
Uniting values a culture of evidence for, and from, practice and has a long tradition of supporting family wellbeing 
through their post-separation counselling and mediation services.  Together with a team from the University of 
Newcastle, Uniting have undertaken an extended program of collaborative research exploring best practice in post-
separation counselling and mediation.

WHAT DOES EXISTING EVIDENCE IDENTIFY 
AS BEST PRACTICE IN POST-SEPARATION 
COUNSELLING & MEDIATION SERVICES?

Rapid review of the available evidence identifies the 
following best practice principles for post-separation 
counselling and mediation services:

•  Best practice is flexible, facilitative and fit for purpose

• Practitioners are critical for best practice outcomes

• Best practice requires appreciation of factors that 
frame client’s experiences and likely outcomes 

 (i.e., is responsive to context and complexity) 

• Best practice meets multiple and often conflicting 
aims & objectives of diverse populations of clients

HOW ARE THESE PRINCIPLES IMPLEMENTED 
WITHIN UNITING’S COUNSELLING & MEDIATION 
SERVICES?

•  Staff receive quality supervision while working to good 
policies and practice guidelines

• The organisation and its staff have a clear focus on 
the wellbeing of children

• Specialist expertise in post-separation experience 
supports responsive child and family focused practice

• Innovative hybrid practice models support complex 
issues to be safely resolved

WHAT COULD IMPROVE ALIGNMENT BETWEEN 
BEST PRACTICE PRINCIPLES & UNITING’S WORK?

•  Continued focus on monitoring and support of staff.

• Continued space for reflective practice especially 
around complex cases.

• Considered recruitment and retention strategies for 
quality staff.

• Adopting a diverse, inclusive and relationship driven 
focus for policy and practice guides.

• Emphasising safety and increasing collaboration

HOW UNITING ARE LEADING THE WAY

EVIDENCE-INFORMED 
BEST PRACTICE PRINCIPLES

Uniting achieves positive outcomes for their counselling and 
mediation services by providing services that are aligned with 

evidence-informed best practice principles.

POSITIVE OUTCOMES ARE MOST LIKELY WHEN:

• Practice is flexible, facilitative and fit for purpose

• Practitioners are highly skilled and well supported 

• Individuals are effectively engaged and have positive 
working relationships with the practitioners

M O D E L L I N G 
a focus on best practice and continual 

improvement

E M B R A C I N G
 an ethos of collaborative knowledge 

development for practice 

D E M O N S T R A T I N G 
the value of collaborative, holistic and flexible 

practice approaches flexible to fit context 

V A L U I N G 
reflective practice approaches that includes 

outcome measurement for quality assurance

BEST PRACTICE & TRENDS IN COUNSELLING & MEDIATION SERVICES IN NSW
A  C O L L A B O R AT I V E  C A S E  S T U D Y  O F  U N I T I N G



THIS DIAGRAM IDENTIFIES HOW BEST PRACTICE ADAPTS TO CONTEXT
Best practice occurs when skilled practitioners share a common understanding of 
their role & purpose & have access to practice models & approaches to respond to 
presenting issues of varying complexity.

HOW DO UNITING’S COUNSELLING &
MEDIATION SERVICES ACHIEVE POSITIVE

OUTCOMES FOR THEIR CLIENTS?
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Highly skilled practitioners

A common focus on child wellbeing

Strong support & supervision for staff

Flexible approaches & models of practice 

An ethos of collaboration & collaborative cross-disciplinary work

A history of availability of high-quality training

A history of strong clinical leadership with a focus on clinical 
needs in decision making 

AREAS FOR FURTHER INVESTIGATION
ALIGNMENT

Opportunities exist to engage with diverse family 
groups and men, which will require thinking about 

the fit for purpose of existing models of practice.

Not all services are available in all areas (due to 
funding) which may limit capacity to adequately 

meet place-based need.

RESOURCES
Targeting services to engage marginalised families 

will require more time, expertise and resources.

7 KEYS TO SUCCESSFUL CLIENT OUTCOMES

ARE OUTCOMES FOR PARTICULAR CLIENTS SIGNIFICANTLY BETTER 
& IF SO WHY? With due caution given to small sample size, results from 
survey of past clients suggests differences in self-reported outcomes:
 
Men were less satisfied and reported poorer outcomes than women. Factors 
contributing to this could include: a perception by men that the family law system 
favours women, the gender balance of staff working with these men, and the 
expectations men may hold about possible and probable outcomes of their service 
engagement.

There is scope for Uniting to engage more families from diverse backgrounds 
(including cultural, sexuality and people with disabilities). Challenges include the 
Western nature of many practice models, creating accessible services and increasing 
the diversity of the workforce. 

CONSIDERATIONS FOR EFFECTIVE OUTCOME MEASUREMENT 
FOR CLIENTS

Tools are needed that consider gender, sexuality, 
culture, ability & context that measure access, 

participation & success

FOR STAFF
Staff to identify challenges in what, 

how & when to measure outcomes

FOR THE ORGANISATION
Outcome measures ideally referenced to 

baseline context and client goals which may not fit 
organisational remit

HOW CAN COUNSELLING AND MEDIATION SERVICES MEASURE THE 
IMPACT/OUTCOMES OF THEIR SERVICES?

Uniting are undertaking extensive collaborative work with staff to build a shared 
understanding of the intended outcomes of the services delivered and how these 
are best operationalised and measured. Fostering a culture of outcomes focused 
practice holds considerable promise, especially if this extends to and includes the 
voice of clients. Key considerations for effective outcome measurement include factors 
relevant to the client, practitioner and the organisation. 

This work can maximise the value of outcomes measurement for Uniting by informing 
continuous quality improvement and demonstrating value of service innovations for 
sector leadership.
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