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Colleagues  

This year has not been what any of us 

expected.  A focus for me this month has been 

developing our data dashboards, so that we can 

better understand trends and the services 

needed for our veteran community over the 

coming months. Your regional leadership teams 

will be sharing these dashboards with you, but I 

want to share a couple of initial observations.
  

It is very clear in the data, that there was a spike in support we provided in February and March, in response to 

the bushfires. Open Arms as a result, has this year to date (26, 271), supported more clients than we did across 

the previous financial year (24,830). This was a tremendous effort across Australia to support veteran and their 

families during this national crisis. Importantly, those impacted by bushfires have not been forgotten and we have 

strategies to follow-up over the coming months. 

In contrast, over the last couple of weeks you can see the impact of the need for the community to physically 

distance and stay at home in response to the COVID 19 crisis. We are seeing an increase in people needing 

support for mental health distress, with a 27% increase to our 24/7 support line over Easter, compared to the 

same period last year. However, we are currently seeing a decrease in those seeking assistance for mental 

health disorders and drop in the number of intakes. 
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As the impact of financial stress, loss of usual connections and the need to balance multiple roles from a home 

environment starts to impact, we will see an increased demand for mental health support and counselling. 

Therefore, both national and regional teams are using this time to prepare and innovate, so that we are able to 

meet this demand and I would like to acknowledge the flexibility being demonstrated as we adapt. 

Importantly, over the last couple of weeks as part of this preparation, we have been able to reduce our wait times 

nationally. Clients are far more willing to engage in tele and video options and as a result, regions are able to 

support each other and offer services nationally. 

I had the opportunity to listen to a webinar this week about ‘Flipping the Clinic’, focused on how do we not just try 

and replicate face to face counselling when using tele-mental health, but truly move to digital mental health. The 

challenge is how we utilise the full range of options available, from online resources to apps in our clinical care. 

Fortunately, we are ahead of the game, thanks to the pilot in New South Wales with Innowell and the trialling of a 

digital platform. We are now looking at how we can best build on these experiences and share the lessons learnt. 

What I have learnt –  

Every day is an opportunity to learn something new and I have been reflecting this month about what I am taking 

from this experience: 

 I have been reminded about how truly adaptable people are and ultimately willing to work together to look 

after our community. 

 To sit 1.5 metres or physically distance myself from the monitor when watching a webinar – to overcome the 

desire to multi-task and miss the best parts. 

 That six people in a video conference is optimal if you want to give everyone a voice. 

 That we have an amazing team of individuals who are innovative and committed to supporting our veterans 

and families. 

 That we all need to focus on self-care and work life balance to ensure that we are able to support veterans 

and their families over the coming months. 

 That ultimately cats rule the household and get the best spots, while dogs have an unlimited capacity to 

provide love and affection. 

Finally, in the lead up to ANZAC day, I would like to take a moment to thank you all for the work that you do to 

support the veterans and families who have served our country. 

Regards 

Stephanie 
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We have become aware that a number of OPC invoices batched on 4 April 2020 for payment have not been 
dispatched. 
 
Our investigations revealed this was caused by a system error. Manual processing has been undertaken to rectify 
the problem and we do not expect any further delays. 
 
Payments from this batch will be made by Tuesday 21 April 2020. 
 
We apologise for any inconvenience. 
 
 

 
 
                   
This free webinar is a great professional development opportunity for you to gain a better understanding of the 
practical, ethical and suitability considerations when delivering counselling and support to Open Arms clients 
in an online environment. 
 
Part 1 Recording 
If you did not attend Part One it is strongly encouraged that you watch the recording which can be accessed here 
or via the COVID-19 Self-service space. 
 
Part Two of this webinar is being held on Monday 20th April 2020 - 2.00pm to 3.00pm AEST. 
 
Registration 
If you registered for Part One of the webinar series you do not need to register again for Part Two as your 
registration is automatically carried over.  
 
If you have not previously registered and would like to join in,  you can register here. 
 
After registering, you will receive a confirmation email containing information about joining the webinar. 
 
Who Can Attend 
This training is open to all Open Arms staff, Outreach Provider Clinicians and those who collaborate in the delivery 
of care to our client group. 
 
 
Questions 
If you have any questions please contact the  National Clinical Innovations team. 
 
                              Add to Calendar   Add to Google Calendar   Add to Yahoo Calendar 
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The Open Arms - Client Assist Contact Centre (Client Assist) – are the team who respond to all calls coming 
through Open Arms 1800 number. Before the establishment of this centralised team in early 2019, a caller to this 
number was directed to the regional office closest to their immediate location. 

The Open Arms Client Assist Contact Centre now operates 24/7 to provide direct support the veteran community.  

The Client Assist team consists of highly trained mental health professionals including Psychologists, Social 
Workers and Mental Health Nurses, with diverse experience and well-developed communication skills to guide 
Open Arms clients through a smooth entry to the service.  

Client Assist Intake Clinicians conduct intake assessments that serve as the preliminary screening and triage for 
individuals and families seeking access to any service provided by Open Arms - Veterans & Families Counselling. 

Client Assist – After Hours Support Calls 

One of the services available through Client Assist is the After Hours Support Calls. This service is available to 
all Open Arms clients. It is designed to complement the support provided by Outreach Clinicians by extending the 
level of care when needed.   

Client Assist will listen and respond to clients who are: 
 Distressed or in crisis 
 At risk of suicide or self-harm  
 Isolated and need to stay connected 
 Require additional support to maintain therapeutic goals 
 At risk of family and domestic violence 

Client Assist will work to decrease levels of distress, improve coping through problem solving and a range of 
grounding techniques, develop plans to help individuals and families to manage until their next contact with you, 
as well as link to crisis services when needed.  

The After Hours Support Calls are also an alternative for clients at times when Outreach Clinicians are on leave 
or otherwise not available.  

Requesting an After Hours Support Call is straightforward, simply send the details in VERA using the following 
instructions. Call outcomes will be recorded in the client file. 
 

Requesting an Open Arms After Hours Support Call 

1. Identify a suitable date and time that the client will be available for a call. 



5

2. Send the request to Client Assist via a Workflow Task (WFT) from the client’s relevant open Service 

File. 

 

a. Subject : [SURNAME] [Christian name] – AH SUPPORT CALL REQUEST 

Example: [Smith][John] – AH SUPPORT CALL REQUEST 

b. Followers : Client Assist Intake 

c. Select + to display Followers 

3. 
Add a note to the Messages section of the WFT with; 

 The identified date(s) and time(s) for the client to receive a call(s) 

 Goal for the call(s) 

 Any other relevant information 

** Please lodge all requests by 1930 AEST 

 
If you require VERA assistance, please contact the VERA Help Desk. 

  
  

As the health and safety of our staff and clients is our top priority, we have temporarily suspended all 

groups treatment programs and Suicide Prevention Training until at least 30 April—in keeping with social 

distancing measures. We are contacting all registered attendees to talk about appropriate interim support 

options including: 

 referral to a Counsellor or Community Peer Worker 

 ways to keep in contact and be updated on future groups 

 online options. 

We are actively working with external agencies to offer online options in lieu of the face-to-face 

format and will let you know as plans develop. 
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If you know of anyone who would benefit from further support or information, please ask them to call 

Client Assist 24/7 on 1800 011 046. 
 

  
  

 

The following resources were published on the Open Arms website in April: 

 

 

The following resources were added to the Open Arms COVID-19 Self-service portal: 

 Online Video Counselling & Support (OVC&S) set-up, instructions, guidelines, and consent form 

 Factsheet - Support for Veterans during COVID-19  

 Factsheet - Safe Work Australia - Suspected or confirmed case of COVID-19  

 Factsheet - Information on COVID-19 for Veterans and their families 

 Flip the Clinic: webinar transcript and link 

 Staying Connected with our Children document 
  

  
  
  

 

Listen to the podcast to hear what was said 
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