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6.1 Services
and programs
Services
and Programs
The majority of the Palm Island population (31%) is
14 years or younger, which is a huge contrast to
the rest of Queensland, where the under 14
population makes up only 20.2%.
Further, just 2.3% of people on Palm Island are
aged over 65, with 13.2% over that age in the rest
of the state.
The social services system in the rest of Australia is
geared up to meet the needs of an increasingly
ageing, non-Indigenous population, but on Palm
Island, the demographic and, therefore,
community needs are very different.
PICC is developing and delivering human and social
services that are targeted at the largest areas of
demand for the Palm Island community. While
PICC provides services to a range of the
community, the majority of resources are used to
target the needs of Palm’s population of children
and families.
It is with local knowledge and understanding that
PICC develops its programs, ensuring they are
relevant to the community it serves.
Not only are PICC programs designed to be
relevant, sustainable and affordable, programs are
delivered by local people to the local community
where possible, helping to create jobs.
The PICC model is dynamic, and continues to
develop and roll out programs and services aimed
at closing the gap for the community of Palm
Island.
Children and Family Centre
The Children and Family Centre is services children
(from before they are born up to eight years old)
and their families receive important health
services, early childhood education, and family
support from the Children and Family Centre. The
Centre offers the Palm Island community access to
a wide array of antenatal, postnatal, and parenting
support services under the one roof. Services
include General Practitioners, Aboriginal health
workers, child educators, and family support
workers. Broader Centre programs include early
childhood education and care, parenting and
family support services, and child and maternal
health services, which help to build capacity in the
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community through the provision of specialist
support services and advice, and give young Palm
Islanders the best start to life. The Medical Centre,
located in the same building, is open to all Palm
Islanders. It offers general practice and several
specialist primary health services, such as for eye
health and diabetes, and can give patients access
and referrals to related specialist medical services
and agencies if needed. An after-hours clinic is
offered on some evenings.
Stepped Care Service & Mental Health Team
The Stepped Care Services provides social and
emotional wellbeing pathways and services to
members of the community who have moderate
mental health concerns. These pathways and
services are tailored to the unique needs and
wants of Palm Island.
The Mental Health Team is new in 2019. The Team
is a central coordinating service for the range of
mental health needs of all Palm Islanders. The
Team works directly with its clients and across the
range of services offered by PICC to ensure that
Palm Islanders’ mental health is comprehensively
managed. The Team can also refer clients to other
services not provided by PICC.
Residential Service (Safe Haven)
The Safe House provides short-term residential
placements for children and young people under
18 years old who have been referred from the
Department of Child Safety, Youth, and Women.
The service provides a place for children and young
people on Palm Island that require out-of-home
care to remain in their community, allowing them
to stay connected to their family, culture, language,
and country.
Safe Haven program
The Night Café is open four nights a week to
provide a safe, supportive, and positive social
space for young people and older children not at
home in the evenings.
The Youth Patrol provides escorts to children
outdoors at night who might otherwise be
unaccompanied, and it watches for children alone
or in groups without an adult at night.

Community Justice Group
The Community Justice Group (CJG) program
develops strategies within the community for
dealing with justice-related issues aimed at
decreasing Aboriginal and Torres Strait Islanders’
contact with the justice system.
The CJG supports Aboriginal and Torres Strait
Islander victims and offenders at all stages of the
legal process including the provision of sentencing
submissions to court, attendance at court, and
visits to prisons and detention centres. It is a
valued resource on the Island and provides a
platform for the Palm Island Aboriginal Shire
Council and other relevant agencies to consult on
law and order matters. The CJG Coordinator plays a
significant role in networking with these agencies
to ensure that justice-related issues impacting on
the Palm Island community are addressed
collectively with a focus on the development of
intervention programs.
Operating since 2008, the Palm Island Community
Company is the auspice agency providing guidance
and support to the CJG. The program is directed by
the members of the CJG, a significant number of
who are Palm Island Elders who meet monthly.
From April 2019 the CJG also links to the new
Domestic Violence Support Service, which will
provide counselling and support to victims and
users of domestic violence and abuse.
Women’s shelter
The Palm Island Women’s Services provides shortterm crisis accommodation and support networks
for women and their children experiencing
domestic and family violence. It also provides
associated services such as general counselling,
information, and assistance in applying for
Domestic Violence Orders. The focus of the service
is to ensure that a safe and caring environment is
maintained and the immediate needs of clients are
identified and met appropriately.
Family Wellbeing Services
The Family Wellbeing Service offers support
services to families in need. The Service offers
support and help such as personal support and
development, information and advice, parenting
skills development, kinship connection, budgeting,
and household skills development. The Service also
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coordinates activities such as the Women’s Yarning
Circle and the Elders’ Group. It is also the first
point of contact for Emergency Relief Payments.
Diversionary Service
Palm Island Diversion Services work with people
on Palm Island who are vulnerable or who have
complex needs, and especially people who are
intoxicated, at risk of misusing substances in public
spaces, or at risk of entering police custody.
Operating the Diversion Centre and Community
(Adult) Patrol, this service helps to reduce the
incidence of deaths in custody by providing a safe,
monitored environment for people to sober up as
an alternative to police custody.
NDIS
PICC is a registered provider of NDIS services for
Palm Islanders aged up to eighteen years old.
Children and young people can receive assistance
for their disability, as well as in-home support,
community access, education and skill
development, and recreational opportunities. This
provides an aid to children and young people with
disabilities – including those in need of speech
therapy and occupational therapy – as well as their
families and carers. A range of services is provided,
all of which are delivered with the unique needs of
Palm Island in mind.
Specialist Domestic Violence Service
The Specialist Domestic Violence Service opened in
April 2019. It provides counselling and support to
victims of domestic violence and abuse, as well as
support and pathways for users of domestic
violence seeking to change their behaviour.

Case Study 1:
Palm Island Children and Family Centre

Ready Together and Case Coordination
The client is 4-year-old Matt*, who was
referred to the CFC Ready Together team
because he was about to begin transitioning to
kindergarten, and CFC staff identified that he
had some delays in hearing and speech.
Matt’s mother, Tina*, was hesitant to get
Matt’s hearing checked, which made the
situation a bit sensitive. CFC staff talked to Tina
about how testing Matt’s hearing at this age
would make his transition to school easier.
•

One of the team members did a Parents
Evaluating Developmental Status survey
with Tina, and it was found that Matt
needed some further assessment. Tina
agreed, and Matt was assessed by the
Child Development Team and referred to a
paediatrician.

•

NDIS referral was done by the
paediatrician.

•

The CFC GP was able to refer Matt for five
Medicare-funded speech therapy sessions.

•

Matt continued to attend playgroup with
Tina and also started at kindergarten and
continued at daycare on the other days.

•

Matt now has speech therapy and
occupational therapy once a week.

*Names changed to protect identity
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Matt has come a long way with his speech
since joining speech therapy, and the
occupational therapy is helping with general
developmental issues. Matt is in kindergarten
and also attends daycare. He always looks
forward to having his therapy.
There were many challenges getting the right
information for Matt, as Tina was hesitant to
have him checked. After a few tests, and
encouragement and support from the Early
Childhood staff, Tina saw that Matt really
needed professional help, including from the
Child Development Team, Clarity Hearing and
a paediatrician.
The outcomes for Matt and his family have
been quite dramatic. Tina is very happy with
all the outcomes so far. She is often in contact
and tries to make the jobs of the people
working with Matt easier by helping Matt as
much as she can.
Matt has shown a lot of improvement in
speech and language in particular, and he
looks forward to his sessions each week.
After Tina saw that her son could really
benefit from these services, she was engaged
and wanting to meet with the therapists. She
communicates well with Early Childhood staff
to facilitate Matt attending all sessions. Tina is
always kept informed.

Case Study 2:
Palm Island Children and Family Centre

Informal access through local staff knowledge and
coordinated care
The child, Cameron* is 3 years old. The
presenting issue is concern about some
development delays in more than two
domains.
His grandmother, Nan*, became his carer after
her daughter, Cameron’s mother, passed away.
Cameron is a twin. He has a twin sister and
another sister as siblings. Nan has all three in
her care as well as other grandchildren and
some of her own children.
Nan has expressed that there are a number of
social and cultural issues that caring for the
children has presented. She had expressed to
some PICC Early Childhood workers outside
working hours that she had some concerns
about Cameron and did not really know which
services to see. This disclosure was discussed
at a meeting of PICC workers and contact was
officially made with Nan.
• Early in 2016, a discussion was held with
Nan regarding Cameron’s development
issues. Nan was encouraged to bring
Cameron to playgroup once a fortnight on
her fortnightly visit to the store.
• Over a period of time a Parents Evaluating
Developmental Status survey was conducted
with Nan. The results showed Cameron to
have predictive markers of developmental
delays. Nan was encouraged to see the GP
for further assessment and referrals.
• Cameron was referred to a paediatrician,
who referred him to Child Development
Services (CDS) for assessment.

*Names changed to protect identity
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• In January the CDS team assessed Cameron
at the Palm Island CFC. Discussion with Nan
continued regarding an Access Request
form being completed for an Early
Childhood Early Intervention plan through
NDIS.
• In March the form was sent to NDIS with
the CDS report. On 16 March Cameron
received an Eligibility Letter. Support
workers engaged with Nan to gather
information for a support plan.
• Cameron attended Clarity Hearing for
hearing tests. After two tests Cameron was
referred to ENT (Deadly Ears) in October.
Cameron’s ECEI plan was handed over in
December.
• Cameron was taken to his first meeting with
the speech therapist in December and will
be able to receive regular speech therapy
on Palm Island. Soon, weekly occupational
services, coordinated by CFC, will be
available on Palm Island for children like
Cameron.
Cameron’s developmental delays should
improve with this regular service. He will be
able to transition into pre-prep and school at
the appropriate developmental levels.
Cameron’s grandmother, Nan, is aware of the
issues around his developmental delays. She is
aware of and able to access services that are
available to help Cameron. Cameron’s
improvement will allow him to interact socially
and be much happier.

Case Study 3:
Palm Island Children and Family Centre

Reaching and working holistically with socially isolated families
June* is a young single mother of two children.
Her own childhood was very isolated and
lacked appropriate socialisation.
The father of her two children is in prison, so
June receives very little support or assistance
with the children.
June does not mix with others, so her two
young children are socially and emotionally
isolated, and the family rarely leaves the home.
The medical staff and Early Childhood staff
have been concerned for their developmental
needs.
Over a period of 18 months, one Early
Childhood worker spent time connecting with
June through activities such as:
• starting with informal visits to befriend and
build trust
• addressing the issues of social and
emotional isolation, her avoidance of social
contact and the need for the children to be
able to interact with others.
Gradually June started to attend playgroup
occasionally and was able to have non-clinical
engagement with the doctor at playgroup,
which helped to build trust. She attended
celebratory days at the CFC, and she and the
worker were able to look at developing
activities for the children.

*Names changed to protect identity
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Finally, June brought the children in for a
hearing test at the centre in September 2017
and, with the support of the worker, was able
to attend health checks for both children in
November. They were referred to Clinic and
were then seen by a paediatrician in
December. Both children have been identified
as having developmental delays, and the little
girl has other health-related issues as well.
June has been referred for counselling so that
she can continue to work through issues.
The children have both been referred to the
NDIS Early Childhood Early Intervention
program.
The Early Childhood and the Health teams
have helped June to develop her confidence to
leave the house and to accept help and seek
assistance for herself and the children. June
has said that she is happy that the children are
getting some support, and she is now more
aware of their needs.
The family now attends playgroup a couple of
days a week, and they appear to enjoy the
socialisation with other children and families.

6.2
level
4.1 Community
Community-level
data data
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Queensland Government Palm Island StatShot
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6.3 Comparative data with other
communities Studies
The Queensland Government and other
Federal agencies make publicly available
some data across Local Government Areas
(LGAs). This data is sourced from a variety of
different sources including the Australian
Bureau of Statistics, Census data, Medicare,
Queensland Police Service offences data,
and the Australian Early Development
Census. It also includes compiled
repositories of data held by the Queensland
Government Statisticians Office and Public
Health Information Development Unit
(PHIDU).

The data provided in this section identifies key
social indicator metrics that are available for
Palm Island and similar QLD Aboriginal and
Torres Strait Islander communities. In most
instances, the Local Government Area (LGA)
has been used as the geographic bounds to
identify these Aboriginal and Torres Strait
Islander communities.
Data focuses on four Queensland communities
of Cherbourg, Mornington Island (although
most data relates to the entire Mornington
Shire/LGA), Woorabinda and Yarrabah.

Overview of Communities
The population of Palm Island in 2018 is estimated at 2,637, similar in size to Yarrabah.
Despite this it exceeds the total number of businesses of Yarrabah and those of both
Cherboug and Mornington (if the population size was equivalent).

Source: ABS LGA Population statistics, 2018
Notes: LGA region represented not individual communities

Data Ref.

Population
Total number of
businesses
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Palm
Island

Combined

Cherbourg

Mornington

Woorabinda

Yarrabah

2018

2,637

6,386

1,315

1,218

1,005

2,848

2018

15

29

5

5

6
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Comparative Communities

Income and Employment
In contrast to comparable communities, the Palm Island community has a higher median
household income (equivalized), has fewer families existing on less than $650 per week, and
has a higher participation rate in employment. The Palm Island community also has a ratio of
1 registered motor vehicle or motorcycle to every 2.5 residents. This is comparable to
Cherbourg and Yarrabah. The Queensland ratio is 1:1.6.
Census data (2016) showed Palm Island as having an unemployment rate of 29.5% which
was comparatively better than Cherbourg and Yarrabah LGAs but not as good as Mornington
and Woorabinda LGAs. Most recent projected data for December 2018 shows that the
unemployment rate for Palm Island was high at 46.3% and this is higher than other
communities. However, caution must be used when referencing quarterly unemployment
rates available at such a small level as noted by the Australian Government Department of
Employment who publishes these results.
Source: ABS Census 2016, ABS Labour Force Statistics Dec Quarter (2018) as reported by the QLD Government Statisticians Office and
developed by the Australian Government Department of Employment.
Notes: LGA region represented not individual communities
^ Combined results manually calculated. Where this indicator does not exist the combined figure has been provided by the QLD
Government Statisticians Office publicly available QLD Regional Profile report generator
Equivalised income is calculated by the ABS in order to make adjustments to the actual incomes of households in a way that enables
analysis of relative wellbeing of households of different size and composition. When household income is adjusted according to an
equivalence scale, the equivalised income can be viewed as an indicator of the economic resources available to a standardised
household.
*Small Area Labour force data for unemployment rates can exhibit considerable variability and care should be taken when interpreting
these.
#Registered vehicle data available for 2018 is substantially different to prior years indicating that the data may be partial, incomplete or
that a database may have been cleaned for this LGA. 2017 number of registered passenger vehicles and motorcycles are 295
representing a ratio of 1:4.1

Data Ref.

Median equivalised total
household income
(weekly)
Proportion of low income
families (less than $650
per week)
Employee income earners
(no.)
Participation rate (%)
Unemployment rate (%)
Census data
Unemployment rate (%)
Labour Force Projections
based on ABS and
Centrelink data*
Number of registered
passenger vehicles +
motorcycles
Ratio of motor vehicles to
population
1 vehicle for every xx
person
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Palm
Island

Combined

Cherbourg

Mornington

Woorabinda

Yarrabah

2016

$456

$402^

$371

$432

$381

$425

2016

29.2%

33.9%

41.0%

33.2%

38.8%

29.0%

2016

691

1,533

256

413

236

628

2016

41.6%

39.5%^

31.7%

52.1%

37.0%

37.2%

2016

29.5%

34.5%^

50.4%

24.0%

18.2%

45.4%

46.3%

32.1%

10.9%

33.9%

8.4%

66.7%

2018

1,073

2,084

528

101#

186

1,269

2018

1:2.5

1:3.1

1:2.5

1:12.1#

1:5.4

1:2.3

Dec Quarter

2018
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Comparative Communities

Social Indicator Data
In contrast to comparable communities, the Palm Island community has relatively high rates of
homelessness for the population numbers and the majority of dwellings are rented from the
government housing authority. However, renters are less likely to be experiencing rental stress
- likely to be tied to better employment rates and median weekly income (as shown on the
prior page). Households are also more likely to have internet access compared to other
communities.
Education statistics are mixed in comparison to comparable communities. Approximately one
quarter of the Palm Island population (24.4%) completed Year 12 or equivalent which is on par
with other communities. One third (32.1%) of children aged 0-5 are considered
developmentally vulnerable based on the data available. This is not as high as developmental
vulnerability noted in some other communities such as Cherburg and Mornington Island.
Source: ABS Census 2016, PHIDU Data drawing from Census 2016, Australian Early Development Census 2018
Notes: LGA region represented not individual communities
^ Combined results manually calculated. Where this indicator does not exist the combined figure has been provided by the QLD Government
Statisticians Office publicly available QLD Regional Profile report generator
*Sample of 16 year olds in these communities are small. The total combined comparative is based on a total of 55 persons aged 16yrs and the Palm
Island proportion is based on 46 persons aged 16yrs. Caution needs to be taken when interpreting this finding.
#AEDC data for Palm Island is less than 60% of the ABS five-year-old population; data for Cherbourg, Mornington Island and Bauhinia (as a proxy for
Woorabinda) is between 60% and 80% complete.

Data Ref.

Homelessness rate per
10,000 persons
Proportion completed Year
12 or equivalent - total
population aged 15 years
and over (%)
People who left school at
Year 10 or below, or did not
go to school
Age-standardised rate per
100 persons
Proportion full-time
participation in secondary
school at age 16*
Proportion of children 0-5
developmentally
vulnerable on 1 or more
domains#
Proportion of dwellings
rented from the
government housing
authority
Rental Stress
Low income households
(households in bottom
40% of income
distribution) with rental
stress
Proportion private
dwellings where Internet
accessed
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Palm
Island

Combined

Cherbourg

Mornington

Woorabinda

Yarrabah

2016

2,103.8

1,428.1

877.1

1,117

652.2

2,128.7

2016

24.4%

21.7%

15.9%

24.5%

19.5%

26.7%

2016

67.6

64.3^

70.9

56.9

68.5

60.8

2016

28.3%

47.8%

71.4%

25.0%

37.5%

47.1%

2018

32.1%

46.5%

69.2%

57.1%

62.1%

21.6%

2016

85.1%

80.0%

92.2%

75.1%

85.7%

72.3%

2016

8.1%

11.5%

15.4%

13.6%

12.8%

6.7%

2016

56.9%

42.9%

35.2%

49.4%

34.7%

48.2%
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Comparative Communities

Queensland Police Service – Offender Stats
In contrast to comparable communities, the Palm Island community has a lower rate of offences
against the person, offences against property and drug offences in the 2017/18 period. For the
Palm Island community these rates have dropped over time for offences against the person (at
107.4 per 1,000 persons in 2012/13) and for drug offences (at 33.1 per 1,000 persons in 2012/13).
Rates of breach of DVO on Palm Island are higher than both Mornington Shire and Yarrabah Shire,
however also include repeat offences across the year by individuals under a DVO.
Source: Queensland Police Service Reported Offences Rates by LGA.
Notes: LGA region represented not individual communities
^ Combined results manually calculated. Where this indicator does not exist the combined figure has been provided by the QLD
Government Statisticians Office publicly available QLD Regional Profile report generator

Data Ref.

Palm
Island

Combined

Cherbourg

Comparative Communities
Mornington

Woorabinda

Yarrabah

Total offences against
the person

2017/18

67.7

77.7

107.5

126.6

95.2

38.9

Average rate per 1,000
Total offences against
property

2017/18

128.1

167.3

206.5

190.1

389.9

64.5

2017/18

24.0

39.7^

92.3

20.6

37.1

8.8

2017/18

102.0

85.5^

128.7

69.5

110.3

33.6

Average rate per 1,000
Drug offences
Average rate per 1,000
Breach of DVO
Average rate per 1,000

Health
In contrast to comparable communities, the Palm Island community immunisation rates are
marginally behind at 1 year of age however are quite high at 5 years age according to 2017
Medicare records. While further health data on the community is available from the National
Health survey in 2014-15, this data is not reflective of the impact of the Medical Centre in
2018 and no more recent health data at the LGA level is available as an indicator.
Source: PHIDU Data drawing from Australian Childhood Immunisation Register, Medicare Australia, 2017 and 2014-15 National Health
Survey, ABS.
Notes: LGA region represented not individual communities
^ Combined results manually calculated. Where this indicator does not exist the combined figure has been provided by the QLD
Government Statisticians Office publicly available QLD Regional Profile report generator

Data Ref.

Proportion children fully
immunised at 1 year age
Proportion children fully
immunised at 1 years of age
Est. no. people aged 15 years
and over with fair or poor selfassessed health (modelled estimates)

Palm
Island

Combined

Cherbourg

Comparative Communities
Mornington

Woorabinda

Yarrabah

2017

89.2%

93.3%^

90.2%

94.6%

94.3%

94.2%

2017

98.1%

96.5%^

95.7%

96.9%

94.9%

98.4%

2014-15

18.7%

22.0%^

23.6%

NA

NA

20.3%

2014-15

87.2%

88.3%^

89.4%

NA

NA

87.2%

Age-standardised rate per 100 persons

Est. no. people aged 18 years
and over with one of four risk
factors (current smokers, high risk alcohol,
obese, no or low exercise in the previous
week) (modelled estimates) Agestandardised rate per 100 persons
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6.4 Administration data
.2 ADMINISTRATION DATA
The evaluation examined a range of administrative data
including :
• Funded service and program performance report data
• Training data and HR records
• Quality accreditation and audits
• Financial and operational data
Patient data
The following are numbers of discrete individual
patients for the PICC Medical service for 2018.
Total patients:
Male:
Female:

784
383
401

Identify as Indigenous
Note – not all patients choose to identify
Male:
343
Female:
345
0–8 Years
Male:
Female:
Indigenous male:
Indigenous female:

103
86
98
82

Above 65 years age:
Male:
Female:
Indigenous male:
Indigenous female:

21
20
18
16

Total patients in the system: 1975
Male:
911
Female:
1064
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Patient data
Finances

Financial management

In the 2012 financial year, PICC achieved an
annual turnover of $5 million, a scale that
had been identified as necessary to support
PICC’s governance, management and
program support infrastructure (Review of
the Palm Island Community Company, Dr
Limerick, May 2011). The recruitment in
2011 of a highly qualified Business Support
Manager with experience in Indigenous
NGO grant and financial management
resulted in major improvements in
budgeting, financial and grant management.
These factors (increased scale and improved
financial management) contributed to PICC’s
improved financial stability and viability as
evidenced by modest operational surpluses
and accumulation of sufficient working
capital to ensure ongoing solvency.

PICC commenced operation with a small
core funding allocation from the
Queensland Government. This funding was
phased out over three years as PICC
attracted program funding and established
social services. No specific funding was
provided for PICC’s capacity-building role
(Limerick 2011). PICC achieved significant
annual increases in government funding
until the 2012 financial year, after which
government funding grew at a more modest
rate, achieving just over $6.5 million by
2018. However, from 2013 ‘Other income’
rose steadily to over $2.5 million in 2018,
when it made up 28% of total annual
turnover. This revenue was associated with
the establishment of social enterprises and
fee-for-service activities such as NDIS and
the medical service (PICC Annual Report
2018 see website for more details).

Year ending 30 June

Total government funding
Other income
INCOME TOTAL

2008

2009

2010

2011

2012

2013

$

$

$

$

$

$

105,024

1,625,304

3,431,458

3,703,331

4,997,291

5,074,329

0

0

32,963

44,219

39,751

19,646

105,024

1,625,304

3,464,421

3,747,550

5,037,042

5,093,075

331,863

159,126

Annual surplus
Net assets EOY

Year ending 30 June

Total government funding

2014

2015

2016

2017

2018

$

$

$

$

$

5,595,966

5,504,644

5,967,489

6,430,670

6,566,497

611,570

1,600,658

1,971,729

1,988,483

2,534,785

INCOME TOTAL

6,207,536

7,105,302

7,939,218

8,419,153

9,101282

Annual surplus

-40,461

-274,263

-291,429

-29,632

108,884

Net assets EOY

1,105,770

840,493

549,064

519,432

460,600

Other income
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Financial data
During the first five years of operation,
PICC’s accumulated surpluses resulted in
balance sheet net assets of over $1 million
dollars. While some of this asset base was in
the form of equipment, furniture,
computers and vehicles, PICC was also
successful in negotiating with funders to
retain some unexpended funds as working
capital. This was important in ensuring that
PICC could manage cash flow. Government
grants are generally paid three months in
advance but not received until the end of
the first month in the quarter, meaning that
PICC needs cash to cover expenses for at
least a month and often longer if grants are
delayed.

Since inception, the PICC Board has
operated with a Finance and Risk
Committee (FRC) to oversee the finances
and has employed qualified accountants.
Annual budgets are prepared prior to or at
the beginning of every year, and full
financial reports are prepared and
monitored monthly by management, the
FRC and the Board. The organisation actively
manages cash flow and liquidity. In 2016,
the Board recruited an external financial
expert to the FRC in recognition of the need
for enhanced financial and commercial
expertise to ensure the financial viability of
the organisation.

From 2014–15, PICC invested significantly
from its accumulated capital to establish
social enterprises and fee-for-service
activities. The establishment costs are
reflected in annual losses between the
2013–14 and 2016–17 financial years. PICC’s
core grant-funded services have operated
within budget and have experienced neither
material surpluses nor deficits. Early deficits,
during their establishment, for the medical
centre and social enterprises were turned
around during the 2017–18 financial year.
PICC decided to suspend NDIS services in
June 2018 when it became apparent that in
spite of all efforts, the service could not be
financially viable under the existing funding
model. The organisation returned to surplus
during the 2017–18 financial year and has
budgeted for a modest surplus in 2018–19.

Within PICC the Business Services Manager
is an accountant with considerable NGO
experience and expertise. Business and
financial capacity has also been enhanced
with the recruitment of staff with retail,
business management and financial skills.
PICC finances are audited annually. For a
number of years, the audit was carried out
by the Queensland Audit Office. All audits
have been consistently passed unqualified.

Financial sustainability
Financial sustainability is largely determined by internal factors such as financial
management and risk management.
‘The modality used to fund Indigenous organisations is only one factor involved in the
governance and service delivery performance of an Indigenous organisation. Other factors
involved include skills, capabilities, material resources, legislative provisions and the
complexity of their operating environment.’ (Moran et al. 2014 p. 2)

109

Palm Island Community Company – Impact Evaluation

Employment data
Since inception, PICC has committed to maximising local Aboriginal and/or Torres Strait
Islander employment and has consistently achieved high rates of Aboriginal and/or Torres
Strait Islander employment and retention. By March 2017, PICC employed 103 staff of whom
86.5% were Aboriginal and/or Torres Strait Islander and overwhelmingly Palm Islanders. PICC
has an Aboriginal CEO, and the vast majority of service delivery staff (including a social
worker, GP, nurse) and service coordinators/middle managers are Palm Islanders.
As of March 2019, the workforce comprises 98 people of whom 85% are Aboriginal and/or
Torres Strait Islander peoples and 78% are locals of Palm Island. Within the current cohort,
55% have some form of formal qualification.
Year ending
30 June

Number of staff

Percentage Aboriginal and/or
Torres Strait Islander

2012

51

80%

2015

80

90%

2016

92

85%

2017

103

86%

2019

98

85%

*Not all years available

Quality assurance evidence
The evidence to date indicates that PICC provides a suite of services that meet industry
quality standards, are well used and are well regarded by service users and the community.
The service types, target populations and delivery models reflect government priorities and
available funding sources.
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Governance
Various independent reviews and audits have
confirmed that PICC has, since inception,
maintained strong governance and that this
has been a crucial factor in its success. The
governance is based on an expert-based
board model that is increasingly adopted by
Indigenous community-based NGOs. The
approach adopted by the Board in applying
the model recognises the importance of local
knowledge and community connection as
well as professional expertise. The result is a
mix of local Palm Islander Directors, who
bring understanding of the community and
cultural knowledge, supplemented with
external directors where there are specific
expertise gaps. As a result, PICC achieves
both accountability and responsiveness to
the local community and meets mainstream
governance, financial and regulatory
expectations of regulators and funders.
PICC was registered by the Australian
Securities and Investments Commission
(ASIC) as a not-for-profit company limited by
shares on 11 October 2007 and is governed
by a Board in accordance with its constitution
and Shareholders Agreement. PICC is also
registered as a charity with the Australian
Charities and Not-for-profits Commission
(ACNC). As Ordinary Shareholders, PIASC and
the Queensland Government each nominate
two directors and have reserve powers. This
includes the power, under specified
circumstances, to dismiss the PICC Board.
In addition to the four directors nominated
by the Ordinary Shareholders, the PICC Board
includes:
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•

a nominee of the Traditional Owners of
Palm Island, the Manbarra people

•

an Independent Chair appointed by the
Board

•

up to three directors nominated by
community shareholders (refer to the
Constitution and Shareholders
Agreement).
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This is a variation to the model that was used
from 2009, after a review of the Constitution
and Shareholders Agreement, which
provided for two Federal Government–
nominated directors. These positions were
not taken up, so they were converted to two
additional community-nominated directors.
At incorporation, the PICC Board comprised
six Directors: an independent Chair
appointed jointly by the Ordinary
Shareholders; two directors appointed by the
Queensland Government; two directors
appointed by PIASC; and one director
nominated by the Traditional Owners, the
Manbarra. Only the latter was Aboriginal
and/or Torres Strait Islander and was a Palm
Islander.
In keeping with the Board’s commitment to
community control, community
representation has increased so that in 2017,
the Board comprised six directors, of whom a
majority (four) are Aboriginal and/or Torres
Strait Islander Palm Islanders. Of the six, four
directors were inaugural directors who have
remained on the Board since inception,
providing stability and continuity. Nine Palm
Islanders have served in the PICC Board for
various terms, and no new non-Indigenous
directors have been appointed since the
inaugural appointments.
In 2018 the Board appointed two Palm
Islander Vice-Chairs as part of a succession
plan and in August elected one of them,
Mislam Sam, as Chair to replace the longterm independent Chair when his term
expired in October 2018.
At the same meeting the Board resolved to
pursue changes to the governance model in
order to move to full community control of
the organisation. This decision was based on
research undertaken as part of this
evaluation that explored the pros and cons of
changing the PICC model and investigated
contemporary Indigenous communitycontrolled governance models across
Australia.

6.5 PICC staff survey 2018
A total of 51 surveys were completed,
including seven that were only partially
completed. This represents almost half of the
number of staff employed. The sample
comprised about two-thirds women and onethird men. The length of time respondents
have worked for PICC included a mix of newer
and longer term staff, with about a third
having worked for PICC for more than five
years. About half of the respondents were
over 50 years old, and 62% identified as Palm
Islanders. Surveys were completed by staff
from all PICC services.

PICC as an employer
Most staff surveyed were positive about the
support they received in their jobs, with the
following percentages of staff agreeing or
strongly agreeing with the following
statements:
89% My job role and responsibilities are clear
77% PICC provides me with enough
resources to perform my job well

73% PICC provides me with training and
support I need to do my job
71% PICC is genuinely concerned for the
health and safety of its employees

Making a difference in the community
Of the staff surveyed, 91% agree or strongly
agree with the statements that ‘Working for
PICC allows me to contribute to making a
positive difference in my community’ and
that ‘PICC is focused on achieving positive
outcomes for the Palm Island community’.
These results suggest that PICC employees
are strongly engaged with the positive
impact that PICC is having on the
community.
In the survey, staff felt that PICC is doing well.
In terms of what they would like continued,
staff particularly mentioned:
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•

providing local employment

•

disability services

•

diversionary centre – in particular, a good
number of men are attending the
programs.
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66% PICC assists me to deal with harassment
or violence by clients or coworkers in
the workplace
These results suggest that PICC employees
are supported with the functional aspects of
their job; however, interpersonal aspects
such as health and safety, or harassment
and violence need to be better addressed in
the workplace.
Access to training
Nearly 80% of staff surveyed reported that
they had participated over the past year in
training or professional development.
These results suggest that PICC employees
are supported with opportunities for
professional development and overall
capacity-building in the organisation.

Staff sentiment and satisfaction
The majority of staff surveyed were very
positive about aspects of their job and
slightly less positive about other things. The
percentage of staff surveyed agree or strongly
agreed with the statements that they enjoy
working for PICC because of:

Supervisors
Staff surveyed were generally positive about
the role supervisors play in supporting them
in their job. The following percentages of
staff agreed or strongly agreed with the
following statements:

97% I am motivated to see PICC succeed

82% My supervisor is usually available to
discuss work or problems

90% PICC is a good place to work

80% My supervisor is a good leader

82% I am paid the right amount of money for
the work I do

75% My supervisor provides me with enough
feedback about whether I am doing a
good job

82% I am valued at work
80% I would encourage a friend to apply for a
job with PICC
73% I feel safe at work
68% I feel my job is secure.

73% My supervisor provides me with clear
direction

65% I have regular performance planning
discussions with my supervisor.

79% The personal satisfaction you receive
from doing your job

Communication
The staff surveyed said they are most likely
to receive information about what is going
on at PICC through emails from their
supervisor, from other work colleagues and
from Whichway (newsletter). The
percentages of staff surveyed shown below
thought that management communication
was good or very good in these areas:

76% The recognition you receive from work
colleagues for the job you do

64% Communicating major decisions and
day-to-day issues relevant to your job

76% The opportunities you receive to take on
more responsibilities

56% Keeping you informed on how the
company is going

68% The recognition you receive from
management.

50% Communicating its planning goals and
strategies to you.

Your job position at PICC
The percentages of staff surveyed who
agreed or strongly agreed with the following
satisfaction statements were:

Communication by management is an area that could be improved, in particular,
communicating the direction of the organisation, celebrating successes and
recognising the contribution of its staff on the journey. The organisation has grown,
but communication practices have not evolved accordingly.
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Areas where PICC is doing well
The staff surveyed mentioned that delivering
services was a key positive:
• helping our people and trying to
empower them
• providing opportunities for local
employment
• our community is growing because of
PICC.
Areas for improvement
The staff surveyed mentioned issues in being
able to meet community needs in the
following areas:
• improve some existing services to better
meet specific client needs
• more banking services and support with
undertaking personal finances
• intensive support youth services
• community garden.

114

Palm Island Community Company – Impact Evaluation

The staff surveyed mentioned they would
like improvements in human resources
practices, including:
• transparent recruitment
• complaints handling
• training needs assessments
• performance management
• staff communication.

Other employment-related suggestions for
the PICC management and Board to consider
included:
• address overcrowding in workplaces
• improve security for staff
• provide more tailored training
• better communication with staff
• employ a human resources officer
• more Board interaction with staff and
Palm Island community.

6.6 PICC Community survey 2018
A community survey was conducted in 2018
by PICC and completed by 131 people. Just
over two-thirds were completed by women,
and one-third by men. There was a good mix
of participant ages:
• 10% were aged up to 24

The community survey indicated that social
enterprises are very important to the local
community. The following percentages of
those surveyed agree that:
84% Need a mechanic on Palm Island

•

23% were aged 25–39

•

46% were aged 40–54

83% Community shop is needed

•

21% were 55 or over.

75% Fuel competition keeps prices down

The most regular use of social enterprises
was:
•

80% had used the Community Shop

•

69% had used the Bakery/Take-away

•

48% had purchased fuel

•

41% had used the mechanic.

Community shop
Mechanic
Fuel
Bakery/take-away

It is important to me to
have a mechanic operating
on Palm Island
The community shop is
needed on Palm Island
Fuel competition helps to
keep prices down
Good quality fresh bread is
important to me
Overall, PICC businesses
benefit Palm Island
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Often
%
27.6
9.0
11.5
18.9

85% Fresh bread is important
69% PICC businesses benefit Palm Island.

Sometimes
%
36.6
14.8
23.8
39.3

Rarely
%
15.4
17.2
13.1
10.7

Never
%
20.3
59.0
51.6
31.1

Total used
%
79.7
41
48.4
68.9

Disagree

Strongly
disagree

%

Neither
agree nor
disagree
%

%

%

Don't
know/Not
applicable
%

47.6

36.3

6.5

2.4

2.4

4.8

36.3

46.8

7.3

3.2

3.2

3.2

36.9

37.7

4.1

5.7

4.9

10.7

46.0

38.7

5.6

3.2

3.2

3.2

32.3

36.3

10.5

5.6

6.5

8.9

Strongly
agree

Agree

%
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The services that are being used by the broadest cross-section of the community are the
Medical Service and Family Hub/Wellbeing Service. The other services questioned in the
survey have all been used by at least 10% of the local population, and include services such as
CFC Child and Family Services, the Community Justice Group, Diversion service/Night Patrol,
Palm Island Women’s services and the School breakfast program/tuckshop.
Used

Never

Don't
Know / NA

Responses

%

%

%

Count

Medical Service

62.1

36.3

1.6

124

Family Hub/Wellbeing Service

40.4

52.4

7.3

124

CFC Child and Family Services (Early Childhood)

30.1

61.8

8.1

123

Diversion service/Night Patrol

22.8

71.5

5.7

123

Palm Island Women's services

22.7

5.7

123

Community Justice Group services

21.2

72.4

6.5

123

School breakfast program/tuckshop

20.2

73.4

6.5

124

Disability services

16.3

76.4

7.3

123

Safe Haven/youth programs

15.5

78.0

6.5

123

Safe House

11.5

81.1

7.4
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Ready Together (Early Childhood)

11.4

77.2

11.4

123

71.5

The activities supported by PICC, shown in the table below, all achieved a participation rate
of over 10% of the population.
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Participated

Never

Don't know

Responses

%

%

%

Count

Night Café

14.3

81.0

4.8

126

Men's Gathering

19.4

76.6

4.0

124

Justice Group

15.3

79.8

4.8

124

Elders Group

15.5

78.9

Playgroup

16.0

78.4

Women’s Yarning Circle

21.6
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72.8

5.7

123

5.6

125

5.6

125

Of the people surveyed, 53% were satisfied with the PICC services they have used. This
satisfaction rate could be influenced by some people not having accessed many of the
services and therefore not having a strong opinion, for example the high number of ‘Don’t
know’ responses. Satisfaction increases to 64% when these responses are excluded.

The PICC
services you
have used

Very
satisfied

Satisfied

Neither
satisfied nor
dissatisfied

Dissatisfied

Very
dissatisfied

18.9%

33.9%

9.4%

11.8%

8.7%

Don’t
know

17.3%

Responses

127

Of the 131 community survey respondents, seven were currently employed by PICC or were a
director. A further 13 had previously been employed by PICC or had been a director. Excluding
current employees from the satisfaction scores does not change the satisfaction scores by any
notable degree.
Neither
Very satisfied Satisfied satisfied nor
dissatisfied
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Dissatisfied

Very
dissatisfied

Don’t
know

Responses

%

%

%

%

%

%

Count

The PICC
services you have
used

18.9

33.9

9.4

11.8

8.7

17.3

127

Excluding current
PICC employees/
directors

20.0

33.0

10.0

11.0

9.0

18.0

120

Excluding prior
PICC employees/
directors

21.0

32.0

9.0

11.0

8.0

19.0
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Almost two-thirds (61.4%) of the community surveyed would recommend PICC services to
family and friends on Palm Island. 16.7% of participants did not know whether they would
recommend PICC services and 21.9% would not recommend services.
The level of “don’t knows” suggests that there is a section of the population who are not
accessing the services regularly to have a strong opinion.
More people agree than disagree that the services have had a positive impact on their live in
a number of ways as per the following table.

Agree

Neither
agree nor
disagree

Disagree

Strongly
disagree

Don’t know
/Not sure

Not
applicable

%

%

%

%

%

%

%

Count

I am better able
to deal with my
problems

11.0

32.3

7.9

14.2

9.4

7.1

18.1

127

I am better able
to manage my
health

11.8

44.1

3.9

7.9

9.4

6.3

16.5

127

My children are
better prepared
for school

8.9

19.4

8.1

8.9

10.5

7.3

37.1

124

9.5

28.6

9.5

11.1

11.1

7.9

22.2

126

6.3

31.0

9.5

13.5

11.1

8.7

19.8

126

8.7

33.3

9.5

10.3

11.1

7.9

19.0

126

Strongly
agree

Our family is
stronger
Our family has
less need to
travel off Palm
Island for
essential
services
My life has
improved

Responses

The quantitative research suggests that PICC is impacting positively in many ways: improving
quality of life, health, strength of family, dealing with problems, preparing children for school
and reducing the need to leave Palm Island for essential services.
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The quantitative results suggest that PICC provides needed services and jobs for locals,
supports community organisations, can be relied on in a disaster and listens to the
community.
Strongly
agree

Agree

Neither agree
nor disagree

Disagree

Strongly
disagree

Don't Know
/Not
applicable

Responses

%

%

%

%

%

%

Count

PICC provides
services that are
needed in Palm
Island

26.7

40.0

6.7

11.7

7.5

7.5

120

PICC provides jobs
for locals

21.7

30.8

12.5

17.5

12.5

5.0

120

PICC supports local
community
organisations

20.2

36.1

10.9

11.8

8.4

12.6

119

PICC can be relied on
when there is a crisis
or disaster in the
community

20.0

32.5

10.0

13.3

7.5

16.7

120

16.7

35.0

14.2

13.3

10.8

10.0

120

17.6

27.7

17.6

16.8

11.8

8.4

119

PICC listens to the
local community
I feel informed
about what PICC is
doing
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The quantitative results of the community survey suggest the majority of residents agree that
PICC has improved employment opportunities, is well respected, plays an essential role and is
contributing to make Palm Island a better place to live.

Strongly
Agree

120

Agree

Neither Agree
nor Disagree

Disagree

Strongly
Disagree

Don't Know /
Not applicable

%

%

%

%

%

%

PICC has improved
employment
opportunities for Palm
Islanders

16.0

37.8

5.9

21.0

11.8

7.6

PICC is well respected
and trusted in the
Palm Island community

16.1

39.0

10.2

16.1

7.6

11.0

PICC plays an essential
role in the Palm Island
community

17.6

40.3

7.6

15.1

9.2

10.1

Overall, PICC has
contributed to making
Palm Island a better
place to live

18.1

45.7

8.6

12.9

8.6

6.0
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A number of themes emerged from the
quotes accompanying the quantitative study
about the services the community are looking
for.
Transport
Transport was an issue that many residents
raised, particularly for elderly people in
relation to accessing essential services such
as shopping and the hospital, but also for
better access to recreational activities:
• ‘help, bus service pick up’
• ‘lift to and from home for groceries’
• ‘transport to hospital or even to town for
groceries’
• ‘ferry and plane services to get prices
down’
• ‘transport for elderly’
• ‘take people camping on the boat’
• ‘taking people camping and fishing’.

A lack of transport was also highlighted in the
baseline Palm Island profile report in 2008.
Employment
While many (55%) participants agreed that
PICC is improving employment and
employment prospects for local people, more
employment opportunities will be important
for the community in the future:
• ‘more jobs’
• ‘employment for young people’
• ‘Palm Islanders should be employed in
Townsville office’
• ‘jobs and qualifications for locals’.
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Youth services
There was an emerging theme from the
quantitative research about the opportunity
to provide more activities for children as well
as more services for safety in schools and at
night:
• ‘weekend services for children’
• ‘security services night and day at
schools’
• ‘night street patrol to stops kids acting
out’
• ‘school holiday programs’.
Banking services
Some participants also called out for a return
of the program that helped residents with
banking:
• ‘assistance with banking’
• ‘return to supporting people with
banking issues’.

Community-driven
While 52% of participants agreed that PICC
listens to the community, 24% did not think
that PICC listens to the community. The
opportunity for stronger community
engagement was reflected in some of the
commentary from participants:
• ‘all services should be Islandercontrolled, not PICC or PIASC’
• ‘tailoring needs to Palm Islanders,
cultural sensitivities, well respected, but
not fully trusted’
• ‘they don’t do the right thing by the
community’
• ‘more locals on PICC interview panels …
get away from just some families and
who they know’
• ‘communicate with more local people’.

6.7 PICC Community and
stakeholder research 2018
Data collection for the Palm Island
Community and Stakeholder Survey occurred
between 29 October 2018 and
9 November 2018. Ipsos evaluators
undertook interviews with stakeholder
groups. Four local people (two females and
two males) were recruited and trained to
undertake surveys with the community.
A diverse range of people were interviewed
including from shareholder representatives,
stakeholders, community members, clients
and staff. These are not mutually exclusive
groups.

Of those surveyed, 30 people had a casual
job, five had part-time employment, 27
worked full time, 44 were not working and
seven did not state their employment status.
The Community and Stakeholder Survey was
predominantly qualitative research in a semistructured questionnaire. Where quantities
are discussed in the findings, these are
counts of themes coded from direct quotes.

31 stakeholder interviews with staff,
Elders and service providers from
areas of education, health, police,
justice, council and peak bodies on
Palm Island.

46
Male

114 qualitative face-to-face interviews
with community members were
conducted by local researchers. There
were 12 Elders, 10 current PICC staff
and Board members and 92 local
residents of Palm Island. There were
89 people surveyed who had used at
least one PICC service. There were 67
females and 46 males surveyed. The
age groups were:
•

49 people were 40 years old or
more

•

45 were 25–39 years old

67
Female •

122

19 were 24 years old or younger.
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Demographic comparison

Ipsos

Palm Island

Queensland

for persons aged over

Community

Population

Population

15yrs

Interviews

Estimates

Estimates

2018

2017 (ABS)

2017 (ABS)

Male
Female

%
40.7
59.3

%
49.9
50.1

%
49.1
50.9

15-24 yrs
25 – 39 yrs
40 – 49 yrs
50+ yrs

16.8
39.8
13.3
30.1

26.3
29.7
17.6
26.4

16.5
25.9
16.7
40.9

% Employed in any
capacity (compared to
2016 Census data)

54.9

29.3

56.4

The Community and Stakeholder interviews were predominantly qualitative research in a
semi-structured questionnaire. Where quantities are discussed in the findings, these are
counts of themes coded from direct quotes.

STAKEHOLDER INTERVIEW FINDINGS
•

PICC is a vital resource for connecting service providers and government agencies with
the community.

•

As an organisation PICC is flexible, thinks outside the box, is solutions-oriented and
optimistic.

•

People inside the community do not consider PICC as an organisation that represents
them, yet stakeholders who are outsiders do see PICC as representing the community.

COMMUNITY INTERVIEW FINDINGS
•

76% said they were aware of what PICC provides in the community. Qualitative
responses indicate that what they actually knew was limited.

•

79% said, when prompted with examples of services and enterprises, that they had
used a service that PICC provides. Approximately half use multiple services.

From the community interviews, the main responses about the topic of what was known
and working were about the CFC and about how the services are providing assistance to
everyone.

27% specifically mentioned CFC as working
successfully and had positive
comments about this service and
staff

11% knew of a few services that PICC
provides for the community

Access to PICC services improved both access to services and feelings of self-worth and of
individuals being valued.

35% of community members interviewed
benefitted from reduced wait times
for medical services or commented
on the fast service available

11% of community members interviewed
felt valued, supported and listened to
as a result of PICC service delivery

15% specifically mentioned that PICC took
care of their transport needs

9% specifically mentioned that PICC had
helped their family financially

A quarter of community members interviewed felt that PICC should deliver more activities,
programs and information beyond the current scope of services.
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6.8 Economic Impact
4.2
ADMINISTRATION
DATA
Assessment
2016

PICC commissioned an economic impact study in 2016 with Empower Economics. It utilised
a range of public data sources (i.e. ABS etc) and PICC financial data. A summary of the
impact assessment is provided as a part of the evaluation.
In significant part due to its history of personal, social and cultural disadvantage, Palm Island experiences very
high unemployment, low levels of socio-economic advantage and high rates of reported crime. PICC is a notfor-profit organisation delivering human services, community capacity building and economic development
programs on Palm Island. PICC provides the following programs and services on behalf of the Palm Island
community:• Family support hub: Linking clients to services;
• Safe Haven Service: support for adolescences and parents with young children;
• Diversion Service: Providing diversionary services for clients with complex needs;
• Residential Service: Out-of-home residential care service for children at risk;
• Women’s Service: Out-of-home residential care service for Women at risk;
• Community Justice Group: Supporting Palm Island residents in contact
with the justice system (offenders & victims).
During 2015/16, PICC expended $7,789,492.00 in delivering these services.
The injection of $7,789,492.00 by the PICC into Palm Island during 2015/16:• Generated $9,750,000.00 in economic output;
• Created 61 full time equivalent jobs;
• Generated $5,866,000.00 in wages and salaries; and,
• Added over $7,995,000.00 in gross regional product
to the Palm Island economy.
The PICC impact on Palm Island Gross Regional Product in 2016 is estimated to be $7.995 million or 8.57
percent of total GRP. Contributing to this is a direct increase in output of $7.789 million, 53 additional jobs
(FTE), $5.337 million more in wages and salaries and a boost in value-added of $6.624 million. From this direct
expansion in the economy, flow-on industrial effects in terms of local purchases of goods and services occur,
and it is estimated that these indirect impacts result in a further increase to output valued at $0.249 million, 3
more jobs, $0.092 million more paid in wages and salaries, and a gain of $0.126 million in terms of valueadded. The increase in direct and indirect output and the corresponding creation of jobs result in an increase
in the wages and salaries paid to employees. A proportion of these wages and salaries are typically spent on
consumption and a proportion of this expenditure is captured in the local economy. The consumption effects
under the scenario are estimated to further boost output by $1.712 million, employment by 5 jobs, wages and
salaries by $0.397 million, and value-added by $1.245 million. Under this scenario, total output increased by
$9.750 million. Corresponding to this are increases in employment of 61 jobs, $5.826 million wages and
salaries, and $7.995 million in terms of value-added.
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Median family income noted here differs to that referenced in the evaluation findings. The evaluation findings use the ABS calculation of
equivalised median weekly income of households which adjusts actual incomes (shown above) in a way that enables analysis of the
relative wellbeing of households of different size and composition.
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APPENDIX B
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Palm Island Community Company

Firstly, thank you for agreeing to take part in the Palm Island Community Company Evaluation
We just have a few questions about you before we start: (interviewer please circle answers)

Are you:

An Elder
A Community Member
A Service Provider (Specify) ________________________________________
Staff member of PICC
Board member of PICC

Are you:
Aboriginal
Torres Strait Islander
Both Aboriginal and Torres Strait Islander
None of the above please specify__________________________________.
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Gender:

Male

Female

Age Range:

Under 20
45 – 50

20 -24
over 50

25 -29

30 – 34

Working:

Full time

Part Time

Casual

not working

35 – 39

40 – 45

1:

Do you know what PICC provides the community?

Yes

No

2:

Have you or your family ever used the services that PICC provides? Yes

No
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Palm Island Community Company

3:

Do you think what PICC provides to the community is working? Why, why not?

4:

If you are using the services provided by PICC how did the support provided by PICC help
you, your family or the community?

5:

Did you use more than one service?

Yes

No

How did this happen? What did that mean for you and your family?

6:

How could the support provided by PICC improve?

7:

Are there any activities provided by PICC that are not helpful?

Yes

No

Can you tell me a bit more about these?

8:

What aspect of PICC had the most significant impact on you, your family or community?
Can you tell me about this?

9:

What happened to you, your family or community because of going to the service
provided by PICC?

10:

What works really well? Can you tell me a bit about this?

11:

Is there anything that PICC needs to improve?
Can you tell me a bit more about this?
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Yes

No

Palm Island Community Company

Service Providers only

12:

What is the most significant change you have seen at PICC?

13:

What works or doesn’t work for you and or your organisation and PICC?

14:

How do you think things should or shouldn’t work with PICC?

15:

What are the biggest opportunities for your organisation and PICC in future?

16:

Is there anything you would like to see PICC change or do differently in future?

END SURVEY ______________________________________________
Thank you very much for your time.
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8. EVALUATION
METHOD
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8.1 Background
PICC was established in 2007 jointly by the Queensland Government and the Palm Island
Aboriginal Shire Council (PIASC) as a vehicle for delivering services and programs to improve
social and economic conditions on Palm Island. The inaugural PICC Board first met in
November 2007, appointed the inaugural CEO in May 2008 and commenced delivering
social services in late 2008. PICC represents a unique governance and service delivery
model that has now been operational for over 10 years. A number of reviews and
evaluations of specific aspects of PICC have been undertaken, including implementation
reviews, governance reviews, evaluation of specific programs and activities and
accreditation audits. However, PICC has not previously been subject to an organisation-wide
evaluation with an emphasis on impact. The PICC Board and management initiated this
evaluation to assess the effectiveness of the organisation, ensure its future directions are
informed by reliable and robust evidence and to mark the 10th anniversary of the
establishment of PICC.
Palm Island has seen considerable change since the inception of PICC. This has included
major government investment in capital works, such as housing and other infrastructure; a
statutory alcohol management regime; work for the dole; expansion of government and
community services; and improved transport services. At the same time, PICC has grown
significantly, changed and expanded the range of activities and services provided in
response to community needs and funding or partnering opportunities. While initially the
focus was on social services, more recent growth has included establishment of a primary
health service and development of social enterprises (PICC 2017). This evaluation provides
an opportunity to consider the implications for PICC of these internal and external changes
as well as imminent and planned initiatives such as child protection reforms, the
construction of a new Palm Island primary health facility and concern by the community
and governments for improved economic development for Palm Island.
The evaluation also provides a vehicle for considering the implications of the findings of the
Queensland Productivity Commission Inquiry into service delivery in remote and discrete
Aboriginal and Torres Strait Islander communities (QPC 2017) and the Closing the Gap
Refresh (COAG 2017).
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8.2 Evaluation scope and objectives
The Ipsos approach to this evaluation is a strengths-based, culturally appropriate,
participatory, action-oriented approach which would generate robust evidence and
maximise PICC’s evaluation investment. The purpose of the evaluation was to undertake an
independent, robust evaluation of PICC as a means of ensuring transparency, accountability
to stakeholders and quality improvement.
There were three objectives for the PICC impact evaluation:
1.

The primary focus of the impact evaluation was to demonstrate the broad outcomes
being achieved for clients, the community and the Palm Island and Townsville service
delivery systems.

2.

The evaluation also provided opportunity for the PICC to reflect, look at their
governance and organisational capacity to undertake these activities over the past 10
years and consider what they will need in the future.

3.

Lastly, the evaluation provided the opportunity for PICC to contribute more broadly to
the evidence about what works in remote Aboriginal and Torres Strait Islander
communities.

The evaluation findings will provide an evidence base for engagement with relevant
community members, PICC Board members, PICC staff, shareholders, funding agencies and
other stakeholders and will be disseminated to promote PICC achievements and identify the
key themes, issues and priorities for improvement and change.
The findings may also contribute to broader Aboriginal and Torres Strait Islander policy
deliberations, especially as they relate to discrete and remote Aboriginal and Torres Strait
communities.
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8.3 Evaluation Framework
The Impact Evaluation Framework was developed by PICC. Ipsos has ordered these into the
evaluation constructs of relevance, effectiveness, efficiency, impact and sustainability in the
following table.

Impact assessment derived from outcome measures
Social and economic return on investment
• For every $1 program funding invested, PICC will return $XX in social and
economic return
• The difference between investing in a community-controlled vs noncommunity-controlled organisation is $XX:$XX in social and economic
return
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DOCUMENTED AND SECONDARY DATA

Community outcomes:
• Increased employment opportunities
• Improved community safety, especially for women and children
• Greater community resilience
• Improved community wellbeing
• Improved skills
• Improved community pride
• Expansion of community engagement opportunities
• Local access to affordable goods and services
• Economic development

COMMUNITY AND STAFF

Service system outcomes:
• Integrated accessible and reliable services
• Skilled workforce
• Accredited and licensed quality services
• Well-governed and sustainable services
• Value for money

CLIENTS

Has the PICC achieved the intended outcome of a well-governed sustainable
vehicle for providing services for the Palm Island Community that improves the
social and economic wellbeing of individuals, families and the community?
Outcome measures
Client outcomes:
• Improved safety for women experiencing DFV
• Stronger families and improved family wellbeing
• Reductions in trauma associated with violence and family breakdown
• Improved health and better management of chronic conditions
• Reduction in children taken into state care
• Children better prepared for school
• Improved school attendance and achievement
• Reduced engagement with justice system

SERVICE DELIVERY PARTNERS AND CONTRACT / FUNDING MANAGERS

Overall Goal

Key evaluation areas and questions
1. RELEVANCE – Is PICC meeting the needs of the families and the community of Palm
Island?
How is PICC perceived within the Palm Island community, including by staff, clients and other key
stakeholders?

✓

✓

✓

Do the services provided by PICC respond appropriately to community needs and are they culturally
competent?

✓

✓

✓

Are services of a high quality – do they meet industry standards?

✓

✓

✓

✓

Does the PICC service delivery workforce have the appropriate skills?

✓

✓

✓

✓

Is PICC well managed?

✓

✓

✓

✓

Are organisational policies, systems and processes robust and efficient?

✓

✓

✓

How effective has PICC been in working with other community services and government service
delivery agencies?

✓

✓

✓

How effectively have PICC’s services integrated with the service systems in Palm Island and Townsville?

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

What economic outcomes can be attributed to PICC?

✓

✓

✓

How successful has PICC been in building community capacity?

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

✓

What changes to the ownership and governance model are needed and appropriate for the future?

✓

✓

✓

Is the company organisationally and financially sustainable?

✓

✓

✓

What are the strengths and limitations of the PICC service delivery model?

✓

✓

✓

2. EFFECTIVENESS – Have PICC objectives been met?

How do PICC service delivery outcomes compare with those in like Aboriginal and Torres Strait Islander
communities?

✓

3. EFFICIENCY – Are resources being used efficiently?
Is PICC service delivery cost-effective and how well do costs compare with those in like Aboriginal and
Torres Strait Islander communities?

4. IMPACT – What difference did PICC make? Can the effects be attributed to PICC or
would they have occurred anyway?
What social outcomes can be attributed to PICC?

What are the key factors contributing to PICC’s success?

✓

✓

To what extent and in what ways is the PICC model transferable to Aboriginal and Torres Strait Islander
communities?

5. SUSTAINABILITY – Are the observed outcomes likely to produce ongoing results?
What are the strengths and limitations of the PICC ownership and governance model?

What re the critical constraints, challenges and risks faced by the PICC?

✓

✓

✓

✓

What are the key areas for improvement or change?

✓

✓

✓

✓

What developments or changes are occurring or planned for Palm Island that may impact on PICC and
how should PICC change or adapt in response?

✓

✓

✓

✓

Clients
Community and staff
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8.4 Methodology
The PICC service response is delivered in a complex environment. It is intended to flexibly
meet the needs of Aboriginal and/or Torres Strait Islander individuals and families living in
the Palm Island community. The impact evaluation required an approach that balanced the
needs of accountability with those of exploring and understanding the diversity of services
provided, the range of funding modalities and the complex needs of individuals, families
and the community. A blended approach to the evaluation was utilised, taking in elements
of Developmental Evaluation, to help understand complexity and innovation (Quinn Patton);
Most Significant Change technique, to help understand what individuals, families and
communities value most (Davis and Dart); Realist theory, to help understand why
interventions work in some circumstances and not in others (Pawson); and finally
application of evaluation rubrics, to help with evaluation accountability measures (Davison).
The research approach was underpinned by Aboriginal and Torres Strait Islander research
best practice principles (AIATSIS) and trauma-informed practice (SAMHSA).
A mixed method design was utilised for this project, to enhance the rigour of the evaluation
through data triangulation. The multiple methods used were interviews with different
stakeholder groups (participant, key informant and program staff interviews) combined with
document review (internal reports, prevalence data, program reports and program
documents) and analysis of administrative and operational data. A mixed method
evaluation also supports accountability and illumination with regards to the success of the
PICC activities. Data triangulation and synthesis also support robust and defensible
evaluative judgements.

Prior to Ipsos being awarded the opportunity to work on the study, a significant amount of
work was conducted to start collating all the secondary data, and some primary data
collection had occurred. To ensure any research was built on what is understood and known
already, the evaluation operated under a collaborative outcomes reporting approach (COR)
(Dart and Roberts). COR is a participatory approach to impact evaluation based around a
performance story that presents evidence of how a program has contributed to outcomes
and impacts, that is then reviewed by technical experts, program stakeholders and
community members.
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COR uses a mixed method approach that involves participation of key stakeholders,
generally in six process steps:
1.

Scoping: Inception and planning workshop with evaluation project manager

2.

Data trawling: Secondary data analysis, document review and desk research

3.

Social inquiry: Story catching to validate the data through participatory approaches
such as Most Significant Change, case studies and rubrics to understand causality and
the impact of an integrated service delivery model.

4.

Data analysis and integration: Sensemaking and story shaping to develop the overall
impact story

5.

Outcomes panel: Testing the overall impact story with staff and stakeholders who
know the true story

6.

Summit workshop: The commissioners of the evaluation meet to discuss the findings
and establish the meaningful and useable results.

Scoping
Evaluation Advisory Group

The Evaluation Advisory Group was crucial to the successful progress of the impact
evaluation. Members of the group were engaged after the inception meeting to discuss the
evaluation approach and important contextual information relevant to the evaluation.
Governance
The impact evaluation was overseen by the Board and managed by Evaluation Project
Officer. Ipsos provided a regular report on evaluation implementation progress (including
risks, emerging issues and progress towards project milestones), which was circulated for
review to the Evaluation Advisory Group.
Researcher training
The Ipsos research team members assigned to this impact evaluation were all experienced
and trained in undertaking culturally responsive, trauma-informed research and evaluation.
In the instance that a researcher is concerned about the wellbeing of a research participant
or feels particularly affected by hearing distressing information, they follow the project’s
escalation procedure which ensures they undertake the best course of action for the
participant and themselves. Ipsos researchers also have access to the Ipsos Employee
Assistance Program.

Data trawling
Ipsos collated and analysed available datasets to gain insight into the service demand,
reach, response, quality, effectiveness, costs and other administrative information. This was
done prior to any further fieldwork to assist in a realist approach to theory development.
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Social inquiry
Community interviews
Ipsos worked on a case study in each service area, conducting as many face-to-face
interviews as possible in that time frame. The interview questions that were addressed in
the interviews with individuals and families were as follows:
•
•
•
•
•
•

How did the support provided by PICC help you and your family?
Did you use more than one service? How did this happen? What did that mean for you
and your family?
How could the support provided by PICC improve?
Were there any activities provided by the PICC that were unhelpful?
What aspect of the PICC had the most significant impact on you and your family?
What happened because of going to the service provided by PICC?

Key informant interviews
The Ipsos experienced Aboriginal and/or Torres Strait Islander researchers undertook
interviews with Aboriginal and/or Torres Strait Islander key informants. Ipsos worked with
the PICC team to determine names and details of the key informants for each. These
interviews were conducted by a combination of telephone and face-to-face interviews.
The key informants interviewed for the study were as follows:
•

Community Stakeholders: PIASC, PICC Justice Group, Elders, Traditional Owners

•

PICC Board

•

Service providers

•

Government funders/policy

•

Partners and peaks bodies

PICC staff interviews
In addition to client, community members and key informant interviews, Ipsos undertook
face-to-face and telephone interviews with members of the PICC team. This provided
additional contextual information about the program strengths and needs, helping to
develop a more complete picture for the impact evaluation.
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Data analysis and Integration
Qualitative analysis
The process of analysis began after each interview had been conducted. Researchers
completed post-interview summary sheets by listening to the interview audio recordings (if
consent had been given) or reviewing their interview notes. This process of immersion in
the data helped them isolate key themes, points of view, trends and patterns in what
participants said.
The interview summary sheets were reviewed by multiple team members independently
analysing the same material, followed by a process of comparison to triangulate the data,
ensuring that the resulting analyses were robust and not subjective, and able to withstand
critical scrutiny. The team focused first on identifying what had been found, then
interpreting what it meant and theorising how it related to the needs of PICC.
Quantitative analysis
Ipsos worked with PICC and the Evaluation Advisory Group to determine which statistical
analysis would best provide the answers to the evaluation questions.

Outcomes panel
COR adds processes of review by an expert panel and stakeholders, sometimes including
community members, to check the credibility of the evidence about what impacts have
occurred and the extent to which these can be credibly attributed to the intervention. The
outcomes panel (a type of expert panel review) is asked to assess the contribution of the
intervention towards goals given the available knowledge and to explore rival hypotheses
that could explain the data.
To help validate and build upon the findings, synthesised results from the qualitative and
quantitative interviews were assessed by PICC staff and stakeholders. Ipsos worked with the
PICC evaluation project manager to determine which staff, stakeholders or community
members would be best to work on the outcomes panel.

Summit workshop
The summit workshop is a key element of COR. As with the outcomes panel, the summit
workshop is a collaborative approach to developing outcomes. At the workshop, key
findings and recommendations are synthesised and examples of changes are identified and
added. The findings from the research will be further refined into meaningful content for
different audiences, and the examples of changes will be identified and incorporated based
on the inputs from these audiences.
The audiences for the summit workshops and the associated implications for the project
were as follows:
• PICC Board: to develop implications of the findings on vision and direction
• PICC staff: to develop implications of the findings on practice improvement.
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