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CARER INFORMATION AND SUPPORT SERVICE (CISS) 
MID-YEAR RESULTS 
 

1 July – 31 December 2019 
 

CISS Service Delivery 
 

In the 6 month period the Carer Information & Support Service (CISS) responded to and closed  
328 foster care enquiries, delivering 756 hours of service. 
 
In addition, the CISS team responded to and closed 28 kinship care enquiries, delivering 21 hours of 
service. While not funded to provide services to kinship carers, the FCAV assists kinship carers in 
circumstances where they are unable to get individual or advocacy support from Kinship Care Victoria or 
DHHS Kinship Support. 
 

 
 

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

Carer support provided 
 

Of the 328 foster care enquiries, the CISS team provided Information to 129 enquiries (211 hours), Advice 
to 117 enquiries (115 hours) and Advocacy to 82 enquiries (391 hours). 
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Advocacy is often around Client Incident Management System (CIMS) timelines, ensuring carers are 
included in care teams, or being provided information about the child in their care, as well as just being 
included in decision making which often has a major impact upon the carer’s life. 
 
The FCAV are always looking at new ways to offer support for carers via new mediums. In May 2019 we 
published our first Podcast series “Who Cares” in partnership with Berry Street and Carer KaFE;  
 
The podcast series is specifically for new foster carers and provides tips and guidance from other carers and 
staff who work in out-of-home care in Victoria. Over 1000 people have listened to the podcasts. 
https://carerkafe.org.au/online-learning/59-who-cares-podcast-series. 
 
In November 2019 we hosted a Webinar “Supporting LGBTIQ+ Youth”. The FCAV's Deb Collard was joined 
by kinship carer Elisa in a webinar aimed at helping us all understand more about being a good ally for 
LGBTIQ+ youth. They discussed how to provide a safe and accepting environment and how to help young 
people in care feel connected and understood. The webinar had 856 views. 
https://www.fcav.org.au/news/webinars. 
 
Our Wellness Retreats continue to be booked out and were run at RACV Healesville in August 2019 and 
Hepburn Springs Daylesford in October 2019. 
                                        
Carers were involved in a number of self-care activities and developed individual self-care plans. Many 
relished the opportunity to have time together as well as just a break from caring. 
 
Joanie Bartolo presented two sessions on Emotional Intelligence and managing anger. Some of the key 
messages included self-regulation before helping the child, feelings are meaningful, and to look beyond the 
behaviour to see what emotion the child is dealing with. 

 
Issues Raised 
 

341 separate issues were raised under 14 categories. The majority of time spent supporting carers 
continues to be in relation to Entitlements, relationships with DHHS and Agency and Client Incident 
Management (CIMS) investigations. 
 

 
 

* An enquiry can involve more than one issue. 
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Client Incident Management System (CIMS) Issues 
 
70 issues were raised (253 hours) relating to CIMS; incident investigations to determine whether there has 
been abuse or neglect of a child or young person in care, pursuant to an allegation in a client incident 
report. 
 

 
 
Most of the CIMS issues raised by carers are around lack of support and a conflict of roles with the agency. 
Carers report that they perceive a fundamental conflict of interest in the investigative process because the 
agency that is investigating them is also meant to be supporting them. As a result, carers do not feel 
supported and question how the investigation can be impartial. The FCAV is not specifically funded to 
provide CIMS support and as a result the challenge from an FCAV perspective is to provide CIMS support in 
the context of resourcing constraints. 
 
An additional issue is that CIMS is part of a broader suite of client incident investigative requirements that 
includes the Reportable Conduct Scheme and the Suitability Panel. Unfortunately the three schemes aren’t 
fully integrated and may only partially overlap or have different definitions that apply to the same incident. 
This means that there can be a lengthy investigation process and delays because up to three separate 
investigations may be required for the one incident. This is placing a considerable strain on limited FCAV 
resourcing. 
 
Carers are reporting that children are being urgently removed from placements without any information 
given to the carers regarding allegations or the pending investigation and recently one carer reported they 
waited three months before being advised of the nature of the allegation.  
 
Agencies continue to advise they are still developing their CIMS processes and guidelines. They highlight 
that without any additional funding to ensure they have experienced staff who have the capacity to 
undertake investigations in a timely manner, let alone support carers throughout the often daunting 
process, it is challenging. In other situations agencies are not able to pass on all details, stating they have 
been told by DHHS not to disclose the allegations at this time due to the historical nature, so there is a lack 
of transparency.  
 
The FCAV have met with the DHHS central office in relation to CIMS and the significant impact the shift to 
agency investigations is having on carers. Significant work has been done in collaboration with CCYP, DHHS 
and FCAV to develop information to assist agencies to understand the different incident reporting and 
investigative processes and to plan and to undertake single CIMS and Reportable Conduct investigations 

2 6 9 4 8 5 11 7 181 5 10 13 16
25 26 29

128

0
20
40
60
80

100
120
140

CIMS Issues

Issues Raised Service Hours



Page | 4 
 

where possible. A guide is being developed to assist agencies to reduce the time taken to complete 
investigations and the impact on carers and children. 
 
As part of our advocacy, FCAV continues to meet with agencies to give feedback on what is happening and 
agencies are continuously aiming to improve systems. A number of agencies automatically refer carers to 
FCAV for support and we can also link them into Employment Assistance Program services for counselling. 
 

Agency Issues 
 
72 issues were raised (175 hours) relating to Agency communication and process. 
 

 
 

Agency workers do not always return calls, nor seek to check in with carers following challenging events 
such as a CIMS investigation or placement breakdown. Whilst policies and procedures rate the highest calls 
to CISS, many carer’s state agencies have unrealistic expectations of them, such as not being able to 
facilitate all transports to and from crèche or school. This can be problematic when the school/crèche is 
not located near the carer. 
 
Other carers stated they did not find workers to be collaborative and inclusive, nor respectful when dealing 
with them. We visit agencies to assist them to strengthen their practice as well as clarify processes in order 
to help them gain an understanding of carer’s point of view.  
 
We continue to partner with VACCA in both the north and southern regions to co-host Cultural Days and 
Webinars as well as some of the new ACCO’s and have met with Gunditjmara Aboriginal Cooperative Ltd 
and are planning a new event in 2020 in collaboration with their team. More recently we met with 
Settlement Services and are aiming to run a multicultural day together. Our aim is to assist carers to have a 
better understanding of culture, to respond to the needs of the children in their care and encourage their 
connection to culture. 
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DHHS Issues 
 
49 issues were raised (104 hours) relating to DHHS. The highest number of issues related to worker 
communication, planning and support, carers disagreeing with the removal of the child to another 
placement and dissatisfaction/appeal of case plan for the child in their care.  
 

 
 

The FCAV regards obtaining identity birth certificates and passport documents as a priority issue and have 
been working with the Commission for Children and Young People (CCYP), Birth Deaths and Marriages, 
DHHS and the Children’s Court to develop efficient system wide practices and procedures. 
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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

