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What is domestic and 
family violence? 
Domestic and family violence occurs when someone 

uses violence, abuse or intimidation to control or 

manipulate their past or present partner, family 

members or housemates, forcing them to live in 

fear. Controlling behaviours include physical, sexual, 

verbal and emotional abuse, threats, humiliation 

(put-downs), fi nancial deprivation, forced social 

isolation—such as not allowing contact with family 

and friends, stalking, harassment and neglect. 

Domestic and family violence affects people from all 

walks of life, and impacts on the physical, mental 

and emotional health of both adults and children.
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How can I get help from 
Centrelink? 
Centrelink is often one of the fi rst points of contact 

for many individuals and families experiencing 

domestic and family violence. Centrelink offers 

support and specialist services that take into 

account your particular needs. Centrelink staff can 

give you information about payments and other 

assistance from Centrelink and the local community.

Centrelink is committed to providing a responsive 

and supportive service, which respects your rights to 

privacy and confi dentiality.

To help you, Centrelink:

• provides a personalised service 

• works to ensure your and your child(ren)’s safety 

and looks at extra ways to protect your privacy and 

confi dentiality

• ensures you get early access to any payments you 

are entitled to, so that you can support yourself 

and your child(ren)

• will sympathetically review your ability to meet your 

participation requirements

• refers you quickly to people who are trained to 

deal with domestic or family violence issues and 

to support services including social workers 

and community agencies that help with housing, 

legal assistance, police, child care, longer-term 

counselling, education and training.
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What Centrelink payments 
are available? 
Depending on your circumstances, Centrelink 

can offer you a range of income support options 

including Parenting Payment, Family Tax Benefi t, 

Newstart Allowance, Disability Support Pension 

or Age Pension. You may also be entitled to 

additional assistance such as a concession card, 

Pharmaceutical Allowance, Telephone Allowance or 

Rent Assistance.

Centrelink will work out what you are entitled to and 

help you with your claim. Staff can also give you 

information about Child Support (maintenance) and 

Child Care Benefi t. 

For more information about help for families with 

children, see the Are you a parent or guardian? 

booklet.
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Crisis Payment 
Where you are eligible for one of Centrelink’s payments, 

Crisis Payment is a special one-off payment to assist 

you if you have experienced domestic and family 

violence and have separated from the perpetrator. It is 

equal to one week’s payment of the income support 

payment you are entitled to. 

You may be eligible for Crisis Payment if you: 

• are in severe fi nancial hardship 

• qualify for another payment from Centrelink 

• have left your home and cannot return because 

of an extreme circumstance, such as domestic 

violence, and have set up or intend to set up a 

new home, or
• remain in your home after experiencing domestic 

violence where the family member responsible has 

left or been removed from your home. 

To qualify for Crisis Payment you need to have been in 

Australia for a certain amount of time. 
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You cannot be paid more than four payments of Crisis 

Payment for extreme circumstances in any 12 month 

period.

Your claim for Crisis Payment must be made within 

seven days of the extreme circumstance or the 

family member responsible leaving or being removed 

from the home, and will be referred to a Centrelink 

Social Worker. 

For more information about Crisis Payment, see the 

Needing Help in a Crisis? booklet.

What other help can I get 
from Centrelink? 

Social Workers
Social Workers in Centrelink can offer you counselling 

and support and will respect confi dential, personal 

and family information. They can discuss with you any 

diffi culties you may have in meeting your participation 

requirements and offer a short-term exemption from 

those requirements where necessary.

They can also assist you in accessing other support 

services in the community that you may require. 

These may include emergency accommodation and 

fi nancial assistance, longer-term housing assistance, 

counselling, health and legal services.

To talk to a Social Worker:

• call 13 1794 and ask to speak to a Social Worker, or
• visit your local Centrelink Customer Service Centre 

to arrange a referral to a Social Worker.

For more information about Social Workers, see the 

brochure, How Centrelink Social Workers can help you. 
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Indigenous Customer Service Offi cers
Many Indigenous Australians prefer to speak with 

someone from a similar cultural background, 

especially when discussing sensitive issues such as 

violence. Centrelink’s Indigenous Customer Service 

Offi cers can provide this service. The Indigenous Call 

Centre is also available to assist Indigenous people 

in remote communities. If you live in one of these 

communities, you can contact the Indigenous Call 

Centre on 13 6380.

Multicultural Services
Centrelink can help people from multicultural 

backgrounds who have experienced domestic 

violence by referring them to culturally appropriate 

support services. Centrelink also provides a free 

interpreter service for interviews, and free translation 

of documents relating to Centrelink business. You 

can also speak with a Centrelink offi cer in your 

language by phoning 13 1202.

Senior Customer Service Advisers
People who have experienced domestic and family 

violence may have some diffi culty getting into the 

workforce because they need to update their skills, 

have child care responsibilities, or other personal 

issues. Senior Customer Service Advisers can help 

you to access support, education or training, or 

to work towards entering the workforce. For more 

information, visit your local Centrelink Customer 

Service Centre, or phone 13 2850.
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Centrepay
Centrelink has developed an easy way for you to 

pay some of your bills and stay in control of your 

fi nances. Centrepay is a free and voluntary direct 

bill paying service offered to customers receiving 

Centrelink payments. Instead of paying large 

bills every month or quarter, your bills are paid in 

manageable amounts from your payment, making it 

easier for you to budget. For more information visit a 

Centrelink Customer Service Centre.

How to contact us
To fi nd out more about payments and services you 

may be eligible for, visit www.centrelink.gov.au or 

contact us in any of the follow ways.

Crisis Payment 13 1794

To speak to Centrelink in a language 
other than English 13 1202

Customer Relations Freecall™ 1800 050 004
for complaints, compliments and suggestions

Australian Government Services Fraud
Tip-off Line 13 1524

TTY* payment enquiries Freecall™ 1800 810 586
*TTY is only for people who are deaf or have a 

hearing or speech impairment. A TTY phone is 

required to use this service.

Check the ‘we speak your language’ link on 

Centrelink’s website for information in languages 

other than English.
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Important: calls to ‘13’ numbers from a standard 

telephone service can be made from anywhere within 

Australia for not more than the cost of a local call 

(call charges may vary depending upon the telephone 

service provider). Calls to ‘1800’ numbers are free of 

charge. Calls from public and mobile telephones may 

be charged at a higher rate.

Disclaimer
The information contained in this publication is 

intended only as a guide to payments available.

What are your responsibilities?
• It is your responsibility to decide if you wish to 

apply for a payment and to make the application, 

having regard to your particular circumstances.

• The information is accurate as at May 2009, but 

may of course change. If you use this publication 

after that date, please check with Centrelink that 

the details are up to date.

From what date are benefi ts payable?
Most government payments are paid from, or after, 

the date on which the application is made. So the 

sooner you lodge your application, the quicker you 

may be paid. 

What is the position if you deal with a third party?
You may deal with a third party who is not a member 

of Centrelink’s staff. If you do so, please remember 

that Centrelink has not authorised any third parties 

to provide information or advice to you about 

payments.
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