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Foreword

About Carers
Queensland

Carers Queensland Inc. represents, supports and
advocates for unpaid family carers throughout
Queensland and provides services that are responsive
to their needs.
There are 2.7 million unpaid family carers in Australia: parents caring for children young and old with a physical or
intellectual disability, adults caring for ageing and frail parents, young carers who support an ill or disabled mum, dad
or other relative, and partners caring for people with chronic disease. The combined range and scope of the unpaid
family caring effort is extraordinarily large.
In Queensland there are 494,200 carers; translating to one in eight persons in the State who has a caring role. It is estimated
that $8.3 billion in resources would be required each year from the government’s health and community sector to replace
the work carried out by unpaid carers in Queensland if they could no longer undertake their caring role.
This Strategic Plan is focused on high level goals and activities. It will be underpinned by dynamic and agile continuous
quality improvement and action plans to ensure that the organisation continues to work towards its strategic
directions, whilst responding to the opportunities and threats of an ever changing environment. This environment is
becoming highly competitive and expectations for services provided on a consumer directed care basis are increasing.
Recipients also expect services to represent good value for money, and be flexible enough to respond to the diverse
needs of our client group.

Our Vision
& Mission

Vision: An Australia that values and supports carers.

Purpose
We Work To

• To improve the health, wellbeing, resilience and financial security of carers.
• To ensure that caring is a shared responsibility of family, community and Government.

Values/
Principles

We are forward thinking and innovative and we value:
• respect and dignity
• equity and diversity
• honesty and confidentiality
• integrity and accountability
• empathy and compassion
• courage and fortitude

The Way
We Work

• Carers, the people that they care for and their families are the centre of everything that we
do; we support self-directed services.
• Our work is undertaken in close collaboration with carers, our state and territory Carers
Associations and strategic partners; working towards a common goal.
• We act with integrity, ensuring accountable and ethical organisational practice.
• As part of the national network, our work encourages personal growth and empowerment,
especially of carers, the people they care for and their families.
• We celebrate diversity, recognising that carers come from all walks of life and have different needs.
• We strive for innovation, and continuous improvement. Carers Queensland will achieve its
mission through awareness raising, advocacy and the delivery of statewide services.

Our service offerings are likely to expand during the life of this Strategic Plan, as they have over the past three years.
Increasingly, our programs and service offerings are being developed based on a holistic view of caring families and,
where relevant and appropriate, we are providing services to both the carer and the person they care for.
Carers Queensland Board and staff look forward to working with carers, their families, government, stakeholders,
community organisations and private business to meet the challenges that come our way over the next three years.

Mission: To improve the quality of life of all carers
throughout Queensland.

Carers Queensland is the peak body representing and advocating on behalf of carers
throughout Queensland.

Jim Toohey
President of the Board of Governance

Debra Cottrell
Chief Executive Officer

Carers Queensland Inc.

Carers Queensland Inc.

Core
Business

We work collaboratively with the Carers Associations in each state and territory and our
partners to influence the development of policies and essential services at a state level.
Our core work includes:
• representing the voice of carers
• raising awareness of carers and caring in our communities
• research, policy development and effective advocacy, and
• providing quality services and programs to support the needs of carers and the people they care for.
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Strategic Goals for 2015 – 2018
There are five key goals for the 2015 - 2018 Strategic Plan period.

Goal 1: Carer services

Goal 3: Community engagement

Objectives:

Objectives:

1.1 Develop and provide flexible and contemporary direct services to caring families that meet their diverse needs in
a changing and challenging environment
1.2 Identify new opportunities for growth in service provision through the introduction of the National Disability
Insurance Scheme into Queensland, the reforms in the health, mental health and aged care sectors and through
increased untied funding
1.3 Increase our service offerings to better respond to the needs of
Aboriginal and Torres Strait Islander carers, CALD carers and
LGBTI carers and those in regional and remote areas
through increased skills base, innovative program design,
contemporary policies and procedures, and technology
1.4 Deliver contracted outputs in the following service
areas to carers and, where contracted, those they
care for, within best practice and quality assurance
frameworks:
• Counselling, support, information and advocacy
• Client care assessment and coordination
• Information, education and accredited and
non-accredited training
• Sector support and development
• Planning and transition support
• NDIS readiness
• Information, linkages and capacity building

3.1 Provide a variety of ways to interact and engage with carers to
ensure the voices of carers are heard and inform all aspects of the
work we undertake
3.2 Improve knowledge of, and access to services for carers through the
establishment of strong localised community networks
3.3 Undertake awareness, social media, marketing & communication activities
that raise care awareness within community and business sectors
3.4 Participate in forums, networks, focus groups, workshops and advisory bodies to
co-design and influence services provision and reforms in the carer space

Goal 2: Sector development

Goal 5: Network development

Objectives:

Objectives:

2.1 Establish and develop strategic partnerships and collaborative
arrangements
2.2 Work with key stakeholders to identify barriers, gaps and solutions in current service provision
2.3 Provide information, education and training regarding carers and the caring role to other service providers
2.4 Undertake and contribute to research, policy and planning on a state and national basis, that contributes to high
quality services for carers and those who they care for

5.1 Strengthen Carers Queensland’s internal network, through activities that encourage and support cross unit
interaction between staff of the organisation’s 13 office locations
5.2 Value our staff and volunteers
5.3 Participate in opportunities to develop new national service offerings and responses to emergent carer needs,
with the national network associations
5.4 Demonstrate and encourage transparency, sharing of resources and learnings through the collective intelligence
of the national network associations
5.5 Develop a business mindset that will meet the challenges of the new environment

Goal 4: Government influence
Objectives:
4.1 Demonstrate that Carers Queensland is a provider of choice through sound governance, cultural inclusion,
leadership, and robust monitoring, reporting, evaluation and continuous quality improvement systems
4.2 Undertake high level advocacy on systemic carer issues
4.3 Provide submissions to government and other relevant organisations to influence legislation, policies, strategies
and program design in a positive way for carers and the person who they care for
4.4 Be recognised as the voice of carer issues in Queensland
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Strategic Plan Flowchart 2015 – 2018
Plan Implementation Flowchart 2015-2018 - Examples

Strategic Plan - Goal 1
• Carer Services

Objective

Strategic Plan - Goal 2
• Sector Development

Objective

Strategic Plan - Goal 2
• Community Engagement

Objective

Strategic Plan - Goal 2
• Government Influence

Objective

Strategic Plan - Goal 2
• Network Development

Objective

• Develop and provide flexible and
contemporary direct services to
caring families that meet their
diverse needs in a changing and
challenging environment

• Establish and develop strategic
partnerships and collaborative
arrangements

• Provide a variety of ways to interact
and engage with carers to ensure the
voices of carers are heard and inform
all aspects of the work we undertake

• Demonstrate that Carers Queensland
is a provider of choice through good
governance, cultural inclusion,
leadership and robust monitoring,
reporting, evaluation and continuous
quality improvement systems

• Strengthen Carers Queensland’s
internal network, through activities
that encourage and support cross
unit interaction between staff of the
organisation’s 13 offices

Continuous Quality
Improvement Plan
• Become a provider of Aged
Care Packages

Continuous Quality
Improvement Plan
• Increase the number of
organisational Memorandum of
Understanding by 25%

Continuous Quality
Improvement Plan
• Increase interaction between
Directors and carers

Continuous Quality
Improvement Plan
• Undertake whole of organisation
accreditation

Continuous Quality
Improvement Plan
• Increase staff knowledge,
understanding and participation in
activities & programs undertaken by
Carers Queensland

Action Plan
• Complete and submit an
Application for Approval to
Provide Aged Care by July 2015

Action Plan
• Identify organisations that
demonstrate mutual benefit
and alignment with Carers
Queensland

Action Plan
• Develop a program of Director
and Carer Conversations in each
region and implement same over
the next 18 month period

Action Plan
• Develop an implementation plan
to become ISO Accredited by
October 2016

Action Plan
• Implement ‘Awareness Month’
where regional teams and or
program based teams send daily
updates on their activities to all staff
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Achievement highlights from our
2012-2015 Strategic Plan

Goal 2 – Individual capacity and resilience of carers

The last three years seem to have flown by and we set ourselves some pretty big objectives
around what we wanted to deliver. Here is a summary.

Goal 1 – Capacity and resilience of the caring role

Counselling
40,000 hours of counselling
12,671 sessions
3,738 carers
1,077 group sessions

Young Carers
Over 1380 young
carers supported.
300 young carers
attended camps,
events & activities.

Improve carers’ health
and wellbeing
Established a partnership with Headspace to
run the Coaching Young People for Success
program, which has seen the birth of new
ambassadors for young carers looking after
those with mental health issues.
Developed and are rolling out a Carers
Wellbeing Program called Carers Living Well.
Continued the counselling program with
Wuchopperen Health Service for Aboriginal and
Torres Strait Islander carers in the Far North.

Carers Advisory Service
15,557 callers
9,000 carers
250,000 information brochures
14,824 referrals

Increase social participation
for carers

Promote long term planning

123 different support groups per year
bringing carers together

National Disability Insurance Scheme
(NDIS) – we delivered 34 Participant
Readiness workshops, with more
planned in 2015/2016.

A total of 5,836 carers attended 753 sessions.

We have continued our Director and
Carer Consultation Program holding
carer conversations in all of our
regional areas.

Increasing carer’s ability to
exercise their rights and
self advocate
Supported 1,205 carers going
through the Queensland Civil
and Administrative Tribunal and
attended 380 QCAT hearings.

Increase community
awareness
Carers Week - 177 events including the
Carer-Friendly Business Awards, regional
activities and young carer events. Raising
awareness of carers in the community
through bridge banners, motorway
signage and media coverage.
Increased social media presence to
over 2,500 Facebook and 1,600
Twitter followers.
Free advertising secured included
radio advertising, bus & taxi decals and
GoogleAds.
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334 carers are members of online forum
Friends Care Online, a safe online space
where carers can come together to
discuss their caring issues.

Increase capacity to influence
positive sector change

58 Advocacy training workshops
delivered to 476 carers.

Our Regional Training Organisation unit
implemented the web based Working
Carers Tool Kit. This self-assessment
questionnaire identifies if workplaces are
carer-friendly and gives practical advice
on how to support working carers.
Increase capacity to influence positive sector change
Delivered Young Carer Education Toolkit
to all schools in Queensland.
Our Regional Training Organisation unit implemented the
web based Working Carers Tool Kit. This self-assessment
questionnaire identifies if workplaces are carer-friendly and
gives practical advice on how to support working carers.
Delivered Young Carer Education Toolkit to all schools in
Queensland
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Achievement highlights from our 2012-2015 Strategic Plan continued....

Goal 4 – Organisational capacity and resilience

Goal 3 – Financial capacity and resilience for carers
Increase untied funds
Quality assurance
We have ensured that robust quality assurance,
monitoring and reporting systems are in place with
Board Directors undertaking relevant training and
performance analysis, an annual review of the Strategic,
Risk Management and Operational Plans and the
implementation of activities in the Quality Assurance Plan.

Increase financial literacy
Comprehensive information on
financial literacy was placed on
our website.
This has been translated into
26 languages.

100% compliance with external Accreditation
requirements (i.e. HACC, RTO, Advocacy, Disability
Services, Your Life Your Choice).

The voice of carer issues in Queensland

Increase training and educational
opportunities
Trained 22 carers to achieve their Certificate
III in Community Services Work and five carers
through the Certificate III in Aged Care. 84 carers
are currently studying in our regional offices.

Increase carers’ access to
programs, goods and services that
have a positive financial impact
Launch of The CARE Program in
December 2013, which offers discounts
on common goods and services to
Carers Queensland members.
1154 No Interest Loans have been
issued to family carers.

Undertook an RTO accreditation process and
have been successful in obtaining a further five
year accreditation.

We are recognised as the peak body for carer issues in
Queensland, representing carers on relevant high level
government and organisation advisory groups including
the Queensland Carers Advisory Council, Queensland NDIS
Transitional Advisory Group, Queensland Disability Partnership
Group and the Statewide Dementia Steering Group.
We submit a state government budget bid annually informed
by carer consultations.

Promoted the Young Carer Bursary Scheme
Initiative with 40 Queensland young carers being
successful receiving a total of $21,700.
Increase capacity to influence positive sector change

Delivered Young Carer Education Toolkit to all schools in
Queensland

Value staff and volunteers
We have valued our own, very
important staff and volunteers
by implementing the Employee
Assistance Program.
We have introduced bi monthly staff
newsletters and bi monthly Senior
Management Group communiques.

We have submitted policy submission to a range of
government and other organisations, informed by carers.
We continue quarterly carer surveys including the annual
Quality of Life Survey and benchmarking analysis.

Building cultural competence
Launch and implementation of the Carers
Queensland Reconciliation Action Plan.

Implemented a pilot scholarship young carer
scheme to help young carers remain engaged in
education to give them the best possible chance
of success in school and finding employment
afterwards.

Our Regional Training Organisation unit implemented the
web based Working Carers Tool Kit. This self-assessment
questionnaire identifies if workplaces are carer-friendly and
gives practical advice on how to support working carers.
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Major campaigns to increase our
financial capacity and resilience
include The CARE Program business to
business model and Workplace Giving.
We also raised over $11,000 funding
through our “Give a Duck” raffle.

84% of staff and volunteers have received cultural
awareness training of Aboriginal and Torres Strait
Islander peoples.

Increase the business of
Carers Queensland

Actively sought diversity of Board members and
undertaken two cultural diversity surveys, making
improvements in working practice as a result.

Selected as a Your Life Your Choice host
provider - 75% of staff trained in the
PATH Program (Planning Alternative
Tomorrows with Hope) and 76 families
supported through this program.

Launch of an Education and Training Strategy for
Aboriginal and Torres Strait Islander students, and the
Employment Strategy and a Procurement Strategy to
assist Aboriginal and Torres Strait Islander businesses.
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Carers Queensland Inc.
Head Office
15 Abbott Street
Camp Hill QLD 4152
P: 07 3900 8100
W: www.carersqld.asn.au
@Carers Queensland
Carers Queensland Inc. ABN. 20 061 257 725

@CarersQLD

For information, advice, carers support
and access to counselling, advocacy
and other services, contact the
Carer Advisory Service
1800 242 636
(free call except from mobiles)

