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[bookmark: _Toc148956798]Glossary
	Term
	Definition

	Aboriginal 
	There is a diverse community of Aboriginal people living throughout Victoria. While the terms ‘Koorie’ or ‘Koori’ are commonly used to describe Aboriginal peoples of south-east Australia, we use the term ‘Aboriginal’ to include all people of Aboriginal and Torres Strait Islander descent.

	Client
	A person who has accepted an offer of redress, and/or their family members by origin or choice, who takes up CPC from this service. 

	Practitioner
	A trained and qualified professional who provides therapeutic interventions, treatments or services to CPC clients. Practitioners may be self-employed (for example, sole traders) or employed by a larger private company or community service organisation. They are also referred to as ‘providers’.

	Organisation
	A community service organisation or private business that employs professionally qualified practitioners and provides counselling or psychological care support services. They are also referred to as ‘providers’. 

	Provider
	A trained and qualified professional, community service organisation or private business who provides psychological care support services to CPC clients. They are also referred to as ‘practitioners’ and ‘organisations’.

	Counselling and psychological care (CPC)
	Counselling and psychological care (CPC) is one of three components of the National Redress Scheme (NRS). The NRS provides a CPC program for people who have experienced institutional child abuse as participants of the NRS, including their family members.

	National Redress Scheme (NRS)
	The NRS is for people who have experienced institutional child sexual abuse.

	CPC Service Navigator
	Service Navigators are departmental staff who support the administrative function and delivery of the CPC service, including triaging requests from clients and facilitating referrals to providers.

	Family members by origin or choice
	Includes people considered close to those who have experienced institutional child sexual abuse, acknowledging that they too are also adversely affected by those experiences. This includes biological family, extended kin and close friendships, or connections which are family-like.

	Trauma  
	Trauma is the experience of overwhelming stress.[footnoteRef:2] Trauma overwhelms a person’s ability to cope when faced with a threat. [2:  Department of Families, Fairness and Housing 2022, Trauma-informed framework: supporting children, young people and families, State of Victoria, Melbourne.
] 


	Pre-1990 Care Leavers
	People who grew up in orphanages, children’s homes, missions, foster care and other child welfare institutions prior to 1990.

	Stolen Generations, Child Migrants and/or Pre-1990 Care Leavers
	People who were in institutional care before 1990. The department acknowledges there are multiple ways people who were in institutional care before 1990 identify themselves, including ‘Care Leaver’ and ‘Forgotten Australian’.


[bookmark: _Toc148956799]Service context
The federal Department of Social Services administers the National Redress Scheme (NRS) <https://www.nationalredress.gov.au/about>.
The NRS is for people who experienced institutional child sexual abuse before 1 July 2018. It includes three components: a redress payment of up to $150,000, a direct personal response (DPR) from the responsible institution, and counselling and psychological care (CPC). The NRS commenced on 1 July 2018 and will run for 10 years.
The Victorian Department of Justice and Community Safety leads the state’s participation in the NRS. The Department of Families, Fairness and Housing (the department) leads implementation of the Victorian Government DPR program and CPC in Victoria.
From 2018 to 31 October 2023, CPC in Victoria was delivered by a statewide consortium of specialist service providers called Restore. Restore was led by the South-East Centre Against Sexual Assault and included Care Leavers Australasia Network (CLAN), Drummond Street Services, Connecting Home and 12 Victorian sexual assault support services. 
From 1 November 2023, the department will administer the statewide CPC Service (the service). 
[bookmark: _Toc148956800]Overview of the service
The service gives people who have accepted an offer of redress from the NRS access to counselling and alternative therapies to address the impacts of trauma and support healing and wellbeing. 
The service is also available to members of the person’s family of origin or choice. 
It is delivered on a fee-for-service basis by private practitioners and organisations.
Clients access the service via phone or email. They are supported by departmental staff called CPC Service Navigators. Service Navigators provide intake, triage, brief assessment and referral to providers (as needed). If the client agrees, the department then engages a provider at no cost to the client.
The department maintains an updated list of all practitioners and organisations that clients can engage with. The list includes qualifications, professional body registration and other key information. 
Clients can choose from the list or ask that their preferred practitioner be added to the list. The ‘List of CPC providers’ section outlines the process for providers to be approved. Providers complete the application form, Form A < https://www.vic.gov.au/national-redress-counselling-psychological-care-providers>.
[bookmark: _Toc256778633][bookmark: _Toc148956801]Eligibility
The service is available to all people who:
applied for and accepted an offer of redress (whether or not they ticked CPC in their redress application or offer) while living in Victoria
accepted an offer of redress in another state but now reside in Victoria
family members, including family by choice, of people in the above two categories.
[bookmark: _Toc148956802]How clients access the service
A client can contact the department directly by phone on 1800 716 869 or email cpc@dffh.vic.gov.au, <cpc@dffh.vic.gov.au> and discuss CPC, including alternative therapy options with department staff. 
The department’s website <https://www.vic.gov.au/national-redress-counselling-psychological-care> provides information for clients, practitioners and organisations about how to: 
make a self-referral 
· make a referral from a provider or other support agency
apply to be a CPC service provider (individual practitioner or organisation)
· discuss existing service access arrangements and make changes if needed.
CPC Service Navigators provide the first point of contact for clients, service providers and family members. 
CPC Service Navigators will talk to clients about their needs and help them access the service. They will provide a referral for the service or alternative therapy. They act as consistent points of contact for clients who want to reconnect with the service at a later stage. 
CPC Service Navigators also provide information and support for practitioners delivering services.
CPC Service Navigators establish and maintain a Proposed client service plan Form B <https://www.vic.gov.au/national-redress-counselling-psychological-care-providers> in partnership with the client and practitioner. 
[bookmark: _Toc148956803]Types of therapy the service offers
The service offers evidence-based and best practice therapies that address the effects of trauma for people who experienced institutional child sexual abuse, and their family members.
Counselling
Practitioners may be trained in one, or use a mix of, the modalities listed in Table 1 below.
Table 1: Counselling and other evidence-based therapies offered through the service.
	Professionals
	Modalities

	Psychologists
Social workers
Mental health nurses
Psychiatrists
Aboriginal and Torres Strait Islander health workers
Psychotherapists
Counsellors
	Cognitive behavioural therapy
Cognitive analytic therapy
Eye movement desensitisation and reprocessing (EMDR)
Family and relationship therapy
Therapeutic group work
Psychoanalysis
Mental-health focused psychological therapy 


Alternative therapies
The service offers a limited number of alternative therapy services based on client requests. Practitioners who provide alternative therapies must meet the qualifications and credentials needed to be placed on the list of CPC providers.
Alternative therapies are listed in Table 2 below. 
Table 2: Alternative therapies offered through the service
	Professionals
	Modalities

	Psychologists
Psychiatrists
Social workers
Mental health nurses
Aboriginal and Torres Strait Islander health workers
Psychotherapists
Counsellors 
	Animal assisted (i.e., equine)
Creative – art, music, dance therapy
Mind–body somatic therapies – somatic psychology, gestalt therapy, somatic experiencing, biofeedback and breathwork
Therapeutic case work / care management for people with complex needs requiring support to coordinate multiple services


[bookmark: _Toc148956804]Service duration, intensity and mix of modalities
Clients using the service will have different support needs and will require varying levels of intervention.
A person who has accepted an offer of redress can access counselling or an alternative therapy for up to 20 sessions per year. Individual sessions are usually 50–60 minutes. Practitioners can recommend extensions to this, subject to departmental approval.
· Family members by origin or choice can access up to 20 (50–60 minute) sessions of CPC or alternative therapy (per person) with no option for extension.
Regardless of the duration, interventions will prepare all clients to exit the service in a supported and safe way. Interventions will focus on this transition. 
Brief interventions
The service also provides brief interventions (one-off or short-term CPC sessions) that may be appropriate:
to provide tools to support longer-term recovery
· when debriefing is needed after a significant event, meeting or process
when support is needed to manage a ‘live’ situation
· when a client is not able to undertake long-term therapy, for example due to unstable housing or ongoing personal challenges 
to support a client to try the therapy before making a longer-term commitment.
Longer-term interventions
For longer-term interventions, practitioners need to establish clear goals with the client at the outset. These goals will guide the length of the intervention and help to assess progress. Practitioners need to quickly identify when a client is not progressing towards their goals, and make changes or put different supports in place.


[bookmark: _Toc148956805]List of CPC providers
The department is responsible for building and maintaining a list of CPC providers (the list) who provide services. All providers must apply, be approved, and placed on the list before being engaged to provide services to a client.
To be approved, providers must meet the following requirements. These must be reviewed and updated annually:
· commit to the National Service Standards for the Provision of State and/or Territory-Based Counselling and Psychological Care (Attachment 1)
· hold a recognised qualification (minimum undergraduate level) and have experience working with adults affected by complex trauma and child sexual abuse, using trauma-informed, person-centred approaches
· hold credentials, accreditation and/or qualifications and registration where possible for alternative therapies, and have experience working with adults affected by complex trauma and child sexual abuse, using trauma-informed, person-centred approaches
· be registered with a recognised professional body or association 
· hold public liability insurance to $10 million and professional indemnity to $5 million 
· agree to provide only services approved by the department to verified clients
· demonstrate experience delivering services in a culturally safe and diversity-inclusive manner 
· agree to provide the department with a proposed client service plan for approval for each client prior to claiming payment of CPC fees Form B <https://www.vic.gov.au/national-redress-counselling-psychological-care-providers>
· declare any past or current association with an institution in which abuse of children occurred that they are aware of (for example, an institution that falls within the scope of the NRS, regardless of whether they are currently participating in the NRS)
· adhere to the Victorian Government's Supplier Code of Conduct available at the Victorian Government Purchasing Board website <www.procurement.vic.gov.au/Suppliers/Supplier-Code-of-Conduct>. Updates and amendments to the Code will also be made available at this website. 
Note: Where services are provided by an organisation, its practitioners and therapists must meet the above requirements. It is the responsibility of the organisation to keep the department informed of changes to practitioners providing services to clients, and update their details.
[bookmark: _Toc148956806]Applying to become an approved practitioner or organisation
Practitioners or organisations may be approached to apply to be placed on the list of CPC providers for one of the following reasons:
the client has an existing relationship with the practitioner
· the client has identified the practitioner or organisation by choice
a CPC Service Navigator identified the practitioner as suitable to provide services for a client who asked for help choosing a practitioner.
Providers must complete Form A <https://www.vic.gov.au/national-redress-counselling-psychological-care-providers>. This includes:
evidence of insurance (public liability up to $10 million and $5 million professional indemnity) with a reputable insurer
· evidence of relevant professional qualifications
evidence of registration with relevant professional association.
Providers will be notified in writing of the outcome of their application. A proposed client service plan (refer to the next section) must be completed and approved before commencing services. 
Providers can also apply directly to the department to be placed on the list by completing and submitting Form A <https://www.vic.gov.au/national-redress-counselling-psychological-care-providers>. Notification of approval and addition to the list of CPC providers will be in writing. Inclusion on the list does not guarantee client referral for services.
[bookmark: _Toc148956807]Providing services and receiving payment
Proposed client service plan
A Form B ‘Proposed client service plan’ <https://www.vic.gov.au/national-redress-counselling-psychological-care-providers> must be approved by the department before a provider can provide services to a client. The proposed client service plan includes:
identification details
· confirmation of any current or former association with an institution participating in the NRS or named in the Royal Commission into Institutional Responses to Child Sexual Abuse, if applicable 
confirmation the client has not had to complete an application form disclosing their experience of institutional child sexual abuse to access service
· client consent to discuss the proposed client service plan
type of service provided, rate per session, schedule of sessions, start and anticipated end dates
· any additional requirements or agreements associated with providing services
service billing details ,including policy and process for billing for unattended or late cancellations of appointments
Once the client service plan is approved, department staff will give providers the process for payment in writing, including a vendor application form.
Service pricing guide
Approved services are listed below along with the maximum fee. Providers are to charge their standard fee within the maximum amounts available. 
Sessions are to be wholly funded by the service. Providers must not draw partial funding from other sources such as Medicare, private health insurance or the client. 
Table 3: Service price guide
	Type of service
	Maximum fee per session (GST inclusive)

	Counselling services
Therapeutic counselling delivered by a qualified practitioner
	$200 per 50-minute session

	Psychological services
Assessment, diagnoses, reports and treatment, and review delivered by a registered psychologist
	$250 per 50-minute session


	Psychiatric services
Assessment, diagnoses, reports and treatment, and review delivered by a registered psychiatrist 
	$500 for initial consult fee
$300 for no less than a 30-minute follow up appointment

	Group work
Participation in a structured therapeutic group program facilitated by a qualified practitioner
	$85 per person, per session 

	Alternative therapies
Accredited and credentialed practitioner 
	$150 per session
$200 per session for equine therapy




[bookmark: _Toc148956808]Expectations of service providers
[bookmark: _Toc148956809]Service principles
All CPC providers are expected to deliver services in line with the service principles below.
Table 4: Service principles
	Principle
	Description

	Trauma-informed practice
	Trauma-informed practice recognises that trauma is common and that people accessing services and people delivering services may be affected by trauma. It is an approach that is holistic, empowering, strengths-focused, collaborative and reflective. It promotes physical, emotional, spiritual and cultural safety.
The client’s experience of abuse and its impacts should never be in question. The client’s experience of trauma is to be recognised and responded to sensitively throughout the provision of therapeutic support.

	Person-centred treatment
	Treatment is uniquely tailored to individual client needs, preferences and goals in collaboration with other care professionals where required.

	Recovery-oriented treatment
	Treatment focuses on an individual’s journey towards recovery and resilience, rather than just symptom management. It uses evidence-based and informed treatment approaches.

	Choice, collaboration and empowerment 
	The client’s voice is central to the service. All processes for access to and services provided will be flexible and responsive to their preferences, needs and values. They will be respected, listened to, and their choice and control over planning and decision-making for their CPC will be maximised. The service promotes ‘working with’ rather than ‘doing for’ the client.

	Trustworthiness
	The service promotes transparency, clarity and consistency. Communications with clients will be honest and clear. The service is confidential with safe record keeping and information storage always maintained.  

	Strength in diversity
	The service is flexible and responsive to a client’s complex and intersectional needs. The service will be individualised to the meet the preferences and recognise the strengths of people: 
who identify as Aboriginal
from diverse cultural, linguistic and faith backgrounds 
with disability
with diversity of sexuality, gender identity and intersex variations, and of different ages 
experiencing mental health issues 
identifying as part of a particular group such as Stolen Generations, Child Migrants and/or Pre-1990 Care Leavers.

	Aboriginal self-determination
	The Victorian Government is committed to the principle of Aboriginal self-determination. There is no single approach to Aboriginal self-determination. The histories and requirements of each Aboriginal community are unique. Aboriginal people will be empowered to own, direct and make decisions about their CPC.

	Accessibility
	The service is accessible and equitable to all people. Attitudes, behaviours and practices will enable full and equal participation. Clients will be able to access CPC and alternative therapies with minimal difficulty and at no cost. 


[bookmark: _Toc148956810]Service location and setting
Services (face to face, online and phone) are expected to be delivered in locations and spaces that reflect clients’ needs and preferences. This will ensure better outcomes from the therapeutic engagement. It includes the use of non-traditional settings (such as walking in the park or away from the office). This recognises that for many people, a traditional ‘four-wall’ approach is not appropriate or conducive to undertaking therapeutic work. 
Emotional safety may be as important as physical safety when choosing a location to engage in a therapeutic process. People can feel unsafe both physically and emotionally in some traditional therapy locations, such as general practices or sexual assault support services. This may have been because they fear community members will see them seeking a service that may ostracise them from their community. 
In limited circumstances where clients face service accessibility difficulties, the service may cover a client’s travel costs or offer other support for them to access the service. This may be the case, for example, if they have difficulties physically attending a provider location due to mobility issues or disability. Please contact the service to discuss accessibility needs.
[bookmark: _Toc148956811]Working within NRS legislation and standards
Services must be administered and delivered in accordance with the Commonwealth National Redress Scheme for Institutional Child Sexual Abuse Act 2018 and the National Redress Scheme for Institutional Child Sexual Abuse Rules 2018. 
In electing to deliver CPC services, providers will be required to commit to service standards consistent with the guiding principles for service systems outlined in the National Service Standards for the Provision of State and/or Territory Based Counselling and Psychological Care (included in Attachment 1).
[bookmark: _Toc148956812]Privacy, confidentiality and information management
[bookmark: _Toc328050857][bookmark: _Toc328056194][bookmark: _Toc529525416]Providers must deliver services in accordance with privacy and data protection laws that govern the collection, use, storage, destruction and disclosure of identifiable information relating to CPC clients. This includes: the Privacy and Data Protection Act 2014, Health Records Act 2001 and the Freedom of Information Act 1982.
Providers will maintain accurate and comprehensive client records. Information systems will ensure electronic documents and records are secure, safe and accessible only by appropriate personnel. Providers will manage all personal information in accordance with the Privacy and Data Protection Act 2014 and the Health Records Act 2001.
Confidential information must not be disclosed to any third party without prior written consent of the concerned party, except where disclosure is considered reasonable or required by law or other legislation. Confidential information includes personal information and health information, as well as information or data that is confidential to a party or should reasonably be considered confidential. Information sharing practices will also comply with the Family Violence Protection Act 2008 and the Child Wellbeing and Safety Act 2005.
[bookmark: _Toc148956813]Complaints and allegations management
Providers will have documented processes in place for managing feedback, complaints and allegations by clients. The procedures will meet all legislative and departmental guidelines including Victoria’s Reportable Conduct Scheme <https://providers.dffh.vic.gov.au/reportable-conduct-scheme>. 
Providers will clearly communicate the standard of service people should expect to receive, and what they can do if they are unsatisfied. People will be encouraged and supported to provide feedback (informal and formal). Providers will be flexible and responsive to feedback and use the information to inform future service development and delivery.
Providers will have processes and disciplinary actions in place to respond to allegations of misconduct or abuse.


[bookmark: _Toc145581911][bookmark: _Toc148956814]Attachment 1: National Service Standards for the Provision of State and/or Territory Based Counselling and Psychological Care
In electing to deliver counselling and psychological care (CPC) services, a jurisdiction will be required to commit to service standards consistent with the following guiding principles for service systems outlined in the Royal Commission’s Final report. These include for services to be collaborative, available, accessible, high quality and inclusive of Aboriginal and Torres Strait Islander healing approaches.
Based on these principles, the jurisdiction will be required to commit to the following service standards in the delivery of CPC to survivors.
Make the first point of contact with referred survivors by providing them with information about their services (i.e. how to access the services and what is available etc.) 
Do not require referred survivors to complete a new application form disclosing their experience to access services. 
Provide a minimum of 20 hours of CPC to survivors, at their election, over the course of the survivor's lifetime. 
Provide access to CPC for all survivors entitled to redress under the NRS, including rural, regional and remote areas. 
The preferences of the survivor will be taken into account when developing a plan for their care. 
Providers will be qualified and appropriately skilled in working with survivors with complex trauma, have an understanding of the effects of institutional child sexual abuse and be registered with a relevant professional association. 
Maintain appropriate oversight, monitoring and review of CPC service delivery and ensure survivors have access to a complaints mechanism for the CPC services, including referrals to relevant professional organisations. 
Provide a range of delivery options to meet the needs of different survivors (for example, face to face, phone, online video chat, mobile apps and group therapy). 
Support survivors with complex and additional needs with referrals to other providers with specialist expertise. 
Be culturally appropriate and consider the diversity of the survivor such as needs related to disability, gender, sexuality, and language. 
Provide culturally appropriate CPC for Aboriginal and Torres Strait Islander survivors. 
The NRS should provide survivors with clear and accessible information on the availability of CPC, which should be made in a non-intrusive, compassionate and helpful manner. 
Use best efforts to provide to the Scheme Operator data on the usage of services by survivors, including information regarding the number of referrals made to funded agencies by survivors entitled to redress, and information on complaints. 
Any evaluation and monitoring of the of the redress scheme should extend to the provision of CPC services.
It is acknowledged that in some circumstances it may be impractical or impossible for the jurisdiction to comply with some or all of these standards. These circumstances may include where the survivor (a) cannot be contacted despite the jurisdiction’s best efforts; (b) has moved interstate or overseas; (c) detained in a correctional or other secure facility; or (d) is otherwise incapacitated.
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