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About ACTCOSS 
ACTCOSS acknowledges that Canberra has been built on the traditional lands of the 
Ngunnawal people. We pay our respects to their elders and recognise the displacement and 
disadvantage they have suffered as a result of European settlement. We celebrate Aboriginal 
and Torres Strait Islander cultures and ongoing contribution to the ACT community. 

The ACT Council of Social Service Inc. (ACTCOSS) is the peak representative body for not-for-
profit community organisations, people living with disadvantage and low-income citizens of the 
Territory.  

ACTCOSS is a member of the nationwide COSS network, made up of each of the state and 
territory Councils and the national body, the Australian Council of Social Service (ACOSS). 

ACTCOSS’ objectives are a community in which all people have the opportunities and 
resources needed to participate in and benefit from social and economic life and the 
development of a dynamic, collaborative and viable community sector. 

The membership of the Council includes the majority of community based service providers in 
the social welfare area, a range of community associations and networks, self-help and 
consumer groups and interested individuals. 

ACTCOSS receives funding through the HACC program, a joint funded Commonwealth and 
State/Territory program providing funding and assistance for Australians in need. 

ACTCOSS advises that this document may be publicly distributed, including by placing a copy 
on our website. 

Contact Details 

Phone:  02 6202 7200 
Fax:   02 6281 4192 
Mail:   PO Box 849, Mawson ACT 2607 
Email:   actcoss@actcoss.org.au   
Web:    www.actcoss.org.au 
Location:  Weston Community Hub, 1/6 Gritten St, Weston ACT 2611 

Director:  Roslyn Dundas 
Deputy Director: Kiki Korpinen    
Policy Officer: Natalie Oliver 
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© Copyright ACT Council of Social Service Incorporated 

This publication is copyright, apart from use by those agencies for which it has been produced. 
Non-profit associations and groups have permission to reproduce parts of this publication as 
long as the original meaning is retained and proper credit is given to the ACT Council of Social 
Service Inc (ACTCOSS). All other individuals and Agencies seeking to reproduce material from 
this publication should obtain the permission of the Director of ACTCOSS. 
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Acronyms 
ACTCOSS ACT Council of Social Service Inc. 

CCCS Community Care Common Standards 

HACC   Home and Community Care 
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Introduction 
All HACC funded organisations in the ACT underwent assessments under the 
Community Care Common Standards (CCCS) in September and October 2011. 
The assessments found that less than 75% of agencies achieved a ‘Met’ rating 
against standards 2.3, 2.4 and 3.1. 

2.3 Care Plan Development and Delivery 

Each service user and / or their representative participates in the 
development of a care / service plan that is based on assessed needs, and 
is provided with the care and/or services described in their plan. 

2.4 Service User Reassessment 

Each service user’s needs are monitored and regularly assessed taking 
into account any relevant program guidelines and in accordance with the 
complexity of the service user’s needs. Each service user’s care / service 
plans are reviewed in consultation with them. 

3.1 Information Provision 

Each service user, or prospective service user, is provided with information 
(initially on an ongoing basis) in a format appropriate to their needs to 
assist them to make service choices and gain an understanding of the 
services available to them and their rights and responsibilities. 

Care Planning 

Care plans are a tool to assist working with clients so clients are involved in 
planning what they want from a service, what is available to them, and how this 
will be delivered. Care plans can also set out how staff work with clients to 
overcome any barriers there may be to achieving their goals. 

Care plans are a communication aid which provides all staff working with a 
client a clear picture of what the individual wants and what has been agreed to 
by the organisation. The clear benefit of this is clients will only have to tell their 
story once. Where there is turnover of staff a thorough-care plan can allow 
seamless handover. Care plans can also be useful in listing other agencies 
involved with an individual and how they can be contacted. 

Care plans can range from simple to complex but should always be individually 
tailored and developed with the client’s direct involvement.  

The CCCS assessments indicated the most common issue resulting in a ‘Not 
Met’ rating for organisations in relation to care planning was due to not having 
developed care plans for all service users, or the organisation had not 
developed the plans at the commencement of service provision with their 
clients. For a number of organisations there was no evidence of service user 
participation and agreement with planning. Additionally, for a small number of 
organisations, there was a lack of policy related to care planning or the policy 
was inadequate. 
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Reassessment and Review 

Once a care plan has been developed it needs to be regularly reviewed to 
ensure the client is receiving the services they require. Support needs can 
change over time and care plans need to be reviewed to reflect this.  

The CCCS assessments found some organisations did not have a process in 
place for regular reassessment of service users’ needs followed by updating the 
care plan. In some cases organisations have policies and procedures in place, 
but a file audit showed these policies and procedures were not being followed. 
In some organisations, reviews may be conducted, however a lack of 
documentation of these reviews and updating of care plans lead to a ‘not met’ 
outcome in this standard. 

Information Provision 

Clients need to be provided accurate and relevant Information about the 
organisation which is providing them services, including the kinds of services 
available and their rights and responsibilities as service users. 

The CCCS assessments found most organisations have a number of well 
developed information booklets/pamphlets that meet the requirements of the 
Standards. However, the assessments identified there are a number of 
organisations who have not developed a system to show that the information 
has been provided to service users. This is important not only for the purpose of 
a quality review but also to inform other staff what information has been 
provided, and when.  

Care Planning Seminar 
Due to the results from the CCCS assessments, the HACC working group 
prioritised the provision of a seminar to increase services’ understanding of 
these three standards, in particular care planning. This seminar was held on 25 
June 2012 and explored topics including: 

 what informs a care plan and why are they important; 

 how care planning fits within the policies and procedures of organisations; 

 how care planning works on the ground; and 

 the benefits of care planning for service users and organisations.  

Debra Burnett from the ACT Health Directorate provided an introduction to the 
day (detail of which has been included in the introduction to this document). 
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Presentations were then provided by three agencies who demonstrated best 
practice in these areas from last years’ Quality Reviews under the CCCS.  

Samantha Henry from Northside Community Services presented on the Why of 
Care Planning; Lisa Grant, Yvonne Lucas and Barry Newport from Tandem 
presented on the How of Care Planning; and Ia Svintradze and Nada Matijevic 
from Community Options presented on the Benefits of Care Planning. 

The power points from these presentations are included in following sections of 
this document. Additionally, the three organisations who presented at the 
workshop have offered to share their care plan templates with the broader 
sector. They are included at the end of this document. 

The second half of the workshop provided participants with the opportunity to 
break into groups and work through some scenarios, using the information they 
heard in the first half of the workshop and using one of the three care plan 
templates that had been provided. This enabled participants to immediately 
apply theory to simulate on the ground practice. 

Large group discussion following the scenario work highlighted the importance 
of keeping evidence. A number of organisations said ‘we do that, but we need 
to get better at writing it down’. Discussions also highlighted the importance of 
involving the client at every stage of care planning and review; and the 
importance of debriefing staff. 
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The ‘Why’ of Care Planning  
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The ‘How’ of Care Planning 
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The ‘Benefits’ of Care Planning 
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Care Plan Templates 

Support plan template: Northside 
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Support plan template: Tandem 
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Case Management Plan template: Community Options 
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