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About Courage Collective

Beginning in the early days of the refuge movement as
Georgina House, Courage Collective became a self-governing
organisation run by an independent board in 1989.

Today, Courage Collective is a community-based organisation
dedicated to providing specialist family violence services. We
offer safe accommodation (protective hiding), case
management support and therapeutic programs for adults,
young people, and child victim-survivors affected by family
violence.

Courage Collective operates two high-security core-and-
cluster refuges as well as crisis accommodation properties in
the northern metropolitan region of Melbourne, Victoria.

How this Client Services Model supports our
work

Courage Collective always ensures that the victim-survivors we
support are at the centre of what we do, and how we work. This
Client Services Model builds on:

e research, policy and evidence-informed practice

o staff knowledge, skills, expertise and training in delivering
services to victim-survivors

e the experiences, opinions and preferences of victim-
survivors.

Our Client Services Model places Courage Collective at the
forefront of designing and delivering quality and contemporary
services at core-and-cluster refuges, with an emphasis on:

e elevating the client voice
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increasing the focus on supporting children and young
people
embedding therapeutic responses.

Supporting resources

This Client Services Model is informed by legislative
requirements and resources provided by the government as
well as by the sector’s practice and service delivery research,
including but not limited to:

Family Violence Protection Act 2008

Child, Youth and Families Act 2005

Family Violence Multi-Agency Risk Assessment and
Management Framework (Family Safety Victoria, 2017)
Family Violence Information Sharing Scheme (FVISS) and
Child Information Sharing Scheme (CISS)

Family Violence Crisis Response Model (Family Safety
Victoria, 2023)

Family Violence Crisis Responses: roles and responsibilities
in providing emergency accommodation (Family Safety
Victoria, 2022)

Victorian Family Violence Refuge Eligibility and Prioritisation
Framework (Family Safety Victoria, 2022)

Case Management Program Requirements: for specialist
family violence services which support victim-survivors
(Family Safety Victoria, 2021)

Recommendations from the Victorian Royal Commission
into Family Violence (final report March 2016)

Responding to Family Violence Capability Framework
(Family Safety Victoria, 2017)

Child Safe Standards and the Reportable Conduct Scheme
Dhelk DJA: Safe Our Way (The Aboriginal 10-year Family
Violence Agreement 2018-2028)

Everybody Matters: Inclusion and Equity Statement (2021)
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e The Community Services Quality Governance Framework
(2018)
e Social Services Standards (2024).

This Client Services Model also details our Theory of Change
incorporating our updated practice principles, service
components, service inputs and program outcomes.

As a whole, this document shows how Courage Collective will
continue to meet its purpose of creating safe and inclusive
spaces that provide the resources and opportunities for
survivors of family violence to heal and grow independently.
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Acknowledgements

Traditional Owners of Country

Courage Collective delivers its services on the unceded land of
the Wurundijeri People of the Kulin Nation. We acknowledge
Aboriginal and Torres Strait Islander peoples as the traditional
and ongoing custodians of the lands on which we live and work,
and we pay respects to Elders past and present.

We acknowledge that sovereignty was never ceded and
recognise First Nations peoples’ rights to self-determination and
continuing connection to land, waters and community. We
acknowledge the significant disruptions to social and cultural
order and the ongoing hurt caused by colonisation.

Courage Collective recognises that Aboriginal and Torres Strait
Islander women and children are disproportionately impacted
by family violence and are overrepresented among family
violence victim-survivors. We acknowledge the ongoing
leadership role of First Nations communities in addressing and
preventing family violence, and we join them in seeking to
eliminate family violence from all communities.

A

Commitment to inclusivity

Courage Collective strives to create an inclusive and accessible
service and work environment that embraces, celebrates, and
values diversity in all its forms. We are committed to providing a
respectful and safe space for all staff and victim-survivors,
including those who are First Nations peoples, who identify as
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LGBTIQA+, people who are from migrant and refugee
communities, and people with disability.

Courage Collective has a deep, lasting commitment to
welcoming and providing respectful support to all cisgender
and trans women, non-binary, and gender non-
conforming/gender diverse people, including trans, non-binary,
or gender diverse children and young people.

Quality
Innovation
Performance

ACCREDITED

Victim-survivors of family violence

Courage Collective honours the strength and resilience of
adults, children and young people who have experienced family
violence and recognises that it is essential that responses to
family violence are informed by their expert knowledge and
advocacy. We pay respect to those who have not survived and
acknowledge the lasting impacts of this preventable violence
on families and communities.

We recognise that it is victim-survivors' courage to seek help
that empowers Courage Collective to respond. Their stories
inspire and motivate our ongoing work.
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Methodology

To develop the initial draft of the Client Services Model, the Client
Services Leadership Team held a series of workshops and
developed a draft document for consultation and refinement,
which included the key concepts.

Following the development of the draft document, a series of
workshops were held with the Courage Collective team to
incorporate their knowledge and expertise. Through these
workshops, key concepts were refined and elements defined.

Lived experience consultation

To ensure our service model accurately reflects the experiences
and needs of the victim-survivors we serve, Courage Collective
engaged Safe + Equal’s Lived Experience Advisory Group to
review the proposed model and participate in a workshop to
provide their valuable feedback and recommendations prior to
finalisation. Their feedback has been embedded within this
document.

After the final draft Clients Services Model was approved by the
Courage Collective Board, we began developing an Outcomes
Measurement Framework. The Outcomes Measurement
Framework is an accompanying document that will be used to
support Courage Collective practice, and to report to the Board,
key funders and stakeholders. This framework has also been
refined using feedback from Safe + Equal’s Lived Experience
Advisory Group.
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Theory of Change

Courage Collective’s Theory of Change articulates the change
we will create—both structurally and for individuals—by
implementing our Client Services Model. It also defines our
practice principles, service inputs, service components, and
program outcomes. Each of these areas is outlined below and
detailed in the following pages.

The change Courage Collective seeks is for:

“Victim-survivors of family violence to become empowered,
to heal and move towards a life free from violence. This will
happen by creating safe and inclusive spaces and providing
advocacy, resources and opportunity.”

Practice principles

Practice principles are the foundational beliefs, values, and
ethical guidelines that form the foundations of our services.
They are evidence-based and represent the "why" and "how"
behind our approach. They guide decision making and shape
the culture of our service delivery.

Our practice principles are:

e Safety, trauma and harm minimisation

e Person centred and strengths based

e Child and young person centred

e Cultural safety

e Embed lived experience

e Intersectional feminism, social justice, equity and inclusion

e Perpetrator accountability

e Recognition of multiple and complex needs

e A wrap-around integrated specialist response

e A commitment to a strong understanding of family and
community context

10
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Service inputs

Service inputs are the resources we invest to deliver on our
Theory of Change. Our service inputs are:

o Workforce skills, knowledge and capability

e Accommodation supported 24/7

e Operational processes and systems

e Family violence service system and integration

Service components

Service components are the programmatic elements we offer
victim-survivors when they come to Courage Collective. Our
service components are:

e Complex risk assessment and safety planning
e Safe accommodation with 24/7 support

o Atiered/ staged approach to service delivery
¢ Specialist family violence case management
e Partnership and collaboration

e Victim-survivor therapeutic responses

e Material aid

e Crisis response

e Groupwork

e Petsinrefuge

e Advocacy and policy development

Program outcomes

Program outcomes are the changes and benefits that result
from the implementation of the new Client Services Model. They
describe what will be measured. Our program outcomes are:

e Increased safety
¢ Increased agency and empowerment
e Advocacy and system improvement
e Stabilisation, healing and recovery
11
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e Child and young person wellbeing

This model supports inclusive and safe practices for all,
including LGBTIQA+, Aboriginal and Torres Strait Islander
peoples, and migrant and refugee victim-survivors, including
those living with disabilities, by acknowledging their unique
experiences and barriers to support. Where this document refers
to “marginalised minority groups”, it is referring to this cohort of
victim-survivors.

12
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The change Courage Collective seeks is for victim-survivors of family violence to become empowered, to heal and move towards a life free from
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Practice principles of Courage Collective’s
Theory of Change

Practice principles are the foundational beliefs, values, and
ethical guidelines that underpin our services. They represent the
"why" and "how" behind our approach. They guide decision
making and shape the culture of our service delivery.

Safety, trauma, and harm minimisation

Trauma-informed practice integrates components of safety,
choice, collaboration, trustworthiness, and empowerment into
service delivery. This equips services to be attuned to the
physical, emotional, and cultural safety needs of victim-
survivors. It relates to physical spaces, engagement and
assessment processes as well as case management practices.
It can then inform how we approach harm minimisation to best
support victim-survivors to be safe while using alcohol or other
drugs (AOD), and to work alongside them without
discrimination.

At Courage Collective this means:

e listening to victim-survivors’ experiences

e completing risk and needs assessments

e providing high security physical environments for
victim-survivors and recognising the oppressive nature
of protective hiding and prioritising timely housing and
safe exit pathways

s engaging in scrupulous safety and security agreements
with victim-survivors to ensure a safe living environment
for victim-survivors



e viewing all aspects of intervention and support through
the lens of the victim-survivors experience of trauma
and its manifestations

e training staff in AOD and family violence case
management, collaborating and consulting with AOD
services and supporting victim-survivors in safe use of
AOD

e recognising the unique safety needs of marginalised
and diverse victim-survivors and ensuring inclusive
support that is free from judgement or discrimination.

We support clients to begin their healing from the impacts of
family violence by providing safe practices and a safe
environment. Courage Collective is non-discriminatory and
believes all people have a right to a service where they are
heard, and their dignity is maintained.

Person centred and strengths based

Person-centred practice guides a practitioner to respect and
support the victim-survivor's preferences and enable them to
actively shape their own goals, direction and methods used in
the service response. Strengths-based work maintains a
collaborative stance as opposed to a "power over” stance and
arrives at solutions by harnessing the victim-survivor’s
capacities, strengths, and resources.

At Courage Collective this means:

¢ undertaking individualised assessments for each family
member and asking victim-survivors to assess their risk

e collaborating with victim-survivors in the development of
their case plans, tailored to their individual needs and goals

e listening to victim-survivors tell their experiences, believing
them and asking victim-survivors what they want

15
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¢ learning from victim-survivors

e exploring “safe-at-home" goals for every victim-survivor

e actively seeking feedback from victim-survivors about our
service delivery so we can improve.

We use these principles to support agency in each victim-
survivor and provide them with the tools to trust in their own
decision making.

Child and young person centred practice

Child and young person centred practice acknowledges that
these people are victim-survivors of family violence in their own
right. This approach allows us, as professionals, to gain insight
into each child or young person’s individual and unique
experience of family violence. This approach guides us to keep
the child or young person in focus when assessing risk and
making decisions, and supports working in partnership with
children, young people, their families, and communities.

At Courage Collective this means:

¢ individualising assessments and creating collaborative
and tailored case plans for each child and young person

e engaging with children and young people directly and,
when this is not possible, maintaining a child-focused lens
when working with their families and communities

¢ listening to children and young people’s experiences and
acknowledging they can be different from those of their
caregiver and siblings

+ adopting the evidence-based Safe & Together Model and
principles throughout our service model

e providing a specialist child response through specialist
roles and programs

¢ implementing therapeutic interventions and supports

16
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o following child-safe policies and procedures
e asking children and young people for their feedback. What
is going well? Where can we do better?

We engage this principle to provide children and young people
with appropriate and tailored support, so they are safe from
violence and can heal from its impacts.

Cultural safety

Courage Collective is committed to being a culturally safe
organisation, grounded in the practices of awareness,
sensitivity, competency, and humility. This principle serves as
the foundation for allyship and creates an environment of
respect and knowledge where experience can be shared
without fear, judgement or discrimination.

At Courage Collective we do this by:

e maintaining Rainbow Tick accreditation

e building relationships with culturally specific family violence
services and organisations supporting women and children
escaping family violence

e providing cultural training for staff to best work with First
Nations community members and collaborating with First
Nations clients to ensure their living space is culturally safe

e partnering with Aboriginal organisations for ongoing cultural
safety practices and embedding these into day-to-day
practice at Courage Collective

e displaying local Aboriginal art and flags at all sites

e recognising and celebrating the cultural diversity of staff and
volunteers

e partnering with LGBTIQA+ organisations for ongoing safe
practice work at Courage Collective and regularly reviewing

17
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service environments, language, forms and signage to ensure
they are LGBTIQA+ inclusive and affirming

o developing and embedding a lived experience framework in
program feedback and service development that is inclusive
of minority groups.

We engage this principle to position Courage Collective to be
able to deliver culturally safe and respectful services to support
every victim-survivor on their journey to recovery.

Embed lived experience

Embedding the voice of lived experience in the design,
implementation and evaluation of service delivery, programs,
and strategy at Courage Collective recognises victim-survivors
as experts in their own recovery, and their right to direct their
service response. It also provides opportunities for victim-
survivors to influence policy development, service planning and
practice.

We ensure that the voices of victim-survivors from marginalised
minority groups with lived experience are part of program
evaluation and co-design processes. Their input helps shape
inclusive policies and client engagement strategies.

Courage Collective also acknowledges that some specialist
family violence practitioners have their own survivor experience
that informs their practice.

At Courage Collective this means:

e victim-survivors participating in the development of their own
safety plan

e Vvictim-survivors participating in developing their case
management goals

18
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e victim-survivors contributing to reviewing the service delivery
they receive

e over time, victim-survivors being asked to contribute to
program development

e over time, victim-survivors being asked to contribute to
organisational strategy.

We engage with this principle to ensure the healing of victim-
survivors is informed by their own values and priorities.

Intersectional feminism, social justice, equity and inclusion

The theory of intersectional feminism advocates for an analysis
of structural disadvantage where multiple forms of power,
privilege and oppression overlap or intersect. Intersectionality in
family violence practice asks practitioners to consider a victim-
survivor’'s whole experience, and identify the impact of
disadvantage, in addition to reflecting on their own biases and
judgements.

By understanding intersectional feminism alongside equity and
inclusion, Courage Collective uses social justice principles to
empower victim-survivors to understand their human rights and
access a range of services to meet their needs.

Taking a social justice approach in family violence practice
involves victim-survivors being actively empowered with
practical and emotional support to enable the realisation of
their human rights and social needs.

At Courage Collective this means:

e understanding that family violence exists within gendered,
patriarchal, and structural oppression
e supporting victim-survivors to be empowered and in control
of their own lives
e respecting victim-survivors' identity and their experiences
19
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¢ understanding systemic and structural disadvantages and
discrimination

e being culturally aware and considerate of social factors

e providing non-discriminatory practice and ensuring
equitable service responses and provisions.

Perpetrator accountability

As a specidalist service for victim-survivors of family violence,
Courage Collective does not work directly with perpetrators.
However, because an integral part of the service system'’s
response is to hold perpetrators of violence in view and
accountable, we have an important role to contribute to this
while working alongside, and in partnership with, victim-
survivors. We work with relevant parts of the service system,
including the courts and Victoria Police, to keep perpetrators
accountable.

We do this at Courage Collective by:

e training staff in the specialist application of the
comprehensive Multi-Agency Risk Assessment and
Management (MARAM) Framework for adults, children and
young people and keeping victim-survivors updated and
informed of assessed changes in risk level and developing
safety plans

e developing an understanding of the victim-survivor’s
strengths and protective factors, as well as their self-
assessed level of risk

e advocating to various parts of the statutory and non-
statutory system that responds to family violence to ensure

perpetrator accountability remains a priority of the collective

system
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e completing information sharing requests, as well as making
requests as needed to inform risk assessments and safety
planning

e tracking perpetrators from the time we assess the victim-
survivors and keeping them in view

e providing family violence and psychosocial education

e maintaining live documents that allow Courage Collective
practitioners to critically think about, assess and respond to
risk

e participating in (or facilitating where appropriate) care team
meetings

e partnering with victim-survivors to gain a stronger
understanding of the nuances of their perpetrator/s,
including tracking patterns and behaviours to support with
safety planning, advocacy and external referrals need

e participating in networks that support perpetrator
accountability

e advocating with Victoria Police and judicial systems where
misidentification is apparent and actively calling out systems
abuse

e utilising the Safe & Together Model to map and document the
perpetrator’s patterns of harm and sharing this information
with the system to remove the burden and accountability
from the victim-survivor.

At Courage Collective we understand that we need to embed
perpetrator accountability into how we practice, ensuring that
the victim-survivor stays at the centre of the service system
response.

Multiple and complex needs

Victim-survivors with multiple and complex needs may be
experiencing numerous, chronic, interrelated challenges

21
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associated with their experience of violence. There is significant
diversity among victim-survivors. We recognise the complexity
and multi-dimensional nature of their experiences and the need
for individualised, tailored, flexible approaches to support them.

At Courage Collective this means we:

e assess the multiple disadvantages that victim-survivors
are facing, and support and advocate for them with other
services

e support the victim-survivor and negotiate on their behalf
on issues including disability, mental health, and
substance use

e acknowledge the interaction between a victim-survivor’s
social, economic and health needs, and tailor supports to
this.

Wrap-around integrated specialist response

In recognition of victim-survivors complex, diverse,
intersectional needs, we apply a “wrap-around” support model
that ensures victim-survivors receive an integrated, multi-
disciplinary and coordinated service response to needs that are
ever-changing.

Courage Collective's Client Services team includes the following
specialist functions that are assigned to every client, where
appropriate:

 Specialist Family Violence Practitioner — Adult (Case
Manager)

e Specialist Family Violence Practitioner — Child and Young
Person (Case Manager)

e Therapeutic Practitioner

e Support Worker — day and evening

22
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A commitment to a strong understanding of family and
community context

Courage Collective works collaboratively with family and
community to support victim-survivors to reconnect and
promote healing and recovery from family violence. Our service
seeks to partner within the community service sector to build on
relationships and resources to improve our organisation and
service delivery.

When safe to do so, we support victim-survivors to develop
strong social connection within their families and communities
and to bolster the communities’ responses to protecting adults
and children from family violence.

At Courage Collective this means we are:

e considering the family and community context for each
victim-survivor, and applying a psychosocial lens to build
understanding of the whole person

¢ Dbuilding on the strengths people have within their families
and communities

e acknowledging the importance of family and community
to promote safety, healing and recovery from violence

e working collaboratively with the community through
referrals, liaison, and networking

¢ building our presence with the family violence sector within
community

« utilising evidence-based tools such as geno and eco-
mapping to gain insights into clients’ formal and informal
support networks and history.

23
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Service inputs

Service inputs are the resources we invest to deliver on our
Theory of Change.

Workforce skills, knowledge, and capability

Courage Collective aims to create and sustain a workforce that
is confident and curious, has a complex and comprehensive
understanding of risk and safety, and is adaptable to how it
undertakes its work. Courage Collective supports victim-
survivors that have multiple and complex needs, so it is
important that we work from a strong evidence base and
corroborate our practice wisdom.

To ensure this, we are:

e delivering a strong induction program

e undertaking reflective practice

+ participating in training, including sector-mandatory
training, in-service training and inclusion training for
marginalised communities

e undertaking annual performance appraisals and
workplans

e participating in regular reflective and operational
supervision

e delivering staff wellbeing programs

e providing opportunities for all staff to innovate

e providing an external Employment Assistance Program
(EAP)

e supporting staff to build their skills and capabilities within
all program activities

e integrating practice across sites and outreach

e running a staff-led Diversity and Inclusion Committee and
Wellbeing Committee.

24
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Accommodation supported 24/7

We provide secure and comfortable residences for victim-
survivors that are trauma informed, culturally safe and staffed
with a workforce skilled in supporting our clients to become safe
and to begin to recover from their experience of family violence.

To ensure this is done, we provide:

e purpose-built brick and mortar buildings

e children’s outdoor play area with BBQ facilities

e a muti-purpose room for group activities

e furnishings and fittings within each self-contained unit

o Wi-fi

e 0 communication and security system

e staff roster 24/7 with an on-call service

e asensory and edible garden

¢ highly resourced multi-purpose spaces that are trauma
informed

e units that are well maintained and cared for, aesthetically
pleasing and unique.

Operational processes and systems

Courage Collective has fit-for-purpose systems and processes
to ensure we are a high-achieving organisation, committed to
delivering operational and client outcomes. These include:

e a strategic plan with annual operational plans ensuring we
continue to meet our organisational purpose

e policies and procedures on business functions including
finance, HR, and delegation of authority

e a client service manual to support a trauma informed,
consistent and safe approach to practice and service
delivery

e Rainbow Tick accreditation

25
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service-level agreements with contractors for key services

a communication program with staff including regular
team and staff meetings, a newsletter and a consultation
program

a business services function that includes finance, HR,
quality and risk, payroll and IT support

an Enterprise Agreement between the organisation and
staff

an innovation funding program.

Family violence service system and integration

Courage Collective actively participates in and collaborates

with sector-wide developments and reform. We build strong

relationships with sister organisations to ensure practice and
services align.

The practical implementation of this includes:

o relationships with key stakeholders in government, the

family violence service system and community
organisations
development of a strong understanding of the service

system, proposed changes, and the ability to navigate the

system

e continuing to be up-to-date and compliant with:

o Family Safety Victoria program obligations
Social Services Regulator (SSR) requirements
legislation

information-sharing obligations and requests
national and state reforms

evidence bases for family violence and child
wellbeing sectors.

o O O O O
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In the future, Courage Collective will provide leadership in the
sector, contributing to innovative practice that best supports
victim-survivors.
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Courage Collective's service components

Service components are the programmatic elements we offer
victim-survivors when they come to Courage Collective.

Complex risk assessment and safety planning

Comprehensive risk assessment is undertaken by professionals
with a specialist level of skill, knowledge, and expertise in family
violence practice. The MARAM Framework supports practitioners
to identify risk and manage the risk of further harm. This is led by
structured professional judgement while using the victim-
survivor's own assessment of their risk and evidence-based risk
factors.

The stages involved in risk assessment and safety planning
include:

e completing a comprehensive MARAM risk assessment in
partnership with victim-survivors and a safety plan within
days of arriving at a Courage Collective property

e undertaking regular assessment of risk while victim-
survivors are in service

e completing a Courage Collective-developed holistic needs
assessment

e policies and practices that maintain the safety and
security of our high-security refuges

e Family Violence Information Sharing Scheme & Child
Information Sharing Scheme

e advocating to other service providers including judicial
services, Victoria Police, Child Protection and services
supporting men who use violence

e collaborative practice with other services that support the
victim-survivor.

28
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safe accommodation with 24/7 support

Time-limited safe accommodation is provided to victim-
survivors who are assessed under the MARAM Framework to be
at the highest level of risk and in need of protective hiding, often
to prevent serious harm or lethality. They have left their homes
and communities, due to family violence risks posed by their
perpetrators. Courage Collective’s properties include core-and-
cluster refuges (staff onsite) and crisis accommodation
properties (no staff onsite).

Courage Collective's safe and secure accommodation features
include:

e security protocols that support confidentiality of property
locations

e security systems that provide both physical safety
measures (i.e. gating, security doors) and technological
safety measures (CCTV, duress alarms)

o safety and security agreements between Courage
Collective and victim-survivors accessing the service

o staff trained in safety, crisis management and security
procedures

s 24/[7 client support by staff qualified in providing family
violence responses to victim-survivors

e optimum maintenance of accommodation to meet
relevant requirements to support victim-survivors.

With support from these measures, victim-survivors residing
within the core-and-cluster refuges and crisis accommodation
properties have safe places to live until they can transition to a
safe place within community.
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A tiered/staged approach to service delivery

Strongly associated with person-centred practice, a tiered or
staged approach to service delivery recognises the unique ways
victim-survivors and their children present at the start of service
delivery and throughout their stay.

A staged and nuanced approach routinely uses a combination
of a victim-survivor’'s own assessment of risk, safety, and
wellbeing/functioning, combined with other evidenced-based
risks factors and an assessment of psychosocial functioning to
determine levels of support.

This deliberate practice approach supports engagement and
flexibly matches the intensity of service response with the level
of risk and need, allowing service response to be better tailored
to the victim-survivor’s level of functioning and resources.

Courage Collective recognises victim-survivors need to forego
significant freedoms, as well as agency and dignity, to access
an environment free from violence. The restrictions imposed in
high-security refuge are necessary for the safety of clients at
imminent risk and in need of protection under the MARAM
Framework. However, these restrictions can also be oppressive.
They can create a barrier to a person leaving a violent
relationship or contribute to their decision to return to the
perpetrator.

Therefore, as a victim-survivor’s risk status decreases during
their refuge service involvement, so too should the level of
intervention and security, with a gradual shift towards
stabilisation and recovery, looking towards a sustainable future
free from violence.

At Courage Collective, this looks like:
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maintaining the highest security levels and conditions for
core-and-cluster sites, where clients entering are assessed
to be at the highest level of risk, as per Family Safety
Victoria’s Eligibility and Prioritisation Framework

regular risk assessment reviews in line with MARAM
guidelines

clients are transitioned to alternate properties, including
Courage Collective’s properties within community, once
risk is assessed to be at a level where they can safely
commence greater community re-engagement

a documented procedure for tiered/staged security and
service responses to clients residing in community
properties, to promote agency and dignity while reducing
isolation and its impacts.

Specialist family violence case management

Specialist family violence services provide crisis response and
planned management to victim-survivors. Specialist family
violence practitioners have expertise in assessing and analysing
family violence as an abuse of power and control within
complex patriarchal social conditions and intersecting
oppressions.

Specialist family violence services have multiple legislated
responsibilities under the MARAM Framework, including:

screening and triage

engaging in culturally appropriate service delivery
implementing Child Safe Standards

using family violence information sharing and child
information sharing schemes to assess and mitigate risk
undertaking a comprehensive family violence risk
assessment

31

C¥URAGE
COLRECTIVS



¢ undertaking risk management and safety planning with
victim-survivors

e working with victim-survivors with a client-centred and
strength-based approach

¢ understanding individual circumstances and complexity

e understanding systemic barriers and intersectionality

e implementing tailored and collaborative case planning

 securing material needs/aids

o referring to external services as needed.

Courage Collective practitioners walk alongside victim-
survivors as they navigate complex systems while managing
the dynamic risk posed by perpetrators of family violence. As an
organisation, Courage Collective has a commitment to
accountability in its service delivery and outcomes.

Partnership and collaboration

Courage Collective partners and collaborates with victim-
survivors to ensure client-led outcomes.

Courage Collective is an integral part of the Victorian family
violence service system. We rely on the support and
engagement of all the other organisations and programs within
the service system. We do this by developing relationships with
stakeholders such as maternal and child health nurses, schools,
Orange Doors, external specialist family violence services,
Victoria Police, and our clients.

We do this by:

e building and maintaining relationships and partnerships with
external services for consultations, and to support us to
develop our cultural lens, processes, and practice
development

e being an active member of local and state-wide networks
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o delivering regular workshops for staff to develop their skill
base and knowledge of contemporary practice

¢ developing a strong understanding of community
development principles

e partnering with community organisations that specialise in
their work with marginalised communities to strengthen
referral pathways, staff training, and to ensure service
delivery remains informed by diverse community needs and
lived experiences

o partnering with the non-offending caregiver to keep children
safe. This includes advocacy where there is statutory (Child
Protection) involvement, with a distinct focus on perpetrator
accountability.

Victim-survivor therapeutic responses

Victim-survivors are provided with a range of psychosocial
supports relating to their educational, emotional, psychological,
social, physical, and mental health needs.

Specialist therapeutic responses are tailored to adult, child and
young person victim-survivors to promote stabilisation and
mental health after violence within a safe environment.

These supports include:

e dedicated therapeutic responses for all victim-survivors
within the service, including assessment and treatment
planning

e parent and child playgroups with an attachment focus

e giving children a voice in their case plans

e trauma-informed practice

e promoting the parent-child attachment and relationship
through Safe and Together practices
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e referrals to external local services such as maternal health
nurses, family services, mental health clinicians,
paediatricians, and the NDIS

 adult therapeutic programs based on individual need (group
and dyadic modalities).

Material aid

Courage Collective receives funding to support victim-survivors
in their stabilisation and recovery from violence. This funding
can be used to purchase a broad range of items and services to
support the client's needs as identified in their case plans.

Courage Collective also provides financial literacy and life skills
education to increase agency and empowerment, and to
reduce the likelihood of service dependence.

Courage Collective builds relationships with material aid
providers to support clients with their immediate needs, and
partners with organisations that will support their needs after
leaving the refuge.

These needs include;

e costs associated with relocation

e essential furniture/household items

e education and employment

e travel costs

e counselling and medical costs

e petcare costs

e cultural needs

e safety measures such as duress alarms, CCTV
e mobile phones and credit

e supports to empower victim-survivors
o referrals to material aid providers.
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Crisis response

Courage Collective is aligned with Family Safety Victoria’s Crisis
Response Model. The Orange Door and Safe Steps are the main
entry points into our service. However, victim-survivors can be
referred to Courage Collective from other local family violence
support services at the point of crisis. This approach enables
victim-survivors in crisis to access immediate specialist family
violence risk assessment and support, including emergency
accommodation, wherever they enter the system.

At Courage Collective this means:

previous clients can contact Courage Collective if they
believe they are at risk from family violence. Courage
Collective will provide a comprehensive MARAM risk
assessment and refer them to Safe Steps or the Orange
Door, as appropriate

short-term emergency accommodation (refuge or hotel)
can be provided by Courage Collective, where a victim-
survivor is assessed to be at immediate risk and requiring
protection

continuously reviewing and updating the risk assessment
and safety plan per MARAM guidelines and keeping victim-
survivors informed of any changes to their assessed level
of risk

sharing information including risk assessments and safety
plans with local family violence support services and other
agencies, as needed and in line with legislated information
sharing guidelines

accepting referrals from Safe Steps for eligible victim-
survivors in line with the Victorian family violence refuge
eligibility and prioritisation framework.
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Groupwork

Courage Collective offers groupwork as part of our service
delivery model. Groupwork is intentional, client-centred and
covers a range of educational and therapeutic topics.

We do this by:

o offering supported playgroups each school term

o facilitating intentional groupwork with a strong lens on
community development. This fosters relationships,
partnerships and collaboration with clients, external services,
and stakeholders

e gathering client opinions and needs when developing
groupwork

¢ evaluating groupwork against service delivery outcomes

e providing therapeutic peer groups and morning tea drop-ins,
which are psychoeducational for adult victim-survivors

o offering groupwork that develops life skills and socialisation
goals.

Pets in refuge

Courage Collective recognises that victim-survivors with pets
face additional barriers to leaving relationships and accessing
support to enhance their safety. We understand that many
victim-survivors cannot be separated from their animal, and
that their safety and wellbeing are interconnected.

Studies show that animals support the physical and mental
health of individuals, particularly during times of stress.

Courage Collective supports victim-survivors to remain with
their pets through:

36

C¥URAGE
COLRECTIVS



e allowing victim-survivors to house pets in core-and-
cluster units

¢ allowing victim-survivors to house pets in Crisis
Accommodation Program properties

¢ allowing victim-survivors to use crisis brokerage to
purchase veterinary services, food and bedding for the pet

e developing an agreement between the victim-survivor and
Courage Collective outlining responsibility for the pet's
safety and wellbeing, and the health of the pet and the
victim-survivors and staff on site.

Advocacy and policy development

Courage Collective is committed to developing a policy and
advocacy response to supporting system changes that impact
how victim-survivors move on from their experiences of family
violence.

Courage Collective creates opportunities within existing
structures as well as creates new opportunities to:

identify practice improvements

recognise themes in service delivery that need to be
addressed

elevate the voices of victim-survivors to contribute to system
change

respond to external policy changes with practice insights

engage with state and Commonwealth organisations who
work on family violence policy and service delivery

work in collaboration with our peak body and other agency
partners on key service and policy issues

engage with local politicians on issues impacting our
communities.
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Courage Collective will actively contribute to the discourse of
developing better community and service responses to family
violence.

C¥URAGE
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Program outcomes

Program outcomes are the changes and benefits that result
from the implementation of this Client Services Model. Courage
Collective will measure the overall effectiveness of the Client
Services Model through the development of an Outcomes
Measurement Framework, based on the outcomes outlined
below.

Where the outcomes speak about victim-survivors, this includes
adults, children and young people.

Increased safety

Courage Collective provides high-security refuge support for
victim-survivors. Through case management, we also address
clients’ cultural, emotional, and physical safety needs.

Our indicators of success include:

e victim-survivors report feeling physically and emotionally
safer

e victim-survivors are no longer facing a direct danger,
threat, or risk of harm from the perpetrator

e victim-survivors report feeling increased confidence to
rebuild their life and their children’s lives

e victim-survivors report feeling respected and treated with
dignity
e increased sharing of information across the family violence

system to assess and respond to risks and to the needs of
victim-survivor adults, children, and young people

e reduced risk assessed when victim-survivors leave our
service.
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Increased agency and empowerment

Courage Collective creates the conditions and processes for

victim-survivors to articulate and develop their own

empowerment. Courage Collective supports victim-survivors to

restore agency and decision making in their lives.

Our indicators of success include:

e victim-survivors report being respected and listened to

throughout their engagement with Courage Collective

e victim-survivors report greater confidence in decision
making and self-advocacy

¢ victim-survivors report feeling clear and well informed on

the safety and security expectations that come with a stay
in a high security refuge, so they can make an informed
choice about the suitability of Courage Collective’s service
provision, prior to service entry

victim-survivors report services were client led, culturally
appropriate and dynamically tailored to their needs

victim-survivors understand the responsibility for the
violence resides with the perpetrator

the successful application of an intersectional feminist and
equity analysis to shed light on all potential aspects of a
victim-survivor’s disadvantage

the successful application of a process to elevate the voice
of victim-survivors and their children in practice, and for
the design of programs and services.

Advocacy and system improvement

Courage Collective uses insights developed through client work,

drawing on their lived experience, views, and experiences to

advocate for family violence service system improvements. We
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also advocate to promote victim-survivor rights and safety, and
address perpetrator accountability and systemic barriers.

Our indicators of success include:

Courage Collective uses an intersectional feminist
framework to understand gender, race, class, ability, and
sexuality disadvantage that occurs through overlapping
structural barriers, and applies this to its work

Courage Collective contributes to local and state
advocacy and service development initiatives that
respond to victim-survivors’ social, cultural, and political
safety and wellbeing

Courage Collective explores meaningful, safe, and feasible
ways to apply inclusive, holistic practice, recognising
victim-survivors as change agents with strengths and
capabilities

Courage Collective is increasing its coordination and
collaboration across the family violence service system

Courage Collective measures information-sharing
practice for clients

“Safe at home” goals are assessed and implemented in
partnership with victim-survivors. We uphold and advocate
for a victim-survivor's right to return to their home, where
safe and appropriate.

Stabilisation, healing, and recovery

Courage Collective provides victim-survivors with a range of
psychosocial services and practical supports designed to
achieve and promote longer-term recovery, stabilisation, and
healing.
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We deliver a range of core programs that meet the
psychosocial needs of victim-survivors and collaborate with a
range of external partners to extend this range of core
psychosocial services.

Our indicators of success include:

e victim-survivors report feeling increased stability across
several psychosocial areas including mental and
emotional wellbeing

¢ victim-survivors have increased access to housing,
education and employment, health, justice and legal
support, financial support, and family/parenting support

e victim-survivors and their children engage with services
that support their ongoing and longer-term psychosocial
stability

e victim-survivors feel better equipped to achieve their goals

e Vvictim-survivors can access a safe
space/accommodotion, and have increased safety where
they reside

e victim-survivors feel able to develop and maintain
connections in their community.

Child and young person wellbeing

Courage Collective supports children and young people victim-
survivors through their stabilisation and journey towards
recovery, providing them with a range of psychosocial supports
relating to their educational, emotional, psychological, social
and health needs.

Courage Collective also supports victim-survivors in their role as
parents and/or carers, recognising that a child’s recovery from
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trauma is greatly enhanced by restoring attachment security
with their non-offending parent.

Our indicators of success include:

children and young people report feeling safer across
several psychosocial domains

reduced disruption to the education of children and young
people victim-survivors

the non-offending parent and/or guardian understands
the perpetrator’s tactics to undermine the carer-child
relationships

victim-survivors have an increased awareness of their
strengths and strategies to support their family’s safety
and wellbeing

victim-survivors report feeling more confident and
competent in their parenting

a reduction in risk and harm to children
a reduction in disruption to positive family connections

children and young people are engaged in age-
appropriate day programs during their stay in refuge.

An improved partnership with Child Protection where the best
interests of the child, including remaining safely in the care of
the non-offending parent, is paramount.
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