
carergateway.gov.au

CARER GATEWAY PRESENTATION 2020



carergateway.gov.aucarergateway.gov.au

Carer Gateway – is the national service Carers, funded 
by the Australian Government. It includes:

▪ A website – with information and advice

▪ Phone or online services

▪ Face to face services – delivered by local “Regional 
Delivery Partners”

Carers can call 1800 422 737 Mon – Fri between 
8am – 6pm or visit their website on 
www.carergateway.gov.au

(there is an option for “request a call back” – button, 
at the bottom of every page)
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Gateway & 
Regional 
Delivery 
Partners
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In NSW there are 4 Carer Gateway services areas. The Benevolent 
Society is the Regional Deliver Partner (RDP) for most of Sydney.

Our service area includes: 

▪ Central and Eastern Sydney

▪ Inner West Sydney

▪ Western Sydney 

▪ Northern Sydney 

We are working in partnership with Your Side to cover this area.

If you call the Carer Gateway 1800 number from these areas, your 
call will come directly to The Benevolent Society

The Benevolent Society also delivers Carer Gateway services in 
South Eastern NSW (between Helensburgh and Kiama) as a 
partner to Live Better - the Regional Delivery Partner in this area.
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What services can Carers access?
Carer Gateway website – carers are able to access:

Phone 
counselling

Online peer 
support 

community forum

Online 
self-guided 

coaching

Online carer 
skills course
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Face to Face services – carers are able to access:

What services can Carers access?

Emergency 
Respite

Carer Directed 
Support

In-Person Peer 
Support

In-Person 
Counselling

Facilitated 
Coaching
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Emergency Respite
Designed to offer support to carers who are experiencing an 
urgent, unplanned and imminent event that temporarily 
restricts their ability to continue caring when no other 
services are available, for example: 

▪ An unplanned situation that prevents the carer from 
providing care required by the care recipient; 

▪ An unplanned event that threatens the health and safety 
of the care recipient; or, 

▪ An unplanned event that threatens the health and safety 
of the carer (including extremely high levels of strain and 
anxiety). 

The Benevolent Society and our partners will broker 
emergency respite care (on behalf of the carer) to secure 
replacement care for the care recipient. 
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Carer Directed Support 
The Carer Directed Support is a consumer 
directed approach to supporting carers in their 
caring role. It gives carers a greater say and 
more control over the type of support provided 
to them and the persons/s they care for.

Support may be offered in two forms:

▪ One-off practical support – up to an amount 
of $1,500 (eg. may include the purchase of a 
laptop or a training course for carer)

▪ Carer Directed Package – a range of 
practical supports to assist carers in their 
role. The total value of the package  is 
$3,000 over a 12 month period.
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In-Person Peer Support 
▪ Free facilitated support forum designed to assist carers to: 

✓ Connect with people in similar circumstances; 

✓ Learn from their peers though the sharing of lived 
experiences; and, 

✓ Aid in decreasing carer strain through the connection 
and sharing of personal stories and experiences. 

▪ Peer support groups located throughout Australia that are 
organised and coordinated by the Regional Delivery 
Partners. 

▪ The groups meet regularly and provide carers with access 
to a community of carers that is moderated by a trained 
facilitator.

▪ Note: An online peer support forum will be provided by a 
separate National Online Peer Support Provider.
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▪ Free short-term counselling service for carers who are 
experiencing difficulties with anxiety, stress, depression and low 
mood. 

▪ Assist carers to manage their own health in order to remain 
effective in their caring role and avoid crisis events through a 
series of counselling sessions in person with a professional 
counsellor.

▪ Designed to deliver high quality counselling in person that is 
specifically aimed at carers across 3-6 sessions of one hour each.

▪ Regional Delivery Partners will act as the referral point for entry 
into the service. 

▪ The service will be delivered by both the Regional Delivery 
Partners and third party counsellors brokered by the Regional 
Delivery Partners. 

▪ Note: Digital Counselling will be provided by a separate National 
Digital Counselling Provider.

In-Person 
Counselling
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The Facilitated Coaching service is a free 
psycho-educational service specifically 
designed to assist carers to acquire the skills 
and resilience needed in their caring role.

Carers can engage with a coach across a period 
of time via phone or online channels.

Assisted Resources:
▪ Coach Training – Training Manual and 

Trainee Workbook
▪ Carer Coaching participant workbooks (10 

modules)

Facilitated 
Coaching
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How to access services provided by 
The Benevolent Society
The Carer Support Framework is a nationally consistent process that is applied in each 
service delivery area to understand the needs and support planning for carers.

The process includes:

▪ Intake

▪ Registration

▪ Needs assessment – using the Carer Star tool *

▪ Planning

▪ Coordination, support and monitoring



carergateway.gov.au

Carer Support Planning Process

INTAKE & REGISTRATION 

• Identifying the carer, understanding 
their needs, determining their 
eligibility to services, assessing the 
urgency of their request and 
educating the carer about our role 
and available services.

•Capture of a carer's identifying 
information and basic information 
about the person they care for, 
where required. Registration 
establishes a record of the carer in 
the system to support ongoing 
management of support services and 
monitoring of carer wellbeing, post-
delivery of services. 

UNDERSTANDING 
NEEDS

•Undertaken to understand a 
carer’s aims, 
responsibilities, care load, 
living circumstances, 
support network (including 
both current paid services 
and informal support from 
others) and general 
relationship with the person 
they care for. The process 
identifies the carer’s needs 
and is the key input to 
successfully completing the 
support planning process.

PLANNING

• Identification of the 
types of 
supports/services 
that will benefit the 
carer, in line with 
their needs, as 
assessed.

•Development of an 
individual action plan 
to document the 
carer’s goals and the 
actions that will be 
undertaken (by the 
carer and others) to 
support them. 

COORDINATION

•Referral to 
appropriate 
providers; 

•Direct brokerage of 
services on the 
carer’s behalf; or

• Information to 
enable the carer to 
self-refer.

SUPPORT

•Delivery of 
services to the 
carer by 
appropriate 
service 
provider(s).

CHECK-IN

•Check they have 
sustainable supports in 
place.

•Measure support 
outcomes by checking 
their wellbeing against 
their baseline Carers 
StarTM reading.

•Checks may initially be 
scheduled close to the end 
of the carer’s first round 
of services and then, with 
the carer’s agreement, 
every three to six months, 
thereafter, by default.
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Carers Star
Carers Star is an evidence based tool that measures where carers 
are in their caring journey in seven key areas of their life.

The seven key areas are:

▪ Health

▪ The caring role

▪ Managing at home

▪ Time for yourself

▪ How you feel

▪ Finances

▪ Work 

The scale within the key areas 
follow five stages:

▪ Cause for concern

▪ Getting help

▪ Making changes

▪ Finding what works

▪ As good as it can be
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