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About this 

ppaacckk

For many years Carers Victoria has been advocating for carers as a group. We have seen

a great deal of change over this time and our commitment to continue lobbying for

improved outcomes for carers remains strong. However these changes can seem slow

for carers requiring urgent and immediate change to their own situation.

By introducing this Action Pack we wish to also acknowledge the powerful influence that

individuals can have on the government, community and services and to encourage

carers to take action when the system has let them down.

Many people feel that it is too difficult, on an individual level, to improve the recognition

and support that they feel they deserve. Even finding the time and energy to write a letter

or contact the media can be difficult for people with caring responsibilities. 

This pack is designed to make that process less daunting. It provides you with information

and practical advice so that you can raise your concerns with the media, politicians and

services. It is applicable for all family carers and other community members who see the

need for change. In using this pack you may decide to enlist the help of your friends,

family or other carers or become a member of Carers Victoria.

When using this pack we urge you to consider the following:

• What is wrong with the current situation? 

• How could things be improved? 

• What do you want to see happen? 

• How much time and energy do you have available?

• What is the best way to communicate your concerns?

Carers Victoria first developed this pack in 2000 following wide consultation with over

350 carers, the Commonwealth Carer Respite Centre Southern Region and Carers Choice

(Grampians). Carers NSW has adapted this Action Pack for their own use — this revised

Pack includes some additional content made available by them. Thank you to those carers

who participated in the discussions. Without your contribution, enthusiasm and passion,

this pack would never have existed. We also thank you for reminding us to persevere and

that all action no matter how small can have a result.

In closing, I invite and encourage you to become a member of Carers Victoria if you have

not already done so. Membership is now free to carers and former carers and is a great

way to keep up-to-date with the progress we and other carers are making on the issues

that concern you. It is also a good way of demonstrating our strength in numbers. Join

today! I look forward to welcoming you. 

Maria Bohan

Chief Executive Officer

Carers Victoria

April 2006
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What’s

iinnssiiddee

About this pack

Media

WWoorrkkiinngg  wwiitthh  tthhee  mmeeddiiaa

SSaammppllee  mmeeddiiaa  rreelleeaassee

SSaammppllee  lleetttteerr  ttoo  eeddiittoorr  

Politicians

IInnfflluueenncciinngg  ppoolliittiicciiaannss

SSaammppllee  lleetttteerr  ttoo  ppoolliittiicciiaann  

Services

SSeerrvviicceess  aanndd  ccoommppllaaiinnttss

SSaammppllee  lleetttteerr  ooff  ccoommppllaaiinntt

Active on the Internet

Carers - the facts
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Working with the

mmeeddiiaa
TToo  ggeett  yyoouurr  ssttoorryy

iinn  tthhee  mmeeddiiaa  yyoouu

nneeeedd  ttoo  mmaakkee  aa

jjoouurrnnaalliisstt  sseeee  tthhaatt

yyoouurr  ssttoorryy  iiss

""nneewwss""..  

MMaakkee  aa  lliisstt  ooff  yyoouurr

tthhrreeee  mmaajjoorr  ppooiinnttss

bbeeffoorree  tthhee

iinntteerrvviieeww  aanndd

rreeppeeaatt  tthheemm

ffrreeqquueennttllyy..

People usually contact the media to:

• Raise awareness in the community about

a particular issue.

• Influence or comment on organisations

or individuals.

• Publicise an event.

For assistance in contacting the media call

CCaarreerrss  VViiccttoorriiaa on 11880000  224422  663366.

WWhhaatt  iiss  ""nneewwss""??

The media reports items, which are current,

informative or entertaining. These items are

"news". Getting your story in the media

means making a journalist see that your

story is "news". Here are some different

ways carer stories can be "news":

• RReeaaccttiivvee  ssttoorriieess.. This is when carers are

already in the news. For example, if the

government cut the Carer Payment, the

media would approach carers directly.

• PPiiggggyybbaacckk  ssttoorriieess.. This is when carers

take advantage of existing news events.

For example, if a famous person dies

after a long illness, carers could ring up

a talk back show and explain what long

term caring is like.

• PPrrooaaccttiivvee  ssttoorriieess.. If no "real" news has

occurred, carers can make their own

news. A perfect example is Carers Week.

It has been organised to recognise

carers and generate publicity. It provides

the media with a reason to write about

carers. Other examples include

community arts projects and

demonstrations.

HHooww  ttoo  ggeett  iinn  tthhee  nneewwss

Most people contact the media with a

media release or letter. These should be

brief and explain:

• wwhhaatt you have to say

• wwhhyy you are saying it, and 

• wwhheerree you can be contacted. 

Providing contact details, including an aafftteerr

hhoouurrss  nnuummbbeerr is important. 

A sample letter and media release are

contained in this pack.

Telephoning journalists directly is also an

effective way of getting in the media.

It is important to be aware of the different

media deadlines: 

• PPrreessss - late in the day for a daily

morning newspaper.

• RRaaddiioo - news is broadcast throughout

the day. Morning news is the most

important because it has the most

listeners. Interviews may be done "live

to air", but are usually done about 15

minutes before each bulletin.

• TTVV - unless there is a major incident,

interviews and recordings will be

completed by 2.00pm for the evening

news. 

• MMaaggaazziinneess - getting a story covered can

take from a few weeks up to six months.

Ideally allow four months to try and get

your story in a magazine.

LLeetttteerrss  ttoo  tthhee  eeddiittoorr

Letters to the editor are an important way

for you to voice your opinion, correct an

inaccurate article or raise awareness about

an issue. A sample letter to an editor is in

this pack.
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Working with the

mmeeddiiaa  ccoonnttiinnuueedd......

TThhiinnkk  aabboouutt  tthhee

qquueessttiioonnss  yyoouu  aarree

lliikkeellyy  ttoo  bbee  aasskkeedd

aanndd  hhooww  ttoo

rreessppoonndd  ttoo  tthheessee

qquueessttiioonnss  ttoo  mmaakkee

yyoouurr  kkeeyy  ppooiinnttss..

PPoolliittiicciiaannss  aanndd

ppoolliiccyy  mmaakkeerrss

cclloosseellyy  mmoonniittoorr

ttaallkk--bbaacckk  rraaddiioo..

YYoouu  ccaann  ggeett

iinnvvoollvveedd  bbyy  ccaalllliinngg

iinn  aanndd  eexxpprreessssiinngg

yyoouurr  ccoonncceerrnnss..  

TThhee  iinntteerrvviieeww  --  RRaaddiioo,,  TTVV  oorr  PPrreessss

Most media will only give you a few

seconds or a few lines to communicate your

message. Make a list of your three major

points before the interview and repeat them

frequently. Try to think of a "call to action",

so listeners will know what to do next. 

You may like to promote CCaarreerrss  VViiccttoorriiaa  on

11880000  224422  663366, or ask listeners to write to

their local politician. Remember:

• Think about the questions you are likely

to be asked and how to respond to

these questions to make your key points.

• Ask the journalist how long you will be

interviewed for; who else will be

interviewed and the 'angle' of the story. 

• You are the expert on caring and are in

control of the interview. 

• Do not use jargon or acronyms that

most people would not know, such as

“ACAT”, “HACC” etc.

• Do not be offended or discouraged if

your story is dropped at the last minute.

It may be included the next time. 

• NNootthhiinngg  iiss  ooffff  tthhee  rreeccoorrdd. Do not tell the

media anything you would not wish to

make public.

• If appearing on television, wear neat

plain clothing. Do not wear red or

patterned fabric, dark sunglasses or

dangly earrings. Keep eye contact with

the reporter and do not look at the

camera.

TTaallkk--bbaacckk  rraaddiioo

Politicians and policy makers closely

monitor talk-back radio. You can get

involved by calling in and expressing your

concerns. 

You will only get a short time to talk - from

about 30 seconds to 2 minutes, so you will

need to be prepared. Remember:

• Familiarise yourself with the types of

callers on the show, and the show's

style.

• Prepare your key message in advance.

• Expect long delays before you get put

on air. 

• Increase your chance of getting on air

by being polite and open when

questioned by the operator.your

concerns.

If you do not feel confident enough to

speak on live radio you may still be able to

express your concerns. For example on

ABC 774 you can now SMS your message

and the number is 19 774 774.

LLiikkee  ttoo  ggeett  mmoorree  iinnvvoollvveedd??

Carers Victoria’s Speakers Bank is a

database of carers who are willing to share

their stories and experiences with the

community in order to raise awareness of

the needs and issues facing carers.

Speakers share their stories in a range of

ways. They may speak to radio, print or TV

journalists, or to students, service groups,

or carer groups. They may choose to share

their story in ways that do not involve

public speaking, such as writing an article

for Carers Victoria's newsletter, speaking to

Carers Victoria staff about issues, etc.

Carers Victoria provides a series of

education workshops for carers who

volunteer as speakers, covering areas such

as: working with the media, presentation

skills and advocacy. 

To find out more about Speakers Bank

contact Carers Victoria on 03 9396 9500,

email cav@carersvic.org.au or visit our

website www.carersvic.org.au
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Sample media

rreelleeaassee

This example of a media release, concerns a visit to a politician. You could use a media

release for an event you are planning or attending or a dramatic incident instead. Remember

to make your release current and local. 

CCaarreerrss  VViiccttoorriiaa can assist you to write your media release and provide a list of your local

media.

ccaarreerr  nnaammee  oorr  ccaarreerr  ggrroouupp  nnaammee  //  llooggoo

Address

Telephone

Date

Media Release - Embargoed until 5.00pm 11/6/2006

WWaarreemmbbuunnggllee  CCaarreerrss  DDeemmaanndd  aa  BBrreeaakk

Today the Warembungle Carers Group is meeting with the local member Mr Sandy

Hannon to raise the importance of increasing respite funding for carers.

Ms Larencia Marks, a group member who cares for her 33 year old son Mick says,

"without more respite beds carers will continue to provide 24 hour care, 

7 days a week, 52 weeks a year without a break. It is unreasonable to expect any person

to cope with this. Politicians get breaks, so should carers".

"I want to see the state and federal government make a commitment to more respite

beds in Warembungle, and more respite services in the region", says Ms Marks.

"Our group meets regularly to provide support, friendship and share information, and we

all need more respite options urgently", says Ms Marks. 

The Warembungle Carers Group meets on Monday nights and welcomes newcomers.

Contact Larencia on 03 9454 3453. Carers needing support or information on their local

carer groups can call Carers Victoria on 1800 242 636.

For more information, photos or to arrange an interview contact 

Ms Larencia Marks 03 1234 5678 or Ms Annie Wilcox on 03 1234 5678 (all hours). 

EEnndd  tthhee  rreelleeaassee  wwiitthh  iinnffoorrmmaattiioonn  aabboouutt  wwhhaatt

ccaarreerrss  ccaann  ddoo  nneexxtt,,  aanndd  ccoonnttaacctt  ddeettaaiillss  iinncclluuddiinngg

aafftteerr  hhoouurrss  nnuummbbeerrss  ffoorr  aatt  lleeaasstt  ttwwoo  ppeeooppllee..

IInncclluuddee  aa  llooggoo  ffoorr

yyoouurr  ggrroouupp  iinn

hheerree..  IIff  yyoouu  ddoonn''tt

hhaavvee  aa  llooggoo,,  ttyyppee

yyoouurr  nnaammee  iinn  aa

ssttrroonngg  ffoonntt..

WWrriittee  ""MMeeddiiaa

RReelleeaassee""  aanndd  ddaattee

iitt..  WWrriittee  eeiitthheerr  ""FFoorr

IImmmmeeddiiaattee

RReelleeaassee"",,  oorr

""EEmmbbaarrggooeedd  uunnttiill

......  ((ddaattee  aanndd  ttiimmee))""

ssoo  tthhaatt  tthhee  rreelleeaassee

wwiillll  bbee  pprriinntteedd  aatt

tthhee  aapppprroopprriiaattee

ttiimmee..  TThheenn  aadddd  aa

sshhoorrtt,,  ccaattcchhyy  ttiittllee

aabboouutt  55  wwoorrddss

lloonngg..  

MMaakkee  yyoouurr

ssttrroonnggeesstt  ppooiinntt  iinn

tthhee  ffiirrsstt  ppaarraaggrraapphh

aanndd  oonnee  sseenntteennccee

ppeerr  lliinnee  ffoorr  tthhee

rreesstt  ooff  tthhee  rreelleeaassee..  

UUssee  qquuootteess  ffrroomm

yyoouurr

ssppookkeessppeerrssoonn

ccoonnttaaiinniinngg  yyoouurr

kkeeyy  mmeessssaaggeess,,

wwhhiicchh  tthhee  mmeeddiiaa

ccaann  uussee  ddiirreeccttllyy..

UUssee  wwiiddee  mmaarrggiinnss

aanndd  ddoouubbllee--

ssppaacciinngg  iinn  tthhee

mmeeddiiaa  rreelleeaassee  ssoo

tthhaatt  iitt  iiss  eeaassyy  ttoo

rreeaadd..

KKeeeepp  tthhee  rreelleeaassee  ttoo  11  ppaaggee  oonnllyy..  IIff  yyoouu  mmuusstt

iinncclluuddee  aaddddiittiioonnaall  iinnffoorrmmaattiioonn,,  aattttaacchh  iitt  ttoo  aa  ""ffaacctt

sshheeeett""  oonn  aa  sseeppaarraattee  ppaaggee..  
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ccaarreerr  nnaammee  oorr  ccaarreerr  ggrroouupp  nnaammee  //  llooggoo

Address

Telephone

Date

Dear Editor

I am 78 years old and have cared  for my husband for the last 4 years. I feed, bathe, wash

and dress him. Without essential services like respite and garden maintenance, provided

by local services, we would not be able to survive.

Today I received a letter from Woop Woop Council announcing that from next month

garden maintenance will cease. I am devastated. I look out at our garden and wonder

how I can keep it in order.

I also received the latest edition of your publication. It contained an advertisement from

the federal government saying that it is wonderful to be older, and that it is important for

older people to feel valued.

This is ironic! As an "older" carer I need government (local, state and federal) to make me

feel valued by giving me the services I need. I need a break ! Not to be told that I have to

work harder.

Yours sincerely,

Mary Blow

PS: If you would like to pursue this further please contact me on 03 1234 5678.

UUssee  aann  ee--mmaaiill  oorr  ffaaxx  iiff  yyoouurr  mmeessssaaggee  iiss  uurrggeenntt,,

bbuutt  rreemmeemmbbeerr  ttoo  ffoollllooww  uupp  wwiitthh  aa  tteelleepphhoonnee  ccaallll

oorr  lleetttteerr..  

Sample letter to

eeddiittoorr

You may wish to use the sample letter below as a guide when writing your letter to the editor

of a newspaper.  Keep the letter personal and relevant to your local area.

CCaarreerrss  VViiccttoorriiaa can assist you to write your letter and provide a list of your local media

contacts.

SSeenndd  tthhee  lleetttteerr  ttoo  aa  wwiiddee  rraannggee  ooff  nneewwssppaappeerrss  ttoo

iinnccrreeaassee  yyoouurr  cchhaanncceess  ooff  ggeettttiinngg  pprriinntteedd..  IIff

uunnssuucccceessssffuull,,  ttrryy  rriinnggiinngg  tthhee  eeddiittoorr  aanndd  aasskkiinngg

wwhhyy..

JJoouurrnnaalliissttss  lliikkee

hheeaarriinngg  ssttoorriieess

aabboouutt  ''rreeaall''  ppeeooppllee

aanndd  eevveennttss..  

IInnttrroodduuccee  

yyoouurrsseellff  iinn  tthhee  

ffiirrsstt  ppaarraaggrraapphh..  

BBee  ppeerrssoonnaall  aanndd

uussee  nnaammeess..    

FFoorr  eexxaammppllee,,  iiff

yyoouu  rreecceennttllyy  mmeett  aa

ppoolliittiicciiaann  mmeennttiioonn

tthheemm..  NNaammee  aannyy

llooccaall  sseerrvviicceess  ttoo

sshhooww  tthhee  eeddiittoorr

tthhaatt  yyoouurr  ssttoorryy  hhaass

llooccaall  iimmppoorrttaannccee..

TTrryy  ttoo  lliinnkk  yyoouurr

lleetttteerr  ttoo  aa  rreecceenntt

eevveenntt  oorr  aarrttiiccllee..  IIff

ppoossssiibbllee  aadddd  tthhee

nnaammee  ooff  yyoouurr  llooccaall

sseerrvviiccee..

MMaakkee  ssuurree  yyoouurr

lleetttteerr  iiss  cclleeaarr  aanndd

eeaassyy  ttoo  rreeaadd..  KKeeeepp

iitt  ttoo  550000  wwoorrddss  oorr

lleessss..

YYoouu  mmaayy  lliikkee  ttoo

iinnvviittee  tthhee  eeddiittoorr  ttoo

ffoollllooww  uupp  tthhee

ssttoorryy..    PPrroovviiddee  aa

nnuummbbeerr  yyoouu  ccaann

bbee  ccoonnttaacctteedd  oonn  

aatt  aallll  ttiimmeess..  



WWaayyss  ttoo  iinnfflluueennccee  ppoolliittiicciiaannss

Write a letter - This is a very effective

way of representing your concerns to

politicians. Enlist the help of friends, or

members of your carer group, to write

similar letters as politicians will usually see

a letter signed by many people as one

letter. A sample letter to a politician can be

found in this pack.

Request a meeting - Politicians are

obliged to give you a personal interview.

When visiting your local MP consider having

another person accompany you; perhaps a

friend or a member of your carer group.

You can support each other. Most

appointments will be short, about 15

minutes. Initially your request may be dealt

with by a staff member in the office of the

politician you have contacted. 

Other avenues 

1 Ask the ppoolliittiicciiaann  ttoo  rraaiissee  yyoouurr  ccoonncceerrnnss

either at a local council meeting, in

parliament or at the party's decision

making forums. This ensures it gets a

public 'airing' and is put on the public

record. 

2 TTaabbllee  aa  ppeettiittiioonn.. Petitions are not very

effective on their own as the

government does not hhaavvee to respond.

The presentation and wording also need

to conform to certain rules. Phone the

clerk at the parliament where you intend

to submit the petition for the specific

requirements. Consider involving 

the media.

3 SSppeeaakk  ttoo  MMiinniisstteerrss.. They have more

influence over government policy than

backbenchers. 

4 MMaakkee  yyoouurrsseellff  kknnoowwnn  ttoo  mmiinniisstteerriiaall  ssttaaffff

including the secretaries and media

advisors. They often have important

inside information on general policy

matters or the opinions of the relevant

politicians.
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Influencing

ppoolliittiicciiaannss
MMeeeettiinngg  ppoolliittiicciiaannss

11  PPrreeppaarree  bbyy

wwrriittiinngg  yyoouurr  mmaaiinn

aarrgguummeennttss  ddoowwnn..

UUssee  aa  ppeerrssoonnaall

aannggllee  iiff  ppoossssiibbllee..  

IIff  wwoorrkkiinngg  wwiitthh  aa

ggrroouupp,,  aaggrreeee  oonn

yyoouurr  ggooaallss  bbeeffoorree

yyoouurr  mmeeeettiinngg..

22  KKnnooww  tthhee

ppoolliittiicciiaann''ss  ssttaannccee

oonn  yyoouurr  iissssuuee..  

33  IInn  tthhee  mmeeeettiinngg  bbee

aasssseerrttiivvee,,  bbuutt  nnoott

aaggggrreessssiivvee..

RReemmeemmbbeerr  tthhaatt

ppoolliittiicciiaannss  aarree

rreessppoonnssiibbllee  ffoorr

rreepprreesseennttiinngg  yyoouurr

rriigghhttss  aanndd  aarree

aaccccoouunnttaabbllee  ttoo

yyoouu..

44  PPrreessss  ffoorr  aa

ccoommmmiittmmeenntt..  AAsskk

tthhee  ppoolliittiicciiaann  ttoo

ccllaarriiffyy  rreessppoonnsseess

aanndd  aaggrreeee  oonn  aa

pprroocceessss  ffoorr  ffoollllooww

uupp  ii..ee..  wwhhoo  wwiillll

ccoonnttaacctt  wwhhoo  aanndd

iinn  wwhhaatt  wwaayy..

55  GGiivvee  tthhee  ppoolliittiicciiaann

aa  oonnee  ppaaggee

ssuummmmaarryy  sshheeeett..

66  WWrriittee  aa  ffoollllooww  

uupp  lleetttteerr  ttoo  tthhee

ppoolliittiicciiaann  aanndd  ssttaaffff

tthhaannkkiinngg  tthheemm  ffoorr

tthheeiirr  ttiimmee..

77  SSttaayy  iinn  ccoonnttaacctt,,

eevveenn  iiff  nnootthhiinngg

ccoommeess  oouutt  ooff  tthhee

mmeeeettiinngg..  

Adapted from: 1) Duffy, B. 

& PIAC. (1996). Working 

the System: A Guide for

Citizens, Consumers and

Communities. Sydney, Pluto

Press. 2) Windshuttle, K &

Elliot E. (1994) Researching

and communicating

Communication: Skills from

the Information Age, Sydney,

McGraw Hill.

You can influence state and federal

politicians and local councillors so they will

represent your concerns in the political

arena.

You may not be aware of it, but you are an

expert in influencing people. In fact, you

probably do it all the time. Perhaps you are

influencing services to better support you,

or influencing the person you care for to

eat, drink or take medication. Influencing is

part of every carer’s routine.

WWhhoo  ttoo  iinnfflluueennccee  

Even though you elect politicians they may

not share your views on all issues. 

Most politicians belong to a political party,

but are elected to represent your interests.

You may be surprised to notice that a

politician can sometimes put the attitudes

of their party aside and focus on the issue

instead. 

It's often difficult to know which politician to

influence. You need to identify the:

• LLeevveell  ooff  ggoovveerrnnmmeenntt - There are 3 levels

of government in Australia, federal,

state/territory and local. Different levels

of government are responsible for

governing and administering different

matters. For example, generally

speaking, issues like residential aged

care and social security payments are a

federal matter, while issues like health

are a state matter. Local government is

responsible for issues like community

infrastructure and safety and security in

the local area.

• AApppprroopprriiaattee  ppoolliittiicciiaann  --  Politicians have a

“portfolio”, which indicates the tasks they

are involved in. You can access

information about the Australian

(federal), State/Territory and Local

Governments through the website

hhttttpp::////wwwwww..ggoovv..aauu  including a

description of each politician’s portfolio

and their official contact details.
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ccaarreerr  nnaammee  oorr  ccaarreerr  ggrroouupp  nnaammee  //  llooggoo

Address

Telephone

Date

Politician's Name

Address

Dear Mr. Ashley

UUrrggeenntt  rreeqquueesstt  ffoorr  mmeennttaall  hheeaalltthh  ssuuppppoorrtt

My name is Jane Miller and I need help. I feel like I am on a 'roller coaster'. I am caring

for my husband with schizophrenia. He is 35 and I am 32 years old. I have been caring for

him for the last 5 years and am now utterly and totally exhausted. I don't think I can go on

any more. His family no longer visit us and, as my family live in Queensland, I am utterly

alone. 

I love him dearly, and want to continue to care for him but I need more help. Because of

his illness my husband goes through phases of violence and aggression. I live in Woop

Woop, with my nearest hospital 30km away. The crisis assessment team no longer

operate there. I am terrified about what will happen when his anger becomes so intense

that I fear for both my life and his. Will there be an emergency crisis assessment team

available near me when I need them?

Can you please help? It is vital for my health and safety that there is a crisis assessment

team nearby that I can turn to for assistance.

I would like to arrange a time to meet with you to discuss this further. There are other

carers in my carer group who share my concerns on this issue. They would also welcome

the opportunity to attend this meeting. I eagerly await your response. Please contact me

on 03 1234 5678.

Yours sincerely,

Jane Miller

Sample letter to

ppoolliittiicciiaann

You may wish to use the sample letter below as a guide when writing your letter to a politician.

CCaarreerrss  VViiccttoorriiaa can assist you to write your letter, and provide contact details for your local

member.

UUssee  aann  ee--mmaaiill  oorr  ffaaxx  iiff  yyoouurr  mmeessssaaggee  iiss  uurrggeenntt,,

bbuutt  rreemmeemmbbeerr  tthheessee  hhaavvee  vvaarryyiinngg  ssuucccceessss  aanndd

sshhoouulldd  bbee  ffoolllloowweedd  uupp  bbyy  aa  tteelleepphhoonnee  ccaallll  oorr

lleetttteerr..

CCoonnssiiddeerr  sseennddiinngg  tthhee  lleetttteerr  bbyy  ccoouurriieerr  oorr

rreeggiisstteerreedd  ppoosstt  aass  pprrooooff  ooff  ddeelliivveerryy..  KKeeeepp  aa  ccooppyy

ooff  tthhee  lleetttteerr..

WWrriittee  yyoouurr  oorr  yyoouurr

ggrroouupp’’ss  nnaammee  aanndd

aaddddrreessss..  IInncclluuddee  aa

llooggoo  ffoorr  yyoouurr  ggrroouupp  ..

IIff  yyoouu  ddoonn''tt  hhaavvee  aa

llooggoo,,  wwrriittee  yyoouurr

nnaammee  iinn  aa  ssttrroonngg

ffoonntt..

BBeeggiinn  bbyy  ssttaattiinngg  yyoouurr

rreeaassoonn  ffoorr  wwrriittiinngg..

BBee  ssppeecciiffiicc  aanndd

ccoouurrtteeoouuss..

UUssee  yyoouurr  oowwnn  wwoorrddss

ttoo  ssaayy  hhooww  yyoouu  ffeeeell

aanndd  hhooww  tthhee  ccuurrrreenntt

ssiittuuaattiioonn  aaffffeeccttss  yyoouu

oorr  mmeemmbbeerrss  ooff  yyoouurr

ggrroouupp..  SSttiicckk  ttoo  oonnee

iissssuuee,,  kkeeeepp  iitt

ccoonncciissee  aanndd

ppeerrssoonnaall..

EEnndd  wwiitthh  aa  ssppeecciiffiicc

rreeqquueesstt  ee..gg..  ssuuggggeesstt

aa  mmeeeettiinngg  wwiitthh  tthhee

ppoolliittiicciiaann  ttoo  ddiissccuussss

tthhee  ccoonncceerrnnss  yyoouu

hhaavvee  rraaiisseedd..  

UUssee  yyoouurr  nnaammee  oorr  iiff

aapppprroopprriiaattee  ssiiggnn  oonn

bbeehhaallff  ooff  yyoouurr  ccaarreerr

ggrroouupp..

LLeetttteerrss  sshhoouulldd

iiddeeaallllyy  bbee  ttyyppeedd,,  bbuutt

ccaann  bbee  hhaannddwwrriitttteenn..  
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• You had to wait for the service and were

not informed of the need to wait.

• You did not get what you thought you

had paid for or what was in your service

agreement.

WWhhaatt  yyoouu  mmiigghhtt  eexxppeecctt

• An apology

• A reduction in fees or a refund

• Another service 

• Service improvement

• Compensation.

TTyyppeess  ooff  ccoommppllaaiinnttss

• FFoorrmmaall.. This is a complaint that follows a

procedure, either within the service or

by an independent body (see ‘Useful

contacts). It is usually in writing and

given to a person in a position of

authority. 

• IInnffoorrmmaall.. This is a complaint that is "off

the record". It is not governed by any

set procedures. For example, if your

home care worker did something you

were not happy with you may request

that they not do the same in future.

WWhheenn  ttoo  uussee  aa  ffoorrmmaall  oorr  iinnffoorrmmaall

ccoommppllaaiinntt

It depends on the situation. If someone

made a simple error or could do things

better, then an informal complaint will

suffice. However, if the situation does not

improve you may decide to make a formal

complaint.

Sometimes it is best to make a formal

complaint, for example when:

• You feel intimidated by the person and

feel they have power or will not listen.

• The complaint is serious.

• You feel things will only change if you

make a formal complaint.

Services and

ccoommppllaaiinnttss

KKnnooww  yyoouurr  rriigghhttss..  AAss

aa  ccoonnssuummeerr  yyoouu  aarree

eennttiittlleedd  ttoo  aa  ccooppyy  ooff

yyoouurr  rriigghhttss  aanndd

rreessppoonnssiibbiilliittiieess  iinn  tthhee

sseerrvviicceess  yyoouu  uussee..  

As a carer you probably use many services

for yourself and the person(s) you care for.

There are many ways you can help improve

a service, such as through verbal feedback,

attending consumer committees etc. You

can also make a complaint. Good services

will welcome complaints so they can

improve the way they do things. 

YYoouurr  rriigghhttss  aanndd  ccoommppllaaiinnttss

As a service user you have rights and

responsibilities. Check with the service for a

full list of your rights and responsibilities.

Some rights related to complaints include

the right:

• To complain about any aspect of a

service.

• To be provided with information on how

you can complain.

• To have your complaint dealt with fairly

and promptly.

• To be informed of the outcome of your

complaint.

RReeaassoonnss  yyoouu  mmaayy  ccoommppllaaiinn

If you feel you have the right to complain it

is important to respond as quickly as

possible. Do not feel tempted to "put up"

with your dissatisfaction for fear of losing the

service. 

You may complain because:

• You have received poor quality service.

• You have been treated unfairly or

inappropriately by a worker, service or

government department.

• A service or government department has

been unhelpful.

• You have been discriminated against on

the basis of your religion, culture,

gender, marital status, geographical

location or ability to pay.

• You were refused a service without an

explanation.

• You refused a service in the past and

believe that this is now being 'held'

against you.
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UUsseeffuull  ccoonnttaaccttss

• State or Commonwealth Ombudsman

for complaints about government

departments and authorities. 

03 9613 6222 (State) and 

03 9654 7355 or 1300 362 072 for

country callers (Commonwealth)

• Office of the Public Advocate for

complaints about services for people

with disabilities. 03 9603 9500

• Equal Opportunity Commission for

complaints about discrimination. 

03 9281 7100, 1800 134 142 (country

callers only)

• Health Services Commissioner for

complaints about health services.

03 8601 5200 or 1800 136 066 for

country callers.

Victoria has a wide range of advocacy

services which specialise in representing

various concerns. If you are unsure about

who to approach contact Carers Victoria on

1800 242 636.

Adapted from Villamanta Legal Service, How to Make a

Complaint Fact sheet.

AAsssseerrttiinngg  yyoouurrsseellff

Carers Victoria aims to improve the quality

of life of carers through our education

services. The following programs may help

you to advocate for yourself : 

• HHaavviinngg  yyoouurr  ssaayy ™ This session aims to

encourage carers to represent their

concerns and provides information on

key principles and techniques for

effective self-advocacy.  

• AAsssseerrttiivveenneessss  ffoorr  CCaarreerrss ™ This is a four

session program that offers carers tools

for improving self-esteem and

assertiveness in the caring role.  

To find out more about our carer education

programs contact Carers Victoria on 1800

242 636, email cav@carersvic.org.au or

visit our website www.carersvic.org.au

Services and

ccoommppllaaiinnttss  ccoonnttiinnuueedd......

CCaarreerrss  VViiccttoorriiaa  hhaass

aann  eexxtteennssiivvee  lliisstt  ooff

ppoolliittiicciiaannss..  CCoonnttaacctt

11880000  224422  663366  ..

AAlltteerrnnaattiivveellyy,,  cchheecckk

tthhee  wwhhiittee  ppaaggeess

uunnddeerr  ''PPaarrlliiaammeenntt  ooff

VViiccttoorriiaa''  aanndd

''CCoommmmoonnwweeaalltthh

PPaarrlliiaammeenntt  OOffffiicceess''..

CCaarreerrss  VViiccttoorriiaa’’ss

lliibbrraarryy  ccoolllleeccttiioonn

iinncclluuddeess  aa  wwiiddee

rraannggee  ooff  rreessoouurrcceess

oonn  ccaarreerr  iissssuueess,,

iinncclluuddiinngg  aa  rraannggee  ooff

rreessoouurrcceess  aarroouunndd

sseellff--aaddvvooccaaccyy..    TToo

ffiinndd  oouutt  mmoorree

ccoonnttaacctt  oouurr  lliibbrraarryy

oonn  0033  99339966  99550000..

WWhhoo  ttoo  ccoommppllaaiinn  ttoo

You can complain to a number of people

within a service including the coordinator of

the program, or director of the service.

Deciding on who to complain to depends

on how serious the complaint is and who is

in the best position to respond to your

complaint.

If you are complaining about a service

internally you may also have the right to

complain to an independent body. You may

even decide to complain about the service

to your local Member of Parliament.

CCoommppllaaiinnttss  ppaatthh

1 If you have concerns about a service or

worker, speak to the worker directly

expressing how you feel. Most times

problems can be resolved at this level.

Document your concerns e.g. when you

spoke to the worker and what you spoke

about.

2 If the situation does not improve and you

still have concerns speak to the service

manager or coordinator.

3 If the situation still does not improve

write to the head office of the service. 

4 If you are still not satisfied you can make

an appointment with your local MP or

councillor.

Adapted from Through the maze (1999). 3rd edition Melbourne,

Association for Children with a Disability.  
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ccaarreerr  nnaammee  oorr  ccaarreerr  ggrroouupp  nnaammee  //  llooggoo

Address

Telephone

Date

Director of Service’s Name

Address

Dear Ms Service Director

I am writing to complain about the removal of my respite service, and the way that the

situation was handled.

Between March 1 and 4 I received three “occasions” of respite. I was very happy with the

service provided. I was scheduled to receive another occasion of respite on March 7, but

the worker simply did not show up.

I rang your service after waiting for the worker for an hour and was informed that nobody

was being sent, as the previous worker had lodged a report stating that there were OH&S

concerns in my home.

I was extremely upset at this news as nobody had informed me of this change of plan

and I was unaware of any OH&S problem in my home. When I asked what I was

supposed to do today, I was told that there was nothing your service could do.

I believe I should have been informed of the OH&S concerns as they presented so that I

had the option of attempting to resolve it, rather than losing the service. I attempted to

contact you, as the service director, but was confronted continually with an answering

machine and you did not return my calls.

I have found this experience extremely stressful.

I would like a clear explanation of what the OH&S concerns are, an apology for the way I

have been treated, and a commitment from the service that they will not pull planned

respite from myself or other carers in the future without a sound, substantiated reason

and advanced notification.

Yours sincerely,

Jane Carer

Sample letter of

ccoommppllaaiinntt

You may wish to use the sample letter below as a guide when writing your letter of complaint.

CCaarreerrss  VViiccttoorriiaa can assist you to write your letter.

IInnffoorrmmaattiioonn  ttoo

iinncclluuddee  iinn  aa

ccoommppllaaiinntt

IInncclluuddee  aa  ddeessccrriippttiioonn

ooff  wwhhaatt  yyoouu  aarree

ccoommppllaaiinniinngg  aabboouutt

wwiitthh  ddeettaaiillss  ooff::

•• TThhee  ttiimmee  oorr  ddaattee((ss))

ooff  tthhee  eevveenntt..

•• WWhhoo  ssaaiidd  wwhhaatt  oorr

ddiidd  wwhhaatt  ttoo  wwhhoomm..

•• TThhee  ppeeooppllee

rreessppoonnssiibbllee..

•• TThhee  eeffffeecctt  ooff  tthheeiirr

aaccttiioonnss..

•• TThhee  eeffffeecctt  oonn  yyoouu

aanndd  tthhee  ppeerrssoonn  

yyoouu  ccaarree  ffoorr..

•• WWhhaatt  yyoouu  wwaanntt

ddoonnee  ttoo  rreeccttiiffyy  tthhee

pprroobblleemm  aanndd  bbyy

wwhheenn..

RReemmeemmbbeerr  ttoo  aacctt

qquuiicckkllyy  aanndd  ssttiicckk  ttoo

tthhee  ffaaccttss..  IIff  yyoouu

rreeqquuiirree  mmoorree

iinnffoorrmmaattiioonn  ccoonnttaacctt

CCaarreerrss  VViiccttoorriiaa  oonn  

11880000  224422  663366..
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Active on the

IInntteerrnneett
TThhee  IInntteerrnneett  aalllloowwss

yyoouu  ttoo  ccoommmmuunniiccaattee

wwiitthh  tthhee  rreesstt  ooff  tthhee

wwoorrlldd..

TThhee  IInntteerrnneett  ccaann

pprroovviiddee  yyoouu  wwiitthh

iinnffoorrmmaattiioonn  oonn

ddeeaalliinngg  wwiitthh  tthhee

mmeeddiiaa  aanndd  mmeeeettiinngg

ppoolliittiicciiaannss..

The Internet is a global network of

computers which is a powerful interactive

information tool. It can  assist you and your

carer group in many ways.

WWhhyy  uussee  tthhee  IInntteerrnneett??

The Internet allows you to communicate

concerns and discuss ideas and solutions to

problems with people from around the

world.

The Internet can be used to: 

• Send and receive emails (electronic mail)

from family, friends, politicians, media

and services.

• Research illnesses, conditions and

medication effects.

• Obtain government reports on a variety

of issues.

• Respond to requests for submissions

from government and policy makers.

• Establish contact with Internet (online)

support groups (see Connected Carers).

If you want to raise awareness about a

problem or bring about some change in a

service you can use the Internet to enhance

activities that you are already doing, such as

meetings and forums. 

IIff  yyoouu  ddoonn''tt  hhaavvee  aa  ccoommppuutteerr::

Every library in Victoria provides free access

to the Internet. You will need to call to book

a time. Alternatively visit an Internet Cafe,

TAFE College or University who provide

public access to the Internet at an hourly

rate.

You may be eligible for assistance under

one of the low cost computer schemes

operating in Victoria. Contact CCaarreerrss

VViiccttoorriiaa on 1800 242 636 for more

information about these schemes.

Carers Victoria’s Carer Lounge has a

computer with Internet access and low cost

printing for use by our members

(membership of Carers Victoria is free for

carers).

IInntteerrnneett  ssiitteess  ooff  iinntteerreesstt

The Internet has many excellent sites

(Internet addresses) which can provide you

with information on dealing with the media

and meeting politicians. Many services,

local councils and government

departments also have websites where you

can get an overview of the services they

offer. 

TThhee  wweebbssiittee  ffoorr  CCaarreerrss  VViiccttoorriiaa  iiss

wwwwww..ccaarreerrssvviicc..oorrgg..aauu

FFoorr  mmoorree  iinnffoorrmmaattiioonn

For those interested in knowing more about

the Internet there are many resources

available from your local library. 

TTrraaiinniinngg

If you would like basic training on how to

use a computer or the Internet, try your

local library, neighbourhood house or TAFE.

Most will charge a fee, but as a carer you

maybe entitled to a concession.

CCoonnnneecctteedd  CCaarreerrss

On-line carer communities are another

avenue for support, information, discussion

and social networks. Carers are often

isolated, for geographical reasons or

because of the responsibilities of caring.

Through the "Connected Carers" project,

carers can interact with other carers,

invited guest speakers and Carers Victoria

staff. 

Carers who are interested in participating

will receive free education and training on

how to use the VICNET virtual community

site. Training will be provided across the

state in local neighbourhood houses or

community centres. It is preferable that

carers are familiar with computers and the

Internet.

If you would like further information please

download our brochure (above), call us on

03-9396-9500, or email

connectedcarers@carersvic.org.au.
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Carers –

tthhee  ffaaccttss
111166,,660000 VViiccttoorriiaannss

aarree  pprriimmaarryy  ccaarreerrss..

TThheeyy  ppllaayy  tthhee  kkeeyy

rroollee  iinn  ccaarriinngg  aanndd

aassssiissttiinngg  aa  ppeerrssoonn

wwiitthh  ccaarree  nneeeeddss..

CCaarreerrss  aarree  ooff  aallll

aaggeess,,  bbuutt  aarree  mmoosstt

lliikkeellyy  ttoo  bbee  aaggeedd

bbeettwweeeenn  3355  aanndd  5544..

This sheet provides information about

carers that you may find useful in your

contact with the media or politicians. 

WWhhaatt  iiss  aa  ccaarreerr??

A carer is someone who provides unpaid

assistance for family members or friends

with care needs. 

They are parents, children, partners, other

relatives and friends who assist with a

variety of personal care, health care,

transport, household and other activities.

HHooww  mmaannyy  ccaarreerrss  aarree  tthheerree??

More than 1144%%  ((669900,,000000))1 of Victorians

are unpaid carers. 

They include 111166,,6600001 Victorians who are

identified as primary carers. They play the

key role in caring and assist with

communication, mobility and self-care.

More than 332222,,0000002 Victorians with a

severe or profound disability are assisted by

family members or friends.

Of the 998877,,0000002 people with a disability in

Victoria, 6644%% are under the age of 6655.

WWhhoo  aarree  ccaarreerrss??

Carers are as diverse as the Victorian

population.

Carers are of all ages, but are most likely to

be aged 3355--5544.

Nearly 44%% of all carers are under the age of

11883.

More than 2244%% of people aged 77553 years

or older are carers.

Seventy one percent ((7711%%)) of all primary

carers are women: this changes to 5588%%4

female primary carers for those aged over

6655. 

Fifty five percent ((5555%%))5 of primary carers

are reliant on a government pension or

allowance as their main source of income.

5511%% of primary carers have a gross

household income in the ttwwoo lowest quintile

levels. 

Only 3399%%5 of primary carers participate in

the workforce.

AAbboouutt  ccaarree  ssiittuuaattiioonnss

Forty seven percent ((4477%%))6 of carers take

on a caring role because they believe they

can provide better care than available

services.

Thirty seven percent ((3377%%))6 of primary

carers spend on average 4400 hours or more

per week providing care. 

KKeeyy  iissssuueess

Many people do not identify as carers, and

so do not access information, services and

supports.

Many carers and the people they care for

are from culturally and linguistically diverse

backgrounds and experience additional

difficulties.

Compared to paid workers, carers are

disadvantaged regarding health and safety,

holidays, work, leisure and financial

security.

The work of unpaid carers contributes

enormously to the Australian economy. In

2005, the annual cost of replacing unpaid

carers was estimated to be $$3300..55  bbiilllliioonn.7

It is anticipated that, in the coming

decades, there will be a major decrease in

the availability of carers proportional to

those needing care.8

1 Australian Bureau of Statistics (2004)  Disability ageing and

carers: summary of findings, Vol 4430.0, table 28.

2 Ibid., table 5. 

3 Ibid., table 27.

4 Ibid., Summary of findings, page 11. 

5 Ibid., table 29. 

6 Ibid., Summary of findings, page 11.

7 Access Economics (2005)  The economic value of informal

care: a report prepared for Carers Australia.

8 NATSEM (2004)  Who's going to care? Informal care and an

ageing population.: a report prepared for Carers Australia.


