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>167,000

MA Services

Individuals assisted*

>2,300

Employees
462

Data current as @ 07/2022; *FY19/20 

Mission Australia is a national non-denominational Christian organisation, with more than 160 years' experience in standing 
together with Australians in need on their journey to independence. Our evidence-based, client-centred community services are 
focused toward our goal of ending homelessness and ensure people and communities in need can thrive.

60+ 
Funders

140+ contracts
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Smart devices 
& connectivity

Desktops and 
landlines

Flexible work 
locations

Work in office

Focus on
outputs

Focus on 
outcomes

Accountability 
and 

transparency
Automated
processes

Small data sets
of common 

data

Shared content
Integrated 
systems & 
processes

Siloed systems
& work 

practices

Big data sets
of diverse data
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Manual &/or
semi-automated

processes

Tightly 
controlled

information

Little 
transparency

nor
accountability 

I’ll text you 
when I need 

to talk  

I’ll meet you at 
the café – it’s 

less 
intimidating

This is the 
goal I want to 

achieve

Use the data 
you have on 

me, don’t ask 
me to fill in 

another form 

With my consent,  
you can see my 

history, connect me 
with what supports 

I need, now. 

Real time reports, 
anytime by service 
by client by service 

provided

The operating environment has changed, as has the way we work with our clients and their expectations of us. 
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2020

Community Strengths & Needs Report

Mission Australia Annual Youth Survey

Quality Assurance Framework

- 2019

Impact Measurement roll out 
at full scale complete

Client data collected focused 
on funder requirements in 

legacy CRM 

2021 2022 -

Identify the critical success 
factors for Homelessness 

Service Category through MEL 
plan and analytics POCs

Establish automated internal 
benchmarking and identify 
predictive ‘next best action’

Align MA’s evidence and 
insights approach to 20-25 

Strategy

Begin rollout of 
MA Connect

Complete rollout 
of MA Connect

MEL Plans and critical success 
factors for all Foundational 

Service Categories

Start Client Satisfaction 
measurement at scale

Modern data warehouse 

Majority management use of 
interactive dashboards 

(MS Power BI)

Strengthening Communities Framework

Set up longitudinal research 
and/or data linkage projectsOngoing embedding of Impact 

Measurement into BAU

Establishment of the Centre 
for Evidence and Insights
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End homelessness and ensure people and communities in need can thrive
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Assertive Outreach

Case Management

Crisis & Transitional 
Accommodation 

Tenancy Support

Flagship Service ModelsService Lines

KEY:
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2015

12

205

110

29

2020

22,143

14,839

1,248

391

2018

212

674

8,132

5,392

Over 200 
IM Champions
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IM Survey

Client Relationship
Management 

System

Data Lake

Mission Australia

SQL  

Transform values (if 
required) for reporting 
and upload to funder 

portals

Internal reports to 
support MA decision 

making

Join survey with 
service data 

system and/or 
other data

Satisfaction
& Feedback 



Community Services Performance Report
Health Check for managers

MA Service Profile Report 
Who and where

Service Operational Reports 
What and how much

Impact Measurement 
Client Wellbeing & Outcomes

Client Satisfaction & Client Service Feedback 

Program Specific Reports / Funder Reports
Specialist Homelessness Services, Disability 
Employment Services etc.

Org-wide Strategic Scorecard

Data Validation & Data Quality Dashboards



For large organisations, years of foundational work is required to establish organisation-wide Monitoring, Evaluation and Learning systems. 
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Cherie Pereth
Impact Measurement & Evaluation Manager
perethc@missionaustralia.com.au

Rachel Christie
National Manager – MA Centre for Evidence and Insights
christier@missionaustralia.com.au

mailto:perethc@missionaustralia.com.au
mailto:christier@missionaustralia.com.au
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The Impact Measurement Program

Principle Practically this looks like

Design for scale and 
automation

• Using a proven validated methodology for all services – Personal 
Wellbeing Index (Cummins & Lau; Deakin)

• Implementing on-boarding process for scale

• Automating IT systems – including safety alerts, reminders, APIs

• Transform values (if required) for reporting and upload to funder portals

Demonstrate value in practice • Deploying interactive dashboards for each client into case worker 
everyday systems

• Reflecting and acting on IM results for services and service lines

• Sharing learnings with the sector, advocacy, tendering

Maintain staff engagement • IM SharePoint for all staff

• eLearning modules + refresher training

• Each program gets their own dedicated page

• Track and celebrate effort through management

Use evidence for social 
change

• Using IM results to support decision making

• Establish & facilitate regular learning & reflection cycles

• Using IM findings for strategic leadership and advocacy

MA’s Impact Measurement (IM) framework provides a simple, structured and automated way to collect, collate, and report on the outcomes achieved by the people we assist.

We ask people about their wellbeing and service-specific measures at the beginning of their journey with us and over time. This enables us to establish what changed occurred in 
their overall wellbeing and situation.

Mission Australia’s Impact Measurement program was awarded the 2018 National Award for 
Excellence in Social Impact Measurement by the Social Impact Measurement Network of Australia 
(SIMNA).

Automated safety alerts for 
clients at risk

Individual client 
wellbeing change 

tracked within the CRM

Reports to senior managers 
celebrating service engagement 

and wellbeing change
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Monitoring, Evaluation and Learning Cycles

Learning

• Routine & ongoing collection of data and 
information, including qualitative

• Used to track progress & manage programs
• Looking at data along the way and 

generating insights for continuous 
improvements

• Periodic in-depth assessment to make a 
judgement about the merit, worth or value 
of a program

• What works, for whom & in what 
circumstances

• Generate insights for organisational 
learning

• Intentional use of data and information to 
improve service delivery and outcomes for 
clients & communities

• How can we build on what worked well & 
address what didn’t work?

• Now what are we going to do?
• Integration of participatory approaches

Monitoring Evaluation

This means
• MEL Frameworks for Foundational 

Service Categories including Service Lines 
& Flagship service models

• Design or modify automated dashboards 
to ensure that information is readily 
available to the right people 

This means 
• Identify annually the strategic & 

operational priorities for evaluation
• Have a structured approach to determine 

suitability for internal, external and hybrid 
evaluation approaches

This means:
• Regularly release and share useful and 

actionable insights to be shared internally 
& externally 

• Facilitating regular learning & reflection 
cycles with documented actions & 
program improvements

Through MEL cycles we are able to continuously improve our services and draw in other data sets for economic analysis and longitudinal impact studies.



At present, we have three projects underway using MA data and evidence that will provide strategic insights into our effectiveness and identify areas for improvement in the area 
of Homelessness Services.

2. Improve the rate of successful program completions 
within early intervention homelessness services 

Running an agile analytics POC using predictive analytics to understand the drop 
out behaviours and patterns of clients to ensure that even a short-term 
engagement adds value and encourages future help-seeking behaviour.

3. Scoping new homelessness research project

Constructing a new innovate and strategic research project plan that leverages 
MA strengths as a national service provider. Questions include,

What strategies are proven to provide effective early intervention for people at 
risk of homelessness and how is this better than common alternatives? For 
individuals? For systems? 

Program completions mean that more people experiencing homelessness or who 
are at-risk of homelessness will be housed faster and they will experience 
increased wellbeing. We will using MA data to:
• Identify predictors of non-engagement for meaningful groups within the client 

journey.
• Determine what interventions are most effective for a cohort type.

Designing a research approach for a two phased / multi-year project:
• Phase 1 is likely to result in clear actions to directly improve MA service 

provision to our own clients. 
• Phase 2 results in measureable changes in MA practices, processes or service 

design.

Using key data points identified in the Homelessness Services Theory of Change 
within the MEL plan:
• To construct a hybrid impact indicator using changes in client outcomes, 

including regression analysis to control for demographics.
• Then balance the data with environmental context and external ROI evidence.

1. Test the use of MEL frameworks to create a comparative 
effectiveness metric for homelessness services

Trialing the development of a composite indictor to assess the comparative 
effectiveness of service types within the homelessness service category for internal 
purposes.
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