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Family Violence Support Inc. Position Description
Position: Client Support Officer
Location: Co-locate across two sites - Ballarat and Bacchus Marsh
FTE/Hours: 1.0 Full-time

. SCHADS Award Classification 3
Classification:

Employment Type: Fixed Term to February 2027

OUR VISION |_______OURMISSION

Safety, equality To promote respectful relationships The organization works from a
and opportunity through services which enhance the feminist perspective and
for all people safety, autonomy and wellbeing of all values: Innovation, Integrity,
women and children Respect and Trust

Acting with: Integrity, Respect, Safety, Creativity, Adaptivity
Increase: Transparency, Care, Collaboration, Generativity, Self-awareness, Inclusivity
Decrease: Assumptions, Judgement, Barriers, Insularity, Pressures

BUILDING BETTER ORGANISATIONS

MAKING OUR CULTURE VISIBLE

The 4 pillars: Empathy, Clarity, Engagement and Learning

Understanding and use of all processes and tools relating to the BBO Quality Improvement Project
Participating in the BBO processes to ensure client needs are met with a healthy and sustainable
workforce.

About WRISC:

WRISC Family Violence Support Inc. is a not-for-profit organisation funded in the main by the Department of
Families, Fairness and Housing. WRISC provides a range of services for women and children living in or
escaping from situations of family violence. Services include information, referrals, advocacy, support,
women'’s and children’s support groups and children’s counselling. WRISC offices are located in Ballarat and
Bacchus Marsh, and services are offered across the Central Highlands region of Victoria including the shires
of Ballarat, Hepburn, Moorabool, Pyrenees and Golden Plains. Services are provided on an outreach basis
(including outreach offices and home visits) and at the WRISC office. WRISC is a member of the Central
Highlands Integrated Family Violence Committee and our services are delivered within an integrated service
system working closely with police, courts and other agencies. WRISC is an inclusive employee and welcomes
applications from people of diverse backgrounds who identify as women.

Position Context:

WRISC Family Violence Support provides specialist family violence case management and therapeutic
support to women and children in the Central Highlands Region. The Client Support Worker role does not
involve direct client work but undertakes a range of tasks that provides benefit to victim survivors, enabling
them to achieve safety and security in their lives. The client support role will complete a range of tasks for
the service delivery teams, to ensure the delivery of high-quality family violence services and contributing
to successful client outcomes. There will be on the job training opportunities that will build understanding
and awareness of career opportunities in the family violence sector through working with and shadowing
Case Managers, Therapists and leaders.
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Position Objectives:

The role will work primarily alongside the case management teams, as well as supporting our therapeutic
team with some case management and group support. This may include, supporting Specialist Family
Violence Practitioners with tasks aligning to client needs, maintaining accurate client records, assisting with
client applications, coordinating referrals, assisting with planning and logistics of group work, and assisting
with data and reporting.

MAIN DUTIES AND RESPONSIBILITIES

1. Client Support ‘

‘ 4. Continuous Improvement and Risk Management ‘

2. Data, Reporting and Privacy ‘

| 3. stakeholderengagement |

Assist Specialist Family Violence Practitioners (SFVP) in completing client referrals, brokerage and
housing applications, flexible support package (FSP) applications, and other administrative tasks
as required

Assist SFVP by working alongside them and clients in the course of seeking accommodation,
arranging transport and material aid for clients requiring crisis support

Liaise with external stakeholders including service providers and accommodation providers as
required

Support therapeutic program with logistics of groups, purchasing supplies, contacting clients,
liaising with travel providers

Other duties include engaging with children during face-to-face appointments, supporting staff
with outreach appointments

Additional tasks will include reception and intake support, and providing additional assistance to
group and outreach activities

Assist with the preparation and maintenance of appropriate, accurate and confidential client
records including creating client files and accurately documenting client referrals, brokerage and
housing applications and other administrative tasks completed on behalf of clients

Support staff to maintain accurate client records completed in a professional and timely manner,
adhering to privacy principles and relevant procedures and work instructions

Support staff to collect and maintain client data for monthly reporting, adhering to the privacy
principles, data collection and management guidelines and organisational work instructions

Develop effective working relationships with a wide range of internal and external stakeholders
Support with service mapping and resourcing in LGA locations

Promote and provide a welcoming and safe environment for any clients, including children and
young people, you interact with in the course of your work

Be aware of, and apply to practice the organisations strategic vision, values and directions and
abide by the code of conduct.

Perform all duties in accordance with organisational policies, procedures and work instructions.

Undertake quality improvement activities as appropriate to the position and ensure own work
practices comply with relevant legislation and quality standards.

Contribute to teamwork plans and ensure own work outcomes are achieved.
Identify occupational health risks and hazards and contribute to a safe work environment.

Set priorities, plan and organise own work.

Participate in minimum 1, maximum 2 internal working groups
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‘ 5. Teamwork and Communication ‘

| 6. Personal and Professional Development |

Actively participate in the risk management process appropriate to the position. For all types of
risk, a comprehensive risk management process will be followed. This involves:

o ldentifying potential risks
o Assessing the likelihood of risks and consequences of losses

o Choosing how to control, eliminate or minimise risk through strategies, processes and
policies

Maintain a professional manner in all aspects of communication with clients, colleagues,
stakeholders and the broader community.

Work cooperatively and harmoniously with others to achieve team and organisational goals.
Prepare for and positively participate in team, staff and group meetings as required.

Promote a positive image of WRISC to members of the community through professional standards
of personal presentation, behaviour and accountability.

Understanding of the staff health, wellbeing and safety policies and procedures.

Demonstrate reflective and evidence-based practice to support improved outcomes for women
and children through positive participation in supervision, case discussions, evaluation, feedback
processes and training.

Actively participate in regular individual supervision, group supervision and debriefing as required.

Develop self-care strategies and monitor the effects of the work in supervision, accessing available
organisational support as required.

Attend training, conferences and forums provided by the organisation as required.

KEY SELECTION CRITERIA

Qualifications and Experience

A relevant Vocational Education and Training (VET) Qualification, such as Diploma of Community
Services or equivalent, is preferred. A qualification in Social Work is highly desirable.

Skills and Capabilities

A foundational understanding of the drivers, dynamics and impacts of family violence. Work
experience (including volunteer &/or work experience placements) in the sector is desirable

The ability to manage competing priorities in a busy team environment while maintaining attention
to detail and accuracy.

Strong organisational and administrative skills, including proficiency in record-keeping, data entry,
and document preparation.

Effective communication skills to liaise with clients, internal teams and external stakeholders
professionally and sensitively.

Demonstrated capacity or the ability to quickly learn and work with a range of databases, case
management systems, and Microsoft Office applications

Willingness to learn on the job in situations as they arise

Conditions of Employment
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e Applicants are required to participate in satisfactory pre-employment screening, including reference
checks, a criminal records check (entails proof of identity), working with children check and proof of

qualifications and experience.

e A current Victorian driver’s licence is required for roles where travel is an inherent requirement of the

role.

e  Employment is subject to a six-month probationary period.

e Applicants are required to declare any illness or injury that may preclude them from completing the

inherent requirements of the role.

e Terms and conditions of employment are based on the Social, Community, Home Care and Disability

Service Industry Award 2010.

e  Requirement to work at any WRISC site.

Description of Work Environment and Inherent Requirements of the Role include:

Key Activity

Work Manage demanding and changing workloads and competing Regular
Environment priorities.
Work effectively in a team environment in open plan or shared Daily
office space
Exposure to disclosure of and impacts from family violence Regular
emotional demands of the role.
Participate in outreach and community events, outside the regular Regular
work location
Work in different geographical and office locations, including Regular
working from home, and other settings (e.g. schools, home visits).
Work office hours with the possibility of extended hours. Occasionally
Self-manage emotional impacts of the role Regular
Sit at a computer or in meetings for extended periods. Regular
Interact with members of the public who may display the full range Regular
of emotional expressions, including parents, partners, significant
others, family members, advocates, doctors, police.
Interact with clients and members of the public who could display Occasionally
verbal or physically challenging behaviour.
Interact with clients, staff and members of the public from diverse Regular
cultures, languages, sexualities, and disabilities.
Support and participate with clients in recreational activities (e.g. N/A
camping, gardening).
Participate in team development/building activities. Regular
Fluorescent lighting. Daily
Manual Handling | Undertake minimal manual handling such as lifting of equipment Occasionally
which would be of varying weight and size (e.g. child car seats,
books and resources).
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Administrative
tasks

Computer work, filing, writing reports, case notes/plans and client
records, participate in meetings, concentrate for long periods of
time, managing resources and budgets and researching and
analysing information and data.

Daily

Technology

Keep up to date with changing technologies and use a variety of
hardware and software platforms such as smart phones,
laptops/tablets, virtual meeting equipment, security systems, online
meeting software etc.

Daily

Transport

Drive vehicles possibly over long distances and in all traffic and
weather conditions.

N/A

Use public transport including trains, buses, trams and taxis.

N/A

Travel alone to and work from locations with minimal interaction
with other staff

Occasionally

Full name:

Signature:

Line Manager:
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