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DVSM enjoyed a great deal of success in 2015-16, but I cannot forgo the opportunity to mention a few 
highlights:
1.	 The establishment in October 2015 of Sightlines, DVSM’s professional services division. Sightlines 

provide essential support to Wilcannia Safe House, ROAR and MOMO by promoting service quality and 
capacity building. Early in its life Sightlines also succeeded in securing a number of opportunities to 
provide consultancy and capacity building services to external clients.  Notably in 2015-16, Sightlines 
secured contracts to provide consultancy services to two of our Specialist Homelessness Services 
peers. Since then, Sightlines has gone from strength to strength.

2.	 DVSM was successful in winning through a competitive tender the contract to deliver the Domestic 
Violence After Hours Service (DVAHS) for Western Sydney delivering a new model to provide after-hours 
emergency response to women and children escaping domestic and family violence (DFV). This service 
is delivered by the ROAR team.

3.	 We invested in capacity building, staff development, compliance and other measures across all 
our client facing services to ensure that DVSM moved forward as a robust, sustainable organisation 
with strong foundations in all client facing services as well as the capacity to pursue growth and 
opportunities.

4.	 Through a partnership with the ABC and Infilms, our amazing ROAR staff and clients featured in the 
highly praised documentary ‘Hitting Home’. The DVSM team celebrated their courage and their important 
contribution to the national discussion on DFV with a well-attended event that included a presentation 
by Sarah Ferguson and screening of highlights from ‘Hitting Home’.

5.	 DVSM was recognised for our support of diversity across our workforce with a small employer award by 
Pride in Diversity.

This is only a small selection of the impressive achievements of the DVSM team during 2015-16.  There 
are many more and I encourage you to read this Annual Report so as to get the full picture of the team’s 
achievements.

On behalf of all Board members, I extend sincere thanks to our corporate office team and our amazing front 
line staff who, day in and day out, are dedicated to supporting our clients to be safe and make changes to 
their lives when they are ready to do so. 

From a personal perspective, I want to acknowledge the efforts and dedication of DVSM’s 
dedicated Board members, including Treasurer Vicki Hartley and Directors Suzanne Evans 
and Moo Baulch.  It has been a pleasure working with these inspiring and dedicated women 
who devote many unpaid hours of their time each year and whose hard work and insights 
have done a great deal to ensure the ongoing success of DVSM.

Anna Ross
Chair, DVSM Board of Directors

During the 2015-16 year, the team at Domestic Violence Service 
Management (DVSM) managed to pull off the difficult double act 
of simultaneously consolidating, strengthening and improving 
client service delivery and stakeholder relationships across our 
three client facing services and pursuing and converting on a 
number of exciting new challenges and opportunities.

The combination of DVSM’s ongoing commitment to high quality 
service delivery at Wilcannia Safe House, ROAR and MOMO and 
the successful pursuit of new contracts meant that the team 
at DVSM had an extremely busy year throughout 2015-16.  Our 
particular thanks go to Gillian Cohen (General Manager throughout 
2015-16), Penny Wood (Manager of MOMO), Mandy Greaney 
(Manager of ROAR) and Mary Ronayne (Manager of Wilcannia Safe 
House).  Also to the amazing corporate office team led by Gillian, 
Sal Dennis and Annalees Jeffriess.  

MESSAGE 
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•	 Sector representative on the COAG advisory group on homelessness and domestic violence COAG 
Advisory Panel on Reducing Violence against Women and their Children, the final report of which was 
released in April 2016;

•	 Engaging in consultation opportunities with Family and Community Services, Women NSW, and 
Treasury;

•	 Utilising our membership of DVNSW, FONGA and NCOSS to ensure the issues we face are heard. 

The increased focus on DFV as a policy priority over the last few years and ongoing changing social 
attitudes have increased demand for our services and impacted on the overall organisation in many ways. 
We have been rigorous in adopting the latest evidence in our service improvement efforts, with the aim of 
empowering clients to achieve permanent positive change.

The release of ‘Change the Story’ in November 2015, the National Framework for the Primary Prevention 
of Violence Against Women and their Children, and the findings from the Victorian Royal Commission into 
Family Violence, provide important background to our overall work:
•	 We attended the ANROWS conference, and actively follow the ongoing release of reports of the 

significant work they are doing, to assist driving practice change;
•	 We use the data and other work from Our Watch who drive nationwide change in culture behaviours and 

power imbalances that lead to violence against women and children;
•	 We are engaging in exploratory discussions with Brain Injury Australia on better understanding the role 

of acquired brain injury in victims and perpetrators of DFV and how this could inform our work; 
•	 We are working with the RSPCA and veterinarians, to better understand the impact of domestic violence 

on companion animals and the family to make our offering pet-ready. 

As a service organisation, the knowledge, skills and ability of our workforce are essential to assisting our 
clients to identify and achieve outcomes. DVSM has prioritised workforce capacity building, aligned with our 
strategic plan, to enable us to meet our strategic goals. We have taken a systematic approach so that the 
different components work together to reinforce each other, and the whole workforce is actively engaged in 
how the overall work will directly improve service for our clients. 

While many challenges face both DVSM and the sector more broadly, we have a strong commitment to 
breaking down the silos between policy areas, service providers and sectors to improve the outcomes for 
clients. We have worked collaboratively on a number of significant projects to improve our service for new 
client groups; we prioritise our relationship with funding agencies, and actively participate in the sectorial 
interagency meetings. I am really proud to say that our workforce also work to remove silos between 
geographic areas and teams, and that overall, the team know that they work for DVSM as opposed to a 
specific geographic location – which brings significant benefits to everyone individually and the organisation 
as a whole. 

To begin, I would like to thank our team and our Board of Directors. 
It has been a big year. We have won an award, a competitive tender 
for an innovative new service, and established a professional 
services division. This success is due to the drive and commitment 
of the overall team. 

Over the 2015-16 financial year, both government and media activity 
signaled that DFV will continue to be a social and political priority, 
with profound influences on our organisation for years to come; 
Elizabeth Broderick, the previous Sex Discrimination Commissioner, 
has been appointed NSW Australian of the Year; and an additional 
$60 million in the NSW budget for domestic violence interventions 
has been announced.

DVSM has been invested in sharing our expertise with Government 
and activities included:  
•	 Providing input into the consultations to develop the ‘NSW 

Domestic and Family Violence Blueprint for Reform 2016-2021: 
Safer Lives for Women, Men and Children’;

MESSAGE 
FROM THE 
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This report aims to provide a snapshot of what we have done, and 
where we are headed, to provide better outcomes for our clients.  
The amount of work that has been achieved in the last financial year 
is truly remarkable and can’t ever be captured in a report. It couldn’t 
have been achieved without the commitment of an amazing group 
of staff, managers, and the consultants we work with. Again, I would 
like to thank the whole team and everyone we have worked with, for 
making it happen.

Gillian Cohen
General Manager

MESSAGE 
FROM THE 
GENERAL 
MANAGER
Continued
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DVSM is a charity with a vision for a world where women, families 
and communities live free from violence, have equal rights, 
opportunities and the freedom to reach their potential. Our purpose 
is to empower clients to make positive permanent changes that 
improve their safety and wellbeing.

Our clients have predominantly, though not exclusively, been 
people experiencing DFV in a homelessness context. DFV takes 
many forms and can include:
•	 Physical assault
•	 Sexual assault
•	 Psychological abuse
•	 Emotional abuse
•	 Verbal abuse
•	 Financial abuse
•	 Social abuse

•	 Spiritual and cultural abuse

DFV is an issue affecting all postcodes and communities. However, everyone’s experience of DFV is unique. 
Whether you have children, if you have supportive family and friends nearby, if you live in an area where 
people believe ‘that doesn’t happen here’ or if violence has been part of your everyday life, this will all 
impact on how you experience violence. Equally, the choices that each person makes to overcome their 
experience are diverse. There are some things that connect all experiences – it should not be happening 
and the violence is the responsibility of the perpetrator of violence, not the victim.

Client Services
Wilcannia Safe House, Refuge Action Outreach Response (ROAR), and Moving Out Moving On (MOMO)
We provide an integrated service to the community experiencing DFV in three areas of NSW: the Far 
West, Western Sydney and the Sydney district. Our approach is client centred, using a case management 
process to identify, understand and respond to client’s individual needs. This may include advocacy, housing 
services and goal setting. We work in partnership with clients to effectively meet their individual needs 
whilst supporting them to develop the skills to be able to seek any supports they need into the future.  This 
involves us working with the broader service system and connecting our clients to the most appropriate 
support services for them to achieve their short and long-term goals.

ABOUT
DVSM
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Professional Services
Sightlines – clear pathways to outcomes
Sightlines is the professional services division of DVSM.  It was 
established in October 2015 to support our three client-facing 
services we operate with quality improvement, service design and 
evaluation. 

Sightlines also provides consultancy and capacity building services 
to Government, Corporate and the Community Services sector. 

The consulting services offered by Sightlines to the broader sector, 
are enhanced by being part of DVSM. The Sightlines team work 
closely with our client-facing services so we are able to test new 
ways of working in different contexts and service models to ensure 
that the consulting we provide has been verified in practice as well 
as theory. 

Sightlines work in partnership with our external clients to get the best outcome they need. A range of 
consultancy services include:
•	 Facilitation services
•	 Working with organisations to become evaluation/outcome ready 
•	 Standards and quality improvement 
•	 Service and system design including stakeholder identification  
•	 Gap analysis and product development based on evidence and best practice 
•	 Client needs analysis and stakeholder engagement to develop best practice responses 
•	 Workshops and training   

Our Values
The values that guide our everyday work include:
•	 Client Centric: we listen and embrace diversity to support our clients to achieve their self-defined goals
•	 Excellence: we exceed expectations with our professionalism and evidence-based products, programs 

and services
•	 Respect: we remain open-minded and non-judgemental
•	 Integrity: we are ethical, transparent and accountable.

ABOUT
DVSM

Continued
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Key highlights include:
•	 Design and introduction of an ‘organisational framework’ which presents a single picture of all the 

components which make up our enabling environment. 
•	 Design and introduction of a ‘policy logic’ that categorises and maps the required policy suites to 

consolidate our foundations and to assist workforce development and practice. This approach to policy 
development places us in a strong position to adapt and fulfill incoming changes to standards and/or to 
adopt new standards required under additional funders.

•	 Design and establishment of a ‘structured consultation process’ that places value on and draws from the 
expertise of staff across the organisation for the development of policy suites and key frameworks.

•	 Introduction of a staff intranet and the identification and procurement of effective financial and HR 
software platforms. 

From the outset, our approach to fulfilling the SHS standards by June 2017 has aimed to embed a culture 
of quality and excellence, rather than treat the standards as a compliance layer separate to the day-to-day 
work. The full workforce has been involved in the development process, which has assisted understanding 
of the standards and increased ownership across teams.
 
Focus Area Two – Developing quality services and products

Over the last year, we have been reviewing and documenting our practice to inform the development of our 
practice framework.  We have designed our approach to this work in a way that recognises the critical role 
of evidence from literature and research, and builds on the capabilities of the workforce and is designed in 
alignment with our organisational values.  

Key highlights include:
•	 Development of DVSM’s Code of Practice Policy Suite to build consistency across service models in the 

areas of ethical practice, code of conduct for interactions with children, young people and families, child 
protection and wellbeing, feedback and complaints management, and duty of care.

•	 Exploratory projects in the Western Sydney region to better understand the service needs of;
•	 Women leaving correctional services, in particular women leaving correction services within the 

Western Sydney area
•	 Homeless fathers with accompanying children to improve service design and service responses.

The learning process has drawn from evidence, along with the practice wisdom of our own staff, and of 
other services that have long provided for these groups. The resulting project reports have been widely 
distributed and well received. We have started to establish working relationships with relevant services 
providing for these groups.

Our strategic plan 2015-2018, identifies four focus areas that are 
designed to work together to build the capacity of DVSM as a 
whole, strengthen our workforce, create a positive impact for 
clients, and increase our sustainability. After one year, we are well 
on the way to achieving the strong foundations that will enable us to 
achieve the goals set for 2018.

Focus Area One – Creating a robust sustainable 
organisation

Over the last year, we have carefully designed and commenced 
progress on a pathway to fulfilling the Specialist Homelessness 
Services (SHS) Standards.  We have designed our approach to this 
work in a way that provides not only the rigour we need for a firm 
foundation, but also the scalability required into our future.  

STRATEGIC 
PLAN
Update on Progress



13Domestic Violence Service Management Annual Report 2015 - 2016

•	 Acknowledging that the welfare of a family pet can play a key 
factor in a person’s decision to leave a violent relationship, we 
have adjusted our service provision to incorporate pets and 
companion animals into the Western Sydney Service. We can 
now accommodate cats and dogs, with both purpose-built 
kennels and a cat area.  We are sharing our learning from this 
process with interested services and working with the RSPCA to 
help make more services pet friendly. 

•	 Commencement of an exploratory project to better understand 
concepts of safety for clients in order to inform our service 
design and communication with clients.

 
Focus Area Three - Building an influential profile and 
strong stakeholder engagement

Our goal by 2018, is that DVSM will be delivering evidence based 
services informed by, and in partnership with key stakeholders. By 
collaborating in the design, delivery and evaluation of services, we can contribute to an improved service 
system to achieve positive client outcomes. 

Understanding the service and policy system has been a key focus over the last year to enable us to start 
breaking down the silos that act as a barrier for our clients. The organisation as a whole has specifically been 
working with:
•	 Sector and funders
•	 Policy and Government
•	 Media and the broader public
•	 Groups and individuals with significant expertise in their fields

Key highlights include:
•	 We are active members of the SHS sector, attending the District Homelessness Interagency Meetings, 

CEO forums, and DFV inter-agencies in the regions where we operate. These are particularly important 
to understand and feedback the issues of the sector to Family and Community Services (FACS) and 
identify new practices and opportunities for inclusive stakeholder relationships.  

•	 We were in a successful partnership with the ABC and In-Films in their documentary ‘Hitting Home’.  This 
aired in October 2015 and furthered our aim of raising public awareness of DFV. 

•	 We have been sharing our learning and insights through project reports, participation in forums and 
through specific opportunities. For example;
•	 Our ROAR Manager was invited to present our work on ‘Animals as a member of the family’ at the 

Domestic Violence and Animal Abuse – International Perspectives Conference 2016, along with 
international speakers from the UK and USA. This conference was organised by Lucy’s Project, 
whose aim is to lift ‘the veil of invisibility from the role of animal abuse in domestic violence through 
studies and encouraging early intervention’.

•	 Our Sightlines Manager presented the work we have been doing to develop a ‘Safety Trio concept’ 
at a forum promoting information and discussion on local domestic violence initiatives and exploring 
the intersection between domestic violence and child protection, run by the Sydney Local Area 
Health District, with speakers from Sydney University and FACS. 

•	 Our Wilcannia Safe House Manager, has taken on the role as Far West Coordinator for NCOSS, and in 
this capacity has organised a number of consultations in the Far West to give the local community a 
voice in policy and service reform.

•	 We are delighted to advise that we were successful and won the Pride In Diversity – Australian 
Workplace Equality Index – Small Employer Award 2016 for our diversity practices.  

STRATEGIC 
PLAN

Update on Progress

Continued
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Focus Area Four – supporting the development of a 
culture of innovation and excellence 

Our fourth goal is that by 2018, we have a high performance culture, 
a strong commitment to professional development and continuous 
improvement to build a workforce equipped to support clients to 
achieve their self-defined goals. 

This year saw the establishment of DVSM’s Professional Services 
Division - Sightlines, providing internal consultancy to our client 
services division and fee-for-service consultancy to external 
organisations wishing to build their capacity to achieve positive 
social change. 

Key highlights include:

Internal Consultancy
•	 Leadership in the design of quality systems relating to fulfilment of the SHS standards
•	 Leadership in the design and facilitation of projects relating to improved understanding of and service 

responses for specific client groups
•	 Focused investment into workforce development and capacity building through:

•	 Updating Human Resources policies for all staff and orientation process for new staff;
•	 Introducing our workforce development strategy;
•	 Designing and introducing our Community Services Capability framework and related Performance 

Agreement Process
•	 Design and supports for shared learning through cross organisational workshops and internal staff 

secondments within Sightlines.

External Consultancy
•	 Undertaking a SHS Service Review for a provider of specialist homelessness services to provide the 

service with a clear self-assessment of strengths and areas for development in fulfilling its vision, 
in meeting the SHS standards, and in preparing for evaluation. We have also been able to provide 
guidance and tools to assist the organisation’s preparation for the SHS Self-Assessment.

•	 SHS Service Review for a large provider of specialist homelessness services in Northern Sydney. Similar 
to the work described above, we have undertaken a comprehensive self-assessment of the organisation 
with a recommended staged implementation based on priorities. Our work will continue over the first 
half of the 2016-2017 year to develop guidelines and tools to achieve some of the recommendations 
made in the service review report.

•	 Facilitating a ‘No Wrong Door Project’ for an SHS District. In an effort to assist the district’s overall 
approach to No Wrong Door, Sightlines was contracted to facilitate the five SHS Services within the 
District.  Options were developed, along with a shared agreement for a cohesive approach to No Wrong 
Door across the District. Sightlines were engaged to objectively facilitate the work for a whole of district 
benefit. 

New knowledge and insights that Sightlines will be sharing internally and more broadly include:
•	 New client communication resources to improve the information and accessibility of core messages 

about intimate partner violence – equipping clients ahead of, during, and beyond their access to our 
services;

•	 Sharing our growing understanding of safety concepts and responses to safety using a wellbeing 
framework. 

STRATEGIC 
PLAN
Update on Progress

Continued
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WILCANNIA SAFE HOUSE 

Wilcannia Safe House (WSH) offers immediate refuge, with an overnight unit for anyone needing to escape 
from domestic violence.  It also serves as a community hub, offering a safe and supportive location where 
women and children can meet; a space where local and visiting services can hold information sessions, 
events and one-on-one client meetings; and the base from which we run our own community outreach 
service.

One of the big challenges in Wilcannia is scarcity of housing, and in addition to our overnight unit, we 
manage six properties, including two crisis units, two transitional units and two exit units. We can assist 
individuals and families to access temporary accommodation and provide support, where it’s necessary, 
for people to leave for another location to ensure their safety. Whether living in these properties or in the 
community, we assist women with children to move permanently to new long-term housing, and link them 
with ongoing support services in new locations. 

Our Service
We believe it is important to offer our clients information that is relevant to them.  Consequently, our 
program is flexible, in response to our clients’ most pressing need at the time. 

We offer a drop in service at our community hub, for women in crisis or just wanting to find out information, 
use of the computers or clients who need assistance in negotiating with FACS or Centrelink for services. For 
all our clients, in addition to their immediate needs, we discuss future plans.  Our environment and practice is 
non-judgmental and welcoming, so that women feel safe to return to us in the future, should they need to.  

Wilcannia has a small population of around 600 people. Many of those who offer services in Wilcannia have 
to travel here to do so.  We are pleased that we are recognised as an important community hub service, 
with a dedicated room, where visiting services can access comfortable and functional conditions in which to 
work.  

In turn, these services offer valuable support to our clients. In the last year, examples of providers and focus 
areas include:
•	 Legal services including Far West Community Legal Services, Warra-Warra Legal Service and Women’s 

Legal Service work with our clients;
•	 The Police Domestic Violence Liaison Officer (DVLO) spends considerable time working with women to 

improve their safety; 
•	 Health and wellbeing for our clients has been a priority through Mission Australia’s dietician and Maari 

Ma diabetic services;
•	 Children and parenting support has been through Mission Australia and Save the Children. 

WILCANNIA 
SAFE HOUSE
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Capacity Building
In this past financial year, our Wilcannia Safe House Manager, has 
been working on building the capacity of the workforce; upgrading 
the safety of the facilities; improving use of enabling information 
technology; increasing the potential utility of the community hub; 
and building community engagement to understand the role of the 
Safe House. 

We have been engaged in training with current staff and run 
programs involving students from the two schools, caregivers, and 
community women. Over the last year, we’ve delivered programs 
and activities relating to: 
•	 Goal setting and dream-boarding.
•	 Resiliency, values and mindsets to support goal setting.
•	 Group facilitation skills that practically equip the team to run a 
three-hour session from the planning stage to the execution and 

wrap up. This session is run twice a year and significant enhancement in planning, time management, 
and resourcing skills is becoming evident. 

•	 Workforce skills development using the DVSM Community Services Capability Framework.
•	 Policy and procedure training including regular Workplace Health and Safety sessions, which has been a 

significant improvement in the overall look and feel at the Community Hub.  
•	 Critical thinking project where building knowledge of other service providers and what clients need to 

know, was combined into a presentation experience.

Utilising funding from the Indigenous Advancement Strategy (IAS), we’ve recruited two local women, to build 
their career path. These staff will begin studying at TAFE for a career in community services.

The Safe House resources are also being upgraded:
•	 Physical security is continuing to improve, and the latest addition is that the front gates now have an 

intercom and after-hours access is via an illuminated keypad with passwords for residents and staff. 
•	 Clients in danger have duress alarms, which can activate responses from both staff and police.  
•	 New blinds were installed in the Community Hub, replacing the original blinds and improving the safety, 

and light quality.
•	 The kitchen has been upgraded to be a commercial kitchen, allowing the teaching of nutrition and 

improving health and safety. 
•	 Improvements to the IT and telecommunications; the data room has been rewired for Work Health and 

Safety; installed a repeater to improve mobile access and upgraded all the computers. A new public 
phone was also added for the clients. 

Into the Future
In the coming year the Wilcannia Safe House team will continue to focus on community engagement and 
capacity building to prevent DFV and we look forward to working with both men and women to address 
this issue and to strengthen community.

WILCANNIA 
SAFE HOUSE

Continued
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REFUGE OUTREACH ACTION RESPONSE (ROAR)

The name of our Western Sydney Service, ROAR, is taken from the four key parts of the service:

Refuge We operate two physical refuges providing crisis accommodation for women and children.

Outreach To provide a client centric response for families living in the community, we work with 
clients living in the community at risk of, or post homelessness, and we co-locate in a 
number of different locations, to increase the pathways into service for our clients.

Action  We empower clients to plan and take actions for themselves to make permanent positive 
changes in their lives, and we take action on behalf of our clients where advocacy and 
supports are identified in case planning.

Response We provide timely responses to the requests of clients seeking services and seeking 
safety. We do this through telephone and face to face service delivery based in our refuge 
and outreach programs. 

Our Service
We receive funding from FACS Specialist Homelessness funding to 
work with three different client groups: 
•	Women with children experiencing DFV and homelessness
•	Women (with children) leaving correctional services or other 
institutional settings
•	Men with accompanying children

While our funding is designed to assist these groups to secure or 
maintain long-term, safe accommodation, we work holistically to 
address the underlying causes of homelessness and domestic violence. 
We link our clients to the broader supports available, and work with 
each client to develop a self-directed long term plan to meet their self-
defined goals. 

REFUGE 
OUTREACH 

ACTION 
RESPONSE 

(ROAR)

Supporting 

individuals who are 

or have experienced 

domestic and family 

Domestic Violence Service Management (DVSM) 
is a public benevolent institution which aims to 
empower clients to make permanent positive 
changes to improve their safety and wellbeing. 

What does that mean for me?
DVSM understands that everyone has different 
needs and will make different choices about 
how they want to navigate challenges in their 
lives.

Our service is designed to have an emphasis on 
respect for your self-defined needs regardless 
of your current accommodation. You are always 
at the centre of how we work.  

If you have accompanying children we work with 
you to support your child’s needs, development, 
wellbeing and potential.

Pets are an important part of the family. 
Wherever possible we can support you with 
making alternative arrangements for the safety 
and care of your pet/s. 

DVSM works in partnership with other services 
to help you can gain access the full range of 
services you may need to improve or strengthen 
your safety, health, wellbeing, education, 
employability and parenting.  

ABOUT US CONTACT US
You can contact ROAR by phoning 
(02) 9621 0800 or by visiting our website at 
dvnswsm.org.au and go to the ‘Contact Us’ 
section.

Useful Numbers
• NSW Domestic Violence Line (24 hour)     

1800 656 463
• Link2Home (Homelessness Line) 1800 152 152
• 1800 RESPECT - National Sexual Assault, 

Domestic Violence Counselling Service (24 
hour) 1800 737 732

• Rape Crisis Centre/Sexual Assault Hotline 
1800 424 017 

• Women’s Legal Services NSW 1800 810 784 
• Women’s Domestic Violence Court Advocacy 

Program – refer to www.legalaid.nsw.gov.au 
for contact details of the 26 services across 
NSW 

• Child Protection Helpline 132 111 
• CALL 000 if you feel unsafe or feel you are in 

any danger

Your feedback is important to us
Here at ROAR we endeavour to ensure that you 
always get the best possible service. Options 
available for making a complaint:

1. Inform the ROAR staff
2. Contact the General Manager of DVSM on    

(02) 9251 2405
3. Contact the NSW Ombudsman on                  

(02) 9286 1000 or toll free (outside Sydney 
metro) on 1800 451 524 

(02) 9621 0800
roar@dvnswsm.org.au
www.dvnswsm.org.au

ROAR is funded by the NSW
Department of Family and

Community Services



19

Capacity Building
We have spent this year strengthening and building on our client 
centred supports. Some examples include:
•	 To meet the needs of the children accompanying our women 
clients, we have contracted a child psychologist specialising in 
working with children who have experienced DFV or sexual assault 
into our service. 
•	 Creating physical environments conducive to promoting 
wellbeing, family relationships, and positive client connections 
between residents. This has included procuring and establishing 
landscaped gardens at one of our two refuges to offer calm 
sanctuary for clients and to enrich the everyday learning 
environment for children. 
•	 As an output of the project (described earlier) on improving 
our understanding of and services responses for women leaving 
correctional services, we have sought to strengthen our relationship 

with Corrective Services NSW. This has led to the identification of opportunities to provide pre-release 
supports.  This has included:
•	 Establishing clearance to access prisons in Western Sydney 
•	 Continued discussion with Corrective Services NSW staff to seek to establish a direct referral 

pathway
•	 Sustained advice and support from Women in Prison Advisory Network (WIPAN) and referrals to 

local service provider Marrin Weejali. 
•	 Regionally, ROAR has a strong partnership with Mission Australia in Western Sydney. Mission Australia 

provides an office for DVSM outreach services and we have a working relationship to assist shared 
clients including the use of Mission Australia properties.

•	 DVSM has completed a Market Analysis of the Blacktown and Hills regions, to provide ROAR with a 
greater understanding of the community services operating in the local area.  This knowledge can inform 
ways to increase the reach of ROAR services through opportunities such as partnering, co-locations and 
other activities.  DVSM does not seek to duplicate services already in existence, but rather to dovetail 
with these services and fill gaps not currently serviced. 

Into the Future
DVSM has been successful in winning a competitive tender to deliver the Domestic Violence After Hours 
Service (DVAHS) for Western Sydney which is a new model to provide after hours emergency response to 
women escaping DFV. This service will be provided through DVSM’s ROAR service and will optimise and 
strengthen existing referral networks, as well as new referral pathways to meet unmet needs.

ROAR will also be providing mobile pop-up services in the ROAR contract catchment.  This will allow for 
drop in services and will strengthen the profile of the service for referrals and self-referrals. Mobile pop-
up services will also assist in building community awareness about what services are available for women 
and men with accompanying children. 

REFUGE 
OUTREACH 
ACTION 
RESPONSE 
(ROAR)
Continued
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•	 MOVING OUT MOVING ON (MOMO)

Moving Out Moving On (MOMO) is established in the inner city of Sydney, specifically to meet needs of 
women with or without children experiencing DFV, to find new homes. As a non-residential service, we assist 
women living in the community as they are going through this process. 

Some of the challenges of working in the inner city are:
•	 That accommodation is much more expensive
•	 A high percentage of our clients are experiencing the impacts of complex trauma and mental illness
•	 A large number have no permanent accommodation and are effectively staying with friends or family or 

‘couch-surfing’.

These factors can have significant impacts on our clients, which can impact their ability to engage with 
us and Government service providers. MOMO maintains a flexible and client-centred approach to service 
provision to assist in mitigating the effects of these challenges where possible.

Our Service
We receive funding from FACS Specialist Homelessness funding to work with: 
•	 Single women escaping domestic violence and homelessness
•	 Women with children escaping domestic violence and homelessness 

MOMO is the only DVSM service with no associated crisis accommodation. We have formal agreements 
with five services to co-use their space to enable us to meet with our existing clients and to increase the 
opportunities for people in the community to find our service, especially those that may never come to 
Housing NSW or a Specialist Homelessness Provider. MOMO staff are located at these services for one day 
each week: 
•	 Surry Hills Neighbourhood Centre
•	 City of Sydney – Woolloomooloo Integrated Service Hub (WISH)
•	 Newtown Neighbourhood Centre
•	 Housing NSW City Office – Strawberry Hills  
•	 Redfern Community Centre

With a large number of our clients needing to interact with the legal system, MOMO has semi-formal 
partnerships with two organisations working in the criminal and the family court systems - through these we 
support women appearing in the criminal and civic courts.
•	 Women’s Family Law Support Services (WFLSS)
•	 Domestic Violence Court Advocacy Service (DVCAS)

MOVING OUT 
MOVING ON 

(MOMO)
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While our funding is designed to assist clients to secure and 
maintain long-term, safe accommodation, we work holistically to 
address the underlying causes of homelessness and domestic 
violence including working with the client’s family. This involves 
educating clients about the different housing options and 
establishing a safety strategy, referrals to the broader supports 
available, and work with each client to develop a self-directed 
long-term plan for change.

A large part of our work, particularly with new clients, involves 
advocacy and supported referral for our clients to negotiate any 
matters that are influencing their housing or Centrelink applications. 
Importantly, we provide a safe space where clients can drop in for a 
conversation with one of our staff. 

Capacity Building
MOMO spent the year improving our service through partnerships 
with key stakeholders, workforce development opportunities, and 
additions to our service delivery program. 

Stakeholder Engagement
We added a partnership with Redfern Community Centre as a key location for making connections with 
Aboriginal and Torres Strait Islander clients and communities affected by DFV.

Our partnership with the Housing NSW City Office in Strawberry Hills has flourished and we have also 
experienced greater flexibility in responding to the needs of our clients. For clients who present to the 
Housing NSW office in crisis, they can either immediately speak to or be referred to an appropriate service 
within the same location. 

Our partnership with Surry Hills Neighbourhood Centre has strengthened, and our partnerships with 
Newtown Neighbourhood Centre and the WISH continue to be trauma-informed safe spaces for clients to 
access multiple services at the same time and location. 

We have built on stakeholder relationships by:
•	 Inviting service providers to our team meetings to develop informal partnerships with those services 

and referral pathways for our clients. Some of these have included teams from Corrective Services, 
Community Services, Centrelink, Mental Health organisations, Health services and Indigenous services;

•	 Participating in large-scale events relating to homelessness and/or DFV. Examples include: White 
Ribbon Day events, Homelessness Connect, Collectively Strong – Community Against Domestic and 
Family Violence, the Women’s Transgender Forum run by the Sydney Women’s Homelessness Alliance, 
and the Women’s Domestic Violence Court Advocacy Program (WDVCAP) Forum on exploring the 
impact of DFV on the brain: from conception to adulthood; 

•	 Participating in various interagency forums, including the City of Sydney Homelessness Interagency, the 
Leichhardt/Marrickville Domestic Violence Committee, the Inner City Domestic Violence Action Group, 
the Eastern Suburbs Domestic Violence Network, and the Sydney Women’s Homelessness Alliance 
(SWHA). 

Workforce Development Opportunities
MOMO caseworkers have undertaken small scale secondments into the Sightlines team to work on client 
service improvements relating to the safety project and client communication project. The shared benefit of 
this approach allows the Sightlines team to build on insights from on-the-ground practice knowledge, and 
the MOMO team benefits from learning about product and service design, which can be applied back into 
the service and build on staff experience. 

The MOMO Service Manager has also relocated temporarily to the Wilcannia Safe House service for a 
short period to act in the Service Manager role. This approach has encouraged peer support and cross-
organisational learning. 

MOVING OUT 
MOVING ON 
(MOMO)
Continued
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Service Design
This year MOMO partnered with other services to deliver group 
programs:
•	 SHINE

MOMO has worked with Surry Hills Neighbourhood Centre to 
run a group entitled ‘SHINE’ for women that seeks to assist 
them develop skills for living independently. The purpose 
of the group is to build confidence, social connections and 
raise awareness about services that can continue to assist 
clients in a variety of areas such as finances, employment 
seeking, cooking, home maintenance and domestic violence. 
The content is delivered by a variety of services operating in 
the community, including: Surry Hills Neighbourhood Centre, 
Wesley Mission Financial Programs, Dress for Success, and 
Bunnings Warehouse community programs. 

•	 POWER TO CHANGE
MOMO worked collaboratively  with Women and Girls 
Emergency Centre (WAGEC), the Aboriginal Women and Children Crisis Service (AWCCS) and Newtown 
Neighbourhood Centre to run an eight week long group entitled ‘Power to Change’ for women who had 
experienced domestic violence to provide education with a therapeutic response to enable recovery. 

MOMO is working with the Sightlines team to evaluate the future value and role of group programs within 
the MOMO service model. This process will provide professional development in service design and 
evaluation readiness. 

MOVING OUT 
MOVING ON 

(MOMO)
Continued

Into the Future
We plan to capitalise on the opportunities and partnerships the team has developed this year so that 
MOMO can continue to maintain a flexible and client-centred approach to service provision – in more 
effective and innovative ways. 

In particular we would like to improve our service response for clients in relation to:
•	 The impacts of complex trauma and mental illness on client’s capacity to engage with services:
•	 The needs of Culturally and Linguistically Diverse (CALD) clients where language and cultural barriers, 

issues with VISAs, access to financial and legal advice etc. can impact wellbeing and access to 
supports.

MOMO will also continue to work with non-government community centres as a strategy for reaching 
individuals in need and co-locating services for client benefit.



LOOKING AHEAD 
TO 2016 – 2017 

AND BEYOND
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Strong Foundations
Our focus throughout 2016-17 will be on establishing and 
embedding new policies and procedures across the organisation to 
be fully compliant with the SHS quality standards. To do this we will 
continue using a participatory approach which involves:
•	 Inviting and learning from the feedback we receive from clients 

and stakeholders;
•	 Working with staff from across the organisation and from a 

range of roles to shape the design and champion change;
•	 Drawing from the latest evidence of best practice approaches 

about what works; and
•	 Identifying system and service gaps and discerning which of 

these we can control, influence or advocate for change on. 

There are a number of key focus elements that we believe are of 
central importance to ongoing improvements in client work:
•	 Keeping attuned to the growing body of knowledge about DFV 

and DFV related interventions;
•	 How to best evaluate the effectiveness of our services, and potentially using Indicators of Wellbeing;
•	 Safety awareness, and safety strategies, including keeping abreast with new threats and solutions from 

constant changes in technology;
•	 Capacity building skilled conversation methodologies into case work/client relationships;
•	 Improved understanding of and service responses to the relationship between Acquired Brain Injury and 

DFV;
•	 Building our overall understanding and service response to at risk client groups; and
•	 Strengthening our cultural sensitivity and approach to cultural safety throughout all facets of our work.

Government Contracts 
We have already begun negotiations with FACS about continuing the SHS contracts we have with them to 
run our three client facing services in Western Sydney, Central Sydney and Wilcannia. These contracts will 
run between July 2017 and June 2020. 

We are also aware of the trends in Government Contracting to continue to expand DFV services beyond 
the original women and children refuge only model. We believe there will be increased opportunities to use 
innovation to expand and enhance our grant-based services. 

Sustainability
2015-16 has been a year of consolidation, identifying and prioritising practice and operational improvements. 
It has also been a year of identifying emerging potential for influence and impact through the establishment 
of Sightlines professional services division. 

2016-17 will see us consolidate our foundations, define and strengthen our practice, building a strong cross-
organisational management team and culture. Throughout our work we will seek to share our learning and 
achievements for the benefit of clients, stakeholders and the wider service system. 

Already in 2016-17 we have begun business development strategic planning. These discussions between 
Management and the Board of Directors will continue as DVSM seeks to understand how the opportunities 
that may exist beyond Government contracts will grow. We are asking how we can transform DVSM to 
leverage our existing expertise, scale our specialised products and expert services, and manage in a 
changing contracting environment while maintaining a high level of service for all our clients. We are 
examining all opportunities and will be identifying a methodology to select how we make these strategic 
decisions. We don’t expect that we will have answers this year. However, the conversations are beginning 
that will determine the Strategic Planning process that will take place in 2017-18. We do know that we are 
committed to taking every opportunity and not be locked into a single method of addressing the scourge of 
DFV. 

2016 – 2017 
AND BEYOND
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MESSAGE 
FROM THE 
TREASURER
Vicki Hartley

2015-16 financial year was the first full operational year for DVSM’s 
new services. The year was spent finalising the foundational work 
carried out during 2014-15 with the focus areas being strengthened 
financial systems, increased efficiencies, improved accountability 
and transparency, as well as building structures to enable DVSM to 
diversify income sources.  

In addition to our business as usual activities, achievements for 
the 2015-16 year include development and implementation of a 
new suite of financial policies and procedures, and a full review of 
technology related finance requirements resulting in identification 
of several software solutions to be implemented in the coming year. 
These will provide increased efficiencies and financial control across 
the organisation.  

Progress with diversification of DVSM’s income sources included 
new funding secured from the Federal Government, as well as 
several contracts for the provision of external services by our new 
Sightlines division.  

Income
Total income was $3,274,060 compared to $4,184,808 in the prior year. The overall decrease of 22% is due 
to income received in the prior year relating to the wind down of expiring contracts resulting from the SHS 
reforms. 

DVSM’s main source of income continues to be State Government grant funding, however we have seen 
this diluted over this financial year and continue to work on diversifying income sources to reduce our risk 
exposure.

Expenses
Total expense was $2,793,180 compared to $3,499,236 in the prior year.  Overall expenses decreased by 20% 
across the organisation mainly due to this being the first full operational year with our reduced number of 
services. 2016-17 comparatives will provide a truer measure of year on year expenditure. Major expenses for 
the year included:
•	 Employment costs $1,895,471;
•	 Client and brokerage costs $180,611; and
•	 Rent and occupancy costs $198,049.

Cash
At 30 June 2016, cash in the bank was $696,065 with a further $3,961,507 held in cash investment accounts.  
Of the cash held in investment accounts $2,254,776 is grant funding received in advance and restricted to 
funding our programs in the coming year.
  
Looking Ahead
Looking ahead we will continue to plan and implement strategies for relevant and sustainable growth.  The 
year ahead will stay focussed on creating further efficiency in our financial processes through automation, 
and ensuring financial policies and procedures are embedded in DVSM’s daily operations.  

We continue our work to ensure DVSM continues as a strong, stable and financially sustainable organisation 
for our valued clients, employees and the wider community.

Vicki Hartley
Treasurer, DVSM Board of Directors
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OUR 
SUPPORTERS

Funders and Partners
NSW Government - Family and Community Services
Australian Government - Department of the Prime Minister and 
Cabinet
United Muslim Women Association Inc.
West Tradies

Pro Bono Supporters
Corrs Chambers Wesgarth
Clayton Utz

In-kind and Financial Supporters
Alana & Madeline Foundation
A Challis
Anonymous $5,000
Big Teddies
Bunnings
City of Sydney Council
Dandelion
Darlinghurst Primary School
Dress for Success
Domestic Violence NSW
Fernwood Women’s Health Club Blacktown
Fit for Work
Green Temple Clothing
Hillsong CityCare
Housing NSW City Office
Hope Chapel
Jo Garcia and Family
Lou’s Place
Mission Australia Blacktown
Mummie’s Paying it Forward
Naremburn Community Centre
Newtown Neighbourhood Centre
Norwest Inner Wheel
Ozanam
Passion for Catering
Pitcher Partners
Pyrmont Cares
Redfern Community Centre
Ryde Hospital
Surry Hills Neighbourhood Centre
The Body Shop
The University of Sydney
Two Good
Vinnies
X and S Brook
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                     Pitcher Partners is an association of independent firms 
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                        An independent member of Baker Tilly International 

 
 
 
 
 
 
 
 
 

 
AUDITOR’S INDEPENDENCE DECLARATION 
TO THE RESPONSIBLE ENTITIES’ OF DOMESTIC VIOLENCE SERVICE MANAGEMENT LIMITED 
ABN 26 165 400 635 

 
 
I declare that to the best of my knowledge and belief, during the year ended 30 June 2016 there have 
been no contraventions of: 
 

i. the auditor’s independence requirements as set out in the Australian Charities and Not-for-
profits Commission Act 2012 in relation to the audit; and 

ii. any applicable code of professional conduct in relation to the audit. 
 
This declaration is in respect of Domestic Violence Service Management Limited during the year. 
 
 
 
 
 
M A ALEXANDER 
Partner  
 
 
 
 
PITCHER PARTNERS 
Sydney 
 
25 August 2016 
 
 
 
 
  

 

























 

15 
 

An independent New South Wales Partnership. ABN 17 795 780 962. 
Level 22 MLC Centre, 19 Martin Place, Sydney NSW 2000 
Liability limited by a scheme approved under Professional Standards Legislation 

                     Pitcher Partners is an association of independent firms 
Melbourne  |  Sydney  |  Perth  |  Adelaide  |  Brisbane|  Newcastle 

                        An independent member of Baker Tilly International 

 
 
 
 
 
INDEPENDENT AUDITOR’S REPORT 
TO THE RESPONSIBLE ENTITIES OF DOMESTIC VIOLENCE SERVICE MANAGEMENT LIMITED 
ABN 26 165 400 635 
 

Report on the Financial Report 
 
We have audited the accompanying financial report of Domestic Violence Service Management 
Limited (‘the company’), which comprises the statement of financial position as at 30 June 2016, the 
statement of comprehensive income, statement of changes in equity and statement of cash flows for 
the year then ended, a summary of significant accounting policies, other explanatory information and 
the responsible entities’ declaration. 

Responsible Entities’ Responsibility for the Financial Report  

The responsible entities are responsible for the preparation of the financial report that gives a true 
and fair view in accordance with Australian Accounting Standards and the financial reporting 
requirements of the Australian Charities and Not-for-profits Commission Act 2012. The responsible 
entities’ responsibility also includes establishing and maintaining internal controls relevant to the 
preparation and fair presentation of the financial report that is free from material misstatement, 
whether due to fraud or error.  

Auditor’s Responsibility 

Our responsibility is to express an opinion on the financial report based on our audit. We conducted 
our audit in accordance with Australian Auditing Standards. These Auditing Standards require that 
we comply with relevant ethical requirements relating to audit engagements and plan and perform 
the audit to obtain reasonable assurance whether the financial report is free from material 
misstatement.  

An audit involves performing procedures to obtain audit evidence about the amounts and disclosures 
in the financial report. The procedures selected depend on the auditor’s judgement, including the 
assessment of the risks of material misstatement of the financial report, whether due to fraud or 
error. In making those risk assessments, the auditor considers internal control relevant to the 
company’s preparation and fair presentation of the financial report in order to design audit 
procedures that are appropriate in the circumstances, but not for the purpose of expressing an 
opinion on the effectiveness of the entities internal controls.

 
An audit also includes evaluating the 

appropriateness of accounting policies used and the reasonableness of accounting estimates made 
by the management, as well as evaluating the overall presentation of the financial report.  

We believe that the audit evidence we have obtained is sufficient and appropriate to provide a basis 
for our audit opinion.  
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Independence  

In conducting our audit, we have complied with the independence requirements of the Australian 
Charities and Not-for-profits Commission Act 2012. 

 
Opinion  
 
In our opinion the financial report of Domestic Violence Service Management Limited is in 
accordance with the Australian Charities and Not-for-profits Commission Act 2012, including: 
 

a) giving a true and fair view of the company’s financial position as at 30 June 2016 and of its 
performance for the year ended on that date; and 
 

b) complying with Australian Accounting Standards and the financial reporting requirements of 
the Australian Charities and Not-for-profits Regulation 2013. 

 
 
Report on Other Legal and Regulatory Requirements 
 
In our opinion the financial report of Domestic Violence NSW Service Management Limited is in 
accordance with the Charitable Fundraising Act 1991 (the “NSW Act”), including:  
 

a) the financial report of the company shows a true and fair view of the financial results of 
fundraising appeals for the year ended 30 June 2016; 
 

b) the financial report and associated records of the company have been properly kept during 
the year in accordance with the NSW Act; 

 
c) money received as a result of fund raising appeals conducted during the year ended 30 June 

2016 has been properly accounted for and applied in accordance with the NSW Act; and 
 

d) as at the date of this statement there are reasonable grounds to believe that the company 
will be able to pay its debts as and when they fall due. 

 
 
 
 
M A ALEXANDER        PITCHER PARTNERS 
Partner         Sydney 
 
25 August 2016 
  




