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Inspiration and values

Mission Statement

“The Frankston Community Support and
Information Centre Incorporated is
committed to provide the citizens of
Frankston with high quality services
based on social justice to support their
social, emotional and physical well
being.”

Statement of Purposes

The Frankston Community Support and Information Centre
Incorporated is a non-profit Association whose purposes are to:

4 Provide direct aid for the residents of Frankston City in need of
relief from poverty, sickness, suffering, distress, misfortune,
destitution or helplessness.

4 Respond to the needs of local residents by offering a range of
information and support services most of which can be provided
capably by trained community volunteer workers.

& Encourage the interest, and provide opportunities for residents
of Frankston to become involved in providing services and
addressing community issues.

4 Contribute to the development of Frankston by working in
partnership with other local groups and organisations on
community projects, services and activities.

¢ Make representation to governments, other organisations and
the community on behalf of individuals and groups whose needs
are not being met adequately by current services.
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Chairman’s Report

The Frankston Community Support
and Information Centre certainly
lived up to its name this past year
both as a community support and as
an information centre.

The Centre has continued to be
involved in and represented on many
committees and reference groups
throughout the year. In many cases,
the Centre’s involvement is the result
of invitations from organisations who
recognise the expertise and
professionalism of our staff.

As part of our commitment to
continuous improvement, we have
enhanced volunteers skills with
training in the use of our new
Infocom database system and have
more volunteers trained and
accredited as emergency relief
workers. Management and
members of the Committee of
Management have also been
involved in various training
programs, including Occupational
Health and Safety (OH&S), Risk
Management and Volunteer training.
Your committee has devoted a great
deal of time with developing and
updating many of the Centre’s
policies and procedures. With
constant changes in legislation, it is
essential our policies reflect current
legislative requirements, and with
the huge number of policies we
have, itis a continuing task to review
and update policies when and where
necessary.

The Committee of Management is
mindful of staff safety and our OH&S
responsibilities, and in this regard, the
Committee purchased and installed an
alarm system for interviewers, in
addition to addressing a number of
other safety issues within the Centre.
We constantly carry out risk
management procedures to identify
and deal with any areas of risk.

Itis pleasing to note that our Manager,
Vicki Martin, and our Coordinator of
Volunteers, Maureen Macer, were both
presented with Certificates of Service
by Frankston City Council in
recognition of their service to the
organisation. On behalf of the
Committee of Management and all
staff, | congratulate Vicki and Maureen
for an outstanding performance.

The Centre continues to go from
strength to strength, which has only
been possible with the cooperation and
hard work of all involved in the Centre,
irrespective of what duties they
perform.

We cannot change yesterday, but we may change tomorrow. Volunteer



This year in brief

My thanks go to the Committee of
Management who have maintained its
governance role, and | appreciate, that
despite their workload increasing over
recent years, they continue to give the
time necessary to get the job done.
They provide support and direction to
the Manager to ensure she has the
facilities and resources to perform her
role in managing and leading the
agency, which she has carried out with
the usual professionalism and
enthusiasm Vicki is known for.

Maureen Macer, our Coordinator of
Volunteers, has continued to excel in
the recruitment, training and coaching
of volunteers. Her role is very
demanding, requiring on the spot
decisions and judgements to be made
each day and we are very fortunate
indeed to have Maureen in this role.

Our Special Projects Coordinator,
Marion Lester provides substantial
assistance to the Manager, enhancing
our website, and the websites formed
with partnership projects, in addition
to putting together our Annual Report.
Marion has researched, designed and
printed various brochures which are
not only used within the agency, but
are much sought after by many
community organisations throughout
Frankston.

Our volunteers, who provide the
frontline services to our people, are the
backbone of the agency. They do
whatever is required, often without
thanks from those to whom their
assistance is directed. As usual, they
often perform above and beyond what
is expected of them, and we are very
proud of their record in assisting our
people.

Frankston Community Support and Information Centre

Our Material Aid Trustees provide a
valuable service in ensuring the
funds under their control are used
in accordance with the provisions of
the Trust Deed.

To all associated with the
organisation, | say “Thank you”. Itis
often a difficult task to be the
Chairman of an organisation, but
with the support | receive from the
Committee of Management, Vicki
and all staff, this task is made easy,
and it is indeed a pleasure to work
with them.

Last, but by no means least; | also
wish to express the thanks of the
Committee of Management and all
at the Centre to Frankston City
Council and its officers, particularly
George Modrich, and Mandy Gatliff.
The council provides our
accommodation, two staff and
support in addition to our on-costs,
so without them, we could not exist.

We anticipate another year of growth
and exciting projects with our staff
and partners, and we look forward
to enjoying the support from all
involved in their own way in the
Centre.

—t

JOHN TAME
Chairman
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Manager’s Report

Over the last year, the Centre has
continued to work on the goals and
priorities of its 2004 — 2007 Strategic
Plan. As one of Frankston’s most
important community organisations,
the Centre strives, through its
volunteers and paid staff, to meet the
needs of its complex community by
attending to 12,367 enquiries during
the past 12 months.

This year we introduced our
Volunteer Policy and Procedures
Manual that underpins the Centre’s
Volunteer Program. This Program
continues to evolve and contribute
significantly to the delivery of high
quality services.

Today people have more demands
on their time than in years past and
have become more selective about
how and where they donate their
services. We have been fortunate to
attract skilled workers to the
organisation who may want a career
experience, a chance to build on
their skills and the opportunity to
meet others through volunteering.

The introduction of numerous
volunteer job positions, choice of
roles and varied training
opportunities has proved beneficial
for the organisation. A total of 85
volunteer staff contributed 16,389
hours, all helping to make the Centre
a professional and well run
organisation.

Recruitment targets have been met
with 17 people being recruited to
cover the 10 volunteers who left for
employment, tertiary studies and for
illness or retirement reasons. New
volunteers have been integrated into
the organisation complementing the
staff already working at the Centre.

Our biggest training achievement for
the year has been obtaining the new
accreditation for ‘Emergency Relief’
provision for many of our experienced
interviewing staff.

A more conducive work environment
for volunteers was accomplished by
providing new equipment including
updating computers and furnishings.
The Centre’s four interview rooms were
modernised by replacing outmoded
donated second-hand items, to make
it a more pleasant area for visitors.

Our partnerships continue to be an
important part of our organisation, and
we value their involvement with us.
Partnerships give us the opportunity to
explore and implement projects which
not only benefit the community, but add
value to our and our partners activities.

We acknowledge the Triple A
Foundation, who have again fully
supported the position of our Special
Projects Coordinator. The Foundation
has funded this position for many
years, and it is pleasing to note, they
have agreed to continue to do so for
another year.

It is also satisfying that the community
recognises our commitment by the
generous donations made throughout
the year. Without these funds our work
in the community would be severely
compromised.

In partnership with the Mornington
Peninsula Community Connections
and the RACV Foundation the ‘Getting
Involved’ project was successfully
launched in September 2005 at
Hickinbotham of Dromana winery. The
project website and flier was designed
to encourage business people to
become involved in their communities.

We cannot change yesterday, but we may change tomorrow. Volunteer
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Following a successful submission for
funding, the Public Internet Access
Project was launched by the State
Minster for Information and
Communication Technology Marsha
Thompson and local Member Alistair
Harkness. The Internet has proved a
popular option for people visiting the
Centre looking for employment
opportunities and information.

For 2005 — 2006 the Department of
Families, Community Services and
Indigenous Affairs introduced a
standard Long Form Funding
Agreement and revised programme
guidelines for the Emergency Relief
Programme grant of $156,992.00.
These and other funds went toward
assisting 5899 people in crisis. The
program is enhanced by contributions
from our partners, the Frankston
Magistrates’ Court, Telstra (through
Community Information Victoria) and
the many monetary and in-kind
donations we received.

The Tax Help and Extended Tax Help
service continues to meet the need of
many disadvantaged people living in
the Frankston area. We have a highly
professional team of volunteers trained
by the Australian Taxation Office
providing this service.

The winding up of the free Legal
Advice Service on the 8" February
2006 ended a 32 year partnership with
a number of legal firms that filled a
‘gap’ for many years by providing free
advice to underprivileged people living
in the Frankston area. This ‘gap’ has
been filled by both Victoria Legal Aid
and Peninsula Community Legal
Centre.

Frankston Community Support and Information Centre

It was with sadness that we said
farewell to the Frankston staff of
LifeWorks on 28 September 2005
after 34 years of co-location at the
Centre. It had been a productive and
satisfying relationship benefiting
both organisations. LifeWorks
personnel have always held a high
regard for the Centre’s volunteers,
as have we for their staff, which
contributed to the longevity of our
relationship. This move also
coincided with the closure of our
evening service.

We recently joined Frankston City
Council to apply for State
Government funding to set up a
volunteer resource service.
Research has shown that this
resource is required in Frankston by
residents looking for involvement in
their community through
volunteering.

There are a great many people and
supporters who contribute to the
success and ongoing development
of the Centre. | offer my heartfelt
thanks to my two co-workers
Maureen Macer and Marion Lester,
the Committee of Management, ably
lead by John Tame, for their
unceasing support and leadership,
and the many volunteer staff for their
commitment and support of our
guest to provide the people of
Frankston with the best possible
service.

L Lo

VICKI MARTIN
Manager
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“The more you learn about
perspectives other than your
own, the greater the chance
you will be able to judge
objectively.”

Justice Sally Brown
Family Couft

Emergency Relief Program

In October 1977, a devastating
power strike in Victoria created a
new role for the organisation, that of
assisting with the assessment of
people experiencing economic
hardship as a result of the strike.

Then, in 1978, at the request of
Frankston City Council, the
organisation took over the provision
of emergency relief and in the first
year distributed $2,000.

Today we provide assistance to
individuals and families facing
conditions of extreme hardship or to
those who have emergencies that
threaten their social, emotional and
physical wellbeing. This year, we
distributed approximately $193,000
in emergency relief on 5899
occasions with a further $11,000 in
hampers and vouchers was
distributed to 350 families from our
Material Aid Trust.

The majority of our emergency relief
funding is received from the
Commonwealth Department of
Families, Community Services and
Indigenous Affairs and the Frankston
Magistrates’ Court. Churches,
schools, individuals and business
people also provided substantial
support to the Program in 2005 — 06.

We have observed over the years
that people on low incomes have
fewer choices than others. They
have reduced choices with housing,
education, health care, food, clothing
and other consumer items. Usually
they have to settle for the cheapest,
often sub-standard and least
convenient options in almost
everything that they do.

When people get caught up in the
welfare system their ability to choose
is reduced even further. Our
organisation makes every effort to offer
a range of emergency relief options
and to be flexible in how the
organisation’s emergency relief
resources are used so we can increase
a person’s opportunity to make
choices.

When a person visits our organisation,
usually their priority is to address their
financial difficulties, but we also
provide them with an opportunity to
discuss other problems with the aim of
starting the process to resolve them.

Many of the people who visit the Centre
frequently move from one address to
another. Moving from where you live
is often a positive thing. It can bring
economic benefits including more or
better work and social benefits such as
a new home or a new start.

However, some people who move
frequently can find it difficult to access
the services they need, especially if
they are already disadvantaged. In this
way, frequent moves can cause or
compound social exclusion. High
levels of mobility, particularly in areas
with high levels of disadvantage, can
also be a barrier to community
cohesion and can pose particular
challenges for service deliverers.

We cannot change yesterday, but we may change tomorrow. Volunteer
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A small survey was under taken by the
Centre in the months of May and June
to give a snapshot of the needs of
people visiting the organisation
requiring emergency relief assistance
for the first time. Ninety-two new
people, representing 104 adults and 63
children, responded to the survey, with
most being referred to the Centre by
Community Service agencies,
Centrelink or a friend or relative.

The largest group of new visitors to the
Centre were people who had lived in
Frankston for more than 12 months.
Of those who had moved to Frankston,
single adults were the main group, with
single adult families the next largest,
with most moving from outer
Melbourne, country Victoria and
interstate.

The reasons given for shifting to
Frankston were family/friends living
here, cheaper housing, escaping
personal violence with a few naming
work opportunities.

Most were requesting assistance
because of financial problems
associated with accommodation
costs, loss of employment, family
breakdown and health issues.

The Centre’s Emergency Relief
Program offers assistance in the
form of retailer gift cards for fresh
food items, food parcels, payment
of utilities, rent assistance, school
costs, medical and dental expenses,
rail and bus fares.

Managing emergency relief finances
can be a complex task, given the
wide range of expenses that can be
incurred in operating a service,
administering and being publicly
accountable for funds received and
spent.

Emergency Relief distribution figures

7114 — Total clients requesting Emergency Relief.
2254 — New emergency relief clients.
5899 — Number of clients assisted.
Breakdown:
2302 Men
3508 Women
89 Via Agencies
$192,942 — Emergency Relief distributed.
Breakdown:

$123,965 Food vouchers

$37,667 Financial assistance (cheques)

$20,585 Food in kind
$9,900 Telstra vouchers

$825 Other vouchers (K-Mart, Myer)

Frankston Community Support and Information Centre
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““I think there is a world
market for, maybe, five
computers”

Thomas Watson
Chairman IBM 1943

IT Resources

Plans have been initiated to upgrade
all computers to Windows XP and
Office 2003. This will be achieved
by a combination of new and used
computer purchases and upgrades
of existing computers. An application
was lodged for the required new
software through the Microsoft
Unlimited Potential Software
Donation Program. The Centre is
extremely grateful to Microsoft for
the substantial supply of software
they have provided under their
Donation Programs.

Two used Pentium 4 computers
have been implemented for Tax
Help, and a new computer was
purchased for dedicated Infocom
usage by volunteers. A new
computer was also provided for free
public access under the government
funded PIAP program, along with a
new printer. This brings the total
number of computers in use at the
Centre to fourteen.

A new Internet Service Provider was
selected, resulting in a six fold
increase in speed, at a reduced
annual cost.

Website

Statistics

Interest in the www.frankston.net
website increased during the last 12
months with 26,337 hits received since
1 July 2005. This is a gain of nearly
12,000 over 2004 — 2005 and an
average of 72 visits every day.

The entire website was redesigned with
new web pages created to help people
find where to obtain food, low cost
groceries, clothing, whitegoods and
budget haircuts locally. Other pages
produced give information on where to
find assistance for those having
difficulty with bill payments, school
fees, legal problems, emergency
accommodation, housing, medical
services (including local bulk billing
doctors), counselling and financial
assistance. Statistics show our visitors
are regularly searching for the
information found on these pages.

The Residential Caravan Parks page
shows current cost and contact
information relating to permanent
residential caravan park
accommodation in Frankston and
surrounding areas. Other new pages
show contact details and open hours
of local Community Centres,
Neighbourhood Houses and the
Frankston Mens Shed.

Gifts in Kind

A successful submission to the Adobe
‘Gifts in Kind’ project resulted in the
Centre receiving a donation of Adobe
products Pagemaker and Photoshop
valued at over $2500. This software
will be used to enhance the
presentation quality of both printed
information and the Centre’s website.

We cannot change yesterday, but we may change tomorrow. Volunteer



This year in brief

Our Partnerships

Frankston City Council

In 1968, Frankston City Council had the
foresight and initiative to recognise the
ability of its community to provide a
professional support and information
service mainly staffed and managed by
volunteers. In doing so, this has resulted
in the Centre becoming one of the largest
and most successful agencies of its type
in Victoria utilising the services of
volunteers.

The partnership between Frankston City
Council and the Centre has been a long
and harmonious one of 37 years. We
acknowledge the Council’'s valuable
contribution to the community by
providing two full-time staffing positions
and covering costs of the Centre’s office
accommodation, telephone and
electricity.

Triple A Foundation

Barrie Thomas, founder of the Triple A
Foundation, first became involved with
the Centre through its Annual Christmas
Appeal in 1992, then as a co-opted
member of its Committee of
Managementin 1994 and a full member
in 1995 until his move to New Zealand
in mid-December 1999. Barrie has made
it possible for a part-time position to be
provided to the Centre since 1996. This
valuable support has assisted the Centre
create many programs and projects that
have contributed to the wellbeing of
Frankston residents.

Operation Larder

The Operation Larder program was
formed by the congregation of St
Andrew’s Church in High Street
Frankston in 1982. The Centre has a
strong and successful relationship with
their volunteers who continue, on a
weekly basis, to provide food items for
distribution to residents in crisis.

Frankston Community Support and Information Centre

Department of Families,
Community Services and
Indigenous Affairs

The Australian Government
introduced the Emergency Relief
Programme in 1977. Its purpose is to
assist the Centre deliver emergency,
financial or other assistance to
individuals and families in immediate
financial crisis.

Mornington Peninsula
Community Connections

John Murphy has been involved with
the Centre since being its Coordinator
in 1989 — 1990. The following six
years saw John’s involvement in the
development of the organisation as
Chairperson of the Committee of
Management. Since leaving the
Centre and founding Mornington
Peninsula Community Connections,
John and the Centre have worked
together on a number of successful
projects, one being the publication of
the book ‘Emergency Relief — A Guide
for Small Community Groups’ that
was distributed throughout Australia
and another being the ‘Getting
Involved’ project.

Community Information Victoria
At times, the Centre has found it
difficult to find sufficient courses to
meet our staffing needs, so it was
decided that we would become
involved by organising training
courses.

In partnership with Community
Information Victoria, the Centre works
to provide the accredited course,
CHCCS6B ‘Assess and Deliver
Services to Clients with Complex
Needs'. Volunteers must hold this
accreditation to interview people who
visit Support and Information Centres.

z Annual Report 2006

11
P_\

P,\
’_\
P,\
’,\



This year in brief

12
)
)
)
P
)

Frankston Magistrates’ Court
The Centre has worked in partnership
with Frankston Magistrates’ Court
since the mid 1980s. On a monthly
basis, the Court provides funds for
distribution through the Centre’s
Emergency Relief Program.

These funds are dispersed to the
Centre from monetary penalties
imposed by a Magistrate as a
condition of an Undertaking to be of
Good Behaviour. Money paid into the
Court Fund is dispersed by the
Registrar of the Court to assist the
community.

The funds from the Court Fund go
towards assisting people with the
payment of emergency medical and
pharmaceutical items, travel,
accommodation or utility accounts.

Australian Taxation Office

In 1989 the Australian Taxation
Department approached the Centre
to establish a Tax Help Program. The
Centre participates in this program
each year by recruiting volunteers and
providing accommodation, equipment
and support for the Tax Help
volunteers working out of the Centre.
This financial year the Centre
commenced the Extended Tax Help
Program to provide an all-year-round
service.

Good Shepherd

Youth and Family Services

In October 2002 we welcomed the co-
location to the Centre of Good Shepherd
Youth and Family Services who provide
the South East Water Financial
Counselling Service two days a week.
This productive relationship will see a
further expansion of Good Shepherd’s
financial counselling service in July 2006.

LifeWorks

The first marriage counselling service at
the then Frankston Citizen’s Advice
Bureau took place early in 1971
conducted by Mrs. Dann, wife of
Archbishop Dann. The service became
formalised as the Marriage Guidance
Counselling Service (later named
LifeWorks) in August 1973 with the
assistance of the Church of England
Marriage Guidance Council.

It was a productive and satisfying
relationship that benefited both
organisations, so it was with sadness
that we farewelled the Frankston
LifeWorks staff. LifeWorks have now
relocated to larger premises in Nepean
Highway Frankston to accommodate
their expanding service needs.

We cannot change yesterday, but we may change tomorrow. Volunteer
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Frankston Community Appeal

Summer means sunshine, fun, going
to the beach but for many Frankston
families it means additional financial
pressure and often more debt as they
struggle to cope with the added
expenses of school fees, Christmas
and the cost of holiday activities.

Frankston Community Support and
Information Centre has held a
Community Appeal each year since
1991. We ask for cash donations or
food items to assist us to provide
festive hampers for local families in
crisis and each year we find people
respond generously to the Appeal. The
Centre’s Material Aid Trust paid for
items which were packed into 200
hampers, each with a Coles gift
voucher for the purchase of perishable
food items.

We always appreciate the enormous
effort we receive from Operation
Larder who order, purchase and pack
the food items on the Centre’s behalf
and the volunteers from numerous
emergency relief agencies who assist
with the distribution of hampers.

Frankston Community Support and Information Centre

Once again, many local people were
delighted to receive one of the 60
beautifully decorated Christmas
cakes generously provided by the
Frankston branch of the Cake
Decorators Association.

Staff and Management of the
Commonwealth Bank supported the
Appeal by providing and distributing
another 80 hampers to Frankston
families suffering hardship.
Operation Larder donated 30
hampers for single people and the
Gateway Family Church in
Langwarrin donated 20 family
hampers. Through donations of
Christmas food the Centre was able
to distribute a further 20 hampers.
These donations provided 399
adults and 678 children with a total
of 350 hampers for Christmas 2005.

This year the Mt Eliza Hair Studio
promoted the Appeal through a
“Wishing Tree” organised so their
customers could donate gifts to local
children.

z Annual Report 2006
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Treasurer’s Report
2005 — 2006

| am pleased to report that the Centre
has completed another satisfying
year of operation and is in a sound
financial position.

Income

The Government Emergency Relief
Grant increased by $14,825, with a
decrease of $1,500 in donations
from the Magistrates Court.

Adequate income was generated to
fund the general running expenses
of the Centre with an increase in
donations of $2,225, which included
$10,000 from Nutech Paints and
$1,290 from Royal Victorian Bowling
Association.

Decreases were noted in Lifeworks
income of $2,080, due to relocation,
and Emergency Relief Administration
$1,509 as the Centre is now unable to
claim the interest earned on these
funds for administration purposes.

Expenditure

Emergency Relief expenditure
increased by $13,723, with budgeting
necessary to ensure equitable
distribution over the 12 months.

Administration expenses were in line
with budget expectations and included
capital purchases of $3,215 in IT
Equipment and Maintenance and
$1,236 in Furniture and Equipment.

Once again we acknowledge the
support of Frankston Council, Triple A
Foundation, local organisations,
residents and our hardworking
volunteers who we rely on heavily for
the continued viability and success of
the Centre.

Terry Mackay
Treasurer

We cannot change yesterday, but we may change tomorrow. Volunteer
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Tax Help

Tax Help is a free service designed
to help people on low incomes,
especially those preparing their tax
return for the first time. Volunteers
have been trained and accredited by
the Australian Taxation Office to help
people with straightforward tax
returns, baby bonus applications and
those eligible for franking credits
who don’t have to lodge a return.

The program, which is now in its 15
year at the Centre, helped 309
people with returns for the 2005 —
2006 financial year, including people
from indigenous or non-English
speaking backgrounds and those
with disabilities.

Years of Tax Help Service at the
Centre:

Ted Humphreys 15 years

Peter Lewis 10 years
Albert Chivilo 6 years
James Zhang 1 year

Extended Tax Help

Extended Tax Help is an expanded
form of Tax Help now available at the
Centre. Itis aimed to assist low income
clients with additional taxation issues.
Extended Tax Help volunteers are
accredited Tax Help volunteers who are
also able to assist clients with Capital
Gains Tax on shares, Managed Funds
and previous year tax returns.

Those eligible for Tax Help are also
entitled to Extended Tax Help.

We cannot change yesterday, but we may change tomorrow. Volunteer



