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Building a Better CSA
• A new Child Support Scheme

• Customer Service Improvements

• Increased focus on compliance activities

• Working closely with our stakeholders

• Better support for separated families across the broader family law  
system



When people separate
Overwhelmed Anger
Sadness Guilt  Relief Financial stress

Mediation

Centrelink

Parenting plan

Parenting orders

Child support agreement

Family Dispute Resolution

Child Support Agency

Family Relationship Centre

Family court

Family Assistance Office FTB 

Legal Aid

New home

Family Law System



What are we aiming for?
• Children have on-going, positive relationships with both 

their parents

• Parents make joint decisions about their children’s 
wellbeing 

• Parents share in the costs of raising their children

• Parents re-establish themselves and are optimistic about 
their future



What our stakeholders 
said…
• Need for a single tool to help parents make their way through the 

Family Law System

• Remove the trial and error process for parents

• Overwhelming at a time when they are often struggling with the 
emotional aspects of their situation

• Need for a referral tool for stakeholders to advise their customers on 
how to move through the system



My family is separating – 
what now?
Goals

• To help parents navigate the financial, legal and emotional issues they 
need to consider when their family separates

• To provide tool that is tailored to suit different family circumstances 
providing information, advice and referrals to help parents work 
through these complex matters

• To reduce the stress on separated families







Stakeholder reference 
group

• Worked closely with stakeholders to develop the content

• Stakeholders included
ACOSS, Mensline / Crisis Support Services, Dads in Distress, Sole Parents Union, Family Court, 
Attorney General’s Department, Centrelink, FaHCSIA, National Council of Single Mothers and their 
Children, NT Legal Aid Commission, Shared Parenting Council of Australia, Boystown,Farrar Gesini 
and Dunn, Townsville Community Legal Service, Hudson, Henning and Goodwin, Relationships 
Australia, Perth City Family Relationship Centre, Family Law Reform Association, Grandparents and 
Other Relative Carers Alliance, Family Law Reform Association, Council on the Ageing, 
Grandparents Raising Grandchildren, Debt Education and Mediation Centre



Format
• An interactive web based format

• Parents can choose the pathway most appropriate to their family’s 
circumstances and access the information and services at a time to suit 
them

• The information is divided into key areas of support, legal, & finances

• The pathways are designed to refer parents where possible to 
information

• This is a guide only and parents should seek legal advice

• Feedback mechanism incoprporated.



User Testing
• User testing to ensure effectiveness

• content, navigation, useability and design and overall     
effectiveness

• Methodology 
• customers test prototype, fill in survey, workshop, two on 

one useability testing



Distribution
• The pathways will be located on the CSA website and maintained by 

CSA

• Inviting other government agencies, family law practices, community 
service organisations to link or embed the pathways on their website 
for their customers

• Proactive promotion through CSA stakeholder groups, stakeholder 
networks, newsletters and the media.



Benefits
• Reduce parents' levels of stress and issues associated with separation 

• Reduce the impact of separation on children

• Increased referrals to appropriate support services

• Collaborate with stakeholders to meet the needs of our mutual 
customers 

• Provide our staff and community service organisations with an 
additional tool to refer/help their customers

• Work across government and the community sector to align with the 
broader government goal of 'joined up' services for customers.  



What next?
• Complete user testing and incorporate recommendations into the final 

product

• We want your feedback and feedback from your customers on how we 
can improve this service

• We invite you to include the Separated Family Pathways on your 
website

• Possible addition of new pathways/scenarios



Questions?
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