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The FACS Story
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Keeping children safe from harm

Most children and young people are adequately cared for and 
nurtured by their families. It is only when parents, carers or 
guardians are unable to protect their children from significant 
harm that we intervene.

The community expects that children and young people have 
a right to be safe in their homes and in the community. This is 
why we have improved our capacity to respond to the growing 
demand for child protection services and the benefits are 
being realised. More frontline caseworkers are working with 
more families and children resulting in more child protection 
assessments being completed than ever before.   

Despite an increase in the number of children and young 
people reported at risk of significant harm, the proportion 
who received a completed face-to-face child protection 
response has grown from 21 per cent in 2010–11 to 31 per 
cent in 2015–16. This is a credit to the professionalism of our 
caseworkers who in 2015–16 had completed face-to-face 
assessments for 24,490 children and young people – almost 
double the number of children and young people assessed by 
caseworkers in 2010–11. 

We also understand that caseworkers support children, young 
people, families and communities in varied and challenging 
circumstances. For some children, caseworkers are their 
safety net. This is why we have invested heavily in reducing 
the caseworker vacancy rate over the last five years, through 
continued targeted recruitment in hard to fill regional NSW 
areas. We have also invested in caseworker support workers 
and specialists. We have made substantial progress in this 
area, with our overall vacancy rate almost halving from 9 per 
cent in 2010–11 to 5 per cent in 2015–16. 

We can be proud of the work of our caseworkers who help 
protect children from significant harm and abuse every 
day. Caseworkers forging partnerships with agencies and 
communities has accelerated positive outcomes for families 
and children. 

Lower caseworker 
vacancy rate

9%

2010–11 2015–16

5%

More caseworkers*

1,966 
2,032

2010–11 2015–16

More children assessed

2010–11 2015–16

* based on FTE caseworkers
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Improving outcomes for children in 
out-of-home care

Placing children’s best interests at the heart of decision-making 
and activity has been key to our vision for providing children 
with the best possible start to a full and productive life.

Under the Safe Home for Life reforms FACS has focused 
its efforts on creating stability and permanency for children 
whenever possible. This has meant a major emphasis on 
helping parents so they can keep their children safely at 
home. It also means increasing the focus on guardianship and 
adoption over the option of allocating parental responsibility to 
the Minister and long-term out-of-home care. In the two years 
to 30 June 2016, 4,471 children who may have otherwise 
remained in care were in a permanent place they can call 
home.

While there has been a considerable effort made to avoid 
children coming into the out-of-home care system, change 
has been slow and outcomes less than desirable. For those 
children and young people placed in longer term out-of-home 
care arrangements, FACS and our partner agency caseworkers 
are progressively improving the supports and services that 
children receive in care through individual plans for education, 
health and wellbeing. FACS, in collaboration with partner 
agencies has made great progress in supporting the optimal 
development of children in care and by 30 June 2016, nearly 
90 per cent of all children in statutory care had a dynamic case 
plan in place. 

FACS recognises that every year approximately 400 young 
people aged 15 to 17 leave out-of-home care and that 
these young people need support to prepare them to live 
independently, now more than ever before. This is an area 
FACS has made great strides in, with carers and caseworkers 
working together to help young people plan for their future, 
identify their needs and understand the supports available 
to them as they move to independence. Testimony to this is 
the marked improvement in the number of young people in 
statutory care with a leaving care plan which by 30 June 2016 
had almost doubled compared to 2013.

More children in a safe and 
permanent home

2,073

4,471

Better planning for the 
needs of children in care 

June 2013 June 2016

More young people prepared 
for stable independent lives

June 2013 June 2016

1 July 2010 to 
30 June 2012

1 July 2014 to 
30 June 2016

58.8% 84.8%

Percentage of children in statutory 
care with a documented case plan

Children in statutory care with a 
leaving care plan
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A stable and affordable home with household members 
linked to education and employment opportunities is critical 
to unlocking opportunities that help break the cycle of 
disadvantage.

FACS understands that the demand for social and affordable 
housing is growing, with almost 60,000 households now 
on the social housing waiting list. The private market is 
increasingly unaffordable for people on low incomes, and 
people in social housing tenancies are staying longer. This is 
why we have embarked on an ambitious journey to transform 
the social housing system in NSW - delivering a new era 
of social housing developments. By 2025, we will have 
over 60,000 more properties, growing affordable housing 
supply and delivering more social housing for disadvantaged 
families in integrated communities. Our aim is to have private 
providers and FACS working together to reach more than the 
140,000 households presently assisted.

We want people in social housing to benefit from training, 
jobs and better futures. This is why we are working to 
increase the number of households successfully transitioning 
out of social housing by 5 per cent over the next three years. 
In 2015–16, we have exceeded our first year’s target by 3.6 
per cent - having successfully transitioned 2,073 households 
into the private rental market or home ownership. 

By 2025, we want a system where housing assistance is 
seen as a pathway to independence and an enabler of 
improved social and economic outcomes. To do this, FACS 
is providing opportunities and support, such as increasing 
the use of private rental assistance products by 40 per cent 
from 26,000 in June 2011 to 37,000 in June 2025. Private 
rental assistance products help vulnerable households avoid 
or leave social housing.

FACS has made significant inroads in reducing 
homelessness, in particular youth homelessness. We 
are working with non-government organisations to 
support the most vulnerable young people to maintain 
stable accommodation and break the cycle of chronic 
homelessness. In 2015–16, 31.7 per cent of specialist 
homelessness clients aged 15 to 24 years presenting alone 
were living in independent housing at the end of support 
compared to 23 per cent in 2011–12.

Driving better outcomes for social housing 
tenants to gain independence

Successfully transitioning 
people out of social housing

June 2016 June 2016

2,016 2,073

Forecast Actual

Reducing youth 
homelessness

June 2011–12 June 2015–16

More households assisted 
with private rental 
assistance

June 2011 June 2025
37,00026,000
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FACS is committed to ensuring that people with disability, 
their families and carers are at the centre of decision making. 
We are committed to supporting independence, choice, 
control and community participation for people with disability.

In NSW, we are on time and on budget for the National 
Disability Insurance Scheme (NDIS). The Hunter trial 
operated within the expected funding envelope, successfully 
transitioning the estimated numbers of people. We have 
reached significant milestones in our transition to the NDIS 
by 1 July 2018. Since July 2013, we have supported the 
transition of 9,440 participants with an approved plan. From 
1 July 2016, a further 40,000 people with disability are 
expected to enter the Scheme. We will continue to work with 
Commonwealth and other States and Territories, to ensure 
this reform delivers the outcomes that people with disability 
deserve.

We are making it easier for clients to transition to the NDIS 
by delivering a system of disability support based on the 
needs and choices of people with disability. We have made 
momentous advancements in this area with 37 per cent of 
people with disability using individualised services in 2015–
16, up from only 4.2 per cent in 2011–12. 

Without a doubt, one of the great successes for FACS 
is Ability Links which is achieving better outcomes for 
people with disability. As at 30 June 2016, Ability Links had 
supported more than 58,000 people with disability, their 
families and carers and made more than 450,000 community 
connections. Since July 2014, clients have increased their 
engagement with services, improved their connection with 
communities, accessed training and employment, and 
reported improved self esteem and greater wellbeing. Ability 
Links has been the major vehicle to information provision, 
linkages and capacity building during our transition to the 
NDIS.

Since 2010, we have forged ahead with investing in the 
development of large residential centres. By July 2018, all 
large residential centres will be redeveloped into more home-
like community accommodation with enhanced privacy, 
amenities and flexibility in daily and community living. The 
hundreds of people still living in residential centres in NSW 
are progressively benefiting from their relocation to these 
home-like community settings.     

Achieving better outcomes for people 
with disability

Supporting individual choice

Greater wellbeing and social 
inclusion

Share of NDIS 
participants with 
approved plans

Linking people to their local 
communities

58,000  
people

450,000 
Community 
connections

Ability Links 1 July 2014 - 
30 June 2016

NDIS 
participants with 
approved plans

7,600

2011–12 2015–16

75%

4.2%

37%

Percentage of people with disability 
using individualised services



6 

Fa
m

ily
 a

nd
 C

om
m

un
ity

 S
er

vi
ce

s 
| T

he
 F

A
C

S
 S

to
ry

 

Everyone, regardless of age, race or disability, should be able 
to fully participate in and enjoy everything life has to offer. We 
are determined to remove the barriers preventing people from 
realising their potential and living life their way. To this end, 
our ambition is to make NSW the ‘State of Inclusion’ and to 
achieve this we are working in close partnership with the non-
government and private sectors.

We continued to strengthen communities across NSW and 
by 30 June 2016, we had funded 9,700 projects across 
local councils and community groups to improve community 
facilities. Testament to the program’s success are survey 
results of grant participants who nearly all indicated a strong 
interest and demand for the program.

We have succeeded in encouraging older people to enjoy an 
active and healthy retirement. Since 2011–12, the number of 
Seniors Card members have increased by 45 per cent and 
by 30 June 2016 we had 1.45 million Seniors Card members. 
Over the same period, the number of participating businesses 
has more than doubled and the number of discount offers 
available to members has increased by 80 per cent. Since 
2012, the Tech Savvy Seniors program has provided more 
than 30,000 training places at more than 130 locations across 
NSW. This training is allowing seniors to connect with the 
community through the use of computers, tablets and smart 
phones.

We are leading the way in improving social and economic 
outcomes for the estimated 905,000 carers in NSW, who 
support people to live independent lives, to remain in their 
own homes and in their own communities. We recognise that 
unpaid care is critical to the sustainability of our health and 
community services systems, which is why we have launched 
the NSW Carers Strategy 2014–19.

Our recognition that volunteers are an integral part of the 
fabric of our communities has led to increased opportunities 
for volunteering support in NSW. By 30 June 2016, we had 
exceeded our annual target of 800,000 volunteers and were 
well on track to achieving our target of one million volunteers 
in 2017. 

Creating strong, inclusive and 
empowered communities

Healthy and active 
seniors

Strengthening local 
communities

NSW experiencing the 
benefits of volunteering

Since 2011 9,700 community 
projects awarded

June 2011–12 June 2015–16

June 2016 June 2017

816,000 
volunteers

1m volunteers

1M

1.45M
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Domestic and family violence needs to stop if we are to 
enjoy greater health and wellbeing in our communities. FACS 
is a key partner in preventing and responding to domestic 
and family violence. We are improving identification and 
response in cooperation with our own staff, non-government 
organisations and peak bodies.

We are making a difference in the lives of those who are 
affected by domestic and family violence and we are 
responding to this at all levels. The NSW Domestic Violence 
Line operates 24 hours a day, 365 days a year and in 2015–
16 responded to 18,447 calls. As part of our delivery of 
crisis accommodation to people experiencing domestic and 
family violence, in 2015–16, the number of clients seeking 
assistance had reached 20,023, an increase of 34.1 per cent 
since 2011–12.

Throughout 2015–16, we were also diligent in supporting 
victims of domestic and family violence to stay safely in their 
home, or a home of their choice, while police removed the 
perpetrator. In 2015–16, the Staying Home Leaving Violence 
Program operated across 23 locations across NSW and 
supported 1,951 women and 3,458 children. 

Great work has also been achieved to strengthen an 
integrated response to domestic and family violence. We 
have worked side-by-side with our partners – Police, Health, 
Legal Aid and non-government agencies, and we are 
succeeding in our efforts to prevent and stop the escalation 
of domestic and family violence among high risk targeted 
groups and communities. The Integrated Domestic and 
Family Violence program supported more than 2,470 adults 
and 3,393 children in 2015–16. 

We have partnered with families and the community to 
rebuild the lives of domestic and family violence survivors, 
move into stable housing in the private rental market and 
increase their independence. Through the Start Safely private 
rental subsidy, we assisted 1,974 households escaping 
domestic and family violence to get their lives back on 
track during the year. Our commitment is to reach 3,500 
households by 30 June 2017. We know that 70 per cent of 
people who accessed Start Safely funding did not require 
further social housing assistance and this is an encouraging 
baseline result for future success in helping individuals and 
families break the cycle of disadvantage.

Ensuring people experiencing domestic and 
family violence are safer

Rebuilding the lives of 
domestic and family 
violence victims

June 2016 June 2017

3,500 
households

1,974
households

Supporting victims to 
stay safely in their home

1,951 
women

3,458 
children

More crisis accomodation 
to people escaping violence

2011–12 2015–16

12,886

20,023

2015–16

Specialist homelessness clients 
seeking assistance because of do-
mestic and family violence
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Better outcomes for Aboriginal people 
and communities 

Better outcomes for Aboriginal people, families and 
communities have been a major part of our reform agenda. 
FACS acknowledges there is much more work required 
as Aboriginal people are among the most disadvantaged 
groups in Australian society. We are leading the way across 
government in building Aboriginal capacity with our partners 
so they can successfully deliver services to Aboriginal people 
that are accessible, culturally appropriate, inclusive and 
empowering. 

Improved safety of Aboriginal children and young people with 
child protection concerns has been achieved through more 
Aboriginal caseworkers working with Aboriginal communities. 
During 2015–16, 960 more Aboriginal children and young 
people had received a face-to-face assessment compared 
to 2014–15. We are also preventing Aboriginal children from 
escalating through the statutory children protection system 
with 5,770 Aboriginal children receiving an intensive family 
support service in 2015–16, an increase of 52.1 per cent 
since 2011–12.

Equally as important is improving access to affordable, 
quality and culturally appropriate housing. During 2015–16, 
our gains in this area are encouraging with 262 Aboriginal 
households exiting social housing and moving to the 
private rental market or home ownership. Sustained 
long term accommodation was provided to over 80 per 
cent of Aboriginal clients in need, while 87.3 per cent of 
Aboriginal people who were previously homeless or at risk of 
homelessness were still housed after 12 months.  

We are making great progress to support the roll-out of the 
NDIS by supporting Aboriginal disability providers. Since July 
2013, we have supported the transition of 723 Aboriginal 
participants with an approved plan. We have encouraged 
approximately 9,800 Aboriginal people to access and be 
assisted by Ability Links. More than 1 in 5 Ability Links 
employees identified as Aboriginal. 

We are also proud to be one of the largest public sector 
employers of Aboriginal people. We are committed to 
growing a strong, capable and professional Aboriginal 
workforce, both within the department and community 
organisations we fund.

As at 30 June 2016, 4.7 per cent of FACS employees 
identified as Aboriginal compared to 3.7 per cent as at 30 
June 2014. We are working towards a further increase to 7.5 
per cent by 2018.

Keeping more Aboriginal 
children safe

June 2011 June 2016

3,793

5,770

NDIS participants 
with approved 
plans

Greater wellbeing for 
Aboriginal people with 
disability

Share of NDIS 
participants with 
approved plans

723

8.0%

Aboriginal households 
moving to private rental 
market

Children in intensive family support 
services

12.6%

Percentage of households moving 
to private rental market who were 
Aboriginal
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Reaching more people with better services 

FACS has an ambitious goal to break disadvantage and 
see that people are included in their communities. We face 
increasingly complex social problems – demand for our 
services is rising, largely driven by mental illness, domestic 
and family violence, homelessness and alcohol and drug 
abuse. The FACS of the future will be more streamlined and 
efficient in responding to future service demand and funding 
pressures.

We provide services directly to the community and work in 
partnership with the non government sector to commission 
a wide range of services, supports and choices for our 
clients. In 2015–16, we reached over 474,000 people in 
NSW, providing them with social housing and homelessness 
services, disability and community programs, child and family 
support services. 

Our closer partnerships with non government organisations 
and government partners will reach more people and make 
a bigger difference to lives. To date we have established 25 
pilot projects, under the umbrella of the Collective NSW, with 
the aim of better coordinating government agencies, the non-
government and private sectors to deliver integrated services 
to vulnerable people. In addition, the One Place Service 
Centre in the Illawarra Shoalhaven District is hosting FACS, 
Mental Health, Education and non government organisations 
services in one building. The centre is also providing 
personalised referrals to agencies, so families no longer need 
to retell their story to multiple agencies, or have to navigate a 
complex service system. 

We are reshaping ourselves to deliver more quality services, 
choices and better client outcomes. By June 2018, disability 
services will be fully transferred to the non-government sector 
to provide greater choice for people with disability. We will 
continue to move from being a provider of services to being 
a commissioner of services, especially in the area of social 
housing and out-of-home care. 

With around seven in ten individuals saying they were 
satisfied with the services they receive from FACS, we 
recognise there is still room for improvement. To get to the 
next level of performance, we are especially focused on 
providing NSW citizens with clear information about services, 
seeing things from a customer’s perspective and being 
accountable and reliable in delivering valuable services.

NSW citizens accessing 
FACS services

Laying the foundations for 
success

Customer satisfaction with 
FACS services

1
place

FACS Service 
Centre



10 

Fa
m

ily
 a

nd
 C

om
m

un
ity

 S
er

vi
ce

s 
| S

ta
tis

tic
al

 R
ep

or
t  

| 2
01

5–
16

 | 
P

ar
t 2

www.facs.nsw.gov.au/facs-statistics

FACS Statistics

Data, your way

www.facs.nsw.gov.au


