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Executive Summary 

 Theme 4 focuses on two related elements. The first is about delivery of services to regional Australia. This 

entails the type and extent of services, as well as modes of delivery, and reflections on past successes and 

failures and the role that innovation and technology might play to improve or make more efficient the 

delivery of services. It also necessarily treats the issue of equity versus efficiency, the role or otherwise of 

subsidies, and the competing concepts of individualism versus social welfare/entitlement.   

 For the purposes of this literature review, we have taken a broad view of ‘services’ – health, education, 

human services, justice, policing and emergency services, as well as infrastructure components such as roads, 

telecommunications, energy and water. We have also tried to capture other topics that might be considered 

by regional communities as ‘essential services’ such as postal services and banking. 

 Much of the research relating to services unsurprisingly falls into the topics of ‘Industry – Health and 

Community Services Industries’, ‘Population and People – Family Community and Disability’ and ‘Population 

and People – Education and Training’. Some research also falls into ‘Population and People – Housing’. 

 Approximately 10 per cent of research captured in RAISED relates to education. A similar proportion relates 

to family, community and disability – much of this focuses on delivery methodologies. Perhaps double that, 

around 20 per cent, of research relates to health sector matters – mental health, rural medical services 

(including dental) and aged care. 

 The preponderance of research relating to Theme 4’s service delivery element relates to health and education 

matters, less so to community and human services, and to a much lesser extent on other infrastructure-type 

issues such as telecommunications, water, energy and roads. There was also relatively more research than we 

expected to find on engagement processes.  

 The research gaps in Theme 4 are relatively modest, especially in comparison to Theme 1 and Theme 2. 
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1. Introduction 

The Regional Australia Institute (RAI) has undertaken a Stocktake of Regional Research project. One component of 

the project requires a literature review to be prepared for each of RAI’s four themes, namely:  

 Theme 1 – Position and Potential: potential for new growth and prosperity in each region; 

 Theme 2 – Realising Opportunities: understand how opportunities for growth and development can translate 

into tangible benefits for regions; 

 Theme 3 – Successful Transitions: develop better strategies for communities in transition to enable them to 

cope with change; and 

 Theme 4 – Better Services and Engagement: better ways of engaging regional communities and 

delivering services. 

 

This literature review addresses Theme 4 – Better Services and Engagement. 
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2. Appreciation of Theme 4 

Theme 4 focuses on two related elements. The first is about delivery of services to regional Australia. This entails 

the type and extent of services, as well as modes of delivery, and reflections on past successes and failures and 

the role that innovation and technology might play to improve or make more efficient the delivery of services. It 

also necessarily treats the issue of equity versus efficiency, the role or otherwise of subsidies, and the competing 

concepts of individualism versus social welfare/entitlement. The issue of the bush versus the city is not far removed. 

The second but related element is about engagement with service recipients, in particular processes and 

methodologies by which service providers – in this context, mostly the public sector or related policy makers – 

engage with the beneficiaries of services. This incorporates engagement techniques which help design, prioritise 

and deliver services as well as how the delivery of services is later evaluated and modified.  

We have deliberately sought not to become involved in a debate on ‘what are services?’ We have taken a broad 

view for the purposes of this literature review – health, education, human services, justice, policing and emergency 

services, as well as infrastructure components such as roads, telecommunications, energy and water. We have also 

tried to capture other topics that might be considered by regional communities as ‘essential services’ such as postal 

services and banking. 
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3. The stock of research 

The Stocktake of Regional Research project produced the database of relevant research – RAISED. In excess of 

1500 research items and knowledge products were captured by the search strings and consultation processes and 

then successfully passed through a filtering process. 

Theme 4 is the equal most represented theme in the literature captured in RAISED. Figure 1 depicts coverage of 

Theme 4 relative to the other three RAI research themes. We estimate that approximately 60 per cent of the 

research in RAISED relates in some way to ‘better services and engagement’.  

 

 

Figure 1: Extent of RAISED coverage – by theme 
 

Much of the research relating to services unsurprisingly falls into the topics of ‘Industry – Health and Community 

Services Industries’, ‘Population and People – Family Community and Disability’ and ‘Population and People – 

Education and Training’. Some research also falls into ‘Population and People – Housing’. Approximately 10 per 

cent of research captured in RAISED relates to education. A similar proportion relates to family, community and 

disability – much of this focuses on delivery methodologies. Perhaps double that, around 20 per cent, of research 

relates to health sector matters – mental health, rural medical services (including dental) and aged care. 

By way of example, the following are some of the research items captured that relate to service delivery: 

 ‘Sustaining an Aboriginal Mental Health Service Partnership’ 

 ‘Palliative Care in Rural Australia: Involving the Community in Multidisciplinary coordinated care’ 

 ‘It’s more than Money: The Relationship between Social Values and Demographic Change in Sustaining a Rural 

General Practitioner Workforce’ 

 ‘Effective Regional, Rural and Remote Family and Relationships Service Delivery’ 

 ‘Coping with a Crisis: Human Services in Times of Drought’ 

 ‘Pathways and Barriers: Indigenous Schooling and Vocational Education and Training Participation in the 

Goulburn Valley Region’ 

 ‘Eye Health Programs within Remote Aboriginal Communities in Australia: A Review of the Literature’ 

 

0%
10%
20%
30%
40%
50%
60%

Theme 1

Theme 2

Theme 3

Theme 4

Extent of RAISED Coverage - By Theme 

Extent of RAISED
coverage



 

7 

Beyond health and education we looked at other services such as infrastructure. Only about 3 per cent of reports 

related to infrastructure and, for example, just one report on railways was captured.  

 ‘Regional Public Transport In Australia: Long-Distance Services, Trends And Projections’ 

 ‘A Region Back on the Rails?: Passenger Rail and Regional Development on the NSW Far North Coast’ 

 

Although about 5 per cent of reports related to the topic of crime and justice, just a handful of reports related to 

policing in regional Australia. One example: 

 ‘A New Way of Doing Justice Business?: Community Justice Mechanisms and Sustainable Governance in 

Western Australia’ 

 

Just a handful of reports related to banking services and financial inclusion, despite broader research globally 

which stresses the importance of access to financial services as a critical precursor for economic development. A 

salient example: 

 ‘Money Talks: Overcoming the Financial Exclusion Problems faced by Indigenous Australians’ 

 

Although often intersecting with research on service delivery, perhaps 10 per cent of the total stock of research 

captured in RAISED relates strictly to ‘engagement’, or more specifically modes of and experience in engaging 

with communities, towns, leaders and Aboriginal or minority groups. The research captured is quite rich. Some 

general research items that relate to this topic include: 

 ‘Engaging with Indigenous Australians: Principles, Practice and Learnings’ 

 ‘Program Spotlight: Getting Tough or Getting Together – A Model of Engagement’ 

 ‘The Land-Grant Mission 2.0: Distributed Regional Engagement’ 

 ‘Partnerships in Action: Addressing the Health Challenge for Aboriginal and Torres Strait Islander Peoples’ 

 ‘Building Capacity for Local Governance: An Application of Interactional Theory to Developing a Community 

of Interest’ 

 ‘Rural Places and Community Participation in Health Services Development’ 

 ‘Social Investment: Working with Australian Communities’ 

 

Some topics that may have been expected to be captured by the Systematic Review were not. For instance, we 

captured no reports on veterinary services. 

Almost 10 per cent of the total number of research items captured in RAISED relate to water and its supply for 

residential and agricultural use in regional Australia. Some examples that are more specifically related to the 

topic of service delivery include: 

 ‘Northern Australian irrigation futures: providing new knowledge, tools and processes to support debate and 

decision making regarding irrigation in northern Australia’ 

 ‘Sustainable rural water delivery: balancing resource and social sustainability’ 

  

http://www.regionalaustralia.org.au/jornals-frontpage/item/a-region-back-on-the-rails-passenger-rail-and-regional-development-on-the-nsw-far-north-coast?highlight=YToxOntpOjA7czo3OiJyYWlsd2F5Ijt9
http://www.regionalaustralia.org.au/jornals-frontpage/item/a-new-way-of-doing-justice-business-community-justice-mechanisms-and-sustainable-governance-in-western-australia?highlight=YToxOntpOjA7czo4OiJwb2xpY2luZyI7fQ==
http://www.regionalaustralia.org.au/jornals-frontpage/item/a-new-way-of-doing-justice-business-community-justice-mechanisms-and-sustainable-governance-in-western-australia?highlight=YToxOntpOjA7czo4OiJwb2xpY2luZyI7fQ==
http://www.regionalaustralia.org.au/jornals-frontpage/item/money-talks-overcoming-the-financial-exclusion-problems-faced-by-indigenous-australians?highlight=YToxOntpOjA7czo3OiJiYW5raW5nIjt9
http://www.regionalaustralia.org.au/jornals-frontpage/item/northern-australian-irrigation-futures-providing-new-knowledge-tools-and-processes-to-support-debate-and-decision-making-regarding-irrigation-in-northern-australia?highlight=YToxOntpOjA7czo1OiJ3YXRlciI7fQ==
http://www.regionalaustralia.org.au/jornals-frontpage/item/northern-australian-irrigation-futures-providing-new-knowledge-tools-and-processes-to-support-debate-and-decision-making-regarding-irrigation-in-northern-australia?highlight=YToxOntpOjA7czo1OiJ3YXRlciI7fQ==
http://www.regionalaustralia.org.au/jornals-frontpage/item/sustainable-rural-water-delivery-balancing-resource-and-social-sustainability?highlight=YToxOntpOjA7czo1OiJ3YXRlciI7fQ==


 

 
8 

4. Does the research literature respond 

to Theme 4 research questions? 

As noted above, the preponderance of research relating to Theme 4’s service delivery component relates to health 

and education matters, less so to community and human services, and to a much lesser extent on other 

infrastructure-type issues such as telecommunications, water, energy and roads. There was also relatively more 

research than we expected to find on engagement processes.  

This is interesting in light of the fact that a number of policy makers commented that they were increasingly aware 

that engagement with local communities was a critically important factor in successful regional development policy 

making yet indicated they did not know much about research available on this topic. 

Below are some brief observations about the stock of research captured in RAISED as it relates to Theme 4’s 

indicative research questions. 

What are the key challenges for regional services delivery compared to metropolitan areas and how do they 

vary for different regional areas?  

We found no examples of studies comparing regional differences across Australia. We identified a number of 

case studies, however, which will inform any future work against this research question: 

 ‘An Investigation into why Students from Regional South Australia Choose to Study Business Programs in the 

Capital City’ 

 ‘Sustaining an Aboriginal Mental Health Service Partnership’ 

 ‘Spatial Microsimulation Modelling of Care Needs, Costs and the Capacity for Self-Provision: Detailed 

Regional Projections for Older Australians to 2020’ 

 ‘Developing Solutions to the Provision of Primary Care Services in Rural and Remote Queensland’ 

 ‘The Role of University-Industry Collaboration in Regional Economic Development’ 

 ‘Effects of Compulsory Vocational Training for Australian General Practitioners: A Qualitative Study’ 

 ‘The Tyranny of Distance?: Carers in Regional and Remote Areas of Australia’ 

 

The Systematic Review identified less city-country comparative research than we might have expected. One 

example of what we identified is: 

 ‘Access to Health Services in Urban and Rural Australia: A Level Playing Field?’ 

What are the different models for service delivery that have been tested and implemented in regional 

Australia? How successful are they?  

There was substantial research captured that relates to the question of different models and approaches to 

service delivery: 

 ‘Adaptive Regions, Deliberative Power Spaces and the Sustainable Development Platform Method’ 

 ‘The Positive Parenting Telephone Service: Long-Term Benefits for Isolated Families’ 

 ‘The Role of University-Industry Collaboration in Regional Economic Development’ 

 ‘Effects of Compulsory Vocational Training for Australian General Practitioners: A Qualitative Study’ 

 ‘Literature Review: Regional Natural Resource Governance, Collaboration and Partnerships’ 
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 ‘How Universities can Enhance Sustainable Development through Successful Engagement with their Regional 

Communities’ 

 ‘Community Engagement: Putting People First in Building Sustainable Community Futures – Three Case Studies 

of Innovative Engagement Practice’ 

 ‘New Ways of Engaging with Regional and Rural Communities: Strengths Based and Inclusive’ 

 ‘Success Stories in Indigenous Health: A Showcase of Successful Aboriginal and Torres Strait Islander Health 

Projects’ 

 ‘Mobile Digital Breast Screening: An Evaluation of the Queensland Experience’ 

Are there opportunities for integration or use of new technology that may enhance services in regional 

areas?  

As noted in the other literature reviews, there was only a small amount of research that, ex ante, has focused on 

the benefits to service delivery that may be made possible by the National Broadband Network. But there was 

otherwise a reasonably large amount of research addressing ways that new technologies or innovative 

approaches can improve the delivery of services in regional areas. Some examples include: 

 ‘The Positive Parenting Telephone Service: Long-Term Benefits for Isolated Families’ 

 ‘Telepharmacy – Enabling Technology to Provide Quality Pharmacy Services in Rural and Remote 

Communities’ 

 ‘Tele-education: A Collaborative Project in the Delivery of Mental Health Education in Rural Victoria’ 

 ‘Interactive Distance E-Learning for Isolated Communities: The Policy Footprint’  

 ‘Can the Participatory Evaluation of New Communication Technology Initiatives Assist in Building Sustainable 

and Inclusive Rural Communities?’ 

 ‘Engaging the Decision-Makers: Planning with Rural and Remote Communities for the Delivery of Health 

Services Using Telecommunication Networks’ 

How effective is regional engagement in decision-making and are there opportunities for better devolving 

decision-making power to the regional level?  

As noted earlier, about 10 per cent of the research captured in RAISED relates to community and leader 

engagement.  

It is noteworthy that a number of these research items that relates to engagement and community consultation 

processes come from overseas, much greater than the relative level of international research that relates to other 

topics and themes. Some of the international research is: 

 ‘Learning with Local Help: Expanding the Dialogue on Climate Change and Water Management in the 

Okanagan Region, British Columbia, Canada’ 

 ‘Informing Community Planning for the Knowledge-Based Economy: A Case Study of Manitoba’s Rural 

Bilingual Municipalities’ 

 ‘Community Leadership: Development and the Evolution of Leadership in Himeshima’ 

 ‘Building Social Capital for Sustainable Enterprise Development in Country Towns and Regions: Successful 

Practices from the United States’ 

 ‘Partnership and Subsidiarity?: A Case Study of Farmers’ Participation in Contemporary EU Governance and 

Rural Development Initiatives’ 
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Some further examples of research on the Australian experience in decision-making and community engagement 

include: 

 ‘Understanding, Enhancing and Managing for Social Resilience at the Regional Scale: Opportunities in North 

Queensland’ 

 ‘Bridging Troubled Waters: Applying Consensus-Building Techniques to Water Planning’ 

 ‘Exploring Discourses in Environmental Decision-Making: An Indigenous Hunting Case Study’ 

 ‘Collaborative Watershed Decision-Making: Understanding Land Use-Related Risk to Drinking Water Sources’ 

 ‘Community Voice: A New Electronic Communication Model for Local Communities: A Web Development 

Handbook for Rural, Regional and Micro-Communities’ 
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5. Stakeholder future research topics 

The online and stakeholder consultation processes identified over 300 future research priorities among RAI’s 

stakeholders. Only a small number related to Theme 4. 

A separate addendum report will provide advice to RAI on the general findings of the consultation process on 

future research. Some examples of future research topics mentioned by stakeholders that relate to Theme 4 

include: 

 Family and community services – modelling of pathways in New South Wales to transition to out-of-home care 

by the non-government sector 

 How do employment services organisations perform in FIFO locations? 

 Ongoing research in improving primary health care in regional Australia 

 Equal access to justice and equity in rural legal service delivery 
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6. Gaps and suggested research topics 

As noted above, Theme 4 is the equal most covered topic in RAISED. Theme 4, we assess, is considered of second 

least importance to policy makers of all four themes.  

 

 

Figure 2: Gaps between coverage in RAISED and assessed policy maker interest 

 

Based on our assessment of the gaps and priorities of policy makers, we recommend the following research topics: 

 Mapping, by service, of regional differences in access to services across Australia.  

 How can the NBN best support service delivery in regional Australia?  

 Related to the question above, how can broader innovation in service delivery be encouraged and achieved?  

 Investigating methods for improved coordination of service delivery across different levels of government.  

 Financing techniques to allow local governments to provide more and better services, including on a cost-

recovery basis. 

 By service, reviewing international policy making experience and consider its applicability to Australia. 

 How can regional areas achieve better access to financial services at the business and household level?  
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Annex A: Theme 4 – Better Services and 

Engagement 

A region’s potential is underpinned by its people and their quality of life, their health and their education. Access 

to basic government services such as health, education, and law and order are essential. It is expected that all 

Australians should have similar access to social services such as health, education and law and order. However 

service delivery approaches that work well in metropolitan areas are often not effective in inner regional areas 

let alone remote parts of Australia where the population is very sparse. Identifying better ways of providing 

services to regional areas is an ongoing challenge.  

Regional Australians also need opportunities to have a genuine stake in the policy decisions that shape their 

communities. Governments find it challenging to effectively engage communities and regional governance 

structures are seen as fragmented and lacking real power and influence in government decision-making. Research 

under this theme will examine practical innovations in service delivery and community engagement that can help to 

achieve better service outcomes for regional Australia.  

To complement existing work in different service areas, RAI research will examine coordination issues and 

problems that are common to many service delivery environments. This will include research into alternative service 

delivery models that are relevant across a number of areas and the potential for new approaches to increase 

efficiency and service quality.  

Engagement work will review community engagement methodologies and governance structures to provide 

recommendations for future engagement structures and processes. The work will be relevant to, and where 

possible involve, a broad spectrum of regional communities including regional and remote Indigenous communities.  

Research questions to be addressed by RAI’s research program: 

 What are the key challenges for regional services delivery compared to metropolitan areas and how do they 

vary for different regional areas?  

 What are the different models for service delivery that have been tested and implemented in regional 

Australia? How successful are they?  

 Are there opportunities for integration or use of new technology that may enhance services in regional areas?  

 How effective is regional engagement in decision-making and are there opportunities for better devolving 

decision-making power to the regional level?  


