Emerging Minds Families

FACT SHEET

GETTING THROUGH TOUGH TIMES

Collaboration and care
between families and service
providers

Before you start ...

There are some important things to know before
continuing.

Voices of lived experience

This fact sheet is part of a series we created
with families who have been through tough
times to spark hope and give you and your
family new ideas for navigating services.

We hope these resources have something to
offer all families, but recognise they are simply
a snapshot reflecting the lived experiences

of the families who helped us create them -
other families will have different experiences
and stories.

We also intentionally create resources that
reflect Aboriginal and Torres Strait Islander
ways of knowing, being and doing with
guidance from our National Aboriginal and
Torres Strait Islander Consultancy Group and
partners.

For more information please see
emergingminds.com.au/working-with-
aboriginal-and-torres-strait-islander-peoples

Language notes: ‘Parents’

Emerging Minds acknowledges that families
come in many forms. In our resources, the term
‘parent’ encompasses biological, adoptive,
foster and kinship carers as well as individuals
who have chosen to take up primary or shared
responsibility in raising children. Our resources
aim to support families and the children

in their care. We acknowledge that every

child is unique and has different strengths,
vulnerabilities and experiences that shape
their health and development.

When we are under stress and navigating
difficulties, it can be easy to forget that there are
service workers and volunteers out there who
can meet us where we are at, walk alongside us,
and do their best to meet our family’s needs with
care and respect.

We spoke to families about their experiences
with services that were respectful and
collaborative. We hope the following stories
might offer you hope and serve as a reminder of
what is possible.
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Before you start, take @

a moment to think
about ...

... the times you've felt most supported
when accessing a service:

- What do you think made that possible?

- What did the worker do, not do, say, or
not say that made a difference to you; or
what was it about your experience of the
service as a whole?

- Was it possible to let the worker/service
know you felt supported?

Stories of collaboration and care
from families

As you read the following stories of solidarity
and support in times when families have
accessed services, pay attention to what stands
out to you.

Services seeing us as a family

‘When | was going through some really s*** stulff,
| was homeless and living in a refuge as a young
single parent. My son was living between myself
and my mum, so not with me all the time. The
refuge staff still made sure that | had a family
room and | had stuff for my son. They never
assumed it was just me. They always assumed
that my son could be with me. They gave me

all the resources they had for supporting
children, including linking me with a worker

who worked with younger children. They were
always consistent. When | left the refuge | had
an outreach worker — my son still wasn’t with
me full time - but the outreach worker planned
everything as though we were a family unit.
That acknowledgment, that even though my son
wasn’'t always with me physically — we were still
a family; we would always be a family unit. They
helped me with childcare, school, free tickets
for family activities. They didn’t deprive me of
family resources just because | didn’t have my
child living with me at that moment. | was 21 at
the time. They were amazing; | am so grateful to

them. I'm now 25 and | look after my son full time.

| can genuinely say if it wasn’t for those services,
| would not be able to be my son’s sole guardian.

- Elliot, parent, Kaurna Country

Small things making a huge difference

‘Once | went to a Centrelink office and the
person | was speaking to looked at me and said,
“Oh, this must be really tough for you!” | thought,
“Yeah, it is really tough.” | don’t know if that was
his exact words, but that’s what the words he said
meant, and that was huge. He also found out that
| was being charged the highest amount for a
debt repayment. And he said, “Oh, why don’t we
fix this right now?” and something along the lines
of “How stupid is it that you're homeless and
you're repaying the highest rate?!” So yeah, that
was really helpful and so simple, you know, such
a simple thing to do.

- Emi, parent, Ngarrindjeri Country

Caring and being honest

‘There was one really helpful housing service -
the way that they worked with us as a family, they
were just upfront. We had an appointment in two
weeks and they said, “Look, we can’t help until
then, but come back, we’ll get you a house.” We
got a house in the meantime. When people were
compassionate and listened and engaged with
the awfulness of our situation and didn’t tell me
stupid stuff like “Why aren’t the kids in school?” It
made a difference’

- Emi, parent, Ngarrindjeri Country

KAYLA, 11 YEARS OLD
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Helping us with practical and emotional support

‘We found that (the Department of) Human
Services helped us. And | know that’s not
everybody’s experience, but in times of crisis
they stepped in and said, “What can we do?
Are you willing to accept our help?” And we did.
They did marvelous things for us. They linked
us into all sorts of services, couples counselling,
counselling for the kids. They even babysat our
kids while we went to therapy sessions. At first

| didn’t want them in the family, | just thought
they were gonna take my children away. But they
actually helped, they supported us when | was
in crisis and couldn’t do anything. If we hadn’t
had somebody step in, the crisis would’ve just
escalated.

— Ann, parent, Wurundjeri Country

Child focused support

‘In the first refuge, the kids had their own worker
as well, and that was significant for them, to have
somebody who was separate from me who was
just a children’s worker. | kind of recognised that
| had lost my faith in my ability to parent safely.
And | recognised that | wasn’'t able to see what
the kids needed because | was so traumatised.
So it was actually a relief. | could kind of think,
“Well, if worst comes to worst, this worker is
gonna make the call that | can’t parent my
children any longer.” And even though that didn’t
happen, | managed to hang onto them, it was a
relief to know that somebody had that eye on
things for my kids.

- Emi, parent, Ngarrindjeri Country

Family focused support

‘Carers Gateway was a great one for us. When |
was unwell, they came in and got me a support
worker to take me out of the house so that |
could actually be human, | guess. And then they
also provided care and respite for the children as
well. So that just helped the family. During those
early years, it was really important to have those
services, to support the family. When you can
get services like that that are helpful and assist
in doing your daily stuff, like taking the kids away
for the day just to get them out into the fresh air
and have a play and you can just go, “OK, | can
relax for five minutes and not stress.” It was just
nice to have that break’

- Jason, parent, Lutruwita Country

Walking alongside me

‘The Women'’s Information Service saved my life
because | didn’t have anyone to take with me
to the court. And when | realised that service is
available, that they send a female - it was like

a really, really big support. Just someone to

sit next to me because | didn't wanna sit in the
courtroom alone’

- M, parent, Kaurna Country

Caring about our children

‘I remember we were at this family reunification
meeting and child protection was saying all

the s** about us. And we ended up getting so
angry that we just got up and walked out. And
the advocate for our kids, she comes running
out after us and she was like, “Hang on, hang on.
Have a chat with me.” And we stopped and had
a cigarette and she said: “Let me tell you one
thing.” She goes, “Your kids really f***ing love
you. And they really wanna come home.” And |
was just like, “Well, | will do whatever the f*** it
takes to get them home.” It was people like that.
They didn’t care if we swore. They didn’t care
how we acted. She was more on our level. Not
like, “I've got a degree - I'm better than you”
They were more interested in actually helping us
do the right thing.

- Rachael, parent, Kaurna Country

Stories of collaboration and care
from workers

We also heard from some service workers about
the ways they have found to work in solidarity
with families.

Taking a human rights approach

‘What | try to do as a worker in a service for poor
folks and families is work to change the culture
from a charity model to one focused on human
rights. Calling out (or in) coworkers who display
classist or stigmatising views about people who
access the service, hearing stories from people
who have had bad experiences with colleagues
and validating that (through just sharing their
experience with the colleague or referring it for a
formal complaints process) and finding creative
ways to tweak our reporting to allow us to deliver
better frontline services, are all acts of resistance
against the “us vs them” way of doing things.

- Mental health social worker, Kaurna Country

— Read more about standing up to shame and
stigma
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Meeting families where they are at

‘One of my clients who is from a non-English
speaking background rang an Australian
government department wanting help to find out
the safety of family overseas in a war-torn context
and to find out about humanitarian supports

and visa options. Despite my clients’ request to
get an interpreter the worker for the department
said, “Let’s just see as we go ... | might be able to
understand you.” My client hung up without the
information she rang for. We have been using her
counselling sessions with a paid interpreter funded
by our service to call the agencies she needs help
from until we can get a better response.

- Family therapist, Kaurna Country

Educating communities

‘Often when a mother is referred to our counselling
service after having a child removed because

of domestic violence, not only is she facing the
harm of the abuse and the grief that comes with
losing contact with a child; she has also been
recruited into feelings of guilt and blame for this
unimaginable reality by being told to: “Go and get
counselling to stop the pattern of being attracted
to or having relationships with violent men.”

‘It has us realising that the main work is educating
other practitioners and the broader community
about the politics of abuse, power and control, and
to stop blaming women.

- Family therapist, Kaurna Country

Take a moment to @

think about ...

- What stood out to you from reading
these stories?

- What are the ways that reading these
stories will support you next time you
access a service?

Helpful resources

- Carer Gateway (Australia wide)

- Women’s Information Service (South Australia)

Experiences and skills of families
living in poverty

Poverty is more than struggling with money.
Read about some of the skills families have used
to survive poverty in our fact sheet Experiences
and skills of families living in poverty.

For other states search online using the words
‘women’s information support services near me’.

For your local Department of Human Services,
search the department name and your state.

AVAILABLE HERE

View all Money,
housing and health
resources

Are you a practitioner wanting to share
this resource with a person or family?

First check out our practitioner guide
emergingminds.com.au/resources/
practitioner-guide-money-housing-and-
health-resources

Emerging Minds Families

For more resources to support the mental
health and wellbeing of your family visit

emergingminds.com.au/families

Or you can follow us on social media or our
podcast channel:

instagram.com/emergingmindsau

@) facebook.com/EMFamilies

@ emergingminds.com.au/families/podcasts

Emerging Minds leads the National Workforce Centre for Child Mental Health
(NWC). The NWC is funded by the Australian Government Department of
Health under the National Support for Child and Youth Mental Health Program.
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