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Our strategic process 

Mentis Assist is dedicated to supporting and empowering people with a mental illness to live their best life. Whilst the policy, funding and service landscape is ever 
changing, our Vision and Purpose remains the same. 

Our Vision 
Optimum personal recovery and wellbeing. 

Our Purpose 
To provide opportunity for people living with mental illness and/or 
complex needs to enjoy a meaningful life by strengthening self-identity, 
personal responsibility and hope. 

We Believe 
Recovery-orientated practice is a partnership where the person with the 
lived experience is the expert in their recovery and our staff bring their 
understanding and expertise to support this journey. 

Our Guiding Principles 
• Person-centred;

• Respect and dignity;

• Acceptance of diversity;

• Reflective practice;

• Strengths-based approach;

• Flexibility and innovation;

• Collaborative partnerships;

• Community connection and participation;

• Skilled, supported, and informed workforce
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Our strategic process continued 

In 2023 Mentis Assist refreshed its strategic framework. The process was led 
by the Board and sought input and feedback from our service users, staff 
and partners. Our strategic refresh also drew upon our sectorial experience, 
knowledge and understanding of community mental health and our passion 

to continue to provide quality, innovative and evidence informed services. We 
are confident that our process was thorough, ensuring our strategic refresh 
positions us well for the future and most importantly, ensures that our services 
respond to the changing needs of our service users and community. 
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Exploration 
• Understanding 

current state 
(external and internal 
communication). 

• Data review and 
meaning. 

Consultation 
• Board Chair and CEO. 

• Leadership Team 
workshop. 

• Participant Advisory 
Group workshop. 

• Several one-on-one 
interviews with 
external stakeholders. 

Distillation 
• Synthesis of fundings 

from consultations and 
data. 

• Board and Leadership 
Team exploration of 
emerging priorities and 
themes. 

Finalisation 
• Development of draft 

strategic objectives 
and outcomes. 

• Testing and 
development of 
operational priorities
and measurement 
indicators. 

The Roadmap 
• Annual business plans

with targets. 

• Board schedule of 
strategic review and
decision making. 



What our service users told us they wanted 

Our service users told us: 

• Opportunities for authentic connections;

• Person-centered services and supports that flex with need;

• Lived experience to be genuinely embedded in services and organisational culture;

• Supports that enabled personal, relationship and workforce skill development;

• Support to access and engage in a diversity of opportunities as part of recovery;

• Skilled staff with eclectic skills and knowledge (including alcohol and drugs, grief,
trauma, intersectionality and disability);

• Appreciation that recovery is a journey and not a destination (reducing barriers to
service access and re-entry);

• Services that evolve to changing community, social and individual contexts; and

• Easily accessible services and simple referral pathways.
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What our stakeholders said about us 

Our stakeholders said: 

• Mentis Assist is well recognised and known for quality service;

• Current protocols between services improve referral pathways and service 
navigation;

• Workforce stability at senior leadership has enabled strong partnerships that are 
built on familiarity, trust and relationships;

• Reputation and inter-organisational relationships between Mentis Assist and 
stakeholders are robust and valued across all workforce levels;

• Size makes it difficult for Mentis Assist to influence policy or be effective
in advocacy;

• Diversity of service offerings is important in holistic service delivery for service- 
users and their families; and

• Mentis Assist is sincere in its approach to partnerships, it genuinely prioritises 
service-users and the community.
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What our workforce told us 

Our workforce told us: 

• We are committed to building the capacity of people with complex mental illness and
the communities that support them;

• Our service and practices can and need to flex in response to individual needs;

• Our workforce is values-driven and these values enrich and sustain our organisational
culture;

• We are committed to people with a lived experience of mental illness where they
need us;

• We are enthusiastic to seek & create innovation as part of continuous improvement;

• We are committed to the inclusion of all people in our services; and

• We are committed to building our workforce skills, capability and expertise.
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The Strategic 
Framework 
2023-2026 
Our Strategic Framework sets out four key outcomes that build our scope of 
service, service footprint, workforce capabilities and organisational systems. 

Our objectives describe the milestones that will allow us to know we have 
achieved our outcomes. 

This framework provides the foundation for our planning over the next 
three years. Our priorities provide the signposts to guide us in moving in the 
right direction. Like all signposts, these may change over the three years, 
if the landscape changes, but our outcomes will remain steadfast. Our 
framework will be translated in our annual Strategic Business Plan that 
includes a range of measures and key performance indicators to support 
division and program planning. 
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The Strategic Framework 2023-2026 

04 
Strengthen our 
organisational capability 
and alignment 

4.1 
We are an effective ally of people 
with mental illness by advocating 
for their needs across all sectors 
and levels of government. 

4.2 
Our administrative and financial 
systems facilitate efficient, 
accountable and environmentally 
sustainable service delivery and 
workforce management. 

4.3 
Our systems support program 
evaluation, evidence-informed 
practice and continuous 
improvement. 

03 
Support and empower 
our people 

3.1 
We create a workforce that reflects 
our community, where people with 
lived experience of mental illness 
are embedded throughout our 
organisation. 

3.2 
We work with, and empower, our 
workforce to lead the organisation 
and achieve our vision for people 
with a mental illness. 

3.3 
We offer all our workforce 
opportunities to develop and 
recognise and celebrate their 
achievements. 

02 
Expansion for 
purpose 

2.1 
We have diversified revenue 
streams. 

2.2 
We grow our community of 
service users throughout the 
southern region and wherever 
opportunities align to our vision 
and purpose. 

2.3 
We have deliberately created 
and embraced opportunities for 
innovation, partnerships and 
diversity of offerings. 

01 
Listen, learn, respond 
and embed knowledge 

1.1 
We pursue, co-design and 
evaluate services by drawing on 
the evidence base and through 
collaboration with service users. 

1.2 
We actively seek feedback from, 
listen to and respond to our service 
users. 

1.3 
We maintain high standards of 
integrity and quality. 
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Objectives and priorities 

01 
Listen, learn, 
respond and 
embed knowledge 
Mentis Assist is known for 
its reach and impact by 
providing quality services 
and opportunities which 
respond to the needs of our 
service users, partners and 
communities. 

Our Objectives Our Priorities 

To achieve this, we will: 
• Map our service user journey to improve attraction and 

retention of services users across different ages/ genders/
ethnicities/disabilitytypes/locations. (Refer 1.1) 

• Co-design and embed a peer workforce with people with 
lived experience. (Refer 1.1) 

• Create and embed sustainable ways to support carers. (Refer 
1.1) 

• Enable those with lived experience of mental illness in the 
workforce, to participate in the development of the evidence 
base. (Refer 1.1) 

• A robust clients measurement tool is in place 
(Refer 1.1) 

• Suport and enable strong, vibrant, and robust mechanisms 
for service users to have a voice. (Refer 1.2) 

• Annual service user satisfaction surveys are undertaken and 
acted upon. (Refer 1.2) 

• We will pursue and meet all accreditation requirements. 
(Refer 1.3) 
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We know we will have achieved this when: 
1.1 
We pursue, co-design and evaluate services by drawing 
on the evidence base and through collaboration with 
service users. 

1.2 
We actively seek feedback from, listen to and respond to 
our service users. 

1.3 
We maintain high standards of integrity and quality. 



Objectives and priorities continued 

02 
Expansion for 
purpose 
Mentis Assist harnesses 
its strengths to expand its 
footprint across southeast 
metropolitan Melbourne in 
order to better support more 
people with a mental illness. 

Our Objectives Our Priorities 
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To achieve this, we will: 
• Develop a three-year growth strategy that identifies

both market-based growth, organic expansion and 
mergers and acquisitions. (Refer 2.1) 

• Embed growth targets in annual business plans
including service users, service types, locations. 
(Refer 2.2) 

• Embed growth targets in our annual financial
budget. (Refer 2.2) 

• Formalise relationships, pathways, and engagement
with our partners. (Refer 2.3) 

We know we will have achieved this when: 
2.1 
We have diversified revenue streams. 

2.2 
We grow our community of service users throughout the 
southern region and wherever opportunities align to our 
vision and purpose 

2.3 
We have deliberately created and embraced opportunities 
for innovation, partnerships, and diversity of offerings. 



Objectives and priorities continued 

03 
Support and 
empower our 
people 
Our staff are skilled, well 
supported and our values 
define how we work with 
service users and with 
each other. 

Our Objectives Our Priorities 
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To achieve this, we will: 
• Understand our workforce diversity and provided

targeted responses to create, sustain and showcase
inclusion. (Refer 3.1) 

• Invest in our internal capability to drive and deliver
growth. (Refer 3.2)

• Ensure a robust staff appraisal and development
system is in place. (Refer 3.2)

• Create a program of support and initiatives that
supports and embeds a peer workforce. (Refer3.3)

• Develop and embed an employee recognition
program. (Refer 3.2 and 3.3)

We know we will have achieved this when: 
3.1 
We create a workforce that reflects our community, 
where people with lived experience of mental illness are 
embedded throughout our organisation. 

3.2 
We work with, and empower, our workforce to lead the 
organisation and achieve our vision for people with a 
mental illness. 

3.3 
We offer all our workforce opportunities to develop and 
recognise and celebrate their achievements. 



Objectives and priorities continued 

04 
Strengthen our 
organisational 
capability and 
influence 
Mentis Assist has the 
organisational systems, 
capabilities and thought 
leadership to deliver quality 
services, leverage its 
reputation and partnerships 
to influence the policy 
landscape. 

Our Objectives Our Priorities 

To achieve this, we will: 
• Develop and deliver a social media strategy that 

facilitates a positive social narrative regarding people 
with a mental illness and showcases our work. (Refer 4.1) 

• Increase our leadership presence and participation in 
public forums, conferences and speaking engagements. 
(Refer 4.1) 

• Continue to invest in, and prioritise accreditation and 
compliance frameworks as well as the systems, processes 
and capabilities that underpin them. (Refer 4.2) 

• Develop an environmental strategy and initiativees. 
(Refer 4.2)

• Report to Board on data analysis that supports decision 
making (program, service user, location, NDIS packages, 
disability type and workforce). (Refer 4.3)

• Implement a program of service evaluations and reviews 
that drive continuous improvement. (Refer 4.3)
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We know we will have achieved this when: 
4.1 
We are an effective ally of people with mental illness by 
advocating for their needs across all sectors and levels 
of government. 

4.2 
Our administrative and financial systems facilitate 
efficient, accountable and environmentally sustainable 
service delivery and workforce management. 

4.3 
Our systems support program evaluation, evidence- 
informed practice and continuous improvement. 



 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Mentis Assist 
443 Nepean Highway 
Frankston VIC 3199 

T 1300 MENTIS (1300 636 847) 
F 03 5970 5055 
E info@mentisassist.org.au 

mentisassist.org.au 
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