
EMPOWERING PEOPLE 
COMMUNITY SERVICES DIRECTORATE STRATEGIC PLAN 2018–28

INDEPENDENCE 
AND DIGNITY 

Individuals have access to information 
and supports that empower them 
to make informed decisions and 
undertake valued leadership 
opportunities in their communities. 
We will achieve this outcome by focusing on: 

•  Ensuring client-informed and directed  
decision-making is a critical feature of 
service  delivery. 

•  Recognising people as individuals 
with personalised and tailored service 
responses. 

•  Building in self-service pathways, where 
appropriate, to enable self-suficiency and 
independence. 

•  Ensuring published content is strengths-
based in representation of clients and 
community. 

•  Celebrating good news stories 
that promote dignity and personal 
achievements of clients. 

•  Engaging efectively with existing advisory 
groups such as the Aboriginal and Torres 
Strait Islander Elected Body, United 
Ngunnawal Elders Council, and Ministerial 
Advisory Councils. 

•  Building capacity of staf to provide 
efective services to clients with diverse 
needs, including in early intervention and 
community development approaches. 

•  Ensuring staf training adequately covers 
responsibilities under the  ACT Human  
Rights Act 2004 and  ACT Discrimination Act  
1991. 

TARGETS TO ACHIEVE THIS  OUTCOME 
These will be monitored throughout the implementation  
of the Community Services Directorate Strategic Plan 
2018–2028: 

•  Increase access to information and tools to 
support client directed decision-making  —  
our clients are equipped to make informed 
decisions and to access the services they need. 

•  Increase awareness of client and service 
achievements  — Canberrans understand and  
appreciate the contributions and experiences of 
our clients and services. 

•  Increase satisfaction with services delivered  — 
our clients are supported by high quality services 
that meaningfully meet their needs. 

•  Decrease in complaints to the ACT Human Rights 
Commission. 

PRIORITY ACTIONS 
These will be progressed during the first year of the 
Strategic Plan. Further actions will be determined over 
the course of the plan. 

•  Develop a Communications Strategy that actively 
promotes the positive contribution of our clients and 
their stories to the Canberra community. 

•  Establish a central engagement hub for coordination 
of the directorate’s engagement activities. 

•  Update and maintain a comprehensive services 
catalogue on delivered and funded services. 

•  Develop a digital services strategy to make self-service 
options available for our clients. 

•  Develop a shared practice framework for non-
statutory intake and case management services to 
improve client experiences, outcomes and provide 
consistent feedback processes. 
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