
 

Social support – delivering differently 
 

Introduction 
Following the online Social Support Discussion Forum on Thursday 9 April, the Eastern Sector Development 

have put together the list of ideas shared by providers during (and after) the forum.  Thank you to those who 

have generously shared their ideas and activities.   

 

Activities for staff/volunteers  
• Phone welfare checks- these can be undertaken initially for all clients to determine support needs, 

identify clients that are most vulnerable (no family/other connections, isolated, multiple services going 
in, physical limitations, at risk of mental health issues if not connected)  
- Key questions can include- How are you going? What services are still in place? Do you have current 

support from family/friends/neighbours? How can we support you? (consider linking with other 
services, providing resources, connections) 
 

Weekly phone contact to: 

• Complete a client review/satisfaction survey/questionnaire/interview for a client story. The Loddon 
Mallee & Hume Wellness & Reablement Consultants have developed a new resource ‘Gathering Stories’ 
which aims  to support service providers in collecting and sharing client and service stories  

• Do a crossword/newspaper puzzle together 

• Gather ideas from the clients about fun things to do 

• Chat with dementia clients to give their carer a break 

• Regular/weekly online/print newsletter filled with fun activities, jokes, news/how to stay well tips & 
ideas 

• Invite client to write, verbally share or type recipes for sharing (for a newsletter item or booklet creation) 

• Buddy up clients to call one another 

• Shopping, medication, care packages (for most vulnerable) deliveries to clients in their home  

• Support with telehealth for medical appointments 

 

IT connected activities 
• Use of video calls to chat/connect/do an activity - Facetime/WhatsApp/ Skype/Zoom/HouseParty   

• Phone conference with clients- landline & mobiles conduct mini social support group 

• Virtual karaoke, cards, board games (each person sets up same board game and take it in turns to play)  

• Virtual galleries, places to visit, armchair travel 

• Dementia Alliance International also has a suite of online resources for older people, including virtual 

tours of museums and galleries 

• Celebrate AGeing #TheKindnessPandemic sharing positive stories during COVID-19 

• Create youtube videos or playlists for clients to access 

• For the not so tech savvy - The Government has released a range of new resources on its Be 
Connected website at https://beconnected.esafety.gov.au/ which helps to train older people to 
use technology.  There are over 45 free online courses 

 

https://centralvicpcp.com.au/lmcca/wellness/asm-resources/
https://villages.createsend1.com/t/j-l-qchidl-siyudljki-jl/
https://protect-au.mimecast.com/s/3OiDCoV1OlH2WrNi1jq_BA?domain=iepcp.us7.list-manage.com
https://beconnected.esafety.gov.au/


 

Other 
• Activity packs/ideas include: (be mindful of hygiene) 

- Puzzle Books – Word search, Crossword etc  
- Colouring-in books   
- Drawing pads  
- Pens, Pencils etc  
- Artist supplies - small canvases/paint kit  
- Basic Recipe booklet  

• Making herb garden kits - seeds, container, instructions 
• Support client to undertake a family tree project  
• Create a memories box filled with items of interest, keepsakes etc to share at later date 
• Send clients individually curated music playlists, letters, postcards or photos to keep their spirits up 
• Filming and sending joke of the day 
• Set-up a Facebook page – share jokes, tips, quote of the day, highlight support available or any new 

initiatives 
• Knitting group- drop off wool etc 
• Link with local school and develop a Pen Pal program, organise ZOOM chats 

EMR Service provider initiatives 
Caladenia Dementia Care have been proactively working on a range of responses to support their staff, 

clients and volunteers. The CEO, Sarah Yeates has been generous in sharing her work and resources with the 

Outer East Social Support network and the ESDT. Her work included: 

• Development of a Pandemic Plan (see attached resource) 

• Calls to all clients, ascertaining need and support required and 
documenting this on a database  

• Providing additional support to younger onset dementia clients and 
clients that have challenging behaviours 

• Supporting Eastern Volunteer Resource Centre (EVRC) to assist them in 
undertaking welfare checks on their clients accessing the transport 
service 

• An interview by  Yarra Ranges  Life TV Live and shared how Covid19 impacted their service in this short 
video   https://www.facebook.com/YRLife.tv/videos/244726496664748/ 

• Staff learning to use ZOOM to connect with small number of clients and each other 

 

Basscare have undertaken several initiatives including: 

• Expanding their Food Services program to include clients who were previously accessing the community 
meals programs  

• Partnered with the local Woolworths store to include delivery of essential items 

• Newsletter to clients- including suggested home exercises and are identifying clients that want to 
participate in regular conference calls to chat about the exercises with others 

• Started movie group- conference calls to discuss movie 
 

Baptcare have undertaken several initiatives including: 

• Exploring in home care diversional therapy to give carers a break 

• Developed a set of questions with Allied Health staff which they will use when they call and monitor 
clients progress 

• Welfare calls to clients: 
- Were personalised and were linked to their care plan 

TIP - Good care planning 

and knowing your clients 

is critical and helpful 

during this time 

https://www.facebook.com/YRLife.tv/videos/244726496664748/


 

- Linked clients to key resources  
- Identified technology needs and the type of support that was required 

 

The Armenian Church social support group identified that: 

• Clients required access to translated material and linked them to SBS online COVID19 information video 
and translated material 

• A member has made some traditional Easter baked goods for the more isolated clients and delivered 
these to their home 

 
EACH- Killara House have actively responded by: 

• Creating and delivering activity packs to 
clients, calling clients 

• Developing a weekly interactive newsletter 

• Creating a Volunteer Facebook page for 
volunteers to connect and share stories 

 

 

 

 
 

Bridges Connecting Communities – in a virtual world 

Rita Lang – CEO 
 

Bridges Connecting Communities is a CHSP provider of 

centre based social support, Friendly visiting, a Pet program 

and Community transport.  Like other providers, their 

response to the Covid19 pandemic has required them to 

rethink their program model – moving into the world of 

‘virtual support’. 

The centre based social support group is closed for face to 

face contact, transport services have been reduced, Friendly 

visiting is now a Phone a Friend program and the Pet 

Program continues to operate with minor alterations.   

With around 1,100 clients, it’s a huge task but Bridges is 

committed to contacting all clients on their database, 

irrespective of who or why they are registered with the 

service.   

In these initial weeks, staff are connecting with clients by phone.  Each staff member has been allocated a list 

of clients and a script (below) that will help them to review client information on their data base (and in care 

plans) and to identify technology available to clients, including their ability to use these devices.  As part of 

this initial call, staff are developing care plans specific to covid19 for each client to identify supports already 

in place and any gaps.   

‘It is a very strange world we work in, and 

it has been a challenge to respond using a 

flexible and innovative response.   

Our clients are very appreciative of our 
calls and you can hear in their voices that 
they are missing the conversation.  We 
have a lovely client who attends SSG each 
week and hardly says a word to our 
coordinators, when the coordinator rang 
this client to offer our program they were 
amazed as they finished 20 mins later and 
couldn’t believe the client had spoken for 
so long. ‘ 

Rita Lang, CEO, Bridges 

 

“I am enjoying keeping in touch with you, 

the phone calls are such fun.  When can you 

send me the next newsletter?  I’ve already 

done the quizzes and crossword and just 

finished the bookmark!  I am missing the 

group; it is the highlight on my week but at 

least I know we can stay in touch.  Could you 

please drop off a jigsaw next time – I’ve 

finished all my ones at home.” 

Client – Killara House 



 

The care plan seeks to confirm and/or understand if they live alone and understand their support needs; if 

there are any changes like medical conditions, or next of kin. If needs have changed, this is documented on 

the care plan, if they have supports ask them the questions below.   

The information collected is being documented in relevant data bases, care plans and an excel workbook has 

been set up to collect information about clients.  Recording the time, they want to be contacted, how many 

times and recording time spent with each client (in minutes). 

 

Initial contact with clients - Script 
 
Hello, my name is <name> from <service provider name> 
 
I am ringing as you are a registered client with us and we are checking in on all our clients, how 
are you? 
 
May I ask you some questions to confirm our records? 
1. Do you live alone?  If yes go to question 3.  If no go to question 2 
2. Who do you live with? 
3. Do you have family and friends who can deliver food and take you to medical appointments? 
4. How many, if one person was in isolation is there another who can look after you? 
5. Do you take regular medication? 
6. Have you arranged for this to be delivered? 
7. Is there anything you need help with daily that is currently not being provided? 
8. Would like to me to ring you and keep in contact with you during this time, if you would you 

like me too, I am able to ring you (twice) a week if you would like. 
9. Do you have a preferred time of day to be called? 
10. Preference – call/facetime 

 
It is important to assure clients that we will keep contact with them through this time if they wish. 
Should their support person need to self-isolate, they can still ring us; and we can support them 
(even if at first. they didn’t want us to ring them).  
Ensure clients understand that no matter what, we will keep connected if they wish.  
 

 

Key messages  
The following key messages are drawn from social provider experiences to date and include: 

• Know your clients – who they are, what supports they have in place (family/friends/neighbours/carers), 

and what support they may require 

• Know what communication approach best suits each client 

• Connecting with clients provides a sense of calm, reduces fear and provides confidence that providers 

are here to support clients through this time 

• Document what you are doing, including time taken to engage with clients 

• Always comply with privacy and confidentiality requirements, particularly when using social media apps 

to communicate 

• Understand what’s happening in your local community – what other providers are doing, services 

available and referral processes for accessing other services (including via My Aged Care) 



 

• Look for partnership opportunities with other providers (whether they be CHSP providers or not) to 

coordinate care.  For example, Bridges Connecting Communities is connecting with Knox Infolink to 

share resources which involves tapping into Infolink’s care packages and Infolink tapping into Bridge’s 

transport service to deliver packages if needed  

• If you are a service or community group who does need to continue during this COVID-19 period and 

wants volunteers, Eastern Volunteers have setup a ‘Volunteer bank’ and you can contact Lee Barker 

Manager of our Volunteer Resource Services at lee.barker@easternvolunteers.org.au. 

Useful links 
• At home tips and Ideas developed by the OEPCP 

• Dementia Australia have developed help sheets for carers and people living with dementia to navigate 
COVID- 19 

• Carer Gateway Emergency Plan document 

• https://www.guidehealthcare.com.au/get-up-guide- Physiotherapy led exercise at home video sessions 

• Centre for Cultural Diversity in Ageing have a range of links to  Translated Resources and access to Free 
Translator Services 

• Gathering Stories- The art and power of storycatching in human service work 
 

Where to from here 
What we are doing 
We are currently working on videos to showcase some of the great work that is happening across the sector. 
We are developing a timetable for future social support meetings focusing on specific topics to support your 
practice and professional development. We are linking smaller providers with each other (3-4) through 
online meetings, particularly in the Inner East which no longer has an active Social Support network. 
 
How to contact us: 
If you require support, information, you  want to share any innovative ideas or  if you have suggestions for 
future  meetings   please email the Eastern Sector Development Team at esdt@each.com.au.  
 
Stay safe and keep well. 
 

mailto:lee.barker@easternvolunteers.org.au
https://oepcp.org.au/portals/tipsandideas/?utm_source=Master+List&utm_campaign=8691accbdf-EMAIL_CAMPAIGN_2019_05_01_12_24_COPY_01&utm_medium=email&utm_term=0_784a22fea3-8691accbdf-68306291
https://www.dementiadaily.org.au/tips-for-people-living-with-dementia-their-families-and-carers-in-relation-to-coronavirus-covid-19/?mc_cid=24eb3e982b&mc_eid=f9022e72a0
https://protect-au.mimecast.com/s/aFKxCK1D6yU7p2gTMDA1ua?domain=iepcp.us7.list-manage.com
https://www.guidehealthcare.com.au/get-up-guide-
http://www.culturaldiversity.com.au/service-providers/multilingual-resources/multilingual-health-and-aged-care-information
https://www.health.gov.au/initiatives-and-programs/translating-and-interpreting-service-for-aged-care-service-providers
https://www.health.gov.au/initiatives-and-programs/translating-and-interpreting-service-for-aged-care-service-providers
https://centralvicpcp.com.au/lmcca/wellness/asm-resources/
mailto:esdt@each.com.au

