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[bookmark: _Toc29567845][bookmark: _GoBack]Overview
During October and November 2019, the Department of Health and Human Services heard the voices of people who experienced institutional care in Victoria as a child through more than 150 telephone conversations, 80 emails and letters, and 12 consultation forums that were attended by about 150 people. We heard from a diverse range of people from different locations in Victoria and across different age groups. This summary report has been written as a record of what we heard from everyone during that time.
[bookmark: _Toc29567846]This is what we heard:
[bookmark: _Toc29567847]What support services (including at Open Place) are being used?
Financial assistance
Most people told us they benefit from financial assistance that helps them meet their medical, optical, medication, dental and other health needs. Where private counselling is needed, people can get financial assistance to see psychologists and other counsellors. Some people told us they also benefit from a range of other health supports, including chiropractic, physiotherapy, and myotherapy.
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Financial assistance also helps people with daily living by providing food, assisting with bills and on occasion, white goods. Increasingly, people are also finding financial support necessary for mobility aids such as motor scooters and walkers. The importance of help to meet the costs of funerals was also mentioned.
I’m on a pension, so health support is essential for getting early help that prevents things from worsening. Then it's too far gone and expensive and not as treatable.

Finally, some people need support to access specialist services in the city/metropolitan areas because they live in remote areas or have disabilities that make this difficult.  For these people, assistance with petrol, travel, and on occasion accommodation, helps them get the services they need.
Opportunities to connect and share with others

Most people feel that their need to meet with and socialise with people with a shared experience is very important. Many people like taking part in social support groups, which are generally held monthly, where they enjoy talking to others, having meals together and going on outings. Others talked about how the ‘drop in’ at Richmond allows them to get support or company when they feel they need it. For those who attend the Friday ‘Cook Up’, they appreciate the interactions with others as much as the meal. People all around the state talked about the Christmas party and the opportunity to catch up with people they may not see during the year and to feel like they are celebrating together. 
There is always such an amazing energy at the gatherings and you 
can easily talk to people knowing they are just like you.


Support to heal

Many people told us that their childhood experiences still affect their daily lives and that counselling, which they get either through specialist services such as Open Place or through finding their own private counsellor, helps them work through their past. Some people told us they appreciate help to find an appropriate counsellor, as finding someone with the right skills and experience who they can build trust with is very important. This is especially true in locations that have fewer skilled and experienced counsellors. For many, the Social Support Groups also help them with their healing process.


The counselling has helped me with my panic attacks, but also given me a stronger more powerful voice.

Help to access other services and having needs met
Not everyone is able to make a redress claim, but for those who are, having support to make the claim and pull all the paperwork together really helps. That also includes being pointed in the right direction when looking for good legal advice and support.

Support for redress claims 
is important. I would not have been able to complete the paperwork without the 
help I got.

Knowing what services are available and how to get them can be quite difficult for some people. Having support to find appropriate services, make referrals, keep appointments, and even visit someone in hospital, is necessary for some people to get the specialist care they need. Having someone to educate health professionals and advocate for how their needs can be met can make a great difference for people when they 
are unwell.

Finding records and discovering the past
Locating and obtaining records is an important part of how someone pieces together their history. That includes discovering what happened to their parents and siblings as well. People told us that helps explain what happened to them and helps them with having a strong identity. It’s also an important first step in finding family and reconnecting with them. Others pointed out that records are important for identification when they want to enter into a phone contract or get other services that need 100 points of identification.
[bookmark: _Toc29567848]What is good about these support services that doesn’t need to change?
Most people have a great and positive experience and think very little needs to change, if anything. Everybody agreed that having their own special and dedicated service is something they’ve waited a long time for and must continue.
Many people feel that the name Open Place holds so much meaning for them that it needs to be kept.
People feel very strongly that the staff who work at Open Place are the major strength of the service and that every effort needs to be made to have existing staff work in the new service. Even where this is not possible, we heard that they need to play an important role in training any new workers or supporting new relationships to form.

We heard that support, caring and healing occurs because of great staff, but we also heard that how people support each other is just as important. People are worried that their connection to each other will be lost through the process and that existing groups need to be able to continue to meet and provide support.
For 40 years I lived in a world where nobody understood. You find a place like this and there's like-minded people. It's crucial to have this place. There’s nothing else like it.



Open Place has been a lifeline for us. It has provided a safe place where people who understand each other can get support, services and social connections.

Many people talked about how breaking up the service would mean they would need to go to different providers to get all their needs met. The overwhelming message during consultations was to keep everything together under the one roof. This is one of the strongest qualities of the Open Place service for people.
[bookmark: _Toc29567849]What helps with feeling understood by these services and by others?
More than any other thing, it is the workers who make people feel welcome, heard, understood and cared for. They play an important role in validating people by believing their personal stories without judgement and working hard to really understand what people have experienced and how it has shaped their lives. Their compassion and respect make people feel safe to be themselves, even when their behaviour is not ideal. Most importantly, people do not want to have to tell their story over and over again. Having a group of supportive people who they don’t need to explain themselves to means a great deal. Staff understanding and compassion is built over time by hearing people’s stories rather than from doing formal training, although a qualified and professional team is also important.
Being surrounded by people who have gone through the same thing themselves makes people automatically feel understood. The fact that they have the same experiences and needs means they can have true empathy and solidarity. This peer support helps to create an environment that people describe as being like ‘home’ and like ‘family’. 
It's embarrassing when we have to explain to people who we are and what we need, especially if it’s a new service that we're using.

The way the service is delivered is an important part of creating a welcoming environment. That includes treating people with care when their distress makes them behave in challenging ways and not judging them for that or punishing them or overreacting to this. Creating spaces that people can come to that feel like they belong to them, rather than they are a visitor in, is important to some people too.

I feel like I don't belong out there in society. That feeling has never left.
Creating this sort of understanding and compassion in the community and in other services is hard. Many people talked about how a Gold Card, an awareness card, or stronger partnerships and training could help in overcoming stigma and ignorance. People feel that more education is needed to improve this and that it must be done in a range of government, health, and community services so that they can get the help they need in the way they want it.

[bookmark: _Toc29567850]What are the qualities of a good service provider? 
Through the consultations, we heard people talk about what a good service provider would look like in the future.  Here’s what we were told.
A good service provider will keep the social, financial, emotional and record finding supports together and not break them up. They will communicate frequently and very clearly in ways that everybody can hear and understand. That communication will focus on letting all people who are eligible for the service know that it exists, what they are able to get, and how much they can get. People also want to be told about important events and to get information about what the service is doing and how it is helping.
People said that a good provider will have a good and positive culture. That culture will be non-judgemental, highly personalised, tolerant and patient. It will treat everybody fairly and not show any preferences or favouritism for particular groups of people. It will work hard to make sure people at the service are respectful and safe toward each other as well.
People want a service that is there when they need it, either in person or on the phone. They want to be able to access support easily and to have their needs and requests responded to in a timely fashion. No one should be in a better position than anyone else to get that support, regardless of their location or their background.
A good service provider will have relationships and partnerships with a broad range of health and social services to help people get a responsive and affordable service. It will make these arrangements with other providers and communicate that clearly to the people who can benefit from them, and advocate for them when it’s not happening.

The service should have 'foot soldiers' to go out and help us out.
A good service provider will see that it has a role to play in educating the community about what has happened in the past and how it has affected people.

A good service provider will make sure it has the best possible staff to deliver the service. Staff will have the right qualifications, experience and skills to provide the best possible care. That includes the ability to understand and work with past trauma and mental health. That means everyone in the service, including the counter staff and management. The service provider will look after and support its workers and have a strong team that people can rely on over time.
We heard divided views about people with lived-experience of institutional care working in the service, so a good service provider will approach this carefully. It will understand that this can be powerful in raising awareness and educating the community and other service providers, and that peer led supports are really valued by some people. It will also understand that some people are concerned about privacy and would prefer their support to come from trained professionals; choice about who provides support is important.
A good service provider will recognise that people with a lived-experience of care are the experts of their own experience. They will make sure their voices are part of the way the service is designed, run, evaluated and improved. It will have ways for people to have their say on what is working, what’s not working and what’s needed. It will be committed to not only hearing but also to acting on that by involving service users in decision making. It will have good complaints handling as well to make sure there is quality and safety in the service.

Nothing about us without us!

Overwhelmingly, people told us that a good service provider is one that is not involved in past institutional care or harm to people in care. It also needs to be a service that people don’t have a bad association with, or they won’t feel safe to go there.
Finally, a good service provider understands how important records and privacy are and will have everything in place to protect people’s concerns and worries about that.
[bookmark: _Toc29567851]What should change in support services? 
Whilst most people told us that things are working well at the moment, we also heard that some things could be made even better. Those things included:
Everybody being able to get services regardless of where they are. Some services are only available in metro Melbourne and that’s a problem for people in rural and remote areas. It was also noted that public transport should be nearby and there should good parking options.  

For people with disabilities or other barriers to accessing the service, there should be much more planning and support to get to services, into buildings and to participate as equals.
Having a better understanding of what services are available and caps and limits that apply to them. Also, knowing that those caps and limits are fair to everyone.
As people age, social events are important, so the activities need to be appropriate and accessible for everyone.
People felt that people in prison were often overlooked and that the service should be thinking more about them and how to support them whilst in prison, but also upon release.
The buildings where the services are located should not be triggering for people and support the activities they deliver there.
Having a key worker who knows people well and makes sure their needs are understood and met, instead of having to deal with different people for different needs and requests.
Supporting people to be more independent and to work towards managing their needs and issues themselves by providing more skill development and education.
A much stronger focus on children and families who don’t have care experiences but are still affected by it.

People should be able to get more affordable services that meet their needs at different life stages.
More tolerance and acceptance when people don’t behave the way others want them to.
Whenever we have to explain to services like doctors who we are, what Open Place is, and how Open Place will be paying, they don't believe us. It's embarrassing.

[bookmark: _Toc29567852]What support services and/or resources are needed that are not currently available? 
People told us that their health needs are changing as they age. That means more expensive equipment and procedures than what they’ve needed in the past and that those things are on top of their existing ongoing needs.
Many people talked about how important housing support is and how difficult it is to heal and lead a good life if housing is an issue. Although there are services that can help with that, people felt that they needed more assistance with this.
Many people told us about their fear of going into aged care. Many aged care providers are also past providers of care from their childhood and that’s traumatic. People want to be able to remain living at home for as long as possible and need support to be able to do that.
Not everyone is at that stage of life, and people also told us that education and employment are things that can really make a difference. They can move people toward greater independence and the ability to build a more positive future, but that taking advantage of opportunities is not always easy. Advocacy, financial help to buy clothes for job interviews and course fee subsidies were discussed by some people. It was also suggested that some of the activities offered by Open Place could be expanded to include developing computer skills and other life skills, such as interpersonal skills.
Many people talked about other things that greatly improve their quality of life and help with healing. These included access to dietitians, massage, personal trainers and other types of therapy including music, art and equestrian (horse) therapy and retreats. 
	To receive this publication in an accessible format email openplacetransition@dhhs.vic.gov.au
Authorised and published by the Victorian Government, 1 Treasury Place, Melbourne.
© State of Victoria, Department of Health and Human Services, December 2019.
Available at  Open Place transition to new services provider page on the Services website <https://services.dhhs.vic.gov.au/open-place-transition-new-service-provider






image1.png




image2.png
°R|A Health

State and Human
Government Services





