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Welcome to the Mental Health Respite Carer Support Options (MHRCSO) 

service. This is a service that is funded by the Australian Government, 

Department of Social Services and delivered by lifeAssist, formerly 

UnitingCare Community Options.

The service is designed to provide you, the participant, with choice around 

the supports you need and around the delivery and timing of these supports.

We describe the people who use our services as participants to reflect our 

commitment to the partnership with them and to be involved in shaping 

our services at an individual and organisational level. For similar reasons, 

operations staff at MHRCSO are described as Partnership Workers rather  

than case managers. 

Welcome
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UnitingCare lifeAssist, formerly UnitingCare 
Community Options (UCCO) provides 
community support services in Melbourne. 
We work with older people, people with 
disabilities and carers, and enable them to 
remain living in their own homes. 

Our organisation began in 1987 as 
Community Options Victoria, providing 
support to older people with dementia 
wishing to remain living at home. 
Today we support more than 3000 older 
people, people with disabilities and carers 
each year. We are part of the wider 
UnitingCare Australia network which consists 
of more than 400 organisations, provides 
over 25,000 residential and community care 
places and services to more than 800,000 
Australians each year throughout rural and 
urban Australia.

Advocacy

We also have a strong focus on advocating 
on behalf of our participants and the 
community care sector. A number of our 
staff are dedicated to developing policy 
and undertaking research in support 
of our advocacy efforts which includes 
advocating for a National Disability 
Insurance Scheme (NDIS) and reform for 
the Aged Care sector.

Since 2005, the Commonwealth Respite 
and Carelink Centre in the Eastern 
Metropolitan Region has operated under 
the auspice of UnitingCare lifeAssist via 
funding provided by the Department of 

Health and Ageing and the Department of 
Families, Housing, Community Services and 
Indigenous Affairs. 

UnitingCare lifeAssist provides a range of 
services aimed at providing individualised 
planning and the necessary support to 
enable people to remain living at home 
and participating in the community.

A significant service is the provision of 
information through the Direct2Care 
service. Direct2Care is an initial point of 
contact for those seeking information on 
community aged care, disability and other 
services in the region. Staff have extensive 
knowledge of the services and other 
support networks available in the region 
and can help carers negotiate access to 
services or provide referrals.

As of 1st October 2013 UnitingCare  lifeAssist 
commenced delivery of the Mental Health 
Respite Carer Support Options  program to 
support carers residing in the City of Greater 
Dandenong, City of Casey and Shire of 
Cardina. It is funded by the Department of 
Social Services.

About us

UnitingCare
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Our Vision
A Good Life for All

Our Mission
To work with vulnerable and 
disadvantaged individuals and their 
families so they can live a valued and 
meaningful life and remain connected to 
their community.

We Value
•	 The	uniqueness	and	value	of	every 
 individual

•	 Right	relationships	that	enable	people	to 
	 be	influential	in	their	own	support 
 arrangements and ensure they are 
	 treated	with	dignity	and	respect

•	 The	strengths	and	abilities	of	all

•	 Creativity	and	innovation

•	 Transparency	and	accountability

Our ethos and culture
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Am I eligible?

The	highest	priority	will	be	given 
to carers who:

1.	 Care	for	a	person	with	severe	and 
	 persistent	mental	illness

2.	 Care	for	multiple	people	with 
 a Mental Illness

3. Are identified as being: 
 – Indigenous carers

	 –	Carers	with	Culturally	and 
   Linguistically Diverse 
  backgrounds, including 
  humanitarian entrants and 
  recent migrants. 

	 –	Older	parent	Carers

	 –	Young	Carers

4.	 Have	no	access	to	similar	respite 
	 or	carer	support.

5.	 Have	no	informal	supports

The	eligibility	for	participation	in	the	Mental	Health	Respite	Carer	Support	Options	
program	(MHRCSO)	is	limited	to	carers	who:

•	Provide	significant	care	and	support	to	a	person	with	mental	illness.

•	Live	in	the	City	of	Greater	Dandenong,	City	of	Casey	and	Shire	of	Cardina.

•	Have	a	range	needs/goals	that	you	would	like	to	address	over	a	12	month	period.

•	Willingly	choose	to	participate.

•	Are	willing	to	participate	in	the	program	evaluation.
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Referral 
There is a variety of referral pathways. You may refer 

yourself by calling (03) 9705 3932 or if you are linked with a 

service they may refer you with your consent.  

We will endeavour to contact you within 48hrs to confirm 

that your referral has been received and if you are 

eligible. If eligible you will be advised that you will receive 

a Carer Self-Assessment in the mail that you will be 

required to complete and mail back. Ineligible carers will 

be given information and other options that better suit 

their situation. Intake meetings are held on a weekly basis 

to assess and complete a priority of need assessment on 

all of the referrals and assessments received. You will be 

contacted again and advised if you have been placed 

on a waiting list or allocated to a Partnership Worker – 

carer support. 

Initial meeting 
A Partnership Worker will call to introduce themselves and 

talk to you about arranging an initial meeting at a time 

and place that suits you both. The Partnership Worker 

Carer Support will ask you if you would like to be sent out a 

Carer Self-Assessment or if you would like to complete this 

with the Partnership Worker at your initial meeting. 

During the initial meeting the Partnership Worker will spend 

time get to know you and gather an understanding of 

what your needs are. The Partnership Worker will then 

provide you with any information you may need about the 

service and answer any questions you may have.

Assessment	and	the	bigger	picture
At the initial meeting the Partnership Worker Carer Support 

will assist you in completing the self-assessment (if you did 

not complete it prior) with a non-judgemental and flexible 

approach.  By spending time with you, discussing your 

needs and goals, we can build a picture of who you are, 

what you like to do, not just now but also in the future. 

This allows us to determine your eligibility for other services 

and start understanding your immediate and longer term 

needs.

Formulating	a	plan
Based on the discussion you and your Partnership 

Worker Carer Support have, a care plan is developed to 

narrow down what is needed to help you achieve your 

individualised prioritised goals. Options will be explored 

and we will discuss what formal and informal supports you 

currently have and what other resources you may need. 

The Partnership Worker will discuss their role and the range 

of supports that they may be able to provide.  

During the meeting we will discuss the monetary value 

of the package of support and limitations of the service 

with you and, if we determine that this program is not 

appropriate for you, we will communicate the reasons 

with you and assist you to link in with the most appropriate 

service. 

Action
With a plan in place, you can work towards achieving 

your goals, set out in your care plan with the assistance of 

your Partnership Worker Carer Support.

Reviewing	the	plan
Together with your Partnership Worker you will review your 

care plan and goals on a 3 month basis to ensure you 

are moving towards your goals and are happy with your 

progress or whether a different course of action is needed 

to better help you achieve your goals. 

Peer	support
Carers accessing the service will also have the opportunity 

to connect with a Partnership Worker Peer Support. 

Our Peer Support Worker has a lived experience of caring 

and will facilitate a number of peer activities, events, 

education/information opportunities over your 12 month 

involvement. The Peer Support Worker will establish a 

reference group, made up of carers accessing the service. 

This group will help inform decisions about the types of 

events, activities that the Peer Support worker facilitates.

Our process
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The key aims are to ensure:
•	 Carers are better able to sustain their caring roles;

•	 Carers have increased confidence, 

 capacity and choices; and

•	 Improved wellbeing for cares and families of people 

 with mental illness.

Specific	goal	oriented	support	such	as	the	
following will be available for carers:
•	 Relief from the caring role

•	 Breaks from the caring role, including respite

Carer	Support
•	 Counselling

•	 Practical assistance

•	 Social and recreational activities

•	 Advocacy services

•	 Case management

Peer	Support
•	 Peer support and mentoring

•	 Wellbeing sessions

•	 Information and referral about mental health 

 and carer support

•	 Carer education and training

•	 Social inclusion activities

Education for families about mental illness and its impacts

Enabling participants to identify their own support need is 

one of the goals of our approach to community support. 

This approach affirms the value of the participant and their 

ability to define what will work best for both themselves 

and their families.

What we do
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lifeAssist aims to provide accessible, responsive, community-based supports. Partnership Workers work with carers to 

develop a care plan focused on the carers individual prioritised goals. lifeAssist helps carers to draw on and develop 

informal and community support networks through the participation in the Peer Worker’s groups and events. 

The program works with carers for a 12 month period to make progress towards achieving their goals.

UnitingCare



Our approach to service distinguishes us from other 

providers of case management services.  

Our approach is based on:

•	A belief that carers know what they need to achieve 

 a good life and should be at the centre of the 

 planning process. We work in partnership with 

 participants to develop a plan of support.

•	A belief that carers can be empowered to take more 

 responsibility for their own situation in order to 

 develop independence and a belief in themselves.

•	A belief that carers can help us provide even better 

 support and services through their participation and 

 involvement with the organisation.

•	An understanding that, in partnership with carers, 

 we need to be able to develop flexible packages of 

 support based on responding to individual needs.

•	A commitment to providing and developing both 

 formal and informal networks of support for 

 our carers.

•	A drive to help our carers not just be in the 

 community, but also be an active member of the 

 community they live in.

•	A belief in the importance of personal contact with 

 Partnership Workers to ensure the support provided to 

 each carer is regularly reviewed and reassessed 

 where necessary to respond to changes and crises.

•	A belief in the importance of positive partnerships.

Our staff at UnitingCare lifeAssist  have professional training 

in a range of fields including community development, 

nursing, social work, welfare studies, disability studies, 

occupational therapy and psychology. Our knowledge 

and experience enables us to help participants and carers 

access the services they need by actively promoting their 

strengths and interests.

By working in partnership we support you to:

•	better sustain caring roles;

•	 increase confidence, capacity and choices;

•	 improve wellbeing for carers and families;

•	emphasising and build on strengths;

•	 identify strategies and supports required that 

 meet individual needs;

•	advocate and negotiate access to other services 

 when required;

•	have involvement in local community, and;

•	strengthen informal supports and relationships.

Our practice 
 – working in partnership
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Participant	Committee
The UnitingCare lifeAssist Participant Committee arose 

from our commitment to providing our participants 

a voice so we can better respond to their needs. 

Consumer participation is increasingly linked with 

improvements in the quality of outcomes of community 

care. The Participant Committee is composed of up to 12 

participant members, each with different backgrounds 

and experiences. The committee meets every month in 

order to discuss common issues, share knowledge, set 

priorities for the organisation and advocate internally and 

externally.

The UnitingCare lifeAssist Board of Governance and 

Access and Equity Committee also have permanent 

participant representatives.

Similarly, Mental Health Carer Support Options – Peer 

Support service will be guided by a Peer Support 

Reference Group, consisting of a range of carers and the 

Partnership Worker. This group will shape and guide the 

program to focus on enhancing carers wellbeing.

We also use other means such as surveys, questionnaires 

and focus groups to ensure we are aware of the issues 

that affect our participants. We continue to review our 

processes regularly and welcome your input at any time.

If you are interested in becoming a member of the Peer 

Support Reference Group, please contact Rose on 

9705 3932 for further information.

Newsletter
Our quarterly newsletter provides information about 

what we as an organisation are currently doing, stories 

from people in the community, news about upcoming 

events and feedback from our committees, including the 

Participant Committee. We invite you to contribute stories, 

opinions or ideas and let others share your experiences.

Fees
Each Government funding body asks that everyone 

contributes to the cost of their care, which is why we 

charge fees. The fees are minimal and are invested back 

into the service system to support other carers in the 

future. Fees are charged at a maximum of $28 per service 

required or according to each participant’s capacity 

to pay. For anyone experiencing financial hardship a 

fee waiver can be requested. If you have any queries, 

concerns or questions please speak with your Partnership 

Worker.

Please note that there is no cost associated with 

participating in any of the Peer Support groups, activities 

or events.

Outreach work
Achieving strong outcomes for our participants is not just 

about responding to the physical needs people have, but 

also their spiritual needs.

UnitingCare lifeAssist has an agency-wide commitment 

to pastoral care. Our Pastoral Care and Culture Worker 

is available for support, conversation and counselling. 

Partnership Workers are encouraged to refer participants 

to the Pastoral Support and Culture Worker when issues 

of spirituality arise and work together with both the 

participant and the Pastoral Care worker to develop 

appropriate plans and support solutions.

Further information

At	UnitingCare	lifeAssist	we	continue	to	look	for	new	ways	to	improve	our	practice	and	
better	help	our	carers	achieve	positive	outcomes.	We	are	committed	to	involving	our	
carers in the work that we do and taking on their advice and constructive feedback to 
help	us	steer	the	organisation.
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Your rights and responsibilities

1. My dignity, values, cultural and 
religious beliefs are respected 
regardless of age, gender or sexuality.

2. I tell my story only once and I have 
a copy of all relevant documentation 
related to my supports. Communication 
is tailored to my abilities and needs.

3. I receive quality community care in line 
with UnitingCare lifeAssist’s Participant 
Touch Points Standards. 

4. I am actively involved in decisions 
about my needs and goals.

5. I can choose any person to advocate 
on my behalf.

6. My grievances are heard and resolved 
promptly without retribution.

7. I am fully informed of all options 
relating to my care.

8. My privacy and personal information is 
respected.

9. I participate in the development of 
quality service responses, activities 
and advocacy.

1. I contact lifeAssist if I have any 
concerns regarding the quality of any 
services I receive.

2. I contact lifeAssist about any changes 
in my health or circumstances.

3. I keep appointments or I give lifeAssist 
24 hours’ notice if I need to reschedule 
services or if services are not needed.

4. I treat workers in a way that respects 
their dignity and privacy.

5. I take all reasonable steps to ensure 
a safe environment for people who 
provide services in my home.

6. I provide accurate and timely 
information to lifeAssist staff.

7. I am responsible for the outcomes of 
any decisions I make.

Your rights Your responsibilities

UnitingCare



Privacy and confidentiality

We also maintain limited social, health and financial 

information to assess the support you need. We may, 

from time to time, disclose some of this information to 

the Commonwealth or Victorian governments or their 

agencies. We do this in accordance with the provisions 

of the Information Privacy Act 2000, Children, Youth & 

Families Act 2005, Disability Act (2006), Aged Care Act 

or other relevant law. The Commonwealth and Victorian 

governments are also subject to privacy laws and have 

policies designed to safeguard your personal information.

Consent
You have a say in what happens to your information. It is 

your right to decide not to share some of your information 

or to restrict access to your records. However, this may 

affect our ability to provide you with the best support. 

You may change or cancel your consent at any time by 

contacting your Partnership Worker

Access to your records
You may access your records for any reason and can 

ask for them to be corrected if necessary. It is our policy 

that all requests for access are made in writing. To do so, 

please contact our Privacy Officer on (03) 9239 2500 and 

a request form will be sent to you. Our Privacy Officer can 

also assist you with any enquiries, complaints you may 

have about the handling of your personal information. 

All requests for access to records will be responded to 

within 30  days. 
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We are committed to respecting the privacy of your personal information.

The National Privacy Principles and Victorian Health Privacy Principles establish how 

personal information should be handled. All personal information is dealt with in a uniform 

manner with the highest regard given to maintaining its security. We will maintain a record 

about you including your date of birth, next of kin information and contact details of the 

significant people in your life.



We aim to provide a quality service to everyone we 

work with. However we understand that we can always 

improve. We welcome your feedback, whether you want 

to tell us about a positive experience you’ve had, provide 

constructive criticism or make suggestions on how we can 

improve our working relationship or current processes. 

Feedback can be provided by speaking to your 

Partnership Worker, contacting the participant committee 

or by writing to us or sending us an email.

Registering	a	complaint
Your complaint can be escalated as far as the Board of 

Governance to ensure that an appropriate resolution 

is found. If it is still not possible to resolve the issue, your 

complaint can also be escalated externally.

At any point during this process, you have the right to 

have an advocate present. This person may be a relative, 

friend or someone from an advocacy agency.

While we encourage you to try and resolve your issue with 

us directly, if you feel that you would like your complaint 

examined by an independent body you can do so at any 

stage. The Aged Care and Disability Commissioners are 

independent and can help resolve issues that you have 

not been able to resolve with UnitingCare lifeAssist.

For feedback or complaints, please call us on 9705 3932 

for Partnership Workers or 9239 2500 for Management.

If required, interpreters are available on request.

Feedback and 
complaints resolution

Below	are	the	names	and	contact	details	to	use	when	registering	wanting	to	provide	
feedback	or	make	a	complaint:

Feedback and complaint contacts
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 Andrea Simson Partnership Worker Carer Support 9705 3932

 Lynda Turbiak Partnership Worker Carer Support 9705 3932

 Rose Coulter Partnership Worker Peer Support 9705 3932

 Aimi Johnson Executive Manager 9239 2500

 Catherine Rihak Program Manager Carer Support 9239 2500

 Gerry Mak Chief Executive 9239 2500



We aim to provide a quality service to everyone we work with. However 
we understand that we can always improve. We welcome your feedback, 
whether you want to tell us about a positive experience you’ve had, 
provide constructive criticism or make suggestions on how we can improve 
our working relationship or current processes. Feedback can be provided 
by speaking to your Partnership Worker, contacting the Participant 
Committee or by writing to us or sending us an email.

For feedback or complaints, please call us
on 1300 ASSIST (1300 277 478). If required,
interpreters are available on request.

► Feedback and Complaints Resolution

You, or someone you know,
would like to make a complaint.

Your Partnership Worker
explains the complaints 

procedure to you and will work

Issue Resolved

Your Partnership Worker will
refer your complaint

to a Program Manager
within 24 hours.

You can also contact a
Program Manager directly. 

A lifeAssist manager will 

 

contact you within
24 hours.

Once your issue has been 
resolved, the staff member
who helped you with your
issue will contact you to
confirm the solution you

have discussed.  

 

 

Issue Resolved

 

The Board of Governance is

 

then convened to discuss 
your complaint and find an 

appropriate solution.

If you are unable to find an appropriate resolution with lifeAssist, you or your representative can
contact the lifeAssist Board of Governance which will convene to discuss the issue further. 

You can also contact the Uniting Church of Victoria and Tasmania: (03) 9251 5200.

 

 
 

 

The Commissioner will advise lifeAssist in writing of the outcome and actions required for 
service improvement in the area.   

 
 

with you to resolve the issue.

You can raise the matter with
an Executive Manager or

the Chief Executive. 

Unresolved

Unresolved

Unresolved

Issue Resolved

Unresolved

You can raise your issue with advocates or the Disability Services Commissioner at any time.
Call 1800 677 342     TTY 1300 726 563   www.odsc.vic.gov.au  

If your issue pertains specifically
to misconduct by the Chief

Executive, this can be referred to
the lifeAssist Board of Governance.

Issue Resolved
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Assessment
An assessment of the carer’s need for support because of 

his/her personal circumstances.  Assessment will consider 

other family support available to carer, other family 

responsibilities, income status, carer’s health and health 

of other family members, and carer’s emotional wellbeing 

and state of personal relationships

Brokerage
Purchasing services from a third party on behalf of carer 

clients. 

Care	recipient	
Person with the mental illness.

Carer
A carer is an individual who provides personal care, 

support and assistance to a person who needs it because 

that person has a mental illness.  A carer is not necessarily 

related by marriage or biologically related to the person 

for whom they are caring. Carers do not necessarily live 

with the person with mental illness they are caring for. 

Carers accessing this service need to have a significant 

caring role and have goals that need to be achieved 

over a 12 month period.

Primary	carer
The person who has the most caring time.

Secondary	carer
The other person who cares for a person with mental illness 

but does not have the primary caring responsibility.

Care	plan
A plan jointly developed by the carer and ourselves that 

details how lifeAssist will support the carer and his/her 

family to help them maintain their caring roles for a person 

with mental illness.  The carer support plan will be driven by 

the carer and will reflect his/her preferences for any of a 

broad range of supports that will best meet his/her needs 

at different times.

Family
Family is anyone with a family-like relationship with the 

carer of the person with mental illness.

Participant
A client of the Mental Health Respite Carer Support 

Options service.

Partnership	Worker	–	Carer	Support
A worker who coordinates care services and helps their 

clients identify and obtain resources.  

Partnership	Worker	–	Peer	Support
A worker with a lived experience of caring for a person 

with mental illness, who is able to support and mentor 

other carers. 

Mental illness
A diagnosable disorder that significantly interferes with an 

individual’s cognitive, emotional or social abilities.  

Support	service
A service providing one or more of the listed eligible 

activities. 

Waiting list
A list of eligible carers unable to be assisted who will be 

contacted when the service is able to provide assistance.

Glossary

* All descriptions are in the context and for the purposes of Mental Health Respite Carer Support 
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Carers Recognition Act

In recent years, both the Federal and Victorian Governments 

have	passed	legislation	to	officially	recognise	the	valued	role	

carers	play	in	the	community.

The	Federal	Government’s	Carer	Recognition	Act	2010	defines	

the	term	‘carer’	and	sets	up	reporting	and	consultation	

arrangements	for	public	service	agencies.	Under	the	Act,	service	

provided	are	obligated	to	ensure	carers	are	considered	and	

consulted	regarding	the	development	of	policies	and	programs	

which	impact	on	informal	carers.	 

To find out more, visit: 

www.comlaw.gov.au/Details/C2010A00123

The	Victorian	Government’s	Carers	Recognition	Act	2012	includes	

a	set	of	principles	about	the	significance	of	care	relationships,	

and	specifies	obligations	for	state	government	agencies,	local	

councils	and	other	organisations	that	interact	with	people	in	

care	relationships.	

To find out more, visit: 

www.carersvictoria.org.au/facts/victorian-carers-recognition-act
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Contacting us

lifeAssist 
Head office 
Ground Floor, Building 5 
Brandon Office Park
530-540 Springvale Rd 
GLEN WAVERLEY, 
VIC 3150

Mental Health Respite 
Carer Support Options 
55 Webb Street
NARRE WARREN, 
VIC 3805

This	Mental	Health	Respite	Carer	Support	
Options	service	is	funded	by	the	Australian	
Government.

Interpreters	available	on	request	
via	our	Telephone	Interpreter	
Service	on	131	450

 If you have difficulties reading or 
understanding	this	booklet	please	contact	us	
and	we	will	provide	you	with	a	format	more	
accessible to you.


