 
people apprehended under section 41 of the Child 
Protection Act 2004 were safely transported to safer 
places. 

We also provided the community safety service funded by 
Crown Perth on Friday and Saturday nights. Staff worked 
closely with Crown Security and precinct businesses to 
address the issues of young people in the area and to 
mediate and assist people affected by drugs or alcohol 
or evicted from Crown premises on Friday and Saturday 
nights. 

In the Crown precinct, numbers of young people remained 
comparable to previous years. In the Northbridge 
precinct, numbers of young people grew and support 
provided to clients who engaged was generally higher 
than in the past. 

The number of young people frequenting the South East 
Corridor fell. In the South East, considerable effort has 
been invested over the past three years, by WA Police, 
PTA, Education and Youth services which targeted 
specific groups and this is now reflected in the level of 
contacts reported. However, the reduction in numbers 
in some areas is partly due to young people frequnting 
Northbridge and Perth City. 

WORKING WITH YOUTH (CONTINUED)
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Youth Engagement Support Project

This was the second year of the Youth Engagement 
Support (YES) program targeting high risk young people 
aged between 13 and 18, providing direct support and 
intensive client management to help them to maintain 
engagement with other service providers and with the 
education system. 

The program aimed to improve client engagement 
with other service providers, improve client capacity to 
manage their own decisions and lives and to be available 
to support clients when they need help.

These are significant skills to impart to young people and 
we worked with families and service providers to support 
the clients and their families. The success of the program 
relied heavily on building trust with the client and their 
family and good relations with stakeholders and other 
services working with the client. 

The clients with whom YES worked received very 
intensive support. These clients and their families were 
sometimes very difficult to engage, however, in this 
second year of the service we found that they were less 
concerned about the service and less suspicious when 
engaging. 

This program was funded by the Department of the 
Prime Minister and Cabinet through the Indigenous 
Advancement Strategy in 2015. Funding has been 
extended for a further two years, into 2019. 

This program was also externally evaluated during the 
year and a number of recommendations made to further 
develop the program in the future. 

As always, Youth engagement officers were dressed in 
Nyoongar Outreach Services uniform, arrived in clearly 
marked vehicles and worked to ensure that the client 
and their family were aware of our role: that YES workers 
advocate on their behalf for the benefit of the young 
person. 

Under this project our Youth engagement officers engaged 
and motivated young people, securing identification, 
income, education and support services for them as well 
as crisis support and personal items.  In relation to these 
high risk young people, we advocated for the young 
person and worked with the other agencies that were 
able to contribute to the welfare of the young person. 

We worked with schools and other services to seek out 
the best options for the young person and their family. 
The issues of poor academic achievement and language, 
literacy and numeracy levels of the moderate to high 
need clients, made re-engagement into the mainstream 
school environment extremely difficult. This meant that 
in some cases the young person was not able to find 
suitable secondary school options but was able to be 
redirected to specialist schooling programs or training.

The YES workers received 56 new referrals during the 
year and worked with 43 clients and their families. 

A total 249 successful engagements, 61 diversionary 
transports to a safe place and 89 referrals were made to other 
services. Unsuccessful home visits fell from 81 to 64 and 
all but 25 of the referrals to other services were successful. 

WA Police Bike Patrol Unit 
“We are seeing the same kids coming 
into the City all the time. The problem 
is when they are here till late in the 
night and missing the last train home. 
The YES team have a great way of 
speaking to them and it’s a big help 
when they manage to move them on 
or make efforts to get them on the last 
train home. Otherwise, the NOS crew 
drive them. It helps us out”

FEEDBACK
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As a result of better preparation of clients for appointments, 
reminder calls and inclusion of identified client supporters 
within the family or friends the proportion of successful 
engagements increased significantly. Preparation and 
reminders for appointments were not included in the 
engagement statistic for this year.

YES connections with family, coordination of other 
services, provision of in-home outreach support and 
additional support through the roaming outreach 
services facilitated a significant improvement in the level 
of successful client engagements with referred services. 
Fewer people were not at home when joint outreach 
visits were made and fewer avoided case management 
and joint agency appointments. 

In addition, the dependence upon YES to transport 
clients fell significantly from the previous year because of 
the renewed understanding of clients and the community 
that YES is not a street based transport service but in-
home client based support. Clients also improved their 
capacity to get home, or to appointments, safely and 
many stayed out of high risk areas at night after 
commencing case management.

A large number of practical services 
were provided to the clients 
directly. These included home 
visits to clients, visits with 
schools, linkages to Centrelink 
services, provision of 
information about transport, 
distribution of personal 
care packs, arranging family 
members to provide support 
and transport, introductions 
to youth centres, accompanying 
the client to meetings, court and 
medical appointments, support 
to get identification documents and 
support to identify goals and barriers. 

YES attended 66 interagency case management meetings 
regarding clients who had multiple agencies working 
with them. Agencies including the Department for Child 
Protection, WA Police, Juvenile Justice Team, Housing 
services and/or Family and Domestic Violence services. 

Attaining outcomes with these clients has been 
challenging as they face multiple and complex issues 
which take time, resources and persistence to address. 
However, the support services staff were highly 
committed and persistent and outcomes were achieved 
for many clients. 

YES also became involved in “the Turning Point” program, 

visiting schools to promote the YES program but also to 
educate young people about the dangers of being out at 
night, the dangers of alcohol and drugs, predators and 
petty crime. 

Schools welcomed YES to visit young people, engage 
with groups or individuals. The schools were glad to have 
support within the community, working to keep young 
people at school. As a result, YES were able to connect 
and work with schools to find the best programs and 
facilities for young people who had minimal attendance 
over time and who had difficulty getting back to school.

YES staff maintained and grew their connections with 
services in local areas including youth services at the 
Base (Belmont), local schools and community centres, 
Parkerville, YouthLink Mental Health Services, Wadjuk 
Cultural Program, Champion Centre Armadale, City of 
Belmont Aboriginal Liaison Officer, Derbarl Yerrigan 
Health Service Inc, Yorgum Counselling Service, 
Wirrapunda Foundation; Stepping Stones-PCYC, 
Corridors, Passages Alternative Education Services and 

Clontarf College. 

The review of the program included a list 
of many of the organisations with whom 

YES work, however, this network is 
always expanding and changing to 
meet the needs of the clients at 
the time. 

The program review provided 
valuable insight into the 
effectiveness of NOS strategies 
in dealing with the challenges 

experienced while setting up the 
program and achieving the desired 

outcomes and explained the benefits 
of the program simply:

“Successes from this program occurred at two 
levels: the direct client achievements (such as school 

attendance, reduced street presence, dismissal of criminal 
charges and improved decision making); and client families 
increasingly being aware of the needs of the young person 
and taking responsibility for engagement and the support 
of the young person.” Independent review of YES.

WORKING WITH YOUTH (CONTINUED)WORKING WITH YOUTH (CONTINUED)
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Client A was facing multiple serious complex issues 
which had developed over many years. She had 
struggled with homelessness, violence, assault, 
grief, inconsistent education, drugs, alcohol, health 
issues and poverty. She had also tried to engage 
and improve her circumstances through YES case 
management and had made some important gains 
including getting accommodation, her license, 
Centrelink benefits and assistance to find an 
appropriate education path. 

However, family relationships and other external 
factors prevented her from achieving more and 
finally placed her back into a very difficult and 
depressing situation. 

Client A briefly disengaged. After finding Client A 
and re-engaging, YES were able to assist her into 
independent accommodation, accompany her to 
medical and other appointments to ensure that 
she received appropriate care, and refer her to 
counselling services. 

YES provided ongoing support, care packs, 
essential items and prenatal support to the client. 
YES also accessed the other agencies working 
with, or able to support, Client A to bring together 
wrap around services to ensure that Client A, who 
had become pregnant, was able to keep her baby 
and support herself and her child, independent of 
her family and other negative influences. 

YES accessed GIVIT to provide furniture, clothing 
and other items for the baby and provided Client 
A with a large gift package full of essentials for 
caring for herself and the baby as well as ongoing 
advice and informal counselling. 

YES have ongoing contact with Client A and the 
other organisations assisting her. YES have been 
working closely with these organisations to ensure 
that Client A continues to engage and that options 
for her care are developed and implemented 
collaboratively. All of the organisations working 
with Client A have embraced this model and 
worked well together in consistently difficult 
situations. 

Client A is still engaging with support services, 
is healthy and is caring for her baby in safe and 
secure accommodation. 
Although the case 
is still open, 
Client A 
has built 
her own 
capacity 
and her 
baby is 
not in 
the care 
of the 
State. 

CASE STUDY
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FEEDBACK

Mission Australia
“YES team have been very flexible when issues have 
arisen, working fast to ensure processes are in place, 
so those issues do not happen again. It is extremely 
important that the staff are Aboriginal. We will continue 
to work closely with the YES team into the future”

Department Child Protection Case Managers
“This is an extremely valuable service, when it comes to 
working with young people with complex needs. some 
of the client outcomes that I am aware of, as a result of 
YES involvement includes: Reintegration into education 
services, Decreased street presence and Reduction in 
"at risk" behaviours (drinking, drug use, fighting, criminal 
activity), Referral to other specialist services, Immediate 
response to safety concerns/implementation of protective 
behaviours as well as providing Advocacy services and/or 
moral support. Great service, you guys are awesome.

WORKING WITH YOUTH (CONTINUED)WORKING WITH YOUTH (CONTINUED)

NOS STAFF AND YOUNG PEOPLE AT ASHFIELD NAIDOC CELEBRATIONS
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Mobile Youth Outreach and Youth at Risk Strategy

NOS mobile outreach were on the streets when young 
people were most vulnerable and at risk and all services 
after 9 pm prioritised young people. Our night services 
operated from 8pm to 4am Friday and Saturday. These 
services operated in the South Eastern Corridor, 
Northbridge and at Crown. In the Crown precinct, these 
services were primarily foot patrol and staff had access 
to a vehicle for the safe transport of young people. In 
that area the outreach teams worked with the security 
and PTA officers to maintain safety of clients and the 
community members and divert young people home. 

In the South East Corridor NOS monitored hot spots 
along the railway line, where high numbers of young 
people were known to frequent. Working with PTA and 
WA Police as well as the Crisis Care Unit and parents, 
NOS were able to assist young people to safety.

In Northbridge, the outreach service assisted a 
large number of young people on the streets and 
unaccompanied at night. The primary activity of this 
outreach service was in mediation, provision of informal 
advice and basic needs such as identification, transport 
and the opportunity talk to someone they can trust. In 
following up high risk young people engaged, NOS day 
shifts made referrals and provided information relating to 

employment, education, Centrelink benefits and health 
services. 

NOS also participated as a partner to the Youth At Risk 
Strategy (YARS) and during 2016 /17 provided transport 
for 55 clients processed through the YARS facility. NOS 
also undertook a three month project within the YARS 
facility as we allocated two employees to assist with 
managing client behaviour and to reduce the number 
of clients trying to abscond prior to or during transport. 
These three months also allowed both organisations an 
opportunity to build capacity and better understand each 
other’s practices.

NOS night operations have reduced the number of 
people encountering the criminal justice systems for 
several reasons including the stronger communications 
with police operations, regular information exchange 
with stakeholders, ongoing liaison with Crisis Care for a 
quick response to identify safer places and good working 
relationships with street chaplain, sobering centre and 
Rest Stop emergency accommodation. NOS were often 
able to step into the situation before the police were 
involved, take referrals from to assist WA Police in Perth 
and provide diversionary transport. 

NOS AND PTA WITH YOUNG COMMUNITY MEMBERS
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Working 
with the 
Homeless
Homelessness was often the key reason 
why people were street/park present in the 
metropolitan area. Homeless people often 
face multiple and complex issues including 
family breakdown, poverty, violence, 
serious health problems and alcohol or 
drug abuse. 

NOS came into contact with Aboriginal people who 
were homeless, sleeping rough or ‘couch surfing’ on 685 
occasions. This is a significantly higher figure than the 
398 reported in the previous year. 

The locations of homeless people were identified 
primarily as in the City of Vincent, Northbridge and 
Midland precincts. 

NOS took a proactive approach to assisting the homeless 
and at a strategic level maintained active membership of 
the 50 Lives 50 Homes Project Steering Committee, Parks 
People Working Group, Perth Road Home Reference 
Group, Rough Sleepers Working Group and the Steering 
Committees of the Homeless Collaboration Project. 

The Outreach teams maintained ongoing contact with 
homeless persons and worked with accommodation 
agencies, advocating on behalf of clients, providing a 
contact point for agencies and keeping in contact with 
clients as they moved between locations and as their 
circumstances changed. 

We continued to build strong relationships with 
stakeholders and with service agencies/departments and 
to focus on engaging with community members in all 
precincts. 

The NOS office in East Perth hosted 94 contacts with 
homeless people either checking in on the progress of 
their accommodation applications or accessing resources 
such as care packs, blankets, advocacy during telephone 
appointments, identification and referral letters, a mailing 
address, or a cup of coffee and informal counselling. 

NOS’ proactive and positive role in the Aboriginal 
community also meant that a number of agencies sought 
out our support to assist them in the delivery of their 
services to shared Aboriginal clients. 

Distribution of Homeless Persons by Service Area 2015 - 2017
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Due to our advocacy role and street based engagement 
with homeless, Nyoongar Outreach Services also assisted 
the Australian Bureau of Statistics in collecting homeless 
data for the 2016 Census Homeless Strategy in August 
2016. 

Within the wider community, NOS maintained visibility, 
responding to enquiries and participating in a number of 
organised events including NAIDOC week, International 
Women’s Day and Homeless Week. 

There was a small core group of long term homeless and 
people who were in and out of homelessness that NOS 
assisted with advocacy and case management and a 
wider homeless group which were primarily assisted with 
crisis accommodation and medical support. 

NOS worked with key providers to support the homeless 
both in the short term and, when they were able to 
be housed, to refer them to ongoing support services 
able to assist them in maintaining their longer term 
accommodation. 

During 2016/17 there were 235 referrals to housing 
services and 106 referrals to hostels/refuges. Many 
of the Ambulance and medical referrals were also for 
homeless people. 

Of those people who were homeless, three were able 
to be returned to Country with the assistance of funds 
raised by the Royal Perth Hospital Social Workers Social 
Club. This fund was added to by a local community 
group, the Ordinary Athlete/ Runners Highgate, led by 
local Physiotherapist Tim Karajas. 

NOS worked closely with the Midland Health 
Service to assist one of those clients and we 
were delighted to receive a certificate of 
recognition for our efforts.  

One YES client and three other 
homeless people were found long 
term housing during the year and 20 
clients were assisted with applications 
to Housing WA. One client was also 
assisted in appealing housing debts being 
applied to his account and two clients 
were assisted with accommodation through 
the Public Advocate. 

NOS continued to liaise with the hospitals and medical 
services in order to assist in locating and returning 

seriously ill patients to continue their medical care. We 
also responded to family calls for assistance to locate 
homeless family and to WA Police and DCP searching 
for people reported, or suspected of being, missing. Our 
street based contacts enabled many other services to 
maintain ongoing contact with their client. 

The burden of supporting the homeless often falls back 
onto family. Many families were not in a position to 
maintain support of homeless relatives, some ultimately 
becoming homeless themselves as a result. NOS worked 
to assist with finding crisis accommodation and providing 
emergency need referrals as well as provide ongoing case 
management to access and maintain long term housing. 

RUAH, Foyer, St Pats, Sisters of St Joseph (Sister’s House 
Fremantle), Corridors and Passages are core supporters 
of homeless people with whom we work. We also 
maintained good working relationships with various 
departments of Human Services including Centrelink, 
Derbal Yerrigan, Royal Perth Hospital, Housing WA and 
a number of refuges and transitional accommodation 
organisations who supported our clients. 

Over the last 6 months of the year NOS developed closer 
ties with the Salvation Army, City Homeless Response 
and Tom Fisher House, with whom NOS set up specific 
referral terms that have been able to better assist 
homeless Aboriginal people. 

We worked closely with the Street Doctor, Street 
Chaplain, St Vinnies, Tranby House, Manna Industries 
and others who provide essential needs directly to 
street based clients. This year, we also strengthened our 
capacity to provide direct assistance to homeless clients 

by continuing our relationship with Essentials for 
Women and joining GIVIT, through which we 

received much needed blanket donations 
for people sleeping rough. We also 
received donations from Brothers and 
Sisters Perth. 

The benefits of these co-operative 
working relationships have been 
noticed in many practical ways and can 

only improve outcomes for clients and 
services alike. We have seen a reduction in 

duplication in services, improved allocation 
of resources and better clarity around the real 

capacity of services over the past year and have been 
able to help clients more efficiently as a result. 
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Alcohol and 
Substance 
Misuse
Although clients face a range of complex 
issues, many count substance misuse as a 
primary concern due to the impact that it 
has on the client’s health, mental health, 
hygiene and vulnerability to violence and 
crime. It is one of the underlying causes 
of homelessness in Australia and a major 
contributor to domestic violence and 
antisocial behavior.

Once again, the incidence of alcohol affected people was 
the most significant condition among clients. 

However, the incidence of alcohol affected contacts fell 
for the fifth consecutive year to a level almost half of that 
in 2012/13.  

The number of transports to the sobering centre 
remained similar to previous years, with the exception 
of 2015/16 when a higher proportion of clients were 
unable to access the sobering shelter or did not want to 
attend. 

A total 70 transports to the Sobering Centre were made 
although 2 transports were unable to be accommodated. 
A further 2 transports were referred but not transported 
to the Sobering Shelter. Most people were transported 
home or to friends/family. 

Although there are known to be a number of volatile 
substance users in the metropolitan area there was very 
little knowledge or understanding of the characteristics 
of this group. 

Although NOS had 117 contacts with volatile substance 
users in 2016-17 the actual number of users was not 
known. 

Volatile substance users were generally unwilling to 
engage with services, however, as advocated for our 
client groups, NOS were keen to demonstrate the actual 
need for detoxification and support services to people 
using volatile substances.

NOS were fortunate in being able to re-negotiate 
funding from the Mental Health Commission to enable 

Primary Transport Destinations
2015 - 2017

Primary Condition of Clients
Alcohol

2013 - 2017
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Volatile substance users by Area 

Recorded Incidents 
2015 - 2017

street based outreach services to record the details of 
volatile substance users within our operating precincts 
to inform the work of the State Volatile Substance Use 
Coordination Group. Until this work commenced, the 
Group had no quantifiable evidence of inhalant user 
numbers in Perth. 

Information provided for the last quarter of the year 
identified Northbridge as having the highest number 
of affected people. These numbers represent actual 
individuals identified during the reporting year. No 
individual was recounted on a new month. 
It is hoped that this and future work will inform the 
funding and building of new rehabilitation resources for 
this high needs group. 

A number of other drugs were also readily available on 
the street. The most difficult aspect of assisting drug 
users can be the unpredictability of the client when 
intoxicated by the drug. 

Staff were trained in recognising the approachability of 
drug affected and mental health clients and the best way 
to make that approach. 

Strategies for dealing with clients who are aggressive, 
intoxicated or abusive were developed with staff. The 
number of affected people increased by more than 200 
on the previous two years. 
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We are proud to be an 
organisation where cultural 
capability remains an integral 
part of the service. Cultural 
appropriateness is considered in 
all of our policies and procedures 
and staff training. More than 
82% of our staff are Aboriginal 
people, from different traditional 
groups, providing a genuinely 
culturally competent service.
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It has been another busy year responding to the 
implementation of the roaming service delivery model 
and working with new service arrangements which have 
meant more flexible and wide-reaching service delivery to 
Aboriginal people in the metropolitan area.

This year one of our inaugural outreach staff members, Doug 
Spratt, retired and seven other staff found employment in 
other organisations. Despite these departures, NOS had 
a higher capacity to engage and support clients this year 
due to the stability and experience of the staff.

Staff turnover was comparatively low due to a number 
of factors including the downturn in the mining sector 
and the level of unemployment and underemployment 
in WA. NOS received a high number of applications for 
employment and many of the applicants were well suited 
to outreach work. However, only five additional staff were 
required during the year and three of these were previously 
employed at NOS.

The level of client engagement by staff was excellent 
during the year and supported by an ongoing training and 
information sharing program which focused on providing 
necessary skills to address and support homeless, youth, 
people under the influence of alcohol and people with 
illness.

Training included Working with Victims of Sexual Assault, 
AIDS Awareness Training, Equal Opportunity Awareness, 
Case Management Skills, Senior First Aid, De-escalation 
Techniques, Professional Conduct and Supervisory Skills.

All staff adhere to strict statutory and contractual 
obligations. All outreach staff have Senior First Aid 
certification, Working with Children (Criminal Record 
Checking) Cards and police clearances and all drivers of 
clients have F Extension Endorsement on their driving 
licenses.

NOS staff also undertook ABS training and were enlisted 
as CENSUS officers for a few days in August 2016 while 
they collected short form data from homeless people in 
metropolitan Perth. This was a highly successful project 
which resulted in excellent engagement with both 
the ABS and with the homeless in Perth. Appreciation 
certificates were presented to all staff who participated, 
in recognition of their valuable assistance and support of 
CENSUS.

Our staff have also worked hard to foster positive 
relationships with local businesses and services and have 
been successful in leveraging these links for the benefit 
of clients.

During the year some staff took on roles in community 
forums including the Mental Health Commission’s 
Strong Spirit Strong Mind Network Group and attended 

community events such as Homeless Connect, NAIDOC 
and Youth Week. 

The clients that our outreach workers deal with are usually 
high needs and experiencing a range of complex issues. 
Highly aware of the issues faced by communities, our staff 
provide a valuable connection between clients, family and 
services and have valuable input to make to these forums.

Our outreach workers hosted a visit from staff four rural 
community patrol services in Wyndham, Roebourne and 
Broome as they took up the opportunity to go on outreach 
with NOS night shifts on October 16th. The feedback 
from these patrols was that they were very impressed with 
staff and facilities along with outreach processes and the 
professionality of staff.

Night outreach also hosted two research guests during the 
year, Pat Sharkey Associate Professor of Sociology, New 
York University and Ngaire Pigram Researcher Officer, 
National Drug Research Institute, Curtin University. Pat’s 
work was in conducting research into how other cities 
deal with anti-social behaviour and Ngaire was conducting 
research into 10-18 year-old young women fighting, 
drinking and offending in the city. Both were very positive 
about NOS role and outreach staff.
 

Pat said “… I also thoroughly 
enjoyed seeing the patrol in 
action… the first interaction 
we saw on Friday night - where 
Rachel and Annie tried their best 
to calm down a man who awoke 
angrily after being passed out on 
the street - convinced me of the 
tremendous value of what you’re 
doing. It was remarkable to watch 
in person”.
 
NOS also finalised our Strategic Plan, which involved 
consultation with staff at all levels and the Executive 
Board. The Strategic Plan, published in late 2016, has a 
strong focus on staff capacity building and support.

NOS also commissioned an external review of the 
Youth Engagement Support program which provided 
good insight into the difficulties faced, and special 
skills required, to successfully establish a new service 
to Aboriginal people within an Aboriginal controlled 
organisation, to the level of commitment that NOS has 
demonstrated.

Summary
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ACHIEVEMENTS 
AGAINST  
THE STRATEGIC 
PLAN 2016-21 
OBJECTIVES
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Achievements
• Preferred provider to DAA, DCPFS and Mental 

Health Commission

• Extended funding with Prime Minister and Cabinet 
for two more years.

• Continued services to Crown Perth, Cities of Vincent 
and Belmont

• Achieved increased operating hours for Gosnells 
precinct to provide a Monday to Friday service from 
July 2017

• Successful implementation of a service in Bayswater

• Reallocated resources to meet City of Fremantle 
requirements

• Continued to build relationships with DCPFS case 
managers, DCS Juvenile Justice Team members, 
primary and high schools and youth services 
to improve contact and support/education 
opportunities with young people.

• Built stronger relationships with a wide range of 
organisations with capacity to support homeless 
people including The Salvation Army’s City Homeless 
Response, Tom Fisher House, RUAH, Manna Inc., 
Royal Perth, Sir Charles Gardiner and Princess 
Margaret Hospitals, Derbal Yerrigan, WA Police and 
Metropolitan Health Services.

• Continued to hold and attend stakeholder meetings 
and strategic forums to represent our clients and 
ensure that their needs were recognized by the 
forum members and to develop responsive policy 
and strategies.

OBJECTIVE 1 
Provide outreach services through 
partnering with government and  
non-government agencies and the 
private sector to increase safety  
and harmony for all members of  
the Community.

Achievements
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Achievements
• Made over 800 referrals to other services

• Case managed 125 clients

• Made 963 safe transports for adults while on mobile 
outreach

• Made a combined 236 youth transports while on 
mobile outreach and in-home client management

• Made 70 client transports to the Sobering Centre  

• Dealt with 325 incidents on the streets including 
mediations

• Worked with Mission Australia, Passages, DCPFS, 
Crisis Care, Centrelink, Drug and Alcohol Youth 
Services, hostels, refuges, the Education Department, 
Juvenile Justice Teams, YMCA and other youth 
services to support young people at risk. 

• Continued to strengthen partnership with Mission 
Australia, DCP, Save the Children and the PTA.

• Provided staff with specialised training in  
De-escalation techniques, senior first aid and blood 
borne viruses. 

• Most importantly, this year NOS had a greater 
capacity to assist clients as staff turnover fell 
considerably and a high number of well trained and 
experienced staff remained on the job.

OBJECTIVE 2 
Refer clients to relevant 
agencies and/or implement 
diversionary or safety  
measures such as;

a. Providing an information and 
referral service

b. Transporting people to safer places

c. Working in partnership to provide 
targeted services to at-risk youth

d. Minimising and defusing situations 
that may cause disharmony in 
public places

CITY OF BELMONT AND NOS STAFF ENJOY NAIDOC EVENT
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Achievements
• Maintained high visibility and profile, participating in 

a number of strategic planning and review processes 
including: 

• YARS review

• Family and Childrens Services program in-home 
and out of home care design forums

• State Volatile Substance Use Coordination 
Group Meeting

• Membership of WANADA 

• Aboriginal Community Patrols Review

• Attended a range of regular meetings with 
stakeholders, pre-shift briefings and stakeholder 
events

• Continued to advocate strongly for clients and for 
joined up services.

• Continued to support other services in locating 
and engaging with clients and inbuilding cultural 
competency

• Assisted and supported the Chief Medical Officer 
and the Office of the Public Advocate in advocating 
for our clients and client groups.

• The service attended various community forums 
and promoted the service as part of the WA State 
Government’s commitment to resolving anti social 
behaviour and crime, such as in the City of Gosnells 
and mental heath forum in Midland.

• Continued to build great working relationships 
with a wide range of community services and 
local businesses to ensure quick and appropriate 
responses.

• Maintained close working relationships with street 
based service providers including Manna Inc., WA 
Police and Street Chaplain.

OBJECTIVE 3
Promoting partnership and 
cooperation with other 
organisations to build capacity 
and ensure appropriate, effective 
responses in service provision.
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Achievements
• The development of good relationships with 

government over many years continued and 
was evident on many occasions during the State 
Elections as members made reference to the work of 
Nyoongar Outreach, regardless of party affiliations 
of the speaker. 

• We were also invited to numerous forums in order 
to provide input at a strategic level including the 
development of service models for young people, 
through the DCPFS.

• Registered with the Aboriginal Business Register.

• Youth Engagement Service (YES) visits at schools to 
build rapport with children and make key contacts 
with principals and school Aboriginal Engagement 
Officers;

• We were able to provide the ABS with support to 
complete the Homeless Census in August and were 
invited to participate in a number of reviews at State 
and Commonwealth levels.

• Collaboration with a number of charities donating 
items and those able to provide accommodation for 
homeless increased again during the year and NOS 
gained capacity to provide emergency assistance to 
client.

• NOS again hosted a number of visiting researchers 
and industry workers during the year. This is a 
role that NOS considers important, extending our 
support to workers and researchers in the sector 
and in other areas.

• NOS staff were interviewed and played a significant 
part in providing input into the development of the 
City of Vincent and City of Belmont Reconciliation 
Action Plans (RAP) and this culminated in attending 
also the launch of the RAPs.

OBJECTIVE 4
Maintaining the strong 
reputation of Nyoongar 
Outreach Services and 
enhancing respect for the 
Aboriginal community through;

a. the professional conduct of  
the organisation 

b. developing relationships with 
government and non-government 
agencies and the private sector

c. fostering collaboration between 
Aboriginal people, agencies and 
the wider community
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Achievements
• NOS have very strong governance and during the 

year made resolutions to put nomination and election 
criteria into place for the Executive Committee which 
will support the continued adherence to these good 
principles of governance.

• Elections were also held in September 2016 and a 
new Chairperson and deputy Chairperson elected.

• All financial and statutory registrations were updated 
to reflect the new corporate contact details and 
Executive Committee.

• All reporting to service funders was submitted on 
time.

• All financial transactions were audited and an 
unqualified audit of accounts issued.

• All staff clearances were in place and planned training 
achieved. 

• All staff conducted fire and safety drills, OSH training 
and First Aid kit reviews.

• Environmental strategies put into place included 
solar power, LED lighting and a commercial grade 
shredder.

• Installed additional air-conditioning in the computer 
server room to reduce risk of damage to the computer 
and IT systems in summer. 

• Health and safety initiatives included upgrade of all 
security and emergency lighting to LED, replacement 
of exit and emergency signage, upgrade of fire 
equipment and upgrade of CCTV equipment to 
digital format.

• Emergency equipment maintenance and risk 
management plan put in place with external 
contractor.

OBJECTIVE 5
Remain a strong viable 
organisation through;

a. Maintaining strong governance 

b. Developing and enhancing  
staff capacity

c. Securing and maintaining a 
strong financial position

d. Providing adequate systems and 
assets for operations

e. Continuous improvement of 
policies and practices
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Achievements
• Staff and managers attended a number of stakeholder 

locations including DCPFS training sessions, 
Passages, the YARS facility and local school classes 
to present information about NOS programs and 
identify how we might be able to work together to 
identify and support clients.

• An extension of funding to the YES program was 
received and will continue until mid 2019. 

• Commitment to funding for the extension of services 
in the Gosnells area to five days per week was also 
achieved during the year, service delivery to become 
effective on 1 July 2017.

OBJECTIVE 6 
Continue to develop and 
improve comprehensive 
client support models by;

a Strengthening relationships with stakeholders

b. Maintaining organisational capacity

c. Working in partnership with other agencies

d. Continuing to improve organisational  
data management

• Partnership agreements signed with PTA and  
WA Police

• Referral points agreed with Tom Fisher House 
providing direct access to beds.

• With the realignment of service areas and 
introduction of new contract for services, the need 
for high quality data collection, storage and analysis 
is being maintained by a dedicated employee, 
improved system capacity, secure servers and 
fortnightly monitoring of data reported.
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AUDITOR’S REPORT
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FINANCIAL STATEMENTS
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