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1 Introduction 

This document outlines the methodology that will be used to conduct an evaluation of the 
Integrated Services Project for Clients with Challenging Behaviour (ISP). This research will 
address the questions that DADHC set forth in the request for tender. This evaluation will 
investigate whether the model of integrated service delivery has: 

• Increased the capacity of local services to manage client
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• A tiered support system comprised of mental health professionals as well as peer support 
and social support (Geary, 2007; K. R. McVilly, 2004); 

• Coordinated support (Geary, 2007); 

• An established link between home and identity (Ramcharan et al., 2007); 

• Small, non-clustered, community-based accommodation (Ramcharan et al., 2007; 
Robertson et al., 2004); and 

• Settings that encourage residents to associate with heterogeneous groups of people 
(Ramcharan et al., 2007). 

Some of these elements are reflected in current state government policy and programs 
(Disability Services Queensland, 2007; Meehan et al., 2004; NSW Council for Intellectual 
Disability, 2007; NSW DADHC, 2007; NSW Health, 2006a, 2006b). 

The Integrated Services Project for Clients with Challenging Behaviour arose out of the work 
of an interdepartmental committee called the Challenging Behaviour Taskforce, which was 
led by NSW Health. The Taskforce conducted a review of the literature and developed an 
integrated services model. A joint funding submission, led by NSW Health, was approved by 
Treasury and resulted in Treasury allocating funding in early 2005 with the project accepting 
its first clients in September that year.  

2.2 Objectives of ISP 
ISP supports people who have multiple needs that are not being met under existing service 
arrangements, are in insecure accommodation and pose a threat to themselves or others. The 
project aims to:  

• Develop better intervention and support plans which reflect the individual needs of clients 
with challenging behaviour; 

• Improve service access, coordination and durability of engagement with services for 
client with challenging behaviour by specifying roles and responsibilities of service 
providers; 

• Decrease the adverse impact of challenging behaviour on clients, others and the service 
system; and 

• Improve housing, health, social connections and safety issues for people through 
increased coordination of case management, multi-disciplinary assessment and clinical 
interventions. 

In the long term, this project aims to foster: 

• Improved life outcomes for clients with challenging behaviour; 

• Reduce the cost to services and the wider community; and 

• Contribute to the evidence base surrounding supporting people with challenging 
behaviour. 

2.3 Framework for Service Delivery 
To be eligible for the Integrated Services Project for clients with challenging behaviour, 
people must be 18 years or older, exhibit self-harming behaviour or behaviour that precludes 
their involvement with other services, and have one or more disability or diagnosis, or there 
must exist a dispute over the client’s diagnosis. In addition, they must require a high level of 
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coordinated multiple agency response, live in insecure accommodation and have been denied 
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3 Framework for the Evaluation of the ISP 

This evaluation sets out to explore the ISP at three levels: 

• Governance: whether the implementation of the project has been consistent with the 
project aims. Involves exploring overarching arrangements and responsibilities within the 
ISP; 
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3.1 Key Evaluation Questions 
The questions for this evaluation cover the areas of governance, service system and individual 
clients, as set out in the framework for analysis. 

Governance: Are appropriate and effective governance arrangements in place to support the 
project? 

• Are all relevant agencies represented at appropriate levels within the current governance 
arrangements? 

• What are the critical factors and barriers to actively engaging relevant stakeholders in the 
project? 

• Do the current arrangements support appropriate leadership, accountability and decision-
making? 

• How effective are the current processes (documentation) for meetings, planning, 
monitoring and reviewing the Project? 

• Has adequate data and information been available to monitor progress and results? 

• What improvements could be made to current governance arrangements? 

• What, if any, elements of the Project’s governance arrangements could be of value if 
maintained or introduced to the wider service system in the long term? 

• What results are due to establishing a short term project? What performance issues are 
because it is only short term? What mechanisms did they try and test and can be separated 
from the timeframe? 

Service system: To what extent has the project identified, via its work with individual clients, 
areas where the existing human service system could be improved? What are the strengths 
and weaknesses of the services provided within the Project and to what extent are they 
influencing practice within those local service providers that have had a client with the ISP? 

• Is the initiative providing a cost benefit in relation to service provision for people with 
challenging behaviour? 

• What are the strengths and weaknesses of the Project’s intervention model? 

• What improvements could be made to the Project’s service responses for the target group? 

• How can specific strengths in the intervention model be sustained in the longer term 
and/or influence change within the local service system? 

• Based on the outcomes and experiences of the project what methods could be adopted by 
NSW for future management of the target group? 

• Are there any specific legislative or industrial factors assisting or inhibiting provision of 
services across the target group? 

• Identify the service system factors that facilitate and inhibit the effective and efficient 
implementation of the Project 

• What service system priorities could be adopted to allow earlier intervention before 
people’s circumstances reach the level of project eligibility criteria? 

• To what extent did the Project garner and maintain active involvement of local services? 
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• Has the Project explored and acted on capacity building opportunities including sharing of 
project experiences and outcomes? 

Individual clients: To what extent has the project helped clients and the people they relate to, 
and in what areas have they been helped? 

• Is the initiative leading to better outcomes for the people receiving service through the 
project? 

• 
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Primary data collection methods will be applied to collect data from clients, ISP staff and 
other stakeholders and will take place at the beginning, middle and end of the evaluation 
(March 2008 and September 2008 and 2009). This will supplement data analysis of the 
outcomes data from ISP staff, case files and other financial and administrative data from 
DADHC and partner agencies (Table 4.2). The rationale for the composition and size of the 
samples is discussed below. 

Table 4.2: Samples and Data Collection Timing 

Task Measurement Approximate number 

Clients – interviews Mar 08, Sep 08, Sep 09 4 

Other stakeholders – interviews September 08 15 

Clients – case files, outcomes and KPIs Mar 08, Sep 08, Sep 09 40 

Financial and administrative data Mar 08, Sep 08, Sep 09 40 

 
ISP staff and other service providers 
A sample of approximately 15 stakeholders will be interviewed in September 2008. This 
sample includes government officials responsible for the project implementation and policy; 
workers responsible for service delivery; service providers in other government and non-
government organisations; and informal carers and family if applicable. People who have 
service contact or managerial responsibility for the people taking part in the client interviews 
will be recruited to take part in this research via a phone call or letter inviting their 
participation.  

Subject to their role in the Project, stakeholders will be asked to address their experience of 
project implementation, governance, accountability and sustainability. They will also be 
asked about their experience of service coordination, outcomes for clients, barriers to 
outcomes and any vision they may have for the future of the Project.  

I  
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Secondary outcome data 
ISP staff will be asked to collect additional administrative data about all ISP clients. The data 
will draw from and complement existing case management tools and include a supplementary 
set of validated instruments on health and wellbeing (See Appendix C: Topic Guides ). 
Preference for both sets will be to build on existing validated instruments so that comparison 
can be made to other research, such as the Cummins (2005), Kelly et al (2006), Stancliffe et 
al (2007) and the Robertson et al (2004) UK study of support for people with challenging 
behaviour.  

The purpose of this dual approach is to ensure understanding of the participants’ experiences 
in the project and facilitate comparability to similar programs. This is particularly important 
given the small number of participants in the pilot. Likely client outcome fields will include 
client outcomes (such as quality of life, physical and mental health, challenging behaviour, 
goal attainment, Personal Wellbeing Index, participation in domestic activities, Life Skills 
Inventory, social networks and isolation, community participation and employment, 
confidence, esteem, housing stability and proj
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Cost framework during ISP 

Financial data  

We will calculate a unit cost of ISP as the financial expenditure of ISP divided by the number 
of clients in ISP. The economic evaluation will use a subset of the financial data – the 
ongoing administrative and service costs of ISP services. The costs will include the financial 
costs of managing ISP, the costs of support services and the costs of supported living 
services. If possible, the following categories of cost will be collected by ISP for transfer to 
the evaluation (Table 4.3): 

• Establishment costs to set up the eg. establishing new procedures; 

• Wind-down costs to finish the project eg. staff payouts; 

• Costs specific to the trial that would not be incurred in an on-going project eg. evaluation; 

• Recurrent costs divided into the minimum following categories (more detailed categories 
are also good if they are available): 

• Project management – costs not specific to one client eg. management committee, 
training; 

• Support services – costs specific to one client eg. care planning, arranging 
services, direct services; and 

• Supported living – housing and accommodation support costs. 

Timeframe 

We will analyse costs by quarter because of the changes in expenditure and number of clients 
in the project. We expect the analysis will concentrate on costs in the middle quarters of the 
project, once the project has matured and costs have stabilised, more closely reflecting 
recurrent costs.  

We suggest that analysis include the sub-periods:  

• Start to project to first client entry April – Sept 05; 

• First clients to end of assessment unit period October 05 to December 06; 

• 
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If possible, the costs should be provided in the following way: 

• Actual cost – if this is not available, budgeted cost or description of cost; 

• Who paid the cost – ISP budget, client, other service providers not as part of ISP budget 
or absorbed by ISP providers but not covered by budget. 

Table 4.3: Cost Data per Quarter  

 Establishment, 
trial-specific, 
wind-down or 
recurrent 

Financial 
cost to ISP 
budget 

Financial 
cost to client 

Cost of other 
services used, 
not in ISP 
budget 

Other costs 
not covered 
by ISP 
budget 

Project management and 
support services 

     

Management team      

Clinical team      

External consultants, 
specialist staff 

     

Evaluation      

Operating (details)      

Assessment unit (to 07)    
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Client numbers 
We will summarise the client flow data by showing the numbers of clients in each quarter, 
their status on the project and the number of days spent on the project in each quarter. The 
project is designed to service 30 clients. Blockage due to no housing or support available 
means that more clients are sometimes in ISP. 

Table 4.4: Number of Clients and Months in ISP by Status, by Quarter 

Status during period Quarter 1 Quarter 2 Quarter …  total 
 clients months
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Completion of ISP includes a financial contract package for ongoing support after ISP. If the 
records are incomplete, ISP staff will gather information about other costs, from which ISP 
staff and UNSW researchers will estimate costs. Interview data gathered by the UNSW 
researchers will be used to estimate the sustainability of the post-ISP support. 

Effectiveness 
Outcome data for the cost effectiveness analysis will be derived from the data collection used 
in the management of the project supplied by ISP. This will also be supplemented with 
qualitative data from interviews. Comparative data on population norms and people with 
challenging behaviour population norms will be managed by the evaluators (Table 4.5).  

Table 4.5: Measures of Effectiveness 

Outcome  Comparison groups Analysis Explanation 

Stable housing  Before and after, ISP 
clients who leave the 
project 

C/E* Change in length of tenancy compared to before 
ISP by unit cost of ISP 

reduced hospitalisation Before and after, ISP 
clients who leave the 
project 

C/B financial savings from relative change 
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validated instruments used in the data collection (mental health; disability; challenging 
behaviour; criminal justice; hospitalisation; social isolation; housing stability; satisfaction; 
confidence; community participation; employment; social networks; wellbeing; and service 
use). It will include both expected and non-expected outcomes, both positive and negative. 

The process data will be analysed in terms of the impact of features of the project through the 
experience of clients, government officials, ISP staff, service providers, carers and other 
stakeholders. It will describe the experience of these stakeholders in the implementation of the 
project compared to the Project design, quality of care, accountability, effective use of 
resources, efficiencies in costs, service integration, facilitators and barriers to outcomes.  

Economic data on financial and other resources will be analysed in terms of cost to clients, 
government and service providers for the purpose of economic evaluation of efficiency and 
effectiveness. It will include analysis of comparative cost per client; service appropriateness 
per client; impact on the service system; and opportunity costs to the service system. 

The discussion will address the three groups of evaluation questions about governance 
(agency representation; engagement of relevant stakeholders; leadership, accountability and 
decision making; processes for meetings, planning, monitoring and review; data and 
information; improvements; implications for service system); service systems (cost benefits; 
strengths and weaknesses; improvements; sustainability and generalisability; legislative and 
industrial facilitators and barriers to target group; service system facilitators and barriers to 
implementation; priorities for early intervention; involvement of local services; capacity 
building experiences) and individual clients (change in outcomes; reasons for differences 
between client outcomes; benefits to other clients; implications for future management of 
target group; reach to target group; effectiveness of target criteria).  

It will draw conclusions and implications for project improvements – appropriateness (client 
characteristics and needs, service types and level, policy directions, stakeholder acceptance); 
efficiency (processes, resource use, quality); and effectiveness (fidelity, outcomes, most 
effective elements, unintended effects, relative cost, sustainability, generalisability, 
accountability, participation); models for prioritising and assessing most suitable clients; 
applicability to other clients with challenging behaviour; and applicability to other service 
integration policies. 
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5 Management 

5.1 Deliverables 
Four evaluation reports will be submitted throughout the evaluation process. The timing and 
general nature of the content of each report is described below. 

Methodology (February 2008) 

• Evaluation framework: project logic  

• Evaluation questions: governance, service systems and individual clients 

• Methods: outcomes, process, economic (including instruments) 

• Management: timeframe, deliverables, researchers, quality control 

Project establishment report (June 2008) 

• Method 

• Description of the Project: governance, service system, individual clients 

• Profile of each client: characteristics; direct and indirect costs; baseline outcome measures 
in comparison to prior to entering the Project 

• Case study summaries 

• Cost effectiveness analysis for clients who entered the project before 2008 

• Discussion 

• Implications for project improvements and modifications to the evaluation 

Interim report (November 2008) 

• Method 

• Analysis of project process and outcomes: governance, service system, individual clients 

• Profile of each client: characteristics; direct and indirect costs; comparative outcomes 
from prior, baseline, 12 month and post Project (where relevant) measures  

• Case study summaries 

• Discussion 

• Implications for Project improvements and modifications for final evaluation 

Final report (November 2009) 
• Summary of findings and implications 

• Background and method: aims, evaluation questions 

• Findings  

- Project description: establishment, first and second evaluation 12-month periods 
- Outcomes for all clients and service system
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- Process impact on outcomes: implementation, quality of care, accountability, 
effective use of resources, efficiencies in costs, service integration, facilitators and 
barriers to outcomes 

- Economic: financial and other resource cost per client to clients, government, 
service providers; comparative cost per client; service appropriateness per client; 
impact on the service system; and opportunity costs to the service system 

• Discussion 

- Governance – agency representation; engagement of relevant stakeholders; 
leadership, accountability and decision making; processes for meetings, planning, 
monitoring and review; data and information; improvements; implications for 
service system  

- Service systems – cost benefits; strengths and weaknesses; improvements; 
sustainability and generalisability; legislative and industrial facilitators and barriers 
to target group; service system facilitators and barriers to implementation; 
priorities for early intervention; involvement of local services; capacity building 
experiences 

- Individual clients – change in outcomes; reasons for differences between client 
outcomes; costs and benefits to other clients; implications for future management 
of target group; reach to target group; effectiveness of target criteria; effect on 
clients not accepted 

• Implications and options j
/Triatup;stic 1 Tf
ne
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5.2 Evaluation Timetable 
The research timetable was initially delayed while contract details were finalised. The 
following table presents the revised evaluation timeframe. 

Table 5.1: Evaluation Timeframe 

Task Output Month

Meet with Project Manager  Dec 07

Ethics approval – UNSW Approval  
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5.5 Quality Considerations 
The SPRC is supported by high quality infrastructure that contributes to the conduct of the 
evaluation. The project will draw on existing evaluation instruments where they are available. 
Where new instruments are required, the SPRC will adopt outcomes and process measures 
consistent with national and international methods. The methods will be developed in 
consultation with the Department and participants. Timely agreement is necessary to enable 
the evaluation to proceed. The SPRC will also ensure standards of quality by responding to 
feedback from the Project Manager. 

The SPRC pays particular attention to the quality assurance of outputs from research 
consultancies, ensuring quality control by measuring against rigid standards for project 
management, reporting and publication. Effective quality assurance mechanisms will 
guarantee that the evaluation and other products delivered to DADHC are of the highest 
standard. The accepted method for achieving quality assurance in research is through peer 
review. Each project undertaken by SPRC is subjected to independent review of the quality of 
the research and the robustness of its findings. 

Within the SPRC, a senior manager and two research support staff are allocated responsibility 
for information management systems. Their capacity is supplemented with UNSW support. 
Standards of quality data management described above are implemented to ensure data are 
stored in a secure, confiden
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Appendix B: ISP Responsibility Matrix  
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ISP worker topic guide 
1. What is your role at ISP? How long have you been in this role? 
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4. What have the complaints been about (e.g. inability to pay rent, property damage, nuisance 
or annoyance to neighbours, etc.)? 

5. How do you resolve any complaints against ISP tenants? 

6. Are the clients able to sustain their tenancies? 

7. What complaints mechanisms are available to the tenants? How do you resolve these 
complaints? 

8. Would tenants complain if they were unhappy? Have any tenants used the complaints 
process? How has your agency responded? Can you give an example please, if 
appropriate? 

Final 

15. What do you think will happen with these clients in the future?  

16. What do you see as happening with this project in the future? What methods could be 
adopted by NSW for future management of the target group? 

17. Do you have any further comments you would like to make about the ISP? 

Other stakeholders/community organisations 
1. How long have you been working with [ISP provider]? 

2. How long have you been a key person/support worker? 

3. What support do you provide to this client in the home and outside of the home (domestic, 
social, recreational, educational/training)?  

Process/management of support provided 

4. What has been your experience of the services provided by the ISP? 

5. What do you think of the accommodation provided by ISP? 

6. Do you have any comments about the referral and assessment processes?  

7. What processes do you go through in planning and providing support to clients (prompt: 
individual service agreements & goals set with clients)? Have there been any issues 
for you in this process (e.g. service coordination) 

Outcomes 

8. What are the benefits of ISP for clients? Can you give examples of these? 

9. Are there downsides of ISP for clients (prompts: loneliness, isolation, vulnerability, 
hospitalisations, exits)? Can you give examples of these? 

10. Did some clients benefit from this project more than others? 
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11. What type of accommodation has been provided? Are you satisfied that the housing 
provided via the ISP has met the c
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15. Can anything be done to foster earlier intervention in such situations? 

16. To what extent did the project garner and maintain active involvement of social 
services? 

17. Has the project acted on capacity building opportunities? 

18. How do you see the future for the clients? 

19. How do you see the future of the project? 

20. Are there any other experiences or issues with the implementation and conduct of ISP 
that you’d like to be reflected in the evaluation?  

21. Do you have any ideas about how ISP could be improved? 

22. Do you have any further comments you would like to make about the ISP? 

ISP Interagency Reference Group topic guide 

Governance 

1. Are all relevant agencies represented at appropriate levels in the current governance 
arrangements? 

2. What are the critical factors or barriers to actively engaging relevant stakeholders? 

3. How effective are current processes for meetings, planning, monitoring and reviewing the 
project? 

4. What improvements could be made to current governance arrangements? 

5. Could any elements of the project’s governance be of value if maintained or introduced 
into the wider service system? 

Client outcomes 

6. In terms of the actual clients do you think ISP is working effectively? 

7. What do you think are the major successes of the project? 

8. How do you think the project can be improved? 

9. What do you see as the future for this Project? 
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