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CARER INFORMATION AND SUPPORT SERVICE (CISS)  
MID YEAR RESULTS 
 

1 July – 31 December 2020 
 

CISS Service Delivery 

 
In the 6 month period 1 July – 31 December 2020 the Carer Information & Support Service (CISS) 
responded to and closed 329 foster care enquiries, delivering 678.6 hours of service. 
 
In addition, the CISS team responded to and closed 32 kinship care enquiries, delivering 14 hours of 
service. The majority of these (21) were referred to Kinship Care Victoria (KCV), while (11) enquiries 
required immediate support, due to the carers emotional state or circumstances. 
 

 

* An enquiry can involve multiple calls, emails and meetings to support the carer. 
 

Support Provided 
 

The CISS Team provide four different types of support including therapeutic (emotional) support through 
the new Carer Assistance Program (CAP). Of the 329 foster care enquiries, the CISS team provided 
Information to 93 enquiries (55.5 hours), Emotional support to 61 enquiries (122.3 hours), Advice to 126 
enquiries (232.8 hours) and Advocacy to 49 enquiries (268 hours). 
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Issues Raised 
 

In the 329 foster care enquiries, 351 separate issues were raised under 17 categories. The majority of time 
spent was in relation to (CIMS) investigations, providing therapeutic (emotional) support via the Carer 
Assistance Program (CAP), issues with DHHS, Agencies and impacts of COVID-19 on foster carers. 

 
* An enquiry can involve more than one issue. 

 

Client Incident Management System (CIMS) 
 
46 issues were raised (223.8 hours) relating to CIMS. 

 
 
During COVID, CIMS seem to taken longer in the investigation processes with significant time delays. Carers 
have waited up to twelve weeks to be interviewed.  
 
Carers have required significant support as they wait to be interviewed for the investigation. Police have 
been involved and this seems to result in further delays.  
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Figure 3: Issues by Category
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The CISS Team inform and assist carers about the review and appeal processes after the outcome of 
investigations. This is an area that requires further exploration and advocacy to ensure procedural fairness. 
 

Carer Assistance Program (CAP) 
 
For several years, Victorian foster carers have consistently reported to the FCAV that more therapeutic 
support from a service with sector specific knowledge is required to assist them to manage personal issues 
and/or issues arising from their caring role. 
 
Carers were reporting increased challenges and stress in carer households during COVID-19 lockdowns, 
resulting in significant levels of carer anxiety and possible placement breakdown.  
 
All carer peak bodies received $100,000 from the government as part of the response to COVID-19 to 
better support carers through carer helplines. The funding was provided recognising:  
 

 Government commitment to increasing mental health supports during COVID-19; and 

 the FCAV’s ongoing commitment to foster carers mental health and wellbeing.  

Since launching the CAP Program on 7 September 2020, the FCAV has provided 121.2 hours of therapeutic 
counselling support to Victorian foster carers, with many carers accessing the service more than once.  
 

 
 
How is The CAP delivered? 
 
The CAP currently takes appointments on two days a week and provides confidential, therapeutic 
online/phone appointments. This has proven to be an effective method of delivering counselling as a result 
of its accessibility, convenience, and affordability. 
 
The model offers 1-3 confidential counselling sessions or as otherwise negotiated (limits to confidentiality 
apply where there is an identified risk of harm). Support is also provided for referrals to external providers, 
where a need for ongoing therapeutic input is identified. 
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Additional Methods of Emotional Support  

In addition to the CAP program we trialled another method support to carers. We facilitated an online art 
therapy group with carers for a 6 week period August - November, 2020. The group provided an 
opportunity to connect with other carers, learn about self-care and be involved in creating art whereby 
carers were able to redirect their attention and through non-verbal means of communication, express how 
they were feeling. Art encourages the carer to use their imagination and express unconscious thoughts, 
worries, and grief and ultimately role model for the child in their care, showing art as an acceptable means 
of taking care of themselves. 

The skills carers learnt through were transferrable to the child and provided additional means of creating 
opportunities to bond and attach and help the child or young person to express non verbally any trauma or 
loss they had experienced. 

We used a range of art mediums from tie dying, acrylic and watercolour painting, meditation, mindful art, 
rock painting and Aboriginal weaving, charcoal drawing and clay. This was a highly successful program and 
met a specific need during the pandemic. Online training opportunities have certainly made training more 
accessible for our audience, particularly rural carers.  

We are offering two more online art therapy group sessions in the evenings over 6 weeks between 
February - May 2021. 

Agency Issues 
 
51 issues were raised (81.5 hours) relating to Agency communication and process. 
 

 
 

DHHS Issues 
 
43 issues were raised (109.9 hours) relating to DHHS. FCAV continues to play a crucial role in 
communicating messages and advice from DHHS during this dynamic period of time. 
 
The most time was spent supporting carers disagreeing with the removal of the child to another placement 
and dissatisfaction/appeal of case plan for the child in their care. 
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COVID-19 
 
The CISS Team responded to 30 enquiries (63.2 hours) relating to COVID-19. Following a carer survey 
conducted by the FCAV, it confirmed what we were hearing on the CISS support line. Carers needed 
additional support as they were experiencing distress, trauma, anger, isolation and grief and loss –all signs 
of compassion fatigue with the onset of COVID-19 as they took on additional tasks such as home schooling, 
respite reducing and facilitating access with birth families on line. 
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We acknowledge the traditional custodians of the land on which we work and live. We recognise their 
continuing connection to land, water and community. We pay respect to Elders past, present and emerging. 

https://www.fcav.org.au/about/rap

