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People and settlements

~2000km

• ~1200 settlements of 20-500 
people each – mainly 
Indigenous

• ~30 towns of 1000-30,000 
people each – mainly non-
Indigenous



From a study for the World Bank:

’.....community-driven development boasts many 
islands of success, but these have not scaled-up 
to cover entire countries’ (Binswanger and Aryar 
2003:2)

The same could be said for services to settlements 
in remote Australia. 



DAY OF OPENING OF 
PIPALYATJARA REMOTE 
TRANSACTION CENTRE



NATASHA WILTON AND JOEL, 
EARLY USERS OF THE PYKU 
TRANSACTION CENTRE AT  

KALTJITI



Purpose

The key question addressed by this presentation is 
how can effective services be more than isolated 
examples?

In other words, how can they be replicated or 
scaled up to reach more people in more places?

We will make use of examples from the work of the 
Desert Knowledge Cooperative Research Centre 
and international learning on ‘scaling up’



We argue that systemic problems prevent 
improvements in services over time:

1.Limited learning through evaluation 

2.A supply-side emphasis that hampers proper 
consideration of investment returns and performance 
incentives. 

3. Inadequate communication between service 
providers and users



What is an effective 
remote service?



TRAINING OF MINING STAFF BY MYUMA 
PTY LTD, AN EXPERIENCED ABORIGINAL 

SERVICE PROVIDER IN WESTERN 
QUEENSLAND 



TRAINING OF ABORIGINAL MEN IN 
BOUGH SHELTER 

CONSTRUCTION AT 
CAMOOWEAL, WESTERN 

QUEENSLAND



Emerging principles of effective services
1. Quality and adequacy of supply
2. Supply of service is adaptable to local conditions affecting 

demand
3. Clear decision points
4. Involvement of trusted outsiders and insiders
5. Quality of interpersonal relationships across a service 

network
6. Form of engagement between service providers and users 

is determined by function
7. Stability in the policy environment
8. Service match to local needs and capacity

More detail at:
http://www.desertknowledgecrc.com.au/research/serviceprinciples.html



MARTU COMMUNITIES OF WA SHOW ONE 
OF THE MOST STARK DIVIDING LINES 
BETWEEN SERVICE PROVIDERS AND 

USERS, WITH MARTU REPRESENTATION 
ON THE SUPPLY SIDE VERY LOW (FROM 

DKCRC RESEARCH WITH MURDOCH 
UNIVERSITY)



More of what works
(and less of what doesn’t)

DKCRC research has pointed to a number of effective 
elements of or approaches to services, including:

•PYKu remote transaction centres (SA, with UniSA)
•Ali Curung Law and Justice Program (NT, with CAT))
•Myuma Pty Ltd (Qld, with UQ)
•Outback Stores (Curtin)
•Community Phones Project (CAT)



Barriers to scaling up;
some rethinking



Scaling up

Four approaches:

1.Quantitative; increased coverage
2.Functional; wider range of activity
3.Political; advocacy to government
4.Organisational; stronger functions

Gillespie (2003) and Uvin; Jain and Brown (2000), 
summarised by Maria Rodrigues 



The good news is that all the approaches can be 
found in the remote service sector.

The problem is that they largely happen in isolated 
bubbles. Too often, good practice is not articulated 
and its value is not recognised. 

As a result, the potential for replication is not realised 
and opportunities for systemic change are not 
identified. 



• Service models
• Policy
• Programs
• Funding/revenue

• Governance
• Needs
• Culture
• Aspirations
•Plans

SUPPLY OF SERVICES DEMAND FOR SERVICES

ANALYSIS
Outcomes

Costs
Effectiveness

INTERACTION
Communication
Service Planning

Policy Development

Rethink 1: Change our supply side 
fixations



Language reveals and shapes our 
approaches to services:

Media coverage of housing reform in the NT almost 
entirely failed to mention the planning and design of 
policy

‘WINNERS ALL ROUND IN $2BN SPREE’
The Age, May 2006

‘We need to get dollars out the door by the year end’
‘......by delivering services to.......’ (passive recipients)



• Service models
• Policy
• Programs
• Funding/revenue

SUPPLY OF SERVICES

• Governance
• Needs
• Culture
• Aspirations
•Plans

DEMAND FOR SERVICES



Rethink 2: Address shortcomings in 
service evaluation

Service evaluations tend to be expensive set-piece 
affairs 

Pre-determined roles of the service provider as 
defendant and evaluator as probing investigator. 

Occasional high-level reviews take place (ANAO, 
2007) but more nitty-gritty examinations of the 
impact of services and ways to improve them are 
absent.



Ask the provider??
The Australian Primary Health Care Research 
Institute (APHCRI) reviewed 68 studies of primary 
health care models in mental health during 2006. 

Only 7% addressed consumer and patient health 
outcomes. The overwhelmingly focus was on the 
implementation of various models. 

The most common outcome measure was data on 
the process and, often the satisfaction of 
providers (Christensen and Griffiths, 2006).  



Rethink 3: Better engagement with 
service users

Research by the DKCRC across jurisdictions has 
repeatedly shown the importance of effective 
interactions between service providers and users. 

In some cases, there is almost no engagement or 
representation of local people in planning of services 
(www.desertknowledgecrc.com.au/research/services)   

In other settings, engagement is inconsistent due to the 
high mobility of local people and the changing staff 
within service providers. 

http://www.desertknowledgecrc.com.au/research/services


Towards replication of 
effective services





Scaling up through:

Systems analysis

Prompting practitioner 
interest

Phased-in change

Monitoring to 
demonstrate results

Effective leadership



Key ingredients
We need to be able to pick the key ingredients

Evaluation is too often seen as a mystical art 
that is threatening at best and disruptive at 
worst. It is something that funders do to us.

Standardised and simplified approaches to 
service evaluation would open opportunities 
for replication.



Monitoring frameworks

Recent paper by Guenther, Arnott and Williams (NARU 
seminar, 2009) offers a more in-depth analysis of evaluation 
methods for complex programs. 



Conclusion; more than a 
drop in the ocean

The starting point for replication of effective 
services is to identify the critical elements

This gives us a basis for planning and 
programming the scaling up of effective 
services....

.....which is the subject of the next paper on 
the subject from DKCRC. 
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