
 

 

How a software solution 
saved lives 
 

Three parties worked together to fix 

a problem many saw as impossible 

No major city is immune to problems within its 

population. Issues of homelessness, drug and 

alcohol abuse, mental health issues, aged care, 

family violence, and child protection are ever 

present in all major centres. How they’re dealt with 

is an ongoing challenge for governments and the 

community at large. 

Victoria Police were not immune to this dilemma. On 

a good day, 40-60% of front-line police time was being consumed dealing with people in 

challenging personal circumstances; on a bad day that figure rose to 80%. Little help was 

being given to police with the growing number of people on the street at risk to themselves 

and the community. In most cases, these people had not committed a crime; they just 

needed help. 

The Police and Community Triage (PACT) Program was created – mostly out of frustration. 

A partnership of Victoria Police, Monash Health and local software company Conekter, 

PACT was about reducing the number of call outs for police services which were not 

 



 

crime-based. A reduction in these calls would allow police to return to their normal duties – 

tackling and reducing criminal behaviour. 

PACT was set up in the Moorabbin Police divisional 

headquarters in suburban Melbourne, in an area 

which services a population of 500,000 including 

Frankston and Dandenong, areas with a 

less-than-stellar reputation for crime and public 

disorder. 

With Monash Health providing the clinical 

assistance critical for the wellbeing of people 

caught in the cycle of disadvantage, Conekter 

provided the vital assistance in connecting all 

stakeholders. With a secure, electronically linked 

system, people, police, and agencies were brought 

together, information was securely stored, performance and outcomes were tracked. 

PACT used Conekter to control and manage the program overall. 

 
   



 

How it worked 
 

The program worked through a process or chain of events. When police picked up a person 

who fitted the PACT profile, they would refer them to the PACT team, which consisted of 

police, together with a psychologist, psychiatrist and counsellor – all from Monash Health – 

who would use the Conekter ‘Smart form’ and ‘Workflow’ tools to process and evaluate the 

person and their needs. 

Conekter would be used by the team to 

record all interactions, then refer them 

electronically to the agencies tasked with 

addressing the particular issue, such as a 

drug or alcohol addiction. 

The PACT team used Conekter’s software to 

monitor and measure the performance of 

the individual agencies in helping the at-risk 

person. Conekter provided the PACT team 

with a simple way to track, support and 

communicate with all parties, providing a 

single point of truth leading to improved 

wellbeing outcomes for these at-risk people. 

PACT stayed in touch with the at-risk person using Conekter’s communication features 

which allowed them to begin solving some of the longer-term issues these people had been 

enduring. By tracking, collating and triaging all communication from all parties Conekter 

greatly improved the ability for these at-risk people to navigate to the services and support 

that provided the best outcomes for them. For many, it was the first time when they were 

engaging with someone who was caring, listening to, and helping them right through their 

health and welfare journey, enabling them to navigate the complex path to recovery. 

Conekter gave the PACT team the ability to securely and safely share information across all 

stakeholders, including GPs, hospitals, justice, Community Health, local counsellors, and 

agencies, without duplication, inaccurate or missing information vastly improving efficiency, 

therefore wellbeing outcomes. 

 

   



 

How it was received 
 

Lucinda Nolan, Assistant Deputy 

Commissioner of Victoria Police, noted the 

program was having significant benefits. 

“We are starting to see a reduction in the 

repeat calls to front line police plus a greater 

coordination between the various agencies 

that provide client services,” she said. 

Calling the program ‘ground-breaking’, 

Assistant Deputy Commissioner Nolan said the 

program had the potential to change the way 

the community at large deal with people at risk. 

“Instead of a one-way journey which often ends with incarceration or death,” she said, “this 

program heralds a new start.” 

The program ran for two and a half years with outstanding results. In the Moorabbin area 

during that time, there was a significant reduction in family violence, drug related and 

mental health issues, with reports showing up to a 64% reduction in police call outs relating 

to mental health, family violence, drug and other related issues. Various reports and 

feedback showed a vast improvement in overall health and welfare outcomes for the at-risk 

and vulnerable people in those areas. 

Victoria Police proved the model was a success, but its future lay in the program being 

operated by a human resource department directing the services with police being a key 

stakeholder. The Tasmanian Government’s ‘Joined Up’ program is another successful 

example of a very similar program which also produced positive results. 

With Conekter having provided the software platform and environment for the highly 

successful PACT program, Victoria Police, through their work with Monash Health and 

Conekter, were immensely proud of their involvement in the program and the positive 

impacts it made on society’s most vulnerable people. 

With it having broken the stick of disadvantage, the program demonstrated community 

policing working at its best. Most importantly, it showed how success could be achieved by 

different organisations working together on a common goal. 



 

 

 

 

About Conekter  

Since 2006, Conekter has been helping organisations 

simplify the complex by connecting information from 

antiquated legacy systems and bringing it to a central 

point of truth that is intuitive and easy to use. To find out 

more, visit www.conekter.com.au 

http://www.conekter.com.au/

