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The Care Support Help Desk is a program funded and delivered by the Department of Families Fairness and Housing for statutory kinship and foster carers. 
[bookmark: _Toc137198094]The Care Support Help Desk
The 2022-23 Victorian State Budget provided $5.8 million for a Care Support Help Desk. The program has 2 primary functions:
Provide a dedicated contact point for new and established statutory kinship and foster carers who need assistance to navigate child protection processes or who are experiencing problems in the placement.
Support children entering care for the first time, regardless of their care destination (kinship, foster or residential care), by ensuring they have the required identification documents and supports in place. 
[bookmark: _Toc137198095]Who can use the Care Support Help Desk?
The Care Support Help Desk is available for new and existing kinship and foster carers where there is child protection involvement. 
[bookmark: _Toc137198096]What does the Care Support Help Desk do?
The Care Support Help Desk provides a range of supports to children and young people new to care and who are entering into a foster, kinship or residential care arrangement by:
applying for vital documents including Medicare cards and birth certificates. It may take up to 4 weeks for Care Support Help Desk staff to receive these documents
establishing a link with their My Health Record, where appropriate
recording and updating health records (immunisation, allergies and adverse reactions and vaccinations only)
preparing Evidence of Care letters to enable carers to access financial supports through Centrelink
preparing letters to access Additional Child Care Subsidy if the child is accessing childcare, including before and after school care
recording school and childcare enrolments.
For existing carers, the Care Support Help Desk phone line and email is available if carers:
need help getting vital documents
need more support and help whilst caring for a child.
If a kinship carer or foster carer is linked to an agency, the relevant agency should be contacted in the first instance – the agency has primary responsibility to support the carer in their caring role. 
[bookmark: _Toc137198097]Operating hours
The Care Support Help Desk team is available via phone and email during business hours (9:00 am to 5:00 pm).
Outside these hours, carers will need to leave a message. The Care Support Help Desk team will return calls on the next business day.
If there is an urgent child protection matter outside business hours, the contact point is the After-Hours Child Protection Service on 13 12 78.
[bookmark: _Toc137198098]Contact details for the Care Support Helpdesk
Dedicated teams are in divisions across the state. 
[bookmark: _Toc137198099]North Division
Phone: 1800 319 507
Email North Care Support Helpdesk 
NorthCareSupportHelpdesk@dffh.vic.gov.au 
[bookmark: _Toc137198100]South Division
Phone: 1800 319 503
Email South Care Support Helpdesk
SouthCareSupportHelpdesk@dffh.vic.gov.au 
[bookmark: _Toc137198101]East Division
Phone: 1800 931 757
Email East Care Support Helpdesk
EastCareSupportHelpdesk@dffh.vic.gov.au
[bookmark: _Toc137198102]West Division
Phone: 1800 319 510
Email West Care Support Helpdesk 
WestCareSupportHelpdesk@dffh.vic.gov.au
[bookmark: _Toc137198103]How do carers know which division they are in? 
The department’s divisions are outlined on the division local government map https://services.dffh.vic.gov.au/dffh-division-local-area-lga-map
[bookmark: _Toc137198104]Where can carers find more information about foster care and kinship care?
The links below provide more detailed information about foster care and kinship care:
Department of Families, Fairness and Housing Foster care page https://services.dffh.vic.gov.au/foster-care 
Department of Families, Fairness and Housing Kinship care page https://services.dffh.vic.gov.au/kinship-care 
Foster Care Association of Victoria https://www.fcav.org.au/ 
Kinship Carers Victoria https://kinshipcarersvictoria.org/ 
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