
FCAV / PPSS Carer Information & Support Service 

3rd quarter results: January 2010 to March 2010 

Carer Issue Reporting 

Reporting Summary 

There were 144 contacts received to the FCAV/PPSS Carer Information and Support Service for the period 1 January 

2010 and 31 March 2010.  These calls, emails and letters revealed 195 issues currently impacting carers including 49 

issues recorded as FCAV—General Enquiry calls.  It is pleasing to be able to report that of these 49 General Enquiries, 

27 calls (55%) were from people keen to learn more about becoming foster carers.  104 or 73% of contacts received by 

the Service were in relation to foster care or foster to permanent care conversion issues with a further 16% of contacts  

relating to kinship care issues.  The breakdown of issues raised are as follows: 

 

 

 

 

 

 

 

 

 

 

 

42% of the calls received to the FCAV/PPSS Carer Information and Support Service were from carers (or others)  

seeking information, while 57% of callers required individual support and 1% of callers required referral to a specialised 

or targeted service.  Interestingly, the 57% of callers requiring individual support accounted for 89% of the total work 

output generated through the Service. 

The combination of the DHS related categories Financial—DHS and DHS—Issues  represented an overall 23% of the  

issues recorded for the period, with the larger portion of these issues (16%) pertaining to financial issues.   

Interestingly, Permanent Care issues and Legal issues represented 10% each of the issues raised by callers to the  

Service for the period. 

The key issue category identified for the review period January to March 2010 was ‘D—Agency Issues’.  This category 

represented 18% of the issues captured for the period.  A breakdown of the calls received to this category is reflected in 

the graph below: 
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Carer Issue Analysis 

Analysis 

20% - Case planning: All seven calls received in this category were from carers, with 86% being foster carers and 

the remaining 14% being kinship carers, with the resulting work output generated representing 17% of the overall 

workload for the period.    43% of these carers also advised of quality of care concerns that had been raised and were 

still being investigated, or had been investigated but there continued to be fall out from these events for the carers  

concerned.  71% of the carers citing this issue as a concern for them reported they were concerned at the case  

planning for children in their care and the subsequent or pending moves being proposed  for the children. 

20% - Relationship with agency: In the case of these seven calls, all contacts were from foster carers, with the  

resulting work output representing 13% of the overall work output for the period.  In each of these cases, the  

relationship between the agency worker/s and the carer/s had degenerated quite significantly, the ramifications of 

which were being felt by the placement itself.  In one case, the carer had rung specifically to seek information on how 

FCAV could help manage the relationship with the agency .  Interestingly, in most cases the carers did not cite their 

individual worker as the problem, but rather spoke of their broader relationship with the agency itself. 

9% - Relationship with worker: In two of these three calls from foster carers, the FCAV/PPSS Info Sheet ‘Building 

and maintaining effective working relationships’ was provided to the carer, with the carers grateful for the availability of 

a practical resource they could use with their workers.  These calls resulted in only 1% of the work output for the pe-

riod with the Info Sheet ‘doing the job’ for the Service. 

11% - Respite care: Of the four calls received in this category, one came from a statutory kinship carer seeking  

assistance in ‘persuading’ her agency that she needs respite.  The next call was from a disability services worker  

looking for emergency respite for two children whose father was going into hospital for two weeks.  The next was from 

a foster carer seeking information on carer’s rights to respite as her agency is advising she does not fit the eligibility  

requirements, and the last call was from a natural mother seeking information and access to respite services for her 

young son who suffers from Asbergers Syndrome.  The message that came through loud and clear from each of these 

callers was that carers, no matter what the situation, need respite!!  Action:  FCAV to report this information to the 

Respite Care Scoping Project. 

3% - Access to information: This caller was seeking information on the rights of foster carers in relation to respite 

care.  The agency’s approach to this carer and her requests for information were of concern, and the obvious  

ramifications of withholding these types of information and resources from carers will be a breakdown in the  

relationships between carers, workers and agencies. 

3% - Participation in LAC, Best Interest Plan, case plan review, pre-court hearing: The foster carer who rang 

citing this issue of concern had been liaising with the agency for some time to get a care team meeting up and running.  

While the agency had been working to organise this as quickly as possible, things were being held up by the fact the 

case had only recently been transferred to the new agency.  The carer however has been trying to convene the  

meeting since prior to the move so was therefore struggling to see why things couldn’t proceed more quickly.  This 

case highlights very effectively what can happen when different parties come to the table with differing expectations of 

what can/needs to be achieved and in what timeframes. 

14% - Accreditation: Of the five calls received in this category, two came from foster carers, two came from  

prospective foster carers and one from a foster care worker.  In the cases of the prospective carers, both had been  

denied accreditation and were seeking information on what recourse they could take in this instance.  One of the foster 

carers involved was changing agencies, and was therefore going through a re-accreditation process, the other two  

callers were seeking general information about the accreditation process and timelines involved. 

3% - Training: The one call received in this category came from a worker seeking information on any current training 

available for carers.  This possibly highlights the need for more extensive advertising of training opportunities across 

the state.  This will be discussed with the Centre at our next liaison meeting. 

17% - Other (please specify): The category of ‘Other’ is always a little ambiguous, however the six calls received, 

seemed to have a pretty consistent theme.  Of the four foster carers we heard from, two cited concerns  

they had for the medical status of a child in their care, or of the need to refuse a placement when the  

medical status had not been determined, thus placing other young children in the home at unknown  

risk.  There were also concerns about the need for a carer to provide their own medical information for  

the purposes of a carer annual review.  The two workers heard from, cited issues in relation to both the  

medical/health and pets elements of the home check/accreditation requirements. 



FCAV / PPSS Carer Information & Support Service 

3rd quarter results: January 2010 to March 2010 

Carer Issue Recommendations 

Observations 

With 49% of calls to the ‘Agencies—Issues’ category for this quarter focusing on Case planning, Relationship with 

agency and Relationship with worker, it is clear these issues remain of great significance to carers across Victoria.  The 

FCAV/PPSS Info Sheet—Building and maintaining effective working relationships was launched in the February FCAV 

Newsletter.  It is hoped the release of this Info Sheet will aid both carers and workers by providing a practical and  

effective tool to help establish the basis for positive and effective working relationships between carers and workers.  

Agencies need to consider how this relationship can be supportive, as well as robust so that conversations can occur 

and issues talked through and resolved as they arise. 

It must be noted however that the results found in both the categories of Permanent Care and Legal are also of great 

concern.   

Legal  

The issue of ‘Quality of care/allegations’ accounted 

for only 6% of the issues raised by carers for the 

period, but equated to 34% of the work output gen-

erated by calls to the Service.  The need for  

de-briefing, assistance in preparing for meetings, 

and subsequent appeals of decisions, and the need 

to attend meetings to support carers results in a  

significant work commitment from both the  

Service and FCAV staff.  It must be questioned if 

this level of commitment can truly be maintained by 

a phone help line, or whether the intensive  

support needed to adequately support these carers 

needs to fall to agencies or an independent  

advocate contracted by the agency. 

Permanent Care 

Similarly, the issues raised by permanent 

carers while representing only 10% of the 

calls received as a whole, have resulted in 

over 25% of the work output generated 

over the period.  The difficulty in following 

up on these cases is the lack of support 

services and commitment from agencies 

and DHS to provide post-legal support and 

assistance to carers, thus resulting in the 

need for significant liaison with these areas 

to gain the necessary assistance and sup-

port for carers.  While we can proudly say 

we have ensured some great outcomes for 

permanent cares in the last quarter, these 

wins have not come easily in terms of time 

and effort by FCAV and CISS staff.  Work is 

progressing on a FCAV/PPSS Info Sheet on 

Permanent Care. 

FCAV/PPSS Carer Information and Support ServiceðUpdate 

Work is continuing on both the CISS Service Evaluation 2010 Project and the FCAV/PPSS Carer 

Needs and Satisfaction Survey.  The Service Evaluation Report is due for release by May 14th, 2010 

and the FCAV/PPSS Carer Needs and Satisfaction Survey responses are due the same day, after 

which time an analysis of the results will be conducted and a final report prepared.   

The due date for the final report is September 10th 2010. 
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