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ACKNOWLEDGEMEN
OF COUNTRY

Together, We Move towards a

Future inclucive of all. This begins by
acknowledging ovr precence on the lande of
Aboriginal commuonities. IMPACT operates
on the vnceded lands of the Butchulla,
Gureng Gureng, Wakka (akka, Kabi Kabi,
Walli Wolli, Taribelang, Gurang and Byali. |

IMPACT has over 45 years of serving our
communities and we are humbled in the
presence.of Firet Nations Peoples who
chare an ongoing connection fo these 4
lande for over 65,000 years. We are truly
grateful fo chare and learn from their ‘
collective experiences. 4

We respectfully live upon thece lands with
good faith and o commitment fo ongoing
learning, charing, caring and respecting
these lands, the peoples, and the

environment, together in humility.
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MESSAGE FROM OUR STRATEGIC

MANAGEMENT GROUP

For more than 45 years the philosophy
of IMPACT has remained consistent. We
are committed to our vision of Improving
Lives. We have been successful in
delivering many government-funded
programs and helped thousands of
people through difficult times.

Today IMPACT’s vision, mission and
values demonstrate these same ideals
- to support people who are vulnerable,
unemployed or who feel disconnected.
We help them to reconnect to social and
economic networks, enabling them to
realise their potential.

While the organisation’s purpose has
remained solid over the years, our
structure, operations and strategic
objectives have changed significantly.

To remain sustainable, financially viable,

relevant through the ebbs and flows of
the community sector, and to keep up
with the ever-changing needs of our
stakeholders, IMPACT must adapt. We
cannot rely on previous achievements;
and must remain committed to pushing
boundaries that lead to meaningful
change for our consumers. This can
only be achieved by creating a solid
operational foundation, from which new
opportunities can emerge. With a focus
on strengthening our core, this plan
supports the incubation and growth
of new opportunities within existing
projects and encourages every member
of our team to participate in the process.
Our aim is to create a sustainable,
dynamic organisation that future-proofs
our organisation, ensuring that the great
work that has been achieved over the
last 40 years, continues into the future.

BUILD
TRUSTIN
RELATIONSHIPS

Cultivate habits that
build positive

interactions and
experiences with

others ; %;:;;,
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CELEBRATE
UNIQUENESS

Be part of a place that
is built on dignity and
respect, applauds
individuality and
where everyc
welcome

WORK
TOGETHER

Leverage collective
genius to find new
ways to think big,
experiment and

solve shared problems

EMPOWER
OTHERS

Walk beside someone
as they increase their
autonomy,
self-determination and
decision-making
capacity ’{

Core
Values

CREATE
POSITIVE IMPACT

Show commitment
and drive to energise,
engage and inspire
others to achieve our

shared vision
2 )

BE
COMPASSIONATE

Strive to show
kindness and a
willingness to support

others both in

our organisation and in
the communities in
which we live —~

PUT WELLBEING

FIRST

Equip people with
strategies that will
actively support and
sustain their mental
wellbeing

STRIVE
FOR EXCELLENCE
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While the plan sets IMPACT's strategic direction for 2026-2028, the pace and form of initiatives will adapt to commmunity need, partnership opportunities,
funding pathways and organisational readiness, with the Strategic Plan evolving through periodic updates to remain responsive and relevant.



ABOUT US

Our Vision: Improving Lives

Our Purpose

We create meaningful impact for our clients. We are dedicated
to fostering positive change and empowering individuals and
communities to thrive.

Through our initiatives, programs, and partnerships, we aim
to address pressing societal challenges and drive sustainable
solutions. By mobilising resources, knowledge, and expertise, we
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strive to make a lasting difference in the lives of those we serve. Our
commitment to innovation, collaboration, and social responsibility
fuels our efforts to create a better future for all.

We create an environment where everyone has the opportunity
to reach their full potential and where collective action drives
transformative impact.

While the plan sets IMPACT's strategic direction for 2026-2028, the pace and form of initiatives will adapt to commmunity need, partnership opportunities,
funding pathways and organisational readiness, with the Strategic Plan evolving through periodic updates to remain responsive and relevant.




EXECUTIVE SUMMARY

Our process

The 2026-2028 Strategic Plan has been a collaborative effort, aiming
to present a vision for the future of IMPACT Community Services’
programs under our LIVE, GROW and PROSPER pillars.

This plan, approved by the Board, has been designed from the
ground up. Our teams have each completed their own ‘Plans on
a Page’, a high-level overview of their vision and key objectives
for their program or service. This work has created the foundation
from which the plan was developed, contains their ideas about how
the organisation needs to look if we wish to remain relevant and
successful into the future.

Currently, social issues such as housing, employment, the cost
of living and climate change are pressing topics for individuals,
business, industry, and policy makers. Addressing these issues
requires a long-term strategy and a commitment to looking at things
differently.

We commit to innovation as a core way of working
We recognise that creating meaningful and lasting impact requires

Creating safe spaces that
encourage our team to speak
up if something is not right.

Honouring the breadth and
diversity of all peoples.

creativity, collaboration, resilience, consistency, and quality. That
is why we have intentionally embedded innovation into the DNA of
our organisation. Our people understand why innovation matters,
what it looks like in practice, and how to bring it to life. They have
the skills, confidence, and capability to imagine and build a future
fit organisation - one that creates impact, lives its vision, purpose
and values, and ensures services are genuinely co-designed with
consumers.

Most importantly, they want to be part of it. This plan reflects their
shared vision for how we work together to Improve Lives and create
a better future.

Commitment to diversity, equity, and inclusion

Success can only be supported if we are steadfast in our pursuit of
diversity, equity, and inclusion at IMPACT Community Services. Our
Board’s commitment guides and influences the implementation of
our organisation’s mission and vision.

Deepening our partnerships and
relationships with the broader
community to maximise impact
and opportunity for all staff and
clients.

Holding ourselves accountable
to dealing with issues within
our workplace and community
when they arise.
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While the plan sets IMPACT's strategic direction for 2026-2028, the pace and form of initiatives will adapt to commmunity need, partnership opportunities,
funding pathways and organisational readiness, with the Strategic Plan evolving through periodic updates to remain responsive and relevant.



STRATEGIC PLAN OVERVIEW

IMPACT’s Strategic Plan 2026 to 2028 sets a clear direction for
how we will strengthen our organisation, support our people and
expand our impact across regional communities. The plan focuses
on three core Strategic Objectives: Future-proof our workforce,
Drive growth in regional communities, and Deliver value and create
impact. Together they outline how we will build capability, scale
services and improve the experience and outcomes of the people
we support.

To achieve these objectives, IMPACT will shift from reactive ways of
working to a more proactive, data-informed and community-focused
approach. We will strengthen workforce capability, build a reliable
talent pipeline and embed agility across all teams. We will grow our

Year by Year Focus and Key Measures

Future-proof our workforce

3 Deliver value and create impact
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R
3\?@\ Drive growth in regional communities
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regional footprint by expanding services, investing in infrastructure
and using research and innovation to shape new opportunities.
We will also enhance the value we deliver by improving client
journeys, strengthening partnerships, increasing visibility and using
technology and Al to improve service excellence.

Each objective is supported by clear focus areas and measurable
success indicators that track progress in workforce engagement,
service expansion, infrastructure development, client experience
and social impact. This plan positions IMPACT to operate with
greater resilience, deliver stronger community outcomes and
continue improving lives across the regions we serve.

We are building a resilient, skilled and adaptable
workforce that’s ready for tomorrow’s challenges.

By investing in capability, data literacy and
talent pipelines, we position our people to
thrive and lead with confidence.

We're expanding services, infrastructure
and innovation to strengthen regional
opportunities and community resilience.

While the plan sets IMPACT's strategic direction for 2026-2028, the pace and form of initiatives will adapt to commmunity need, partnership opportunities,
funding pathways and organisational readiness, with the Strategic Plan evolving through periodic updates to remain responsive and relevant.



OUR 2026-28 STRATEGIC PLAN AT A GLANCE

Enabling Shifts that Must Happen

IMPACT will enable the shifts that turn intent into measurable
outcomes across each Strategic Objective. For Future-proof our
workforce, success means higher staff engagement, faster hiring
in critical roles, planned succession and managers who use data
to improve decisions, creating a resilient and agile team. For Drive
growth in regional communities, outcomes include more services,
new locations, stronger infrastructure, increased commercial

revenue and research-led innovation that delivers sustainable
community benefit. For Deliver value and create impact, we will see
better client journeys, stronger stakeholder confidence, positioning
that attracts new opportunities, greater frontline efficiency through
technology and clear measurement of social impact and ROI across
the organisation.

DELIVER VALUE AND

FUTURE-PROOF OUR
WORKFORCE

From

Recruitment is reactive and retention is
challenging. Learning and Development
is not prioritised for all staff, single points
of failure exist across the business
adversely affecting the ability to deliver
quality services

To

A resilient, agile workforce equipped with
the skills, tools and mindset to thrive;
viewed as an employer of choice.
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DRIVE GROWTH IN
REGIONAL COMMUNITIES

From

The development of reactive service models

that are prescribed by government and are

not always co-designed with communities,

limiting alignment with place-based needs
and locally driven solutions

To

Leveraging research-led innovation, resilient
infrastructure investment and commercially
viable initiatives that align to our vision, we
scale our services to deliver sustainable
growth and meaningful community impact.

CREATE IMPACT

From

Low level knowledge of and adoption
of technology and data which does not
support effective stakeholder engagement
and organisational visibility

To

A data-driven, client-focused organisation
leveraging strategic partnerships,
automation technologies and Al-powered
innovation to enhance service delivery,
strengthen our brand and ensure our
programs are relevant, inclusive and
impactful.

While the plan sets IMPACT's strategic direction for 2026-2028, the pace and form of initiatives will adapt to commmunity need, partnership opportunities,
funding pathways and organisational readiness, with the Strategic Plan evolving through periodic updates to remain responsive and relevant.



OUR 2026-28 STRATEGIC PLAN IN DETAIL

community-driven and innovation-led approaches.

IMPACT will strengthen our workforce, expand our regional reach and increase the value we deliver for clients through data-informed,

FUTURE-PROOF OUR
WORKFORCE

Build a resilient, capable and agile workforce
equipped for the future.

DRIVE GROWTH IN REGIONAL
COMMUNITIES

Key objectives

Expand and evolve services, strengthen
infrastructure and scale regional growth.

DELIVER VALUE AND
CREATE IMPACT

Improve client experience, strengthen
partnerships and enhance service excellence
through data and technology.

Employee Value Proposition, diversity,
improved capability, employee lifecycle,
talent pipeline, strengths-based job design,
adaptable workforce.

Build skills for tomorrow.
Support staff to use data as a strategic asset.
Invest in a talent pipeline.

Cultivate workforce agility.

Regional focus, innovation, Mergers and
Acquisitions, diversified HQ model, place-
based solutions, relational contracting,
scaling, commercial activity, financial viability.

Focus Areas
Evolve and expand service delivery models.

Future-proof infrastructure for
sustainable growth and resilience.

Expand commercial opportunities.

Lead innovation through research.

Client voice and lived experience.
Relationships, partnerships, collaboration,
automation and Al. Outcomes based impact
measurement, positioning statements, data
capture and analysis, branding.

Collaborate with partners and stakeholders to
deliver relevant and value-driven services.

Strengthen visibility and branding to
amplify impact and engagement.

Enhance service excellence through Al,
technology and customer service.
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While the plan sets IMPACT's strategic direction for 2026-2028, the pace and form of initiatives will adapt to commmunity need, partnership opportunities,
funding pathways and organisational readiness, with the Strategic Plan evolving through periodic updates to remain responsive and relevant.




