
PCA Families – Position Description
POSITION DESCRIPTION: SOCIAL WORKER,
HELPLINE and SUPPORT SERVICES



	Position Title:
	Social Worker, Helpline and Support Services


	Reports to:
	Client Services Manager (CSM) and Chief Executive Officer (CEO)

	Employment type:
	Part-time (30 hours per week)
SCHADS Award Level 3/4/5: dependent on skills and experience 
Salary packaging

	Location:
	Suite 6, Level 1, 69 – 71 Rosstown Road Carnegie VIC, 3163


Organisation Purpose
PCA Families is a values-driven not-for-profit organisation committed to supporting and advocating for children, young people and families. We work in partnership with permanent carers, kinship carers and adoptive families to amplify the voice of lived experience, strengthen representation and advocate for positive change.
Guided by a clear purpose and strategic plan, PCA Families is focused on creating meaningful and lasting positive impact for the people and communities we serve.
We empower families to provide stable culturally relevant permanent homes for children and young people who cannot live with their birth families. Children and young people are central to our work.
Organisation Vision
· To provide the support families need regardless of order at any time in their journey.
· To develop an informed, skilled workforce that is informed by lived experience.
· To partner for research to evidence our advocacy and innovation.
· To effectively champion sector changes that ensure timely assessments of parents/carers offering permanency and stability.
Position Purpose
The Social Worker Helpline and Support services is a combined frontline role. The position provides a key point of contact for children, young people and families, responding to immediate and complex needs using strength-based, trauma-informed and client-centred approaches. 
The role is primarily based in Helpline and supports other programs in engagement, intake, referrals, assessment and administration. 
The role requires the capacity to manage emotionally demanding situations, maintain professional boundaries and exercise sound judgement. 
Key Responsibilities
1. Helpline
· Respond to Helpline calls and enquiries in a timely and professional manner.
· Build rapport and provide a safe, respectful and supportive service with callers who may be experiencing complex circumstances, distress and crisis.
· Assess client needs, provide short-term support and identify appropriate referral pathways.
· Undertake comprehensive intake for clients with complex needs.
· Assess and manage immediate risks, including child safety and placement risks.
· Facilitate mandatory reporting and escalate risks in accordance with legislation and organisational procedures.
· Provide crisis support, referrals, advocacy and service coordination.
· Support clients experiencing issues affecting out-of-home-care placements or risk of placement breakdown.
· Advocate for children, young people and families, including where service gaps are identified.
· Maintain current knowledge of relevant services, resources and referral pathways.
· Maintain accurate client records and ensure privacy, confidentiality and information-sharing requirements are met.
· Participate in reflective practice and supervision 
2. Flexi Funding
· Confirm initial eligibility screening of children and expenditure for Flexible Funding applications within financial delegations.
· Assist clients in navigating the Flexible Funding application process via the PCA Families portal.
· Respond promptly to triaged Flexible Funding calls and bookings.
· Assess Flexible Funding applications and determine priority level.
· Process assigned applications accurately and promptly in line with Flexible Funding Guidelines.
· Provide operational and administrative support for the Flexible Funding Program.
· Record application and client data accurately and on time in the Flexible Funding database/portal and CRM.
· Support the Team Leader in planning and implementing Peer Support initiatives.
· Participate in line management, clinical supervision, reflective practice, and performance reviews.
· Actively engage in team meetings, forums, and professional development opportunities as required.

3. Better Futures and Homestretch Client Support
· Provide client support to young people and families engaging with Better Futures and Homestretch.
· Respond to program enquiries and provide information about available supports.
· Book appointments with Intake and Engagement Officers.
· Support complex Better Futures and Homestretch intakes as required.
· Assist young people to identify needs, access services and navigate support systems.
· Provide appropriate referrals, advocacy and practical support.
· Work closely with Intake and Engagement Officers and other program staff to ensure effective client handover and continuity of support.
· Identify and escalate risks affecting young people and families.
· Maintain professional, respectful and supportive relationships with young people.
4. Administration, Data and Records
· Provide operational support to. Client Support Manager, Team Leaders and program colleagues.
· Complete accurate and timely data entry.
· Maintain accurate and up-to-date client records ensuring relevant documentation is recorded and uploaded to the relevant databases.
· Provide relevant data for program, CEO Metrics and department reporting.
· Ensure documentation complies with privacy, confidentiality and program requirements
5. Stakeholder Engagement and Teamwork
· Develop and maintain collaborative relationships with government and community agencies.
· Coordinate referrals and multi-agency responses for complex client needs.
· Work collaboratively across the Helpline, Better Futures, Homestretch and other PCA Families programs.
· Participate in team meetings, supervision, professional development and relevant forums.
· Contribute to the development and review of Helpline resources and service information.
· Share relevant client information with consent and in accordance with legislation and organisational policies.
6. Child Safety and Risk
· Promote the safety and wellbeing of children and young people.
· Identify, assess and respond appropriately to risks.
· Comply with mandatory reporting obligations and the Child Safe Standards.
· Report significant risks to the Program Leader – Better Futures, Helpline and Peer Support, Client Services Manager or CEO where required.
· Maintain professional boundaries and safe practice.
· Ensure client information is managed appropriately and confidentially.
Organisational Responsibilities
· Maintain confidentiality and information security in line with PCA Families' obligations under the Privacy Act 1988 and the Health Records Act 2001 (Vic).
· Develop and implement an Individual Workplan.
· Provide information and data required for organisational and program reporting.
· Contribute to PCA Families' Strategic and Operational Plans.
· Undertake delegated portfolio responsibilities and organisational projects.
· Support other PCA Families programs when required.
· Participate in professional development activities as requested.
Work Health and Safety
This role is an office based role, subject to the need to protect employees from work related psychological health and safety issues including:
· The need for informal and formal support within the team
· The need for communication with management and monitoring of workload 
These supports are particularly important given the sensitive nature of the calls, the sometimes potentially traumatic content and complexity of the assessments and the need to protect employees from work-related psychological health and safety issues. 
The Social worker must:
· take reasonable care for their own health and safety and that of others.
· Comply with PCA Families' WHS policies, procedures and reasonable directions.
· Report hazards, incidents and psychosocial risks appropriately.
· Participate in relevant WHS training and risk-management processes.
· Undertake other reasonable duties as required.
Provide relief coverage for periods on annual leave and other leave within the Helpline team. 
The leave will be preplanned a minimum of 4 weeks in advance, or otherwise on a request basis.
Selection Criteria
Qualifications and Experience
· Relevant qualification in Social Work or a related discipline.
· Strong understanding of trauma-informed and strengths-based practice. 
· Experience working with children, young people and/or families experiencing complex circumstances.
· Experience in a Helpline, intake or triage environment 
· Experience using DFFH CRISSP and/or client management databases
· Capacity to manage emotionally demanding situations, maintain professional boundaries and exercise sound judgement
Skills and Attributes Experience 
· Strong communication, relationship-building and organisational skills.
· Demonstrated experience in client support, intake, assessment or casework.
· Ability to work independently and collaboratively across programs and agencies.
· Commitment to the safety, wellbeing and rights of children, young people and families.
· Demonstrated skills in risk assessment, crisis response, advocacy and referral.
· Understanding of child safety, mandatory reporting, privacy and information-sharing requirements.
· Knowledge of Victorian child protection and youth service systems.
Key Capabilities
· Social Work Practice: 		Applies sound professional judgement and ethical practice.
· Client Engagement: 		Builds respectful and trusting relationships.
· Risk Management: 		Identifies and responds appropriately to risk.
· Advocacy: 			Supports clients to understand their rights and access services.
· Youth Engagement: 		Promotes participation, choice and self-determination.
· Collaboration: 			Works effectively with internal and external stakeholders.
· Administration: 			Maintains accurate records and meets reporting requirements.
· Professional:			Maintains confidentiality, boundaries and compliance with						organisational and professional requirements.
All Staff
·  Deep commitment to the organisation’s purpose and values.
·  Current Working with Children’s Check and National Police Check.
·  Support the CEO and Client Services Manager in the implementation of the PCA Families   Strategic and Operational Plans as required.
·  Flexibility to support occasional out-of-hours work.
·  Adhere to all PCA Families policies and procedure and code of conduct.
·  Support other areas in the organisation when required.
Lived Experience
We encourage applicants with lived experience to apply.
Approvals and Revision
This position description is effective from the date of approval. The PD will be reviewed annually or on needs basis. The CEO is responsible for maintaining and updating this position description.

	Date
	Version
	Responsible Officer
	Revision Description

	10 Sept 2026
	1.00
	Chief Executive Officer
	New Position Description


Approved by:
Name:	Michele Lewis
Title:	Chief Executive Officer
Signature:[image: ]
Date: 10th September 2026





Key Performance Indicators (6 and 12 Months)
The KPIs below give the Social Worker, Client Services Manager and CEO a shared basis for reviewing progress at the 6- and 12-month marks, moving from establishing sound operational foundations in the first six months to demonstrating strategic, SW-level impact by month twelve.
6-Month KPIs
These KPIs reflect successful onboarding and the development of foundational competence and confidence in the role.
1. Helpline
1. Responds to and manages Helpline calls in line with agreed service standards, seeking guidance from senior colleagues on complex matters as needed.
1. Completes intake documentation and case notes accurately, within agreed timeframes of each contact.
1. Demonstrates a developing ability to identify and escalate child safety and placement risks in accordance with mandatory reporting obligations and organisational procedures.
1. Actively engages in supervision and reflective practice, and visibly applies feedback to practice.
2. Better Futures and Homestretch Client Support
1. Responds accurately to program enquiries and books appointments with Intake and Engagement Officers within agreed timeframes.
1. Demonstrates working knowledge of Better Futures and Homestretch eligibility, supports and referral pathways.
1. Establishes effective working relationships with Intake and Engagement Officers to support consistent client handover.
3. Flexi Funding
1. Completes initial eligibility screening accurately and within financial delegations.
1. Processes assigned Flexi Funding applications within Guideline timeframes, with minimal error or rework.
1. Maintains accurate, up-to-date records in the Flexible Funding database/portal and CRM.
4. Administration, Data and Records
1. Maintains accurate, timely client records across relevant databases (including CRISSP/CRM) in line with privacy and confidentiality requirements.
1. Provides accurate data for program and CEO Metrics reporting as requested, requiring minimal correction.
5. Stakeholder Engagement and Teamwork
1. Builds collaborative working relationships with colleagues across Helpline, Better Futures, Homestretch and Flexi Funding.
1. Attends and contributes constructively to team meetings, supervision and professional development.
6. Child Safety, Risk and Professional Conduct
1. Demonstrates sound understanding of mandatory reporting obligations and the Child Safe Standards.
1. Maintains professional boundaries and manages client information appropriately and confidentially.
1. Completes an Individual Workplan and engages constructively with WHS and psychosocial support processes.



12-Month KPIs
These KPIs reflect full competence in the role, sound independent judgement, and active contribution to team and organisational outcomes.
1. Helpline
1. Independently manages the full range of Helpline calls, including complex and crisis presentations, applying sound and consistent professional judgement.
1. Consistently meets agreed Helpline service standards for response times, intake completion and documentation timeliness.
1. Identifies and escalates risk accurately and in a timely manner, requiring minimal oversight.
1. Contributes to the review and improvement of Helpline resources and service information.
2. Flexi Funding
1. Independently assesses and prioritises Flexi Funding applications, applying sound judgement to complex or borderline cases.
1. Consistently processes applications accurately and within Guideline timeframes.
1. Contributes to Peer Support initiative planning and implementation as directed by the Team Leader.
3. Better Futures and Homestretch Client Support
1. Independently manages complex Better Futures and Homestretch intakes and ongoing client support.
1. Delivers seamless, effective handover and continuity of support, evidenced by positive feedback from Intake and Engagement Officers and clients.
4. Administration, Data and Records
1. Data and reporting are consistently accurate, complete and delivered on time with no follow-up required.
1. Documentation consistently meets privacy, confidentiality and program compliance requirements, confirmed through periodic file review.
5. Stakeholder Engagement and Teamwork
1. Develops and sustains effective relationships with government and community agencies, evidenced by successful coordination of multi-agency responses for complex client needs.
1. Is recognised by colleagues and management as a collaborative and reliable team member across programs.
6. Child Safety, Risk and Professional Conduct
1. Demonstrates consistent, sound risk assessment and response across the full caseload, with no compliance breaches.
1. Models trauma-informed, strengths-based practice and professional boundaries for colleagues.
1. Completes agreed professional development and meets Individual Workplan objectives.
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