Family Preservation and
Reunification Response
Welcome booklet

We will arrange an interpreter
in your language if requested
or will help us talk with you.

mackillop.org.au

We welcome lesbian, gay, bisexual, trans,
queer, gender diverse, intersex and asexual
(LGBTIQA+) people at our services. We
pledge to provide inclusive and nondiscriminatory workplaces and services.

MacKillop Family Services
acknowledges the Traditional
Custodians and their Elders in
each of the communities
where we work.

MacKillop Family Services

Family Preservation and Reunification Response

MacKillop is committed to providing services that are of a high quality ,
consistently adhere to good practice and continually looks toward improving how
it delivers these services. If you would like more information or have questions on
anything in this booklet, please speak with your worker or the Coordinator.

Family Preservation and Reunification
Response (FPRR Response)

Access and
referral

The Victorian Family Preservation and Reunification
Response (FPRR Response) work with families referred from
Child protection aged 0-15 years.

Referrals to the Family
Preservation Service are
made by the Department of
Family, Fairness and
Housing.

We have an Early Years program that works with families
who have unborn children—children aged 5 years.
We also have the MST Team work with families who have
adolescents aged 10-15 years.
The purpose of the program is to help children and families
stay together safely at home.
We work intensively with families for a period of 6 months.
We visit families regularly throughout the week and are
flexible to support the needs of the family. We can offer
support with parenting, budgeting, linking in with other
services.

2

Culturally and
linguistically
diverse
If you come from a nonEnglish speaking background
or have any other special
requirements and need the
support of an Interpreter or
access to an advocate from
your community we will
endeavour to meet this need.

Child safety
Child safety means that we will do everything that we can to
make sure that children and young people are not abused in
any way. This means that all our staff are carefully screened
and agree to abide by a Code of Conduct. We have strong
processes for responding to any form of abuse. It also
means we will talk with you about how you can best keep
your child/ren safe always.

Aboriginal and Torres Strait Islander
MacKillop Family Services
has adopted the Sanctuary
Model as the foundation for
how we work with clients
and each other.
It has a focus on safety, and
understanding that people’s
behavior is often affected by
trauma .
The model provides tools
and principles to overcome
the traumatic impacts of
adversity, loss and change.
We talk about things like the
importance of non-violence,
open communication, social
responsibility, emotional
intelligence, democracy,
social learning and growth
and change for all.
Speak with your worker for
more information.

MacKillop is committed to working with Aboriginal and
Torres Strait islander people and communities to ensure
the families, children and young people we work with are
safe and remain connected to their cultures and country.
MacKillop is committed to providing services that are
culturally safe, of a high quality, consistently adhere to
good practice and continually looks toward improving how
it delivers these services. If you would like more
information or have questions on anything in this booklet,
please speak with your practitioner or their supervisor.
If you are from an Aboriginal or Torres Strait Islander
community and would like to access an Aboriginal and/or
Torres Strait Islander service please let us know and we
will arrange this. If you have any other specific
requirements relating to your background, let us know
and we will endeavour to meet this need.

LGBTIQA+ inclusion
We recognise the LGBTIQA+ community may experience
unique challenges in accessing services. At MacKillop, we
commit to providing welcoming, inclusive and safe services.
We are actively working to improve our practices,
procedures and environments and are undertaking Rainbow
Tick accreditation to help us with this.

Fee policy
No fees are charged.
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Eligibility and priority

You are eligible for service if you:
• Are currently involved with Child Protection
• Have children or adolescents aged 0-17 years
• Live in the cities of Maribyrnong, Moonee Valley, Melbourne, Hobson’s Bay, Wyndham

and Melton
• Have multiple needs impacting on the care and development of children and young people
• Have found it difficult to work with other services in the past

At times of high need , there may be a waiting period for an allocated worker. Clients who are
assessed as having urgent needs will be prioritised. Clients who are waiting will be contacted
and offered phone and other indirect support during this time.
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Rights and responsibilities

Supports available

Clients have the right to:

Your Plan

• Fair access to services and supports based

on funding obligations and available
resources
• Planning and support that is tailored,

flexible and appropriate to meet individual
needs and personal goals
• Participate in decisions about services and

supports provided
• Be treated with respect and dignity and

have personal information maintained in a
confidential manner

A FPR Response Practitioner will work with
you to develop a Child and Family Action
Plan to address your own and your children’s needs. This plan identifies goals and
strategies and timelines to meet them. If
you agree to the plan you and your worker
both sign it and you will be given a copy.
The plan is reviewed every three months or
more frequently if required.
Case Closure

• Raise complaints or disputes and have

these addressed promptly and fairly
• Choose an advocate to speak on your

behalf
• Withdraw from the services of the

practitioner or program, at any time
• Be free from abuse and neglect

Your case will be closed when:

• You have met all or most of the goals in
your Child and Family Action Plan

• We have linked you in to other services
to meet your needs

• You choose to end involvement
Clients have a responsibility to:
• Work in partnership with your practitioner

and other relevant MacKillop staff to
support you
• Provide accurate information and feedback

to your practitioner to ensure your needs
are met and rights upheld
• Inform your practitioner if an arranged visit

or contact needs to be cancelled or changed
as soon as possible
• Recognise and respect the rights of all

workers
• Take responsibility for what you have

agreed to and cooperate with workers, as
outlined in your plan

• We assess that the risk to you or your
children and young people is too high
for us to manage

• There are safety risks to our staff that
cannot be managed
Re-Accessing the Service
If at some time in the future you feel you
could use some additional support please
contact Child FIRST on 1300 138 180
(Melton) 1300 775 160 (Western) and refer
yourself.
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Disability support
Where a family member has a disability,
MacKillop staff can support and advocate
for you to access the NDIS.
Speak with your worker about accessing
NDIS supports. They can also put you in
touch with MacKillop Disability Services
who provide some NDIS services including
service coordination.

Your privacy
FPR Response is committed to protecting
information that it collects, monitoring its
use and maintaining its integrity.
• We only collect information needed to

provide the services you have agreed to
• While undertaking assessment and

making decisions on the services, we
may seek information from relevant
other people (doctor, schools) with your
consent. Should relevant other people
request access to your information, this
will only be provided if they have
consent from you or subject to
legislative and regulatory information
sharing schemes i.e., Child Information
Sharing Scheme and/or Family Violence
Information Sharing Scheme.
• Your information will remain

confidential, unless it is likely to cause
harm to you or someone else and/or
there is a legal reason why this cannot
occur. MacKillop may disclose your
personal information if it is permitted
under the Privacy Act and/or state
legislation or regulation.
• You can ask to access the information

your file and any information we have on
you by contacting the Manager,
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If you require more information about this
and how to access any information held by
MacKillop , you can speak with your worker,
You can also speak with the Privacy Officer
at Head Office on 9699 9177.

Freedom from abuse and
neglect
FPR Response has a duty of care to protect
clients. The safety and well being of clients
is paramount.
What can you expect of MacKillop Family
Services?
• MacKillop Family Services has a

responsibility to report allegations of
physical and sexual abuse and extreme
neglect to the relevant authorities
(police, child protection) who may
initiate an independent investigation
• Investigations by police and child

protection authorities will take
precedence over internal investigations
• If an allegation of abuse or neglect is

made against a MacKillop staff member
or student this will be formally
investigated internally and externally by
the police or child protection
• MacKillop commits to investigating all

allegations of abuse and neglect in our
services in a transparent, confidential,
just and timely manner

Feedback and participation
We welcome feedback and participation
from family members and believe this helps
improve the way we work. We actively seek
input and feedback from you, both positive
and negative, on a regular basis.

You can give feedback at any time through
our website (anonymously if you wish) or
by talking directly to staff and managers.
Our Feedback Survey
As one way to meaningfully listen to your
voice, we would like to collect your
feedback on how we embed the
principles of our Service Charter when
engaging with you and your family. A copy
of the Service Charter is included in your
Welcome pack. Every three months and at
closure of service, your worker will ask you
to complete our Feedback survey. You can
choose to do this through an electronic
form or paper form and your worker will
check which you prefer. It is important that
we hear whether we are meeting our
obligations to you as a consumer of our
service. The survey is incredibly easy to use
and will take you less than 5 minutes to
complete. We look forward to hearing what
you have to say.

Complaints
If we have not met your expectations, or
you have a specific complaint we encourage
you to tell us and we will aim to deal with it
fully, fairly and as quickly as possible.
• You have the right to be heard and have

a say
• You have the right to be treated fairly,

equally and with respect
• You have the right to be free from

intimidation and harassment
If you are not sure how to raise issues you
are concerned about, or would like to speak
to someone who is not part of FPR, you can
contact the MacKillop Complaints Officer
on 9699 9177.

encourage you to raise your concerns with
us by:
• Firstly, contact your worker who will try

and resolve the issue. If the concern is
about your worker, contact the FPR
Program Manager
• If the concern is not resolved to your

satisfaction, you or your worker should
contact the FPR Coordinator
• If the issue is still not resolved, the

matter will be referred to the Manager
• If you are not satisfied with the

resolution, your complaint will be
referred to the Chief Executive Officer of
MacKillop Family Services, who may
investigate your complaint or ask
another organisation to do so.
All complaints will be recorded and
followed up in a timely way. You have a
right to continue access to service during
and after making a complaint.
Any complaints that involve a breach of the
rights of any person and are of a serious or
criminal nature will be reported to the
relevant authority.

Advocacy
At any time during your contact with
MacKillop you can request an independent
advocate to support you exercise your
rights.
The Department of Health and Human Services
The Office of the
Public Advocate

1300 309 337

The Equal Opportunity
Commission

1300 891 848

The Victorian Ombudsman

03 9613 6222

Most issues can be resolved quickly, so we
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Sanctuary
Commitment
Nonviolence
Emotional intelligence
Social learning
Open communication
Social responsibility
Democracy
Growth and change

Our Values
Justice
Hope
Collaboration
Compassion
Respect

Contact Us
Central Office
237 Cecil Street
South Melbourne
Victoria 3205
Phone: 03 9680 8430

ABN: 79 078 299 288

mackillop.org.au
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