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GETTING HELP AT HOME

This publication by the Diversicare Multicultural Advisory Service is supported by funding 
from the Australian Government under the Commonwealth Home Support Programme. 

Visit the Department of Health website (www.health.gov.au) for more information.

INFORMATION BOOKLET
FOR MULTICULTURAL COMMUNITIES 
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This booklet is a synthesis of information from a range of sources believed to be reliable. Diversicare 
gives no guarantee that the said base sources are correct and accepts no responsibility for any 
resultant errors contained herein or for decisions and actions taken as a result, and any damage. This 
booklet is simplified information intended for community use and may not be re-used or redistributed. 
It is intended for reference only.



Getting help at home  |  3

THE AUSTRALIAN GOVERNMENT HAS A TERM FOR PEOPLE 
WHO ARE OF A MIGRANT OR REFUGEE BACKGROUND, 
WHOSE FIRST LANGUAGE IS NOT ENGLISH. THIS TERM IS 
CULTURALLY AND LINGUISTICALLY DIVERSE (CALD).  

Older people from CALD backgrounds tend to live independently for as long as 
they can. They may rely on help from family members to remain independent, 
even when it becomes hard and they are entitled to outside help.

People may not access services because of cultural reasons, and a lack of 
understanding about what help is available, or the belief that if they ask for help 
they will have to go into a nursing home right away. Communication can also be 
a problem. There is so much information available. However, much of it is hard 
to read and understand because it is not in plain English. People may also fear 
being misunderstood or appearing foolish. 

The system is now about supporting people to stay in their homes for as long as 
possible. 

INTRODUCTION
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STARTING CARE AND SUPPORT EARLIER, CAN MEAN A 
PERSON CAN LIVE INDEPENDENTLY AND HAPPILY AT 
HOME FOR MUCH LONGER.
You or a family member, may need some help and support now or in the near 
future but you don’t know where to start. You may be unsure about what help you 
can get, what you need, how soon you can access support and how much it might 
cost.

This booklet aims to give you easy to understand information, which will help you 
plan for your care or the care of loved ones. Here you will find out what steps you 
need to take to get the right services for you.

This booklet also gives you the contact details of people who can help you to find 
services and how to talk with them.

Families can  
reach a point where  

they cannot cope with  
looking after a family  

member because of work  
or other commitments. 

Suddenly urgent care is 
needed. This can be  

hard for everyone  
involved.
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LET’S START WITH YOU FIRST, 
AND WHAT YOU MAY NEED.

Do you need help?

Are you looking after someone else 
who needs help?

Do you need help for both of you?

How old are you and/or the person you 
are looking after?

Do you have a disability?

Does the person you are looking after 
have a disability?

If you are looking after someone, do 
you need some rest?

WHERE DO I START?
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Are you looking for some help  
with a few jobs around your home?
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Do you and/or the person you are 
looking after want to keep living in 
your home?

Would you rather move into another 
community where staff can support 
you?

Are you looking for some help with 
a few jobs around your home, or do 
you need more support?

Do you and/or the person you are 
looking after need help at home right 
now, or are you planning for the future?

Where and how do you plan to be 
living in five or ten years’ time?

WHAT SERVICES DO 
I NEED?

THE SORT OF HELP I / 
THEY NEED MAY INCLUDE: 

  Cleaning the house

  Fixing things at home

  Help with having a bath/shower

  Gardening and yard work

  Going to medical appointments

  Transport to go out or shopping

   Having a break from caring for 
someone

   Nursing, allied health services 
(hearing, vision)

   Home modifications (such as 
putting in handrails)

  Other

Tick the list where you need to, and have it 
handy for your call.
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THIS CAN HELP YOU WITH THE PROCESS:

OR

I need help for myself or someone else.

I am / they are over 65 years of age. People of 
Aboriginal and Torres Strait Islander heritage can 

access services over 50 years of age.

I am confident using 
a computer and the 
Internet or I am able 
to talk on the phone 

in English.

Contact My Aged Care 
on Ph: 1800 200 422 

www.myagedcare.gov.au

I would like an 
interpreter or 

someone else to 
support me with 

making a phone call.

Interpreter will be available 
upon request.

Also contact Multicultural 
Advisory Service for 

cultural support.

Refer to page 22
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OR

I need help for myself or someone else.

I am / they are under 65 years of age. People of Aboriginal and Torres 
Strait Islander heritage can access services under 50 years of age.

I have / they have a disability that restricts day-to-day living.

I am confident using a 
computer and the Internet 
or I am able to talk on the 

phone in English.

Call Queensland Community 
Care Services (QCCS)  

Ph: 1800 600 300
www.qld.gov.au/community/getting-
support-health-social-issue/access-

community-care-services’
or 

National Disability Scheme 
(NDIS) 

Ph: 1800 800 110
www.ndis.gov.au

I would like an 
interpreter or someone 
else to support me with 

making a phone call.

Interpreter will be available 
upon request.

Also contact Multicultural 
Advisory Service for 

cultural support.

Refer to page 22
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My Aged Care helps with:
–  Information about different kinds of aged care help
–  Deciding whether or not you can get aged care
–   Understanding your care needs and helping you find services near you - you can 

choose your service provider 

–   How much your aged care service may cost 

CONTACTING MY AGED CARE
You can contact My Aged Care on a computer or by telephone. When you call My Aged 
Care, the contact centre staff will ask you questions to better understand your needs. 

SUPPORT PERSON, AND OR INTERPRETER
If you think you might have problems understanding or speaking English when you call, 
you can have a support person with you to help you understand and reply. You can also 
ask for an interpreter in your language. Some people have both an interpreter and a 
support person. The other support person can help you, but they cannot call for you. You 
will need to be present during the call.

AGED CARE

My Aged Care is a Government service that  
helps you find information about aged care services 

including in-home support.  
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CREATING A CLIENT RECORD
To help you find the right services, the contact centre will ask for your consent to create 
a client record, which is information about your needs and any services you receive. This 
means that you won’t need to retell your story to the contact centre, assessors and service 
providers every time you contact them. There are different types of aged care services to 
support you.

THE ASSESSMENT
Once the people at the centre understand what you may need, they will also arrange for 
someone to visit you in person to talk about your needs. This is called an assessment. 
The assessors are trained professionals who will explain the next steps and talk with you 
about how you are managing. You can have someone with you (e.g. relative or friend) to 
help you, and you can have an interpreter, either in person or on the telephone. If you do 
need an interpreter, you must let the assessors know so that they can book one for your 
appointment. This is free and confidential.

SERVICE PROVIDERS
Once you are assessed, you can find your own aged care service provider or the assessor 
can help you to find service providers in your area. They will also help you work out the 
costs, which are usually low. If you cannot afford the fees, you can apply for help with the 
Department of Human Services by calling 1800 227 475.

More information is available on the My Aged Care website.
My Aged Care – Ph: 1800 200 422
Web: www.myagedcare.gov.au
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DISABILITY

A disability can be:
–  Physical: affects a person’s mobility or dexterity

–  Intellectual: affects a person’s abilities to learn

–  Psychiatric: affects a person’s thinking processes

–  Sensory: affects a person’s ability to hear or see

–  Neurological: results in the loss of some bodily or mental functions

The only difference for a person with a disability is that they are unable to do certain 
things in the same way as most people and may need some help to overcome the effects 
of their disability or may need help with their day-to-day life.

A disability is a permanent condition, which may 
restrict a person’s ability to function. It is caused by 
accident, trauma, genetics or a medical condition.
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WHAT IS THE NATIONAL 
DISABILITY INSURANCE 
SCHEME (NDIS)?
Australia initially had an old welfare and 
charity-based model of disability funding, 
which ruled how people with a disability 
received help.

The new model is called an “insurance” 
model, which means it is “insured” or 
guaranteed by law. This has nothing to do 
with the type of insurance that we buy 
for our homes and cars. It means that all 
Australians with a disability who are eligible 
are legally entitled to government funding 
for necessary and reasonable living support.  

The funding goes straight to the person 
to spend on the services they need. This 
means people with a disability and/or their 
families can have a much better choice and 
control over the support they receive.

The Government wants people to have 
choice and personal goals in their care 
plans. This is a new concept that may 
not be familiar to you, especially if you 
have involved your family or others in 
making decisions. Giving you choice and 
control means you can still involve others. 
However, in the end, you have the final say 
in your care and support. 

If you are eligible for the NDIS scheme, you 
will receive money every year to pay for any 
services, disability aids and equipment that 

Australians with a disability 
who are eligible are legally 
entitled to government 
funding for necessary and 
reasonable living support.
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you have been assessed as needing. This 
help will come from the service providers of 
your choice. 

You can choose to manage your own money, 
in which case it will be paid into a bank 
account you decide on, or else you can ask 
the National Disability Insurance Agency 
(NDIA) to manage your money for you. The 
NDIA was set up by the Government to 
manage NDIS funds. 

If your circumstances, condition, or needs 
change, you can also apply to have your 
funding plan adjusted. 

Whether you can get help 
depends on:
AGE: You have to be under 65 years old. If 
you are in the NDIS, when you turn 65 you 
can choose either to stay with the NDIS or 
transfer to aged care.

DISABILITY: You will be assessed based 
on how your disability affects how well you 
can communicate, socialise, work, learn, 
move safely around your home and manage 
your personal care and affairs (for example, 
banking and paying bills).

EARLY INTERVENTION REQUIREMENT: 
Support will be available to help stop your 
condition and ability to function from 
getting worse or to give you more support.

For more information contact the NDIS:
Ph: 1800 800 110
Web: www.ndis.gov.au/about-us/what-ndis

“...how your disability 
affects how well you can 
communicate, socialise, 
work, learn, move safely 
around your home and 
manage your personal 
care and affairs.”
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WHAT OTHER DISABILITY SUPPORT SERVICES CAN I ACCESS?
Queensland Community Care is a State 
Government funded program that offers 
support to people 65 years and under or under 
50 years old for Aboriginal and Torres Strait 
Islander people, who live with a disability. 

These services provide basic support in 
your home or your local community. There 
are a variety of services available including 
help around your home, social outings and 
activities, and health support including nursing. 

For more information contact:
Queensland Community Care Access Point
Ph: 1800 600 300
Web: www.qld.gov.au/community/getting-
support-health-social-issue/access-community-
care-services
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CARERS

You can be doing this full time or part time. You may have an elderly parent or a child with 
disability. You may be giving care because you want to, or because you feel it is part of 
your role and responsibility as a parent, spouse, son or daughter and because your culture 
expects you to. You may not have a name for this in your language, but the government 
calls it “being a carer”.

The Government legally recognises carers and gives money for support and help for 
people who are willingly caring, without pay, for a family member, friend or loved one.  

Even if you are just helping sometimes while keeping your regular job, you may get some 
support, and if you are caring for someone full time, you may even get a Carer Payment 
from Centrelink. Carers Queensland can help you to apply for this. 

You are a carer if you are looking after someone  
either in your home or theirs.
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The Government made laws (Carer Recognition Act, 2010), which state 

“FOR THE PURPOSE OF THE ACT, CARERS ARE PEOPLE WHO 
PROVIDE PERSONAL CARE, SUPPORT AND ASSISTANCE 
TO ANOTHER INDIVIDUAL IN NEED OF SUPPORT DUE TO 
DISABILITY, MEDICAL CONDITION, INCLUDING TERMINAL OR 
CHRONIC ILLNESS, MENTAL ILLNESS OR IS FRAIL AND AGED.”
Reference: www.legislation.gov.au/Details/C2010A00123

Sometimes people who are caring for others would like to do the parts of care 
they are happier doing and give other jobs to someone else. For example, you 
might be taking meals to your mother and cleaning her house, but don’t want 
to mow the lawns. Or you are happy to maintain the yard, but you cannot help 
with showering and feel it would be good if a professional could come and help. 
Maybe you have paid work and can’t always get time off to take her to medical 
appointments. Think about what you and your loved one would need to be more 
comfortable at home, and what would help make your job easier. 

My Aged Care can help you with services such as cleaning, gardening, transport 
and personal care if you are caring for an older person. If you are caring for a 
younger person with a disability, the NDIS and Queensland Community Care  
can help.
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WHERE CAN I GET  
MORE INFORMATION? 
Carers Queensland offers lots of support 
for carers. This can be very helpful, 
especially if you are tired and sometimes 
feel it is too much. They can help you with 
information, support and even with having 
a break while someone else looks after the 
person you normally care for. This is called 
‘respite care’. Although you may worry that 
your loved one will be upset if you are not 
around, there are ways to help with this 
and it is alright to have a break from caring 
sometimes.

They also have a friendly, professional 
Carers Advisory Service you can call for 
support.

CARERS ADVISORY SERVICE  
(CARERS QUEENSLAND)
Ph: 1800 242 636 
They are also on Facebook and Twitter.

The Federal Government also provides a 
service called the Carer Gateway. This is a 
national service that provides information 
support for carers. They can help you find 
support services in your local area. You can 
contact them by phone or on the Internet.

CARER GATEWAY
Ph: 1800 422 737
Web: www.carergateway.gov.au/

COMMONWEALTH 
RESPITE AND 
CARELINK CENTRES
These government organisations 
provide additional support for those 
caring for loved ones including respite, 
advice and information about support 
services in a person’s local area. 

Ph: 1800 052 222 (business hours)
1800 059 059 (after hours emergency)
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ADVOCATES

Aged and Disability Advocacy Australia (ADA) is Australia’s main advocacy provider. They 
help people to resolve issues related to receiving or accessing Government funded aged 
care services, either in their home or an aged care home.

An Advocate is someone independent who  
stands beside you and works only on your behalf.  

They are directed by you. 
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“Help to  
understand rights 

and responsibilities, 
service agreements, 

care plan, fees, 
statements, budgets 

and more.”

HOW CAN AN ADVOCATE 
HELP ME? 
Advocates can support people and their 
carers, family or friends with service or care 
related issues. They help you to:

–  Understand rights and responsibilities

–  Communicate needs

–   Understand service agreements, care 
plan, fees, statements and budgets

–   Give independent information about 
care options

You can contact them on:
Aged and Disability Advocacy Australia
Ph: 1800 818 338
Web: www.adaaustralia.com.au/contact/ 
Click on the Select Language tab if you 
would like another language
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CONTACTING SERVICES
WHO CAN HELP ME TO MAKE THE FIRST STEP?
Did you know that you don’t have to contact the services by yourself? If you are 
worried about your English or uncomfortable contacting services on your own, 
there are support people who can help you. 

Diversicare has a Multicultural Advisory Service. The Multicultural Advisors 
can talk with you and the person on the My Aged Care phone line to help you 
understand the process.

You can also use a telephone interpreter to speak in your language. This is free 
to you. Your support person can help you to call the interpreting service and  
find the right interpreter. You may have the choice of a face-to-face interpreter. 
You can ask for the face-to-face interpreter if you are not happy with the  
phone service.
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CONTACT YOUR LOCAL MULTICULTURAL ADVISORY 
SERVICE FOR MORE INFORMATION

JULIE FRASER
MAS Team Leader - State Wide
Mobile: 0407 045 203

Phone: (07) 4723 1470

Fax: (07) 4723 8492

Email: j.fraser@diversicare.com.au

PO Box 246, Thuringowa Central Q 4817

MARCELA FISCHER
Cairns Peninsula Region
Mobile: 0432 322 154

Email: mas.peninsula@diversicare.com.au

PO Box 347, Earlville Q 4870

IRIS MIN HE
Northern Queensland Region (CALD Community)
Mobile: 0428 332 965

Email: cald.tsv@diversicare.com.au

PO Box 246, Thuringowa Central Q 4817

ANNALISE WEBB
Gold Coast Region
Mobile: 0431 017 943

Email: mas.goldcoast@diversicare.com.au

PO Box 5199, West End Q 4101
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BUSHRA AMAN
Brisbane Region
Mobile: 0413 054 642

Email: baman@diversicare.com.au

PO Box 409, Mt Gravatt Q 4122

ANYUON LIAI
Logan/West Moreton/Central Queensland
Mobile: 0434 254 812

Email: mas.westmoreton@diversicare.com.au

PO Box 9522, Wilsonton Q 4350

THANA ROYSMITH
Brisbane North/Sunshine Coast/Wide Bay Regions
Mobile: 0447 721 968

Email: mas.sunshine@diversicare.com.au

PO Box 1063, Caloundra Q 4551

TARYN QUACH
Brisbane Region (CALD Community)
Mobile: 0413 512 967

Email: mas.brisbanesouth@diversicare.com.au

PO Box 409, Mt Gravatt Q 4122

CONTACT YOUR LOCAL MULTICULTURAL ADVISORY 
SERVICE FOR MORE INFORMATION
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CONTACT LIST

AGED AND DISABILITY ADVOCACY AUSTRALIA
Ph: 1800 818 338
Web: www.adaaustralia.com.au/contact/ 

CARERS ADVISORY SERVICE (CARERS QUEENSLAND)
Ph: 1800 242 636 

CARER GATEWAY
Ph: 1800 422 737
Web: www.carergateway.gov.au/

COMMONWEALTH RESPITE AND CARELINK CENTRES
Ph: 1800 052 222 (business hours)

1800 059 059 (after hours emergency)

QUEENSLAND COMMUNITY CARE ACCESS POINT
Ph: 1800 600 300
Web: www.qld.gov.au/community/getting-support-health-social-issue/access-
community-care-services
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CONTACT LIST

QUEENSLAND DEPARTMENT OF COMMUNITIES, CHILD SAFETY  
AND DISABILITY SERVICES
Ph: 13 74 68 
TTY: 133 677
Web: www.communities.qld.gov.au/ndis/ 

 

MY AGED CARE
Ph: 1800 200 422
Web: www.myagedcare.gov.au  

NATIONAL DISABILITY INSURANCE SCHEME (NDIS)
Ph: 1800 800 110
Web: www.ndis.gov.au

TELEPHONE INTERPRETER SERVICE (TIS)
Ph: 131 450
Web: www.tisnational.gov.au/

Call TIS National on 131 450 and say the language you need. Or you can call  
My Aged Care and they can arrange an interpreter for you.

NATIONAL RELAY SERVICE
Ph: 1800 555 677
If you have a hearing or speech impairment, you can contact My Aged Care  
through the National Relay Service 1800 555 677*.  
*Or you can call My Aged Care on 1800 200 422.
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MORE INFORMATION
DEFINITIONS OF COMMON TERMS
CONSUMER DIRECTED CARE (CDC) 
This mean you have choice and control over your support. The government 
services promote this approach. 

PERSON-CENTRED CARE 
This means that the services should be what the person wants and needs, and 
that the person is in control of choosing when and how they get help. They are 
at the centre of any decisions made about their own wellbeing. 

REABLEMENT SERVICES
Provide support that is focused on a set goal or outcome aimed at getting back 
some lost function, confidence or the ability to resume activities. It is for a short 
or limited time.  

RESTORATIVE CARE
Involves support provided by allied health workers such as physiotherapists, 
occupational therapists and dieticians. These professionals help a person to get 
better after injury or illness and aim to keep them well in the future. 

WELLNESS APPROACH
This approach builds on the strengths, capacity and goals of people receiving 
help. This helps a person have independence in daily living tasks, as well as 
helping them to live safely at home. 

TRANSITION CARE
Transition care is short-term, temporary care for older people who have been in 
hospital, but need more help to recover and time to decide about the best place 
for them to live. Transition care may be provided either at home or in a ‘live-in’ 
setting in an aged care home or a hospital. You can only access transition care 
directly from hospital.

(Source: https://agedcare.health.gov.au, Living Well at Home: CHSP Good Practice Guide. 2015, pp10-13)
https://www.myagedcare.gov.au/help-home/home-care-packages/consumer-directed-care-cdc
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