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From the
Chair

During the 45 years this
organisation has been in existence,
it has directed its activities to
assisting those in need and today
this approach is possibly more
relevant than in previous years.
With the increase in home prices,
private rent and ever soaring utility
costs, more people are finding their
income does not cover everyday
needs.
The Board and management are
very conscious of this and in the
realisation of providing a high
standard of service, recruitment of
suitable volunteers is a continuous
process, together with careful
planning for the future. With this in
mind, in May this year, the Board
ratified the Strategic Plan for the
years 2013 to 2016. The plan
covers eight areas, including staffing,
service innovation and marketing.
Thanks to Board Member Joanne
Birkett for taking on this important
task to bring the plan to fruition.
Volunteer Debbie Taylor has taken
on the task of reviewing and
rewriting the Policy and Procedure
Manual. Many policies are being
rewritten and new ones developed
that will be submitted to the Policy
Subcommittee for recommendation
to the board. Our thanks go to
Debbie for taking on this important
task which includes researching
legal implications of each policy.
I wish to acknowledge the Rotary
Clubs of Frankston North and
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Frankston
Sunrise;
Frankston
North for their donation of eight
computers and the installation of an
additional CCTV camera in reception
and Frankston Sunrise for their
$7,500 donation to cover volunteer
training costs, emergency relief and
community development programs.
Earlier this year, the Federal
Government
introduced
the
Australian Charities and Not for
Profit Commission to oversee
the
workings
of
charitable
bodies. Additionally, changes to
incorporated associations laws in
2012 have required alteration to our
constitution.
Reflecting on the year, I recognise
two major areas of our operation
that greatly contributed to the
agency’s high service level. Firstly,
the professionalism and dedication
of all Board members, who continue
to employ sound governance
practices, and secondly the staff
and volunteers who, sometimes
under
difficult
circumstances,
deliver an extremely high standard
of service not only to our clients,
but also support local agencies and
Frankston Council.

Other areas of the Annual Report
detail the year, so I would like to
acknowledge Frankston Council, the
Triple A Foundation and all our many
partners for their support. To the
Board, the paid staff, volunteers,
the Material Aid Trustees, I pass on
my thanks to all for their assistance
that enables the service to continue.
I have decided after 15 years in the
Chair it is time to step down from
this position. I still plan to be involved
with the organisation by continuing
to be an active Board Member. It
has been a pleasure and privilege to
lead a band of dedicated people who
have the simple common interest of
helping others in need.
Over my time as Chair I have seen
many changes; some of which have
been exciting, some concerning,
but all positive and with the view
of improving the service. I thank
everybody for their support to me.
The Board, volunteers and paid
staff, all of whom are talented and
generous with their time, and in
particular Vicki, who I must say a
special thanks for her unqualified
support and assistance over these
last 15 years.

It is important to remember that
funds to operate our everyday
administration such as computer
maintenance, stationery, office
furniture and equipment, and part
salary expenses for our Special
Projects position are mainly earned
from interest on cash reserves.
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Manager’s Report

It is just over 12 months since
we moved into our new building
and what a difference this new
environment has made to the feel
of this organisation for visitors
and staff.
This year our focus has been to
improve our service provision
and create more volunteer
opportunities
within
the
organisation so people can learn
and grow as individuals plus
have the experience of being a
contributing member of a team.
We may be classed as a small
organisation compared to others,
however, this year, 92 volunteers
generously worked 13,600 hours
for the agency. Their support has
enabled us to continue to assist
residents in crisis and provide
access to information through our
website and brochures.
There
were
an
impressive
101,072 hits on our frankston.
net website with searches mainly
about local services information.
In addition, 17,474 brochures and
approximately 670 Information
kits were printed and distributed
from our agency. This has been a
major achievement by the Special
Projects Coordinator and her
volunteer support team.

Community Support Frankston

Volunteers attended to 12,731
enquiries from 7,824 contacts.
The
complexity
of
clients’
situations and the time required
to work individually with them
has continued to increase. The
Operation
Coordinators
have
provided intensive support to
volunteers working with these
clients.

the valuable support of these
volunteers we have an ICT system
that is planned, maintained
and this year has enabled us
to operate 25 PCs for paid and
volunteer staff and public use.
The many partnerships we have
with government, foundations and
community organisations makes
CSF the vibrant service we have
today.

During the last two years we
have been fortunate to have a
case worker two days a week to
work with people requiring more
ongoing support. I am impressed
with the outcomes achieved.

I am fortunate to work on a
daily basis with people who are
enthusiastic, interested in their
community and its welfare, plus
the highly skilled volunteers that
contribute valuable hours to make
a difference. This team includes
members of the board, volunteers
and paid staff and I would like to
thank them and the trustees for
being supportive to me throughout
the year.

A goal we had been working on
and talking about for a long time
was achieved with the formation
of a marketing team. It became a
realisation with the recruitment
of two volunteers with marketing
degrees plus a freelance journalist
who assisted with promotion
strategies and article writing. This
has spurred us on to investigate
further partnerships with tertiary
institutions to explore more areas
of work within our organisation.
Our long established information
communication technology (ICT)
team consists of qualified ICT
volunteers led by the Special
Projects
Coordinator.
With
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Governance
Board Members
and Positions

The Board of Management meets monthly and comprises nine members.
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. Eight meetings were held during
2012 - 2013.
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-forprofit 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: 5
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: 6
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: 8
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: 7
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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: 8
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: 8
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: 8
MEMBER: Joanne Birkett
Jo works in local government in the community services area. She 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: 4
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, Graduate Diploma in
Public Policy and Governance and Bachelor of Laws. Leanna has been
a Board member since 2010.
Meetings attended: 4
EX OFFICIO MEMBER: Vicki Martin (CSF Manager)
Vicki joined the organisation as a volunteer in 1982 and became
Manager in 1990.
Meetings attended: 8

Community Support Frankston
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Governance
Board of Trustees 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 nonperishable 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 in 2011
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.
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Emergency Relief
Program

The Commonwealth Department
of Families, Housing, Community
Services and Indigenous Affairs
provided $345,326 in a grant to
our Emergency Relief program. The
program is also supported by the
R.E. Ross Trust, the Magistrates’
Court Fund, Telstra and the
Frankston community. Their combined
assistance totalling $363,541.00
assisted people on 4,848 occasions
from 6,158 requests.
The Commonwealth also allows us to
employ a Caseworker and a Casework
Coordinator from these funds. This
program enhances our model of
service and improves outcomes
for clients particularly those who
are committed to improving their
situation.
Our Emergency Relief program
specifically assists people in crisis in
the Frankston City community.
Statistics we collect help build
profiles of people we provide a
service to in our city. It also assists
us identify trends and understand
issues people are dealing with on a
day to day basis that cause stress
to their financial, emotional and
physical wellbeing.
On examining our statistics there
are a number of interesting facts
to highlight when comparing figures
with last year.
For instance a
13% increase in both requests for
emergency relief and provision of
emergency relief.
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When analysing age groups requesting
emergency relief assistance, one that
stands out, even though small in
number, is the 80% increase of the
category 70+ years (35 last year to
63 this year).
•
•
•
•
•

26 – 40 years + 17.3%
41 – 50 years + 13.7%
56 – 70 years + 12.2%
Under 17 years + 5%
18 – 25 years  - 7.4% (decrease)

Investigating further we find there
has been a 14.4% increase in men
requesting support and 11.4% for
women. Requests from people on
Age Pension were up 53%, Disability
Support +15.5%, Family Tax Benefit
+22%, Newstart Allowance +26%
and Youth Allowance +13.4%.
The
only
reduction
in
the
accommodation category was ‘no
fixed address’ with a 6.3% decrease.
Numbers of people living in all other
housing types increased; the most
notable were people living in caravans
(+34.8%), sharing (+55.1%) and
rented properties (+26.8%).
Frankston has a population of 126,457
that consists of those whose
birthplaces are predominantly Australia
and Great Britain (Census 2011).
Because of this we don’t expect to
see large figures when looking at
client’s ethnicity. However, residents
requesting emergency relief included
people from 70 countries who stated
English was their second language.
Increases in numbers of people from
Afghanistan, Lebanon, New Zealand,

Nigeria, Philippines, Serbia, Slovenia
and South Africa were the most
notable. Another increase of 33.3%
for assistance was from our indigenous
community.
There was an increase of Carrum
Downs residents of 28.2%, Skye
+32.7%, Frankston 3199 postcode
+19.6%, Frankston North +14.8%
and Seaford +22.6% with a
decrease of 10.4% in residents from
Langwarrin seeking assistance.
This year the agency had 1726 new
clients who were mainly from Frankston
3199 postcode area (887), Most
others came from Seaford (182),
Carrum Downs (138), Frankston North
(96), Langwarrin (87) and Skye (34).
We decided to identify issues faced by
the client taken from the interviewer’s
perspective which can be different
from data collected as presented by
the client. We began this process in
January 2013.
There were 2116 issues recorded
in the six month period to June.
Significant
problems
determined
were insufficient income (599),
mental health (125), financial (115),
homelessness (98), rent in arrears
(97), utility bills (87), no income (76),
rent in advance (72), relationship
breakdown (60), cost of medication
(57), drug use (45), pay lenders/pawn
shops (41), hygiene (33), domestic
violence (32), court appearance (29),
loss of wallet (29), availability of rental
accommodation (25) and alcohol (24).
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Caseworker Program
Now in its second
year of funding, the
three year Families,
Housing, Community
Services
and
Indigenous Affairs ER
Vulnerable Groups
program provides a caseworker
for two days per week and a three
day Casework Coordinator, who
works with a team of volunteers,
to assist clients identified as
vulnerable or with complex issues.

The caseworker had 52 cases
and averaged 16 appointments
per month during 2012—13.
This represents growth from
the previous financial year and
highlights the need for additional
casework funding as the service is
limited to 2 days per week under
the current funding agreement.

CURRENT CASE STUDY

was able to support Edwina with
educational costs for her son
who had commenced a school
laptop program and successfully
advocated a laptop payment
plan with the IT provider. The
caseworker liaised with the family
violence worker and assisted her
to secure a funded child care
package for her baby. This enabled
her to attend court dates and
enrol in a course to improve her
qualifications. The caseworker
was able to support her by paying
enrolment fees for the course.
When Edwina gained casual
employment the caseworker
was able to help with business
clothing through the assistance
of a local agency.

Edwina, (name changed) a single
parent with
a teenage son
and young baby, had a range
of complex issues including
domestic violence, childcare,
legal and financial problems. She
receives a parenting payment and
family tax benefits.
Edwina was referred to the
caseworker after she initiated
legal proceedings over domestic
violence issues with her expartner. She was living in private
rental costing over $1500pcm,
had mounting financial issues and
was feeling overwhelmed both
financially and emotionally.
Brokerage funds were utilised
to assist with home utilities,
educational related costs, course
fees enrolment and budget
supplement.
For
additional
support she was also given
referrals to five other local
agencies.
Casework assisted with several
successful advocacy and support
strategies.
The
caseworker
suggested she set up regular
rent and utilities payments to
improve her budget. The agency

Community Support Frankston

their time of crisis. Casework
has resulted in some pleasing
outcomes for clients. The program
has also seen clients returning
when new issues arise because
there is an existing relationship
with the caseworker. This has
resulted in speedier outcomes
for clients since they don’t have
to repeat information. We look
forward to further growth and
outcomes for the program during
the 2013-2014 year.

Clients referred into this program
have been assisted with intensive
case management to identify the
best possible outcomes during

Assistance provided
• Access to budgeting tools
• Financial
information
and
referral to a NILS officer
• Financial assistance
• Practical support
• Access/referral to legal advice
• Access
to
community
information and resources
• Advocacy
Outcomes for the client
• Improved financial literacy and
education
• Improved emotional stability
• Stabilised finances
• Resumed employment
• Commenced study
General comments: Many clients
are so overwhelmed they become
unclear on how to manage a
financial crisis on their own.
The family violence issues left
Edwina feeling overwhelmed with
presenting issues and unable
to prioritise. The situation then
continued to deteriorate. The
caseworker assisted to make the
issues ‘manageable’ by working
with her step by step whilst
providing the information needed
to prevent a similar situation
from hopefully presenting again.

Issues for this client
• Mental health and emotional
wellbeing deteriorating
• Outstanding utility bills
• Disconnection of mobile phone
• Loss of work equipment due to
family violence
• Legal issues re paternity and
maintenance
• Lack of support for childcare
• Laptop at risk of repossession
• Lack of suitable clothing for
employment
• Lack of finances for study

|
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Emergency Relief
Statistics

Number of requests for ER — 6,158
Statistics:
						

2013

2012

Total requests for Emergency Relief		 —
Instances of Emergency Relief provision —
New Emergency Relief clients			 —

6,158
4,848
991

5,450
4,274
1,200

2,125
4,848
395

1,857
2,484
271

Breakdown:
Male 			
Female			
Via Agencies			
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—
—
—

Breakdown of Emergency Relief distributed:
			
2013
		Food Gift cards 		 —		$126,530.00
		Telstra Vouchers 		 — 		 $8,500.00
		Telstra Phone Cards 		 — 		 $2,580.00
		K-Mart Vouchers		 — 		
$400.00
		Target Vouchers		 —		
		Coles Express Cards (Petrol)		 —		 $1,700.00
		Food purchases (Ritchies) 		 — 		 $37,039.76
		Food in kind (Donated) 		 — 		 $22,541.00
		Financial (Utilities/Bills etc) 		 — 		 $43,977.50
		 Accommodation/removal/storage —		$113,393.58

2012
$138,520.00
$10,500.00
$2,445.00
$400.00
$1,350.00
$1,000.00		
$31,323.91
$16,829.00
$56,994.52
$107,336.50

TOTAL				$357,611.84

$366,498.93
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Operational Statistics
Total number of enquiries — 12,731
		
2013
2012		
Total enquiries:
12,731
10,690				
		
Number of days open:
214.5
212.5				
					
Total of Individual Contacts:
7,824
7,065				
Face to Face Interviews:
5,079
4,352				
Telephone Interviews:
2,609
2,398				
Other forms of contact:

126

315				

Enquiries about volunteering

133

N/A

Appointments for services:
Total new clients to the agency
All Referrals
Hits on frankston.net website

619
1,726
4,789
101,072

596				
1392
3,536		
91,298		

Breakdown of enquiries July 2012 — June 2013
ACCOMMODATION
128
CITIZENSHIP
8
COMMUNICATIONS
79
COMMUNITY AFFAIRS 1,532
CONSUMER
54
EDUCATION
29
EMERGENCY AID
6,158
EMPLOYMENT
27
ENVIRONMENT
11
HEALTH
61
INCOME
333
LEGAL
172
RECREATION
14
SUPPORT SERVICES
2,468
TRANSPORT
40
ECONOMIC DEVELOPMENT 2
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People — Our Main
Resource
The value of volunteers is immense and irreplaceable
Community Support Frankston
(CSF) services are provided
primarily by volunteers. The
diverse range of services
delivered by the agency includes
emergency relief, advocacy,
referral, budget advice and
support to our local community.
There are many reasons people
choose to volunteer including
hands on experience for studies,
enhancing skills in preparation
for returning to the work force
or a wish to contribute to the
community. Volunteering not
only assists in personal growth
but is a wonderful opportunity
for meeting new people and
becoming a part of a team.
New volunteers join a highly
trained and motivated team who
provide them with guidance,
mentoring and support. In the
past year we welcomed 18
new volunteers to the agency.
Our volunteers come from a
wide range of social, economic
and
cultural
backgrounds,
enhancing CSF with different
life
experiences,
knowledge
and
expertise
in
many

14

areas.
All of our volunteers
work harmoniously together
towards the goal of delivering
a high standard of customer
service to the community.
Volunteers fill many positions
within the agency.
On the
frontline
our
receptionists
provide a friendly, welcoming
and efficient service to clients
visiting our agency while our
community workers strive to
achieve the best outcome for our
clients based on their individual
needs
through
advocacy,
referral and financial assistance.
Working behind the scenes
are volunteers who ensure
information is up to date, the
kitchen and pantry are fully
stocked and the computer
network is running as smoothly
as possible. With over 6,000
enquiries
this
year,
our
administration and data entry
volunteers have been kept busy
entering statistics and case
notes into the database. This
data assists the community
workers and staff to access
client details quickly and provide

data
for
monthly
reports
when applying for funding
and other external support.
We are also fortunate to have a
dedicated volunteer who delivers
an accredited training program
to new volunteer community
workers each year to ensure
they are fully trained and have
a comprehensive knowledge of
the agency’s requirements.
As well as welcoming many
new volunteers we are also
saying goodbye to a few of our
volunteers who have moved
on to employment, further
studies or for personal reasons.
Whether they have been with
us for a short or long time,
all of our volunteers have
made a great contribution to
CSF and the local community
and they will be missed.
Community Support Frankston
would like to thank all of our
wonderful volunteers for their
dedication, commitment and
support over the past year.
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Volunteer Commitment
Total Volunteer Hours — 13,583.62
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

Training Offered to Volunteers 2012 -2013
12 July

– Walk in Her Shoes, Frankston Magistrates’
Court Specialist Family Violence Service

9 August

– Walk in Her Shoes, Frankston Magistrates’
Court Specialist Family Violence Service

24 October

– Bridges Out of Poverty

22 November – Guardianship and Administration
5 December

– Certificate IV in Training and Assessment

24 January

– Certificate IV in Training and Assessment

15 February – Certificate IV in Training and Assessment
23 April

– Establishing a Volunteer Program

1 May

– Responding to clients presenting with
Mental Health issues in the Emergency
Relief Sector

7 May

– Responding to clients presenting with
Mental Health issues in the Emergency
Relief Sector

14 May

– First Aid

Induction
– Orientation and police check (all roles)
Receptionists
On the job training
Training meetings
Administration and Data Entry
On the job training
Interviewers
– On the job training
– 50 hour competency based training
course (CHCCS416B)
– Mentoring and probation hours
– In-Service training attendance

Community Support Frankston

In service training – Combined case discussion groups
26 July

– WAYSS Domestic Violence

23 August

– Centrelink Outreach Worker

20 September – Peninsula Youth and Family Services
29 November – Oz Child and South East Water
21 February

– CSF training morning

28 March

– Paul Farrar, former school principal

23 May

– Peninsula Community Legal Centre

|
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Information Resources

Website
Between 1 July 2012 and 30
June 2013 www.frankston.net
had 101,072 hits.
To be effective a website has to
be informative and relevant plus
have visual appeal to its audience.
The website continues to evolve
and many changes were made
to its look and usability during
the year including new webpage
bannerhead photos which focus
on promoting the agency by
showcasing our volunteers.

A snapshot of a typical website
visitor shows a person using
MS Explorer browser looking
for information on local services
between 10am - 2pm weekdays.
They search with ‘Google’ from a
business address or government
agency and go directly to the
page they need.

Our two public computers
continue to be well patronised
with a total of 1,744 users and
1,314 hours of use during the
year.

Annual hits on frankston.net

Public computer users contact
Centrelink, print forms and
bank statements, apply for
jobs online, write resumes and
generally keep in contact with
their friends through social
media.

2013
2011
2010
2009
2008
2007
2006

Facebook pages
The CSF Facebook page is now
online. Every few days items of
community interest such as
health and wellbeing information,
current events or recent
statistics about our services
are added. The page has started
to attract followers.

16

Even though the Public Internet
Access Program Grant finished
in 2011,
CSF has made a
commitment to continue to
provide free Internet, office
software and web-based email
access to the agencies clients.

This year has seen over 30% of
searches to the website now
coming from mobile phones or
iPad/tablets.

2012

2005

Public Internet Access

The agency also has a Frankston
Community Appeal Facebook
page which promoted the 2012
appeal by sharing photos and
information
about
incoming
donations from local people and
organisations.

IT Donations

CSF was fortunate to be the
recipient of eight refurbished
PCs, monitors and keyboards as
a donation through the Rotary
Club of Frankston North’s
Community Technology Transfer
Project.

You must be the change you wish to see in the world — GHANDI

Information Resources
Marketing

Databases

Publicising the change of name, logo, and address last year gave us a
valuable opportunity to re-launch the organisation to local residents.
We decided to utilise the skills of student marketing volunteers sourced
through the Monash Careers Gateway website promote the agency
and raise awareness of our services within the Frankston community.
Graduate marketing students Nick and Jesse developed a strategy to:

Administration volunteers spent
approximately
2000
hours
collating statistics and client
cards, archiving, maintaining
the filing system and entering
new
information
into
the
database. New data is usually
entered into the database
within three working days which
enables staff, receptionists
and community workers quick
and easy access to current
information when dealing with
clients and other organisations.

• Create cost-effective marketing solutions
• Find creative ways to notify the public of our new name and contact
details
• Refocus community attention on the agency’s aims and achievements
• Raise the profile of our service
• Promote volunteering opportunities in the local area
• Attract new and suitably qualified volunteers to the agency.
The marketing team held a successful information day on a table outside
Safeway Bayside, Frankston during September. They answered enquiries
from many passers-by and gave out volunteering information and
brochures on local services.

Statistics provide the basis for
monthly reports and awareness
to the new trends within the
community. They also provide
supportive data when applying
for funding and grants. This
year we have assisted 217
homeless people in the city of
Frankston, 223 clients with
no income and 1693 clients
receiving Newstart allowance.
From January 2013 to June
2013, with the collection of new
statistics, we have been able
to identify that 599 clients had
insufficient income to afford the
daily cost of living.

In November the marketing team held a barbecue in our carpark to raise
funds for the Community Appeal. We made a profit of $186 in two hours.
Production has started on a three minute Youtube movie clip to highlight
volunteering opportunities and services offered by the agency.

Brochures
CSF has brochures in all interview rooms plus a display stand in reception
where people can browse and pick them up. Most brochures and fact
sheets are designed and produced ‘in-house’ and contain information
relevant to the local area. Many local schools, kindergartens, doctors,
maternal health care centres, community centres and churches have
contacted the agency to request kits and their feedback has been
extremely positive.

IT Support

Our IT team supports the
Special Projects Coordinator
in maintaining the agency’s IT
resources including the server,
workstation PCs and printers.
Many thanks go to Barrie who
managed our databases and
helped solve server issues; Peter
who investigated new technology
and risk management and Daniel
who set-up our donated PCs,
installed software, and generally
maintained
our
computer
network.

This year, new brochures ‘Late Night Chemist Open Hours’, Local
Emergency Contacts’ and ‘Living in a Rooming House’ were produced
when a demand was found.
Between July 2012 and June 2013 our volunteer, Sheron, coordinated
the photocopying and folding of 17,474 brochures and fact sheets.
The top five brochures taken by visitors were “Where to find assistance
- Food and Clothing” (1675); “Where to find assistance - Bill payments”
(1311); “Where to find Housing” (867); “Emergency Accommodation”
(766) and “Residential Caravan Parks” (713). In addition, our statistics
show approximately 500 brochures are downloaded from our website
as PDF files every four weeks. Most downloaded brochures were
‘Residential Caravan Parks’, ‘Local Bulk Billing Doctors’ and applications
to become a volunteer at the agency.

Community Support Frankston
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Working
together

Frankston City Council
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.
Community Support Frankston
enjoys a harmonious partnership
with Frankston City Council and
acknowledges Council’s valuable
contribution to the community.

Triple A Foundation
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.
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Barrie has given valuable support
to the agency by providing
funding toward 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.

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.
A condition of our
agreement was the employment
of a two day a week caseworker
and three day a week Coordinator
of volunteer caseworkers.

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 location. 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. A Centrelink
Engagement Officer works one
half day a week at CSF.

R. E. Ross Trust
The R.E. Ross Trust has provided a
three year grant that commenced
in 2011 and concludes in early
2014. The grant is for the CSF
Emergency Relief Program and
has added valuable funds to this
area of service to our community.
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Frankston Magistrates’
Court
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.

Frankston Churches
Community Breakfast
A partnership formed in 2012
with the aim of working together
to assist Frankston people
access affordable housing.

Community Support Frankston

Operation Larder

Good Shepherd Youth and
Family Services

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.

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 colocated at the agency since
2002.

Mornington Peninsula
Community Connections

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.

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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Frankston Community
Appeal

2012
Community
Appeal
This Appeal, held by Community
Support Frankston, is now in
its 22nd year. The organisation
works in conjunction with
other local emergency relief
agencies to stretch resources
and provide more assistance
to families. Working together
provides a fairer allocation of
goods plus it enables other local
organisations to concentrate
on different festive activities for
disadvantaged residents.
Monetary donations to the
2012 Appeal totalled $9027.60
and items purchased from the
cash donations created 200
hampers for distribution to:

•
•
•
•
•
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DHS Frankston (11)
Salvation Army — Crisis
Centre and Peninsula Youth
& Family Services (75)
St Vincent de Paul (75)
WAYSS Domestic Outreach
(20)
CSF (19).

The content of a hamper included
one tin of ham, red salmon,
tinned potatoes, peas and corn,
rice, fruit salad, 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.

approximately 129 hampers from
donations of goods received from
other sources including many local
organisations and individuals.
Photos of organisations with
their donations and news about
the appeal was updated on the
agency’s
Community
Appeal
Facebook page. This proved to be
a good way to promote the appeal
and share information.

This year a total of 419 hampers
were distributed to people in
Frankston City. 1302 people
(540 adults and 762 children)
were assisted with hampers
bought with Trust Funds.

Community Support Frankston
would like to thank all the local
businesses, people, schools,
churches and other organisations
who donated food, vouchers,
toys, goods, gave cash donations
or raised funds by holding their
own event.

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 50 hampers
and CSF packed and distributed

The agency would also like to thank
all our volunteers who picked up
donations, packed groceries into
hampers, helped at our fundraising barbecue and generally
made the 2012 Frankston
Community Appeal successful.
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Reaching our
Community
Through Services, Projects and Partnerships
Christmas Gift Wrapping Program

Tax Help 2012 — 2013

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 was established 25 years ago to help people
who found it difficult to complete their tax returns
and were more comfortable in asking for assistance
from someone in the community than approaching
the Taxation Office.

•
•
•

Operation Larder
Grace Christian Community
Society of St Vincent de Paul, Langwarrin

Last year $1,039.70 was raised by three churchbased organisations wrapping gifts for shoppers
over an eleven day period.

Tax Help is a free and confidential service provided
for low income earners to complete their Tax returns
from 1 July to 31 October. All Community Volunteers
are fully trained, accredited and supported by the
Australian Taxation Office.
Our dedicated volunteers assisted 161 people with
their Tax returns, including students, seniors, people
with disabilities and from non-English backgrounds.

Community Development
The agency believes that networking, working with
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:

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Years of Tax Help Service:
Peter Lewis 17 years
Albert Chivilò 13 years
Rita Cairney 9 years

Emergency Relief Victoria
Westernport Regional Association of Community
Information Centres
Peninsula Primary Care Partnership
Community Information and Support Victoria
(CISVic)
Frankston Volunteer Resource Centre (Board
Member)
Frankston City Council Housing Reference Group
Centro Christmas Wrapping Program
Frankston Magistrates’ Court Users Group
Municipal Emergency Management Planning
Committee (MEMP)
Municipal
Emergency
Recovery
Planning
Committee
Frankston Emergency Relief Providers
CISVic Forum
Frankston Multicultural Community Network
Peninsula Network Meeting
Frankson Connect Day

Community Support Frankston

|

Annual Report 2013

21

Finding the Right People
Ron Allan
Alexandria Answer
Ilme Barnes
Viktoryia Biaroza
Joanne Birkett
Rita Cairney
James Campbell
Judith Caraher
Francine Chadwick
Sheron Collins
Josh Cuthbert
Chris Devine
Val Donald
Frances Evans
Daniel Fenn
Tishani Fernando
Sue Fitzgerald
Lyn Flatman
Ada Fletcher
Gail Forbes
Jeanette Gavine
Anthony Glenwright
Aneen Groenewald
Sue Grogan

Leanna La Combre
Peter Laverack
Laurinda Laxay
Sharon Leggo
Peter Lewis
Tiffany Lowery
Maureen Macer
Joy MacEwan
Terry Mackay
Jesse McIntosh
Bernard McKenna
Peter Martin
John Murphy
Pam Newman
Annette Newton
Margaret Noye
Jan O’Brien
Pearl Oh
Nicholas Ou
Vera Pazourek
Steven Phillips
Mary Ricca
Donna Richardson
Finalee Siafitu

Peter Wearne
Carla Wijnschenk
Louise Wilkinson
Elaine Wilson
Roslyn Wilson
Marie Wright
Hafiza Zahidee
Leon Zimmerman

Accountants

Denise Hajdinjak
Stewart Harkness
Val Hassett
Lynne Harvey
Barrie Holloway
Grace Holloway
Rhonda Holloway
Farrukh Ismail
Belinda Issell
Maryanne Jakovac
Rachel Karwath
Peter Kellett
Fadia Kennard
Sherry Kirby

Bronwen Sinclair
Susan Smith
Cath Spychal
Elly Stephens
Rebbecca Strange
Carole Sweetnam
John Tame
Debbie Taylor
Eileen Thompson
John Thompson
Brittany Tolson
David Triplow
Peter Verwoerd
Christine Victor
Bill Vincent
Lucy Wang
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Tax Help

Albert Chivilò
Peter Lewis
Rita Cairney

Trustees

Brian Capon
Peter Newman
Michael Ongarello

Auditors

Shepard Webster & O’Neill Pty Ltd
David Osborne
Judith Davis

Bruce J Stockdale Pty Ltd
Carley Advisory Group
Shepard Webster & O’Neill Pty Ltd
A J Wiber
Woottons

Honorary Solicitor

Michael Ongarello
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Recognition of Service
LIFE MEMBERS
Pat Arthur*
Gwen Shenton*
Alan Coulson*
Shirley Davies
Dorothy Lynch*
Margaret (Peg) Hess*
Sheina Thompson*
Peter Lewis
Pat Runacres
Marie Wright
Anja Cadle
Joan Mitchell
John Tame
William (Terry) Mackay
John Murphy
Carole Sweetnam
Vicki Martin
Maureen Macer
Judy Caraher

1982
1986
1987
1990
1993
1996
1996
1998
1998
2000
2000
2006
2006
2008
2008
2009
2011
2011
2012

* deceased

HONORARY MEMBER

OVER 10 YEARS

Peter Martin 1991 — 2013

Ron Allan
David Triplow
Peter Verwoerd
Louise Wilkinson
Roslyn Wilson
Stewart Harkness
Pam Newman

OVER 40 YEARS
Peter Lewis 		
Marie Wright		

45
44

OVER 20 YEARS
Francis Evans		
Rhonda Holloway
Peter Martin		
Judy Caraher		
Carole Sweetnam
Christine Victor		
John Tame 		
Ada Fletcher		
Sue Grogan		
Barrie Holloway		

26
24
23
22
21
21
20
20
20
20

14
13
13
13
12
10
10

OVER 5 YEARS
Francine Chadwick
Sheron Collins
Jan O’Brien
John Thompson
Steven Phillips
Val Donald
Peter Wearne
Eileen Thompson
Carla Wijnschenk
Christine Devine
Peter Laverack
Joy MacEwan
Deborah Taylor
Bill Vincent

OVER 15 YEARS
Lyn Flatman		18
Terry Mackay		18
Mary Ricca		17
Anthony Glenwright		15

9
9
9
9
8
7
7
6
6
5
5
5
5
5

$Billion Value of Volunteering in Victoria
Victorians of various cultural and language
backgrounds; old and young; and people of different
abilities all play an important role through volunteering.
The Economic Value of Volunteering in Victoria report,
developed by the University of Melbourne, placed the
value of volunteering at up from $7.1 billion in 1992
to $16.4 billion in 2006.
Over those 15 years:
• Economic value of volunteering grew by over 130%
• Volunteers provided a volume of work equivalent to

Community Support Frankston

260,500 jobs rising to 359,100 jobs which is equivalent
to an additional 14.2 % people employed in Victoria in
2006.
• There was a 16% rise in the average total hours
volunteering per adult.
• In 2006 Victorian women contributed an estimated
$2.64 billion dollars of time and other inputs to volunteer
organisations and Victorian men about $2.25 billion.
These are significant contributions that make an enormous
difference in our community.
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Volunteer story

Our volunteers come with different life experiences. This is the
story of Farrukh who was recruited, first, as a receptionist and
who then decided to undertake the interviewers course.
My name is Farrukh and I arrived in
Melbourne Australia in December
2012 to marry my fiancée of 4
years in January 2013. We have
been together since 2005 when
we both were teenagers and she
was the reason I left everything
back home in Karachi, Pakistan
to come to Australia to live in
Doncaster East near my cousins
who have lived in Australia for more
than 10 years.
I was a qualified architect in
Pakistan and also did some
voluntary tutorial work with
university students. However,
now in Australia my degree needs
to be assessed before I can
commence work in my chosen field
of architecture.
It was actually my wife’s idea that
I should volunteer until I found paid
work so I could meet new people
and find out more about this new
home of mine so I followed her
advice. The first place I volunteered
for a few months was at the local
Salvos Store in our neighbourhood.
I also currently volunteer at the
‘Australian Centre for the Moving
Image’ on Saturdays which
satisfies my interest in the art and
culture scene.
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My cousin told me not to go
anywhere near Frankston. I
have never formed an opinion on
someone else’s hearsay; it needs
to be based on my own experience.
I found the Community Support
Frankston website through SEEK
and I decided to apply for a volunteer
position as a receptionist. I
am grateful to Maureen who
interviewed me and allowed me to
come and work there and meet all
these great people.
I found a full-time position while only
working one shift at Community
Support Frankston and thought
I would have to leave. I decided
to negotiate my work hours by
working weekends so I could have
one day free to work in my voluntary
work in Frankston as it has been a
wonderful experience for me even
though it takes me nearly two
hours by public transport to get
there.
I really do wish to thank everyone
at Community Support Frankston
for allowing me to come and
contribute and for helping me and
guiding me. It has been one of the
best learning experiences of my life
and I am sure I will stay with them
for a very long time. There hasn’t

been a single moment I’ve felt out
of place. I am so thankful that I was
allowed to come into this country.
Since arriving in Australia I’ve got
nothing but love, respect and new
friends, who are always there to
guide me, encourage me and are
appreciative of the little things I
do. An Aussie girl married me and
hopefully soon I’ll have Aussie kids.
The few months I’ve spent here
has made me love this country
even more and now I know what’s
the reason behind it, it’s the
volunteers and workers at places
like Community Support Frankston
who are always ready to help
people if they require assistance
and I want to be involved in what
they do and contribute as much as
I can in my humble and small way
to make this great country an even
better place to raise my family.

Farrukh Ismail
CSF Volunteer

You must be the change you wish to see in the world — GHANDI

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

Kookaburra Sport

Community Support Frankston Volunteers

Lions Club of Frankston
Michael Ongarello

Chapel of the Resurrection – Peninsula School

Mornington Peninsula Community Connections

DBD Database Services

Operation Larder

Denise Nichols

Pragmatic training

Department of Families, Housing,

Ritchies Community Benefit Card

Community Services and Indigenous Affairs

R.E. Ross Trust

Frankston City Council

Rotary Club of Frankston North

Frankston Churches Community Breakfast

Rotary Club of Frankston Sunrise

Frankston Magistrates’ Court

Seaford Uniting Church

Frankston Presbyterian Church

St James the Less

Frankston Wranglers Charity Club

Telstra

James Dowsley & Associates

Woorinyan Inc.
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Acknowledgements

Community Appeal 2012

Monetary Donations and Goods In-Kind Support
Beta Sigma Phi Preceptor Tau Chapter
Cake Decorator’s Association — Frankston
Carrum Gardens Social Club
Centrelink
Christian Science Society Frankston
Commonwealth Bank Social Club
Cooinda Trefoil Guild Victoria
Frankston Community Correctional Services
Frankston CWA
Frankston Garden Club
Frankston Ladies Choir
Frankston High School Leadership Council
Frankston Hospital Ward 4GN staff
Frankston Naval Memorial Club
Frankston RSL
Frankston Wranglers Charity Club Inc
Inner Wheel Club of Nepean
Input Fitness — Staff and clientele
Karingal Bowling Club
Kookaburra Sport
Langwarrin Girl Guides
Langwarrin Pearcedale Anglican Church
Lions Club of Karingal
Long Island Country Club — Lady members
Melbourne AGE
Men’s Shed
Mt Eliza Village Clinic
Operation Larder
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Peninsula City Church
Peninsula Country Golf Club — Lady members
Rotary Club of Frankston — Long Island Inc
Rotary Club of Frankston — Sunrise
Seaford Girl Guides
Seaford Park Primary School
Seaford Uniting Church
South East Water
St James the Less
St Lukes Church
St Pauls Anglican Church
Uniting Church — High Street Frankston
Individual Donations
Anonymous donations
Marie Caton
Greg Coleman
Robyn Cross
Ina Gardiner
Charles Gutjahr
Debbie Hardman
Lesley Hopkins
Kim Kearsley
David McLoughlin
Denise Nichols
Tom Ormerod
Darren Smith
Ted Tomlin
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www.frankston.net

Community Support Frankston
35 Beach Street
FRANKSTON VIC

3199

Tel:
9783 7284
Fax:
9783 7731
email: csf@frankston.net
ABN 95 426 151 625
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