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Findings 

The findings identified in the supplementary report are listed below and 

addressed further in the remainder of the report. 

1. Currently, grandfamilies are referred to as formal and informal.  There is 

inconsistent application of the terms informal and formal between the 

Department of Communities (Communities) and services. 

2. The number of grandparent families nearly doubled in the 10 years 

between 2006 and 2016 to more than 6,600 families. 

3. Aspects of service delivery (e.g. accessibility and selection criterion) are 

strong determinates of service users characteristics.  That is, delivery 

appears to be, at least in part, service-centric rather than person- or 

family-centric. 

4. Grandcarers using other community services tend to have similar 

characteristics to Wanslea’s service users. 

5. Aboriginal and Torres Strait Islander (ATSI) grandcarers seek and 

participate in ATSI specific services. 

6. Grandcarers experience a multitude of issues and require several support 

services concurrently.  The services available are not balanced to these 

needs.  

7. On average, each grandcarer identified three reasons for taking on care for 

their grandchildren.  For all grandcarers, the top five reasons given were: 

parental substance abuse, family court order, child neglect, parental 

mental illness and family breakdown. 

8. Grandcarers experience a multitude of issues and require several support 

services concurrently, with the top five being financial, education, 

relationships, practical help and mental health. 

9. Grandcarers have a positive opinion of the service they receive, the way in 
which it is delivered and the caring and professional attitude of the staff. 

10. Availability of services for grandchildren is unbalanced, with few able to 
access support services due to the limited resources available. 

11. None of the community services interviewed were fully aware of all the 
services offered by Wanslea. 

12. Community service providers have limited understanding of each other’s 
services. 

13. Survey results on outcomes were similar to the Evaluation Report findings 
in that grandcarers reported improvement on most outcomes. Skill 
development was the hardest outcome to achieve. 



   
 
 

 

14. Grandcarers reported lower achievement of outcomes for their 
grandchildren.  

 

Improvements 

Based on the key findings the following areas of improvement are suggested in 

addition to those identified in the main Evaluation Report: 

• Service provision transparency and awareness 

• Expand supports to grandchildren, and 

• Family-centred approaches. 
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1 Introduction 

Wanslea Family Services Incorporated (Wanslea) is funded by Communities to provide support 

to grandcarers through the Grandcare Service, Grandcarers Assistance Program (GAP) and 

Support Services for the Grandcarer Support Scheme (GSS).  All three services share the aim of 

providing support to grandfamilies where grandparents have taken on the responsibilities of 

caring for their grandchildren through a private and informal arrangement.   

An evaluation was conducted during September to December 2018 which focused on the 

appropriateness, effectiveness and efficiency of the service to the current services users and 

service specific outcomes.  Information from existing datasets, interviews with Communities’ 

contract managers, Wanslea’s management and staff and service users focus groups were 

included as evidence to support the evaluation of the three grandfamily services and presented 

in an Evaluation Report. 

This report supplements the initial Evaluation Report and includes results from the Grandcarer 

Evaluation Survey (2019) and further interviews with additional community services and subject 

matter experts from Edith Cowan University.  The additional information enables further 

exploration of the evaluation objectives, especially in terms of community needs, relevance, 

appropriateness and effectiveness of the grandfamily services. 

For information regarding the service models and evaluation approaches, refer to the Evaluation 

Report.   

Methodology 
The evaluation used a mixed method approach and included qualitative and quantitative data 

collection.  For a complete discussion of the methodology and limitations, refer to the 

Evaluation Report.  The following methods were used in the supplementary report: 

• customised data 

• survey with recipients, and  

Evaluation objectives 

• Determine community needs and the relevance and appropriateness 
of the funded services within the Grandcarers program area, 

• Examine the effectiveness and efficiencies of the funded service 
models,  

• Identify issues affecting the sustainability of the service required to 
support future community needs, and 

• Explore systemic context of Grandcare service and provide options for 
the future directions. 
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• interviews with staff from Communities, management from other community services 

and subject matter experts from Edith Cowan University. 

Customised population data 

Customised data from the Australian Bureau of Statistics was requested for Census 2006, 2011 

and 2016. 

Survey with recipients 

A self-report Grandcarer Evaluation Survey (2019) was distributed to all 1,201 recipients who 

were on the Grandcare service and GSS database with a known residential address or email 

address.  The survey was distributed to grandcarers through mailout, emailed and/or face-to-

face interactions.  The survey included questions about the impact of the services, service usage 

and experience, issues experienced, and key demographic items (see Appendix 1 for a copy of 

the survey).   

The survey field work was delayed to early 2019 to minimise survey fatigue and confusion with 

the Edith Cowan University (ECU) Grandcarer survey opened in late 2018.  The survey period 

commenced 20 February 2019 and concluded 9 March 2019.  A total of 243 completed survey 

forms were returned.  The response rate for the recipient survey was 20 per cent, half the 

response rate of the GSS evaluation in 2014.  It is likely that the lower response rate was due to 

the extension of the ECU Grandcarer survey field work which meant both surveys were in the 

field at the same time. 

The demographic characteristics of the 243 survey respondents were compared to those of the 

Grandcare service and GSS recipients.  This comparison was to assess possible sampling biases 

within the survey respondents.  The three groups were comparable on most characteristics 

except for sex.  The Grandcare service and GSS indicated 69 per cent and 92 per cent female 

service recipients respectively.  The proportion of female respondents was 87 per cent for the 

2019 survey.   

The data was not weighted and the differences in the respondents and recipients should be 

considered when interpreting the results in this evaluation. 

Interviews  

Staff interviews. Staff interviews were conducted with the Manager of the Seniors Card Centre, 

and Manager, Children in Care.   

Community services interviews. Four interviews were conducted with community services 

identified as providing services to grandcarers.   They included Carers WA, Grandparents Rearing 

Grandchildren, St. Catherine’s House of Hospitality and Womens Health and Family Services.   

Carers WA provides services to enhance and promote carers health and wellbeing.  The agency 

has two social support groups specific to grandcarers.  The social support groups are located in 

the Perth metropolitan area, north and south of the river.  The groups are run monthly and are 

coordinated by trained and experienced volunteer grandcarers. 
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Grandparents Rearing Grandchildren is a registered charity offering support services to 

grandparents who are raising their grandchildren on a full-time basis.  Services provided include 

social support groups, information provision, food relief assistance and limited legal advice. 

St. Catherine’s House of Hospitality is a centre run by the Sisters of Mercy and provides the 

venue for recreation and shelter or short-term accommodation.  Wanslea have been using the 

venue for the weekend respite services for grandparents. 

Womens Health and Family Services is a not for profit organisation that specialises in women’s 

health issues.  The organisation supports grandparents through the Aboriginal Grandparents 

Support Program that offers group and individual consultations to Aboriginal and Torres Strait 

Islander grandparents caring for grandchildren. 

Subject matter experts. An interview with three academic researchers from Edith Cowan 

University was conducted.   

1 Findings 

The findings for the evaluation objectives were categorised under the four evaluation themes: 

appropriateness, effectiveness, efficiency and sustainability.  The supplementary report 

elaborates on evaluation questions that relate to the appropriateness and effectiveness of the 

Wanslea grandfamily services. 

1.1 Appropriateness 

There were five findings regarding the appropriateness of Wanslea’s support to grandfamilies.  

 

1.1.1 Is the service reaching the target population of people in need? 

Who are the targets for the services? 

According to the service provision criteria, informal grandfamilies are families where the 

grandparents are caring for their grandchildren on a full-time basis in the absence of the parent 

through a private agreement or family court order.  Formal grandfamilies are formed where a 

child has entered the care of Communities’ Chief Executive Officer and Communities has placed 

the child in the care of the grandparents as a ‘family carer’ or a Special Guardianship Order has 

been granted to the grandparent.   

Communities recognises that grandchildren may be in the primary care of their grandparents 

through:  

• informal/private arrangements with the family members concerned. Usually a crisis has 

occurred, and the grandparents have acted to provide a safe and secure environment for 

the children.  
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• formal arrangements where:  

o the Children’s Court has made a Protection Order placing the child in the care of 

Communities’ Chief Executive Officer and Communities has placed the child in 

the care of the grandparents as a ‘family carer’, or 

o the Family Court of Western Australia has made Parenting Orders concerning 

who has parental responsibility for the child and who the child shall live with. 

Evidence collected in the evaluation suggests the challenges and issues experienced by many 

informal or formal grandfamiles are likely to be similar, however, the differences in severity is 

not well known.  The Edith Cowan University study on Grandfamilies due to be completed by 

the end of 2019 may provide more insight into the difference between formal and informal 

grandfamilies and may provide a better definition based on need, typology and reasons for 

formation. 

Information about the number of informal grandfamilies in Western Australia is limited.  The 

ABS data can be used to indirectly estimate the number of grandfamilies.  The ABS define a 

grandparent family where a household has a grandparent-grandchild relationship in a family 

and no parent-child relationship. There is no differentiation between formal or informal 

grandparent families.   

The most recent customised ABS Census 2016 estimated the number of grandparent families 

with children from zero to 18 years in Western Australia as 6,697.  From 2006 to 2016, the 

number of grandparent families with children from zero to 18 years has nearly doubled in  

Western Australia and Australia wide (Table 1).  Caution should be taken in interpreting the 

results as the data doesn’t take into account who is supporting whom.  For example, the 

grandparent families may include younger carers looking after the grandparents or independent 

grandchildren’s co-tenancy with grandparents. 

Table 1: Estimates of the number of grandfamilies in Western Australia 

Source 
Number grandparent families 

Australia Western Australia 

 Census 2006 35,923 3,544 

 Census 2011 43,000 4,588 

 Census 2016 60,637 6,697 

Source: Australian Bureau of Statistics. Census 2006, 2011, and 2016 Customised Data, February 2019.  
Grandfamilies with grandchildren under 18 year old (include both formal and informal grandfamilies, with or 
without other children, dependent or independent children) 
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Findings: 

• Currently, grandfamilies are referred to as formal and informal.  There is 

inconsistent application of the terms informal and formal between the 

Department of Communities (Communities) and services. 

• The number of grandparent families nearly doubled over the 10 years from 2006 

to 2016 to more than 6,600 families in 2016. 

 

Characteristic of grandcarers using the services  

Information on grandparents registered on the Grandcarers database and GSS database 

indicated that grandcarers are diverse in background, however, feedback from community 

services reported that grandcarers using their services were not as diverse.  Grandcarers using 

services tended to be caucasian, female and from older age groups.  Discussions with services 

suggested locational and cultural barriers exist that may limit service reach.  Community 

services were mindful that services located with religious affiliations (e.g. a church) may deter 

some grandparents from attending.   

Interviews with services suggested that most support services exclude grandchildren or did not 

cater to them.  This poses an issue for grandcarers who experiences multiple issues or lack 

support networks as they are more likely to experience difficulties in finding a carer for the 

grandchildren.  Focus group discussions and results from the evaluation also highlight this issue. 

“Allow children at meetings. Respite, Respite, Respite please with children 

unable to go anywhere without the children.” 

In addition, interviews with grandcarers and services indicates that grandcarers who do not 

attend regular support group meeting may miss out on different supports and assistance.  Those 

support meetings may include invitations to social events and activities or vouchers for goods.  

This raised the issues of accessibility and equity in service provision, as well as a lack of a 

strategic approach in supporting grandcarers.  That is, some service delivery appears to be 

opportunistic rather than being sensitive to need and priority, which is important when 

resources and supports are scarce. 

Community services outside of Wanslea that support grandcarers reported that the 

characteristics of their service users were similar to Wanslea services.  There is a tendency for 

more females to seek support and use community services with grandcarers ranging in age from 

40 years to older than 80 years.  Many grandcarers are caring for more than one grandchild, and 

some are caring for grandchildren from multiple family groups.  ATSI grandcarers tends to seek 

support from ATSI services specific and tend not to use mainstream services.  This raises the 

possibility that the grandfamilies being reached is based on the characteristics and strengths of 

service organisations, rather than who needs support the most. 
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Findings: 

• Aspects of service delivery (e.g. accessibility and selection criterion) are strong 

determinants of service users characteristics.  That is, delivery appears to be, at 

least in part, service-centric rather than person- or family-centric. 

• Grandcarers using other community services tend to have similar characteristics to 

Wanslea’s service users. 

• ATSI grandcarers seek and participate in ATSI specific services. 

 

Circumstances leading to children going into grandcarer care 

Grandcarers responding to the Grandcarer Evaluation Survey (2019) indicated that the top five 

reasons for them caring for their grandchildren were parental substance abuse, family court 

order, child neglect, parental mental illness and family breakdown.  On average, grandcarers 

selected three reasons for caring for their grandchildren. 

Interestingly, one-third of grandcarers indicated a family court order as a reason for care.  It 

should be noted that family court order grandfamilies are considered informal according to the 

service provision criteria.  Interviews with services and grandcarers indicated a preference for a 

family court order as this provides the grandfamilies legal rights and security.  Many grandcarers 

indicated they were afraid of parents taking back their grandchildren as they had no legal rights.  

  

Table 2: Factors contributing to a child going into grandparent’s care  

  
% of recipients 

(n=228) 

Parental substance abuse 49% 
Family court order 36% 
Child neglect 30% 
Parental mental illness 29% 
Family breakdown 25% 
Child abandoned by parent 21% 
Family violence 21% 
Imprisonment of parent/s 16% 
Deceased parent/s 14% 
Parent/s experiencing homelessness 12% 
Other, please specify 11% 
Child has a disability 9% 
Parent/s whereabouts unknown 9% 
Physical or sexual abuse of child 9% 
Parent has a disability 7% 
Parent/s experiencing physical illness 2% 

Source: Grandcare Service Evaluation Survey (2019) 



   
 
 

11 
 

 

Findings: 

• On average, each grandcarer identified three reasons for taking on care for their 

grandchildren.  For all grandcarers, the top five reasons given were: parental 

substance abuse, family court order, child neglect, parental mental illness and 

family breakdown. 

 

Reasons for seeking grandcare support 

The top five areas of support identified by grandcarers were financial support, educational 

support for the child and family, relationships, practical household help and mental health 

(Figure 1).  In addition, many grandcarers were concerned about their age and declining health.   

Edith Cowan University 1 in 2016 identified similar issues concerning grandparents.  Other areas 

of concern identified in the study include the future care of the grandchildren in the event of ill 

health or death of the grandparent, mental health of the grandchild and raising grandchildren 

with disability and behaviour issues.  Interviews and focus groups also highlighted these 

concerns.   

“You’re in your 70s, what happens when you’re diagnosed with terminal illness.  

What happens to those children?  You are it for them, there is no backup.” 

Community service providers also noted that some grandfamilies were not aware of the 

lingering effects of family dysfunction and breakdown on the grandchild’s mental health that 

can manifest in forms such as low self-esteem and behaviour issues.  Research in supporting 

grandfamilies indicated the transition to grandcarer arrangements presents emotional, 

relational and financial challenges for grandparents and grandchildren23, and the difficulty in 

accessing support can exacerbate the matter.  

                                                      
1 Grandparents raising grandchildren in Western Australia: a fair go, Marquies, R; Coall, D, Taylor, M & Werner, J, 
2016. 
2 Supporting Grandfamilies: Common relational issues and support needs faced by grandparents raising 
grandchildren.  Crittenden, J.A, 2018, Journal of aging and life care. 
3 The experience of grandparents raising grandchildren. Sampson, D, & Herlein, K, 2015, GrandFamilies: The 
Contemporary Journal of Research, Practice and Policy. 2(1).  
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Figure 1 Support priority by grandcarers. 

Source: Grandcare Service Evaluation Survey (2019) 

Findings: 

• Grandcarers experience a multitude of issues and require several support services 

concurrently, with the top five being financial, education, relationships, practical 

help and mental health. 

 

1.1.2 Are the service models employed relevant and appropriate in meeting community 

demands? 

 

Overall impression of services  

The Grandcarer Evaluation Survey (2019) indicated that on average, an individual grandcarer 

accessed 2.5 types of services from Wanslea, with the majority accessing GSS (84 per cent), 

followed by support groups (47 per cent) and information about other community services  

(32 per cent).   In addition, 92 per cent were happy or very happy with the service and  

91 per cent would recommend the service.   

Overall, the services provided were largely appreciated by the grandcarers who indicated that 

they were relevant and appropriate.  Grandcarers indicated that the services have been very 

positive and have helped them to adapt to their changed circumstances, build social support 

and friendships, and normalised their situation.   
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In addition to findings from the Evaluation Report, grandcarers responding to the survey 

indicated the need for practical home assistance such as domestic support, gardening and 

maintenance support. 

“In home support, domestic support, gardening help and respite, practical help 

as I am experiencing physical limitations now.” 

Grandcarers who have attended the Grandfamilies respite camps or social events with their 

grandchildren have observed positive behaviour and attitudes in their grandchildren.  Most 

grandcarers attribute the change to grandchildren meeting other grandchildren in the same 

situation and normalising their situation. 

The Grandcarer Evaluation Survey (2019) results indicated that 14 per cent of respondent’s 

grandchildren have used a Wanslea service.  This is reflective of the lower level of funding 

allocated to support grandchildren, limiting the number of activities and support on offer to 

grandchildren.  Of those grandfamilies accessing grandchildren services, 64 per cent accessed 

respite, 24 per cent accessed tutoring, 21 per cent accessed counselling and 12 per cent 

accessed computing software.  Caution is needed in interpreting these results, as some of the 

respite may not be funded by the Department.   

In general, grandcarers advocated for additional support services for grandchildren, especially 

social support and educational assistance.  This aligns with research findings in which 

grandchildren in grandfamilies experience poorer academic and socioemotional wellbeing 

compared with those living with their mothers4 with similar parenting practices.  The research 

suggests that grandchildren in grandfamilies have some unique needs compared to children in 

other households that may contribute to these differences. 

 

 

Findings: 

• Grandcarers have a positive opinion of the service they receive, the way in which 
it is delivered, and the caring and professional attitude of the staff. 

• Availability of services for grandchildren is unbalanced, with few able to access 
support services due to the limited resources available. 

 

 

1.1.3 Does the service have strong links with related services and agencies?   

 

Interviews with other community services indicated a lack of awareness and understanding of 

the services offered by Wanslea. This may be due to factors such as the lack of promotion and 

                                                      
4 Understanding grandfamilies: characteristics of grandparents, non resident parents and children.  Pilauskas, N.V & 
Dunifon, R. E. 2016, Journal of marriage and family, 78(3), 623-633. 
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uncertainty of funding for GAP.  In addition, several services or activities are funded through 

philanthropy and grants with limited resources and/or ad hoc, making it difficult for services and 

grandcarers to differentiate between core services and additional activities.   

There are a limited number of services that support grandcarers directly.  Besides Wanslea, it 

was difficult for services to identify more than five other services that may support grandcarers.  

All interviewed services have programs that support grandcarers (refer to methodology for 

further details regarding services interviewed).  Most were aware of Wanslea support groups 

and GSS services, but lack understanding of the details and/or other types of services provided 

by Wanslea.  All services interviewed suggested more information on the types of services 

offered by Wanslea would be helpful.  In addition, there was a lack of awareness and 

understanding of the different services available for grandfamilies amongst community service 

providers; limiting the service providers ability to refer and link grandfamilies to other 

community services and resources. 

 

Findings: 

• None of the community services interviewed were fully aware of all the services 
offered by Wanslea. 

• Community service providers have limited understanding of each other’s services. 
 

 

1.2 Effectiveness 

1.2.1 Is the service achieving the intended outcomes? 

 

The Grandcarer Evaluation Survey (2019) results were positive, with the majority of respondents 

indicating the service achieved most of the intended outcomes.  Over 70 per cent of grandcarers 

indicated that they can get support when needed, found the information to be useful, met 

people they could talk to and the service made a difference to their lives (Figure 2).  The 

outcome with the lowest rate of agreement was developing new skills with 51 per cent 

indicating that the service helped them. 
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Figure 2. Grandcarers general service outcomes (n=243) 

Source: Grandcarer Evaluation Survey (2019) 

In relation to grandchildren, 65 per cent of grandcarers indicated the services had made a good 

difference to their grandchild and 79 per cent that it had met the grandchild’s needs.  

Grandcarers also observed improvement in their grandchild’s skills (69 per cent), confidence (62 

per cent) and schooling (48 per cent).  In addition, 60 per cent of grandcarers indicated that 

their relationship with their grandchild had improved.   

While still favourable, the grandcarers assessed the service outcomes for grandchildren lower 

than their own outcomes.  This may be attributed to stricter standards applied for assessing 

grandchildren’s outcomes.  Alternatively, it may be due to a lower level of service reach with 

fewer grandchildren supported, or the lack of a coordinated approach in supporting 

grandchildren.  

The lower percentage of improvement may also be a reflection of the relatively small number of 

grandcarers responding to grandchildren’s outcomes (n=33) and the nature of the service 

accessed relative to the outcome.  For example, less than 10 grandchildren access tutoring, but 

all 33 grandcarers responded to the schooling outcome indicator.   
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Findings: 

• Survey results on outcomes were similar to the Evaluation Report finding in that 
grandcarers reported improvement on most outcomes. Skill development was the 
hardest outcome to achieve. 

• Grandcarers reported lower achievement of outcomes for their grandchildren.  

 

 

2 Areas of improvement 
In general, Wanslea grandfamily support services achieve positive outcomes for grandcarers and 

grandchildren who have accessed the services.  The following are areas of improvement in 

addition to those in the Evaluation Report: 

S1 Service provision transparency 

Wanslea provides a variety of support services, however, they were not widely understood by 

the grandcarers or other community services.  Better communication and transparency of the 

services provided, the selection criteria or prioritizing process should address the lack of 

awareness and understanding for service provision. 

S2 Expand supports to grandchildren 

Grandfamilies and services alike have advocated for support services for grandchildren, 

especially social support and educational support.  Only a small proportion of grandfamilies 

were able to access grandchildren support services due to limited resourcing.  Harmonisation of 

services and reviewing the operational model should provide an opportunity to explore 

alternatives pathways to support grandchildren. 

S3 Family-centred approaches 

Currently, many grandfamilies receive services on an ad-hoc basis, accessing some services but 

not others due to several factors such as awareness, ability to navigate the system and ability to 

access prerequisite services, leading to inequitable service provision.  Providing services based 

on the characteristics and needs of the family and using a family-centred approach would 

ensure all grandfamilies have the same opportunity.  

  



   
 
 

17 
 

 

Appendix 1 

 

Have your say  

Are you caring for your grandcarer? 

The Department of Communities (Communities) is undertaking an evaluation of services that 

supports grandcarers.  We are keen to hear from grandparents who have full time care of their 

grandchild/ren through a private arrangement and are not receiving ongoing financial support 

from Communities (formerly, the Department for Child Protection and Family Support). 

As part of the evaluation, Communities is conducting a survey of grandparents who have used 

Wanslea’s grandcare services. 

Get involved, complete a survey. 

Your opinions and feedback are important to us.  All responses are anonymous and will not 

affect your access to the services. 

Please tell us your experience by completing the survey, seal it in the reply-paid envelope, then 

post or return it to a Wanslea staff member. 

Further information 

To find out more about the survey, please contact Lisa Le by telephone on 6318 8359. 

• Web: www.communities.wa.gov.au 
• Email: research@communities.wa.gov.au 
• Phone: 6318 8359 

 

The survey closes 1 March 2019 
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Section 1: Grandfamilies support services 
 
Q1  When was the first time you started using Wanslea services? (Tick one only) 

 Less than 1 month ago 

 Between 1 and 3 months ago 

 Between 3 and 6 months ago 

 Between 6 and 12 months ago  

 Between 1 and 5 years 

 Longer than 5 year (please specify)  _____________________ 

 

Q2  When was the last time you used Wanslea’s services? (Tick one only) 

 Less than 1 month ago 

 Between 1 and 3 months ago 

 Between 3 and 6 months ago 

 Between 6 and 12 months ago 

 Longer than 1 year (please specify) 

 

Q3. Which of the following services have you received or accessed in the last 12 months?  (Tick all 

that applies) 

 Grandcarers support scheme payment 

 Respite 

 Informal counselling and support 

 Support groups  

 Social activities and outings  

 Information about community resources and services 

 Training workshops and information sessions 

 Home help 

 Legal advice 

 Computer software 
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Q4.  Please indicate whether you agree or disagree with the following statements about your 

experience with Wanslea services: (Tick one per statement only) 

  
     

 

  
Strongly 

Agree 
Agree Neither Disagree 

Strongly 

disagree 

Not 

applicable 

a I am happy with the services 1 2 3 4 5 6 

b 
Talking to someone about my situation was 

helpful 
1 2 3 4 5 6 

c 
The service helped me with the challenges 

I was experiencing 
1 2 3 4 5 6 

d I developed my skills 1 2 3 4 5 6 

e I met people who I can talk to 1 2 3 4 5 6 

f 
I met people who I can ask for help if I 

need it 
1 2 3 4 5 6 

g 
I learnt about other helpful services and 

resources in my community 
1 2 3 4 5 6 

h I obtained useful information 1 2 3 4 5 6 

i 
I will continue to use the things that I 

learnt from the service 
1 2 3 4 5 6 

j 
I know I can get support from the service if 

I need it 
1 2 3 4 5 6 

k 
The service made a good difference to my 

life 
1 2 3 4 5 6 

l I feel more confident 1 2 3 4 5 6 

Q5. Which of the following services have your grandchild/ren accessed in the last 12 months.  

(Tick all that applies) 

 Respite 

 Formal counselling  

 Computer software 

 Tutoring  
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 None, please skip to Question 7 

Q6.  Please indicate whether you agree or disagree with the following statements about your 

observation of your grandchild and their experience with Wanslea services: (Tick one per statement 

only) (Please skip this question if your grandchild has not used Wanslea’s services 

  
     

 

  
Strongly 

Agree 
Agree Neither Disagree 

Strongly 

disagree 

Not 

applicable 

a My grandchild developed new skills 1 2 3 4 5 6 

b The service met my grandchild needs 1 2 3 4 5 6 

c My grandchild is more confident 1 2 3 4 5 6 

d My grandchild is doing better at school 1 2 3 4 5 6 

e 
The service made a good difference to my 

grandchild 
1 2 3 4 5 6 

f 
My relationship with my grandchild has 

improved since using the service 
1 2 3 4 5 6 

Q7.  How likely are you to recommend Wanslea services? (Tick one only)  

 Very likely 

 Likely 

 Neither 

 Unlikely 

 Very unlikely 

Q4.   Below is a list of issues grandfamilies may experience, please indicate three issues you 

would like more support in. (Tick three (3) only) 

 Family and relationship 

 Grief and loss 

 Mental health 

 Physical and medical health 

 Financial 

 Practical help with general household maintenance 

 Legal advice 
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 Social support  

 Educational (for grandchild) 

 Other _______________________________ 

 

Q8. What is the biggest difference the service made to you?   

 

 

 

 

 

 

 
Q9. In general, what did you like most about the services you received or accessed? 
 

 

 

 

 

 

 

Q10. What could be changed to better support you? 
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Q11. Are there additional services you like to access that would support you in your 

grandcarer’s role?  

 

 

 

 

 

 

 

Section 2: Grandcarers Support Scheme Payment 

Q1. Have you received a Grandcarers Support Scheme payment in the last 12 months?          

 Yes 

 No 

 

The following questions are related to your experience with the Grandcarers Support Scheme 

payment.  If you have not received a payment in the last 12 months, please skip to Section 3.   

 

Q2 Please indicate who funds the Grandcarers Support Scheme?  (tick one box) 

 Australian Government 

 Western Australia Government 

 Wanslea 

 Unsure 

 Other , please specify _______________ 

 

Q3 How much has the Grandcarers Support Scheme helped you to care for your 

grandchildren?  (tick one box) 

 A lot 

 Moderately 



   
 
 

23 
 

 A little 

 Not at all 

Q4 How did you use the most recent Grandcarers Support Scheme (GSS) payment? 

 Used for general household expenses   

 To help pay for school costs 

 To help pay for grandchild’s clothing and shoes 

 To help pay for grandchild’s sport/recreational fees and equipment 

 To help pay bills 

 Give it to Grandchildren to spend 

 Saved the money 

 Hasn’t spent yet 

 Not sure/can’t remember 

 Another way, please specify ___________________________________ 

 

Q5 Please indicate whether you agree or disagree with the following statements about your 

experience with Grandcarer Support Scheme service: (Tick one per statement only) 

  
     

 

  
Strongly 

Agree 
Agree Neither Disagree 

Strongly 

disagree 

Not 

applicable 

a The application process was easy 1 2 3 4 5 6 

b 
I was offered help to complete the 

application 
1 2 3 4 5 6 

c The payment was made quickly 1 2 3 4 5 6 

d 
I feel that my efforts as a grandcarer 

are recognised 
1 2 3 4 5 6 

e 
Overall, the payment has made a good 

difference to my life 
1 2 3 4 5 6 

 

Section 3: About you and your family 
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The next section is about you, your family and your personal experience.  This will assist the 

department to understand your needs, and how we could support you and your family. 

   

Q1 When did you start caring for your grandchildren?  Please think about the grandchildren 

you are currently caring for, and select the longest continuous time you have cared for them. 

(Tick one only) 

 Less than 3 month ago 

 Between 4 and 6 months ago 

 Between 6 and 12 months ago 

 Between 1 and 3 years  

 Between 3 and 5 years 

 Longer than 5 years (please specify)____________ 

 

Q2 Please indicate below the total number of grandchildren you care for in each age group. 

Child age group Number of grandchildren 

0 – 8 years  

9 – 14 years  

15 – 17 years  

18 – 24 years  

25 years and older  

 

Q3 Please indicate the reasons why you are caring for your grandchildren? (Mulitple 

selection) 

Child abandoned by parent 

Child neglect/maltreatment  

Deceased parent/s 

Child has a disability 

Parent has a disability 

Family breakdown 
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Family Court Order 

Family violence 

Parent experiencing health-related 

Parent experiencing homelessness 

Imprisonment of parent 

Parent has mental illness 

Parent has substance abuse 

Parents whereabout unknown 

 Other, please specify ________________ 

 

About yourself 

Q4. Are you? (Tick one only)  

 Male 

 Female 

 

Q5. Is your home? (Tick one only)  

Owned outright 

Mortgage 

Rented – privately 

Rented – Government housing authority (eg. Homeswest) 

 Other, please specify _______________________ 

 

Q6. Have you received or are you receiving the following support payments in relation to your 

grandchild? (Tick one only)  

 Centrelink Benefit - Family Tax Benefit 

 Parenting Payment 

 Child Care Benefit/Rebate 

 Family Assistance - Immunisation Allowance 
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 Department of Child Protection and Family Services - Establishment Payment 

 Family Assistance - Baby Bonus 

 Double Orphan Pension 

 Other, please specify _______________________ 

Q7. Are you of Aboriginal or Torres Strait Islander origin?  (Tick one only)      

No 

Yes, Aboriginal 

Yes, Torres Strait Islander 

Yes, both Aboriginal and Torres Strait Islander 

 

Q8. Where were you born?  (Tick one only)      

 Australia 

 Other, please specify _________________ 

 

Q9. Do you speak a language other than English at home?  (Tick one only)  

 No, English only 

 Yes 

 

Q10. How well do you speak English?   (Tick one only)  

 Very well 

 Well 

 Not well 

 Not at all 

 

 

Q11. Which of the following categories best describes your age? (Tick one only)  

 Under 40  

 40-49  
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 50-59 

 60-69  

 70-79  

 80 and over 

 

Q12. Do you consider yourself to have a disability? (Tick one only) 

 Yes 

 No 

 

Q 13.  Do you live in: (Tick one only) 

 Metropolitan area 

 Regional area 

 Remote area 



Grandcarer 
support  
programs
August 2019
Intergovernmental and Analytics Directorate
Policy and Service Design

Evaluation of  
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Executive Summary 
An evaluation of the Grandcarer support programs delivered by Wanslea Family Services 
Incorporated (Wanslea) was identified as a priority for 2018. 

Wanslea is funded by the Department of Communities (Communities) to provide support 
to grandcarers and their families through the following three programs: 

• Grandcare service; 
• Grandcarers Assistance Program (GAP); and  
• Support Services for the Grandcarer Support Scheme (GSS).   

 
In general, the services aim to target informal grandcarers and their families in Western 
Australia where the grandparents are providing the parenting responsibilities and care for 
their grandchildren, in the absence of the parent. Informal grandcarers are not provided 
with ongoing financial support from the State Government. 
 

Evaluation methodology 

• The objectives of the evaluation were to: 
o Determine community needs and the relevance and appropriateness of the funded 

services within the Grandcarers program area. 
o Examine the effectiveness and efficiencies of the funded service models.  
o Identify issues affecting the sustainability of the service required to support future 

community needs. 
• The evaluation employed a mixed methods approach with the combination of 

quantitative and qualitative data collection.  
 

The Edith Cowan University grandcarers survey was in the field during the evaluation 
and it was considered inappropriate to conduct the evaluation survey.  The evaluation 
survey with grandcarers was postposed to early 2019 and a supplementary report will be 
produced to include the findings. 

Findings of the evaluation 

• The findings of the evaluation of the three Grandcarer support programs have been 
categorised under the four evaluation themes:  
o appropriateness;  
o effectiveness; 
o efficiency; and  
o sustainability. 

• As a result of the evaluation, 23 key findings have been identified. Refer to Diagram 
1 for a snapshot of these findings. 

• From these findings six preliminary areas of improvement have been identified. Refer 
to Diagram 2 for a snapshot of these findings. 

• Please refer to the full details of the evaluation findings at Appendix 1. 
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Next steps 

• The preliminary areas of improvement identified in the evaluation report are explored 
further in Section 5 of this report along with opportunities to implement changes. 

• Based on the findings of the evaluation, consideration could be made to streamline 
funding provided to Wanslea for the delivery of services for Grandcarers into one new 
service agreement on a five-year funding basis.  

• This approach could reduce duplication of reporting and contract management 
requirements for Wanslea, while providing security of funding.  

• It is understood from feedback received during the evaluation that combining the 
three services into one would also reduce grandcarers’ confusion regarding which 
service to contact. 

• This approach could allow the continuation of services provided by Wanslea, and 
increase the opportunity to address: 
o regional service delivery, which is currently limited; 
o broadening the service response to meet the needs of, Aboriginal and CaLD 

communities; and 
o address the expressed need for appropriate and flexible respite options. 

• Additional funding would be required. 
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Diagram 1 – Key findings of the Evaluation of Grandcarer support program
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Diagram 2 - Preliminary areas of improvement 
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1 Introduction 

Wanslea Family Services Incorporated (Wanslea) is funded by the Department of 
Communities (the Department) to provide support to grandparent carers through the 
Grandcare service, Grandcarers Assistance Program (GAP) and Support Services for the 
Grandcarer Support Scheme (GSS). All three services share the aim of providing support 
to grandfamilies where grandparents have taken the responsibilities of caring for their 
grandchildren through a private and informal arrangement. This evaluation is focused on 
how the funded services work together as a group. See Chapter 2 for more details on 
each service agreement. 

1.1 Evaluation objectives  
The evaluation provides an opportunity to consider achievements of the services and to 
identify service strengths and issues from the perspective of grandcarers and key 
stakeholders.   

The objectives of the evaluation were to: 

1. Determine community needs and the relevance and appropriateness of the funded 
services within the Grandcarers program area. 

2. Examine the effectiveness and efficiencies of the funded service models.  
3. Identify issues affecting the sustainability of the service required to support future 

community needs. 
4. Explore the systemic context of the Grandcare service and provide options for 

future directions. 
 
The objectives were framed around the following themes: appropriateness, effectiveness, 
efficiency and sustainability, defined in Table 1 below.    

Table 1: Evaluation themes 

Appropriateness  Aims to determine the extent to which: 
• the target population is reached 
• a program is responsive to emerging needs of the community 
• adequacy of the service design and if the implementation matches the 

design 
• possible gaps and duplication of service. 

Effectiveness The extent to which a program achieves intended outcomes and can 
demonstrate impact. 

Efficiency The extent to which a program is delivered with the lowest possible use 
of resources, to the areas of greatest need, and continues to improve 
over time by finding better or lower cost ways to deliver outcomes. 

Sustainability1 The evaluation considered: 
• likelihood of program benefits continuing; or 
• capacity of an ongoing program to continue to deliver similar results 

into the future given prevailing circumstances. 
                                                      
1  In the context of the definition of evaluation, sustainability considers the social, economic, political, 
institutional and other conditions surrounding a program. 
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1.2 Evaluation scope 
 
This evaluation focused on the current services and service specific outcomes for 
grandfamilies, with emphasis on evaluation objectives one and two, with consideration to 
objectives three and four.  It included internal stakeholders, Wanslea’s management and 
staff, Wanslea’s service users and some external stakeholders. 

2 Service overview 
There are currently three services funded to support grandcarers. The descriptions below 
are presented as per the current service agreements that are in place. The service 
agreements are regarded as the primary record of the formal design requirements and 
may not match how the services operate in practice. 

Grandcare service 
The current Grandcare service agreement commenced 1 January 2015 and is due to 
expire on 30 June 2019 with an option to extend for a further six months. The Grandcare 
service annual funding level is $261,612.03 (2018-19) with indexation according to the 
Western Australian Government Indexation Policy for the Non-Government Human 
Services Sector (Indexation Policy) per annum. 

The Grandcare service aims to reduce social isolation, and build grandcarers’ resilience 
through: 

• information provision;  

• referrals to community resources;  

• learning and developmental workshops;  

• informal counselling and support;   

• support groups and social activities;  

• respite programs for grandcarers; and  

• a telephone information line. 
 

The telephone information line (1800 telephone service) provides the initial point of 
contact for grandcarers to Wanslea’s Grandcare services. The telephone line aims to 
capture grandcarers issues and seeks to determine the caller’s eligibility to be registered 
for the service. Information is provided to callers about Wanslea’s support groups and the 
range of resources and services in the community, including community legal centres, 
service clubs, emergency relief, counselling, respite and advocacy centres.  

Individual consultation targets grandcarers who are registered with the service who are 
experiencing difficulties. Staffed by personnel experienced in dealing with complex issues 
and qualified in Social Work or other human services disciplines, individual consultations 
aim to provide support and suggestions and link grandcarers to other services that would 
meet their needs. It may be delivered via telephone support or face to face interactions.    

Group work includes learning and development workshops, respite weekends for 
grandcarers, family social activities and outings, and support groups. Learning and 
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development workshops offer grandcarers the opportunity to refresh and/or learn about 
parenting, computer use, the impact of trauma on child development and other relevant 
topics. Respite weekends provide grandcarers the opportunity to meet and bond with 
people in a similar situation. Organised activities are aimed at personal development as 
well as recreation. Family social activities and outings aim to encourage grandfamilies to 
socialise, interact and build networks. Support groups are facilitated and/or coordinated 
once a month in various locations and provide ongoing emotional support to grandcarers. 
Respite, family social activities and support groups aim to bring grandcarers together to 
reduce social isolation and build grandcarers’ support networks. 

Community education sessions are public activities that focus on areas of concern to 
grandcarers and are accessible to all grandcarers in the community, not necessarily 
those who are registered with the service.    

The Grandcare service is designed to support grandcarers and has the following 
outcomes: 

1. Grandcarers develop, and build on, their knowledge, confidence and skills to care for 
grandchildren in their care. 

2. Grandcarers are supported to manage issues and/or situations arising as a result of 
providing care to their grandchildren. 

3. Grandcarers, and grandchildren in their care, are linked to appropriate social support 
networks and other community resources. 

 

For diagrammatic linkages between the objectives, inputs, outputs and outcome of the 
Grandcare service, please refer to program logic Figure 2. 
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Figure 1: Grandcare Services program logic 

 

 

Grandcarers Assistance Program (GAP) 
The current Grandcarers Assistance program (GAP) grant agreement commenced 
1 January 2015 and was due to expire on 30 June 2018 but was extended for one year. It 
is now due to expire on the 30 June 2019, with an option to extend for a further six 
months. The GAP annual funding level is $125,000 (2018-19) with no indexation. 

The GAP provides support to grandfamilies through: 

• respite; 

• educational support; 

• counselling; 

• practical home help; 

• group work; and  

• learning and developmental opportunities.   
 

The Grandcare service and GAP have similar service activities (Table 2) and outcomes 
(Figure 2 and Figure 3 respectively). However, there are slight differences in service 
provision and target groups. The Grandcare service focuses on the grandcarer, whereas 
GAP targets both grandcarers and their grandchildren. 
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Table 2: Summary of main activities in GAP and the Grandcare service models  

 GAP Grandcare service 
Respite (weekend camp) 

Grandmother camps only ✓  
Grandfather camps only ✓  
Grandparent camps only ✓ ✓ 
Grandparents and grandchild camps ✓  

Social activities 
Grandfamily social events and activities ✓ ✓ 

Workshops – learning and development 
Targeting grandparents only ✓ ✓ 
Targeting grandchildren only ✓  

Information provision and individual support 
Telephone line targeting grandcarers  ✓ 
Individual consultations for grandcarers  ✓ 
Counselling  ✓  

Others 
Referrals to other services and resources ✓ ✓ 
Practical home help ✓  
Educational support for grandchildren (e.g. tutoring and 
computing software) 

✓  

Community education  ✓ 
Support groups - facilitate, coordinate and maintain 
established groups 

 ✓ 

Support groups – formation of new groups ✓  
 

Both the GAP and the Grandcare service provide respite weekend camps.  However, the 
Grandcare service offers respite weekend camps for grandcarers only. GAP provides 
respite weekend camps to grandfamilies, where the grandchildren also attend.  The 
Grandcare service provides individual consultations and learning and development for 
grandcarers. The GAP provides counselling opportunities and skill development for both 
grandcarers and grandchildren. The Grandcare service coordinates and maintains 
established support groups, while GAP seeks to establish new support groups. In 
addition, GAP funding has the flexibility to provide practical home help such as gardening 
and home maintenance, and educational support such as tutoring and computer software 
for grandchildren. 

Outcomes for GAP include: 

• Grandcarers develop, and build on, their knowledge, confidence and skills to care for 
grandchildren in their care. 

• Grandchildren develop their knowledge, confidence and skills to support their personal 
development whilst in the care of their grandparent/s. 

• Grandcarers and grandchildren are supported to manage issues and/or situations that 
arise whilst in the care of the grandcarer or as a result of the transition to alternative 
care arrangement. 
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• Grandcarers, and grandchildren in their care, are linked to appropriate social support 
networks and other community resources 

 

Figure 3: GAP program logic 

 

 

Support Services for the Grandcarers Support Scheme 
The Grandcarers Support Scheme (GSS) was part of the Better Support for Seniors 
election commitment in 2013 of the State Government at the time. It provides an annual 
payment to grandcarers who are raising their grandchildren on an informal basis to 
acknowledge their parenting role and assist in meeting the costs of raising their 
grandchildren. The payment is $400 for the first grandchild and $250 per additional 
grandchild. Initially, the payment was restricted to grandchildren who were aged less than 
16 years and had lived in the full-time care of a grandcarer for at least four months of the 
last year, where the grandcarer was not receiving ongoing financial support from the 
Department (the Department of Child Protection and Family Support at the time) for the 
child. Since the middle of June 2017, the age criteria have been amended to include 
grandchildren under the age of 18 years. 

The GSS is delivered through a partnership between Wanslea and the Department.  
Wanslea is contracted to undertake the Support Services for the GSS, including the 
provision of advice regarding the GSS and eligibility; undertaking assessment of 
applications; recommending approved applicants to the Department for payment; 
promoting the GSS across the state; and referring grandcarers to more intensive support 
if needed. The service agreement commenced on the 1 December 2013 and is due to 
expire on 30 June 2019, with an option to extend for a further six months.   
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The Department was responsible for making the payments to approved applicants and 
remained accountable for this expenditure. Payments made through the GSS are 
administered by the Department’s Seniors Card Centre. This administrative function is not 
within the scope of this evaluation. 

The GSS does not have defined outcomes. Rather, it has key tasks listed in the service 
requirements, hence the outcomes originally developed in the 2014 formative evaluation 
report were adopted: 

1. Grandcarers are better able to support the grandchildren in their care. 
2. Grandcarers feel that their efforts are recognised. 
3. Grandcarers are more aware of support services available to them. 
4. Support services are offered to grandcarers enquiring about the scheme. 
5. State Government support of grandcarers is well regarded. 
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3 Evaluation methodology 
The evaluation employed a mixed methods approach with the combination of quantitative 
and qualitative data collection.  The following methods were used: 

• document review, including meeting notes and reports to identify operational issues; 

• focus groups of grandcarers; 

• analysis of application data from the Wanslea database and the department database; 
and 

• interviews with staff from Wanslea and the contract manager at the Department. 

Document review 
Project documents including meeting notes, service review reports, GSS audit reports 
and Wanslea reports were reviewed. In addition, a review of key Australian research was 
conducted to provide additional context and information to support the evaluation.  

Focus groups of recipients  
Focus groups were conducted in four locations, Albany, Belmont, Mandurah and 
Mirrabooka, targeting grandcarers who have used Wanslea’s services in the last 12 
months. The focus groups discussed the issues they were facing, their needs, the types 
of services they accessed from Wanslea, what worked well for them, areas of 
improvement, and the impact services made to their lives.  A total of 37 grandcarers 
participated in the focus groups. 

Survey with recipients 
While included in the original evaluation plan, a survey with grandcarers was postponed 
to early 2019 and a supplementary report will be produced to convey survey results.  This 
is because the Edith Cowan University grandcarers survey was in the field during the 
evaluation and it was considered inappropriate to simultaneously distribute another 
survey which might cause confusion and survey fatigue in grandcarers.   

Service databases  
Annual aggregate data was extracted from the Wanslea service database (WOMBAT) for 
the Grandcare services. 

The GAP service data was embedded within the Grandcare service database and not 
extractable. 

Unit record data from the Wanslea service database and the Department’s Client Record 
Management database was obtained for the evaluation of the GSS.  Raw data were 
recoded, and descriptive statistics produced to explore the characteristics of grandcarers 
approved for payment and eligible grandchildren, as well as some information on their 
family circumstances.  

Staff interviews  
Eight interviews were conducted with Wanslea staff, which included the Chief Executive 
Officer, members from the executive management team, program coordinators and 
frontline support/delivery staff.   
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3.1 Methodological challenges and limitations  
Methodological challenges and limitations for the evaluation are outlined below. The 
findings of the evaluation should be considered with an understanding of these 
limitations. 

• There is very little data available to estimate the grandcarer population in Western 
Australia. In addition, the informal and often ‘hidden’ nature of the care arrangements 
make the figure difficult to precisely define and predict. For this evaluation, estimates 
were based on various figures published in research conducted by the Social Policy 
Research Centre at the University of New South Wales, Australian Bureau of 
Statistics (ABS) and estimates from local service providers. These estimates are 
considered to be suggestive only. 

• Much of the evaluation relies on service information collected from grandcarers 
deemed eligible for the Wanslea services and may not be representative of 
grandcarers in general. 

• Feedback from grandchildren was not included in the data collection due to limited 
timeframe and resources. It should be noted that Edith Cowan University is 
conducting a pilot study that would include feedback from grandchildren and may 
provide further insights on their needs. 

• The evaluation focused only on the impact and design of WA funded Grandcare 
services. It did not explore overall themes and related policy, regulation and legal 
issues, and Commonwealth funded services in depth.  

• Trend analysis may be limited due to the changes in operational policy and service 
reporting requirements over the years. This introduces a higher possibility of 
inconsistencies and misunderstandings of the data collection design.   
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4 Findings 
The findings for the evaluation objectives were categorised under the four evaluation 
themes: appropriateness, effectiveness, efficiency and sustainability.   

4.1 Appropriateness 
There are 14 key findings regarding the appropriateness of Wanslea’s support to 
grandfamilies, listed below, and 28 findings total (see each subsection within this chapter 
for all findings).  

Key findings - Appropriateness: 
1. The Grandcare service, GAP and GSS were reaching grandfamilies in need. 
2. The majority of grandcarers were women and Aboriginal people were 

over-represented in both grandcarers and grandchildren. 
3. Severe parental dysfunction such as substance abuse, abandonment, mental 

illness and imprisonment were identified by grandcarers as common reasons for 
taking on care for their grandchildren. 

4. Informal grandcare arrangements are enduring, long term commitments and tend 
to be for more than one child per grandfamily. 

5. Grandfamily formation is typically unexpected and unplanned in response to a 
crisis where the child is at high risk of their needs not being met. 

6. Grandcarers report finding it hard to find supports that understand their 
circumstances and face additional barriers due to informal care arrangements not 
being recognised. 

7. Grandcarers typically approach Wanslea seeking help with financial issues and 
social isolation. 

8. Grandcare supports could not fully meet community demands due to inadequate 
coverage and resources and this particularly affected rural and remote regions. 

9. Respite was reported as the most desired support by grandcarers, but was not 
sufficiently available nor accessible to all grandfamilies. 

10. Service capacity appears to have been reached and the different types of group 
support appeared to be static or declining in favour of individual consultations. 

11. The GSS was less geographically-bound than other support types and appeared 
to be more accessible type of support currently on offer for regional and remote 
grandfamilies. 

12. Grandcarers have a positive opinion of the service they receive, the way in which 
it is delivered, and the caring and professional attitude of the staff. 

13. The current configuration of the different types of services can be confusing to 
grandcarers and staff. 

14. Referrals and linkages do occur but may be overweighted to internal services and 
may contribute to further stretching existing resources. There may be further 
opportunities for diversification of referral pathways given the connection Wanslea 
has with other community agencies. 
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4.2 Effectiveness 
There were four key findings regarding the effectiveness of current services, and five 
findings in total. 

Key findings - Effectiveness: 
1. Outcomes monitoring for the Grandcare service suggested most grandcarers 

reported improvement on most outcomes.   
2. Developing skills was the hardest outcome to achieve and has declined in the past 

two years and may be related to service composition change in which fewer 
learning and development groups were offered. 

3. Compared to the Grandcare service, the GSS had a lower achievement of 
outcomes, suggesting the recognition payment was not as effective a support for 
grandcarer needs. 

4. Normalisation (including reducing shame and stigma), bonding and finding others 
in the same circumstances was identified by grandcarers as being highly beneficial 
both to the grandcarer and the grandchild. 

 

4.3 Efficiency 
There were two key findings regarding the efficiency of current services, and four findings 
in total. 

Key findings - Efficiency: 
1. The GSS was regarded as not as efficient a service compared to the Grandcare 

service and achieved lower performance in outcomes.   
2. Combining the three service agreements into one overall service with pooled 

funding would improve efficiency by reducing confusion, duplication, reporting, and 
contract management. 

4.4 Sustainability 
There were three key findings relating to the sustainability of the current services. 

Key Findings - Sustainability: 
1. A lack of funding growth was resulting in decreases in responsiveness and 

reduced promotion of the service. 
2. A lack of indexation for GSS and GAP was contributing to reduction in service 

capacity and impact. 
3. Funding uncertainty, if prolonged, will impact service delivery. 
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5 Preliminary areas of improvement 
Given the key findings presented in this report, it is apparent that overall the Grandcarer 
support programs provided by Wanslea achieve positive outcomes, but there are some 
areas for improvement, listed below.   

1 Harmonise service design and contracting 

There are avoidable inefficiencies (duplication of effort, resources, reporting) and 
confusion in the current configuration of contracts and service requirements.  
Redesigning the current approach into one design and pooling together funding would 
address this. For instance, rationalising the telephone services of the Grandcare service 
and the GSS. 

2 Address service coverage 

Outside of telephone support, at present the accessibility to support is determined by 
grandfamily proximity to a Wanslea service location. This means there are significant 
areas of WA which do not have the same access to supports. Identification of areas with 
high unmet demands should occur and consideration be given to better reach these 
areas. 

3 Re-design the GSS 

The GSS appears to be less efficient and not to achieve the same level of outcomes as 
other services. Two options are suggested to address this: 

• The first option would be to reinvest the funds into expanding the existing supports – 
increasing respite services, extending coverage to new, under-serviced locations, 
addressing indexation and funding shortfalls in the Grandcare service and GAP. 

• The second option would be to attempt to streamline the operation of GSS, recognise 
and build on its strengths, namely the seeming effectiveness it has in reaching 
grandfamilies that might not engage with other services.  Indeed, given that many 
grandcarers seek financial support, a repurposed GSS might take the form of 
emergency relief and micro loans that is integrated and compliments the other 
services. 

4 Provide funding certainty and address indexation. 

A major impediment to sustaining good service delivery and supporting the workforce is 
providing security of funding. Some funding has been subject to short extensions and 
remains uncertain. This presents avoidable challenges to maintaining a skilled workforce 
and organisational planning and governance that will lead to decreased service 
effectiveness and efficiency if prolonged.  

Additionally, not all services have been indexed and have declined in real terms from 
original funding levels, reducing capability and impact.  Inclusion of indexation in all 
funding, in accordance with funding under the Delivering Community Services in 
Partnership policy is therefore recommended. 
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5 Expand respite and improve flexibility. 

Respite was strongly favoured by grandfamilies but was not always accessible due to 
both resourcing, but also design barriers (e.g., no care arrangements for a grandchild 
while the grandcarer accessing respite, limits respite to those grandcarers who have 
sufficient support networks). Harmonisation of service design should address some 
barriers, but there would be further opportunities to respond to this need. Respite can 
occur across a scale of intensity from short recreational activities to overnight stays. 
Respite can occur together (e.g., giving a grandfamily the opportunity for a holiday they 
would not otherwise have) or separately (e.g., giving a grandcarer time to themselves). 

6 Increase learning and development activities 

Developing skills and abilities was identified as the hardest outcome to achieve and had 
declined recently. This decline coincided with declines in support activities linked to this 
outcome. Therefore, it is recommended that effort be re-invested into maintaining learning 
and development groups. 
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Appendix 1 – Evaluation findings  

Appropriateness 
 

4.1.1 Is the service reaching the target population of people in need? 

Who are the targets for the services? 

Grandfamilies are often referred to as formal and informal.  There are two similar, but 
different, usages of the term formal and informal relating to grandfamilies.  One relates to 
Wanslea’s service provision criteria and the other is focused on the legal rights of 
grandparents that is employed by the Department of Communities.   

In general, the services aim to target informal grandfamilies in Western 
Australia.  According to the service provision criteria, informal grandfamilies are families 
where the grandparents are caring for their grandchildren on a full-time basis in the 
absence of the parent through a private agreement or family court order.  In contrast, 
formal grandfamilies are formed where a child has entered the care of the Chief Executive 
Officer, Department of Communities, and the Department has placed the child in the care 
of the grandparents as a ‘family carer’, or where a Special Guardianship Order has been 
granted to the grandparent.   

The Department of Communities recognises that grandchildren may be in the primary care 
of their grandparents through:  

• informal/private arrangements with the family members concerned. Usually a crisis has 
occurred, and the grandparents have acted to provide a safe and secure environment 
for the children.  

•  formal arrangements where:  
o the Children’s Court has made a Protection Order placing the child in the care of the 

CEO of the Department and the Department has placed the child in their care as a 
‘family carer’; or 

o the Family Court of Western Australia has made Parenting Orders concerning who 
has parental responsibility for the child and who the child shall live with. 
 

Evidence collected in the evaluation suggests the challenges and issues experienced by 
many informal or formal grandfamilies are likely to be similar. The Edith Cowan University 
study on grandfamilies, due to be completed by the end of 2019, may provide more insight 
into the differences between formal and informal grandfamilies, and may provide a better 
definition based on need.  
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The lack of information about the number of grandcarers in Western Australia creates a 
significant challenge for services in planning, designing and delivering a state-wide support 
program. The hidden or informal nature of care arrangements make it difficult to identify 
grandfamilies.   

Data from the Australian Bureau of Statistics (ABS) on grandparent families was used to 
indirectly estimate the number of grandfamilies. The ABS definition of grandparent families 
is where there is a grandparent-grandchild relationship in a family and no parent-child 
relationship. There is no differentiation between formal or informal grandparent families.  

Table 3 presents estimates of the number of grandfamilies in Western Australia. The 
estimates were extracted from data from various sources, and the discrepancies in the 
figures highlight the challenges in estimating this population, including such things as 
different definitions and methodologies producing different estimates. 

Table 3: Estimates of the number of grandfamilies in Western Australia 

  Number grandfamilies Number 
grandchildren 

 Source Australia Western 
Australia 

WA average 1.9 
children per family4 

A ABS FCS1 2009-10 16,000 1,648 4,226 
B ABS FCS1 2003 23,000 2,4413 4,637 
C ABS Census 20112 N/A 2,899 N/A 
     

1 Australian Bureau of Statistics. Family Characteristics Survey (Cat. 4442), Customised Data (email 29/4/13) 
2 Australian Bureau of Statistics. Census 2011, Customised Data, May 2016.  Grandfamilies with 
grandchildren under 16 year old (with or without other children) 
3 WA estimate derived by applying proportion of Australian population residing in WA 10.6% (2016 Census) 
4 Average number of children per household WA = 1.9 (2016 Census Quickstats) 
 

Customised ABS Census 2011 data estimated there were 2,899 grandfamilies in Western 
Australia.  This includes formal and informal grandfamilies with children under 16 years of 
age. A new request for Census 2016 data has commenced for future information 
requirements. 

Findings - Appropriateness: 
The number and formation rate of grandfamilies in WA is not well understood and only 
weak estimates can be ascertained.   
The estimated number of grandfamilies is at least 3,000 and possibly includes 5,000 
grandchildren. 

Characteristics of grandcarers using the services 2017-18 

The number of grandcarers and their demographics has been drawn from the Grandcare 
service registrations and the GSS database. Due to eligibility differences and data 
collection design of the two services, the Grandcare service registration database may 
provide a better indicator of the total number of grandcarers using Wanslea’s services. For 
example, only one grandcarer in a couple relationship may apply through the GSS for the 
grandchild, however, both grandcarers would be registered with the Grandcare service.   
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Data extracted from the Grandcare service system is at an aggregate level with limited 
demographic information. However, the GSS data can be extracted at individual level and 
more detailed demographic information is available.  Hence, data from both sets are 
presented below to provide an overall picture. No service user information was available 
for the GAP due to reporting limitations. 

The number of grandcarers accessing the Grandcare service has nearly doubled in the last 
four years (Figure 4). Interviewed staff from services speculated that the growing number 
of grandcarers was due to both increased methamphetamine use in the community and 
increased awareness of support available driven, in part, by the introduction of the GSS. 

Figure 4: The number of grandcarers registered with the Grandcare service 

 

 

In 2017-18, 1,261 grandcarers were registered with the Grandcare service.  The majority of 
grandcarers (68.8 per cent) were female. Approximately one in five were Aboriginal and/or 
Torres Strait Islander (ATSI) and one in 10 had a Culturally and Linguistically Diverse 
(CaLD) background. The service had a higher representation of ATSI, compared to the 
representation in the general population (3.1 per cent). In contrast, the representation of 
CaLD appeared to be lower than the general population (30 per cent born overseas).   

Grandcarers accessing GAP were limited to those registered with the Grandcare service.  
Unfortunately, due to the design and infrastructure of the database, individual unit data 
was not extractable for grandcarers or grandchildren assessing GAP. Therefore, 
inferences about service users were made from the Grandcare service and the GSS 
database due to the expected overlaps in service users. 

The number of grandcarers accessing GSS was slightly lower due to the criteria 
associated with the payment. For example, only one grandparent in a couple relationship 
can apply for a payment through the GSS, but both can access the Grandcare service.  
With changes to the eligibility over the years, trend analysis should be viewed with caution 
as it is not comparing like with like. The number of applications for a GSS payment has 
grown by 21.6 per cent since commencement, from 881 (2014-15) to 1071 (2017-18).  Due 
to changes in the database in 2015-16, individual counts of grandcarers were limited to the 
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last two financial years.  In 2017-18, the number of individual grandparents applying for a 
GSS payment was 985; an increase compared to 2016-17 (863).  

The general demographic of individual grandcarers accessing GSS is summarised in 
Table 4.  Any comparison with the general population is made using Census 2016 Quick 
Stats, unless stated otherwise. 

Grandcarers accessing the GSS were largely women (92 per cent) with an average age of 
58.2 years. The youngest grandcarers were aged 34 and the eldest aged 81. The majority 
of recipients were younger than 60 years of age (56.7 per cent). Interviewed staff at 
services observed the trend in services users had changed over the last few years, with 
younger grandcarers accessing the service, however, the data did not support this. The 
findings are similar to the 2014 GSS Evaluation report and highlight the stability and 
diversity in age of the Grandcarer population. 

Less than half the grandcarers were living in a registered or de facto marriage  
(39.6 per cent). These rates were lower than the rate within Western Australians aged over 
15 years where 60.1 per cent were living in a registered or de facto relationship.2  

The majority of grandcarers approved for a payment through the GSS were unemployed 
(60.9 per cent). This is compared to the general population in which the rate of 
unemployment was 7.8 per cent3. Nearly one in five grandcarers were retired  
(18.4 per cent) and the remaining (20.5 per cent) were employed. Out of employed 
grandcarers, a majority (63.4 per cent) were working part time, which was the reverse to 
the general population (31.7 per cent). Overall, the employment circumstances of 
grandcarers appeared more precarious than the general population, with associated 
effects expected for financial independence, economic participation and social inclusion. 

Two in five recipients identified as ATSI (40.5 per cent). This was far greater than the 
proportion of ATSI observed in the Western Australian population (3.1 per cent). This 
suggests that specific factors existed in Western Australia that result in more grandfamily 
arrangements in ATSI who were eligible for the GSS payment than would be expected. 

Very few recipients were reported to speak a language other than English at home  
(0.01 per cent) or born in a non-main English speaking country (4.1 per cent). This was 
lower than the general population where one in five speaks a language other than English 
at home and approximately 30 per cent born in a non-main English speaking country.  
  

                                                      
2 ABS, Census 2016, Quick Stats, used for WA population comparison. 
3 Unemployment rate of 7.8% from ABS, Census 2016, Quick Stats for consistency.  The current unemployment rate of 
5.9%, Labour Force, Table 8, Cat. 6202.0,  Oct 2018. 



  
 
 

Page 24 of 54 

Table 4: Characteristics of GSS applicants that were approved for a payment 

Gender   n=985 
    % 
  Female 92% 
  Male 8% 
Age (at approval date)  n=985 
  Mean (years) 58.2 
  Minimum 34 
  Maximum 81 
Age Group  % 
  Under 40 0.6% 
  40-49 13.1% 
  50-59 43.6% 
  60-69 33.6% 
  70-79 8.6% 
  80 and over 0.4% 
  Missing/invalid 0.1% 
Age - Seniors 60 years and over 42.6% 
Relationship   n=985 
   % 
  In registered or de facto marriage 39.6% 
Employment  n=985 
    % 
  Employed 20.5% 
  Unemployed 60.9% 
  Retired 18.4% 
  Missing/not available 0.1% 
Aboriginal or Torres 
Strait Islander Status  

 n=985 
  % 

  Aboriginal or Torres Strait Islander 40.50% 
Country of Birth   n=985 
   % 
  Australia 84.5% 
  Other English speaking 11.5% 
  Non-main English speaking 4.1% 
Language Diversity  n=985 
    % 
  Speak a language other than English 

at home 0.01% 

  English only 30.15% 
  Missing 69.24% 
Region of residence   n=985 
   % 
  Gascoyne 2.0% 
  Goldfields Esperance 3.7% 
  Great Southern 5.3% 
  Kimberley 1.5% 
  Mid-West 8.2% 
  Peel 7.8% 
  Perth Metropolitan Area 56.8% 
  Pilbara 0.9% 
  South West 6.1% 
  Wheatbelt 7.4% 

Source: Wanslea GSS database (Applicants) extracted 17/9/2018 
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Findings - Appropriateness: 
The number of grandcarers registered with the Grandcare service and the GSS has 
increased over the past four years. 
The majority of grandcarers were women, particularly for the GSS. 
The majority of grandcarers were under the age of 60.  
Grandfamilies were disproportionately Aboriginal when compared to the general 
population. 
Grandcarers appeared to be financially vulnerable, with high rates of unemployment. 

Characteristics of eligible children 

Similar to the number of grandcarers, the number of grandchildren registered with the 
Grandcare service has increased by 82.0 per cent (Figure 5) in the past four years  
(2014-15 to 2017-18). The proportion of females was 47.5 per cent in 2017-18.  
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Figure 5: The number of grandchildren registered with the Grandcare service. 

 

 

The GSS database extraction provided a more detailed description of the characteristics of 
grandchildren. As with the grandparent’s data, trend analysis may not be accurate due to 
the changes in age criteria over the years.   

The number of grandchildren has increased from 1,534 (2014-15) to 1,867 (2017-18), an 
increase of 21.7 per cent. In 2014-15, the age criteria for children was up to 16 years and 
in 2017-18, the age criteria increased to grandchildren under the age of 18 years. 

A summary of the grandchildren can be found in Table 5 below. The average age of the 
eligible grandchild in grandcare was close to 10 years. Most were primary school age 
(between 6 and 12 years). Half of the grandchildren were Aboriginal (58.6 per cent) and 
the majority of relationships with the grandcarer were biological (97.7 per cent).   
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Table 5: Characteristics of eligible grandchildren in the GSS 

Demographic characteristics   
Gender   n=1952 
   % 
  Female 47.8% 
  Male 52.2% 
Age Mean (years) 9.9 
     
Age Group   n=1952 
   % 
  0-2 years 10.5% 
  3-5 years 16.8% 
  6-12 years 51.9% 
  13 - 18 years 23.4% 
  invalid 0.1% 
Aboriginal or Torres Strait Islander Status  n=1952 
    % 
  Aboriginal 58.6% 
Country of Birth   n=1952 
   % 
  Australia 98.7% 
  Other English speaking 0.5% 

  Non-main English 
speaking 0.8% 

Relationship to Grandcarer  n=1952 
    % 
  Biological 97.7% 
  Cultural 1.5% 
  Adoptive 0.3% 
  De facto 0.0% 
  Step-parent 0.5% 

Source: Wanslea GSS database (Children) extracted 17/19/2018 
 

Grandcarers and services indicate that the nature of grandfamilies varied in that: 

• some grandcarers were caring for their great grandchildren; 

• some were caring for their own children as well as their grandchildren of similar age; 
and 

• some were caring for grandchildren with ongoing financial support from the Department 
of Communities (family carer) and without ongoing financial support from the 
Department (grandcarer).   

 

Families caring for children as a family carer and grandcarer reported increased tensions 
within the family due to different levels of support and opportunities available for each 
child.  For example, grandchildren have opportunities to go to social events such as 
movies or ballet, but the grandcarer’s own child/ren may not, causing friction amongst the 
children.  Different level of supports offered as a family carer versus grandcarer contributes 
to grandcarers’ perception of being unrecognised, undervalued and unappreciated. The 
complexity of some grandfamilies’ structure indicates that particular subgroups have 
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unique difficulties and may require individualised approaches and supports. It is not known 
how many families would have this issue. 

Findings: 
The number of grandchildren registered has increased over the past four years. 
Children were mostly primary school aged, biologically related to their grandcarers and 
half of grandchildren in the GSS were Aboriginal. 
Some grandfamilies reported formal and informal care arrangements between children 
which lead to tensions due to vastly different levels of support. 

Number of eligible children in grandfamilies and duration of care 

To be eligible for the GSS payment, the grandchild must have been in the grandcarer’s 
care for at least four of the previous 12 months. Table 6 provides a summary of the 
duration for which each eligible child has been in the Grandcarer’s care in 2017-18.  

More than one in four (28.8 per cent) grandchildren had been in the grandcarer’s care for 
more than five years. The average duration of care was 4.8 years with a maximum of 
17 years of care. This demonstrated that most grandfamily arrangements were long term. 
On average, grandcarers cared for two children and there were cases where grandcarers 
are caring for more than 10 children (Table 7).   

Table 6: Duration of grandchildren in care of grandcarer 

Duration of child living with Grandcarer (years) n=1952 
  % of children 
Less than one 7.5% 
1 – 2 35.4% 
3-5 28.2% 
6-10 19.2% 
more than 10 9.6% 
Mean 4.83 
Minimum 0 
Maximum 17 

Source: Wanslea GSS database (Children) extracted 17/19/2018 
 
Table 7: Number of eligible children in grandfamilies 

Number of children the grandcarer received payment for  n=1953 
  % of applicants 
Mean (number of children) 1.98 
Minimum 1 
Maximum 10 
  

Source: Wanslea GSS database (Application) extracted 17/19/2018 
 

Findings: 
Informal Grandcare arrangements are enduring, long term commitments and tend to be 
for more than one child (the mean was two). 
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Circumstances leading to children going into grandcarer care 

Applicants were asked to describe the circumstances that resulted in the child coming into 
their care. The reasons for a child going into the care of a grandparent carer provided 
context and insight into the circumstances faced by such families and established reasons 
why the parents could not care for the children.   

Issues identified by grandcarers, such as substance abuse, violence, criminal behaviour, 
mental illness, and homelessness are risk factors leading to child abuse and neglect4.  
Those factors have been found to be common reasons for children entering into formal 
care arrangements5. 

For the majority of GSS recipients (88.5 per cent), the grandchildren were in grandcarer 
care as a response to a family breakdown situation. These care arrangements were 
unexpected and unplanned. For almost all the families (98.9 per cent) the care was 
classified as an informal arrangement, emergency or crisis, that is, an arrangement that 
was not at the formal request of the court or an agency such as the Department but was 
necessary to meet the needs of the child.  

Using the explanations provided by the grandcarers, the assessors selected from a list of 
factors that were involved in each grandcarer situation. In addition to selecting the factors, 
the assessors were able to leave notes to describe other factors contributing to the child 
being in grandparent care. The factors were listed in the database by the grandcarer and 
not by each grandchild on the application. In some cases, different factors could lead to 
grandchildren being in the care of one grandcarer, but no distinction of circumstances for 
each grandchild is possible due to the way the data is recorded in Wanslea’s database. 

The majority of recipients reported family breakdown, substance abuse and/or unknown 
location of parents as one reason why the children were in their care. Table 8 presents a 
summary of the factors. On average, each applicant had five factors listed. The nature of 
these issues and the number of issues recorded for each applicant reflected the complex 
family situations faced by grandcarers, their children and the grandchildren they care for.  

  

                                                      
4 Australian Institute of Family Studies, CFCA Resource sheet – September 2018, 
https://aifs.gov.au/cfca/publications/children-care  source origin https://aifs.gov.au/cfca/publications/risk-and-
protective-factors-child-abuse-and-neglect 
 
5 Campo, M., & Commerford, J. (2016). Supporting young people leaving out-of-home care (CFCA Paper No. 41). 
Melbourne: Australian Institute of Family Studies. Retrieved from aifs.gov.au/cfca/publications/supporting-young-
people-leaving-out-home-care/outcomes-young-people-leaving-care 
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Table 8: Factors contributing to a child going into grandparent’s care 

  % of recipients 
(n=985) 

Family Break Down 88.5% 
Substance Abuse 80.8% 
Whereabouts Unknown 63.1% 
Mental Illness 43.7% 
Imprisonment 42.7% 
Family Violence 41.7% 
Criminal 38.9% 
Homelessness 28.5% 
Child Neglect 28.0% 
Family Court Order 21.2% 
Deceased 13.5% 
Disability 4.3% 
Other 2.9% 

Source: Wanslea GSS database (Children) extracted 17/19/2018 
 

Findings: 
Severe parental dysfunction such as substance abuse, abandonment, mental illness 
and imprisonment were identified by grandcarers as common reasons for taking on 
care for their grandchildren. 
Grandfamily formation is typically unexpected and unplanned in response to a crisis 
where the child is at high risk of their needs not being met. 

Reasons for seeking grandcare support 

For the past few years, the most common reason for seeking assistance from the 
Grandcare service was financial issues. Figure 6 presents the latest service data for the 
Grandcare service for the January to June 2018 period, which shows 37.2 per cent of 
presenting issues were related to financial issues, followed by ‘other’ and social isolation 
issues. The focus groups and interviews revealed similar issues, the need for financial 
assistance, social isolation and information to manage changes in circumstances.  

In addition, most grandcarers reported they found it difficult to identify services relevant for 
their circumstances and needed information regarding other services, their legal rights and 
guidance in navigating the systems.  Prior to accessing Wanslea services, many 
grandcarers experienced frustration in dealing with Centrelink and Health services for their 
grandchild. Grandcarers attributed the difficulty due to the lack of staff awareness of 
services available, lack of recognition as a carer, and administrative identification process 
and procedures that imposed barriers.  Due to the often unexpected ways children come 
into the care of grandcarers, many grandcarers have inadequate identification documents 
for the grandchild and this has been the main barrier to service provision. It has been 
noted that services are becoming more accommodating. For example, in the last few 
years, Centrelink has established a Grandcarer Liaison Officer to better support 
grandcarers. 
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Figure 6: Reasons why grandcarers sought support January to June 2018 

 
Source: Wanslea Service Delivery Data Report Jan – Jun 2018 

Findings: 
Grandcarers report finding it hard to find supports that understand their circumstances 
and face additional barriers due to informal care arrangements not being recognised. 
Grandcarers typically approach Wanslea seeking help with financial issues and social 
isolation. 

 

4.1.2 Is the coverage and capacity of the service adequate in meeting community 
demand? 
 

Throughout the focus groups and interviews, grandcarers and staff indicated that the 
service did not fully meet community demands in terms of coverage and resources.   

The most recent Service Delivery Data Report from January to June 2018 for the 
Grandcare service indicated that 75.2 per cent of registered grandcarers reside within the 
metropolitan area and 24.8 per cent are in regional areas (including Peel). In contrast, the 
GSS Service Delivery Data Report from January to June 2018 indicated that 58.6 per cent 
of grandcarers reside within the metropolitan area and 41.4 per cent are in regional areas 
(including Peel). This suggests that the coverage of the Grandcare service is more  
influenced by Wanslea’s physical location than the GSS, which has a wider spread through 
the State, given that the nature of this activity (making payments) is less geographically 
bound. 
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A majority of Grandcare service support groups are established in the metropolitan or 
regional areas where Wanslea offices are located, not necessarily where grandcarers are 
located, limiting the coverage of the service delivery reach. Wanslea is aware of the 
limitation and has been exploring alternative options. More recently, Wanslea has worked 
with Aboriginal community groups to coordinate the Northam support group and intends to 
partner with Mission Australia to provide some services in the Mid-West region. 

At focus groups, a grandcarer noted that they have been trying to contact Wanslea 
telephone services in the last week or so and have left two messages. Wanslea staff 
indicated that in rare cases it may take weeks to return telephone enquiries for grandcarers 
calling from the regional and rural areas as they are very difficult to reach. Some regional 
and rural grandcarers use relatives or friends’ mobile phone and are hard to track.  There 
have been cases where regional and rural grandcarers were calling from community 
centres and services they were attending. With limited access to telephone or mobile 
devices, grandcarers in regional and rural areas are difficult to contact and provide service 
to. This highlights the importance of capturing regional and rural grandcarers when taking 
their call. 

Respite was highly valued by grandcarers who have attended the service. Respite was 
most commonly mentioned when discussing need for more support and where access was 
limited. Grandcarers who have accessed respite highly recommend the service as it 
provides an opportunity to recharge and enables them to better manage their own needs 
and care for their grandchildren. However, due to the limited places on offer, not all 
grandcarers have attended. There is a consensus that regularity of the respite is 
insufficient, and on average, grandcarers can only attend once every three years. Below is 
an excerpt of feedback provided by a grandcarer regarding respite:   

‘They gave me advice when I was completely unprepared for becoming a 
full time carer for my 2 year old grandson. Unfortunately after filling out 2 
respite forms over 2 years I NEVER heard back from anyone! There were 
and are times we need a break. Even one night or evening would be good. 
Thank you.’ 

Although respite is highly valued by grandcarers, it may not be possible for all grandcarers 
to access the services, especially sole grandcarers and those with limited support 
networks.  Some of the respite is aimed at the grandcarer only with no provision for the 
grandchild.  Hence, the grandcarer needs to organise care for the grandchild, usually by 
family and friends. A grandcarer with limited support may find this difficult, others may not 
be comfortable with leaving the grandchild for a few days, especially those that are caring 
for younger grandchildren. It has been noted that sometimes grandcarers registered for 
respite withdraw from the camp on short notice for a variety of reasons, and there are only 
a few grandcarers on the waitlist who are ready and available to attend on short notice. 
These grandcarers tend to have better support networks and have more opportunities to 
attend the camps than those who do not have such support. Grandcarers with limited 
support who can’t arrange alternative carer for the grandchild cannot access respite.  This 
indicates there may be barriers to service access. 
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Findings: 
Grandcare supports could not fully meet community demands due to inadequate 
coverage and resources and this particularly affected rural and remote regions. 
Respite was reported as the most desired support by grandcarers, but was not sufficiently 
available nor accessible to all grandfamilies. 

Grandcare service  
The service telephone information line is intended to provide the first point of contact to the 
Grandcare service as well as information provision and support for grandcarers wanting to 
register with the service.  As such, the number of enquires could provide an indication of 
the level of community demands. Contrary to the doubling of grandcarers in the registration 
database, the number of enquiries through the telephone line has decreased in the same 
period (Figure 7). Anecdotal evidence suggests that the number of enquires to the 
telephone information line has decreased, as grandcarers were entering the registration 
database through the GSS telephone line and Wanslea’s main switchboard where calls are 
put straight through to the Grandcare service staff office line. In addition to providing 
information relating to the GSS payment, the GSS telephone line also asks callers about 
their situation and provides information on related services and supports, hence duplicating 
the services provided by the telephone information line. There is confusion between the 
two telephone lines as grandcarers don’t differentiate between the two services and 
funding streams and hence will continue to call the GSS phone number instead of the 
telephone information line provided by the Grandcare service. 

In addition, the increase in response time and/or redirection to message machine may act 
as a barrier for grandcarers from calling the telephone line, instead they are more likely to 
call the support group facilitators or coordinator directly. The direct calls are currently not 
extractable from the database, hence the number of grandcarers requiring information, 
support and assistance may be underreported. 

Figure 7:  Number of calls to telephone information telephone line 

 
Source: Grandcare Service Delivery Data Reports, prepared by Wanslea biannually 
Count of enquires may include multiple enquiries from the same individual 
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Figure 8 shows marginal growth in the number of instances of individual consultations 
provided in the last three years. Those figures are a count of instances and may include 
multiple enquiries from the same individual. It indicates that the majority of consultations 
are conducted over the telephone and the volume of work has increased over the last 
three years.  

Figure 8: Number of individual consultation instances by type 

 
Source: Grandcare services Delivery Data Reports, prepared by Wanslea biannually 
 

The number of learning and development groups coordinated and provided is driven by the 
grandcarers’ needs and requests and has fluctuated over the years (Figure 9).  Those 
learning and development groups aim to build grandcarers personal and social 
development and life skills. Topics presented may include parenting skills, managing 
trauma, behaviour management, computer skills, cyber bullying, services, guest speakers 
and are targeted at grandcarers who are registered with Grandcare service. They are 
usually delivered within the support group sessions. In 2017-18, there was an average of 
11 participants per group.   
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Figure 9: The number of groups provided and number of participants registered 

 
Source: Grandcare Service  Delivery Data Reports, prepared by Wanslea biannually 
 

Similarly, the number of education workshops (Figure 10) has varied over the years, and 
the average number of attendance in 2017-18 was 23 participants per workshop. These 
educational workshops are more general information about legal rights and services 
available to grandcarers. They may also include topics similar to the learning and 
development group, but are open to the whole community. The attendance numbers 
increased in 2017-18 even though the number of workshops conducted was reduced. 

Figure 10: The number of Community Education activities and number of workshop 
participants 
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metropolitan area, and 42.9 per cent in a regional area. Out of the regional groups, one 
third were located within the Peel region. This strongly reflects the composition of the 
grandcarers locations in the service with two out of five grandcarers recorded within 
regional areas and half of those in regional area, residing in Mandurah and Rockingham.   

Findings: 
Confusion between service contacts masked overall demand for services. 
Increasing reliance on messages and call-backs may increase barriers to support or 
redirected demand to other contact points at Wanslea. 
Service capacity appears to have been reached and the different types of group support 
appears to be in decline in favour of individual consultations. 

 

Grandcarer Assistance Program (GAP) 
Data relating to GAP is limited at an aggregate level with six months interval.  Figure 11 
displays the variations in the number of instances grandcarers and grandchildren accessed 
individual support. Some grandcarers and/or grandchildren may receive multiple types of 
individual support on more than one occasion (i.e. the figures are not a count of 
individuals). Individual support may be categorised into counselling, practical assistance 
and bridging the gap support.  Counselling is where counselling support is offered to the 
grandcarer or grandchild. Practical assistance helps grandcarers manage caring for their 
grandchildren which may include linking them to appropriate social support networks and 
general community resources. Bridging the gap support is aimed at bringing different 
generations together and may include assisting grandparents with current technology, 
social media, cyber bullying and how to communicate with teens and parenting in the 
current environment. 

For grandcarers, the majority of support was counselling, followed by bridging the gap and 
then practical support. Support available for grandchildren was more evenly distributed, 
however, grandcarers indicated that they highly value the counselling and education 
support and that the level of support may be insufficient for some grandchildren. The 
fluctuation in the number of instances (Figure 11) and types of support provided (Figure 12 
and Figure 13) is reflective of the GAP funding stream, where the service has flexibility in 
service provision to accommodate an individual’s needs.  
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Figure 11: Number of instances grandcarers and grandchildren accessed individual 
support through GAP 

 

Figure 12: Number of occasions and types of individual support provided for 
grandcarers 
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Figure 13: Number of occasions and types of individual support provided for 
grandchildren 

 

GAP provides a number of activities in group settings. Training workshops were offered the 
most, followed by respite and social activities (Figure 14) which was reflective of the 
findings from the focus groups where grandcarers indicated a strong interest in respite and 
social activities involving children. Anecdotal evidence suggests there are more 
grandcarers seeking respite services than the volume of service provision available.   

Fluctuation in the data (Figure 14 and Figure 15) further supports the flexible use of the 
GAP funding to support grandcarers. The GAP provides a degree of flexibility in allocating 
the funding to the meet the individual grandcarers needs and circumstances. For example, 
GAP may allocate more funding to educational support such as tutoring in the first half of 
the financial year because grandparents are concerned with the children’s mid-year report 
cards and allocate more funding on computer software in the second half of financial year 
to coincide with beginning of school year.   

Figure 14: The number and type of groups provided 
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Figure 15: The number of people registered for the group work 

 

 

Findings: 
GAP successfully provided a range of supports to grandcarers and grandchildren. 

 

GSS 
Enquiries to the GSS has nearly doubled since commencement.  In 2017-18, GSS 
received 10,843 enquires compared to 5,971 in 2014-15 (Figure 16). Staff noted that 
enquires seem to fluctuate around October to December as the end of year approaches.  
This may be due to the 12 months anniversary of most of the GSS payments as the GSS 
was launched in November and/or increased costs at Christmas time reminding some 
grandcarers of the payment. It was not possible to separate new enquiries from follow-up 
enquiries (for example, from applicants checking the status of their payment). 

Figure 16: Number of enquires – GSS 

 
Source: Support Services for the Grandcarers Support Scheme Service Delivery Data Reports, prepared by 
Wanslea biannually. Count of enquires may include multiple enquiries from the same individual 
 

 

9 16

186

90

211

22
6

96

140

12
0

11

80

179

105

0
20

71

16

118

13
0

124

82

111

30 35

98 94

61

28
7

102
82

95

0

50

100

150

200

250

New Support Groups Associate (Auxiliary)
Support Groups

Respite
Camps/Weekends

Social Activities Training Workshops for
Grandcarers

Jan-June 2015 July-Dec 2015 Jan-June 2016 July-Dec 2016

Jan-June 2017 July-Dec 2017 Jan-June 2018

5971

9315
10308 10843

0

2000

4000

6000

8000

10000

12000

2014-15 2015-16 2016-17 2017-18



  
 
 

Page 40 of 54 

Expressed interest is useful in tracking awareness of the service and is likely influenced by 
promotional efforts. Grandfamilies have attracted media attention in the last year, however, 
most grandcarers are aware of Wanslea services through referrals, friends, family and 
social networks. The most recent Service Delivery Data Report, from January to June 2018 
indicated that 56 per cent of applicants were referred by other service providers and  
26 per cent from friends and family members. 

Due to limited data on the grandfamily population and community demand, the level of 
interest should continue to be monitored to gain a sense of whether awareness is 
increasing or declining. In addition, the level of demand such as total number of enquiries, 
response times and  uncontactable grandcarers should be captured and tracked to gauge 
community awareness, interest, and demand for the services. 

In 2017-18, 1,071 grandcarers received a payment for 1,867 eligible children through the 
GSS. As evident in Table 9, the number of grandcarers and grandchildren eligible for a 
GSS payment has increased in the past four years. The biggest change was from 881 
grandcarers in 2014-15 to 1,006 grandcarers in 2015-16. With the recent increase in 
children age criteria from 17 to 18 years, the increasing trend is expected to continue.   

 

Table 9: Number of eligible children in each GSS grandfamily 

 Amount 
paid 

Count of 
grandparents 

Count of 
children 

2014-15 $513,000 881 1534 
2015-16 $555,150 1006 1669 
2016-17 $574,500 1017 1749 
2017-18 $608,200 1071 1867 

Source: Department payment data up to 30 June 2018. 
 

Compared with the general Western Australian population, GSS recipients were more 
likely to reside outside of Greater Perth area (21.4 per cent versus 43.2 per cent 
respectively). GSS recipients are more geographically dispersed than the Grandcare 
service.  There was a general consensus that service provision was limited in regional 
areas, especially interactive activities such as workshops, support groups, social activities 
and respite. This highlighted the need to provide support services which are accessible to 
those residing outside of the Metropolitan area. Extending the reach of supports was not 
an original, explicit goal of the GSS, so is regarded as incidental and may be an 
opportunity that could be leveraged further if intentionally developed and supported. 

Findings: 
The GSS attracts the largest number of queries of all the different services. 
The GSS was less geographically-bound than other support types and appeared to be a 
more accessible type of support currently on offer for regional and remote grandfamilies. 
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4.1.3 Are the service models employed relevant and appropriate in meeting 
community demands? 

Grandcare service 
The Customer Perception Survey (CPS), an annual survey on service experience and 
outcomes distributed to grandcarers each year has yielded consistent results in the last 
few years, Figure 17. In 2017-18, results indicated that 96 per cent of grandcarers who 
completed the survey (n=45) reported that they were satisfied or very satisfied with the 
service, 93 per cent found the services met their needs and 98 per cent would recommend 
the service. Although the customer perception survey targets grandcarers who have used 
the Grandcare service, comments suggested there were overlaps between grandcarers 
using the Grandcare service, GAP and GSS. Hence, the responses are likely to reflect 
grandcarers experiences of the other service funding streams.   

Figure 17:  Grandcare service Customer Perception Survey: satisfaction, needs met 
and recommendation to others. 

 

Grandcarers consistently indicate that the service provided a safe space, was supportive 
and informative, connected them with people in similar situations and enabled them to 
manage the changes in circumstances. Excerpts of grandcarer feedback is included below:  

‘it is my safety net, I no longer feel alone or misunderstood’ 

‘I’m now better prepared’ 

‘it helped me realise I am not alone when dealing with the challenges of 
raising grandchildren’ 
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Grandcarer comments specific to some of the activities on offer include: 

‘I don’t know where I would be without the service.  It’s very calming 
knowing that there is someone here to help if I need it.’ 

‘I was with Wanslea for years and was reluctant to join a support group.  … 
Making me aware that I am not alone and there are many people in the 
same situation as myself…being able to talk about my problems in a safe 
environment with people who understand and are helpful… not having to 
explain myself… Made me  realise there are people in worse situation.’ 

‘I attended a family Respite with my grandchildren, and that has been the 
only holiday that we have had.  The Respite made a huge difference for 
myself and the grandchildren of actually experiencing a three day holiday.’ 

GSS 
The CPS survey was distributed to GSS grandcarers from 2016-17 (Figure 18). In  
2017-18, over 90 per cent of grandcarers were happy or very happy with the service and 
65 per cent indicated that the GSS payment has helped them moderately or a lot. 
Anecdotally, grandcarers have indicated that the payment is well regarded, however, the 
amount is insufficient and tokenistic. In addition, many grandchildren remained within their 
care after 17 years of age, which was the maximum age criteria at the time of survey and 
the group discussions.  More recently, the Department has increased the age to up 18 
years of age. Excerpts of grandcarer feedback regarding payments includes: 

‘As a pensioner, every little bit helps’ 

‘I am able to provide extra non-essential treats for my child and have a night 
out at the movies for myself’ 

‘Been able to purchase necessary items, eg shoes, school supplies… my 
grandchildren who came into my fulltime care with only the clothing they 
had on’ 

‘My money from the service helped me to purchase decent football boots 
and uniform and helped towards his fees. Unfortunately he is now 16 so I 
may struggle a bit.’ 

‘Helps to buy a little extra but not enough’ 
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Figure 18: GSS Customer Perception Survey - how much has the service helped? 

 

 

Overall impression of services  
Overall, the services provided were largely appreciated by the grandcarers who indicated 
that they were relevant and appropriate. Based on the focus groups discussions, 
grandcarers said they thought the services have been very positive and have helped them 
to adapt to their changed circumstances, build social support and friendships and 
normalised their situation.   

There was strong support for the continuation of the mix of activities on offer for 
grandcarers and grandchildren. Most grandcarers indicated a need to increase the 
frequency of some of the support on offer and increase the focus on activities for 
grandchildren. 

A high number of grandcarers have accessed the Grandcare service and GSS. A few have 
accessed all three, however, it was difficult for grandcarers to differentiate between the 
three types of services. Grandcarers seem to combine the services into one service with 
multiple activities that Wanslea provides in supporting grandfamilies. From a user needs 
point of view, this makes sense as funding arrangements would be irrelevant to 
grandcarers. 

It was observed that grandcarers who had regular attendance at support group for a 
relatively long period (for example, two or more years) are familiar with the service model 
and can differentiate between the GSS and telephone information line. Those grandcarers 
are also more knowledgeable of the types of activities on offer and are more likely to 
access or have access to those activities. However, grandcarers who are not regulars or 
are relatively new may find the different phone numbers confusing and lack awareness of 
the different types of support available from Wanslea.   
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The Grandcare service and the GAP have distinct as well as overlapping activities that are 
confusing for a grandcarer, community members and staff alike to distinguish between the 
services. The Grandcare service and the GSS may require similar responses in supporting 
grandcarers, which blurs the responsibilities and accountability between the two services, 
contributing to duplication, repeated data collection and further confusion when trying to 
reconcile back to service agreements. In other words, service agreements as defined 
present artificial distinction between supports. This finding is consistent with the internal 
service review conducted by Wanslea in 2018.  

 

Findings: 
Grandcarers have a positive opinion of the service they receive, the way in which it 
is delivered, and the caring and professional attitude of the staff. 
The GSS was well regarded, but viewed as a token and insufficient. 
The current configuration of the different types of services can be confusing to 
grandcarers and staff. 

 

4.1.4 Does the service have strong links with related services and agencies?   
Information on interagency collaboration, strategic planning and referrals out of the service 
provides an insight into the partnerships and linkages between Wanslea and other 
community services. Over the reporting periods, the number of projects and relationships 
with other agencies has varied with January to June 2018 reporting eight projects with 
other agencies (Figure 19) and ongoing relationships with 28 other agencies (Figure 20). 
Observation and case studies in the Service Delivery Data Reports indicate Wanslea has 
strong positive relationships with community services and are continuously sourcing and 
building relationships with other relevant services for the benefit of grandcarers.  

Figure 19: Number of projects with other agencies 
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Figure 20: Number of agencies with established formal relationships 

 

Since commencement, the Grandcare service has referred grandcarers to other 
community services for matters such as counselling, education, financial counselling, 
family support, health, housing, legal, parenting, emergency relief, child protection, drug 
and alcohol, counselling, and education. Data on the referrals is limited. The  
Service Delivery Data Report for January to June 2018 period for the Grandcare service 
indicated a total of 462 referrals and linkages to social support networks and other 
community resources that included 126 of those to the GSS and 45 to the GAP. The 
January to June 2018 period for the GSS indicate a total of 224 referrals were made to 
other agencies and services that included 46 to the Grandparent Advisor at Centrelink and 
178 to the Grandcare service.   

Is the data collection and monitoring system adequate? 

Wanslea uses a data management system called WOMBAT to record the details of the 
grandcarers and grandchildren and interactions between staff and the grandcarers and 
grandchildren. Data is organised, inputted and captured to extract the specific information 
that is needed for the Service Delivery Data Reports that are required to be submitted to 
Communities. Wanslea appreciate the importance of data collection and analysis and were 
favourable towards extending WOMBAT current function. 

In general, staff understood the importance of data collection and data quality. It was noted 
that the introduction of the GSS and the GAP have changed the original intent of the 
system and although modifications have been made to the system, further adjustment may 
be needed to streamline the data entry process and enable better data extraction, 
especially for the Grandcare service and the GAP. Given the resources and time in 
collecting and entering the data, it’s important that the data can be extracted and utilised 
efficiently.   

 

 

8

20

23 23 24

35

28

0

5

10

15

20

25

30

35

40

Jan-June
2015

July-Dec
2015

Jan-June
2016

July-Dec
2016

Jan-June
2017

July-Dec
2017

Jan-June
2018



  
 
 

Page 46 of 54 

Wanslea measures the effectiveness of their services through data collection and analysis 
of: 

• Client database and case notes 

• Anecdotal evidence /case studies 

• Department of Communities annual survey (Customer Perception Survey) 

• Department of Communities Service Delivery Data Reports 

• Informal comments from clients 

• Feedback from other service providers 
 

Findings: 
Wanslea was well-connected into a network of community agencies 
Referrals and linkages do occur but may overweighted to internal services.  There 
may be further opportunities for diversification of referrals. 

 

Effectiveness 
4.2.1 Is the service achieving the intended outcomes? 
Evidence of the achievement of service outcomes were collected through the Customer 
Perception Survey 2017-18 and by comments from focus groups and interviews. There is 
limited information of the effectiveness of the GAP as the CPS was targeted at the 
Grandcare service and the GSS and the feedback from focus groups was diffused 
between the three funding streams.  Further data collection from grandfamilies is planned 
for future evaluations. 

Grandcare Service 

The Customer Perception Survey 2017-18 indicated that over 90 per cent of grandcarers 
felt that the service supported them to respond to issues, linked them to other resources, 
build their social supports, and develop their knowledge and confidence. Only 69 per cent 
indicated that the service has helped them to develop their skills.  

Over the years, the results have been consistent (Figure 21).  The biggest change was 
observed for the indicator relating to skill development, ‘I developed my skills’, which 
dropped from 88 per cent in 2016-17 to 69 per cent in 2017-18. This coincided with less 
grandcarers attending learning and development groups in Figure 9 (page 34), where 81 
learning and development groups (801 participants) were offered in 2016-17 compared to 
55 groups (606 participants) in 2017-18. The pattern of results may not be linked, however, 
it is considered worth exploring how to improve achievement on the development of skills 
outcome. 

It would be beneficial to explore ways to improve grandcarers engagement with activities 
that improve their skills.
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Figure 21:  Grandcare service outcomes 

 

GSS 

The CPS for the last two years reported similar outcomes achievements. The indicator, 
‘talking to someone was helpful’, has increased from 77 per cent to 95 per cent. Some 
reports suggested that grandcarers are calling the GSS line for support and help rather 
than the Grandcarer Service telephone information line due to confusion between the 
services. 

Overall, in 2017-18, the CPS indicated that 95 per cent of grandcarers indicated that 
talking to someone was helpful, 74 per cent indicated that the payment has made a 
difference to their lives, 72 per cent indicated that they are more aware of the services 
available to them and they have learnt useful information (Figure 22). Approximately  
64 per cent indicated that the GSS has helped them moderately or a lot; similar to the 2014 
GSS evaluation survey where 60 per cent reported it helped a lot. Nearly 70 per cent of 
grandcarers felt that their efforts are recognised and 44 per cent correctly identified the 
State Government as the funder (Figure 23). This suggests that the service is meeting 
most of the service outcomes, however many service users were not aware of the State 
government’s role in funding the GSS.   
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Figure 22: GSS outcomes

 
Figure 23: GSS identification of GSS funder 

 

Focus group findings on effectiveness 

Discussions in focus groups and interviews yielded similar findings to the survey response 
with grandcarers and staff indicating that the service has achieved the service specific 
outcomes. Throughout the discussions, most participants believe that they had gained 
knowledge and confidence in managing the changes in their life and were better able to 
support their grandchildren through their engagement with the service. Grandcarers 
indicated they had learnt a lot from each other and workshops on general parenting skills, 
dealing with teens and computer literacy.  In addition, grandcarers found the Centrelink 
and guest speakers on legal matters to be most relevant and helpful. 

The service provides opportunities for grandcarers to meet others in the same position, 
share similar experiences and form long lasting friendships in a safe and understanding 
environment. This has helped them to cope and feel accepted, has reduced social isolation 
and has increased their sense of belonging.  
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See below for an excerpt of grandcarer feedback regarding shared experience. 

 “I am not alone anymore...  Make me feel less isolated…Meeting other 
people in the same situation… who understand what I’m going 
through…make me feel sense of belonging…” 

Being a grandcarer is a life changing experience for most grandcarers. Many stated that 
they have lost their freedom and friends and inherited increased financial costs. Some feel 
they have the responsibility and are obligated to accept the role in the grandchild’s best 
interests. However, they are ashamed to be in the situation, especially grandcarers with 
children who have issues with addiction and substance abuse. The services have provided 
those grandcarers with support and has helped them to reduce the stigma and normalised 
their circumstances.  Grandcarer feedback includes:  

“I was lost.  I didn’t know what to do next.” 

“I would pick up the kids from school discretely ... I was ashamed of what 
has happened and not talk to other parents…  the kids would ask why aren’t 
they like their classmates… why do they have to live with us and not their 
parent, it’s difficult to explain that to a child” 

“I’ve lost friends...  I wasn’t the same as them…I can’t afford to go out and 
meet up with my friends…  I have the kids to look after.” 

“I was ashamed of what has happened and didn’t really talk to the others… 
knowing people in the same position…knowing now that there are many of 
us in the same boat...  And not being criticized on what we do to make sure 
our grandchildren are in a safe upbringing” 

Grandcarers have recalled how the service has provided them with emotional support and 
guidance in difficult periods, and linking them with appropriate resources in the community. 
Some grandcarers have issues with their child (the grandchild’s parent) sporadically, while 
others have difficulty managing grandchildren’s behaviour issues. Most noticeable was the 
difficulty in communicating with the grandchildren regarding their parent. A number of 
grandcarers indicated that occasionally the parent would manipulate the situation, causing 
family disharmony. Most have accepted that this will be a long term commitment and 
anticipate ongoing issues with the parent and grandchild. Some grandcarers indicated that 
the parent has threatened to take the grandchild back and their lack of legal rights is 
problematic. During those periods, Wanslea was a lifeline to them, providing support, 
guidance and linkages to other services such as a legal support network and financial 
counselling. Grandcarer feedback regarding support include: 

‘Just having someone to talk to was good’ 

“Given me hope, hope that the future as a grandcarer … A grandcarer can 
feel very lonely and isolated from support. Wanslea Grandcare Service 
offers all the assistance, support and information to help a grandcarer cope 
and feel part of the wider community” 

“The ongoing issues these grandcarers have with their child is horrendous 
and stressful…” 
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Grandcarers indicate how the groups have supported them with everyday items such as 
stationery and vouchers and are most appreiative of the Foodbank card. Some have 
formed strong friendships and have offered each other personal support such as 
babysitting and driving each other to appointments. It was observed that grandcarers in 
support groups were offering each other second hand clothing, bedding and furniture. 

In addition, GAP was able to support the grandchildren to develop knowledge, skills and 
confidence in managing situations, provide opportunities for grandchildren to socialise with 
other children in the same position and built the grandchildren’s social support networks. 
Grandcarers recollected how happy and excited their grandchildren were to meet other 
grandchildren in the same situation at a picnic or day out. Grandcarers felt that their 
grandchild/ren were confused and resentful of the situation, socially isolated and 
misunderstood by peers and have few friends. By attending some of Wanslea services, the 
children realised they are not alone. The social activities offered have connected the 
grandchildren and normalised the family structure for them. Some grandchildren have 
formed strong bonds and friendships with each other. 

Staff and grandcarers indicated that communication is a main issue between grandcarers 
and grandchildren, especially through teenage years. Most of those grandchildren have 
experienced traumatic events such as abuse and neglect and may exhibit behaviour 
issues that are ongoing. Individual consultations and ‘Dealing with a Teenager’ workshops 
have assisted many grandcarers to manage their grandchild’s behaviour better. 

Findings: 
Outcomes monitoring for the Grandcare service suggested most grandcarers reported 
improvement on most outcomes.   
Developing skills was the hardest outcome to achieve and has declined in the past two 
years and may be related to service composition change in which fewer learning and 
development groups were offered. 
Compared to the Grandcare service, the GSS had a lower achievement of outcomes, 
suggesting the recognition payment was not an effective support for grandcarer needs. 
Normalisation (including reducing shame and stigma), bonding, communication and 
finding others in the same circumstances was identified by grandcarers as been highly 
beneficial both to the grandcarer and the grandchild. 
Managing ongoing conflict with the parent was another area of identified support 
appreciated by grandcarers. 

 

Efficiency 

4.3.1 Is the service cost effective in achieving the intended outcome? 
The evaluation presents the costing of the grandcarer services. Where possible, 
comparative costing analysis will be explored further in future evaluations. 

The lack of information about the number of grandcarers and hidden benefits of activities 
that are not accounted for in the calculation pose a significant challenge for calculating the 
efficiency of service delivery. Where possible, costings were calculated using 2017-18 full 
financial year figures.  
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Grandcare service 

The Grandcare service cost per grandcarer was calculated by dividing the value of total 
funding by the total number of grandcarers.  The estimated cost per grandcarer was 
$226.33, a drop since the peak in 2015-16 of $347.38 (Table 10). 

Table 10:  Estimated cost per grandcarer - Grandcare service 

2014-15 2015-16 2016-17 2017-18 

$197.55 $347.38 $272.69 $226.33 
 

Findings: 
The efficiency of the Grandcare service has fluctuated and most recently seen 
improvements.   

GAP 

The lack of information on the number of individual grandcarers and grandchildren the 
service reached limits the calculation of cost per service users.   

GSS 

The administrative cost per grandcarer that received a GSS payment in 2017-18 was 
$214.43. This has decreased slightly over the year (Table 11). This doesn’t take into 
account the payment processing costs for the Department.   

In 2017-18, the average value of payment made to each grandcarer was $617. Combined, 
the total cost per grandcarer was $831.43. The administrative cost represented 35 per cent 
of the payment value (again not including the Department’s payment processing costs). 
The total cost per grandcarer is more than three and a half times that of the Grandcare 
service. Given that the measured effectiveness of the program was observed to be less 
while costing more, it is considered that this service model is not cost-effective in meeting 
the needs of grandcarers. Note this is a regarded as a problem with the service model 
design and not implementation. 

Table 11: Average cost per application GSS 

         2014-15            2015-16           2016-17          2017-18 

$249.72 $222.84 $223.96 $214.43 
 

Findings: 
The GSS was regarded as not an efficient service compared to the Grandcare service 
and achieved lower performance in outcomes.   
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General discussion 

Interviews with staff indicated that the Grandcare service has strong relationships with 
other agencies and organisations in the community which has enabled it to leverage 
community resources and acquire additional benefits to grandcarers. For example, through 
a positive relationship with Fremantle Port Authority, Bunnings, Perth Zoo and  AQWA. 
The service was able to secure funding for social events such as luncheons and outings, 
obtain discounts and vouchers to AQWA, the ballet and movies. More recently, the 
Grandcare service staff have been able to secure vouchers for school age children 
stationary packs. Wanslea’s agreement with Foodbank has streamlined the process for 
many grandcarers where they are able to apply for a Foodbank card with registration to the 
Grandcarer service without going through an additional process. 

There was general agreement that combining the three services into one would alleviate 
confusion (discussed previously) and improve service efficiency. This would reduce 
duplication in support services and administration burden in managing two telephone lines 
and multiple contract agreements and reporting obligations. 

Findings: 
Wanslea successfully leveraged its network of contacts in the community to deliver more 
services to grandcarers.   
Combining the three service agreements into one overall service with pooled funding 
would improve efficiency by reducing confusion, duplication, reporting, and contract 
management. 

 

Sustainability 
4.4.1 Does the service have sufficient resources allocated to flexibly meet the 
intended outcomes of the service? 
The number of grandcarers registered for the services (both the Grandcare service and the 
GSS) and the expressed interest (the count of enquires to the GSS) have increased in the 
last four years with unchanged funding levels, which has led to increased waiting times. 
Grandcarers have noted that in recent months, response times may take days.  This was 
attributed to interruption of services due to uncertainty of funding and natural staff attrition.   

It was noted that, due to the increase in numbers of grandcarers and static funding over 
the years, there may be a reluctance to actively promote the service. However, 
grandfamilies and grandcarer services have been indirectly promoted through media 
coverage, advocacy and research.  

Since inception the GSS payments have remained constant, with $400 for the first 
grandchild and $250 for subsequent grandchildren. With the GSS payments not indexed 
over time, the monetary value has decreased. During the same period, Perth’s Consumer 
Price Index, measuring the changes in the prices paid by households for goods and 
services consumed has increased on average of 1.075 per cent per annum (Table 9). If 
indexing is addressed, this represents an increased commitment to the State Government 
Budget over current forecasts. Most grandcarers are appreciative of the payment and 
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found it to be helpful, but it needs to be revised in line with the cost of living and the cost of 
raising a child. Grandcarers often state: 

 ‘every little bit helps but it’s not much compared to the cost of raising the 
child’  

‘payments hasn’t changed for years and cost of living has’  

‘it should at least raise with inflation’ 

Table 12: Consumer Price Index, annual average growth 

 Perth 
2014-15 1.8% 
2015-16 1.0% 
2016-17 0.6% 
2017-18 0.9% 

 

Similar to GSS, the funding arrangement of the GAP also was not indexed. Over time, this 
will represent an increasing challenge to maintain the same level of support and, when 
population increase is also taken into account, would mean a declining level of support. 

All of the contracts for Grandcare service, GAP and GSS are due to expire on  
30 June 2019. The GAP has already been extended for one year. Therefore, at present, 
Wanslea and the workforce would face uncertainty around the continuation of supports and 
present challenges for the planning, development and promotion of services. If this period 
is drawn out, challenges would increase and likely lead to impacts on service delivery 
effectiveness and efficiency.  

4.4.2 What are the strength and weakness of the service? 
The following strengths were identified for the service: 

• Supportive and caring culture that is filtered through the staff to grandcarer. 

• Strong working relationships with other services. 

• Strong linkages to other services provided by Wanslea, such as the parenting programs 
and financial counselling service. 

• Achievement of outcomes in the Grandcare service and the high quality reported by 
service users. 

 

Some areas of weakness include: 

• The uncertainty of funding, especially for GAP 

• Limited services to regional and remote areas as the Grandcare service and GAP are 
geographically bounded to the existing locations of Wanslea 

• Lack of visibility in terms of what activities are offered  

• Promotion trap, particularly the service not being actively promoted because of capacity 
relating to the funding level and uncertainty about the continuation of this funding 
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• Confusion between configurations of the existing Grandcare service 

• The inefficient and low impact design of the GSS, and 

• Lack of respite and legal support options. 



 Grandparent‐grandchild relationship in a family
 No parent‐child relationship
 Grandchildren from 0‐18 years

Grandcare Service

Number of grandcarers 
registered with Grandcare 
service has doubled since the 
introduction of GSS in 2014.

Informal grandcare
arrangements are 
enduring,long term  
commitments and  
tend to be for more  
than one child.

Grandfamilies in WA

69% Female
20% ATSI
10% CALD
75% Metropolitan

92% Female
40% ATSI
<5% CALD 
57% Metropolitan

20% Employed
18% Retired
61% Unemployed

Financial issues    37%   

Social isolation     11%   

Physical health/medical     10%   

Mental health     9%   

Family relationships     6%  

 Concern for grandchild education   6%  

NB. This is service data and may be influenced by service design.

Grandparents GrandchildrenParents

Full time care

Client Characteristics

Reasons seeking support

48% Female

59% ATSI
98% Biologically related

Key circumstances leading to care
Grandfamily formation is typically unexpected and unplanned 
in response to a crisis where the child is at high risk of their 
needs not being met.

Age groups

Under 40 40–49 50–59 60–69 70–99 80 and over
1%

13%

44%
34%

9%
0%

88% 63%

 44% 43%

Grandcarers Support Programs
Evaluation Summary 

Grandcarer Support Scheme (GSS) 

985 
Grandcarers Employment status

1,662 
Grandchildren Grandcarers

1,261 
 

6,697

Wanslea Family Services Incorporated is 
funded by the Department of Communities 
to provide support to grandparents caring 
for grandchildren full time.

x2

two grandchildren per grandfamily. 

Can be caring for grandchildren  
since birth to18 years and beyond.

Average

Mental 
illness 

Parent’s  
whereabouts  
unknown 

Family 
breakdown 

Incarcerated
 42%

Family 
violence

  
Substance 
abuse

81%

Private  
arrangements

Family Court 
orders

Children 
in care

Special  
guardianship 

orders



peopleservice
time

respite
helpedinformation

grandchildren
helped

alone

having same over

need

money

school

talk

feel

worse

myself others

things meeting
grandparentsunderstand

clothingsituation
purchase

difference
thank support

How much has the GSS service helped

A lot            Moderately             A little           Not at all

49%

15%

31%

3%

$608,200
Paid to grandcarers through 
Grandcarer Support Scheme

Data source: Service Delivery Data Report 2017/18 and Customer Perception Survey 
2017/18 (Grandcare service and Grandcarers Support Scheme); WOMBAT client database 

and Australia Bureau Statistic, Census 2016, Customised data.

Wanslea service

Grandcarers’ service experience and outcomes

Grandcarer Support Scheme Grandcarer Assistance ProgramGrandcare Service

1,071

10,843 1,025

1,087

55
Learn and 
Develop 
Groups

Community 
workshops

Enquiries

Recommendations for future services
  Harmonise service design and contracting

  Address service coverage

  Service redesign

  Funding certainty and indexation

  Expand respite and improve flexibility

  Increase learning and development activities

Grandcarer Service
   98%  Continue to use things learnt from service

   96%  Can get support from service if needed

   96%  Obtained useful information

   96%  Met people I can talk to

   91%  Met people who I can ask for help

   91%  Learnt about other helpful services/resources in community

   91%  Helped with challenges

   84%  Feel more confident

   69%  Skills developed

Grandcarer Support Scheme (GSS)
 95%  Talking to someone was useful

 74%  Payment made good difference

 72%  Obtained useful information

 72%  Learnt about other helpful services/resources

 69%  My efforts as grandcarer are recognised

Information
telephone line

Individual 
consultations 39%

Health and 
wellbeing

302
Grandcarer
Individual 
Support

85
Grandchildren
Individual 
Support

7
new support 

groups

4
social 

activities

15
respite 

activities

15
training 

workshops

were satisfied
with the service

found the service  
met their needs

Applications

96% 93%

would recommend  
the service

98%

72%
Counselling

8
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