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HEARING COMMENCED [10.32am] 
 
 

PN30 
MR P. AIKEN:   I appear on behalf of the Health Services Union of Australia, 
Tasmania No 1 Branch. 
 

PN31 
THE DEPUTY PRESIDENT:   Good to see you back in the fray. 
 

PN32 
MR AIKEN:   Yes. 
 

PN33 
DEPUTY PRESIDENT:  I haven't seen you around for a while. 
 

PN34 
MR AIKEN:  It has been nine or ten years. 
 

PN35 
THE DEPUTY PRESIDENT:   Yes.  Welcome.  Yes.  No alterations otherwise?  
Mr Paterson? 
 

PN36 
MR PATERSON:   Thank you.  Deputy President, before we proceed into the 
main body of today, I would just like to attend to one formality.  The application 
before you that was made in 2002 referred to work value and pay equity.  Just for 
the sake of completeness, I would like to seek leave to amend the application and 
delete the words "and principle 9 pay equity" from the second paragraph of the 
Statement of Particulars to make it clear this application is being progressed as a 
work value case. 
 

PN37 
THE DEPUTY PRESIDENT:   Any objection?  No objection.  Leave is granted. 
 

PN38 
MR PATERSON:   And to again formally commence these part of the 
proceedings, I would like to make a few short remarks before asking Mr David 
Allan from TasCOSS to give some evidence as our principal witness.  We have 
decided to rely solely on his evidence rather than the other people that I indicated 
that we may be calling, and I think that will become quite apparent as to why we 
are doing that when he provides his evidence. 
 

PN39 
Here today the union is seeking a finding from you, Deputy President, by way of 
an interim decision to the effect that since the making of the Community Services 
Award back in 1995 there has been a significant increase in work value.  We 
claim that that would be in excess of 10 per cent increase in work value.  It is very 
difficult to quantify, obviously, and we would see that that is a matter for the 
parties to negotiate and reflect in a decision - in a variation to the award 
subsequent to these proceedings leading up to today that this increase in work 
value is particularly in respect of the specialist professional and managerial 
classifications in the award, those being levels 4 to 7. 



 
PN40 

The union submits that the evidence derives from changes and skills 
responsibility in the work environment, particularly related to the skills required 
to work with more - with clients with more complex, diverse needs;  higher level 
requirements in relation to knowledge and skills arising from the statutory 
environment in which the work is conducted;  new and enhanced skills of 
managers and co-ordinators arising from the adoption and implementation of new 
models of Governments;  major reform of funded programs that are reflected in 
new ways of organising work and service delivery;  new and enhanced skills 
related to the development of an environment of partnerships with Government 
departments and agencies and between community sector organisations;  and 
extensive changes in skill  requirements related to the application of information 
and computer technologies, particularly, but not limited to the use of the internet 
and email, and the need for all employees to be computer literate effectively to 
manage and create and manage their own files, documents, case notes and records 
and any other factors that the Commission may deem to be relevant arising out of 
these proceedings. 
 

PN41 
I do have some other documents that I wish to put to the Commission, some of 
which I will do in the course of Mr Owen's evidence, and others which I will save 
until the conclusion of his evidence.  So if the Commission pleases I would like to 
have Mr Owen give his evidence. 
 

PN42 
THE DEPUTY PRESIDENT:   Good.  Thank you. 
 
 
<DAVID WYNNE OWEN, SWORN [10.36am] 
 
 
<EXAMINATION-IN-CHIEF BY MR PATERSON 
 
 

PN43 
MR PATERSON:   Mr Owen, could you tell the Commission the nature of the 
work that you currently do, and your background, that led you to be appointed 
into that position?---I'm a policy officer of the Tasmanian Council of Social 
Service which is the peak welfare organisation in Tasmania and part of the 
Council of Social Service structure and network across Australia.  My work in 
that position entails project management for the relationship between community 
service organisations in Tasmania and the main funding body in the State, the 
Department of Health and Human Services.  My background is as a worker in 
community service organisations both in direct service providing organisations 
and in peak bodies, I've also been a member of governing boards of peak bodies 
and of direct service organisations and I've worked with Government funding 
bodies in developing and implementing funding programs to community service 
organisations both in New South Wales and here in Tasmania. 
 



PN44 
And the work that you are principally required to do now - or at this point in time, 
for TasCOSS, can you give us some brief insight into that?---There are two broad 
dimensions of that work, the first is broad social and sectoral policy by which I 
mean by sectoral policy that series of policies that relate to advancing the interests 
of non-Government community service providing organisations in direct 
negotiation with various Government agencies, including funding bodies.  
Specifically, the other part of my work is in developing structures of dialogue and 
negotiation between those organisations and Government.  I manage something 
called the Changing Relationships Project, which has been in operation now for 
some seven years, and which essentially is there to facilitate the means by which 
community service organisations in the non-Government sector are able to 
provide input to Government on issues of concern to both parties to keep the 
dialogue going about broad social policy issues but also about the protocols that 
increasingly are important in structuring the relationship between the non-
Government and the Government sector;  in particular, the relationship about the 
modes of service delivery in the human services area. 
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PN45 
And that spans - well, how would you describe the span of it in terms of the 
breadth of community services that that takes you into contact with?---Okay.  The 
Department of Health and Human Services which as I say is our primary 
Government agency that we relate to, is, as you know, a mega-department in the 
Tasmanian State Service context.  The human services there cover everything 
from a range of acute health-care services through to support accommodation;  
age and disability services, including home and community care;  a range of 
services in community capacity building, including neighbourhood houses;  
family support and child protection services;  drug and alcohol services;  and a 
range of other smaller more discrete forms of service provision essentially 
covering the whole ambit of human services in the non-Government area.  In 
addition, we relate to Commonwealth departments that also fund non-
Government organisations to provide services, especially in areas of family 
support and community capacity building. 
 

PN46 
You heard my outline of where the union believes there are significant changes in 
work value, do you see particular drivers or changes in the industry itself that are 
- - -  
 

PN47 
THE DEPUTY PRESIDENT:   Well, maybe you should establish that they are 
the changes first, before you tell him what they are. 
 

PN48 
MR PATERSON:   Thank you, Deputy President. 
 

PN49 
In terms of the changes that you have seen in the industry over the years, do you 
see particular drivers of those changes?---I do.  Deputy President, I'm sure you'll 
stop me from venturing into a sociology lecture, but if I may I'd like to provide a 



little bit of broad background to those drivers before detailing them a little more.  
What we've seen over the period since the award was made is a number of 
changes occurring within Tasmanian society, some of which are specific to 
Tasmania, and some of which are consistent with what's been happening across in 
fact the western world, and they have all contributed to changes that impact on 
community service organisations and on the work that goes on in those 
organisations, and I'd like to just like to very briefly run through those as a  
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platform for my other comments.  They include things like changes to family 
structure where we've clearly seen and continue to see a decline in intact nuclear 
families, and certainly a decline in extended families able to provide support to 
members of those families and a consequent increase in the proportions of sole 
parent families and an increase in the numbers of people simply living alone.  
We've seen families dispersed by the impacts of urbanisation usually fuelled by 
changes in the labour market.  We've seen community breakdown in various 
ways with lessened opportunities for individuals to participate in local 
community-level structures, often again that urbanisation process, but also a 
growing emphasis on more professionalised modes of support rather than the 
volunteer-based informal kinds of support that were present at a neighbourhood 
level.  We've clearly seen major changes in the labour market that impact on our 
organisations and the work that we do: increased pressure on parents to work, and 
in intact families, for both parents to work.  We've seen longer working hours.  
We've seen increased levels of casualisation, and so forth.  At the same time, in 
Tasmania we've seen a significant growth in the level of poverty.  Tasmania, 
whether we like it or not, is the poverty capital of the Commonwealth.  We have 
some very, very different circumstances here that have a very significant impact 
on our organisations.  We have a situation where 45 per cent of the adult 
population of Tasmania - some 152,000 adults - are now in receipt of 
Commonwealth health-care cards or pensioner concession cards.  Compared to 
the 28 per cent of the rest of the nation, that's a significant difference.  It has 
something to do with the ageing of our population but much more to do with 
long-term unemployment in the State, and it's that phenomenon of long-term 
unemployment that I wanted to mention next in terms of those underlying 
characteristics.  We have in this State an intransigent very, very difficult situation 
with long-term unemployment that is identified by our member organisations in 
TasCOSS and constituent organisations as the major driver of disadvantage and 
poverty in the State.  We've seen thankfully in recent times welcome changes in 
terms of employment growth but that hasn't translated into changes in long-term 
unemployment.  We have something like 19,000 job seekers in this State - 60 per 
cent of them have been out of work for more than a year;  40 per cent for more 
than two years;  30 per cent for more than three years - a very different pattern 
from other States, and it impacts markedly on the presenting problems in terms of 
our community service organisations and the nature of the work that those 
organisations are required to do to address those issues.  Tasmania has the highest 
proportion of people with disabilities but has the lowest proportion of people with 
disabilities who have family carers to provide support to them.  It has almost the 
oldest population in the Commonwealth.  You may have, Deputy President, seen 
figures last night presented on the local news indicating within a couple of years  
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we overtake South Australia to become the oldest State in the Commonwealth.  
All of these characteristics, all of these dimensions of change in our society are 
underpinning what's happening in terms of the presenting problems - the issues 
that our community service organisations face.  They provide the platform, I 
think, for what's been occurring since the award was made in terms of the 
changed demands on non-Government community service organisations and on 
the specific work that's occurring within those organisations.  If I can conclude 
the lecture and move to the question which was about the actual drivers of change 
and start to work through those, if I may.  The big change that has been occurring 
from TasCOSS' perspective is in the functions of community service 
organisations.  In response to those underlying social changes community service 
organisations and the staff within them have been obliged to try to do two things 
simultaneously:  they have been obliged to become more specialised but also to 
become more integrated in their approach to those issues.  More specialised in the 
sense that the issues that they confront are more difficult, are more at the sharp 
end, if you like, of the continuum of service delivery.  They are the issues that 
used to be for the most part responded to by mandated Government agencies but 
which increasingly have been outsourced either formally, or by some less formal 
process, to the non-Government sector.  We're obliged to be more integrated 
because we have recognised that we cannot actually respond to those issues one 
by one.  We cannot separate the issues out and address them as though they're 
isolated presenting problems.  The presenting problems in our sector, we tend to 
say, hunt in packs rather than alone.  It is rare now to have somebody come 
through the door of any of our member or constituent organisations with an 
isolated problem that doesn't immediately link up with a range of other issues.  In 
some ways this was always the case, but it - we would argue that it has become 
more prevalent in recent years, that the underlying pressures on those individuals 
families households are such that these issues have become more interrelated.  It's 
much more common now for somebody to present seeking assistance, say, with 
finances, or with housing, only upon closer examination and more skilful 
examination by the people who work in our industry these days to reveal that they 
have related issues relating to drug and alcohol, or to mental health, or to some 
level of family breakdown or usually some combination of all of those things.  
The organisations and their staff therefore are required to come up with 
interventions and responses that don't ignore the specific instances that are put 
before them, still require that specialised understanding of how to address a drug 
and alcohol problem, or a homelessness problem - what kinds of issues are there, 
what kind of resources are required to address the problem - but they need to do it 
in an integrated way, that makes sense in a coherent way, that doesn't attempt to 
deal with one problem knowing that it will be undermined by a failure to address  
 

**** DAVID WYNNE OWEN XN MR PATERSON 
 
the other problems.  So that's the first big change in terms of the function of 
community service organisations - that requirement that they simultaneously 
specialise with all of the skill requirements involved, and understandings 
involved, but also that they provide an integrated response. 
 



PN50 
And you see that as - or what do you see as the expression of that in terms of the 
skills required of the people working in the industry?---I can only do that by way 
of example, I think, because we're looking at a very wide range of those skills.  
What it means essentially is that with the growing number of people, for example, 
who are presenting with mental health and drug and alcohol problems, it means 
that workers in our organisations increasingly will require the capacity to assess 
rapidly what kind of a presenting problem it is.  We're seeing, for example, in 
drug and alcohol, worrying and new combinations of illicit drugs being used 
along with alcohol.  The organisations have to know what they're dealing with 
because some of these issues are not simply worrying in terms of the interests of 
the client but worrying in terms of a whole range of occupational health and 
safety issues for the organisations themselves and the staff that work within them.  
It makes a huge difference in terms of making an on-referral or making a decision 
about applying resources to a client as to what you know about the profile in that 
instance of drug or alcohol use, whether the individual will actually take up the 
offer or the resources being offered will be dependent to some extent on that 
profile of drug and alcohol use.  So, too, with mental illness, we've seen a 
proliferation of presenting problems where a complicating factor is a range of 
mental illness or mental disorders.  We're here looking at clear evidence not 
simply of the headline de-institutionalisation of mental illness that we're all aware 
of in recent years, but an ongoing non-institutionalisation.  It's not about people 
being tipped out of large institutions, it's about a change of policy whereby people 
will not be provided institutional care unless they really have very high level 
mental disorders, so that people who are suffering lower level mental disorders 
but still considerably disabling disorders are presenting at our organisations and 
the staff within them are required to have some capacity to understand what those 
disorders might be, what capacity there is for their organisation under those 
circumstances to address the presenting problems involved, some understanding 
of the array of services elsewhere - in that case, in the mental health arena - so 
that the appropriate referrals or further information can be sought.  It's a much 
more specialised situation compared to a number of years ago where if somebody 
came to you with some instance of mental illness, your obligation as a community 
service organisation was simply to refer them on to a real expert where the expert 
was, in that case, a mandated Government agency.  That's not the case any more.  
There won't be that agency with its door open ready to receive the referral, in the 
first instance.  Moreover, there will be a formal expectation that your community 
service organisation will have some capacity to provide a first line of response. 
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PN51 
Have you seen that reflected in the delivery of training in the sector?---We have.  
I'd have to say that it's a lagged phenomenon.  The sector does not have, as yet, a 
developed education and training culture compared to other industries, but it is 
beginning to catch up.  What it's meant is that community service organisations 
and the individual staff members within them have had to manage as best they 
can a catch-up approach to education and training on some of those issues.  We've 
seen specialised training offered by non-Government organisations within our 
sector to peer organisations to try and lift the level of understanding on some of 
those specialised issues, that's gone some way towards increasing the capacity of 



the organisations.  It comes at a cost, however, in the sense that the sector itself 
and, as I say, individual staff members of community service organisations 
increasingly have to manage their own training requirements.  This is not a sector 
any longer where it's easy to identify a pre-service accreditation that - where one 
size will fit all in terms of the operation of community service organisations.  
What it means is that increasingly people have to participate in short course 
attempts to lift their understandings and skills, often managing that process of 
acquiring those understandings and skills themselves, taking on, if you like, that 
aspect of a human resource management role that in years past might have been 
the role of a senior manager.  It is the people who are working in those lower and 
middle levels of the award that we are talking about today that are increasingly 
managing their own training requirements. 
 

PN52 
Can I turn you to another area in which there has been some change that is 
reflected in a document that I put - in part reflected in a document I put to the 
Commission at the last time we were in the Commission, which was particularly 
in relation to neighbourhood houses, which in part goes to new roles and 
functions in community capacity building.  Can you describe to the Commission 
what that trend looks like on a broader front?---Deputy President, some years ago 
there was a - when I say some years ago, in the late '60s and '70s, there was a - an 
emphasis within the non-Government sector on community development, an 
attempt at a community level to develop the capacity of local neighbourhoods and 
communities to address their own problems.  After the mid-'70s that approach lost 
favour, in favour instead of a direct service provision approach.  Thankfully, I 
would argue, and my organisation would argue, we're seeing a turnaround.  Not 
this time in the form of a fad, I hope, but strong indications of a longer term 
approach.  Those indications come from what's happening interstate and overseas 
where this trend towards community capacity building has been in place for some  
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time and is building ever stronger.  What community capacity building means in 
terms of Tasmanian community service organisations is that in addition to being 
expected to provide high quality reliable direct services to individual clients that 
they will wherever possible look for opportunities to develop the capacity of 
communities as communities so that they will be working with people, not as 
volunteers, not as customers, not as clients, but as residents and participants in a 
local community trying to identify what's going to be involved in allowing that 
community to lift its own level of understanding and skill in addressing its own 
problems.  The skill-set required for that kind of work is entirely different, 
unfortunately, from that required for direct service delivery.  The vast majority of 
the people working in our organisations who have come through community 
services training or social work training did not emerge with community capacity 
building skills, they are now developing those on the job or through the short 
course approaches that I have been talking about.   It's an additional requirement, 
one that is increasingly being named up by Government funding bodies.  It's 
extremely prevalent at the Commonwealth level in terms of funding programs, 
but the State Government as well is starting to build those kind of requirements, 
or unwritten expectations, to some extent into the schedules that attach to service 
agreements and is starting to provide more funding to organisations to carry out 



those roles.  The key to community capacity building is to distinguish between 
the management support of volunteers, on the one hand, something where there is 
a tradition in our sector, and an approach required to residents where they're not 
being seen as volunteers in terms of service delivery but people taking some 
control over their own lives in terms of those local communities. 
 

PN53 
And that links to, I think, probably the issue of partnerships that I have also 
referred to previously here, and you mentioned, I think it was in your opening, 
can you talk to that issue for me on the role particularly as it relates to the - from 
your experience, which particular employees in organisations are participating in 
partnerships and partnership building processes, and now at what range and what 
levels that participation is occurring?---Deputy President, we need to understand 
partnership at different levels there - and all which are important.  There are 
partnership approaches being taken across the sector between community service 
organisations and increasingly and very importantly there are partnership 
arrangements between the non-Government community service organisations and 
agencies of Government and I'd like to briefly speak to both of them because both 
require different sorts of skills that have been evident for some time in our sector 
and different kinds of work approaches.  In terms of the partnerships across the 
sector, this relates to the increasing demands in terms of the work challenges of  
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our organisations.  It is, again, that specialisation and integration agenda that I 
mentioned earlier.  To achieve integration, to achieve a coherent approach to the 
delivery of services and indeed the community capacity building it's becoming 
increasingly important that community service organisations work together in 
various ways.  We've seen different trends in the capacity and interest of those 
organisations to work together.  Traditionally, going back well before the making 
of this award it was part and parcel of being a community organisation that you 
networked, that you worked closely with - that you stayed in contact with other 
non-Government organisations.  That's become increasingly difficult in what is 
now a more contested - or contestable environment - where community service 
organisations increasingly are being asked to compete with each other for funds.  
There are now much greater tensions in terms of that otherwise natural proclivity 
of community service organisations to work together.  Nevertheless, they are 
forming very, very important partnerships, but much more formal partnerships 
than was the case previously, and those formal partnerships across the sector 
between agencies, between organisations, require a range of different skills than 
was the case in the past.  It's about acknowledging that we need to work together 
as organisations, and at the same time, that next time we have an open tender 
round for resources we may well be competing with each other.  The protocols, 
the kinds of arrangements that structure those partnerships are very, very 
different, and the skills involved are really quite specific and quite different from 
what was the case before.  In response to your specific question, those partnership 
skills apply increasingly across all levels of the award that we're talking about, the 
relationships between organisations operate at a service delivery role from level 4 
through to managers at level 7.  Increasingly, at the top two levels of project 
management and organisation management, but I would argue right across the 
range of levels. 



 
PN54 

THE DEPUTY PRESIDENT:   But the same degree?---No, not to the same 
degree, but in a different way.  The partnership sorts of arrangements in terms of 
service delivery, the capacity to recognise the need to provide an integrated 
response to manage a case or a client in such a way that it's seamless for the client 
and that they don't feel that they're being passed between organisations obliges 
people working at level 4 and 5 who are at the sharp end of the service delivery to 
be working closely across organisational boundaries, but the more formal 
arrangements in terms of protocols between organisations perhaps coming 
together to submit for funds together, perhaps recognising the need to work 
together in terms of an approach to policy development, that's more likely to be a 
6 or 7 approach within the award. 
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PN55 
MR PATERSON:   In that context, are you aware of, or were you involved in any 
of the restructure of the supported accommodation assistance program?  SAAP 
program?---Only tangentially.  I'm aware that this was in some ways a very, very 
important example of the restructuring of Government programs generally that 
led to organisations having to sit down together, firstly, again, in recognition that 
they were competing, because this is a restructure of a program where in some 
areas at least open tender approach - I beg your pardon - tender approaches, not 
fully open tender approaches were used for the first time leading to a good deal of 
tension but where there was also a need for those organisations to participate fully 
in order to make input to the actual review itself in order that the outcomes of the 
review - the new program format - were optimised.  It was a process that brought 
together, if you like, the best and worst of that new competitive environment 
where organisations did work together as part of an industry reference group 
successfully to reform the program - significantly reform the program - change its 
focus fairly dramatically from a form of - model of service delivery that had been 
in place for a very long time to a quite different model that required different sorts 
of skills on the part of workers, different outlooks and outcomes to be targeted by 
the organisations, and very different relationships between the organisations that 
were funded under the supported accommodation assistance program.  I think 
we're likely to see over the next decade more and more examples of just that 
process.  We know from the Commonwealth that there is an interest in moving to 
contested tendered sorts of processes for developing and disbursing funds.  The 
State Government has been more reluctant to go to open tendering, but is 
certainly moving in that direction in its attempts understandably to get value for 
money in terms of funding programs. 
 

PN56 
In other evidence that I have put before the Commission there is reference to 
brokerage arrangements in the SAAP program, and the SAAP program reform 
has also put in place new assessment services.  Are you aware of those in any - to 
the extent that you can say anything about the changes in the skills of the service 
delivery workers that arises out of that?---Just briefly, the brokerage model is a 
core example of one of the key changes.  Brokerage, in essence, Deputy 
President, is a recognition that organisations have to case manage rather than just 



provide services.  That is to say, they can't be expected to directly deliver all of 
the services from their own auspice organisation to a given client, that they will 
need to find other means of locating and acquiring and then disbursing the 
resources required for a given client.  They act therefore, as brokers, working with  
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other organisations - Government agencies, as well as non-Government agencies, 
as well as the private sector - in order to provide a suite of responses that's 
coherent and appropriate according to the increasingly complex needs of a client.  
The brokerage model has been around in different forms since really the mid-'80s, 
in the home and community care area, it's become more prevalent in the 
supported accommodation sector.  In recent years, again, we're going to see that 
model come into play more in other areas, as well, with all of the required skills 
that were not there previously that are about negotiating with a wider range of 
service providers and about allocating resources, again, within very strict, tight 
budgetary guidelines. 
 

PN57 
THE DEPUTY PRESIDENT:   But didn't they have to do that before?---They 
always felt they wanted to do it before, but - - -  
 

PN58 
But didn't they do it?---No, essentially not.  For example - - -  
 

PN59 
Is it just more of it, or is it a totally different skill required?---It's - I think it's both.  
There's certainly more of it because basically it is now an obligation of the 
organisations - a named-up obligation. 
 

PN60 
Yes.  You see, my task is not to look at productivity.?---Understood, yes. 
 

PN61 
I am not interested in an increase in productivity.  I am interested very much in 
the skills and the nature of the work and the responsibility that has changed in this 
area to come up with a decision that says, well, look, there has been a net increase 
in work value, and they are the areas I am really interested in.  I am not interested 
in whether or not they do more of it.  I would have thought this skill was about 
earlier, and I think you said even going back to '85 it was there.  If there is just 
more of it, it doesn't necessarily mean that their skills have changed, they just 
have to implement it more frequently?---They certainly have to implement more 
frequently, there's no question about that, but what has been happening is two 
things.  Firstly, organisations that are involved in the direct service delivery are 
now also obliged to play a brokerage role - and it is named that way in terms of 
the specific responsibilities in the service agreements that that's how - that's one 
of the key ways that they will provide services so that workers who weren't doing  
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that previously are now doing it and it's spreading from sub-sector to sub-sector in 
terms of the overall area.  I mentioned home and community care in the mid-'80s, 



but SAAP, quite recently, and as I say, were going to see that happening more 
and more in terms of other parts of the sector.  It's part and parcel of that need on 
the part of community service organisations to recognise that if they're going to 
address those problems they're going to have to understand the rest of the sector 
and relate to it formally, not just to stay as an island working within their own 
particular client group, their own particular area of presenting problems.  The 
level of understanding required to know what resources need to be purchased or 
otherwise acquired, how they should be allocated in terms of time sequence and 
priority, those kinds of skills are new for many of the people in our sector.  It 
wasn't an expectation in most of the organisations until fairly recently.  It was a 
need, but it wasn't an expectation.  It was a crying need for that coherence, for 
that integration, for that brokerage approach, for that case management approach.  
It's something we've been calling for for a very long time.  It's not something that 
Governments have been responding to until more recently with the kinds of 
resources and with the freeing-up of service agreements to encourage 
organisations to do that. 
 

PN62 
MR PATERSON:   I actually put to you a couple of almost like grabs in time that 
when the award was made we may have had a young persons' shelter employing 
workers at level 4 providing that shelter support work and that program would 
have been funded under the Supported Accommodation Assistance Program.  
Now, with brokerage and case management, early intervention, are you able to 
talk to that, what those - the skills and the job requirements for that person in that 
young persons' shelter might be arising out of that program reform?---The first 
major change that's been happening in recent years in terms of that part of the 
sector is the increasing number of clients who in a sense are involuntary clients. 
 

PN63 
THE DEPUTY PRESIDENT:   So that is productivity though, isn't it?  More 
clients? 
 

PN64 
MR PATERSON:   No, not for me.  The key content I think was the involuntary 
nature of the clients not the increasing number of clients. 
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PN65 
THE DEPUTY PRESIDENT:   Well, they may have been involuntary before.  I 
have to say that I want the attention directed to the skills, the nature of the work 
and the responsibility and the changes that have taken place.  I want them clearly 
identified because if I can't identify them and put my finger on them then I would 
have to say I am unable to find that way.  So therefore I want you to direct your 
attention to those three areas and identify them rather than talking about, "Yes, we 
do get change through evolutionary sort of means," but I want to find out how 
does it affect the employees in terms of the skilled nature of work and 
responsibility?---The reason I focused on involuntary clients as a change over that 
period of time firstly I want to make the argument that it has changed over that 
time, that what has happened is that Government agencies increasingly have 
expected community service organisations to take on clients that would otherwise 
be dealt with under the mandate, the legislative mandate, that those Government 



agencies have.  Increasingly, those referrals are being made to our organisations 
in the non-Government sector.  What that means in practice is that the array of 
presenting problems is not just wider but different so that in terms of the 
supported accommodation sector the people who are being dealt with by those 
organisations are not simply turning up looking for supported accommodation but 
are being referred to those agencies as an absolute last resort and they are 
presenting with a wider array of very, very difficult issues that accompany them.  
They don't want to be there.  They have problems with violence, they have 
problems with drug and alcohol.  For the organisations themselves to be able to 
address those issues they require quite different approaches and quite different 
skills.  Within that - - -  
 

PN66 
Right.  Well, what are they?---Oh, they are again about assessing and applying 
interventions in terms of drug and alcohol, mental illness, family breakdown, the 
fact that these people cannot be kept in those accommodation and do a runner, if 
you like, and yet there is still some responsibility on the part of the organisations 
for those individuals.  They are trying at the same time, as I say, through the 
brokerage model to organise a suite of responses through other agencies, 
Government and non-Government, in a short period of time because the 
increasing expectation of these organisations is that they will channel clients 
through supported accommodation more rapidly than was ever the case before.  
That is part of the obligation of the organisations through the reformed - or 
restructured perhaps would be a better word - Supported Accommodation 
Assistance Program.  All of those requirements are different than when you have 
people turning up voluntarily, requiring assistance with accommodation but not 
requiring assistance with a suite of other issues. 
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PN67 
MR PATERSON:   To what extent were some of those skills previously 
exercised by people employed at higher levels and now devolved to service 
delivery employees?---I don't know the full detail, exactly how that's worked out 
in practice. 
 

PN68 
All right.  Can I move you on to the second part of this part of your response that 
you were talking to in terms of the partnerships and bearing in mind the 
comments of the Deputy President can you talk to the impact on job requirements 
and skill requirements of the employees of organisations who are engaging in 
partnership forums and processes?---I can.  The - what's happened in recent years 
is a kind of a hollowing out on the one hand of Government agencies in terms of 
their policy capacity which has led them to seek the input of community service 
organisations to assist them with policy development and linked to that a 
requirement on their part that they manage in a coherent way that more integrated 
approach to service delivery that I have been talking about.  In both contexts what 
they have been seeking to do in response is to develop a partnership approach 
with non-Government organisations, a structured formal partnership approach for 
the most part, but a series of other less formal approaches as well.  It is primarily 
impacted on the more senior managers in non-Government organisations, people 



at level 6 and 7, but is filtering down to lower levels of the award as well, 
depending on the kinds of partnerships being developed.  What we've seen, 
especially in the last two to three years and seemingly gathering pace yet, is an 
open opportunity invitation on the part of the main funding body line departments 
in the Tasmanian Government but also the central agencies of the Tasmanian 
Government to have the non-Government sector fully participate in a range of 
policy-development processes.  By way of example of a couple that are running at 
the moment, Minister Llewellyn in terms of health policy has developed a health 
round table that involves a very wide range of community organisations to try to 
address health-care costs.  We also have an affordable housing strategy reference 
group that is taking huge amounts of time of non-Government organisations in 
terms of participating in a wide range of working groups and reference group 
meetings.  But perhaps - sorry - - -  
 

PN69 
Could I re-point you, if you like, to talk to one of those that you have been 
involved in and talk in relation to the employees from the community sector that 
you are involved with and the skills that you see them exercising?---Okay.  That 
- - -  
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PN70 
Just maybe if we take one of the ones that you have personally participated 
in?---Well, perhaps the best example, the one that I specifically manage, is the 
Changing Relationships Project, the formal structure with the Department of 
Health and Human Services, seeking to develop policy and protocols that make 
service delivery work in this State across the wide range of health and human 
services.  That's a series of forums and working groups that involve a wide range 
of people from a wide range of non-Government organisations.  Primarily people 
at - again at 7 and 6 in terms of the award, in terms of the upper levels of 
management, but increasingly people who are involved in direct service delivery, 
again at that sharp end at the lower - at the 4/5 levels - because they are the people 
who know what happens in terms of service delivery with clients coming through 
the door and in that structure what we have is large numbers of people from a 
wide range of organisations in every program area, every sub-sectional area 
involved.  The skills involved are firstly about understanding how bureaucracies 
work, how Governments work, being able to work directly with those 
Government agencies in such a way that there is a recognition of the opportunities 
as well as the constraints operating in Government in terms of changing their 
policies, changing their practices.  There are also skills in terms of 
communicating the interests of their own organisations, formally and informally 
in those particular contexts, skills that weren't normally called on previously in 
terms of explaining what the organisations did except occasionally in the form of 
a funding submission.  This is now a more regular, more frequent process of 
making input to Government policy and protocol development where individuals 
are being called upon to develop a whole range of submissions on particular 
areas, to participate in forums as individuals on behalf of their organisations, but 
also increasingly on behalf of discrete sectors within their part of the industry, 
that is to play a representative role, not just a delegated role on behalf of their 
organisation. 



 
PN71 

And is that a different skill or a different responsibility when one is representing a 
sector of service provision rather than a single agency?---It requires a level of 
consultation back with other organisations like peer organisations, working with 
key individuals within those organisations to ensure that whatever is being put 
forward on their behalf is viewed as being appropriate. 
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PN72 
Is that a different skills to what we would have called networking 10 years 
ago?---I believe it is.  The networking that used to occur, important though it was, 
was essentially about gleaning information that helped one's own organisation to 
work better.  Consulting with the sector in order to be able to on-forward that 
information - in this case the Government - is a different operation entirely, so a 
much more painstaking process I would argue because different sorts of skills in 
terms of consultation than was the case before.  The big problem for most of the 
organisations and the individuals is that it's additional work.  It's something on top 
of their service-delivery work.  It's something they have to fit in amongst the 
other demands on their time. 
 

PN73 
I would like to ask you to turn to the issues that arise again for the skills, job 
requirements and work context of employees in the industry as they relate to 
newer models of organisational management in the community sector?---We 
have seen a significant change in the governance and management of community 
service organisations in recent years.  Some of it is fad and fashion that will come 
and go but underlying that there are some long-wave patterns that are really very 
important.  What's happened in the Tasmanian non-Government community 
service organisations sector, consistent with what's been happening nationally and 
internationally, is a move to forms of governance where basically old-fashioned 
management committees are being transformed into modern boards of directors 
essentially equivalent to the corporate boards of directors that we are familiar 
with.  The key elements of that are that the boards of directors have a much 
narrower focus on strategic development and on making sure that basic elements 
of compliance occur where almost all other aspects of management are now 
devolved down to chief executive officers and their staff.  The implication of that 
is that in the case of our award people on level 7 have significantly greater 
responsibilities than was the case even a few short years ago.  They are now 
expected to manage a wider range of responsibilities with much less direct 
management by directors on boards.  In turn, those level 7 managers are inclined 
to further delegate responsibilities down the line so that what we've tended to see 
is responsibilities that had been taken on by voluntary management committees 
and boards of directors moving down through staff.  Financial management 
certainly, a whole range of compliance issues in terms of the new array of 
legislative requirements, a whole range of human resource management issues 
where boards and management committees had previously played a significant 
role - arguably too much of a role, arguably a micro-management role - but 
nevertheless more of a role in the past.  These are now moving down to become 



clear staff responsibilities, responsibilities that in some cases they have to acquire 
new skills in order to discharge. 
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PN74 
You mention there legislation.  To what extent do you think the legislative - or 
changes in the legislative framework that community service organisations and 
now employees operate under, particularly within, say, the last five years, have 
placed new and different demands on employees in the sector?---Some of the 
legislative changes impact across the whole sector, some more specifically into 
particular sub-sectors.  There are things like Commonwealth legislation with 
respect to privacy that have had a significant impact and will have a growing 
impact in terms of compliance at all levels, staff levels within our industry.  We 
are now obliged to be not just mindful of the issues of privacy in terms of clients 
and client families but really quite skilled in terms of the application of that 
legislation in terms of what it means with the actual use of information.  All of 
our community service organisations have a key currency and that is information 
about clients.  All of the information about clients in our services comes directly, 
directly under the scope of the Commonwealth privacy legislation and will come 
under the mirroring State legislation when it comes into play shortly in this State.  
What it means in practice is that our organisations are not able to conduct 
themselves in the way they had previously.  I talked before about networking, 
about the partnerships, about the sharing of information between agencies;  that is 
now a much more formal process, not something where individuals can just 
blithely - though innocently perhaps - share information about a client but where 
they have to basically put themselves through a range of hoops that the legislation 
provides for in order to protect the interests of the clients.  That makes the 
coherent integrated approach to managing cases, that seamless approach that I 
was talking about, very, very much more difficult.  It is an extremely important 
piece of legislation that few of us would argue against but it really does 
complicate the work of community service organisations.  In addition to privacy 
legislation, we have other parts of the sector who are working under new, more 
specific, legislation such as relating to children, young person and their families 
Acts.  Anybody involved in child protection in the supported accommodation 
sector, for instance, is now very much aware that under some circumstances they 
will compulsorily be required to notify Government agencies about examples of 
abuse or suspected abuse and that if they don't they are going to be in very big 
trouble indeed.  This creates a whole range of challenges for organisations who in 
the past had perhaps more freedom in the modes, the models of practice that they 
used.  They are now obliged to work within the framework of that legislation.  
There are other examples of legislation though that are perhaps easier to overlook 
that have occurred in recent years.  There are things like changes to taxation 
legislation relating to the GST.  They way that organisations and individual staff  
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members now have to basically account for all financial transactions and 
increasingly our organisations are fee-charging financial transaction organising 
groups.  All of these now have to fit within a different framework of tax invoices 
and the like, the sort of thing that the corporate sector is well known to talk about 



in terms of imposts, but our own sector also faces in terms of additional skills, 
additional requirements, additional work. 
 

PN75 
I will take you back a step.  It is something I was going to make reference to in 
my later submissions that you have touched on.  The mandatory reporting, are 
you aware of the impact of that on the Family Support Program?---The Family 
Support Program is a network of some 30, 35 organisations across the State, 
small organisations that as traditionally provide a broad-ranging family support 
services in a wide range of contexts, at the softer, low-level end, if you like, of the 
spectrum, in terms of responses - counselling for the most part.  What has 
happened in recent years as an example of the devolution, the informal 
outsourcing from Government to our sector, is that those family support services 
are now having referred to them very, very difficult child protection-related cases 
where those organisations now have a greater expectation that they will 
understand and respond to the much more difficult circumstances in those 
particular family contexts. 
 

PN76 
And the mandatory reporting could be about over award.  What does mandatory 
reporting mean in that context?---Well, what it means in that context is that these 
organisations and the staff - the workers within them now have to be very, very 
aware of the requirements of mandatory reporting in terms of working with 
families where previously it was highly unlikely to be part of the make up of their 
client group.  The nature of the client group has transformed and in the process 
has transformed their obligations under new legislation to be consistent with that 
legislation. 
 

PN77 
So what, they have a responsibility to report to a State agency if they are aware of 
particular issues in that family?---Not just a report but also to follow up to ensure 
that the notifications are picked up and run with.  Their obligations have 
developed significantly because of that changed nature of the client group.  
Ironically a client group that the Government agency itself is referring to them, 
they then investigate, gather information, realise that they have to hand back to 
some extent, by way of a notification, as well as provide the ongoing support to 
the broader family. 
 

**** DAVID WYNNE OWEN XN MR PATERSON 
 

PN78 
And is that responsibility under that Act for reporting of like child abuse or family 
violence as it affects a client or sexual assault or something like that, that would 
apply to any organisation that was working with children and young 
people?---Absolutely.  Any community service organisation, just as with any 
practitioner in another sector, these days if they are aware of some evidence of 
abuse, neglect, they are obliged to make that notification and to make it 
immediately and if they don't do that then they then run a huge risk in terms of 
individual and organisational obligations. 
 



PN79 
So that is a new and different responsibility that arises out of legislation?---It's - 
the mandatory nature of the obligation is new and different.  These are 
organisations who if they had come across what they believed to be evidence of 
abuse would have notified it anyway but what - the argument I am making is that 
two things have happened simultaneously.  The mandatory nature cuts off any 
discretion they had to take a little bit more time to investigate but at the same time 
they flow of referrals of these very, very much more difficult cases from stretched 
Government agencies that are not able to do the up-front family counselling 
family support work means that they are now coming increasingly across those 
kinds of cases as well. 
 

PN80 
I presume that that could be a relevant consideration, for instance, in the whole of 
the supported accommodation assistance program or relevant to any 
organisation?---It's actually across a very wide range of service types.  We tend to 
focus on the specific child protection areas including supported accommodation 
assistance program but it is there in the disability sector, it's there in a wide range 
of organisations.  Anywhere where there are kids, where there is some sense that 
there may have been some level of abuse or neglect now brings into play an 
understanding that you better know the Act and you better know your 
requirements otherwise your organisation can be in trouble. 
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PN81 
Was there anything else that you wanted to comment on in terms of models of 
governance and the responsibilities or skills of employees at management 
levels?---Just two quick things.  The - I mentioned that boards are increasingly 
taking on notionally the role of strategic planning.  The reality is however that 
organisations themselves as part of the relationship that they have with 
Government funding bodies are now very much more obliged to engage strategic 
planning exercises.  The reality is that most of that planning occurs at a staff level 
and is then kicked upstairs for rubber-stamping by governing boards so that our 
staff members themselves are having to acquire and implement the skills involved 
in strategic planning.  Again these are not understandings that social workers, 
community service workers necessarily come fully formed with.  These are things 
that people are having to learn on the job and in other ways again through the 
various short courses.  The second point I would make very quickly is that some - 
as with a lot of other industry sectors there has been a merging of service delivery 
with administration, even compared to the time when the award was made staff in 
our organisations now are expected to be able to carry out a wide range of 
administrative tasks themselves.  The division of labour within our organisations 
is quite different.  We do our own kinds of word processing and filing and so 
forth.  The IT use stuff, the website development of uploading pages onto our 
websites is - - -  
 

PN82 
THE DEPUTY PRESIDENT:   Is that an evolutionary thing though?---It may 
well be. 
 



PN83 
Look, I have to tell you that I was computer illiterate until a few years ago and I 
now have to type all my stuff and do all that, so does that increase my work value 
or is it just something that has evolved through the increase of technology?---I 
- - -  
 

PN84 
And what about the hundreds and thousands of employees out there that are 
probably doing the same thing just through the increased technology in the 
workplace?---I would argue that our work value has improved across the array.  
Again the distinction between work value and productivity becomes a slippery 
one at that point and I acknowledge that.  The issue is, however, that this is 
something that these workers were not doing previously.  They are still having to 
address service delivery work but increasingly the obligation is that they carry out 
these other administrative tasks as well.  Whether that is a work value - - -  
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PN85 
But in some cases it could make the work easier though, couldn't it?---It hasn't felt 
that way personally and I can't offer evidence on behalf of the sector I'm afraid, 
on that.  I am not sure that it does make it easier.  Certainly there are new skills 
required of those workers prior to taking on that work certainly within that work, 
that didn't apply before.  That's as far as I can argue, I suppose. 
 

PN86 
MR PATERSON:   Were there other issues that you have mentioned that you 
want to return to in terms of your observations about skill responsibility and job 
requirements in the community sector that may have a bearing on the Deputy 
President's determination of this matter?---There's one broad area and that's - 
Deputy President, that is the area of evaluation and continuous improvement 
quality assurance in our organisations.  Ours is a sector that like any other 
industry sector is both under pressure externally but also under significant 
pressure internally to lift its game in terms of the quality of its outcomes.  The 
external pressure comes especially in the form of increased attempts by 
Government funded bodies to impose evaluation procedures on whole service 
areas or on individual organisations.  Internally it comes from our own 
organisation's quest to be better and therefore to adopt various quality assurance 
processes.  The reality of all that is that staff and community service organisations 
are having to learn a new language, a new grammar, a new whole lot of skills 
relating to what quality assurance is all about and what evaluation is all about.  
For a very long time in this State within the organisations that my organisation 
represents evaluation was extremely rare and when it happened tendered to be 
something that was done by an independent evaluator external to the 
organisation's own resources.  These days increasingly we are seeing 
organisations and key staff within the organisations engaged in a form of 
continuous evaluation, continuous improvement, setting up structures of quality 
assurance often with formal externally accredited forms of quality assurance 
including the ISO 9000 series and similar.  In that sense they are taking on many 
of the same characteristics of the corporate sector and that is by and large a 
welcome thing.  It contributes to the increased reliability and quality of the 
services, but it does mean that staff involved not just in these discrete, episodic 



evaluation processes but in the ongoing structuring of quality assurance 
processes, are having to acquire the appropriate skills.  It means they are now 
reporting to key performance indicators, they're now directly involved in 
developing the quality systems as well as participating on a regular basis in the 
more formal aspects of those evaluation quality assurance processes.  To date this  
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has been largely something occurring in the bigger organisations, the 
organisations that have the resources and I would have to say that have the 
foresight to engage in those kinds of issues but what we have seen in the last two 
years especially is a change in that profile with a large number of smaller 
organisations taking on a responsibility for developing their own quality 
assurance processes and for Government funding bodies starting to apply external 
evaluation processes that in turn oblige the organisations to change the way they 
look at their practices in that regard.  In either case though the staff members are 
having to do things differently and acquire different skills and understandings in 
order to participate falling in that process. 
 

PN87 
One thing I was going to do in the context of what you were saying about 
Governments.  If I can provide to the Commission and parties a copy of 
TasCOSS' Government policies as an example that gives real industry content to 
the words that we have heard this morning. 
 

PN88 
THE DEPUTY PRESIDENT:   We will mark this A3. 
 
 
EXHIBIT #A3 COPY OF TasCOSS' GOVERNMENT POLICIES 
 
 

PN89 
MR PATERSON:   David, as this policy applies to the organisation that you work 
with can you talk briefly to - does it stand alone, do you think, for the 
Commission or would you like to talk to the - what this means for particularly the 
executive director position of TasCOSS in terms of, as we have said, skills, job 
requirements and the like?---The document you have is a very, very small part of 
the overall TasCOSS policy and procedures manual, it's a part that relates to the 
exclusions that in turn apply to the executive director.  The TasCOSS policy and 
procedures manual, consistent with the sorts of policies and procedures of 
community service organisations these days, is about an inch and a half thick and 
I had assumed that you probably didn't want to look at all that, Deputy President, 
but I offered to Mr Paterson this particular excerpt because it is an example of the 
kinds of tasks that the Board of Directors now requires an executive director, in a 
relatively small organisation of six staff, to take on and it includes many of the 
tasks that previously had been well and truly within the province of the board 
itself, the kinds of things that they would manage and covers financial  
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management, a whole range of personal management, relations with the media 
and so on that had often been in the case taken on by board members.  It's in turn 
an example of a governance approach that is widespread - let me start that again - 
which is increasingly widespread throughout the sector.  It's based on a very 
American model of governance in the non-Government sector.  You will from 
time to time hear reference to a book by Carver and Carver on governance of 
non-Government organisations.  This structure is very much based on that model.  
It's one that's being heavily proselytised, if that is the word, throughout the sector 
by influential people from within the non-Government organisations, is likely to 
be found increasingly in a wide range of groups, so it's by no means an isolated 
example of the sorts of governance that we're starting to see occurring within the 
sector. 
 

PN90 
And in particular, if I could draw the parties' attention to those matters that start, I 
think, on page 9 which talk to the Board, executive director linkages.  That's 
probably the key component of this document in terms of the issues related to an 
employee who is engaged under the award as an executive director. 
 

PN91 
THE DEPUTY PRESIDENT:   How indicative is this though of the industry?  
Now, there may be - I am just throwing it in for the sake of the discussion - there 
may be a number of larger organisations that may follow this process but keeping 
in mind I've got to determine changes for the industry, how indicative would this 
approach be to an industry such as the one I've got to look at?---It's my belief that 
with the exception of two funding programs, two major funding programs that I 
could identify in our sector, that the balance are either - I'd have something 
similar to this kind of governance approach or are moving in that direction or 
under pressure to do so from a Government-funding body.  The two exceptions at 
the moment are the smallest of the organisations, your neighbourhood houses and 
the previously mentioned family support service organisations. 
 

PN92 
Which are basically incorporated associations?---Almost all of our organisations 
are incorporated associations.  There are - - -  
 

PN93 
Including TasCOSS?---Including TasCOSS, yes.  The form of incorporation 
doesn't vary very much. What does vary though however, is the resource base that 
the organisations have and their expectations. With the smallest of the 
organisations it is still the case that we have a kind of an old fashioned model of 
governance where there are genuine volunteers on the management committees. 
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PN94 
Yes.  Well, they don't necessarily allow the managers to manage, the committee 
do it?---That's right, and indeed it is often the case that the managers in those 
cases are a part-time worker anyway with very little capacity to do other than 
provide the direct service that they are paid to provide. 
 



PN95 
Now, in your organisation the committee of management, so to speak, are saying, 
I'm going to let the manager manage and this is your responsibility and these are 
the sorts of rules that you will work under as the manager?---That's right, that is 
exactly right.  It's a CE model in that sense. 
 

PN96 
Yes, and I take your point.  Director's thing, handing it down the line to the 
CE?---What we are increasingly seeing and between is organisations that are - I 
often use the phrase small organisations with large budgets.  What we are seeing 
is a change in our sector in terms of the scale of organisations where they are 
growing rather than necessarily developing.  They're growing in terms of 
budgetary resources, staff numbers but not necessarily the structures of 
governance and that is creating tensions in our sector requiring different things of 
staff in terms of responding to those kinds of tensions.  We have, for example, 
quite a lot of organisations in this State that may have one or two million dollars 
of funding but only have two or three core central office staff, if you like, and 
then a lot of people - a lot of field staff providing services of various sorts.  Where 
the governance structure may still be an old-fashioned one, or a hybrid one, where 
there are parents of children receiving care involved in the governing board of the 
management committee along with some people who may be representatives of 
other organisations, a mixed kind of an approach to governance.  But increasingly 
the funding bodies are seeking from funded organisations a kind of governance 
that more mirrors the one that you have before you.  They want to be able to sleep 
at night as funding bodies knowing that there is a responsible board that is going 
to be focusing on the main issues of compliance where for them compliance 
means compliance with the service agreements, the contracts that are structured 
with the Government itself, and where the main issues of financial management 
are being attended to such that the organisation won't fall over, won't do anything 
silly and require some bail out.  That's increasingly the requirement of 
Government and that's been translated into pressure on the organisations to re-
look at their governance structures, to move away from more informal kinds of 
governance to something like the Carver and Carver model.  There is some 
resistance to it but it's not resistance that is likely to, I think, hold back the tide of 
that change. 
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PN97 
Now, keeping in mind that I have got a work value for levels 4 to 7, whilst I could 
understand that this could have a significant impact on, say, 6 and 7 levels, how 
does this get down to level 4?---It gets down in a couple of ways.  Essentially, 
levels 4 and 5 are doing more of what I think conventionally we saw as a kind of 
project management that might have been understood as a level 6 kind of 
operation in the past. 
 

PN98 
Yes, and is that a matter of reclassification of the people that are level 4 and 
making it a level 5 or does it mean that it has actually increased the skills, the 
nature of the work and the responsibility for, say, a level 4?---I think in many 
cases it's not a consistent enough devolution of those responsibilities to warrant a 



reclassification.  It's an additional requirement of some of those individuals rather 
than something that happens in all aspects of their work. 
 

PN99 
But if they were doing that at the enterprise level why wouldn't their 
reclassification at a higher level fix the problem as opposed to trying to say, 
"Well, look, these governance skills and responsibilities go right down the line to 
a level 4"?---I think the short answer in terms of why there isn't reclassification is 
a resource-based one, that no organisation is going to happily look to that solution 
if it doesn't know where the resources are coming from, so that that combines 
with the rather informal nature of this devolution process.  It's not as though 
organisations are taking formal decisions to move those responsibilities down the 
line.  They tend to shift slowly over a period of time in ways that are less formal 
but where nevertheless people on 4 and 5 are managing budgets, managing 
projects, managing resources in ways that require them in turn to understand how 
the governance procedure works within their organisation and report to it in 
various ways. 
 

PN100 
Just say, for example - I am being the devil's advocate again;  excuse me for 
doing this - just say, for example, I came to the conclusion that this was one of the 
things, this governance issue, was one of the things that would warrant an 
increase in work value and just say I said it was to be a 10 per cent increase.  How 
would you say that this governance issue would warrant a 10 per cent increase 
down at level 4?---Well, for example, level 4 is the level on which neighbourhood 
house co-ordinators work currently.  Now, I've already mentioned that  
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neighbourhood houses are currently an exception to that existing pattern of a 
quick move to this kind of a governance process.  They are nevertheless under 
significant pressure to find ways of still complying with funding bodies such as 
the Department of Health and Human Services especially under the new 
frameworks of service delivery that are being developed.  That is to say the 
funding bodies sort of want a bit each way.  They don't want to fund more dollars 
to these organisations to do these additional things or to do these things 
differently.  They do, however, want compliance with the requirements of their 
own service agreements and compliance in terms of the range of other legal 
obligations that incorporated associations have so that the pressure will still be 
there.  I hope personally that in the case of neighbourhood houses that those 
individual co-ordinators are reclassified but in the foreseeable future they won't 
be.  They will be expected to act as CEOs, albeit three-quarter time single person 
CEOs within their organisations, managing volunteers, engaged in community 
capacity building work, reporting to management committees, boards of directors, 
increasingly in a form that starts to resemble the governance structure that the 
TasCOSS exemplifies.  They will be hybrid kinds of forms but they will 
nevertheless still be there even at the lowest level organisations.  So too with the 
family support service organisations, similar kinds of hybrid management 
committees trying simultaneously to be hands-on micro managers but also to be 
compliance-focused, strategic planning focused boards, getting none of it right, 



always dropping the ball to some extent, but nevertheless trying wherever they 
can to push stuff down to their one and only staff member. 
 

PN101 
MR PATERSON:   If I may, Deputy President, in that context, the parties around 
this side of the table and yourselves will have access to this, I have reproduced the 
classifications and just one section of the classification descriptions from the 
Community Services Award in a document that relates solely to these levels that 
we are talking about here. 
 

PN102 
THE DEPUTY PRESIDENT:   I mark this A4. 
 
 
EXHIBIT #A4 CLASSIFICATIONS AND ONE SECTION OF 
CLASSIFICATION DESCRIPTIONS FROM THE COMMUNITY 
SERVICES AWARD 
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PN103 
MR PATERSON:   And my point in tabling this at this point in time is to draw 
the parties' attention to the last provision in the wording for level 4 which clearly 
says that: 
 

PN104 
 This classification level applies to the co-ordinator of a small service such 

as in effect a neighbourhood house. 
 

PN105 
So that where that classification - were that classification to remain in place and 
were these changes - well, given that these changes are as we have claimed 
arguing as to work value, an employee at that level may not be able to - he may 
be in a position where they can't argue reclassification because they may not meet 
the higher levels and it may well be that that description at that, you know, the 
level 4 may co-ordinate a small service or a local community service with a 
limited range of functions. 
 

PN106 
THE DEPUTY PRESIDENT:   Is that an argument to re-draw the classifications? 
 

PN107 
MR PATERSON:   It may well be - - -  
 

PN108 
THE DEPUTY PRESIDENT:   The standards in the award? 
 

PN109 
MR PATERSON:   I suggest that we are - as a union we are more than open to 
the re-drawing of the classification descriptors as part of the outcome of these 
proceedings and from the evidence today - and I make reference in a summing up 
shortly - I am more than open to conceding or considering that the way in which 



the managerial classifications or the classifications in the award are applied to 
managerial positions may usefully benefit from a re-focusing.  It may well for 
instance be that the arguments about the very large organisations can find 
expression in a new classification with some limitation on its application and I 
would suggest that that is probably consistent with a work value finding that 
certain factors may have an impact in ways that apply only to particular classes of 
employees.  That is - I have one further question I wish to follow up with Mr 
Owen that I think is pertinent. 
 

**** DAVID WYNNE OWEN XN MR PATERSON 
 

PN110 
Are you able to give any estimation of the number of employees who would be 
employed in managerial positions at level 7 in the award, under the Community 
Services Award, in terms of the organisations you have knowledge of?---No. 
 

PN111 
Thank you.  It is, just as a comment rather as a question, is one of the difficulties 
we have had in the - as a union, as an industry, is in coming to terms with the 
distribution and the profile of employees across the classifications levels and 
previous attempts to get a joint project between Mr Owen's project and the State 
Government to do that research have been - have not been successful so it is a 
difficulty.  Only that I would say that to my recollection when we made the award 
I could only - I could identify less than 12 positions at that time which would be 
in that senior managerial level and I would suggest that we would be talking well 
in excess of double that now, that the prevalence of organisations with executive 
officers is considerably greater now than it was in 1995.  How that relates to the 
outcome of this process, I think, it probably a matter for our subsequent 
proceedings and the question in terms of how we reflect any outcome of this 
interim decision in the new classifications and wage rises.  Anything further you 
wish to - - -?---Could I just speculate a little in terms of answer to your question 
and which - simply on the basis that since the making of the award as we know 
the amount of funding to community service organisations has essentially 
doubled and the growth has been substantial.  I mentioned before changes in the 
scale of organisations with a tendency for community service organisations to 
merge and become larger.  Where the funding has gone in our sector has 
essentially been to the big organisations rather than to the small ones.  In that 
context it is very likely that those organisations will have adopted management 
structures that have level 7 positions at least.  Some of them have gone beyond 
that in terms of non-award approaches to CEOs and the like but I think it is 
reasonable to expect with the way that the funding has been dispersed over the 
last six or seven years that we have seen many, many more organisations adopt a 
level 7 approach in order to manage the scale of their operation but also not just 
the scale but the nature, or the integrated nature, of the various projects that 
organisation has now run.  A related facet of our sector is that we now have 
many, many more organisations that are not single-service organisations.  We are 
now looking increasingly at organisations that have a multiplicity of funding 
sources and a multiplicity of service models that they operate in their attempt to 
address those integration agendas that I've been speaking about.  In those contexts 
we are likely to see those upper levels of management required just as a means of  
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dealing with those kinds of issues.  Mr Paterson's comments about the frustrations 
of getting our major funding body to want to know about the industrial make-up 
of our sector I would also like to make brief mention of.  There really has been a 
reluctance on the part of Government to collect information, to develop a 
management information system if you like, about its own funding of community 
service organisations.  We would dearly like to have a sense of exactly where 
staff fit in terms of the award and in terms of their qualifications and in terms of 
their other indications of skills.  There is no such management information system 
operating at the moment and we can but continue to push for such a thing in the 
near future. 
 

PN112 
THE DEPUTY PRESIDENT:   Mr Aiken, have you any questions of the 
witness? 
 

PN113 
MR AIKEN:   No, nothing.  I can basically support what has been put forward 
thanks, Deputy President. 
 

PN114 
THE DEPUTY PRESIDENT:   Good.  Mr O'Neill, have you any questions of the 
witness? 
 

PN115 
MR O'NEILL:   No, I don't, sir, save except to say that the evidence provided was 
very detailed and comprehensive and well considered.  Many of the questions that 
I did have were answered as the evidence unfolded and from further clarification 
from the bench so I don't have anything further at this stage, thank you. 
 

PN116 
THE DEPUTY PRESIDENT:   Thank you.  Well, thanks very much for your 
time.  You can stand down now. 
 
 
<THE WITNESS WITHDREW [11.55am] 
 
 

PN117 
THE DEPUTY PRESIDENT:   We might just go off the record and look at some 
procedural things. 
 
 
OFF THE RECORD [11.56am] 
 
 
RESUMED [12.23pm] 
 
 

PN118 
THE DEPUTY PRESIDENT:   Mr Paterson? 
 



PN119 
MR PATERSON:   Thank you, Deputy President.  I do have a number of 
documents that I wish to provide to the parties today, the first of which is headed 
Discussion Paper for SAAPIRG - that is the Supported Accommodation 
Assistance Program Industry Reference Group.  It is a background document, if 
you like, that goes to some of the issues raised in terms of the complex needs the 
clients present with and it is - confirms some of the submissions made in A1, 
particularly those attributed to Karinya Young Women's Shelter. 
 

PN120 
THE DEPUTY PRESIDENT:   I will mark that A5. 
 
 
EXHIBIT #A5 DISCUSSION PAPER FOR SAAPIRG 
 
 

PN121 
MR PATERSON:   The second document that I wish to provide for the 
consideration of the parties has the Colony 47 logo on the top corner, CSO work 
value changes response from Mark Redmond, Colony 47.  This was in response 
to my having put questions to that organisation on how the work value changes 
impact on managerial positions in that particular organisation. 
 
 

PN122 
THE DEPUTY PRESIDENT:   I will mark that A6. 
 
 
EXHIBIT #A6 CSO WORK VALUE CHANGES RESPONSE FROM 
MARK REDMOND, COLONY 47 
 
 

PN123 
MR PATERSON:   And for the record this organisation has, I believe, some - I 
did write it down somewhere - it has an executive officer at level 7 and I think 
five program managers at level 6 so those positions that this A6 refers to are 
principally community services work at level 6 positions.  The final document 
that I wish to put is an attempt to do what I think will assist the Commission and 
meet with the Commission's requirements.  It does a number of things that we 
have discussed today.  I presume that will be A7? 
 

PN124 
THE DEPUTY PRESIDENT:   I will mark this A7. 
 
 
EXHIBIT #A7 CLASSIFICATION DOCUMENT 
 
 

PN125 
MR PATERSON:   And just if I may briefly speak to this, what I have done here 
is take selected criterion from the classification levels in the award at levels 4 and 
5 and aligned those to particular aspects that I believe are demonstrative of work 



value change for persons who would be employed at those levels.  When I came 
to do that for the award classifications levels at level 6 and 7 which is the back 
three pages of this document I found it difficult to separate them because in fact 
the - as I have put in writing here - there are two main occupational groups in 
level 6 and 7 and particularly when we look at the managerial ones I believe that 
the distinction between those levels isn't as clear as it might be in terms of the 
boundary.  It is not a hard boundary and that I believe that the issues that we have 
heard from Mr Owen on today will apply to both level 6 and 7 managers.  It may 
well be in the future proceedings here on this matter that the parties do need to 
address themselves as to the way in which the boundary issues between 
classifications in particular may be addressed as part of the outcome of this 
process.  It may be, for instance, that there is a need for a higher level, a level 8, 
which is limited to those organisations inasmuch as I have previously resisted it, 
with a budget or a staffing over a certain threshold or a certain degree of 
complexity in their operations or a certain degree of delegated responsibility that 
is unique to a particular classification and I from memory believe that that is 
clearly within the work value principle to have a finding that says there is a need 
for a new classification and that may well be something the parties will consider 
in the future. 
 

PN126 
I believe that the two documents - the A7 document in particular but also 
referring back to A1, do provide a basis for further work by the union to identify 
to you the particular skills and responsibilities and changes in the requirements of 
the work and the knowledge and the context in which the work is performed that I 
will undertake to forward to Mr O'Neill for his comment and feedback as 
appropriate with the intent of, at the very least, presenting a document to you at 
our next appearance which will at least be not contested and whilst there is a 
difficulty in this case that we have had widespread support from industry a 
meeting only held a week before last was attended by - convened by the 
organisation that is a party - the employer organisations party to the award and it 
wasn't intended to be a mass meeting of employees but those there did 
wholeheartedly agree and unanimously agree that there has been significant work 
value change. 
 

PN127 
There is, as Mr O'Neill would no doubt put to you, a whole - another set of 
trepidations around the affordability of it but the union will maintain that that in 
itself is not a work value consideration.  It may be a public interest consideration 
and it may be a consideration when we come to finalise the outcome of this 
process but in and of itself it is not a work value consideration I would put to the 
employers.  I think that the ability to - the history of these proceedings to date has 
thus been the employers do not oppose, the employers haven't taken us to task 
saying that this is not the case. 
 

PN128 
I think there is an acceptance across the industry that some of the factors and the 
context in which the industry is operating have had dramatic and significant 
changes and I would lean - and perhaps to a degree of interpretation, but I would 
contend that some of the issues that we are talking about, for instance the 



legislative changes, are in effect what work environment means as a work value 
consideration in the context of a human services industry. 
 

PN129 
It is part of the - and the statutory environment is part of the environment in 
which this work is conducted which could be just as relevant as the dust in an 
open cut mine.  Thank you, Deputy President. 
 

PN130 
THE DEPUTY PRESIDENT:   I take it, Mr Paterson, that you are going to match 
the evidence given under oath thus far with exhibit A7 and if there is a need you 
will sort of being further evidence to fill any gaps? 
 

PN131 
MR PATERSON:   That is my intention and if we can produce a document that is 
to the satisfaction - or if we can produce a document that there is no contest over 
that does incorporate what I believe are the key sill and work value criterion 
across the classifications and I wouldn't be intending to call any further witness 
evidence.  If that exercise identifies particular gaps or omissions then it may be 
the case that we do need to do so and I would advise your associate prior to the 
hearing and the parties if we are intending to call any other witnesses, but as we 
have said on previous occasions, this is a matter that could be addressed by 
calling 100 witnesses and touring the State for six months but I don't know that 
that is the most effective way to produce the evidence that we would be relying 
on. 
 

PN132 
THE DEPUTY PRESIDENT:   Thank you.  So you are suggesting we adjourn 
until the next date? 
 

PN133 
MR PATERSON:   Happy to see this matter adjourn to the date which we set at 
the previous appearance, which I believe is 17 November, and I would be looking 
to have that document, at least uncontested document here at those proceedings. 
 

PN134 
THE DEPUTY PRESIDENT:   Yes, 17 November it has been listed for.  Mr 
Aiken, have you any view?  No.  Mr O'Neill? 
 

PN135 
MR O'NEILL:   No, sir, given what we discussed in our off the record discussions 
I will leave any submissions until 17 November, if it pleases. 
 

PN136 
THE DEPUTY PRESIDENT:   Good, thank you.  This matter is now adjourned 
to 17 November. 
 
 
ADJOURNED UNTIL MONDAY, 17 NOVEMBER 2003 [12.32pm] 
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