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Status Report



  
CALL VOLUME: FaCSIA funded
	VOLUME
	NOV

	Incoming calls 
	

	Calls received
	5972

	Calls answered 
	3581

	Percentage answered
	60.0

	
	

	Explanation of unanswered calls
	

	Caller dropped out of queue (caller initiated abandon)
	868

	Caller directed to message bank
	399

	Caller left message on message bank
	121

	Caller received engaged signal
	1150

	
	

	Outgoing calls 
	

	Outgoing calls responding to messages, emails, support link, etc
	22

	Call Back Support Service calls made
	103

	
	

	Summary
	

	Total calls handled in month
	3706

	Total calls received since start
	461177

	Total calls answered since start
	125355

	Percentage answered
	27.2

	Total calls made since start of Call Back Support Service
	424

	
	

	Website 
	

	Total number of visits to website
	8098

	Total number of visitors to website
	3876
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Other funded projects 

	
	NOV

	Taking Fathering Further
	

	New clients – target reached Oct 06 – recruitment halted
	0

	Outgoing calls
	45

	Telegroups 
	

	Number of groups
	1

	Number of sessions
	3

	Number of participants per group
	3

	Industry MLA lines
	

	Incoming calls
	18

	Outgoing calls
	0

	
	

	TOTAL CALLS HANDLED (all programmes) 
	3772


CALL VOLUME

	BY TIME OF DAY
	NOV

	
	Nos
	%

	0:00-3:00
	252
	8.25

	3:00-6:00
	95
	3.11

	6:00-9:00
	186
	6.09

	9:00-12:00
	622
	20.36

	12:00-15:00
	704
	23.04

	15:00-18:00
	628
	20.56

	18:00-21:00
	493
	16.14

	21:00-24:00
	407
	13.32

	
	
	

	BY DAY OF WEEK
	
	

	Monday 
	558
	16.47

	Tuesday
	506
	14.94

	Wednesday
	619
	18.28

	Thursday
	615
	18.16

	Friday
	407
	12.02

	Saturday
	302
	8.92

	Sunday
	380
	11.22

	
	
	


Note: Includes all incoming calls only.
CALL TYPE
	CALL TYPE 
	NOV

	
	Nos
	%

	Counselling
	1440
	41.36

	Counselling & Information
	226
	6.49

	Counselling & Referral
	462
	13.27

	Counselling, Information & Referral
	91
	2.61

	Caller counselled & triaged to other service
	3
	0.09

	Referral
	247
	7.09

	Information
	421
	12.09

	Referral and Information
	47
	1.35

	Caller triaged to other service
	1
	0.03

	General Enquiries About Service
	122
	3.50

	Placing an order for service information
	10
	0.29

	Wanting administration
	16
	0.46

	Thanks and appreciation
	5
	0.14

	Inappropriate Call
	141
	4.05

	Caller didn't engage
	92
	2.64

	Early Disconnection
	18
	0.52

	Hang-up
	84
	2.41

	Wrong number
	13
	0.37

	Left message on answer phone (applies to outgoing calls only)
	15
	0.43

	Left message with someone (applies to outgoing calls only)
	3
	0.09

	No answer (applies to outgoing calls only)
	19
	0.55

	Complaint about the service
	6
	0.17

	Grand total
	3482
	99.828


CALL DURATION
	CALL TYPE 
	NOV (mins)

	
	Average
	Maximum

	OVERALL Incoming calls
	18.08
	91

	OVERALL Outgoing calls (eg message bank)
	17.45
	66

	
	
	

	Counselling
	25.5
	-

	Counselling & Information
	23.16
	-

	Counselling & Referral
	23.93
	-

	Counselling, Information & Referral
	23.99
	-

	Caller counselled & triaged to other service
	17.75
	-

	Referral
	6.43
	-

	Information
	7.19
	-

	Referral and Information
	12.06
	-

	Caller triaged to other service
	3
	-

	General Enquiries About Service
	6.16
	-

	Placing an order for service information
	3.2
	-

	Wanting administration
	1.63
	-

	Thanks and appreciation
	2.6
	-

	Inappropriate Call
	4.59
	-

	Caller didn't engage
	5.36
	-

	Early Disconnection
	6.84
	-

	Hang-up
	1.32
	-

	Wrong number
	1.92
	-

	Left message on answer phone
	1.19
	-

	Left message with someone
	15
	-

	Complaint about service
	1
	-


Note: Includes all incoming calls, including ‘short’ calls. Minimum call duration is 1.00min. Average call duration for ‘counselling’ calls is around 23mins. 
CASE MANAGED CLIENTS
	CALL TYPE
	NOV

	
	Nos

	Repeat Clients (high use)
	2

	Call Back Support (CBS) Clients (since May 2006)

	New CBS Clients
	59

	Total number CBS clients active during month
	125

	CBS clients closed during month
	30

	CBS clients still open at end of month
	95

	Calls to CBS clients

	Number incoming calls
	36

	Number outgoing calls
	102

	Average number of calls per CBS client
	2.14


LOCATION OF CALLS (Successful Calls) 
	LOCATION – database figures
	NOV

	
	Nos
	%

	QUEENSLAND
	392
	11.50

	NEW SOUTH WALES
	620
	18.19

	ACT
	49
	1.44

	VICTORIA
	565
	16.58

	TASMANIA
	35
	1.03

	SOUTH AUSTRALIA
	159
	4.67

	WEST AUSTRALIA
	163
	4.78

	NORTHERN TERRITORY
	20
	0.59

	Unknown
	1405
	41.23

	TOTAL
	3408
	100


Note: these figures reflect callers’ response to questioning about where they live. Unknown includes third party calls and ‘short calls’ where information is not collected.
	LOCATION – MacQuarie figures
	NOV

	
	Nos
	%

	QUEENSLAND
	634
	18.2

	NEW SOUTH WALES
	1055
	30.3

	ACT
	101
	2.9

	VICTORIA
	958
	27.5

	TASMANIA
	59
	1.7

	SOUTH AUSTRALIA
	320
	9.2

	WEST AUSTRALIA
	324
	9.3

	NORTHERN TERRITORY
	24
	0.7

	Unknown
	7
	0.2


Note: these figures reflect figures from telephone service. 
Note: The data below represents calls, not callers. 

CALLS BY GENDER
	GENDER 
	NOV

	
	Nos
	%

	Male
	2981
	85.6

	Female
	411
	11.8

	Unknown#
	90
	2.6

	Total
	3482
	100


CALLS BY POPULATION
	Country of birth
	NOV

	
	Nos
	%

	Australia
	1419
	40.75

	Overseas
	271
	7.78

	Unknown#
	533
	15.31

	Not required to be asked*
	1259
	36.16

	Total
	3482
	100


Note: breakdown of country of birth overseas available on request

	Language other than English spoken at home
	NOV

	
	Nos
	%

	Yes  - another language is spoken at home
	129
	3.70

	No – no other language is spoken at home
	1523
	43.74

	Unknown#
	571
	16.40

	Not required to be asked*
	1259
	36.16

	Total
	3482
	100


Note: breakdown of language spoken at home available on request

	Indigenous
	NOV

	
	Nos
	%

	Aboriginal
	24
	0.69

	Torres Strait Islander only
	2
	0.06

	Aboriginal & Torres Strait Islander 
	1
	0.03

	None
	1653
	47.47

	Unknown#
	543
	15.59

	Not required to be asked*
	1259
	36.16

	Total
	3482
	100


FAMILY CHARACTERISTICS

	Relationship status 
	NOV

	
	Nos
	%

	Casual - heterosexual
	231
	6.63

	Casual – same sex
	4
	0.11

	Defacto – heterosexual
	191
	5.49

	Defacto – same sex
	7
	0.20

	Married
	512
	14.70

	Separated – heterosexual
	899
	25.82

	Separated – same sex
	8
	0.23

	Single – heterosexual
	282
	8.10

	Single – same sex
	13
	0.37

	Unknown#
	76
	2.18

	Not required to be asked*
	1259
	36.16

	Total
	3482
	100


PRIMARY RELATIONSHIP CONCERNS
	MAIN RELATIONSHIP DISCUSSED 
	NOV

	
	Nos
	%

	Current partner
	771
	22.14

	Separated partner
	901
	25.88

	Children
	225
	6.46

	- Own
	200
	88.89

	- Step
	15
	6.67

	- Both own and step
	3
	1.33

	- Foster
	1
	0.44

	- Grandchildren
	4
	1.78

	- Unknown
	2
	0.89

	Extended family member
	63
	1.81

	- Own Sibling
	13
	20.63

	- Parents
	37
	58.73

	- Parents-in-law
	2
	3.17

	- Other relative
	7
	11.11

	- Other relative-in-law
	4
	6.35

	Single
	200
	5.74

	- Wants a relationship
	150
	75.00

	- Does not want a relationship
	42
	21.00

	- Widowed – wants a relationship
	4
	2.00

	- Widowed – does not want a relationship
	4
	2.00

	Social or Work relationship
	63
	1.81

	- Friend
	15
	23.81

	- Social acquaintance
	10
	15.87

	- Work colleague
	16
	25.40

	- Other
	22
	34.92

	Not required to be asked*
	1259
	36.16

	Total
	3482
	100


PRESENTING ISSUES
	MAIN ISSUE DISCUSSED 
	NOV

	
	Nos
	%

	Interpersonal issues
	1505
	43.2

	- Ending relationship & managing separation process
	374
	24.85

	- Establishing & maintaining a relationship
	190
	12.62

	- Managing separation process – grief, confusion, anger
	174
	11.56

	Legal / material / financial issues
	163
	4.68

	- Legal rights and responsibilities after separation
	57
	34.97

	- Anger and powerlessness at the system
	30
	18.40

	- Access to legal representation
	20
	12.27

	Parenting issues
	198
	5.69

	- Distress at separation from children
	48
	24.24

	- Ex-partner denies or frustrates access to children
	43
	21.72

	- Disagreements about parenting with other parent
	16
	8.08

	Physical / mental health
	189
	5.43

	- Depression (caller’s)
	71
	37.57

	- Managing personal anxiety, panic, stress
	30
	15.87

	- Caller’s D&A usage
	16
	8.47

	Safety issues
	108
	3.10

	Sexual issues
	33
	0.95

	Work issues
	27
	0.78

	Not required to be asked*
	1259
	36.16

	Total
	3482
	100


Note: Top three issues shown for four main issues. Further breakdown of available on request
MAIN RELATIONSHIP DISCUSSED BY MAIN ISSUE DISCUSSED 

	MAIN RELATIONSHIP 
	MAIN ISSUE 
	NOV

	
	
	%

	Current partner
	
	

	
	Interpersonal issues
	73.62

	
	Legal / material / financial issues
	2.7

	
	Parenting issues
	2.83

	
	Physical / mental health
	10.04

	
	Safety issues
	7.59

	
	Sexual issues
	2.45

	
	Work issues
	0.77

	Separated partner
	
	

	
	Interpersonal issues
	74.27

	
	Legal / material / financial issues
	10.86

	
	Parenting issues
	7.06

	
	Physical / mental health
	4.13

	
	Safety issues
	3.15

	
	Sexual issues
	0.43

	
	Work issues
	0.11

	
	
	

	Children
	
	

	
	Interpersonal issues
	19.83

	
	Legal / material / financial issues
	16.03

	
	Parenting issues
	51.05

	
	Physical / mental health
	5.06

	
	Safety issues
	5.91

	
	Sexual issues
	0.84

	
	Work issues
	1.27

	
	
	

	Extended family member
	
	

	
	Interpersonal issues
	76.19

	
	Legal / material / financial issues
	1.59

	
	Parenting issues
	1.59

	
	Physical / mental health
	14.29

	
	Safety issues
	3.17

	
	Sexual issues
	3.17

	
	Work issues
	0

	
	
	

	Single
	
	

	
	Interpersonal issues
	69.31

	
	Legal / material / financial issues
	2.48

	
	Parenting issues
	0.5

	
	Physical / mental health
	20.3

	
	Safety issues
	0.99

	
	Sexual issues
	2.97

	
	Work issues
	3.47

	
	
	

	Social / work relationship
	
	

	
	Interpersonal issues
	56.25

	
	Legal / material / financial issues
	1.56

	
	Parenting issues
	0

	
	Physical / mental health
	18.75

	
	Safety issues
	3.13

	
	Sexual issues
	1.56

	
	Work issues
	18.75

	
	
	


CRISIS CALLS
	SAFETY CALLS 
	NOV

	
	Nos
	%

	Suicide
	46
	1.32

	- emergency (in progress)
	4
	8.70

	- high risk
	9
	19.57

	- moderate risk
	28
	60.87

	- low risk
	5
	10.87

	Family Violence
	79
	2.27

	- abuse to partner
	20
	25.32

	- abuse to another
	15
	18.99

	- abuse from partner
	23
	29.11

	- abuse from another
	15
	18.99

	- mutual abuse with partner
	6
	7.59

	- mutual abuse with another
	1
	1.27

	Child Protection (child abuse)
	10
	0.29

	- Child abused by caller
	8
	80.00

	- Child abused by another
	2
	20.00

	Other safety call (not specified)
	5
	0.14

	Total safety calls
	135
	3482


Note: Safety issues can be recorded in the database as either the primary or the secondary issue discussed. This table shows the overall total. The numbers reported in the ‘main issue discussed’ table are only those recorded as the primary issue discussed. 
INAPPROPRIATE CALLS
	INAPPROPRIATE CALLS 
	NOV

	
	Nos
	%

	Abusive
	9
	6.38

	Caller did not fit target group
	95
	67.38

	Overly intoxicated
	24
	17.02

	Prank
	3
	2.13

	Sexual fantasy
	10
	7.09

	Total
	141
	100


CALLERS PROVIDED WITH REFERRAL 
	REFERRALS 
	NOV

	
	Nos
	%

	Counselling
	348
	36.98

	- Couple counseling
	53
	15.23

	- Family & relationship counseling
	23
	6.61

	- FRSP Counselling
	5
	

	- FRSP mediation
	5
	1.44

	- Family Relationship Centre
	9
	2.59

	- FRSP relationship education
	1
	0.29

	- Grief counseling
	10
	2.87

	- Individual counseling
	172
	49.43

	- Mediation services
	21
	6.03

	- Other phone service
	35
	10.06

	- Parent support services
	14
	4.02

	Drug and alcohol service
	20
	2.13

	- Counseling & support service
	3
	15.00

	- D&A Phone line
	15
	75.00

	- Peer Support Service
	0
	0.00

	- Rehabilitation Service
	0
	0.00

	- Withdrawal service
	0
	0.00

	- Outreach service
	1
	25.0

	Family violence services
	100
	9.61

	- Child protection
	5
	5.00

	- Family violence telephone service
	7
	7.00

	- Family violence counseling for male victims
	7
	7.00

	- Family violence counseling for men who use  violence
	23
	23.00

	- Medical
	1
	1.00

	- Men’s behaviour change group
	49
	49.00

	- Police
	1
	1.00

	- Women’s family violence services
	7
	7.00

	Financial assistance
	9
	0.86

	- Centrelink
	2
	22.22

	- Material aid
	2
	22.22

	- Other financial services
	5
	55.56

	Health services
	137
	13.16

	- Community Health Centre
	6
	4.38

	- GP
	44
	32.12

	- Health phone service
	12
	8.76

	- Hospital
	3
	2.19

	- Mental health service
	37
	27.01

	- Sexual health
	34
	24.82

	- Workplace Health Service
	1
	0.73

	Housing and accommodation
	28
	2.69

	- Emergency/crisis accommodation
	26
	92.86

	- Residential services
	2
	7.14

	- Supported accommodation
	0
	0.00

	- Post release services
	0
	0.00

	- Student accommodation
	0
	0.00

	Legal assistance and advice
	198
	19.02

	- Community legal services
	19
	9.60

	- Court network
	1
	0.51

	- Family court
	31
	15.66

	- Family Relationship Advice Line
	79
	39.90

	- Family law solicitor
	8
	4.04

	- Legal aid
	38
	19.19

	- Other advice services
	11
	5.56

	- Other phone services
	6
	3.03

	- Police
	5
	2.53

	Men’s specific services
	130
	12.49

	- Fathering/parenting
	7
	5.38

	- General counseling
	34
	26.15

	- General personal development course
	1
	0.77

	- Men and family relationship program
	11
	8.46

	- Men and childhood sexual assault program
	1
	0.77

	- Men’s groups – support and education
	76
	58.46

	Sexual assault services
	14
	1.34

	- Counselling for those assaulted
	7
	50.00

	- Medical
	0
	0.00

	- Group programs for those assaulted
	3
	21.43

	- Support group
	1
	7.14

	- Crisis services
	3
	21.43

	- Police
	0
	0.00

	Other services
	57
	5.48

	- Child support agency
	13
	22.81

	- Employee assistance program
	0
	0.00

	- Family court - other
	0
	0.00

	- Family court / FMC – Adelaide
	0
	0.00

	- Gay/lesbian support service
	5
	8.77

	- Other
	29
	50.88

	- Paternity testing service
	8
	14.04

	- Union representative
	0
	0.00

	- workplace HR department
	2
	3.51

	Total 
	1041
	100


Note: callers can be given more than one referral
CALLERS PROVIDED WITH INFORMATION

	INFORMATION REQUESTED
	NOV

	
	Nos
	%

	Accommodation
	23
	2.34

	Child protection
	18
	1.83

	Counseling
	222
	22.63

	Child support agency
	17
	1.73

	Drug and alcohol
	20
	2.04

	Employment assistance
	2
	0.20

	Family law
	216
	22.02

	Family violence services
	40
	4.08

	FCA
	12
	1.22

	Financial assistance and advice
	21
	2.14

	Gay/lesbian/transgendered support
	5
	0.51

	Health services
	77
	7.85

	Legal
	67
	6.83

	Men and separation booklet
	6
	0.61

	Men’s specific services
	109
	11.11

	MLA information
	72
	7.34

	Sexual assault services
	8
	0.82

	Other
	46
	4.69

	Total
	981
	100


Note: An information call involves informing people about options available to them, such as family law, CSA, or what to expect from counseling. This differs from a referral call where counselors provide contact details to the callers.

CALLERS WHO ACTIONED A REFERRAL

· Three callers were referred to, and took part in the internal telegroup programme.
· 59 callers were referred to the internal Call Back Support Service.

For further information contact:

Laura Conway, Researcher, Mensline Australia

lconway@crisissupport.org.au
Terry Melvin, Manager, Mensline Australia

(03) 8371 2800
General note

* ‘Not required to be asked’ refers to third party calls, and to ‘short’ calls eg hang-ups, enquiries about MLA, etc

# ‘Unknown’ indicates either ‘not asked’ or ‘refused’
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