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9. Accessing carer support services

This fact sheet is about the rights family and friend carers have when they are
accessing carer support services. Carer support services can include services received
through Carer Gateway and other state-based programs, e.g. Local Health District
Carer Support Service and the Family and Carer Mental Health Program.

Knowing your rights is important, because it helps you understand what you can and can’t expect when you
access services with or on behalf of the person you care for. When you know your rights, you are in a better
position to stand up for yourself or the person you care for when a problem arises. This fact sheet focuses on
rights that can be upheld through formal complaints processes.

Carer support services can be broadly defined as programs
or services that are focused on the health and wellbeing of
the carer. While family and friend carers may receive
support from services that are funded for the person they
care for, carer support services can only be accessed by

carers.

Support available to carers

Carers providing care and support to a family
member or friend can access information and
support through a variety of government-funded
services. In New South Wales, the main point of
carer support is Carer Gateway, followed by state-
based services like the NSW Health Carer Support
Service or Family and Carer Mental Health Program
(FCMHP). Depending on who you care for and where
you are based, there may be local carer support
groups you attend or engage with. These might be
delivered by a government funded service or
community organisation.

Carer support services in NSW may not always meet
your needs, especially if the support or service you
are looking for is not funded or delivered. This fact
sheet aims to help you know about the supports you
can access and what to do if you are not happy with
your experience.
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Carer Gateway

Carer Gateway is the national carer support service
that provides a range of services to support carers in
their caring role. These services are tailored to the
individual need of the carer and can include, in-
person or over-the-phone counselling, peer support,
coaching, planned or emergency respite and tailored
support packages.

Using Carer Gateway services will not affect
eligibility for services delivered through My Aged
Care or the National Disability Insurance Schemes
(NDIS) or any state or territory carer services, or
carer income support payments you may be
receiving.

Making a complaint about Carer Gateway

If you are not happy with the information or service
provided through Carer Gateway you can raise your
concern directly with your Carer Gateway Service
Provider, if you feel comfortable. All service providers
have a complaints process and, in most cases, this
will resolve your issue.
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If the issue is not resolved, or you do not feel comfortable approaching the service provider directly, you can contact
the Department of Social Services on 1800 634 035. If you are not satisfied with the Department's response you can
contact the Commonwealth Ombudsman on 1300 362 072.

NSW Health carer support programs

Carers supporting a family member or friend accessing the NSW Health Services can receive support from the
locally delivered Carer Support Service, that are established in each NSW Health Local Health District (LHD). The
Carer Support Service provides information and support to carers navigating the health system, and may refer them
onto other local support services

Information about the Carer Support Service can be found
on the website of your Local Health District. A list of local
health districts and the areas they cover is available at
https://www.health.nsw.gov.au/Ihd/Pages/default.aspx.
Carers supporting a family member or friend living with
mental illness can also access the NSW Family and Carer
Mental Health Program (FCMHP). The statewide service
offers practical guidance and support for families and
carers of people living with a mental illness. To find out
more about the FCMHP and the provider in your region
visit https://www.health.nsw.gov.au/mental
health/services/carers/Pages/

support.aspx.

Isabel cares for her partner living with mental What to do if you're unhappy with a NSW
illness. She contacted Carer Gateway, hoping Health carer support program

to get assistance with transport to a medical
appointment as she was too unwell to use
public transport. Isabel's request was denied,
which she felt was unfair. Isabel tried to resolve
the matter with her provider, however, was
unsatisfied with their response, so Isabel
approached the Department of Social Services
to raise a complaint.

If you are not happy with the service provided through a
NSW Health Carer Support Program, you can begin by
raising your concern directly with the team who
oversees the program or service. If the issue cannot be
resolved, or you do not feel comfortable in making a
complaint, you can follow your LHD's complaints
process. A list of LHDs and the areas they cover is
available at:
https://www.health.nsw.gov.au/1hd/Pages/default.aspx.
Follow the links to find that LHDs complaints
information or scan the OR code below.

All of the agencies listed on this fact sheet also
provide support through the Translation and
Interpreting Service and National Relay

Service.

‘(i“". This fact sheet was developed by the Carer Rights & Complaints Network (CRCN), a joint
L\ (/4 initiative of Carers NSW and the NSW Government. For more information, please contact the
NS Carers NSW Policy Team on 02 9280 4744 or policy@carersnsw.org.au.
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