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Acknowledgement of Land 

We acknowledge the traditional custodians of this land, and we pay 
our respects to the Elders past, present and future for they hold the 
memories, the culture and dreams of the Aboriginal and Torres Strait 
Islander People. 

We recognise and respect their cultural heritage, beliefs and 
continual relationship with the land and we recognise the 
importance of the young people who are the future leaders.

We invite you to Acknowledge the Land you personally are meeting 
on today in the chat box



Community

People

Services

We build capacity & 
opportunities to 

strengthen 
communities in the 

areas in which we work 

We seek to understand the 
experience of our service 

users and create 
opportunities and capacity for 

their involvement in service 
design and delivery

We co-design 
solutions, services and 
better ways of doing 

things for greater 
impact 

Service Design & Development
What we do…

We can’t work with all 
services! We prioritize 

maximum impact & 
maximum value 

activities and partner 
with our ‘champions’ 

to grow capacity  

We believe that people 
with lived experience 

know their needs better 
than we do and we 

harness the power of 
human-centred design 

to create better ways of 
responding



How we work: Human-Centred Design

Human-Centred Design is the main approach our team uses for designing services, and can be applied for designing 
strategies, products, systems, policies, physical spaces and almost anything else!

It is a series of principles and mindsets, accompanied by creative tools and methods.

Our role is to (a) use these principles to help design services and (b) support other staff members to use HCD 
principles and mindsets in their own work.

2. Problems before 
solutions 

4. ‘Fail fast, learn fast‘
5. Desirable, Feasible, 

Viable
3. Collaboration1. Empathy 

We prioritise 
understanding our user 

(client, community, 
stakeholder) 

throughout the process. 
If it doesn’t meet their 
needs, then it isn’t a 

success

We champion co-design and partnering with those with lived experience to come up with the strongest outcomes and the greatest impact.

We focus on 
understood the 

problem before creating 
solutions. We use 
create tools and 

methods to come up 
with a range of possible 

solutions.

We don’t have all the 
answers – so we 

facilitate discussions 
between teams and 

expertise to come up 
with the best idea to 
meet ‘user’ needs.

We understand the 
importance of balancing 

what is desirable for 
users, with what is 

financially viable and 
organizationally 

feasible.

We believe in ‘failing 
fast, learning fast’. We 
test our assumptions 
and ideas often, and 
iterate our models 

regularly.



• 3 x strategies to share information, build awareness, swap ideas and resources
• An evolving program of work with a ‘phased approach’ supported by the SDD team who filter and organize 

information, ensuring it is easy to access and understand
• A focus on collective problem solving with the SDD team facilitating discussions and sharing of ideas

Guidance sheets Resource library 
on Teams

Online Forums

Simple ‘how to’ guidance 
with tips and examples

An evolving library of 
resources, case studies and 
tools gathered from internal 

services and externally

Service delivery staff: Hear about 
guidance sheets, resources & share 

ideas. 
SDD team:  Hear the pain points 
and questions and inform future 

resources

Yammer channel to share stories and ask questions 

Supporting service delivery teams to adapt during COVID 19



Three horizons

Horizon 2: Keeping Clients Safe – mentally and physically

1. Supporting clients with declining mental health 

2. Supporting tenancies at risk – facilitating virtual property inspections

3. Supporting vulnerable families - protecting children from risk of harm

4. Community engagement and development

Horizon 3: Sustaining good practice

Currently being developed based on a summary of insights and 
opportunities from the previous phases

Targeted forums & 
guidance sheets for each 
focus area including: 
• Case studies
• Good practice
• Tips 
• Links to resources

Horizon 1: meeting immediate needs

How might we enable our services to continue to support their clients during 
‘physical distancing'?



Virtual Forums
Forums brought together staff from different locations to collectively problem solve and share ideas

A Human centred design framework ensured that we kept the client experience at the centre of solutions



Virtual Forums

Virtual white boards enabled idea generation, collaboration and rapid production of outputs 



Case study: Services working with children at risk of harm

Family support services were identified as facing significant challenges in 
adapting the way they worked.

Pre-forum Survey

•Identify biggest risks and 
challenges for services in 
this space – determine focus 
areas for forums.

Online Forum 1

•How might we identify the 
signs that a child is at risk of 
harm when we have limited 
or no face to face contact?

Online Forum 2

•In the current context, how 
might we respond when we 
identify signs that a child is 
at risk of harm so that 
children are safe?

Share Resources

•Identifying the signs a child 
may be at risk of harm

•Responding to signs of 
family violence

•Practice example: Physical 
Delivery

•Useful resources



Unpacking a specific scenario



Brainstorming the options



Sharing the insights more broadly

Insights and ideas from the forums were brought together into a set of resources that were made available to the 
wider organisation.



Templates and resources
A range of templates and resources were produced throughout the project, aiming to share learnings and insights, 
and provide resources to help services think through further challenges. 

Some of these are available on our external resource sharing hub: https://www.missionaustralia.com.au/publications/resource-sharing-hub

Horizon 1 Resources



Templates and resources
A range of templates and resources were produced throughout the project, aiming to share learnings and insights, 
and provide resources to help services think through further challenges.

Horizon 2 Resources



Resource Library
A Resource library was also set up to curate links from the huge range of internal and external resources that were 
bring produced as the world adapted to COVID-19



Challenges and how they were overcome

Rapid adaption to new ways of working
Giving things a go: virtual white boards, webinar etiquette, quick training sessions

Not knowing the answers
Spending time listening, lots of 1:1 conversations, creating space for defining and prioritizing 
problems before rushing into solutions

Limited time and resource
Creating consistent frameworks and tools that can be replicated, working to 80% not 
perfection, creating outputs quickly

Balancing risk and innovation
Being a conduit between services and other key business functions e.g. IT, legal



Collected learnings and insights

New ways of engaging via digital delivery
Some clients benefited from more individually tailored 
approaches, greater choice or increased frequency of 
contact.

More coordinated care
For some, the use of digital technology improved the 
integrated and coordinated care they received from 
different organisations.

Empowerment through digital literacy
Clients experienced greater independence through rapid 
increase in digital literacy and access to technology.

The digital divide has become bigger
Some groups have been left behind and face increased 
barriers to accessing support or meeting their needs.

Intensive collaboration in the homelessness sector
COVID-19 saw unprecedented numbers of rough sleepers 
moved into temporary accommodation and engaged with 
wrap around supports.

Fast-tracked housing outcomes
Focussed collaboration led to housing outcomes that 
would not have occurred during normal circumstances.

Changes to service entry pathways
Some entry pathways were no longer available (eg "sft-
entry"). Some new entry pathways opened up that had not 
been available before.

Social isolation and mental health
Many clients experienced increased social isolation and 
declining mental health during COVID.



Q&A and discussion

• What were your experiences of adapting your work during COVID-19?

• What challenges or opportunities did you encounter?

• How can we sustain some of the good practice and innovation that has 
emerged? 


