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“For the ﬁrst +me in Junc+on’s 40 years of opera+ons, we have all
Community Services client informa+on in a single system. The
improvement across the organisa+on has been transforma+onal.”
About Junc%on Australia
Junc%on is a leading provider of a wide range of community support services and
quality housing in South Australia. Since 1979, the organisa%on has worked
collabora%vely to support and provide a beBer future for children, young people, atrisk families, the homeless, and women experiencing domes%c violence.
Reasons Penelope was chosen by Junc%on
• Conﬁgurable, user-friendly system that can accommodate the diverse needs and
requirements of mul%ple programs
• Single source of truth for collec%on, aggrega%on, and repor%ng of data to help
analyse and improve service delivery
• Cost-eﬀec%ve system that can reduce manual processes and %me spent compiling
reports, while helping to eliminate duplica%on of work
Beneﬁts from Penelope
• Improved transparency across all programs leading to meaningful insights and beBer
decision-making, as well as improved outcomes
• Having all client informa%on in one system has led to transforma%onal improvement
in quality and compliance across the organisa%on
• More eﬀec%ve and eﬃcient service delivery, higher client sa%sfac%on, and beBertrained staﬀ

Introduc%on
For 40 years, Junc%on has been providing a diverse array of community support and
housing services to vulnerable individuals and families in South Australia. Junc%on’s
vision is a beBer future for all, achieved by working collabora%vely to inﬂuence the
lives of children, young people, and families to reach their full poten%al within a
thriving community.

Each year, Junc%on helps over 8,500 people across 33 local government areas in
South Australia, including providing homes for 4,000 tenants and providing 30
diﬀerent services to assist 4,500 people.
Junc%on started using Penelope in July 2018, and the system has quickly become the
organisa%on’s single source of truth for Community Services client data, leading to
improvements in service delivery, quality and outcomes, while also improving the
client experience. We recently contacted Ian Simpson, Chief Informa1on Oﬃcer at
Junc1on, to learn more.

What system(s) was Junc%on using to track client informa%on prior to
Penelope?
Prior to Penelope, Junc%on was using a number of program-speciﬁc applica%ons,
along with a combina%on of hard copy ﬁles, spreadsheets, Word documents, and
internally developed databases.
Repor%ng was reac%ve and primarily focussed on mee%ng funding requirements. All
of the systems were siloed so there was no single ‘source of truth,’ which resulted in
clients telling their story mul%ple %mes, a lack of transparency, and challenges in
making informed decisions.

What was the main problem your organisa%on was trying to solve with
a new case management system?
There were a number of key challenges to overcome, including:
• The exis%ng systems were no longer ﬁt for purpose
• The cost and %me involved in maintaining and training people in mul%ple legacy
systems was prohibi%ve
• There was no single view of our client base, resul%ng in variable customer
experiences
• The focus was on recording outputs rather than outcomes
• It was not possible to meaningfully evaluate program or staﬀ performance

What factors did you consider before making your decision?
Our requirements focussed on:
• A single, cloud-based case management system to meet the needs of all current and
future programs
• The ability to conﬁgure and evolve the system using internal resources

• An integrated system to address both case management and outcomes measurement
objec%ves
• The ability to be a ‘single source of truth’ for the aggrega%on, analysis, and repor%ng of
volumes of data into ac%onable insights to inform service delivery improvement
• The integra%on with business intelligence repor%ng systems to incorporate informa%on
from our Housing, Community Services, and Corporate informa%on systems
• The reinforcement and demonstra%on of value to funders, stakeholders, and the
broader community, through validated and credible evidence-based methodologies
• The reduc%on of %me spent on manual processes - duplica%on and rework, repor%ng
to funders, grant acquiBals, and other internal requirements
• Cost eﬀec%veness in rela%on to licensing, training, and system changes over %me

Since 1979, Junc-on has been providing assistance and housing to children, young people, at-risk families, and
women who have experienced domes-c violence.

Why did you choose Penelope?
• Penelope met or exceeded all our criteria and needs
• There is a growing user base in South Australia
• Local pre-sales support was excellent, which greatly assisted in de-risking the ini%a%ve

• The adaptability of the system to meet the needs of diﬀering program requirements
and measurements
• The interface is user-friendly and was well-received by staﬀ

What was your implementa%on experience like?
Overall it was a very posi%ve experience. We selected the Knowledge Transfer (KT3)
approach where we received great support from the Athena Project Manager who
trained us how to build, conﬁgure, and administer Penelope from the outset.
One of Athena’s consultants was on-site for several days and was always available for
ques%ons. The KT3 implementa%on package meant that key Junc%on staﬀ quickly
became proﬁcient in the use and understanding of Penelope. This has beneﬁted our
organisa%on as these ‘super users’ have been able to con%nue to design and develop
Penelope to meet our business needs.

What issues has Penelope helped your organisa%on solve?
For the ﬁrst %me in Junc%on’s 40 years of opera%ons, we have all Community Services
client informa%on in a single system. We have only been using Penelope since July
2018, but the improvement across the organisa%on has been transforma%onal.
Improved transparency has assisted in greater quality and compliance in rela%on to
contractual, regulatory, and internal policies. Case reviews by senior staﬀ have
resulted in the iden%ﬁca%on and rec%ﬁca%on of training needs as well as improved
supervision and support for staﬀ. This ul%mately results in beBer programs, higher
client sa%sfac%on, beBer trained staﬀ, and more eﬀec%ve and eﬃcient services.

“Improved transparency has assisted in greater quality and
compliance in rela7on to contractual, regulatory, and internal
policies. This ul7mately results in be<er programs, higher client
sa7sfac7on, be<er trained staﬀ, and more eﬀec7ve and
eﬃcient services.”
How would you explain Penelope to someone who has never used it?
Penelope is a ﬂexible, adaptable, cost-eﬀec%ve, and scalable cloud-based, Case and
Outcomes Management system which has been speciﬁcally designed by people who
understand the diﬀering needs of the sector, speciﬁc programs and clients.
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Data is collected in conﬁgurable forms and ﬁelds and the repor%ng engine assists in
turning that same data into meaningful and ac%onable informa%on and insights.
This in turn assists in beBer decision making as well as program and outcomes
improvement which ul%mately helps to demonstrate compliance with funding
requirements and value, through tangible, evidence-based methodologies.

What measurable beneﬁts have you seen since implemen%ng
Penelope?
Although there are without doubt eﬃciency beneﬁts, that was not our primary driver
for the implementa%on of Penelope. In fact, focussing on ﬁnancial eﬃciencies alone
greatly undervalues the beneﬁts of the system.
For example, what is the quan%ﬁable ‘value’ of:
• Greater transparency resul%ng in more informed decision making
• A lower-risk environment for our clients and staﬀ as a result of more eﬀec%ve
supervision and training
• Greater consistency across staﬀ and programs, resul%ng in a more consistent and
repeatable service
• The reputa%onal beneﬁts of %mely, accurate, and relevant informa%on and insights

Would you recommend Penelope to other organisa%ons? If so, why
Penelope has been an excellent solu%on for Junc%on’s diﬀering programs and needs.
The user base is rapidly growing, resul%ng in signiﬁcant investment in ongoing
development which is driving further features and enhancements. In eﬀect, an
excellent system is con%nually geeng beBer!
With the help of Penelope, Junc%on is con%nuing to enhance our internal capabili%es
and the more we learn, the more we realise how much ‘beBer’ we can and will
become!
Penelope is a journey, it is not an ‘event’ and the path to improvement is both long
and at %mes challenging yet at the same %me, exci%ng and rewarding. We have no
hesita%on in recommending Penelope for those willing to take that journey.
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