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Overview 

In 2020, the Marathon Health Exceptionally Complex Support Needs (ECSN) team implemented the 

Consultancy Service as part of meeting activities in Function 2 of the ECSN Project. 

From commencement of the program to March 31, 2021 there were 122 referrals to the Consultancy 

Service, 96 of the subsequent consultancy sessions, were held with disability staff from organisations 

across NSW, SA and ACT. 

The purpose of the survey was to: 

• Evaluate how participants rate the service and support the program provides 

• Understand how/if the consultations improved participants’ outcomes, built on/improved 

practitioner practice and their ability to resolve future complex issues 

• Ascertain the factors that contribute to any dissatisfaction 

• Determine areas of low performance and utilise these to investigate potential development 

opportunities that will enable us to provide a better service 

• Assess the viability of continuing the ECSN Consultancy Service 

Respondents were asked to answer a total of eight questions to gather both quantitative and qualitative 

data across a range of themes: 

• Satisfaction with the service provided (Q1, Q5, Q6) 

• Client outcomes (Q2) 

• Capability improvement (Q3, Q4, Q7) 

Survey methodology 

Survey population 

The survey solicited feedback from staff employed directly within the disability sector and usually 

employed as support coordinators or specialist support coordinators. All responses were anonymous. 

Selection criteria 

• Must have participated in an ECSN Consultancy Service 

Survey response data 

The survey request was sent to 96 consultancy participants, receiving a total of 34 responses, providing 

us with a data sample of 35.5%. 
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Survey responses 

Satisfaction with the service provided 

Overwhelmingly, respondents believe that the Consultancy Service is a valuable tool to assist in their 

work, with 94% (Figure 1) responding that the session was helpful to them.  

Of the two ‘No’ responses received, one advised that the session did not provide them with any 

actions/outcomes that they had not already tried previously, however, the consultancy report provided to 

them was used to demonstrate to the NDIS the complexity of the participant and their needs. The other 

‘No’ response advised that, while comprehensive, the service was not useful to them in this particular 

instance however, they felt the service would be very important for staff new to their roles. 

Indirectly, these two negative responses also provided positive and useful results for the session 

participants. 

 

Figure 1. Did you find the consultancy session helpful? 

The value and helpfulness of the consultancy service was further proved with the responses to questions 

five and six. 82% of respondents advised they had referred the service to colleagues.  

Of the six respondents who answered ‘No’ to question 5 (‘Have you referred the consultancy service to 

support coordinators, staff or service providers?’), four advised that this was because they had not yet 

had the opportunity to do so. 

Question 6 asked respondents to tell us why they would/would not refer the service to others, and 

answers were varied. A common theme regarding assistance dealing with specific complexities, and 

improved practices ran through the responses. 

“When dealing with complex cases, having access to objective resources to check your practice, 

support continuous improvement and provide advice to improve outcomes is invaluable. I 

believe this service is incredibly valuable for organisations like ours that have mostly complex 

cases.” 
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“It was fantastic to hear detailed feedback and advice, as another perspective for negotiating 

complexities. So often we find options for support, but none specific to an individual’s 

circumstances. This was a terrific way to improve service delivery and as a CoS, build my own 

skills and knowledge.” 

“Assistance and mentoring support – as an independent support coordinator, getting this sort of 

support from a team that specialises in complex support on a regular basis, was fantastic and 

improved/confirmed my practices.” 

“The consultation was useful to talk through what the support coordinator had already 

considered/implemented and then the ability to brainstorm new idea/strategies for the participant 

was very helpful.” 

“I found this a gateway that provided alternative approaches to manage barriers – these were 

very solid foundations to implement.” 

Client outcomes 

39% of respondents believed that the Consultancy Service improved or positively impacted the client 

outcome (Figure 2).  

Of those who responded ‘No’ to this question, 60% stated this was because the consultancy session had 

confirmed for them that they were already doing everything possible, or another party had changed the 

participant’s support direction. These responses are not necessarily negative, as the confirmation of 

practice has been perceived by respondents as a positive in complex cases. 

 

Figure 2. Did the session improve the outcome for the client? 

“Confirmation that the support I am providing, the challenges etc are validated and the direction I 

am heading and my ideas for problem solving various challenges.” 

“Helpful to hear that I was on the right track from a subjective listener.” 
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“The only reason that it didn’t change the outcome for my client is because I had already done 

everything that was suggested. The session therefore gave me the confidence to know that I was 

on the right track, which is the outcome I was hoping for when I booked the session.” 

“I would recommend ECSN services as the information, knowledge and support is very helpful in 

supporting next actions and just confidence that you are on the right track and not second 

guessing yourself.” 

“I found the report recommendations helpful in escalating the situation more quickly and in 

getting senior level people in NDIA and MoH involved, which has moved things along for the 

participant.” 

“It was useful for getting some ideas for other options to try and things to consider that would be 

important to the client and might help make the contact/support more successful.” 

While 32% of respondents advised that they were still implementing recommendations and, as such, 

unsure of the impact, the fact that the recommendations made through the Consultancy Service were 

being implemented implies that the participants found them useful in creating a potentially positive 

outcome for their clients. 

Capability improvement 

Two recurring themes in referrals were; difficulty finding solutions with mainstream services, and 

capability in dealing with complex situations. 

The survey asked participants to specifically respond to these particular issues to assess our ability to 

improve capability in these areas via the consultancy process. Overwhelmingly, the responses showed 

that the consultancy process impacted and/or improved participants’ capability in resolving complex 

issues and working with mainstream services (Figures 3 and 4). 

        

Figure 3. Has consultancy improved your capability to resolve  Figure 4. Has the consultancy improved your ability to negotiate and 

other complex issues?     work with mainstream services? 
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Question 7 of the survey, asked participants more broadly about the impact on their practice following 

their consultancy session. 

The provided options for response addressed issues that were identified during the consultancy, as well 

as a free text option to provide their own answer. 

50% of respondents chose at least two options: with ‘Improves how I work with the participant’ being the 

option most chosen in conjunction with others. 

27% of respondents chose three to four options that they felt had improved after participating in the 

consultancy. 

‘Working through complex situations autonomously’ was selected as the sole impact on improved 

practice in 47% of responses, where only one option was chosen. 

 

Question 8 asked respondents to provide their thoughts on the overall Consultancy program. Following 

are a selection of these responses: 

“Wonderfully structured and direct. Very helpful. Done in a timely manner and great follow up.” 

“It is an opportunity to have comprehensive and concise discussion in a manner in which is non-

threatening, which puts participants at ease from being defensive in their communication style 

ultimately leading to a more thorough and comprehensive dialogue.” 

“It was brilliant, it was handy to have a group of people to bounce from and look at the situation 

from different sides.” 

“I think the process is beneficial. Complex cases are taxing and having a group of mentors 

provides encouragement and guidance for how to approach tricky situations and to persevere 

when things look impossible.” 

“This program is a great contributor to not only improved client outcomes, but also the 

continuous improvement of our staff and our organisation.” 

“It is a fantastic program and one that is very much needed, as a way of bringing in a fresh set of 

very professional and expert eyes to a complex situation for a participant.” 

“There were service recommendations that I did not know existed.” 
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“An asset that should be more readily promoted to teams!” 

“I think this is a fantastic resource and appreciate having this as a ‘go to’ option when all else 

fails.  It also served as a good confirmation for myself – that I was on the right path.” 

Summary 

The evaluation of the ECSN Consultancy makes it clear that the ECSN Consultancy Service is a 

valuable tool for support coordinators in NSW, ACT and SA. Multiple responses expressed the view that 

it has assisted in improved practices, improved confidence in individual practice and produced positive 

outcomes for clients. 

There appears to be a gap in informal and formal supports/training for support coordinators in dealing 

with complex situations, exacerbated by a lack of knowledge in managing complex situations, resulting in 

a lack of confidence in their own abilities. The provision of a service that provides peer support from 

subject matter experts matched to their particular client needs, has been able to bridge these gaps. 

 


