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From the Chair

In the last year we have seen the
most significant changes that have
been made during the history of
this organisation and we are now
better positioned to support the
people of Frankston who are in
need of assistance.
Thanks to Frankston City Council,
we now have own purpose built
facility to better meet the needs of
our clients and to provide a more
appropriate working environment
for our paid and volunteer staff.
In addition to a new address
and phone number, it was an
appropriate time to change the
name of the organisation from one
that had served us well in the past,
and in consultation with staff and
volunteers, the Board approved
a name change to “Community
Support Frankston”.
At the same time the Board
decided on a new logo to represent
the organisation. Colours featured
in this design are symbolic of the
green parkland, yellow sand and
blue sea surrounding Frankston.
Although Frankston City Council
provided the building and many of
the installations, the agency had
to finance many requirements,
such as chairs, office furniture
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and other necessities to ensure
the building was functional and
accommodating.
Fortunately,
due to the generosity of local
organisations, our expenses were
reduced, and to them, we offer
our sincere thanks. However,
despite these increased costs,
the organisation’s finances are
sufficiently positioned to provide
for our day to day running costs.
Our Treasurer will report on
avenues of income and details of
our expenditure on emergency
relief and administration. It is
pleasing to note that we returned
a modest surplus for the year and
the Board is confident that this
trend will continue.
Various sub-committees continue
to support the Board with the
Finance subcommittee working
with our treasurer to maintain the
financial viability of the agency.
The IT team installed our computer
equipment following the move and
continues to maintain the system
plus our OH&S team ensured that
all safety requirements were and
are being met.
The Board has resolved to
implement a new Strategic Plan
that will guide the future of the
organisation by identifying the
changing needs of our clients.
The planning process will involve
both paid and volunteer staff and
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Board members will identify issues
for the Policy subcommittee who
will formulate a draft plan for
the consideration and eventual
adoption for the board.
In what has been a very busy year,
my thanks and gratitude go to
members of the Board for their
support, also to the paid staff
led by Vicki Martin who all put in
excess hours planning, designing
the building and moving everything
in addition to their normal duties,
and to the volunteers who
continue their magnificent work.
To Frankston City councillors who
provided our building and the
Frankston Council staff who were
involved in the renovation, we
thank you for your efforts and
patience in providing what is truly
a magnificent building.
Lastly, I thank the talented and
dedicated Board of Management
who gave their time to ensure
all that needed to be done
was done to continue the high
standard of service offered by this
organisation.
JOHN TAME

Manager’s Report
This has been a year of exciting
change. During the last 12 months
staff work time has been dominated
by the planning of and relocation to
our new premises. Their team effort
minimised disruption to our service
resulting in only four day’s closure
for the move and setup in the new
location. With the assistance of
our supporters and partners our
costs were kept to a minimum. We
consider ourselves fortunate to
have moved to premises designed
specifically for our services with
an emphasis on staff and visitor
safety and client privacy. Thank you
Frankston City Council.
Our biggest challenge has been lack
of awareness by the public of our
new name and address. This will be
considered in the latter part of 2012
when developing strategies for the
next 12 months. There has been a
drop in client numbers due to the
move plus many of our client base
received the Education Tax Refund
and the Energy Grant in June.
Community information is by far
our most utilised resource with
23,504 brochures distributed to
clients and organisations. Our
website also received a staggering
91,298 hits, a rise of 8% on last year,
by people looking for information
and volunteer opportunities within
the agency.
We responded to 10,690 enquires
from 7,065 contacts over the 212
service days addressing issues
including
community
affairs,

Community Support Frankston

Finding the right person for each
area of work is a huge task and one
that is done well. Our volunteer
base remains 80+ with people
working in 19 different areas of the
organisation. Training is essential
and we are always seeking ways to
build volunteer skills. We appreciate
how lucky we are to work with such
a talented team of people.

emergency aid, support services,
consumer and income.
Emergency aid enquires continued
to dominate our ‘walk in’ service
provision culminating in the
distribution of $366,499 in
emergency relief in various forms
on 4,274 occasions. Our service
was enhanced by the Department
of Families, Housing, Community
Services and Indigenous Affairs
permission to utilise funds for
a 1EFT position to enhance our
casework service.

It is our belief that volunteering
contributes to making healthy
communities, building resilience
and making us a more socially
inclusive society. Another important
aspect of our organisation is
its involvement in community
development which is supported
by participating in a number of
reference groups and committees
including my role as Treasurer
on the Board of the Frankston
Volunteer Resource Centre.

The 2011 Community Appeal
assisted 1424 people (573 adults
and 851 children) from donations
of cash and in-kind goods for 427
festive hampers at Christmas. Main
supporters of the Appeal were local
clubs and individuals.
Volunteer opportunities increased
by providing new roles for skilled
people to maintain our assets
register and policy and procedure
manual.
The
Information
Communication Technology team
grew to four. An ICT plan was
developed and goals achieved by
this hardworking group. Each has a
particular expertise that we rely on
to keep the 20 plus PCs, operating
systems and hardware working.

I would like to extend my personal
thanks to all our volunteers who
give their valuable time to help the
people of our community. Thanks to
the Board members who establish
and monitor our strategic direction
and provide valuable support to
my position. To my team of paid
staff I appreciate their dedication
and commitment to our clients
and the organisation. Every day
they demonstrate their capacity
and willingness to go above and
beyond the call of duty.

Volunteers are the lifeblood of
the organisation. Recruitment is
important to ensure we continue
to attract people to the various
roles of the service. It’s simple —
‘No volunteers, no organisation’.

VICKI MARTIN
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Governance
Board Members
and Positions

The Board of Management meets monthly and comprises nine members
plus a co-opted and an ex-officio member. It has both administrative
and policymaking roles and is accountable to financial members of the
Agency, to bodies from which the organisation receives funding and to the
community.  Nine meetings were held during 2011 - 2012.
CHAIR: John Tame OAM JP
John joined the Board in 1993. He has held management positions in both
the finance and credit union industries and was CEO of a disability service
for 11 years He has served on various not-for-profit committees and is
a past president and a current member of the Rotary Club of Frankston
North. John was awarded the Medal of the Order of Australia in June 2011
for service to the Frankston community and was appointed a Justice of the
Peace in 1990.
Meetings attended: 7
VICE-CHAIR: David Triplow APM
David, a previous mayor of the City of Frankston and Chief Superintendent
of Victoria Police is an active volunteer in the community. He is a retiree
who works part-time as required. David has been a board member since
2000 and is a Charter Member of the Brotherhood of St. Laurence.
Meetings attended: 7
VICE-CHAIR: Susan Smith
Susan is a local Chartered Accountant specialising in small business
accounting and tax. She has a keen community spirit and became a board
member in 2010.
Meetings attended: 9
TREASURER: Terry Mackay
Terry has been involved at the organisation, both as a volunteer and a board
member, since 1995. Terry’s background is in banking.
Meetings attended: 9
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Governance
SECRETARY: Stewart Harkness
Stewart has been involved with the agency since 2003 and joined the board
in 2005. He has a background in organisational and counselling psychology.
Meetings attended: 9
MEMBER: Anthony Glenwright
Anthony is Product Development Manager for a technology company and is
responsible for design, planning and management of software products. He
has been a member of the Board since 1998.
Meetings attended: 7
MEMBER: Peter Wearne
Peter is a local solicitor specialising in immigration matters as well as general
litigation. He had a social work and ministry background prior to taking up
law in the early 1980s. Peter became a Board member in 2006.
Meetings attended: 5
MEMBER: Joanne Birkett
Jo works in local government in the community services area. Jo has a
Master of Research in Sociology, a Master of Applied Social Research
and has just completed a Master in Public Policy and Management. Jo is
currently undertaking a PhD in the Graduate School of Management at La
Trobe University. She joined the Board in 2008.
Meetings attended: 6
MEMBER: Leanna La Combre
Leanna has experience in working for commonwealth and state government
departments in the areas of insurance, risk management, policy, governance
and compliance. Leanna’s formal qualifications include a Bachelor of Arts in
Criminal Justice, a Graduate Diploma in Public Policy and Governance and a
Bachelor of Laws. Leanna has been a Board member since 2010.
Meetings attended: 3
CO-OPTED MEMBER: Steven Phillips
Steve joined the organisation as a volunteer in 2005 and the Board in
2008. Steve has a background in youth work and currently works as an
Apprenticeship Support Officer, Higher Skills & Education Group.
Meetings attended: 6
EX OFFICIO MEMBER: Vicki Martin (CSF Manager)
Vicki joined the organisation as a volunteer in 1982 and became manager
in 1990.
Meetings attended: 9

Community Support Frankston
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Governance
Board of Trustees for
Material Aid Trust Fund
This Trust Fund was formed in September 1993 to manage donated money
for emergency relief distribution. Funds from the Trust have been used
during this time to purchase non-perishable grocery items for hampers and
store vouchers for the purchase of fresh food. Trustees are responsible for
all donated funds to the Frankston Community Appeal.
The Trustees meet quarterly with the agency’s Treasurer and Manager to
receive reports and monitor the progress of the Trust Funds.

Peter Newman
Peter has held many responsible management positions during his working
career, both as a regular military officer and in senior positions in the
commercial, health and hospital, and local government sectors.
Peter’s military career spanned 30 years and involved a complex variety of
regimental, command, staff and training appointments including postings in
South East Asia, USA and the UK. Peter is now retired and concentrates on
Rotary, his community activities and responsibilities in helping serving and
retired defence force personnel, their dependants, widows and widowers.

Brian Capon
Brian is a retired Mount Eliza and then Frankston public accountant who is
now involved in consulting and volunteer accounting and administration.
He has been a member, including past president, of the Rotary Club of
Frankston North for 19 years.

Michael Ongarello (Chairman)
Michael is married with two adult children. He is a legal practitioner who
has practised predominantly as a sole practitioner in Frankston since 1981;
a former committee member of Woorinyan Inc. for 17 years; founding
member of the Material Aid Fund – 1993; former member of Frankston
North Rotary Club – 8 years; His interests include running, keeping fit,
trekking and watching most sports.
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Staff
MANAGER — Vicki Martin
Vicki Martin has a background in marketing and business administration.
She joined the organisation as a volunteer in 1982 and became manager in
1990. Under Vicki’s leadership the agency has developed its services and
projects and has become a leader in its field. Vicki’s contribution is strongly
focused on community building, especially partnerships between the
agency, other community organisations, business and government. In 2001
Vicki received the Rotary Paul Harris Fellowship Award for her work in the
community and in 2003 she was awarded the Centenary medal for her work
with disadvantaged people.

OPERATIONS COORDINATOR — Maureen Macer
Maureen’s recruitment to the organisation as a volunteer in 1989 led
to a career move into the community sector and further studies and
qualifications from Monash University. She has experience in aged care
respite (dementia specific) and coordination in community houses. Maureen
commenced employment at the agency in 1992. She has a background in
retail management.

OPERATIONS COORDINATOR — Margaret Gerandt
Margaret joined the agency as a volunteer in 2005 and was offered a casual
position to fill the co-ordinator of volunteers role while Maureen was on
leave in 2008. She job shared this position with Maureen from May 2010.
Margaret has a background in business administration and has been elected
president on school and pre-school committees where her roles included
literacy programs, banking and fundraising.

SPECIAL PROJECTS COORDINATOR — Marion Lester
Marion has a background in photography and graphic art with a Deakin
University qualification in instructional design. Previously working in the
training departments within Frankston College of TAFE and Pacific Dunlop,
Marion commenced work at the organisation in 1998 as the Community
Internet Coordinator. During 2001, she moved into the Special Projects
Coordinator role.

CASEWORKER — Tracey Byrne
Tracey joined the organisation in 2008 as a volunteer and recently accepted
the position of generalist caseworker at the organisation. With a background
in business studies, a personal interest in social justice led her to further
study in criminal justice and criminology resulting in the completion of her
Degree in 2008 and further ER training in 2009.

Community Support Frankston

|

Annual Report 2012

9

Emergency Relief Program

Funding through Department of
Families, Housing, Community
Services & Indigenous Affairs
allowed us to provide a two day
casework service and three day
a week supervisor for volunteer
caseworkers to address some of
the complexities that our clients
bring to us on a daily basis.
Advocacy about financial matters
is a large part of the emergency
relief program. Often the client is
overwhelmed by their crisis and/or
health issues which prevent them
from managing their everyday
living expenses and negotiating
with their debtors. The client
may only give us one chance of
addressing some of these financial
concerns and the volunteer may
spend an hour or more advocating
on their behalf, making payment
plans and linking to other services.
The new casework service
has made a huge difference in
outcomes for clients, particularly
those requiring more intensive
support and follow up with their
problems. The service comes into
its own when people are willing
to work with the caseworker to
address their problems holistically.
it doesn’t just address the financial
issues but some of the causes
which may include looking at
family, health and social situations.
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It is evident that the people on a
single, with no children, Newstart
benefit struggle to cover living
expenses such as rent, food,
clothing, medical and travel on
approximately $600 a fortnight
which includes full rent assistance.
They have limited housing options
and mainly have to share, board or
reside in caravan parks or rooming
houses.
Frankston City municipality has
many private rooming houses
with four to ten people sharing
space in what was once a family
home designed for a family of
four. Most residents are paying
approximately $330 per fortnight
to rent one single room.
This year the agency spent
$107,000 in assisting people gain
or retain accommodation and
assist with furniture removal and
storage costs. The organisation
has for many years worked in
cooperation with local housing,
legal and health workers combining
our resources to prevent increased
homelessness within our city.
Across the board, utility expenses
are now reducing the ability
to purchase food, clothing and
other essential items after their
accommodation has been paid.
The difference between utility
and rental debt is that we can
negotiate payment plans with
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utility companies and utilise
Energy Relief Grants. However,
with rent arrears there is little or
no room to negotiate with the real
estate agent or landlord which
often leaves the person facing
homelessness.
Health issues have an enormous
impact on a client’s wellbeing,
finances and social inclusion in
our communities. Mental health
in particular, plus access to
dental services or other medical
procedures create barriers for
employment and leave the person
with a lack of dignity, feeling
unvalued and disrespected.
The caseworker has a special
interest in working with people
who have experienced a recent
event that is causing stress and
financial hardship that may
have an impact on others. For
example relationship breakdown
and loss of employment affects
individuals and their families. Our
focus is to quickly identify and
address their issues with the aim
of resolving problems which will
hopefully prevent them becoming
entrenched in the welfare system
for the long term.
Community Support Frankston
responded this year to 5,450
requests for assistance and
distributed $366,499 in emergency
relief on 4,274 occasions.

Emergency Relief Program
Case Study
Jane (her name changed) is a young mother of 4 who attended CSF
requesting financial assistance and support. She was struggling since she
had split with her partner who had a gambling problem. Jane has a child
with autism at primary school and a newborn baby. After her husband left,
she had inadequate income to cover her mortgage and bills and was unsure
about what to do. This was having a deteriorating effect on her mental
health and ability to cope with the parenting of her children.
Issues:
Jane felt overwhelmed and found it difficult to deal with her financial crisis.

CASEWORKER REPORT
July 2011 saw the introduction of a
Caseworker program to the agency
with funds received from FACHSIA
through the ER Vulnerable Groups
funding. This is a 3 year program
which has provided funding for
casework for 2 days per week with
clients identified as in most need
of further support.
These clients agreed to casework
intervention to address complex
issues. This has enabled the
organisation to set up and provide
casework intervention for 31
clients during the 2011-2012 year.
Caseworker clients have been
given access to intensive case
management and resources to
provide the best possible outcomes
during their time of crisis. Casework
has resulted in some outstanding
outcomes for clients and we look
forward to continued growth
and outcomes for this program.
Tracey Byrne
(Caseworker)

Community Support Frankston

She had:
• recently split with her partner;
• financial budgeting issues and lack of income;
• been in mortgage arrears;
• health issues;
• limited knowledge of community support.
Assistance provided:
The caseworker identified areas of assistance that could be offered and
identified referrals to community support that would be useful in encouraging
greater social inclusion plus assist in stabilizing Jane’s home life.
Assistance provided included:
• Christmas hamper list and financial assistance with food and utilities
• Advocacy with utility providers to ensure bills in client’s name only
• Access to marriage counselling with Anglicare
• Access to personal counselling
• Access to financial counselling, budgeting tools and financial information
regarding debt management
• Access to parenting course information
• Access to autism support
Outcomes
• Stabilized financial situation
• Emotional stability restored resulting in improved health and lower
depression levels
• Improved relationship with partner
• Improved financial literacy
There are many reasons why financial difficulties can arise and none of us
are immune to financial crisis which can cross ALL levels of intelligence and
socio-economic groups. Financial stress can make or break a household.
This case is one example of the complexity of client situations. Casework
involves working with the client to make the presenting issue ‘manageable’
step by step plus provide the information needed so the client can hopefully
prevent similar situations presenting again.
|
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Emergency
Relief
Statistics Number of requests for ER— 5,450
Statistics:
5,450
4,274
1,200
3,536

— Total requests for Emergency Relief
— Instances of Emergency Relief provision
— New Emergency Relief clients
— Referrals to other services

Breakdown:
1,857
2,484
271		

— Men
— Women
— Via Agencies

Breakdown of Emergency Relief distributed:
Food Gift cards
$138,520.00
Telstra Vouchers
$10,500.00
Telstra Phone Cards
$2,44500
K-Mart Vouchers
$400.00
Target Vouchers
$1,350.00
Coles Express Cards (Petrol)
$1,000.00			
Food purchases (Ritchies)
$31,323.91
Food in kind (Donated)
$16,829.00
Financial (Utilities/Bills etc)
$56,994.52
Accommodation/removal/storage $107,336.50
TOTAL		$366,498.93
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Operational Statistics
Total number of enquiries — 10,690
		
Total enquiries:

2012
10,690

2011
11,298				

Number of days open:
212.5
227				
							
Total of Individual Contacts:
7,065
7,314				
Face to Face Interviews:
4,352
4,858				
Telephone Interviews:
2,398
2,422				
Other forms:
315
34				
(Mail, 4 Follow up 148 , Email 153 , Fax 10)
Appointments for services:
		
Hits on frankston.net website
		

596
91,298

494			
83,902		

Breakdown of enquiries July 2011 — June 2012
ACCOMMODATION
165
CITIZENSHIP
6
COMMUNICATIONS
103
COMMUNITY AFFAIRS
1,930
CONSUMER
69
EDUCATION
41
EMERGENCY AID
5,450
EMPLOYMENT
21
ENVIRONMENT
12
HEALTH
98
INCOME
351
LEGAL
154
RECREATION
14
SUPPORT SERVICES
2,182
TRANSPORT
53
ECONOMIC DEVELOPMENT
2
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People — Our Main Resource
The value of
volunteers is
immense and
irreplaceable
Our Volunteers enable Community
Support Frankston to sustain its
commitment to the residents of
Frankston by providing high quality
services based on social justice to
support client’s social, emotional
and physical well being. We are so
very proud of the superior standard
of service that our volunteers
provide to the many people who
contact the organisation, either
personally or by telephone.
Without the wonderful dedication,
professionalism and commitment
of our volunteers we would not be
able to provide vital services to the
Frankston community.
Each volunteer working for
organisation fulfils a vital
by assisting the paid staff
by providing the continuity
infrastructure necessary for
operation of the service.

the
role
and
and
the

The aim of the organisation’s
volunteer program is to recruit
and maintain a committed group
of volunteers to provide services
to the community. Recruitment of
volunteers with the appropriate
skills and qualifications required
for the varying positions within the
organisation remains an on-going
challenge.

14

Volunteer applicants are matched
for their suitability to position
descriptions. Varying positions
include reception, interviewing,
information,
administration,
statistical and data base entry,
and
information
technology
support. Selection criteria for each
position depends on the particular
skills needed to fulfil the duties
of that position. Commitment
to the organisation’s goals,
values, policies and procedures
is essential, as is the ability and
willingness to work as part of a
team and the acceptance of the
relevant roles and responsibilities
within the organisation.
Selection of reception and
interviewing volunteers is based
on the individual’s abilities,
teamwork, sensitivity to other
people’s values, capacity to
advance and willingness to commit
to further development through
training and the availability for a
weekly roster. All new volunteers
are provided with an orientation
to the organisation which involves
a police check. Volunteers selected
to interview, complete a period
working in reception before
they are required to complete
the CHCCS416A ‘Assess and
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Provide Services to Clients with
Complex Needs‘ 50 hour training,
followed by a probationary
period. Ongoing training and
workshops are provided to
interviewers throughout the year
and receptionists are requested to
attend quarterly meetings.
Administration,
information,
data entry, statistics entry
and IT volunteers are vital in
supporting paid staff in day to day
administration tasks and in keeping
the organisation functional, along
with the processing and collation
of data which enables paid staff
to provide monthly reports to the
Manager.
Community Support Frankston
recognises respects and values
each and every volunteer’s
contribution and takes this
opportunity to sincerely commend
and thank our volunteers. You
really do make a difference!

Volunteer Commitment
Total Volunteer Hours — 13,165
Scope of Volunteer Roles
Administration
Accountancy Service
Board of Management
– Meetings –
– Agency finances
– Working with Manager
– Sub Committees
Case Discussion Group Leaders
Database Development
Database Input and Support
Face-to-face Interviewing
Telephone Interviewing
Information & Resources
Information Technology Support
Maintenance, Food resources & Gardening
Media Collation
Mentoring
Reception
Roster Coordination
Statistics
Tax Help
Team Leaders
Trustees

Training Offered to Volunteers 2011-2012
August 10

Has Australia become a Nanny State? Monash
University & Frankston City Council

September 6

Making Human Rights Real: A workshop to
translate human rights into practice

September 8

Mental Health, Drug & Alcohol Awareness

October 12

Mental Health, Drug & Alcohol Awareness

October 20

Infocom Training

October 21

Victoria Legal Aid Community Seminar – Family
Matters

October 21

Cross Sector Solutions to Homelessness Seminar

February 3

Do You Remember November? – Peninsula Health

February 20

World Day of Social Justice – Victoria Legal Aid

February 24

Take the heat off energy bills – Frankston City
Council

Induction
– Orientation and police check (all roles)

April 17

Tenancy Rights & Responsibilities – Understanding
the VCAT process

Receptionists
On the job training
Training meetings

May 1

Emergency Relief Forum 2012 – Working Together

May 4

‘Poverty’ – Who Cares? seminar

May 8

Disability, Respite & Recreation Expo

June 28

Good Shepherd Financial Counselling

Training

Administration and Data Entry
On the job training
Interviewers
– On the job training
– 50 hour competency based training
course (CHCCS416A)
– Mentoring and probation hours
– In-Service training attendance

Community Support Frankston
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Information
Resources
Website

The design of a website helps reflect
the organisation’s attitude to its
clients while conveying its values,
personality and message. It also
gives its audience confidence with
the reliability of the information
contained within it. As the number
of online searches through our
website increases, it has become
a major challenge to keep all our
information constantly up-to-date.
Community Support Frankston is
constantly looking for new ways to
provide and present information in
an interesting and easily accessible
format to our visitors.

approximately 90 fact sheets and
brochures available for download.
The website design is static with
no Java script, sound or Flash
effects which help to make it more
accessible to people with older
computers or slower Internet speeds.

User Statistics
It is important to gauge whether
the website is effective in
communicating its message and
Community Support Frankston
uses free website tracking
software to see what type of
information people are looking
for without identifying personal

2012
2011
2010
2009
2008
2007
2006
2005
The www.frankston.net website
is steadily increasing in use.
Between July 2011 and June 2012
there were 91,298 hits (up 7,396
on last year) with 438,654 hits
since details were first recorded
in 2005. It has 88 webpages of
community, volunteering and local
support service information with

16

Annual hits on frankston.net
.
users. Trends and needs change so
the website is monitored to check
which web pages are currently
the most popular. Data obtained
from key search words is used to
evaluate whether the visitor will
find the right information on the

You really do make a difference

particular page they are directed
to by a search engine plus whether
the webpage description and
key search words are relevant.
Sometimes, by monitoring this
data, we realise people will not
find information that should be
present on our website so the
page is reviewed and updated
or a new webpage is researched
and published. By checking the
statistics software regularly we are
able to provide a better service
and check what is most important
to visitors currently.
Most daily website visitors are
local people looking for bulk billing
doctors and residential caravan
parks but, outside business hours,
people are looking for late night
chemist shops, domestic violence
or suicide prevention information.
Internationally, visitors are looking
for MPs or information about online scams on our Community
pages. Some people even translate
information from the website into
different languages. All feedback
has been positive and many local
agencies report they utilise the
www.frankston.net website on a
daily basis.
Our latest challenge is to make the
website more accessible to mobile
handheld iPads and phones.

Brochures
Community information and referral
bring people and services together
so our information service is a vital
link between people who need
help and organisations that provide
that help. Most brochures and fact
sheets are designed and produced
‘in-house’ to keep information
relevant to the local area.

up. The top five brochures taken
from reception and the interview
rooms by clients this year were
“Where to find assistance - Food
and Clothing” (1,351); “Where
to find assistance - Bill payments
(938); “Where to find Housing
WAYSS (676); and “Residential
Caravan Parks (453).

“Keeping up with
demand is a
constant challenge”

Between July 2011 and June 2012
Community Support Frankston
volunteers
photocopied
and
folded a total of 23,504 brochures
and fact sheets. Most of these
brochures were made into kits
and distributed to local schools,
kindergatens, doctors, maternal
health care centres, community
centres and churches. Feedback
from everyone has been extemely
positive and many other local
services have contacted the
agency to request kits after they
heard about them during group
meetings with their associates or
by word-of-mouth.

The agency aims to improve
on what we already do so our
team of information workers
regularly
check
addresses,
contact numbers, open hours
and websites of services. We
find details often change so the
brochures are updated frequently.
Brochures are available in all
interview rooms and there is a
display stand in reception where
people can browse and pick them

Over 1,000 coloured maps showing
the location, opening hours
and contact phone numbers of
community agencies and services
within the Frankston business
district were printed this year.
In addition, our statistics show
approximately 500 brochures are
downloaded from our website
in PDF form every four weeks.
This year, most downloads were
‘Residential
Caravan
Parks’,
‘Local Bulk Billing Doctors’ and
applications to become a volunteer
at the agency.

Databases
Volunteers usually enter new
information into the client
database within three working
days. Currently, there are 19,760
individual client records with
110,684 client interview contacts
and 64,847 client notes in this
database.
Another
volunteer
involved
with
this
project
Community Support Frankston

systematically checks handwritten
client cards and sorts them into strict
alphabetical order so interviewers
can locate them quickly.

time taken to provide the service.
This information is processed into
monthly reports to show trends and
source data for statistical purposes.
Since project commencement this
database has recorded 32,639 client
waiting time entries and 21,624
individual volunteer sessions.

Our Statistics team collate and
process information recorded
by interviewers regarding the
nature of the client enquiry and
|
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Frankston Community Appeal
2011
Community
Appeal

•
•
•
•

The Appeal, coordinated by
Community Support Frankston,
is now in its 21st year. The
organisation works in conjunction
with other local emergency relief
agencies to stretch resources
and provide more assistance to
families. By working together,
with one point for hamper
distribution, there is fairer
allocation of goods plus it enables
other local organisations to
concentrate on different festive
activities like providing free
Christmas breakfast and lunch
to
disadvantaged
residents.
Daily news about the appeal was
updated on the Agency’s Facebook
page and articles appeared in
the Independent and Leader
newspapers.
Monetary donations to the 2011
Appeal totalled $8,150 and
items purchased from the cash
donations created 200 hampers
for distribution to:

18

•

DHS Frankston (10)
Crisis Centre and Peninsula
Youth & Family Services (75)
St Vincent de Paul (75)
WAYSS Domestic Outreach
(20)
FCSIC (20).

The content of a hamper included
one tin of ham, red salmon, tinned
potatoes, peas and corn, rice,
fruit salad, jelly, UHT custard and
cream, orange juice, potato chips,
lollies and a Lions Club Christmas
cake. Very special thanks go to
Operation Larder for the enormous
effort of packing these hampers
and also to the Uniting Church
group for allowing the use of their
foyer for distribution of hampers
to agency workers.
Staff from the Commonwealth
Bank,
with
administration
organised by the agency, donated
and delivered another 40
hampers to Frankston families
in hardship. Operation Larder
donated an additional 48 hampers
and CSF packed and distributed
approximately 139 hampers from
donations of goods received from
many local organisations and
individuals.

You really do make a difference

This year a total of 427 hampers
were distributed to people in
Frankston City. 1424 people (573
adults and 851 children) were
assisted with hampers bought with
Trust Funds, hampers donated by
the Commonwealth Bank and
hampers packed with donated
goods from other sources.
We would like to thank all the
organisations,
business
and
individuals who donated to the
21st annual Frankston Community
Appeal.

•

Frankston
RSL
donated
200 tinned hams plus 200
tins of red salmon which
were added to festive
hampers packed by Larder.

•

The Mt Eliza Village Clinic
filled 27 fifty litre plastic
tubs to the brim with festive
grocery donations collected
by their doctors, staff,
patients and well wishers.

•

Local residents wishing to
donate groceries were able
to leave them at a collection
point in the Frankston Library.

Reaching our Community
Through Services, Projects and Partnerships
Christmas Gift Wrapping Program

Tax Help 2011 — 2012

Each year the Centro Shopping Centre at Karingal invites
the organisation to coordinate and administer their
Christmas Gift Wrapping Program for their shoppers.
During December the following organisations gift
wrapped customers presents and received a gold coin
donation for their efforts. These funds were pooled and
divided between:

Tax Help is a community based free service designed
to help people gain confidence in the tax system. The
program provides assistance and education to low
income and disadvantaged people in genuine need of
help.

•
•
•
•
•

Operation Larder
Real Life Christian Community
Society of St Vincent de Paul, Langwarrin
Frankston Church of Christ
World Wide Church of God

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.

This program, which is now in its 22nd year, helped
162 people, including people with disabilities or from
Last year $2,073.69 was raised by five church-based indigenous or non-English speaking backgrounds.
organisations over a two and half week period wrapping
Years of Tax Help Service:
gifts for shoppers.
Peter Lewis
16 years
Albert
Chivilò
12
years
Community Development
Rita
Cairney
1
year
The agency believes that networking, working with
Susan Smith 1 year
other groups and sharing knowledge, skills and other
resources is essential for the provision of efficient and
effective services.
Staff have been involved in the following areas:

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Emergency Relief Victoria
Westernport Regional Association of Community
Information Centres
Peninsula Primary Care Partnership
Community Information Victoria
Rooming House Working Group
Frankston Volunteer Resource Centre (Board
Member)
Frankston City Council Housing Strategy
Centro Christmas Wrapping Program
Frankston Magistrates’ Court Users Group
Australians for Affordable Housing (VCOSS)
Municipal Emergency Management Planning
Committee (MEMP)
Municipal Emergency Recovery Planning Committee
Frankston Emergency Relief Providers
Frankston Community Infrastructure Planning
(Dept. Human Services)
Frankston Multicultural Community Network
Community Support Frankston

|
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Working
together
Frankston City Council

Triple A Foundation

In 1968, with foresight and initiative,
Frankston City Council recognised
the ability of its community to
provide a professional support and
information service mainly staffed
and managed by volunteers. The
organisation became a benchmark
for agencies of its type which
utilise the services of volunteers.

Barrie Thomas, founder of the
Triple A Foundation, first became
involved with the organisation
through its 1992 Christmas
Appeal, as a co-opted Committee
of Management member in
1994, then a full member in 1995
until his move to New Zealand in
1999. Barrie has given valuable
support to the agency by providing
funding for a part-time staff
position. Through the Special
Projects Coordinator position the
agency has been able to create
many programs and projects
contributing to the positive
perception of the agency and
wellbeing of Frankston residents.
These include:

Community Support Frankston
enjoys a harmonious partnership
with Frankston City Council and
acknowledges Council’s valuable
contribution to the community
by the provision of the full-time
manager and fulltime operations
co-ordinator (job share) staffing
positions. FCC also covers office
accommodation, telephone and
electricity costs.

•
•
•
•
•
•

20

Sole Parent kits
General information
brochures
Volunteer coordination
Websites and Intranet
Annual Reports
IT support

You really do make a difference

Department of Families,
Housing, Community Services
and Indigenous Affairs
In 1977 the Australian Government
introduced the Emergency Relief
Program. Its purpose is to assist
the Agency deliver emergency,
financial or other assistance
to individuals and families in
immediate financial crisis.

Centrelink
Centrelink employs Community
Engagement Officers who provide
support to people of all ages
who are homeless or at risk of
homelessness. These officers
deliver services to people outside
the traditional Customer Service
Centre setting, with CSF being one
of the locations. This means people
can be assisted in an environment
in which they feel comfortable,
and where they can be supported
by others such as the Agency
workers.

Working Together

Department of Justice
Southern Metropolitan Region

Good Shepherd Youth and
Family Services

Victoria’s Community Correctional
Services (CCS) supervises adult
offenders (aged 18 years or over)
who are sentenced by the courts
to serve community-based orders
or who are conditionally released
from prison on parole by the Adult
Parole Board.

Good Shepherd Youth and Family
Service partnership with South
East Water provides a free and
confidential financial counselling
service which is available three
days a week. It has been co-located
at the agency since 2002.

CCS Dandenong is using its
community based-order program
to print and pack information
kits for us to distribute to the
community. This task relieves us
of many hours of work.

Operation Larder
The congregation of St Andrew’s
Church, High St, Frankston formed
the Operation Larder program in
1982. The agency has a strong and
successful relationship with Larder
volunteers who continue, on a
weekly basis, to donate food items
for distribution to residents in crisis.
Community Support Frankston

Australian Taxation Office
The
Australian
Taxation
Department approached the
agency to establish a Tax Help
Program. Every year, since 1989,
the organisation has participated
in this program by providing
accommodation, equipment and
support for the Tax Help volunteers
working out of the organisation.

Frankston Magistrates’
Court

Mornington Peninsula
Community Connections

The Frankston Magistrates’ Court
provides funds to be dispersed to
the organisation from monetary
penalties imposed by a Magistrate
as a condition of ‘Undertaking
to be of Good Behaviour’. These
funds are distributed through
the agency’s Emergency Relief
Program and assist people with the
payment of emergency medical
and pharmaceutical items, travel,
accommodation and utility accounts.
The agency has worked in partnership
with Frankston Magistrates’ Court
since the mid 1980s.

After Dr John Murphy founded
Mornington
Peninsula
Community
Connections,
he
and the organisation have
worked together on a number of
successful projects, including the
Getting Involved Project and the
book Emergency Relief – A Guide
for Small Community Groups
which was distributed throughout
Australia.

|
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Finding the Right People
Ron Allan
Ilme Barnes
Cathie Beach
Joanne Birkett
Adrienne Boschetti
Rita Cairney
Judith Caraher
Francine Chadwick
Sheron Collins
Jane Cornell
Lorraine De Gille
Chris Devine
Val Donald
Frances Evans
Daniel Fenn
Tishani Fernando
Sue Fitzgerald
Lyn Flatman
Ada Fletcher
Gail Forbes
Jeanette Gavine
Anthony Glenwright
Sue Grogan
Stewart Harkness

Val Hassett
Lynne Harvey
Barrie Holloway
Grace Holloway
Rhonda Holloway
Rachel Karwath
Peter Kellett
Ashley Kempster
Fadia Kennard
Leanna La Combre
Margaret Lade
Peter Laverack
Peter Lewis
Tifini Lewis
Tiffany Lowery
Mary Lynch
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Maureen Macer
Joy MacEwan
Terry Mackay
Rebecca McKechnie
Bernard McKenna
Peter Martin
Joan Mitchell
John Murphy
Pam Newman
Annette Newton
Margaret Noye
Jan O’Brien
Pearl Oh
Vera Pazourek
Steven Phillips
Mary Ricca
Donna Richardson
Kay Ross
Bronwen Sinclair
Susan Smith
Cath Spychal
Carole Sweetnam
John Tame
Debbie Taylor

Eileen Thompson
John Thompson
Brittany Tolson
David Triplow
Peter Verwoerd
Christine Victor
Bill Vincent
Lucy Wang
Peter Wearne
Carla Wijnschenk
Louise Wilkinson
Roslyn Wilson
Marie Wright
Hafiza Zahidee
Leon Zimmerman

You really do make a difference

Tax Help
Albert Chivilò
Peter Lewis
Rita Cairney
Susan Smith
Trustees
Brian Capon
Peter Newman
Michael Ongarello
Auditors
Shepard Webster & O’Neill Pty Ltd
David Osborne
Judith Davis
Accountants
Bruce J Stockdale Pty Ltd
Carley Advisory Group
Flinders Partners Group
Shepard Webster & O’Neill Pty Ltd
A J Wiber
Woottons

Honorary Solicitor
Michael Ongarello

Recognition of Service
LIFE MEMBERS
Pat Arthur
Rev. Alan Coulson
Shirley Davies
Peter Lewis
Pat Runacres
Marie Wright
Anja Cadle
Joan Mitchell
John Tame
Terry Mackay
John Murphy
Carole Sweetnam
Maureen Macer
Vicki Martin

OVER 40 YEARS
1982
1987
1990
1998
1998
2000
2000
2006
2006
2008
2008
2009
2011
2011

Honorary Member
Peter Martin

1991 — 2012

Community Support Frankston

Peter Lewis 		
Marie Wright		

OVER 5 YEARS
Stewart Harkness
Pam Newman		
Jan O’Brien 		
Vera Pazourek		
Francine Chadwick
Sheron Collins		
John Thompson		
Steven Phillips		
Val Donald		
Peter Wearne		
Eileen Thompson		
Debbie Taylor 		
Carla Wijnschenk

44
43

OVER 20 YEARS
Francis Evans		
Joan Mitchell		
Rhonda Holloway
Peter Martin		
Judy Caraher		

25
24
23
22
21

OVER 10 YEARS
Carole Sweetnam
Christine Victor		
John Tame 		
Ada Fletcher		
Sue Grogan		
Barrie Holloway		
Lyn Flatman		
Terry Mackay		
Mary Ricca		

20
20
19
19
19
19
17
17
16

Anthony Glenwright
Ron Allan		
David Triplow		
Peter Verwoerd		
Louise Wilkinson 		
Margaret Lade		
Roslyn Wilson		

14
13
12
12
12
11
11
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Information and
Communications
Technology
Community Support Frankston IT
team was invited to take part in
a Commit survey of current ICT
use by selected Melbourne notfor-profit organisations to help
formulate a plan designed to:
1. Reduce ICT risk and the effort
required to keep technology
operating
satisfactorily
by creating a Standard
Operating
Environment
and improving access to
ICT support and advice.
2. Strengthen the organisation’s
volunteer base and assist
them to spend more time
helping clients by using
a
shared
calendaring
service
and
volunteer
collaboration website and
exploiting the facilities of
Windows7 and Office 2010
3. Ensure
staff
have
the
technology required to work
safely and efficiently in existing
offices and the new premises
4. Reach out to clients in new
ways and become even more
effective through social media
and other internet-based
technologies
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As a result of the Commit project
six reconditioned PCs were
purchased to replace the aging
computers used by database
and administration volunteers.
All 19 networked PCs have been
upgraded to Windows 7. Paid staff
now have Office 10 on their PCs
and it is gradually being installed
on all other computers.
This year we were fortunate to
have three people in our IT team
to support the Special Projects
Coordinator in maintaining the
organisation’s Windows 2008
Server, 21 workstation computers
and five printers. Barrie Holloway
managed our databases and solved
any Server problems, Peter Kellett
investigated new technology,
risk management issues and
opportunities to acquire low-cost
software and PCs. New member,
Daniel Fenn installed software,
set-up donated PCs and helped
maintain our computers.

Public Internet Access
During the year the two free public
Internet access computers located
in reception had a total of 1546
users over a combined 818 hours.
Internet usage halved immediately
after the agency moved premises

You really do make a difference

but our clients, including many
new users from the surrounding
area, are now accessing the
service daily to check email, job
opportunities and their social
networking accounts plus print
Centrelink and bank statements.
It is challenging to maintain
computers in a public area when
many volunteers have limited
technical knowledge and the
agency attracts people with
diverse and complex problems.
The computers are regularly
checked for problems and security
updated by our IT team. Overall,
the computers have been treated
with respect and are relatively
trouble-free plus we receive a lot
of good feedback from our users.

Dear all at the
Frankston Comm
unity
Centre
Sorry for the de
I wanted to than lay but
k
for the help you you all
and my family a gave me
of months ago. Wcouple
appreciate it and e truly
kindness everyo the
ne shows.
Thank you so m
uch

Treasurer’s
Report

The agency has again continued its
vital role in providing support and
assistance to residents of the City
of Frankston.
Major source of funds to finance
this assistance was the Federal
Government Grant of $345,326,
which included $26,782 to
support our Vulnerable Groups
programme.
These funds together with
donations of $11,000 from the
Magistrates’ Court and the second
instalment of $15,000 from the
R.E. Ross Trust provided $344,544
in funds for Emergency Relief.
Emergency
Relief
expenses
totalled $369,139, which included
Vulnerable Groups and staffing
costs.
Clients are still experiencing
difficulty in meeting their everyday
living expenses as shown by the
assistance provided for Food Gift

Community Support Frankston

Cards $99,992, Accommodation /
Rental $95,090, Food $30,103 and
Utilities/Telephone $22,047.

The agency’s new home is very
much appreciated by staff,
volunteers and clients.

The agency is in a sound financial
position with the level of
administration expenditure under
tight control.

Once again I would like to
acknowledge the ongoing financial
and general support provided by
Frankston City Council which will
ensure the ongoing viability of the
agency.

The main sources of income were
Bank Interest on Cash Reserves
$21,372, Donations $11,776 and
Emergency Relief and Material Aid
Fund administration fees $10,057.

Special thanks also to the
Magistrates’ Court, R.E Ross Trust,
Triple A Foundation, residents,
local community and business
organisations and our dedicated
volunteers for their contribution to
the ongoing success of the agency.

General
expenses
were
comparable with previous year
except for the donation of $15,777
to Triple A Foundation to assist
pay the salary of Special Projects
Coordinator. Operating Surplus for
the year was $5,343.

Terry Mackay
Treasurer

It is pleasing to note that in March
the agency finally moved into
permanent premises provided by
Frankston City Council.

|
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Financial Documents
FRANKSTON COMMUNITY SUPPORT AND INFORMATION CENTRE
MATERIAL AID FUND
AUDITOR’S REPORT

Scope
We have audited the attached special purpose financial statements of Frankston Community Support and Information Centre
Material Aid Fund for the year ended 30 June 2012. We have performed an audit of these financial statements in order to express
an opinion on them to the members of the Organisation.
Our audit has been planned and performed in accordance with Australian Auditing Standards to provide a reasonable level of
assurance as to whether the financial statements are free of material misstatement. Our procedures included examination, on
a test basis, of evidence supporting the amounts and other disclosures in the financial statements, and the evaluation of these
procedures have been undertaken to form an opinion whether, in all material respects, the financial statements are presented
fairly in accordance with Australian Accounting Standards and statutory requirements so as to present a view of the Organisation
which is consistent with our understanding of its operations.
The audit opinion expressed in this report has been formed on the above basis.
Audit Opinion
In our opinion, the financial statements of Frankston Community Support and Information Centre Material Aid Fund are properly
drawn up:
a)

so as to give a true and fair view of:

i)
the state of affairs of the Organisation as at 30 June 2012 and of the results of the Organisation for the year
ended on that date; and
ii)
b)

the other matters required to be dealt with in the financial statements;

in accordance with applicable Accounting Standards.

Basis of Accounting
Without modifying our opinion, it should be noted that the attached special purpose financial report has been prepared to assist
Community Support Frankston Material Aid Fund to meet its reporting requirements. As a result, the financial report may not
be suitable for another purpose.
Dated at Frankston on

August 2012

SHEPARD WEBSTER & O’NEILL AUDIT PTY LTD
Certified Practising Accountant
Authorised Audit Company No 415478
434 Nepean Highway Frankston 3199,
Telephone (03) 9781 2633
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Major Supporters
Community Support Frankston would like to acknowledge anyone who anonymously contributed and the following
individuals, businesses, organisations who have kindly donated money or their products and services.
Barrie Thomas, Triple A Foundation
Community Support Frankston Volunteers
Anderson’s Removals and Storage
Bunnings
Carrum Gardens Social Club
Chapel of the Resurrection – Peninsula School
DBS Database Services
Department of Families, Housing, Community Services
and Indigenous Affairs
Donortec
Frankston City Council
Frankston Churches Community Breakfast
Frankston Library
Frankston Magistrates’ Court
Frankston Presbyterian Church
Frankston Wranglers Charity Club
God With Us International Assemblies

Community Support Frankston

Kookaburra Sport
Langwarrin Pearcedale Anglican Church
Lions Club of Frankston
Lions Club of Frankston ― Bayside
Mornington Peninsula Community Connections
Operation Larder
Overport Primary School
Peninsula City Church
Ritchies Community Benefit Card
R.E. Ross Trust
Rotary Club of Frankston
Rotary Club of Frankston North
Rotary Club of Long Island
Seaford Uniting Church
St James the Less
Telstra
The Wall Sticker Company
Woorinyan Inc.

|

Annual Report 2012

27

Acknowledgements
Community Appeal 2011

Monetary Donations and Goods In-Kind Support
Community Support Frankston would like to thank all the following people, schools, churches and other organisations
who donated food, vouchers, toys, goods, gave cash donations or raised funds which made the 2011 Frankston
Community Appeal successful.
Australian Arrow Pty Ltd
Cake Decorator’s Society — Frankston
Carrum Gardens Social Club
Centrelink Social Work
Chapel of the Resurrection
Chisholm Institute of TAFE
Christian Science Society, Frankston
Country Women’s Association
CWA Frankston
CWA Peninsula
Frankston Aglow
Frankston Churches Community Breakfast
Frankston City Council
Frankston Correctional Services
Frankston Naval Memorial Club
Frankston RSL
Frankston Wranglers Charity Club Inc
God With Us International Christian
Assembly Youth Group
Kookaburra Sport
Langwarrin-Pearcedale Anglican Church
Lions Club of Frankston
Lions Club of Karingal
Melbourne AGE
Men’s Shed
Mt Eliza Village Clinic
Operation Larder
Overport Primary School
Peninsula City Church
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Peninsula Country Golf Club
Peninsula War Widows
Peninsula Community Legal Service
Preceptor Tau Chapter Beta Sigma
Presbyterian Church — Frankston
Rotary Club of Frankston Long Island Inc
Seaford Park Primary School
Seaford Uniting Church
South East Water
St Pauls Anglican Church
Uniting Church
Individual Donations
Anonymous donations
Anne Bolitho
Rosemary Carter
G H & LM Caton
Jean Gray
Debbie Hardman
Susan Kotwas
Michelle Lowe
Denise Nichols
Bridgette Reale
Elaine Richardson
Peter Smith
Ted Tomlin
Katrina Wilson
Anthony Wroe

www.frankston.net

Community Support Frankston
35 Beach Street
FRANKSTON VIC 3199
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9783 7284
Fax: 9783 7731
email: csf@frankston.net
ABN 95 426 151 625

