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CARER INFORMATION AND SUPPORT SERVICE  
MID-YEAR RESULTS 

1 July – 31 December 2017 

In the six month period the Carer Information & Support Service (CISS) responded to and closed 307 foster care 
enquiries, delivering 508 hours of service. An enquiry can have multiple calls, emails, meetings, etc to resolve the 
presenting issue. 

The FCAV is funded to provide support to 400 foster care enquiries per year. The number of foster care enquiries 
has exceeded this benchmark each year since 2014-15.  One-off funding was provided by DHHS in July 2017 to 
support this activity. 

Support provided  
 
CISS provided accurate and clear information to 143 enquiries (93 hours), advice to assist carers in navigating the 
OOHC system to 116 enquiries (204 hours), Individual advocacy on behalf of carers to 48 enquiries (212 hours) as 
well as broader advocacy with CSOs and Victorian Government. 
 

 
  
While the majority of support is provided via phone and email, CISS also attend meetings in person and recently 
implemented Skype video conferencing to increase quality and availability of engagement and support with 

carers. 
 

 
 

143
116

48

93

204 212

0

50

100

150

200

250

Information Advice Advocacy

Support Provided

Support Provided Service Hours

1 10 11 35 885 944

4 14 1 62
128 299

0

200

400

600

800

1000

Skype Office
visit

Online
Inquiry

Meeting Email Phone

Contact type

Contact type Service hours



Page | 2 

 
 
Caller engagement 
 
Of the 307 enquiries, 161 (52%) of callers were one-off/ new, the remaining engaged with CISS more than once in 
the six months with a new issue. CISS make a contribution to the retention of carers via first-time engagement 
and re-engagement. 
 

 
 
Issues raised 
 
323 issues were raised in relation to foster care. Issues remain varied from reimbursement, birth certificates, car 
insurance, damaged property through to more complex issues in relation to investigations in Quality of Care and 
preparation for suitability panel. CISS staff have attended a number of Review of Outcome meetings with carers 
and spend a significant amount of time supporting them through Quality of Care. 
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DHHS Issues 

Usually issues with DHHS are related to decision making where carers disagree with DHHS. Carers have felt 
supported by CISS, even if the decision is not what they expected. In 2018 CISS hope to make stronger links with 
DHHS, resulting in open and thoughtful conversations that assist foster carers. 

 

Agency Issues 

Generally agencies across Victoria have a sound knowledge of processes and procedures and adhere to them. 
However, in a challenging and demanding sector, CISS continue to hear about lack of transparency and honesty 
with carers. 

Staff changes can result in loss of information that impacts on foster carers. In these circumstances FCAV will 
advocate and navigate the system to assist carers. Carers are extremely appreciative of the support provided in a 
timely and efficient manner by the CISS service.  

  

1 1 2 2 3 4 5 5 8 8 9 13
1 0

12

2 3
5 4 3

24

13

25

15

DHHS issues

Issues raised Hours

1 1 1 1 3 5 11 17 22 31
1 1 2 2

6 6

12
4

11
9

Agency issues

Issues raised Hours

FCAV believe 
strongly that if the 

process is 
transparent and fair 
then carers are more 
likely to accept the 

outcome of the 
decision whatever it 

may be. 

A frustration for 
carers is often 
navigating the 

complex system 
and understanding 
who to contact in 

certain 
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Agency Visits 

In addition to the support provided to enquiries, CISS have continued to strengthen relationships with agencies. 
Since July 2017 the team have completed 18 agency visits, to increase awareness of the role and importance the 
agency has in retention of carers. 

  

Transitioning Aboriginal Children to Aboriginal Controlled Community Organisations (ACCOs) 

The CISS team have spent considerable time connecting with ACCOs across the state in relation to the 
Transitioning Aboriginal children to ACCOS Project. There have been a number of conversations with carers 
reassuring them of expectations and plans when being invited to change agency. Where carers feel anxious with 
the transition, FCAV guide and inform them so they feel empowered and reassured. 

Emotional Support 
 
The CISS team spends a considerable amount of time providing emotional support to carers. This often occurs 
after information or advice has been provided, as they deal with traumatic, distressing experiences. Grief and loss 
play a large part of this and while CISS time provide emotional support, we also encourage carers to access EAP 
services and quality training through the Carer Kafe program. 

 

CISS are reviewing which agencies offer EAP and have published a resource regarding supports carers can access, 
Carer Assistance Plans Resource: https://www.fcav.org.au/images/carer-resources/information-
sheets/CAPspread.jpg. 
 
 
 
 
 
Authors; Tessa Hughes, Bronwyn Hume 
Published; January 2018 

1 3 5 9
1.5

5

10

28

East North South West

Agency visits

Agency visits by Division Hours

146 362
0

200

400

No Yes

Emotional support provided

Service hours

Emotional support 
of foster carers is a 

major factor in their 
well-being, 

satisfaction and 
willingness to 

remain in the foster 
care system. 
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