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Executive Summary 
 
100 of QCOSS’ members and stakeholders completed a comprehensive survey in August 
and September 2009, providing valuable information about the organisation’s progress, 
products and services, and potential. The response rate is approximately 12% of the 850 
or so people who were invited to respond, including 13.5% of QCOSS’ members 
responded.  
 
The number of responses represents a decrease from 112 responses received in 2008 
and 142 from the 2007 survey. The lower rate is probably due to decreased promotion of 
the survey by QCOSS due to other commitments, but may also reflect complacence from 
members and stakeholders – the lack of a pressing urge to comment positively or 
negatively on QCOSS’ activity. 
 
Consistent with previous years, large organisations were over-represented in the profile of 
respondents compared with their representation in QCOSS’ membership, while small or 
unfunded organisations and individual members were under-represented.  
 
QCOSS’ overall 
performance as a peak 
body continued to be 
highly rated, with 84% of 
respondents giving 
positive responses (up 
from 78% in 2008), 7% 
negative and 9% stating 
they did not know. 
 
Perceptions that QCOSS 
is improving over time 
continued to remain 
strong, with almost 43% of 
respondents stating that 
QCOSS was more 
effective than it was 12 months ago, and only 1% disagreeing. 
 
QCOSS’ engagement with stakeholders attracted 73% positive responses (much the same 
as last year) and 9% negative (up from 4%). 
 
There was a strong improvement in perceptions of QCOSS’ positive influence on 
government policy, with positive responses rising to 73% from 60% in 2008. 
 
Other QCOSS activities that attracted positive feedback included  
·  representing issues concerning disadvantaged people to government – over 76% of 

respondents said QCOSS was quite effective or very effective  
·  representing community sector issues to government –  almost 79% said QCOSS was 

effective (up from 72% in 2008) 
·  developing well-articulated policy positions – 74% positive responses represented a 

big increase on 67% last year 
·  providing opportunities for engagement in policy development – over 70% were 

positive about QCOSS’ effectiveness.  
 

QCOSS’ overall performance as a peak body  
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While feedback about QCOSS’ effectiveness in providing sector development engagement 
opportunities was over 75% positive, this had dropped from 81% in 2008. 
 
As in previous years, the lowest ratings were recorded for QCOSS’ effectiveness in 
representing issues to the wider community relating to the sector and disadvantaged 
people. 
 
Awareness rates for QCOSS’ sector development initiatives were on a par or slightly lower 
across the board than in 2008. The best known project was QCOSS’ work on the profile of 
the sector including the Charter, with 91% of respondents reporting “some” or “good” 
knowledge of this initiative. Over 89% of respondents had knowledge of the Good Work 
Decent Wages campaign. QCOSS’ work with other peaks on development of the 
Queensland Compact was also well known.  Least known were QCOSS’ work to reduce 
government red tape and Jill Lang’s participation in the National Compact Taskforce, with 
over 30% of respondents stating they had no knowledge of these projects. 
 
Respondents who had participated in QCOSS’ Strengthening Non Government 
Organisations initiatives were very positive, particular for one on one support, regular 
emails from Sector Development Workers and standards workshops. 
 
Respondents’ awareness of QCOSS’ policy advocacy initiatives increased across the 
board in 2009 compared with the previous year. Awareness levels ranged from 86% for 
QCOSS’ policy advocacy work to 56% of QCOSS’ policy advocacy kit.  
 
From the total survey sample, there was slight improvement in positive responses about 
QCOSS’ engagement with multicultural and rural and remote organisations, although there 
was a slight decrease in positive responses about QCOSS’ Indigenous engagement. Only 
two respondents from Indigenous organisations completed the survey so results can not 
be separated for this group.  
 
Among the 13 respondents from multi-cultural organisations there was an increase in 
satisfaction with QCOSS’ effectiveness, and this group was more positive about QCOSS 
than the wider survey respondent group. 
 
Responses from 48 regional, remote and rural organisations were slightly less positive 
than the whole respondent population about QCOSS’ overarching performance and its 
performance compared with 12 months ago, but slightly more positive about engagement 
with members and stakeholders.  
 
Regional, remote and rural respondents were less positive than the overall survey group 
about QCOSS’ effectiveness in developing a rural and remote focus. Significantly, half of 
these respondents reported that they “didn’t know” how effective QCOSS had been, with 
11% of regional organisations disagreed that QCOSS had been effective in its rural and 
remote focus.  
 
Feedback on QCOSS’ products and services remained positive, particularly for the weekly 
e-news, QCOSS website, seminars and events, networking opportunities, and the advice, 
support and responses from QCOSS staff.  
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1. Introduction 
 
The aim of the member and stakeholder survey project is to inform the QCOSS Board, 
management and staff about: 

a) progress against the organisation’s strategic outcomes 
b) satisfaction of members and stakeholders with the standard of service being 

delivered by the organisation. 
 
The 2009 QCOSS member and stakeholder survey adapted the survey tool used in 2007 
and 2008. The tool was designed to measure achievement of current strategic outcomes 
and priorities, while providing some comparisons with survey responses from previous 
years.  
 

1.1 Survey methodology 
QCOSS Director Jill Lang emailed all QCOSS members inviting them to participate in the 
survey in August 2009. The survey was also promoted several times in the QCOSS weekly 
e-news, which has 830 subscribers. These communications linked people with the survey 
on the QCOSS website which they could fill out electronically, or invited them to request a 
hard copy.  
 
In addition, QCOSS made the survey available in hard copy to all participants at the 2009 
QCOSS conference in early September – a successful strategy as 33 people completed it 
at the conference.  
 
QCOSS received 100 responses, a reduction from previous years – 142 completed it in 
2007 and 112 in 2008.  At least 80% of respondents were QCOSS members, or almost 
13.5% of the current membership. Approximately 19.5% of respondents were not QCOSS 
members.  
 
The survey data was collected and collated by the Centre for Philanthropy and Non-profit 
Studies at the Queensland University of Technology. Judith Hunter from 99 Consulting did 
further analysis and compiled this report.  
 

1.2 Respondent profile 
The respondents came from across Queensland, with strong representation from regional 
and rural organisations as shown in Figure 1. Proportions of respondents from each group 
were roughly equivalent to their representation in QCOSS’ membership. 
 
Figure 1: Respondents’ geographic profile 
 
Location  Proportion  of survey 

respondents 
Metropolitan 41% 
Regional 36% 
Rural 11% 
Remote 1% 
Not stated 11% 
 
Respondent organisation ranged widely in size, as shown in Figure 2, with small 
organisations under-represented and larger organisations over-represented compared with 
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their weighting within QCOSS’ membership. The not applicable category refers mainly to 
individual members, who were significantly under-represented in the survey respondents.  
 
The significant weighting to larger organisations may be influenced by the opportunity to 
complete and submit the survey at the QCOSS conference. It is likely that larger better 
resourced organisations are better represented at the conference than their smaller 
counterparts. 
 
Figure 2: Respondents’ organisational size profile 
 
Size Proportion of 

QCOSS members 
Proportion of survey 
respondents 

Organisation with no income 6.4% 3% 
Small (annual income up to $100,000) 14.2% 9% 
Medium ($100,000 - $500,000) 32% 32% 
Large 1 ($500,000 - $1.5 million) 15.2% 17% 
Large 2 ($1.5 million - $5 million) 6% 7% 
Large 3 (over $5 million) 3.9% 19% 
Corporate 3.5% 2% 
Not applicable (individuals and 
associates) 

18.7% 5% 

 
Responses were received from two Indigenous organisations (2% of respondents) and 13 
multi-cultural organisations (13% of respondents). This allows some analysis of 
satisfaction for multi-cultural organisations but no meaningful analysis for Indigenous 
stakeholders due to the smallness of the sample.  
 
Other relevant factors in the profile of respondents include: 
·  80.6% of respondents were QCOSS members 
·  Significantly more respondents than last year had been associated with QCOSS for 

less than a year – 18.6% compared with 12.5% in 2008 
·  12% of responses were from peak bodies, 9% from government and 70.7% from not 

for profit community and/or health organisations. 
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Figure 3: Overall performance of QCOSS as a peak bo dy 

2. Survey Findings 
 

2.1 Satisfaction with QCOSS performance 
 
The 2009 survey included three questions looking at QCOSS’ overall performance. 
 
Respondents were asked to rate the overall performance of QCOSS as a peak body. 84% 
of respondents gave positive responses (quite effective or very effective), up from 79% in 
2008. There was a strong increase in the “very effective” rating compared with previous 
years, with 34% giving QCOSS the most positive rating. 7% of respondents were negative 
about QCOSS’ overall performance, compared with 4% in 2008. 9% selected “don’t know/ 
not sure”.  
 

Respondents were asked to rate QCOSS’ performance as a peak body compared with one 
year ago, a question repeated from previous years. Results were positive, with almost 43% 
responding that QCOSS was now more effective, and only 1% stating that QCOSS was 
less effective now than a year ago. 
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Figure 4: Overall performance of QCOSS as  a peak body  compared with a year ago  

Figure 5: Effective engagement with members and stakeholders  

 
A third overarching question asked respondents to rate their agreement with the 
statement: “QCOSS has engaged effectively with members and stakeholders”. There was 
a significant increase in the number of respondents who agreed strongly (30%). Overall, 
73% of respondents were positive, while 9% were negative (up from 4% in 2008).  
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2.1.1 Effectiveness in goal achievement 
Respondents were asked to rate QCOSS’ effectiveness in achieving specific goals. 
 
As Figures 6-9 show, results varied for these goals. Sector development and advocacy 
work was highly rated by respondents: 
·  almost 79% of respondents said QCOSS was effective in representing community 

sector issues to government (up from 72% in 2008) 
·  75% of respondents said QCOSS was quite effective or very effective at providing 

sector development engagement opportunities (down from 81% in 2008). 
 
There was significant improvement in ratings for QCOSS’ policy and advocacy compared 
with the 2008 survey. For example:  
·  over 76% of respondents said QCOSS was quite effective or very effective in 

representing issues concerning disadvantaged people to government (up from 73% in 
2008) 

·  74% said QCOSS developed well articulated policy positions (up from 67% in 2008) 
·  73% said QCOSS had a positive influence on government policy (up from 60% last 

year) 
·  over 72% said QCOSS had a positive influence on community debate 
·  over 70% were positive about QCOSS’ effectiveness in providing opportunities for 

engagement in policy development. 
 

As with last year, the lowest ratings were recorded for QCOSS’ effectiveness in 
representing issues to the wider community:  
·  More than 61% of respondents stated that QCOSS was effective in representing issues 

relating to disadvantaged people to the wider community (up from 58% in 2007), while 
15% stated QCOSS was not effective and 24% did not know. 

·  Almost 59%% said that QCOSS was effective in representing sector issues to the 
wider community, an increase over previous years. 

 
Responses of “Don’t Know/ Not Sure” ranged from 15% (representing community sector 
issues to government) to 27% (representing community sector issues to the wider 
community). Overall, there were fewer “Don’t Know” responses this year. 
 

Figure 6: Perceived effectiveness  – influence on government and community  
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Figure 7: Perceived effectiveness  – representing sector issues  

Figure 8: Perceived effectiveness  – representing issues for disadvantaged people  
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2.1.2 Qualitative feedback 
The survey sought qualitative feedback on QCOSS’ strengths and opportunities through 
two open-ended questions. Verbatim responses are provided in Appendix 3. 
 
Themes emerging in responses to the question relating to QCOSS’ strengths included: 
·  good relationship with government 
·  respect, and credibility and history 
·  good research and evidence base 
·  resources and capacity 
·  committed staff 
·  networks and focus on engagement and participation 
·  focus on poverty and social policy.  
 
The questions about how QCOSS could be more effective elicited a range of responses 
with the following key themes emerging: 
·  a stronger focus on supporting and engaging with regional, rural and remote 

organisations  
·  greater awareness of the diversity of the sector, including acknowledging the needs of 

small organisations and those that are not funded by the Department of Communities  
·  more resources and greater capacity. 

Figure 9: Perceived effectiveness  – opportunities for engagement  
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2.2 Knowledge of QCOSS work 

2.2.1 Sector development initiatives 
The survey asked respondents to rate their knowledge of the following QCOSS sector 
development projects: 
·  QCOSS’ participation in the Community Services Futures Forum - a coalition of over 

45 state-wide human services, peak organisations, service providers and networks 
across the whole of Queensland. 

·  QCOSS’ work to raise the profile of the sector - including the development of the 
Community Services Sector Charter.  

·  Along with the other peaks, QCOSS’ lobbying for a partnership agreement with the 
state government that eventuated in the development of the Queensland Compact. 

·  QCOSS” involvement in the Compact Governance Committee which consists of 
representatives for the sector and form government to provide oversight to the 
implementation of the Compact 

·  QCOSS’ work to shape government funding policy and practice – including its earlier 
participation in the Fair Level of Funding Project. 

·  QCOSS’ work to reduce red tape – including earlier submissions to the Queensland 
Audit Office and Public Accounts Committee Inquiry into the management of funding to 
NGOs, and its ongoing work to raise sector issues pertinent to administrative and 
compliance related burden. 

·  QCOSS Director Jill Lang’s participation in the Taskforce to develop a National 
Compact for the not for profit sector 

·  Good Work – Decent Wages – a project which resources the sector to advocate for 
better wages and conditions for workers. 

·  The management and re-development of the Community Door website to provide 
online resources to support organisations development 

·  Participation of QCOSS and other sector representatives in providing input into the 
development of the Queensland Implementation Plan in response to the Whitepaper 
on Homelessness. 

 
 
Figure 10: Respondents’ knowledge of sector develop ment initiatives  
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Due to changes in priorities and development in projects over time, this list of initiatives 
differs from those referred to in earlier surveys, making it impossible to compare with 
previous years. Awareness rates across the board were on a par or a little lower than 
those for projects listed in 2008. The fact that almost 20% of respondents had been 
involved with QCOSS for less than one year may have influenced awareness levels. 
. 
The best known project was QCOSS’ work to raise the profile of the sector including 
development of the Charter, with 91% of respondents having some or good knowledge of 
this. The Good Work Decent Wages campaign was also well known, with 89% of 
respondents reporting “some” or “good” knowledge of this initiative. The work with other 
peaks to develop the Compact was also well known.  
 
Least known was QCOSS’ work to reduce government red tape, with over 30% of 
respondents stating they had no knowledge of this project. QCOSS Director Jill Lang’s 
work on the National Compact Taskforce, and QCOSS’ involvement in the Queensland 
Compact Governance Committee were also less known than other initiatives. 

2.2.2 Strengthening Non-Government Organisations in itiatives 
 
Respondents were asked how helpful they found the Strengthening Non-Government 
Organisations initiatives provided by QCOSS (and whether they participated in these). The 
initiatives included in the questionnaire were: 
·  one on one support 
·  workshops in relation to Standards for Community Services 
·  peer support 
·  regular emails from regional Sector Development Workers. 

 
Levels of participation by respondents were below 60% for all four initiatives, and below 
50% for one on one support and peer support.  
 

Figure 11: Perceived benefit of SNGO init iatives  
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Of the respondents who participated  in the initiatives: 
·  82% found one on one support helpful or very helpful 
·  82% found the standards workshops helpful or very helpful 
·  73% found peer support helpful or very helpful 
·  83% found regular emails from sector development workers helpful or very helpful. 
 

2.2.3 Policy/advocacy initiatives 
The survey asked respondents to rate their knowledge of the following QCOSS policy/ 
advocacy initiatives: 
·  Development of an annual social policy submission to the State budget  
·  Advocacy of fair and sustainable policy through various other social policy submissions 

and advisory mechanisms 
·  Social policy consultation forums throughout the state seeking member and 

stakeholder input 
·  Development and advocacy of an end-poverty plan for Queensland 
·  Participation in and development of key policy networks on issues such as 

homelessness and energy pricing 
·  Poverty seminars/ summits involving guest speakers 
·  The Poverty in Queensland Report 
·  Social policy fact sheets 
·  The QCOSS advocacy plan 
·  The QCOSS advocacy kit. 
 
There is some improvement in awareness of several of these initiatives, particularly 
participation in key policy networks and advocacy of fair and sustainable policy, as shown 
in Figures 12a, b and c. Lowest awareness was for QCOSS’ advocacy plan and advocacy 
kit. 

Figure 12 a: Respondents’ knowledge of advocacy/ policy initia tives   

 



13 
 

 

 

 

Figure 12 b: Respondents’ knowledge of advocacy/ policy initia tives  

 

Figure 12 c: Respondents’ knowledge of advocacy/ policy initia tives  
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2.3 Target Groups 
Over recent years, QCOSS has worked on improving responsiveness to regional, rural and 
remote organisations and particular sectors including Indigenous and multicultural 
organisations. The questionnaire provided an opportunity to test satisfaction with QCOSS’ 
increased focus on these groups.  
 
The survey asked respondents to rate QCOSS’ effectiveness in achieving the following 
goals: 
·  developing strategies for engagement with Indigenous organisations 
·  developing a rural and remote focus  
·  developing a multicultural focus. 
 
Overall, 40-55% of the survey respondents refrained from answering these questions 
stating that they did not know or were not sure.  
 
As Figure 13 shows, there was a slight improvement in positive responses about QCOSS’ 
multicultural focus and rural and remote focus. There was a slight decrease in positive 
responses about QCOSS’ engagement with Indigenous organisations. 
 

 
A breakdown of responses from multicultural and rural, remote and regional organisations 
is provided below. Only two responses were received from Indigenous organisations – not 
enough to draw any broader conclusions about perceptions within the Indigenous sector. 

2.3.1 Multi-cultural organisations 
Thirteen respondents to the survey characterised themselves as multi-cultural 
organisations (the same number as in 2008). This is a small sample, so may not indicate 
wider perceptions. 
 

Figure 1 3: Perceived effective ness in engaging/ focusing on target groups  
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Comparisons with the overall respondents indicate that respondents from multi-cultural 
organisations were more positive about QCOSS’ effectiveness as a peak body than other 
respondents. 92.3% of respondents from multi-cultural organisations reported that QCOSS 
was very effective or quite effective as a peak body, a very significant improvement 
compared with previous years. 

As shown in Figure 15, respondents from multi-cultural organisations were much more 
positive about QCOSS’ engagement with members and stakeholders than the total group 
of respondents. There was a very significant increase in positive responses from 2008. 
 
 

Figure 14: overall effectiveness of QCOSS  as a peak body  

 

    Figure 15: effective  engagement with members and stakeholders  
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QCOSS’ performance compared with 12 months ago was rated very highly by respondents 
from multi-cultural organisations. 

Satisfaction with QCOSS’ multi-cultural focus from multi-cultural respondents improved 
slightly from the previous years as shown in Figure 17, with 57% of multi-cultural 
organisations responding to this question stating that QCOSS had been quite effective or 
very effective. No multi-cultural organisations said that QCOSS had not been effective. 
Almost half of the multi-cultural organisations stated that they did not know how effective 
QCOSS has been in developing a multi-cultural focus. 
 

Figure 17: effective  multi -cultural focus  

Figure 16: QCOSS performance compared with 12 months ago  
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2.3.2 Regional, rural and remote organisations 
For this year’s survey, respondents were asked to nominate their own location status. This 
means that it is not possible to compare with last year’s survey in which respondents were 
grouped by postcode into Australian Bureau of Statistics-defined rural, remote and regional 
categories. Twelve respondents were rural and remote organisations (11 rural and one 
remote), and 36 were regional organisations. Rural and remote categories have been 
grouped together in this report. The following graphs compare satisfaction levels for 
regional, rural and remote respondents and overall (general) respondents.  
 
Over 80% of rural and remote respondents, and almost 78% of regional respondents, were 
positive about QCOSS’ overall performance, stating that QCOSS’ was either very effective 
or quite effective as a peak body, compared with 84% of the total sample. Just over 8% of 
the regional respondents said that QCOSS was not effective. 

Regional, remote and rural respondents were less positive about the improvement in 
QCOSS’ performance as a peak body over the past 12 months than the overall group, with 
33.3% of regional and remote respondents stating that they did not know.  

Figure 18: Overall performance as a peak body  

 

Figure 19: Overall effectiveness of QCOSS compared with 12 mont hs ago  
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There was little difference in perceptions about QCOSS’ engagement with members and 
stakeholders between the regional, rural and remote respondents and the broader 
population, as seen in Figure 20 below. No remote and rural organisations disagreed that 
QCOSS engages effectively, while 11% of regional respondents did compared with 10% of 
overall respondents. 

Half the regional, remote and rural respondents stated that they did not know whether 
QCOSS had been effective in developing a rural and remote focus (up from 30% in 2008), 
while 11% of regional organisations disagreed that QCOSS had been effective in this.   

 

Figure 20: QCOSS engages effectively with members and stakehol ders   

 

Figure 21: effective rural and remote focus  
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2.4 QCOSS products and services 

2.4.1 Frequency of use 
 
The survey assessed usage of QCOSS products and services, and satisfaction with these. 
 
As shown in Figure 22 below and overleaf, the following products and services were well-
used, although overall usage rates were lower among respondents than in the previous 
year: 
·  weekly email bulletin – more than 77% of respondents accessed this during the year 

including over 43% of respondents who used it more than 12 times in the past 12 
months. However there was a big drop from last year when 92% of respondents 
accessed the email bulletin 

·  seminars / training/ events – 78% of respondents accessed these (up from 71% last 
year) (note that the promotion of survey completion at the QCOSS conference may 
have influenced this result – 33% of respondents were taking part in a QCOSS event 
while they completed the survey! 

·  QCOSS website – over 77% of respondents accessed the website during the year 
(down from 84% in 2008) 

·  Fair Queensland quarterly magazine – 60% of respondents accessed this service 
during the year (down from 64% in 2008) 

·  networking opportunities – 62% accessed, the same proportion as last year 
·  QCOSS staff support, advices and responses – accessed by 56% of respondents. 
 
Less well-used were: 
·  QCOSS website job advertisements – accessed by 43% of respondents 
·  free event promotion on the QCOSS website – accessed by 45% of respondents 
·  members’ discounts on QCOSS products and events – used by 37%. 
 

Figure 2 2a: Frequency of use of QCOSS products and services  
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Figure 2 2b: Frequency of use of QCOSS products and services  

Figure 2 2c: Frequency of use of QCOSS products and services  
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Figure 22d shows frequency of use of FQ magazine, with the scale amended to reflect the 
magazine’s quarterly publication. 
 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

2.4.2. Satisfaction with products and services 
 
Satisfaction with QCOSS products and services was fairly high across the board for 
respondents who had accessed them. There were no significant sources of dissatisfaction, 
with fewer than 4.5% of respondents stating they were not satisfied for any of the listed 
items. 
 
The highest level of satisfaction among users of the product and services related to: 

·  the weekly email bulletin with 92% of those who used it satisfied or very satisfied 
·  QCOSS website – 87% of users satisfied or very satisfied 
·  QCOSS seminars and events – 84% of users satisfied or very satisfied 
·  QCOSS advice, support and responses to queries – 83% of those who had 

accessed this were satisfied or very satisfied 
·  Networking opportunities – 82% of users were satisfied.   

 

Figure 2 2d: Frequency of use: FQ Magazine  
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Figure 2 3a: Satisfaction with  QCOSS products and services  

 

Figure 2 3b: Satisfaction with  QCOSS products and services  
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Figure 2 3c: Satisfaction with  QCOSS products and services  
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Appendix 1 Survey instrument 
 

 

 

 
 

QCOSS Members and Stakeholders Survey  
The Queensland University of Technology Centre for Philanthropy and Nonprofit Studies is conducting 

this survey of members and stakeholders on behalf of the Queensland Council of Social Service 

(QCOSS). The information you provide will inform the QCOSS Board, management and staff about the 

progress of the organisation’s strategic outcomes and the satisfaction of members and stakeholders with 

the standard of service being delivered by QCOSS. 

This survey is voluntary and your responses are anonymous. It will take you approximately 10 minutes 

to complete this questionnaire.  

The questionnaire needs to be completed by 28 August 2009. If you have any questions about this 

survey, please contact John Mikelsons on 3004 6900 or email johnm@qcoss.org.au   

By completing this questionnaire you are agreeing to participate in this study.  

The Member and Stakeholder Engagement Service Charter is printed on the following page.  

Thank you for your time. 

 

INSTRUCTIONS 
 

General instructions 

All questions are about QCOSS and the standard of service being delivered by the 

organisation. All questions refer to the last 12 months. 

To answer the questions in this survey:  

1) Tick the box  ��� �   that shows your response 

2) Write in your answer where space is provided 

 



 QCOSS Member & Stakeholder Survey 
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Member and Stakeholder Engagement 
Service Charter 
 
Purpose of Queensland Council of Social 
Service 
 
Queensland Council of Social Service 
(QCOSS) provides a voice for and with 
Queenslanders affected by poverty and 
inequality and acts as the state-wide council 
that leads on issues of significance to the 
social, community and health sectors. QCOSS 
is a member of a nation wide network of State 
and Territory Councils and the Australian 
Council of Social Service (ACOSS). 
 
We work for a Fair Queensland, where 
individuals and communities across the State 
have the resources they need to participate in 
and benefit from social and economic life by:  
 
• Developing and advocating socially, 

economically and environmentally 
responsible public policy and action by 
government, community and private 
sectors; 

• valuing, promoting, supporting and 
developing the capacity of  non 
government organisations in providing 
assistance to vulnerable Queenslanders 
and contributing  to policy making, and  

• contributing to an informed public opinion 
on social issues 

 

Promotion of our mission and values  
 
QCOSS will pursue its purpose through: 

·  Policy development and advocacy, 
and  

·  Sector development.  
 
A critical element of this work is successful 
engagement with our members and 
stakeholders through: 
 

·  Consultation; 
·  active participation in agenda setting, 

policy dialogue, and 
·  the development, and evaluation of 

policy, program and service settings. 
 

QCOSS will lead by example in a 
demonstration of the unique strengths of the 
sector namely: 

·  A strong focus on the needs of service 
users; 

·  knowledge and expertise to meet 
complex community needs and 
difficult social issues; 

·  an ability to be flexible and innovative; 
·  the experience and independence to 

innovate; 
·  engagement with the skills and 

experience of volunteers; 
·  an ability to involve local people to 

build community ownership; 
·  trust-building  within and across 

communities, and 
·  cost-effectiveness and 

responsiveness in service delivery. 
 

We engage to :  
·  Value local difference and diversity; 
·  think with care about enquiries and 

approaches made to QCOSS; 
·  be positive, effective and efficient in 

our communication and services 
provided; 

·  apply principles of continuous quality 
improvement to our service provision 
and respond to constructive input from 
members and others; 

·  maintain confidentiality in all our 
activities; 

·  behave ethically in all our dealings, 
and   

·  undertake to provide information and 
resources to assist members to 
engage in sector development, policy 
and advocacy processes.  

 
We expect from members and stakeholders: 

·  Partnership relationships which 
acknowledge the independence of the 
community sector organisations, and 
the importance to democratic vitality of 
the sector; 

·  constructive advice when we do not 
abide by this charter. 

·  a recognition that engagement is a 
two-way process, and that QCOSS is 
reliant on a strong and engaged 
membership in the enterprise to bring 
about a Fairer Queensland  

·  an acknowledgement that it is not 
always possible for QCOSS to engage 
with multiple issues in many locations 
and that QCOSS’ primary role is to 
strategically position itself to impact on 
policy at a Statewide level, and  

·  affirmation and celebration of success.



J6028 QCOSS Member & Stakeholder Survey 
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Q1 The following is a list of sector development in itiatives that QCOSS is participating in. 
Please indicate the level of knowledge you have for each initiative. 

Initiatives Good 
knowledge 

Some 
knowledge 

No 
knowledge 

(a) QCOSS’ participation in the Community Services 
Futures Forum - a coalition of over 45 state-wide human 
services, peak organisations, service providers and 
networks across the whole of Queensland 

 1  2  3 

(b) QCOSS’ work to raise the profile of the sector - including the 
development of the Community Services Sector Charter as a tool 
to promote the value and the contribution of the sector.  

 1  2  3 

(c) Along with the other peaks, QCOSS’ lobbying for a partnership 
agreement with the state government that eventuated in the  
development of the Queensland the Compact  

 1  2  3 

(d) QCOSS’ involvement in the Compact Governance Committee 
– which consists of representatives from the sector and from 
government to provide oversight to the implementation of the 
Compact  

 1  2  3 

(e )QCOSS’ work to shape government funding policy and practice 
– including its earlier participation in the Fair Level of Funding 
Project which reflects sector issues 

 1  2  3 

(f)QCOSS’ work to reduce red tape – including earlier submissions 
to the Queensland Audit Office and Public Accounts Committee 
Inquiry into the management of funding to NGO, and its ongoing 
work to raise sector issues pertaining to administrative and 
compliance related burden  

 1  2  3 

(g) QCOSS Director Jill Lang’s participation in the Taskforce to 
develop a National Compact for the not for profit sector    1  2  3 

(h) Good Work – Decent Wages – a project which resourced the 
sector to advocate for better wages and conditions for workers.  1  2  3 

(i) The management and re-development of the Community Door 
website to provide online resources to support organisational 
development 

 1  2  3 

(j) Participation of QCOSS and other sector representatives in 
providing input into the development of the Queensland 
Implementation Plan in response to the Whitepaper on 
Homelessness. 

 1  2  3 

 

Q2 The following is a list of the Strengthening Non- Government Organisations initiatives 
provided by QCOSS. As part of the SNGO program if you have attended any of the 
following please indicate how helpful they were to you.  

 Very 
Helpful 

Helpful  Neither 
helpful 
nor 
unhelpful 

Unhelpful  Did no t 
access 

(a) One-on-one support in relation to 
the Community Service 
Standards 

 1  2  3  4  5 

(b) Workshops in relation to 
Standards  1  2  3  4  5 

(c) Peer Support  1  2  3  4  5 

(d) Regular emails sent from Sector 
Development Workers in regions   1  2  3  4  5 
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Q3 The following is a list of QCOSS policy/ advocacy initiatives. Please indicate your 
awareness of each. 

Initiatives Good 
knowledge 

Some 
knowledge 

No 
knowledge 

(a) Development of an annual  social policy submission to the 
State budget  

 1  2  3 

(b) Advocacy of fair and sustainable policy through various other 
social policy submissions, advisory mechanisms, workshops, 
forums, reference groups, breakfasts, etc.  

 1  2  3 

(c)  Social policy forums through the State seeking member and 
stakeholder input on policy issues and solutions  1  2  3 

(d)  Development and advocacy of an end-poverty plan for QLD 
particularly around Anti-Poverty Week  1  2  3 

(e) Participation in and development of key policy networks on 
issues such a homelessness and energy pricing  1  2  3 

(f)  Poverty seminars/summits involving guest speakers  1  2  3 

(g)  The Poverty in Queensland Report  1  2  3 

(h)  Social policy fact sheets  1  2  3 

(i) The QCOSS advocacy plan  1  2  3 

(j)  The QCOSS advocacy kit  1  2  3 
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Q4 How effective do you think QCOSS has been in achie ving the following goals in the past 
12 months? 

Goals Very 
effective 

Quite 
effective 

Not 
effective 

Don’t 
know / not 

sure 

(a) Developing well-articulated policy positions  1  2  3  4 

(b) Having a positive influence on government 
policy   1  2  3  4 

(c)  Having a positive influence on community 
debate  1  2  3  4 

(d)  Representing the issues concerning 
disadvantaged people to government 

 1  2  3  4 

(e) Representing the issues concerning 
disadvantaged people to the wider community  1  2  3  4 

(f)  Representing community sector issues to  
government   1  2  3  4 

(g)  Representing community sector issues to  the 
wider community  1  2  3  4 

(h) Providing opportunities for engagement in 
social policy development  1  2  3  4 

(i)  Providing opportunities for engagement in 
sector development  1  2  3  4 

(i)  Development of strategies for engagement with 
Indigenous organisations  1  2  3  4 

(k)  Developing a rural and remote focus  1  2  3  4 

(l)  Developing a multicultural focus  1  2  3  4 

 

Q5 How would you rate the overall performance of QC OSS as a peak body? 

Very 
effective 

Quite 
effective 

Not 
effective 

Don’t 
know / 

not sure 

 1  2  3 

 

 4 

Q6 Compared to one year ago, how would you rate the pe rformance of QCOSS as a peak 
body? 

More 
effective  Same 

Less 
effective  

Don’t 
know / 

not sure 

 1  2  3 

 

 4 
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Q7 How strongly do you agree with this statement:  QCOSS has engaged effectively  with 
members and stakeholders in 2007-08 

Strongly 
agree 

Agree 
Neither 

agree nor 
disagree 

Disagr
ee 

Strongly 
disagree 

 1  2  3  4  5 

 

Q8(a)   QCOSS’ strengths are: 

___________________________________________________________________________________ 

___________________________________________________________________________________ 

___________________________________________________________________________________ 

Q8(b)  QCOSS would be more effective if it:  

___________________________________________________________________________________ 

___________________________________________________________________________________ 

___________________________________________________________________________________ 

Q9(a)  The following is a list of QCOSS member produc ts and services. Please indicate how 
many times you have accessed these products or serv ices in the past 12 months.  

 1-5 6-12 More than 
12 

Did not 
access 

(a)  Weekly QCOSS E-mail Bulletin  1  2  3  4 

 1 2-3 4 or more 
times 

Did not 
access  

(b)  Quarterly QCOSS Magazine ‘Fair Queensland’  1  2  3  4 

 1-5 6-12 More than 
12 

Did not 
access 

(c)  Free event promotion on the QCOSS website   1  2  3  4 

(d) Free job advertisement on the QCOSS website  1  2  3  4 

(e) Seminars/Events/Forums  1  2  3  4 

(f)  Member’s discounts on QCOSS products/ events  1  2  3  4 

(g) Networking opportunities  1  2  3  4 

(h) QCOSS website  1  2  3  4 

(i)  QCOSS Staff members’ advice, support and 
responses to your questions  1  2  3  4 
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Q9(b)   Please indicate how satisfied you have been with the following products and services in 
the past 12 months. If you did not access a service  or product, tick “Did not access”.  

 
Very 

satisfie
d 

Satisfie
d 

Neither 
satisfied 

nor 
dissatisfi

ed 

Not 
satisfie

d 

Did not 
access 

(a)  Weekly QCOSS E-mail Bulletin  1  2  3  4  5 

(b)  Quarterly QCOSS Magazine ‘Fair 
Queensland’  1  2  3  4  5 

(c) Free event promotion on the QCOSS website   1  2  3  4  5 

(d)  Free job advertisement on the QCOSS 
website  1  2  3  4  5 

(e)  Seminars/ Events/ Forums  1  2  3  4  5 

(f)  Member’s discounts on QCOSS products/ 
events  1  2  3  4  5 

(g) Networking opportunities  1  2  3  4  5 

(h)  QCOSS website  1  2  3  4  5 

(i)  QCOSS Staff response to your questions and 
queries  1  2  3  4  5 

(j)  QCOSS Staff members’ advice, support and 
responses to your questions  1  2  3  4  5 

 

Q10(a)  Please indicate the group to which you belon g: 

(a) Peak Body/sector network  1 

(b) Government  2 

(c) Not for profit community 
and/or health organisation 

 3 

(d) Individual  4 

(e) Other  5 

 

Q10(b) How long have you been associated with QCOSS? 

Less than 1 year  1 11-15 years  4 

1–5 years  2 16-20 years  5 

6-10 years  3 More than 20 years  6 

 

Q10(c)  Is your organisation: 
 (Please select one) 

(a) Multicultural  1 

(b) Indigenous  2 

(c) Other  3 

 



J6028 QCOSS Member & Stakeholder Survey 

 

 
 Page 31 

Q10(d)  If you belong to a not-for-profit organisat ion, is your organisation: 
 (Please select one) 

(a) Organisation with no income  1 

(b) Small organisation  (annual income up to $100,000)  2 

(c) Medium organisation  ($100,000–$500,000)  3 

(d) Large organisation 1  ($500,000-$1.5 million)  4 

(e) Large organisation 2  ($1.5-5 million)   5 

(f) Large organisation 3  (over $5million)  6 

(g) Corporate  7 

(h) Not applicable  8 

 

Q10(e)  Please input Postcode  
 

 
 

Q10(f)   Please indicate whether you are a: 

(a) Member  1 

(b) Non-member  2  

 

 

Thank you for completing this survey. Your answers w ill enable QCOSS to assess member’s 

views regarding our progress towards achieving our strategic outcomes. 
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Appendix 2: Verbatim Responses 
 
QCOSS’ strengths are: 

·  its capacity to lead the sector 
·  can devote all of time and money in these areas - most organisations have other 

agendas that must be attended too as well 
·  they are well received by all levels of government and respected within the sector 

and by the wider community. They are well linked nationally. They have a long 
established history. Their information is well researched and evidence based.  

·  good director, good communication with the newsletter 
·  its ability to cross many sectors (housing and homelessness, poverty, social 

inclusion and exclusion, child and family support) 
·  seems to 'know' government members 
·  committed people. By the way, I work for 3 organisations, which fall into the small, 

medium & large (only just!) categories. 
·  no answer 
·  I am currently relieving the Co-ordinator at our Centre, so my knowledge (about 

QCOSS details) is still somewhat limited at this stage.  
·  connection with non-government human service organisations. It seems to 

represent them and their staff well. 
·  up to date with issues 
·  relationship with Department of Communities 
·  ability to influence government, but only if it truly represents all NGO in the State 

equally. 
·  focus on poverty focus on things that matter to the sector (wages, red tape etc) 
·  profile and currency with government. Resources and capacity. Broad networks 
·  the email bulletin is excellent, and jobs on the website fantastic.  
·  organised paid secretariat 
·  using all resources/ mediums to reach members to keep them informed Addressing 

several vital issues for service users and staff at the same time and making the 
government aware of these issues 

·  commitment to engage with all stakeholders and encourage active participation by 
all groups. 

·  getting involved in NFP business. 
·  has the ear of the government , is highly respected and professional, has been able 

to attract funding to undertake projects  
·  in the membership numbers, and are not afraid to take on the big issues. 
·  being well versed across a range of issues and being able to articulate these views 

to government and the general community esp through the media 
·  is a visible organisation 
·  wide focus on social policy Good team of people, well managed. 
·  seem to be committed 
·  communication accessible collegial  
·  the role it plays as a peak body keeping org. informed, attempting to gain feedback 

from a variety of sources, advocacy for the NGOs and the people who access. 
·  relationship with Government Well known 
·  communication Establishing a voice for the community sector 
·  communication by a range of venues 
·  focused peak body clearly articulated governance structure (effective). Engage 

stakeholders 
·  positive engagement of government 
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·  being well positioned, known & respected. The fact it has been around for 50 years 
makes it credible. The links it has with government and its ability to commission 
credible research. 

·  sector development and support 
·  collaborative work 
·  clear and timely articulation of critical poverty related issues Engaging state-wide 
·  good Leadership Effective Staff Engaging staff and leadership 
·  communication, Advocacy, Inclusion, Information 
·  available / Approachable Proactive 
·  regular, consistent communication 
·  not quite sure 
·  being a known organisation with a voice, however perhaps not in the general 

community 
·  networking Competence Media networks awareness in community quality and 

succinct information and facts 
·  independence Good data Credibility with the sector 
·  members/participants Advocacy Policy development diversity 
·  providing a voice for small social service groups 
·  has got more of a name now to more exciting new things for communities 
·  dialogue with us in rural and remote area such at Atherton QLD. Feel very much in 

the loop, Andrea is a great asset. Hope you love her as much as we do. 
·  working together with govt to make change 

  
 

 
QCOSS would be more effective if: 

·  regional sector development workers were retained, failing that strong links 
are maintained with rural/remote key players/networks  

·  recognises the diversity of its member organisations and therefore the 
differing ways in which issues impact on these organisations. QCOSS is 
thought of as a peak for organisations in the community sector but I don't see 
this clearly reflected in its purpose. Is this a misconception I have? If it does 
have this peak role then it must be careful about integrity and the separation 
from the State government so that it can truly represent and advocate on 
behalf of the community sector organisations. QCOSS must also remember 
and think about how to best represent those member organisations that are 
only funded by Qld Health - I am aware that the majority of organisations are 
funded by Dept of Communities but the others do exist and need to be 
remembered. 

·  maintained sector workers in regional communities.  
·  not sure 
·  spent more time representing the community sector to the Govt and less time 

representing the Govt to the community sector. - recognised that small 
(micro) community orgs have their own issues, but often don't have the time 
to participate in (or even read about) QCOSS initiatives. - recognised that 
much of the value of small community orgs is in their ability to provide 
innovative and flexible responses to individual service users, as small orgs 
are not shackled by the structure and bureaucracy required by larger 
organisations. Represent small orgs as valuable in this way to Govt. - 
resourced small orgs (ie: paid for a worker) to participate in QCOSS panels 
and networks. I worry that QCOSS believes the small orgs are not interested 
in contributing, when the reality is that they don't have the time, resources, 
capacity to contribute. They often don't have the time to even read about 
QCOSS opportunities. QCOSS needs to work developmentally with these 
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orgs, meeting them where they are at, if QCOSS truly values them and wants 
to engage with them. 

·  more focus in regional and rural areas 
·  not able to offer suggestions at this stage 
·  with respect to QCOSS's role as "a voice for and with Queenslanders affected 

by poverty and inequality": - Perhaps take a less technocratic approach to 
policy development and one that focuses more on 'story-telling': simple 
messages that communicate fundamental values of social justice, delivered 
via a clear campaign with clear aims. At this stage it is not the 'detail' of social 
policy that matters as much as the values and ideology of communities and 
governments (leaning more towards conservative/social control than 
liberal/social justice) that influence it. We need to change this to have any real 
impact on equality and justice for those around or below the poverty line. 
QCOSS's very 'professional' approach to policy development alienates much 
of the sector, let alone the general public. Think Foucault's idea of discourse - 
QCOSS isn't the only peak guilty of this, we all are. But in trying to set 
ourselves up as 'experts' we're leaving our constituency behind. Consider just 
the language you use and the depth of information you provide. It's fine for 
social policy 'experts', but not for many others. - Consider focusing on less 
issues. The budget submission is great, but do you really expect to win on so 
many issues? For e.g. out of dozens if not scores of recommendations over 
the last 2-3 years, the early-intervention money was defined as a 'win' - but in 
the context of less overall spending on community services (some win). - 
Finally, we need to get away from the idea that more social services are 
better for those on low incomes. What about some basic entitlements that 
don't necessarily need a case-worker (safe-secure accommodation, free 
unstigmatised access to health care, decent work that provides a living wage 
etc). Where is the social policy advocacy in these areas? We (not just 
QCOSS, but the sector generally) have spent a lot of time fighting for 
ourselves lately, but there are many people on low incomes who don't need a 
case-worker, just a decent job, security of tenure at wherever they live, or the 
ability to get free health care without having to stick your hand up and say I'm 
a "poor good-for-nothing" (i.e. bulk billing without health care cards). 

·  not sure you can only send out so may emails it is up to the individual to read 
them. Not everyone has access to emails even in this day and age. 

·  considered the implementation of an on-line interactive database of all SAAP 
services (and other DoC funded services?)throughout the state, similar to 
HSNet in NSW. 

·  had a broader relationship with the sector and their client groups. 
·  it had better representation on the Gold Coast. Our organisation has only 

been aware of one forum held on the Gold Coast in the past year, and we do 
not receive information on QCOSS happenings. 

·  had more resources 
·  ENGAGED WITH THE LESBIAN, GAY, BISEXUAL AND TRANSGENDER 

COMMUNITIES AND COMMUNITY ORGANISATIONS, understood our 
issues and developed advocacy targets and strategies to respond to the 
needs of those of us experiencing disadvantage. IT IS VERY DISAPOINTING 
THAT QCOSS DOES NOT INCLUDE LGBT AS A TARGET EQUITY GROUP 
IN EVERYTHING IT DOES IN THE SAME WAY OTHER EQUITY GROUPS 
ARE. Whilst other areas of the community sector may be under resourced, 
the LGBT communities receive NO recurrent funding for capacity 
development or community service delivery. We are also not included in 
government or community sector policy. OF ALL EQUITY GROUPS, THE 
LGBT COMMUNITIES ARE THE MOST REGULARLY AVOIDED AND ARE 
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NOT ENGAGED WITH AROUND OUR ISSUES - frankly if QCOSS can't be 
bothered, why would its members or the government. This is not surprising, 
given that it was only 20 years ago that being a gay man made you indictable 
under serious provisions of the criminal code. QCOSS - the LGBT 
Communities need you to show leadership to the community sector and 
government by taking up our advocacy issues. 

·  made a media/ press-release regarding every newsworthy story; i.e. acted 
more like the Peak AUTHORITY 

·  got links with more organisations and worked the phones as well as 
broadcasting emails 

·  can not think of anything this early on Wednesday morning 
·  I believe that QCOSS is very effective now. It would be difficult to deliver 

more with no further resourcing. 
·  Indigenous networks and NGO's and business all working in partnership to 

collectively address Indigenous issues - see Boatshed Declaration 2009 
Perth. Need to be a lot more proactive in the area of social justice. QCOSS is 
very slack on Indigenous issues and supporting Indigenous people's issues 
and working to create local, regional and state based solution. QCOSS does 
not hold QLD govt accountable on this social justice issues - basically turns a 
blind eye to the situation - like the 'old days' in Queensland. Where the 
strategy, partnership, solution? where's the indigenous Advisory body for 
QCOSS - where's the input, the connection, the working in partnership to 
create sustainable long lasting solutions in Queensland. Where's the vision, 
the wisdom of the elders, the opportunity for change.  

·  could travel around the State more with information sessions 
·  had the capacity to build on the current work that they are engaged in. 
·  identified and acknowledged Lesbian, Gay, Bisexual and/or Transgender 

people as a at needs minority group that has specific needs that need support 
from across the community and organisations 

·  sought more stakeholder input in regional areas 
·  better coordination with other peaks to ensure that policy work is not 

duplicated. 
·  target areas not yet involved 
·  more of a focus on children and adults with disability  
·  when I was based in Brisbane access was easy, maybe a strategy for 

occasional regional contact could be developed or regional reps, that occured 
in the past and seem to work.  

·  was more inclusive of the WHOLE state not just SE Qld 
·  the organisation was more fearless in speaking out about what government 

does to reinforce disadvantage. This would provide powerful modelling for the 
NCTO sector 

·  if it is a peak, this should be reflected better with mission and values. Think 
broader than Department of Communities. Ensure information is distributed 
equitably to its members. Watch for integrity of govt.  

·  Sector Development and support workers were refunded 
·  tapped experience and ability of members more effectively 
·  greater regional/remote engagement 
·  had active reps (paid) in regional places ie someone from an agency in 

regional organisation paid $x to actively promote and engage with other 
agencies on QCOSS behalf 

·  not sure 
·  grew bigger for more capacity 
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·  determined what role to play for whom. EG large NFP's have existing 
resources/policies etc. What support if any can QCOSS play to this growing 
group? 

·  nothing not to sure but really happy with what’s been achieved 
·  keeps a rural and remote contact available 
·  informed our people about issues or Questionnaires�

 

 


