
FACS 
Strategic Plan 2017-2021

This plan shows how we will support our clients and staff 
to create the futures they want for themselves and their 
communities.

In executing Government policy, the FACS Board will use our 
organisation’s capabilities and influence in child protection, 
housing, homelessness and community inclusion to help ensure:

• Aboriginal children, families and communities thrive

• people are in charge of their own lives and feel a real sense 
of choice and control

• more children are safe at home with their families

• more people have safe, stable places to live – and the family 
lives, jobs, well-being and dignity which that makes possible  

• our staff feel they have the support they need to do well in 
their roles so they can change people’s lives.

Message from the 
Secretary

These are hard goals.

To make progress we’ll have to pursue them persistently, use 
evidence or experience to decide what’s best to do, measure impact 
and be open and learn from what works and what doesn’t.

Our plan describes the behaviour and leadership that our clients 
and delivery partners can expect of us – and that we can expect 
of each other.

We can’t lead other people’s lives. But we can ensure people are 
able to choose things they value for themselves and their families.

Our success rests on respectful and honest relationships with 
those we serve.

Together, we can and do make a powerful difference. 

Michael Coutts-Trotter
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Our Vision
All people are empowered 
to live fulfilling lives and 
achieve their potential in 
inclusive communities.



Major initiatives and 
reforms that support 
our priorities:

1. Aboriginal Outcomes 
Strategy 

2. Their Futures Matter 
and Permanency 
Support Program

3. Future Directions for 
Social Housing in NSW 
Reforms

4. NSW Homelessness 
Strategy

5. National Disability 
Insurance Scheme 
(NDIS)

6. Commissioning for 
Better Outcomes

7. ChildStory

8. NSW Practice 
Framework

Our priorities

Our future

Where we will focus our attention

The outcomes we will achieve

Act as stewards of the service system

Improve long-term outcomes  
(especially for Aboriginal children and families) 

Improve client experience

Develop a modern organisation

Enabling families to 
live independently

Ongoing support for 
vulnerable people

People with disability live 
independently

Number of households 
successfully transitioning 
out of social housing

Rate of children and young 
people in OOHC per 1000 
population (children 0-17)

Percentage of NSW 
Government clusters and 
local governments that 
have a DIAP that improves 
access to services, facilities, 
education and employment 
opportunities for people with 
a disability

Percentage of young people 
who move from Specialist 
Homelessness Services to long-
term accommodation

Percentage of Risk of Significant 
Harm re-reports within 1 year 
after plan goal achieved following 
a face-to-face assessment

Percentage of domestic violence 
offenders re-offending within 
12 months*

Protecting vulnerable people 
from harm

Outcomes for people of NSW

Invest in our people

* Reported by NSW Bureau of Crime Statistics and Research, Department of Justice



Focus on building capacity (e.g. through prevention and early intervention) ahead of managing 
disadvantage 

Be outcome-focused and client-centred

Support our service providers to achieve greater impact

Work better internally, through flexible work practices, better (digital) technology and more effective 
accommodation solutions

Join up the service system and service model

Use data and the voice of clients to inform such decisions

Use commissioning to make best decisions on how to design the service system and deliver client 
outcomes

We will:

Commit to improving outcomes for Aboriginal clients and communities

Our story
What does success really look like? 

Be financially 
sustainable

Modernise our 
ways of working

Have an engaged 
workforce 

Ensure dealing with 
FACS is a positive 
experience for partner 
organisations

Operate within our 
funding envelope

People Matter 
Employee Survey 
engagement index

Business Index - Customer 
Service Measurement 
Survey

A roadmap for the 
future of FACS 
workplaces, workforce 
and ways of working 
underpinned by digital 
strategies and support 
for mobility 

A contract management 
process with our NGO 
partners to deliver on 
client outcomes

Outcomes for FACS



Leadership and culture

The next four years will be a journey of change. FACS will look very different in 2021. We will be a smaller organisation in 2021 yet have a 
broader reach. We will take increasing responsibility for the performance of the service system as a whole but deliver fewer services directly. 

This is not an easy journey but an important one. Its success will come down to the quality of our culture and our leadership. This is how the 
NSW public sector values translate into the FACS context:

Supporting Information

How we will get from here to 2021

Find out more through the following resources: 

FACS Annual Delivery Plan

FACS Client Service Charter

FACS Aboriginal Outcomes Strategy

• We are committed 
to our people and 
demonstrate this by 
providing opportunities for 
professional growth and 
development

• We communicate our 
priorities and are decisive in 
delivering them

Accountability

• We work together to 
make a difference in the 
lives of vulnerable and 
disadvantaged people in 
NSW

• We ensure clients are at the 
centre of everything we do

• We collaborate

• We are culturally competent

• We are respectful to each 
other, always

• We acknowledge that 
diversity contributes to 
better performance and 
outcomes so we value 
the contributions of every 
employee

We engage and 
develop leaders 
who…

Essential 
elements of our 
FACS culture

• We do what we say we 
will do

• We demonstrate passion 
and commitment in what 
we do

• We make sure everyone 
knows how their work 
supports communities

• Demonstrate and ensure 
respectful interactions with 
clients, communities and 
colleagues

• Share successes by 
recognising and celebrating 
the contributions of others

• Put service ahead of self-
interest

• Lead with calm assurance 

Trust

• Communicate effectively by:

 – Being clear and 
transparent, and use 
plain English

 – Knowing who they need 
to communicate with, 
what’s important to 
communicate and how 
to deliver information 
that is engaging

 – Focusing on the big 
picture

 – Keeping people 
informed 

 – Knowing how to deliver 
both good and bad 
news

Service

• Inspire others to fulfil their 
potential

• Listen:

 – So that solutions 
include input from many 
sources

 – Because you only 
achieve collaboration 
by listening as well as 
contributing

• Are culturally competent:

 – Demonstrate the 
ability to engage and 
include people from 
different cultures and 
backgrounds

• Demonstrate commitment 
to accountability and by 
leading a performance 
culture

 – Keep commitments 

 – Ensure people and 
teams have clear goals 
and objectives and 
monitor performance 

 – Recognise strong 
performance and 
respond to poor 
performance 

 – Have the hard 
conversations when 
they’re required

Integrity
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