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Springvale Community Aid  
and Advice Bureau Inc.
The Bureau has its roots deeply embedded in the 
community and is committed to social justice, 
equity, community building and the provision of 
high quality services. It is, and always has been a 
progressive organisation pushing the boundaries 
of the traditional Community Advisory Bureau 
(CAB) models to provide not just information but 
practical assistance, advocacy for improved services 
and social change.

The founding principles of community building, 
partnerships, the importance of volunteers and 
commitment to providing interpreters so individuals 
can express themselves in their language of 
choice have remained central to our philosophy 
and operations.

More generally, we are a mainstream provider 
in a Culturally and Linguistically Diverse (CALD) 
community and provide specialised CALD programs 
that complement the general services offered. Our 
ability to offer mainstream services, hand in hand 
with CALD specific services, provides a unique 
opportunity to increase access and participation in 
community life, particularly for people with CALD 
backgrounds. Our CALD volunteers and staff also 
enhance settlement outcomes for CALD clients. 

We aim to create new opportunities for innovation 
and responsive delivery. This is facilitated by regular 
staff and committee of management discussion and 
planning. The Bureau has a renewed commitment to 
sharing and building on our expertise gained through 
working at the grass roots level and our strong 
community relationships. 

The values that have driven us for the last 35 years 
are commonly agreed and committed to by staff 
and committee.

We aim to make our stance on social issues very 
clear to the community, building on our reputation as 
a credible advocate, community builder and service 
provider and make a firm commitment to build 
strategic partnerships with research organisations.

*Our Vision:
Is for a socially just community in which all people 
have equitable access to resources, are empowered 
to participate and have their human rights respected 
and protected.

*Our Mission:
Is to provide information, support & targeted 
community services for individuals and communities 
in the City of Greater Dandenong and surrounds.

*Our Values:
Respect, dignity, compassion, quality, innovation, 
choice, diversity and partnerships

*�(The Committee of Management and staff have considered changes 
to both the Vision and Mission which will be reflected in the new 2009 
Strategic Plan)
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Chairpersons Report
SCAAB has much to thank Jinny McGrath for in the 
major role she played in SCAAB at a crucial time. Her 
role as Chairman was incisive and knowledgeable, 
from which I learned much.

The basic ethos of SCAAB hasn’t and shouldn’t 
change. We have the ability to provide our increasing 
client base a large range of services commensurate 
with our original aims. The board made a wise choice 
to enter into areas of advocacy with the first of our 
Merle Mitchell lectures, listening and learning from 
experts in the field of the difficulties on the ground our 
residents were experiencing with affordable housing. 

As I write this chairman’s report  to the AGM I want 
to thank and compliment the board, our visionary 
Director Anna Hall and our staff  for their commitment.  
Unfortunately, our hard working treasurer Michael 
Madden‘s career path took him interstate with our 
thanks and good wishes. We then welcomed Ross 
Hepburn with his wealth of expertise on to our board 
as Treasurer replacing Michael.

There has been strong governmental support for a 
multicultural multi use community centre around 
the courthouse facility and previous police station 
in Springvale, further cementing our imprimata on 
the landscape.

Although we were fortunate in obtaining a further 
12 month lease on the Buckley Street premises, 
we have still not been able to resolve the issue of a 
permanent home for our Youth Links team. The Board 
of  Management is completely committed to Youth 
Links remaining in Noble Park, where they are adding 
great value to the lives of young people.

We  have had some exceptional community 
outcomes as a result of some outstanding community 
networking by Amanda Barker, program manager of 
our Youth Links team.  Noble Park market day on the 
last Sunday of the month at the Noble Park RSL has 
had the benefit of linking our local community and 
providing much needed funds for Youth Link clients. 
I take this opportunity of thanking Gordon Murray, 
President of the Noble Park RSL and his committee 
for their assistance and commitment.

Thanks to the Bennelong philanthropic organisation, 
SCAAB in partnership with Springvale Monash Legal 
Service (SMLS) now has a fully funded migration 
agent for 3 years, providing much needed assistance 
for those families desperate to bring their close 
relatives here to the peace and freedom of Australia.  
It was a marvellous day indeed when SEMAS was 
launched by George Lekakis of the Victorian Multi 
Cultural Commission. This was all made possible by 
the tireless work of Anna Hall and Helen Yandell of the 
Springvale Monash Legal Service.

Thank you to everyone for your assistance this year. 
I am confident in SCAAB’s future going forward and 
offer my complete support to the new Chair.

Roz Blades

Chairperson
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Director’s Report
I am very proud of the work that SCAAB does 
and the quality of service delivered by our staff 
and volunteers. We continue to improve each year 
as we find new and better ways of working and 
develop improved support systems to underpin our 
program delivery.

This year has seen the finalisation of our 2009 
– 2012 Strategic Plan. The staff enthusiastically 
brought their client issues and worker perspectives 
“on the ground” to the process. The Committee 
worked hard, facilitated by Cath Whelan, to draw it 
all together and set a challenging path for our next 
few years.

Our solid program work continues and it has been 
another rewarding year working with partners and 
community members to deliver our core programs 
through IRASS, Youth Links, PSP, Settlement, 
Financial Counselling and Child Support. I am 
sure you will be quite surprised at the range of 
outcomes and activities as you read the program 
reports in the rest of this annual report. Again 
it’s the staff and volunteers at the core of these 
programs who ensure we remain client focussed 
and make a difference to people’s lives on a day 
to day and systemic basis also. Thank you to our 
funding bodies as well for your continued support 
and partnership.

Some new areas of involvement which have 
resulted in great outcomes this past year have 
been the implementation of our Men’s Groups 
(Sudanese and Vietnamese) in partnership with 
Relationships Australia. This work has been very 
well received by the participants and I would like to 
thank the Relationships Australia team, particularly 
Roger and Mario who have worked with our staff to 
get the groups up and going and well supported.

Personally I have been thrilled with the Community 
Development (CD) work that we have been able to 
achieve. In terms of young people. The work done 
by our Youth Links team has been great, reaching 
out to disaffected young people in partnership with 
YSAS for example, provided much needed support 
to many young people during the difficult times in 
Noble Park last year.

Our CD work with new and emerging communities 
has also been exciting and it has been wonderful 
to see the continued strong community support 
for our Sudanese Leadership Dialogues and our 
Refugee Brokerage Program. Steering Group 
members from Afghan, Eritrean, Ethiopian, Somali, 
Sudanese (including Nuer, Chollo, Nuba Mountains 
and Equatorian) have engaged in capacity building 
activities and worked closely with our partners 

the City of Greater Dandenong, City of Casey, 
Greater Dandenong & Casey Cardinia Community 
Health, the SE MRC and Victorian Multicultural 
Commission (VMC).

It was also great to work with the Sudanese 
Community Association of Australia (SCAA), 
who do a great job as leaders for their community. 
It’s been a hard year for Sudanese communities, 
particularly with an upsurge of anti-African racist 
issues arising in Noble Park. We facilitated Helen 
Szoke the CEO of HREOC Vic to come to SCAAB 
at the height of the issues and speak with the 
community leaders at length. SCAAB has also 
supported SCAA throughout the year in their 
application to Council for a permit to operate their 
association from a donated venue in Dandenong, 
and as their community grows organisations such 
as SCAA will become increasingly important.

Our work in the area of Social Inclusion has also 
been rewarding this year and true to our strategic 
direction to strengthen our advocacy work, we 
have fought strongly for improvements in access to 
Housing for low income and disadvantaged clients.

We have also participated actively in food security 
projects and of course our school packages fund 
raising and dispersal has assisted many people 
with the burden of education costs for primary 
and secondary school children.

When I am reminded of the challenges facing us 
for the coming year I am aware that some were 
also alluded to in my report last year, unfortunately 
we are still seeking to overcome the challenges 
of secure accommodation for Youth Links in Noble 
Park and the need to improve physical resources 
here at 5 Osborne. New challenges will be in 
the area of increasingly enormous tenders to 
deliver programs  such as the new Employment 
Services tender.

We will meet this challenge by continuing to work 
in partnership and seek opportunities to combine 
our skills with others whose values we share, with 
the client outcomes at the forefront of our work.

I would like to conclude by thanking all of you 
who have supported me, the staff, committee and 
volunteers for your continued interest in our work 
and our community. I look forward to another great 
year in 2008/09.

ANNA HALL

Executive Director
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Information, Referral,  
Advocacy & Support Service (IRASS)
(funded by the City of Greater Dandenong and 
Commonwealth Department of Families, Housing, 
Community Services & Indigenous Affairs (FaHCSIA))

�IRASS – Information, Referral, Advocacy & Support •	
Service

Emergency Relief Provision•	

IRASS is a core service at the Bureau which provides 
a wide range of assistance for all the community and 
serves as a door-way to other Bureau-based services. 
It is an accessible and responsive service providing 
assistance via telephone, a drop-in service and 
appointments.

IRASS operates daily and is staffed by paid and 
unpaid workers. The dependence on unpaid workers 
is high with both volunteers and students being vital 
in providing direct service provision to clients.

Trends & Our Responses
Social inclusion means ensuring “…no 
Australian is excluded from meaningful 

participation in the mainstream economic 
and social life of the country.”1   

However, as Julia Gillard points out, “For too many 
Australians, access to experiences and opportunities 
that are fundamental to their well being and dignity 
are simply not available.”   This is the experience 
of many people who come to the Bureau’s IRASS 
service – they are battling to survive on a Centrelink 
income that already puts them below the poverty line 
whilst struggling to meet rising household costs. 

ABS Australian Social Trends data indicates that the 
mean weekly disposable household income for low-
income households ($262) is far out-weighed by the 
mean weekly expenditure ($309).2  This is reflected 
in the number of requests for Emergency Relief (ER) 
which have increased by 16% in this reporting period. 
Unmet demand for ER is a growing concern, with 
over 700 clients referred to others services when we 
were unable to assist.

 The costs of private rental in the City of Greater 
Dandenong had increased by 17% in the year ending 
June 2007. Accompanied with reduced vacancy rates, 
finding and maintaining secure housing is becoming 
a more significant issue for our clients. Of our clients 
seeking emergency relief, 12% (compared with 10% 
in 2006/07) stated that rent was the cause for them 
seeking assistance. 

We will look at researching the impact of rent 
increases on our clients in the coming year.

While the introduction of Hardship Programs for 
utility companies has created a better system for low 

income people to avoid disconnection and manage 
realistic and affordable payment plans, our clients 
continue to struggle to pay their bills. Alarmingly, we 
know that such costs will significantly increase due to 
increased infrastructure costs and supply constraints 
and thus have a disproportionate impact on low 
income households as they spend a higher proportion 
of their income on these basic necessities.3  Of those 
clients seeking emergency relief, 14% (a 3% increase 
on the previous period) stated that utilities payments 
was the reason for seeking assistance. 

While we will always support a client to get 
extensions, payment plans or registered with the 
hardship programs, the ongoing costs can be difficult 
to manage. For this reason, we have decided to 
allocate an ongoing percentage of our ER funding to a 
Utilities & Phone Bills Fund. Applications are looked at 
on a case-by-case basis and are subject to funding.

Depression is often a result of personal difficulties 
and given the increasing stress managing a low 
income puts on people, it is not surprising, but never-
the-less alarming, that we have had a 54% increase in 
people presenting with personal support/counselling 
needs. Common issues include depression, stress, 
anxiety and relationship breakdown. 

We have referred clients to the Bureau’s counselling 
program and other support services.

1	� Gillard, J. (2008) “Federal Government Social Inclusion Agenda” ACOSS 
Impact Magazine Autumn 2008, 

2  	�Falzon, Dr J (2008) “inclusion: the view from below” ACOSS Impact 
Magazine Autumn 2008

3	 Imber, D. (2008) “Utilities” Noticeboard VCOSS Vol. 21 No. 5 June 2008

Advocacy
Advocacy is integral to IRASS and we perform this on 
a number of levels; individually, locally and statewide. 
Individual advocacy is performed daily with clients. 
Locally, we are involved with networks including the 
Southern Emergency Relief Network (SERN) and 
City of Greater Dandenong’s Material Aid Network. 
On a state level, we are members of Emergency 
Relief Victoria (ERV) and convene it’s Education Costs 
working group. 

Statistics And Commentary
During the last year IRASS assisted just under 5000 
people with 69% seeking assistance in person, 14% 
by telephone and the remainder not recorded or by 
other means. 17% of those assisted were new to the 
service.

The service sees slightly more females (52.5%) than 
males (47.5%). A high proportion of those are single 
(42%) while family types include; single parents 
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(19%), couple with children (17%), couple only (6%) 
and other or unknown (16%).

The age of service users is spread with 18% under 
17, 15% between 18-25, 31% between 26-40, 29% 
between 41-60, and 7% 61 and over. 

The diversity of the local community is well reflected 
in the country of birth of our clients. We have 
seen clients from over 45 different countries with 
strong representation from Australian-born (33%), 
Sudanese (6%), Vietnamese (6%), Afghani (3%), New 
Zealanders (2%) and Sri- Lankan (2%).

The culturally and linguistically diverse community 
means that English is not a first language and 
consequently interviews are often conducted using 
interpreters. In this period, nearly 32% of interviews 
were conducted in this way. 

Financial hardship remains a significant and 
increasing issue for our community with 44% 
requesting emergency relief and a further 5% 
requesting assistance with finance related issues 
including budgeting, and debt management. Other 
major issues include housing (6%), utilities (4%) and 
personal counselling (9%). 

A variety of services are provided to the community 
in response to the often multifaceted requests for 
assistance. During this reporting period we provided 
Emergency Relief to 32% of our clients (an increase 
of 5% on last year), but we continue to face unmet 
demand. Other services provided include information 
provision, advocacy, counselling and support, crisis 
intervention and referral to both internal and external 
programs.

Emergency Relief
While the majority of ER is delivered in the form 
of food vouchers, we also provided assistance with 
pharmaceuticals, petrol, travel tickets, and nappies. 
We also distributed Telstra vouchers and cards, court 
funds and accessed money from private trust funds.

During this reporting period, we assisted 2846 
individuals and families with ER, distributing over 
$107,000.

School Relief Packages
Education is an important component of social 
inclusion for children and their future ability 
to contribute and participate in the community 
as adults. 

We have continued our School Relief Packages to 
assist low income families within the City of Greater 
Dandenong with school costs. We provided financial 
assistance with school books, stationery, uniforms 
and shoes. Allocations of $50 for primary school 

students and $150 for secondary students were 
available and we assisted 62 children from 29 families 
with individually tailored education packages.

Staff
We continue to rely on other Bureau paid and unpaid 
staff (volunteers) to run our service. The IRASS team 
consists of a part-time Coordinator, 2 part-time Duty 
workers and volunteers. We have an average of 25 
trained volunteers per week who provide the majority 
of direct service provision to the community.

Toy Shop
Once again, in partnership with the Brotherhood of St 
Laurence we participated in the Christmas Toy Shop 
program. This allowed us to distribute toys to over 
100 families. Recipients were referred from IRASS 
and other programs of the Bureau. The Toy Shop 
provides gifts for 0-12 year old children. In an effort 
to support families with teenage children we sought 
donations from a number of companies and gratefully 
received Gift Vouchers from Village Cinemas.

Other activities
During this year, IRASS participated in the following:

Anti Poverty Week 2007 “The Rising Cost of Free 
Education”. This event was presented and hosted by 
SCAAB in conjunction with the Southern Emergency 
Relief Network. We highlighted the social and 
economic impacts of public education costs on low 
income families with guest speakers and a puppet 
show. The event was well attended by community 
workers and VIPs including MP Janice Munt.

�Adult Learners Week Expo hosted by the City of •	
Greater Dandenong’s ELLA (English Language & 
Literacy Access) service.

�Participating with ERV/RMIT/VCOSS research •	
“Canaries in the Coalmine” Research. This research 
is looking at the impact of government legislation 
on low income people.

Information, Referral,  
Advocacy & Support Service (IRASS)
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(funded by the Department of Families, Housing, 
Community Services and Indigenous Affairs 
(FAHCSIA))

The City of Greater Dandenong has one of the 
most culturally diverse populations in Victoria, with 
more than 150 nationalities living in the area. Many 
recently arrived refugees and special humanitarian 
program entrants relocate here upon arrival. Local 
Government statistics show that the area is the 
most disadvantaged municipality in Victoria with 
higher than average unemployment rates and 
lower than median weekly income compared to the 
metropolitan average. Social isolation is an issue 
that is confronted by newly arrived migrants and 
refugees (Kyle et al, 2004). 

In order to address the issues of unemployment, 
low income and social isolation, we created 
the Volunteering Gateways Project. The project 
provides capacity building opportunities for the 
disadvantaged members of the community through 
a unique volunteering approach in order to enhance 
partcipants’ resilience and self-reliance.

The Volunteering Gateways project is located within 
SCAAB’s wider Volunteer Program which has a long 
established and well recognised commitment to 
recruit, train and support volunteers, especially from 
diverse and disadvantaged backgrounds, to play a 
key role in SCAAB’s community building and service 
delivery activities. 

The Gateways Project is distinguishable from 
traditional volunteer programs in its attention to 
the role that volunteering can play in culturally 
and linguistically diverse (CALD) communities, in 
particular in:

�Enhancing the employment and education •	
opportunities for diverse and disadvantaged 
members of the community.

�Enhancing civic participation among members of •	
CALD communities, including the newly arrived, 
in addressing the issue of social isolation.

During the past financial year, Volunteering 
Gateways has recruited, trained and matched 94 
new volunteers. 86% of the volunteers came from 
CALD backgrounds and 29% arrived in Australia 
within the previous 5 years (the latter data was 
only for three quarters as data for the first quarter 
was not available). Meanwhile, in their evaluation, 
Frederico and Jones’ (2007)  reported that 53% of 
recruits were unemployed/looking for work and 71% 
were on government pension or benefit.

The breadth of volunteering opportunities at the 
Bureau has expanded during the past year enabling 

volunteers to participate in the following: 

�Information, Referral, Advocacy and Support •	
services as interviewing volunteers and 
distributors of emergency relief

Reception and administration•	

Finance department•	

Tax Help •	

Counselling•	

�Youthlinks as youth mentors and youth tutor •	
volunteers

�Integrated Humanitarian Settlement Services and •	
Settlement Grants Program as home volunteers

�Training up for the start of the No Interest •	
Loan scheme

South East Migration Advice Service•	

Some of these services, such as the distribution of 
emergency relief, would not be possible without 
the support of volunteers. During this past year we 
began to collate data on the time volunteers give 
to the Bureau. For the period October 2007 to June 
2008, volunteers contributed 4380 hours. 

Volunteering has allowed individuals from newly 
arrived, isolated and disadvantaged communities 
to engage in social interaction with others, i.e. the 
other volunteers and paid professionals at SCAAB, 
in a professional work environment. This was 
particularly useful for full time mothers and carers 
whose time and energy revolved around the private 
sphere of home and the needs of the family, or 
newly arrived migrants who were not yet familiar 
with their new environment. Social interaction, and 
the act of assisting others through volunteering, 
was intended as an effective process in addressing 
experiences of social isolation and to increase 
confidence levels. The training and work experience 
aimed to improve their work knowledge and skills 
and could thus heighten their confidence and self 
worth. That it successfully achieved this is reflected 
in the project evaluation report, which showed that 
84% of volunteers surveyed reported increased 
confidence, with 47% reporting a large increase.

Many of the volunteers indicated that employment 
was their preferred form of civic participation. This 
was particularly true for heads of households (both 
male and female) who suffered when they could not 
participate actively in society through employment 
to sustain their families. Male heads of migrant 
households often came from societies that saw their 
most important role as breadwinners and providers 
for their families. It also affected highly educated 
migrant women and men who held significant work 

Volunteer Program
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positions in their home countries in their field of 
training and had contributed significantly to the 
household income. For women who might depend 
financially on their partners, securing employment 
increased their financial independence.

In 2007/08, 46 volunteers exited the program 
for employment or further education. Over half 
left for employment and most of these were in 
their area of volunteering (community sector or 
administration). When volunteers moved into paid 
employment,  their household incomes increased 
and they and their families achieved some financial 
independence and became less dependent on social 
welfare. Being involved in paid work further reduced 
their sense of social isolation, as they participated 
actively and ‘meaningfully’ in society. Financial 
compensation through salaries provided recognition 
of their contribution. Volunteering thus enhanced 
economic self-reliance and with that, confidence 
and self-worth. 

The experience of volunteering also increased 
volunteers’ knowledge about community services 
which enabled them to assist members of their 
families and communities and friends outside the 
Bureau. In fact, the volunteer satisfaction surveys 
showed that 96% of volunteers who participated 
reported increased knowledge about community 
services and 75% reported an increased ability 
to help family, friends and community outside 
the Bureau (Frederico & Jones, 2007). Therefore, 
volunteers were able to empower disadvantaged 
members of their community by offering them 
knowledge of sources of assistance and support 
for their issues and concerns, thus further building 
community capacity.

Thus during the financial year, the project has 
achieved its objectives in improving employment 
and education opportunities and enhancing 
social inclusion and civic participation among its 
participants. Whilst the outcomes for individuals and 
the community are very positive, the high turnover 
of volunteers means that ongoing resources are 
required to ensure continuation of recruitment, 
training and support. As funding for this program 
finishes early in 2009, we will be endeavouring to 
find ways to continue this program into the future. 
As an organisation committed to social inclusion, 
we believe it is also important to share our learnings 
from our work and to this end, we have presented 
at the Volunteers in Emergency Relief conference 
hosted by FaHCSIA in 2007 and the International 
Metropolis Conference.

1	� Frederico, M. & Jones, S. (2007) Volunteering Gateways to Inclusion for 
Diverse and Disadvantaged Communities: A report of the evaluation of 
a project to recruit and support volunteers at the Bureau. Unpublished 
Evaluation Report undertaken by external consultants. September, 2007, 
Springvale Community Aid and Advice Bureau.

2	� Kyle L, Macdonald F, Doughney J and Pyke J, 2004, “Refugees in the 
Labour Markert: Looking for Cost Effective Models of Assistance”, 
Brotherhood of St Laurence, Australia.

We deeply thank all our volunteers who worked 
at the Bureau in the 2007/08 financial year:

Volunteer Program
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Volunteer Program
Maridee Harris
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Nicholas Alexander

Nicole Griffin-Beale

Patrick Rozmus

Peter Arou

Peter Deitz

Pierre Muale

Ratnapala 
Mahawattegedera

Ravneet Dhaliwal

Rebecca Akuein

Renuka Senanayake

Robert Beswick

Roohangiz Javidi

Rupa Tanneeru

Sajeevanee Abeykoon

Sarojini Asiruatham

Saunda Ratnayake

Seema Koti

Senait Georgo

Seok Tee Yeoh

Shahreen Hasan

Shalindi Jayasuriya

Sharon Hu

Sheetal Aggarwal

Stacey Carruthers

Stephanie Nguyen

Stevo Milosevic

Sujeewa Ranashinghe

Tammy Nguyen

Tanja Vuksanaic

Therese Jansz

Thomas Illiparambil

Thuy Formosa

Tim Hilton

Titus

Tony Mokdissi

Val Raffaut

Valeria Reid

Valerie Nyam

Veronica Urbina

Violeta Casap

Waleed Hanna

Yasin Yusof

Yip Luk Shing

Yu Xian Guo

Yukari Yokoyama

Zoe Pelteki

Zorica Markovic

Volunteer Training Session
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Integrated Humanitarian 
Settlement Strategy (IHSS)
(funded by Department of Immigration and 
Citizenship (DIAC)

IHSS Is a national settlement program made up of 
consortium partners and funded by the Department 
of Immigration and Citizenship to provide intensive 
settlement support to refugees and special 
humanitarian entrants in their first six months of 
stay in Victoria.

The IHSS consortium is made up of Adult Migrant 
Education Services (AMES) as a leading contract 
agency. Springvale Community Aid and Advice 
Bureau (SCAAB) together with AMES provides 
case coordination, information and referral support, 
Redback services provides on-arrival reception and 
accommodation assistance, Brotherhood of St. 
Laurence provides household goods assistance 
and Foundation House deals with issues of 
torture and trauma and other difficulties the entrants 
may experience.

Account of whole year
In the IHSS program for year 2007-08, there has been 
more refugees ( visa 200) than Special humanitarian 
(visa 202) arriving in the eastern region of Melbourne. 
Among the entrants, there were large Sri Lankan and 
Iraqi groups; each group arriving at the same time. 
Most have settled in the Dandenong area. 

IHSS Case load has primarily been from Burma. 
There has been a steady flow of Burmese refugees. 
The Burmese community consists of Muslims 
and Buddists preferring to settle in the Springvale 
or Noble Park area. Other groups of Burmese for 
example the Chin prefer to settle in the outer east of 
Melbourne such as Ringwood, Croydon area. 

Other entrant families cases come from Sudan, 
Afghanistan, Burundi, Iran and Serbia.

Emerging trends
Housing issues – Due to the housing crisis that 
Australian community is experiencing, finding an 
affordable rental property for clients have been 
extremely difficult. Most Entrant families experience 
significant delays in securing a rental property. A few 
have had to move into initial accommodation provided 
by AMES. This is particularly challenging for singles. 

Families have to increasingly apply for properties with 
higher rent, closer to 50% of their income, resulting 
in financial pressure.

Through the consortium with AMES, we have 
access to a housing worker who assists in finding 

properties for our clients. There is a waiting list which 
is prioritized based on urgency.

Intake – There has been a drop in African refugees 
coming to the south east region.

Capacity building – A number of refugees show 
an interest in becoming a community guide. The 
experience of working as community guides has 
improved which has given them the opportunity in 
seeking other employment opportunities. 

Advocacy
During the last financial year, IHSS through its leading 
provider AMES, has advocated and implemented a 
number of projects  in an attempt to ease economical 
pressures for its  newly arrived clients. The following 
are some of the positive outcomes of this advocacy. 

In-Kind-Support
As of the first of March 2008, newly arrived refugees 
who join their relatives and links, are entitled for up 
to 4 weeks of their financial contribution towards 
rent and utilities expenses during their stay with 
their relatives.

As part of the same initiative, refugees and special 
humanitarian entrants are entitled to 4 weeks of 
free travel tickets. This initiative has proven to have 
encouraged refugee families to establish more 
contact with their case coordinators and also enabled 
them to explore their local surrounding and thus 
facilitating local orientation.

Housing Support
Housing is undoubtedly the greatest problem faced 
by most refugee entrants. The high cost of renting 
has meant that a lot of the newly arrived families 
arriving in Victoria end up staying in motels for an 
extended period of time, thus creating a whole array 
of problems in terms of the small space where the 
families are confined to and therefore putting  the 
families at stress and anxiety.

As a recognition of the toughness of the housing 
market, IHSS and again through its leading partner 
AMES, has employed a housing worker whose role is 
to solely help secure long term accommodations for 
families living in motels and with their links.

Crisis Payment
This is a Centrelink payment paid to newly arrived 
refugees to assist them with the cost of relocation to 
Australia. This payment started from the 1st January 
2008. Under this scheme, refugees can get paid up 
to $200 per claimant depending on the type of their 
Centrelink payment.

Settlement Services
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Community Settlement Services 
Scheme (CSSS), and Settlement 
Grants Program (SGP)
(funded by Department of Immigration and 
Citizenship (DIAC))

Introduction
Both programs had a very busy year. We successfully 
balanced our case work and community development 
workload. We had 903 client contacts as reflected on 
our departmental data. We delivered 15 information 
sessions where we covered a wide range of topics 
in response to community requests and identified 
needs. The topics covered during these sessions 
were: mental health, parenting, nutrition, housing, 
breast cancer, immigration history, immigration law, 
settlement services and community capacity building. 

We held six Sudanese Leadership Dialogues which 
yet again prove to be a most effective way to 
engage Sudanese leaders and mainstream leaders 
in discussion and to provide them with information 
which they will then share with their communities. 
Using this forum we facilitated a dialogue between 
Sudanese Leaders and: 

�Attorney General and Deputy Premier Rob Hulls •	
and David Leonard, Manager of the Dispute 
Settlement Centre of Victoria,

Joanna Carden, Director Of Ombudsman Victoria, •	

Anna Hall director SCAAB, •	

�Commander Ashley Dickinson Operation •	
Coordination Department, Superintendent Inghard 
Ehrenerg Community and Diversity Unit and 
Multicultural Advisor Anthony Abate Manager  
Multicultural Advisory Unit, 

Helen Szoke Human Rights Commissioner,  •	

�Susan Chou Allender, General Manager, •	
Settlement AMES and Ron Mantel, Manager, 
Learner and Community Engagement, Chisholm 
Institute of TAFE. 

In addition we held 7 community consultations, 
four cross cultural training sessions, two Housing 
Forums, a Nutrition Forum for the Burmese 
community, a Forum on Settlement Issues and 
Employment Pathways, two projects, Harmony 
Day and Multicultural Mother’s Day and a Health 
and Wellbeing project “New Friends New Skills”. 
Throughout the year we supported and mentored 
women’s groups from Afghan, Bentiu Nuer, Equatoria 
and Dinka backgrounds. 

Trends
Lack of private and public housing stock, lack of 
affordable housing and increases in living costs 
continue. As a result of these issues affordable, safe 
and stable housing still remains the number one 
concern and presenting issue for our client group. 

We have also observed a change in the nature of 
our client case-work. The trend has moved towards 
clients requiring more complex case work, requiring 
3 or more contacts. 

Responses
We organised a Settlement Housing Forum for 
African communities “Current Trends in Housing”. 
The aim of this forum was to enhance knowledge 
of the participants about what was happening in 
the housing sector. This was achieved by discussing 
public housing, private rental and tenancy rights. 
Following this forum an Information Session was 
organised between WAYSS, a local housing provider 
in the South Eastern Metropolitan Region and 
SCAAB. We advocated for increased access to 
housing services for our client group, and raised 
awareness of settlement issues that arise when 
working with newly arrived refugees and migrants.

In response to an increased complex client load 
we are working on building relationships with 
mainstream family support providers. We met a 
number of times with City of Greater Dandenong 
Family Support Services and we delivered a 
presentation on SCAAB settlement services and we 
presented experiences of our client group pre and 
post settlement. We achieved better understanding of 
their services and referral pathways resulting in better 
access to family services for our clients. 

Advocacy undertaken 
Following consultation with the Sudanese 
Community issues that arose in this meeting were 
access to housing and lack of meeting places for 
young people as well as adults. SCAAB has assisted 
the community to access a cost free building (two 
years) in Dandenong South. 

In response to the crisis in Noble Park after a young 
man was tragically killed SCAAB facilitated a number 
of meetings and forums with senior Government 
Officials to assist Sudanese Communities through 
these difficult times. These meetings were aimed 
at strengthening relationships and accelerating 
integration between the Sudanese Community and 
mainstream society. 

Settlement Services
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CSSS African Program Ends
At the 30th June our 3 year funding from DIAC 
for this program concluded. We are very pleased 
however that we have been funded for another 3 
years to deliver SGP African. We want to take this 
opportunity to thank our funding body, partners and 
particularly all of the staff who made this program a 
success and our clients and community groups for 
their valuable feedback and support. 

Refugee Brokerage Program
(funded by the Department of Planning and 
Community Development)

The Refugee Brokerage Program aims to:

�build the capacity of emerging communities to •	
develop sustainable structures;

�facilitate optimum participation in a •	
multicultural society;

�develop partnerships of community leaders from •	
new and emerging communities to work with 
key local services in finding options to improve 
access to facilities.

Brokering in this context, can be broadly 
understood as resourcing local community 
‘problem solving’. Brokering aims to achieve the 
two goals of strengthening refugee communities 
and joining-up services.

This understanding underpins the key principles for 
the design, management and implementation of the

Refugee Brokerage Program:

1.	Local community solutions for local issues;

2.	Strong community networks;

3.	Enabling partnerships, and;

4.	Active government.

Key features of the RBP this year included:

Community Steering Committee

The RBP Steering Committee leads the 
development and implementation of this program 
and meets every 6 weeks to administer and 
identify community issues and solutions. The active 
members of this committee included:

Afghan Australian Philanthropic Association•	

Hazara Community Association•	

Chollo Community •	

Nuba Mountains Community•	

Eritrea Community•	

Ethiopian Community•	

Somali Community •	

Brokerage funding

Over $25,000 was provided directly to Refugee 
Communities to implement programs and 
strategies which strengthened their organisational 
and community capacity. Examples of strategies 
funded include:

•	Somali newsletter

•	Afghan music program

•	 Inclusive sports programs

•	 Improving community facilities

Settlement Services
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Leadership Program
The implementation of a community leadership 
and skills development program was a key success 
factor this year. The program which exceeded our 
expectations in terms of participation and feedback 
included sessions on:

•	Managing organisations;

•	Running meetings;

•	Raising funds for your organisation;

•	Networking with government and others;

•	Budgeting for your organisation, and;

•	Community Capacity Building.

Old meets New
Another key feature this year included well 
established community organisations sharing their 
knowledge and skills in developing communities 
with new and emerging members of the RBP. The 
Russian Welfare Society hosted an afternoon tea 
and our members had an opportunity to visit their 
premises in South Dandenong and learn about how 
they developed over the last 50 years.

Refugee Week 2008 
Refugee Day 2008 was celebrated on the 20th June 
with a Mayoral Reception at the City of Greater 
Dandenong (CGD) offices to celebrate the positive 
contributions made by refugees in the south east. 
Andrew O’hide Ohuli the Chairperson of the RBP 
Committee delivered an exceptional address to CGD 
managers, councillors, community organisations and 
community members which was followed by food 
and dancing.

Program Partners

The RBP recognises the contributions and thanks 
its partner agencies, including: City of Greater 
Dandenong; City of Casey; Greater Dandenong 
Community Health Service; and South Eastern 
Region Migrant Resource Centre.

Men’s Groups 
Sudanese Men’s Group
(funded by FAHCSIA in partnership with 
Relationships Australia)

During the 2007/2008 year we held 12 sessions with 
the Sudanese Men’s Group on Family Relationships 
to increase awareness about family relationships 
particularly between wives and husbands and the 
parents and children in a new culture (Australia).

Family relationships sessions were held on 21 Feb, 
28 Feb, 6 Mar, 13 Mar, 20 Mar and 27 March 
2008. The sessions were run by Roger Harrison, a 
family relationship educator and skills trainer from 
Relationships Australia and facilitated by SCAAB staff 
member Samuel Kuot. Some of the topics covered 
during these sessions were

How to maintain healthy relationships in the family•	

Family violence and anger management•	

Being a man in Australia, •	

Family support, •	

Employment, •	

Strengthening your relationship with your partner, •	

�Disciplining your children and changing roles  •	
in the household. 

The attendance varied between 6 and 4 participants 
at any given session. All participants were elders of 
the community from the Dinka & Nuer background. 
The feedback was that they have increased their 
knowledge about the Australian system and 
cultural differences and have given consideration to 
maintaining their family relationships according to 
rules of their new society that talk of no violence. 

Participants received a certificate of participation and 
plans are underway to continue with similar groups 
in 2008/2009

Quote from a participant......

“During these sessions we noticed that when a new 
refugee group/community arrives in Australia there is 
adjustment periods required for the new entrants to 
understand the new system. This means there is a 
need for the mainstream services to send expertise 
and trainers to deal with the new groups about 
cultural differences. Often the expectation of the new 
migrants to Australia is that Australia is a Multicultural 
society whereby the new comer would still be able 
to discipline, his wife or children according to their 
cultures back home so it is important to learn the 
cultural beliefs and law in Australia.”

Settlement Services
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Settlement Services
Vietnamese Men’s Group
In June 2008 we participated in the running of 
a Vietnamese Men’s Group in partnership with 
Relationships Australia. The group of 11 participants 
attended a four-week program with the purpose of 
strengthening their family relationships. We held this 
at the Springvale Indochinese Mutual Assistance 
Association (SICMAA) with the help and cooperation 
of their staff and volunteers. The group leaders were 
Roger Harrison (RAV) and Tommy Tran (SCAAB) 
who is bi-lingual, and a Vietnamese interpreter also 
assisted at each session. The group participants 
arrived at a consensus for the three main topics to 
be covered and the content of discussions and main 
findings are outlined below:

The group explored such areas as:

TOPIC 1:  The Role of a Father: 
Traditional roles of fathers in the culture•	
New role expectations in Australia•	
Ideas for enhancing fathering skills•	
Being a good role model•	

TOPIC 2: Parenting and Discipline:
Cultural disciplinary approaches•	
�Australian context: Discipline expectations and laws•	
Discipline strategies•	
Sharing the parenting•	

TOPIC 3: Strengthening your  
relationship with your partner:

�Traditional relationship patterns in the  •	
Vietnamese culture
Principles of healthy relationships•	
Building a positive connection•	
How to resolve conflict•	

Extract from the final report…..

It appeared to be worthwhile for the men to talk 
about their life experiences, their difficulties, the 
traditional ways in which they were brought up 
and how they have become the people they are 
today. The men were generally very attentive. 
Some talked about the good things and bad things 
about traditional ways. Some maintained that 
many traditional ways were better; only to say that 
they did not know any other approaches that were 
effective. As time progressed, and information was 
given, explained and thoughtfully considered, most 
people appeared to agree with the materials and the 
information that was presented and discussed. In 
the end they showed few signs of being skeptical 
about the information and seemed to realize and 
acknowledge other strategies to improve their 
fathering roles and family lives.

“Secret Men’s Business!”
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Income & Support Services
Personal Support Program (Psp)
(funded by Department of Education Employment 
and Work Place Relations)

The Personal Support Program (PSP) is a 
Commonwealth Government initiative that is 
administered and managed by the Department of 
Education, Employment and Workplace Relations 
(DEEWR). Participants are referred to the program 
by Centrelink, following a Job Capacity Assessment 
and are eligible to participate in the program for 
up to two years. The Bureau has been providing 
the PSP since its inception in 1997, when it was 
originally called Community Support Program. 
Feedback and evaluation received from DEEWR 
shows that the program consistently not only 
achieves, but exceeds performance benchmarks. 

The team consists of a total of six staff 
members from various disciplines such as Social 
Work, Psychology and Counselling, working 
a combination of full time and part-time. The 
program is delivered across three sites (Springvale, 
Oakleigh and Cheltenham), providing individualised 
case management to address participants’ non 
vocational barriers, with a focus on empowerment 
and increasing self resilience. The end goal of the 
program is that the individual stays connected 
to community and move towards engaging 
in an economic activity; employment, study 
and/or training.

Participants are referred to the program with 
multiple identified barriers that are impacting on 
their ability to obtain and/or engage in employment, 
study, training or participating in the community. 
The barriers and issues include but are not limited 
to long term unemployment, homelessness, drug 
and alcohol, mental illness, gambling problems, 
domestic violence, grief and loss, financial 
hardship, health issues, trauma, literacy/numeracy, 
social isolation and alienation.

Trends
Over the past 12 months PSP has seen two 
significant shifts in the demographics of 
participants referred to the program, increases in 
the number of participants experiencing Mental 
Health issues and in the number of referrals where 
the participant is in receipt of a Parenting Payment. 
In some cases the two are interlinked with many 
of the mothers of school aged children, from 
NESB backgrounds, who have been mandated 
by Centrelink to participate in the Job Network 
presenting with symptoms of Post Traumatic 
Stress Disorder. Many of these women migrated 

to Australia with young children, or commenced 
their families soon after arrival and their main 
role has been as caregiver to their children with 
little interaction outside the home. In the majority 
of cases these women were not provided with 
opportunities to effectively deal with the impact 
of their experiences and as a result come to the 
program experiencing symptoms of PTSD. For this 
group of parents their situation further complicated 
by social isolation, limited opportunities to develop 
English language skills, lack of social networks, 
lack of education, lack of employment history and 
high anxiety about what will be expected of them 
from Centrelink.

Our Response
The team works with each client individually 
developing rapport, trust and a long term 
relationship that can assist and support them to link 
with appropriate services, understand and navigate 
the employment and education systems and make 
informed choices for themselves and their future.

Statistics and Commentary
During 2007-2008 financial year 148 participants 
commenced the program, 25% of these required 
an interpreter.

70% of the participants who exited the program 
achieved either a social outcome (linked with the 
program for two years) or an economic outcome 
(gained employment, returned to study, or 
transferred to an employment related program). 

Counselling Program
(provided by fully supervised provisional 
psychologists at no cost to SCAAB)

We are pleased to advise that we are in our 
third year of delivering free counselling services 
to the community. The counselling service at 
SCAAB is provided by provisional psychologists to 
clients who are experiencing emotional, personal 
and interpersonal conflicts. The provisional 
psychologists both receive internal supervision and 
external clinical supervision.

This service assists clients through addressing 
their concerns and problems by enabling them to 
eventually come up with self-realisation, goals, 
resolutions, informed decisions and creatively 
manage their life situations. 

Over the year, the client’s predominant counselling 
issues included depression, stress, anxiety, 
relationships/family breakdowns, low self-esteem, 
confidence, torture or trauma, anger management, 
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Income & Support Services
loss and grief, suicide, and parenting issues. 
There were approximately 90 clients referred to 
the service, of which fifty proceeded to undertake 
psychological counselling. They presented with 
a combination of at least two of the above 
mentioned issues. 

Clients were found to predominately reside in 
Noble Park, Springvale and a smaller number from 
the surrounding suburbs. Females represented 
60% of clients counselled, with males making up 
the remaining 40%. The majority of the clients 
were referred from within the Bureau, from 
programs such as Information, Referral, Advocacy, 
Support Service (IRASS), and the Personal Support 
Program (PSP). There were also referrals from 
external organisations and a number of self-
referrals. Waiting lists were found to increase in 
March/April this year due to the high demand on 
the service. Overall, the past year has remained 
quite busy and we look forward to another busy 
and valuable year ahead.   

Child Support Program
(funded by Family Law and Assistance Division 
of the Commonwealth Attorney General’s 
Department) and Victorian Legal Aid Commission). 

The Child Support Program at the Bureau aims 
to provide Information, Support and Advocacy to 
separated and divorced parents involved in the 
Child Support Scheme, assisting them to exercise 
their rights and responsibilities for the financial care 
of their children. 

This year has been a challenging one for the Child 
Support Program due to two out of three proposed 
legislative changes to the scheme coming into 
effect. The changes to the scheme are the first 
major shake up to the 20 year old scheme. The 
formula used to calculate payments will now 
take in to account both parents’ incomes, the 
age of the children and the amount of care each 
parent provides.

In mid March letters were mailed to parents 
outlining the new assessment process. Many who 
received the letters were very confused. Many 
Carer parents whose child support payment was 
reduced were in shock. Over the past two years, 
child support payments have been increasingly 
linked with level of care. The legislation and policy 
for Family Tax Benefit and Child Support are at odds 
with each other. 

One of the positive outcomes of the new scheme 
is that there is more effort to ensure both parents 
have more access to the children. In collaboration 

with the parents, a parenting plan is drawn up 
with the assistance of the Family Relationship 
Centre consultants for both parents to share the 
responsibilities of bringing up the children. 

Overall Outcomes for the Program
Throughout the year, we have provided child 
support services for over 500 clients via the phone 
and one on one contact, including:

243 Information Activities •	

92 Advice Activities •	

115 Clients face to face.•	

�55% clients seen are from Cultural and •	
Linguistically Diverse background with people 
from Vietnam being the largest group. 

�50% of the clients seen were females and •	
50% males 

64% clients seen are on a Government pension  •	

�40 new, more complex cases were opened •	
during this period

The Program doesn’t have boundaries. Information 
is provided to anyone regardless of income level. 

Service Model 
The Child Support Program utilises both a 
community development and holistic approach 
to our work. We provide holistic assessment for 
all our clients. In areas in which we are unable 
to provide service, clients are referred to the 
appropriate organisations to receive the best 
outcome for their problem. We also identify 
common issues that clients are struggling with and 
facilitate community education sessions to address 
these.

Typical issues impacting clients include:
Inadequate child support payment•	

Child support arrears •	

Incorrectly disclosed salaries•	

�Earning Cash in hand and avoiding paying •	
child support 

�Assistance with child support application and  •	
form filling

Legal issues.•	

Relationship issues. •	

�Impact of Child Support payments on •	
family assistance 

Emotional issues •	
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How the Holistic Approach can help 
address Social Exclusion
When a person has a child support issue, it doesn’t 
end with sorting out the child support payment 
alone. People experiencing separation come to 
the Bureau with multiple issues such as financial 
difficulties, relationship problems, sometimes on 
the verge of losing their home, unable to pay rent 
or feed the children, unable to buy school clothes & 
books for the children, unable to keep employment 
due to a relationship breakdown, depression, no 
access to the children and some come at the end 
of their tether and contemplating suicide.

As statistics show, a higher proportion of the child 
support payers are in the low income level and 
pay the minimum child support payment of $26.00 
per month – that is six dollars a week for one or 
more children. To compensate the receiving parent, 
Family Assistance is increased. But the payment 
does not take into account extras such as school 
camps, excursions, getting involved in sports 
and other activities which need a fair amount of 
financial outlay. If the parent cannot pay, children 
may be socially excluded, through not being able 
to participate in community sports activities and 
some may even not attend school for lack of school 
lunches or uniform. 

The Review of the Commonwealth Community 
Legal Services Program 2008 states that if the 
cluster of problems the community often faces 
is left unresolved, it can increase their social 
exclusion. To address these issues, the Child 
support worker uses an holistic approach to 
assist. The worker looks at the emotional as well 
as practical issues parents face and links them 
to internal and external resources. This sort of 
assistance reduces some of the problems a carer 
parent faces and means children are less likely to 
be excluded. 

The child support worker being a qualified 
counsellor is able to provide immediate 
intervention to clients who are facing severe 
emotional issues by using a cognitive therapy 
model, and can then refer them for longer term 
counselling. Other interventions and examples of 
resources the child support worker utilises include:

�Referral to the Financial Counsellor to work •	
in collaboration to get financial problems 
under control.

�Working together with WAYSS and Hanover •	
housing services regarding clients’ housing issues.

�Working closely with Centrelink social workers •	
both in Dandenong and Springvale regarding the 

adverse effects on the clients’ family payment and 
parenting payment.

�Linking into the Bureau’s school relief packages, •	
Christmas Toy Shop or emergency relief services.

�Assisting clients to receive a positive outcome •	
with their child support application and 
Social Security Tribunal Reviews e.g. through 
writing letters.

Case studies
1. �Client has a child support arrears notice due 

to not paying child support for various reasons 
including the client’s parents and other extended 
family who don’t receive Centrelink payments 
living with him. The Child Support Agency started 
to deduct extra money from client’s wages which 
made it difficult for him to meet his financial 
commitments. The child support worker assisted 
the client to develop a budget and to see where 
he could save some money. Saving money is not 
an easy task when you are on a tight budget. 
Thus far the client is doing well in paying his 
child support and the arrears. But there are times 
when the client is unable to save and is assisted 
by our Emergency Relief Program. 

2. �Carer parent’s child support payment was a 
‘Private Collect” rather than through the Child 
Support Agency (CSA). Due to this arrangement 
the parent receives irregular child support. 
This irregularity in payment affected the carer’s 
ability to manage day to day living expenses and 
meet her three children’s basic needs. The child 
support worker explained to the client the CSA 
payment methods and successfully advocated 
on behalf of the client for the CSA to collect 
payments. This method has assisted the client 
to receive a fixed, regular child support payment 
and she also has the support of the CSA staff to 
assist her if she has any future payment issues. 
Also, all internal and external resources were 
used to support the client such as: Emergency 
Relief, Christmas toys and referrals to a financial 
counsellor for assistance in planning a budget 
and to a No Interest Loans Scheme.

Community Education
This years Community Education has mainly 
focused on providing information on changes to 
the child support scheme and family assistance 
scheme. Ten community education sessions were 
conducted during this period - three were for the 
CALD community. In response to identified need, 
strategies on money management to assist clients 

Income & Support Services
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to manage their child support payments better 
were incorporated into some community education 
sessions and feedback on these was very positive.

Guest speakers from the Child Support Agency, 
Centrelink, Family Relationship Centre and the 
Mediation Centre were invited to speak of their 
services to child support clients. 

A consultation forum involving the CALD 
Community, CSA and Service Providers was held 
under the facilitation of a consultant. The forum 
was to explore better ways the CSA can work with 
the CALD Community in child support matters. 

Service Initiatives
In response to needs identified during the past 
year, we are currently planning the following:

�To work closely with organisations such as schools, •	
neighbourhood houses and other community 
organisations to provide community education to 
better understand child support issues. 

�To further incorporate money management •	
strategies in community education so clients can 
meet their child support obligations without stress. 

�Working more closely with Family Relationship •	
Centres and Mediation Centres on child support 
issues. 

•	 �Working closely with the CALD community and 
other workers who work with them. 

Financial Counselling
(funded by Conusmer Affairs Victoria)

Systemic causes of financial hardship such as 
rising interest rates and rental costs, increased 
petrol, energy and water costs as well as predatory 
lending practices and poor self regulation in 
some industry areas lead to many people seeking 
assistance from the Bureau’s financial counselling 
service. Given that buying the basic necessities 
of life (food, shelter, clothes) takes up a much 
higher percentage of a fixed or low income, there 
is little room to manage unexpected events such 
as illness, appliances breaking down or above CPI 
price increases. It is not uncommon when people 
face situations such as this that they turn to credit 
cards which are often easily available. They can 
then get to the point when a monthly repayment 
is missed, penalties and interest are charged and 
accumulate to the point that monthly repayments 
get beyond them. Most clients would pay back the 
money if they could and view bankruptcy as very 
much a last resort.

Case Study
The credit provider would not agree to write off any 
part of a credit card debt of $12,000 even though 
the client could barely meet their normal fortnightly 
expenses. The credit provider insisted on monthly 
repayments of $30 which meant the debt would 
have taken until 2046 to be repaid. After much 
thought and anguish, the client decided to file for 
bankruptcy.

During the past year the Bureau has assisted over 
750 people with financial counselling issues, with 
150 of these dealing with quite complex issues 
such as bankruptcy and multiple debts including 
credit card arrears. Difficulties with phone and 
utility debts as well as Centrelink payments and 
appeals and budgeting and financial management 
made up the next largest groups of issues. The 
majority of our clients come from Noble Park, 
followed by Springvale, with smaller numbers from 
Dandenong, Clayton South and Keysborough. 

The major assistance provided by the financial 
counsellor is advocacy, followed by negotiation, 
provision of financial information and materials 
and petition for bankruptcy. Before providing such 
assistance, the financial counsellor usually needs 
to help the client work out what repayments they 
may be able to afford. This involves undertaking a 
thorough assessment of their financial situation 
and helping the client to understand their spending 
patterns and how to budget.

Trends
We have found that many of the financial issues 
people are presenting with are linked to lack of 
affordable rental housing and, at the beginning of 
the school year, educational costs. We have also 
seen a rise in the number of people (particularly 
from culturally and linguistically diverse (CALD) 
backgrounds) presenting with issues around phone 
and internet contract debts arising from providers 
selling these door to door or over the phone with 
little, if any, effort made to use interpreters or 
check that people understand what they are being 
offered. We have been successful on a number of 
occasions in negotiating exit without penalty from 
these contracts where it is clear the client was 
unable to understand the contract that was being 
entered into. 

Income & Support Services
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Income & Support Services
Preventive Work
In line with the Bureau’s model of drawing on the 
experience of our clients to inform our community 
education and policy advocacy work, we have been 
actively involved in a number of activities including 
the following:

1.	�The Domestic Issues Group of the Consumer 
Utilities Advocacy Centre (CUAC). This group 
worked on a number of issues during 2007/08 
including: advocating for industry specific social 
consumer protections in the transition to a 
national market; effectiveness of competition;  
utility hardship issues; and improving the capacity 
of community organisations in assisting newly 
arrived migrants and indigenous communities in 
managing their utilities experience. In respect 
of the latter, we played a major role in the 
development of the manual “Working Together: 
A Partnership Model for Community Agencies” 
which was launched on 1 May 2008. This 
draws on our experience and learnings in the 
partnership with AGL aimed at redressing the 
issues faced by our Sudanese community in their 
experience with utilities. 

2.	�Given the CALD community in which SCAAB 
is situated, we have developed a level of 
expertise in understanding the needs of 
these communities and developing methods 
of engaging such communities to develop 
appropriate interventions. We are thus frequently 
consulted, asked to participate in forums and 
assist others to develop appropriate responses or 
resources e.g. the Energy Water Ombudsman of 
Victoria on energy marketing issues. 

3.	�Nine community education sessions on financial 
literacy issues were held this year, including 
for the Tamil speaking community, people with 
mental health issues and young people.

4.	�In partnership with the City of Greater 
Dandenong and VicHealth Food For All, produced 
a “Fast, Easy, Tasty Budget Meals” cook book 
which provides a number of healthy recipes 
presented in a very pictorial way. As well as being 
distributed through our various services, this 
booklet is a great resource for workers involved 
in teaching people how to cook and manage on a 
budget.

5.	�Education Costs: We have taken on the role of 
convening an Education Costs Workgroup which 
has membership from VCOSS, Good Shepherd 
and some Emergency Relief Victoria members. 
The aims of this group are: to assist community 
agencies to support low-income people 

struggling with education costs; raise awareness 
about the differences between school fees and 
voluntary fees, acceptable and unacceptable 
practices by schools in collecting fees; and to 
encourage action on unacceptable practices. 

6.	�Housing Costs: the Bureau took a multi-pronged 
approach to address this systemic issue over the 
past year, including:

	 a)	�Instigating a regular Merle Mitchell Lecture 
with the inaugural one addressing Affordable 
Housing held on 18 October 2008. Julian 
Disney and David Imber were guest speakers. 

	 b)	�Holding a number of meetings with the City of 
Greater Dandenong to discuss Council’s role in 
addressing this issue.

	 c)	�Attendance at the local 2020 Summit organised 
by our Federal Members of Parliament.

	 d)	�Submission to the 2020 Summit which 
canvassed a number of options including 
the concept of a national rental affordability 
scheme as explained by Julian Disney at the 
Merle Mitchell Lecture.

	 e)	�E-mail campaign alerting various networks of 
the opportunity to make submissions to the 
2020 Summit website, requesting they make 
one on the affordable housing issue.

No Interest Loans Scheme (NILS)
People on low incomes find it virtually impossible 
to save the full cash price of essential household 
items such as washing machines, fridges and 
furniture. They are often forced to purchase 
second-hand or substandard items without a 
warranty that may require regular replacement. 
They may be stereotyped as high-risk borrowers, 
and have few options to obtain small loans, high 
interest-rate credit cards often being their only 
option. This is not an effective money management 
situation for people on a limited income and has 
long been recognised as a poverty trap. 

In order to address this, in 2007 SCAAB applied 
to become a NILS provider and in May 2008 the 
accreditation submission was lodged with Good 
Shepherd Youth and Family Service, the accrediting 
agency. Due to the large number of submissions 
to be processed, it is expected that the SCAAB 
program will commence in September/October, 
2008. Funding is provided as a fixed line of credit 
from the National Australia Bank (NAB).

Implementation is well advanced with the 
development and documentation of roles, 
responsibilities, and procedures; the development 
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Income & Support Services
of loan documents, and the recruitment and 
training of NILS volunteers.

NILS is a model of no-interest loans that offers 
people on low incomes the opportunity to access 
credit for an essential household item without any 
fees, charges or interest payments. As people pay 
back their loans the funds become available for 
loans to other members of the community, thus 
recycling funds for community benefit. 

NILS is committed to achieving a more just and 
equitable society for people living on low incomes 
by promoting economic and social participation 
in a market which has resulted in structural and 
financial forms of exclusion.

How does NILS work?
People in receipt of a health care card or pension 
card or who are identified as low income earners 

are eligible to apply for no-interest loans. Typically 
loans are between $800 and $1000. People 
eligible for NILS are given support and assistance 
to apply for a loan, to obtain the best available 
price for the item, to determine their capacity to 
repay through an assessment of their fortnightly 
income and expenditure, and to set up repayment 
arrangements through Centrepay. 

A flexible approach ensures that support is 
provided if a borrower has problems with 
repayments.

In an environment where access to mainstream 
credit for people on low incomes is limited, and 
the fees and charges levied by fringe credit options 
such as pawn brokers or payday lenders are high, 
these loans make a considerable difference to the 
nature of economic participation by families living 
on low incomes.

Anti-Poverty Week – Lynne Alexandra with Zozo the puppet
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2007/08 saw many changes and challenges at Youth 
Links for both clients and the team. The number 
of staff at Youth Links has increased, with the 
introduction of a Community Development Worker 
and a part time JPET Case Manager. The Community 
Development position is exciting and has increased 
opportunities for social participation by young people 
in the community as well as boosting Youth Links 
profile within the Service Sector. 

The team have continued to provide and evolve 
high standards of service delivery and to reflect the 
ever-changing climate and needs of the youth sector 
in the area, particularly in regard to employment, 
training, housing and settlement.  This has been 
reflected in teams reaching yearly targets prescribed 
by funding bodies, client satisfaction surveys and 
fostered partnerships between Youth Links and other 
service providers.

Youth Link clients have also faced and overcome 
some challenges throughout the year. Negative 
and misrepresentative coverage in the media had 
a significant impact on the client group, the Youth 
Links team and the community as a whole. During 
this distressing time, Youth Links continued to 
provide support and advocacy and were able to assist 
young people to draw strength from recognising 
the strength and resilience of individuals and 
the community.

SCAAB also faced a ‘homelessness’ crisis, with 
the uncertainty of a ‘home’ for Youth Links looming 
for months, until a last minute decision by the 
Landlord to extend the lease for another 2 years. 
As an organisation we see a clear need for this Youth 
Service to remain in Noble Park, however, the search 
for appropriate and secure accommodation continues 
into the new financial year.

The culmination of increased staff numbers, a new 
position and the changing needs of the client group 
has resulted in Youth Links developing and fostering 
new relationships with the community to encourage 
and deliver the best possible outcomes for the young 
people we work with. This has included new and 
exciting partnerships with Noble Park RSL, Noble Park 
AMES, Victoria Police, YSAS (Youth Substance Abuse 
Service) and NSYAA (New Sudan Youth Association 
Australia). Youth Links looks forward to continuing 
to foster these relationships, develop new ones in 
order to continue to support and empower the young 
people we work with.

Youth Week
Youth Links hosted a BBQ as part of Youth Week 
2008 celebrations. The event saw approximately 

25 young people participating in dancing, art, 
outdoor sports and games with a positive, safe and 
welcoming environment created by all. The success 
of the event has led to planning of monthly Youth 
Links events to provide alternative recreation and 
social activities for young people.

Refugee Week
Local Refugee Week Celebrations for 2008 were 
run in partnership between Youth Links and City 
of Greater Dandenong Youth Services. Youth Links 
worked closely with Youth Services staff and a 
steering group of local AMES students to plan, 
organise and host a series of events during the week. 
These included the launch of the new Y-Space logo 
at Café Salvo, live music event at The Castle Café, 
and the main event ‘World Refugee Day Cup’ an 
indoor soccer tournament held at Springers Leisure 
Centre. Over 100 young people attended the event 
with 87 participating in the tournament. Great team 
play, enthusiasm and skill were displayed on the day 
with the winning team taking home trophies and 
the runners up medallions. An official World Cup 
football for the African Nation was donated by World 
of Soccer and awarded to a young man who showed 
tremendous skills and leadership. All enjoyed a BBQ 
at the end of the evening, the event a great success. 

Youth Links “Drop – In Service”
(funded by the Office of Youth- Department of 
Planning & Community Development)

Our Drop-In Service is open Tuesday to Friday from 
2 pm to 5 pm and delivers information, referrals, 
personal support, advocacy, emergency relief and 
other practical support to our service users. Our client 
surveys indicate that young people like the flexibility 
that our Drop In Service offers. Often this service 
provides the gateway for young people to access 
other services offered at Youth Links and elsewhere. 

In the past year, the Drop-In Service provided support 
to 1379 young people. 716 young people accessed 
the client computers 663 young people accessed 
the Drop-In Service. 57.5% of the young people 
accessing the Drop-In Service were from a culturally 
and linguistically diverse (CALD) background. 50.3% 
were refugees from African countries. 45.9% were 
attending school, University or TAFE and 4.6% not 
attending any form of school. 16.5% of all the young 
people assisted were homeless or at risk of being 
homeless. 41.5% of young people who accessed the 
Drop-In Service were unemployed.

Many young people present in crisis to the drop in 
service. They have presented as homeless with no 
where to sleep that night. Often young people who 

Youth Links
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are living in poverty present needing support with 
food vouchers, or MET tickets to get to school or 
medical appointments.

41.6% were assisted with emergency relief, 
in particular food vouchers, Met Tickets and 
pharmaceutical aids. 1372 young people were 
assessed as socio economically disadvantaged. 
A significant number of these young people were 
unemployed and not attending school. 

Trends
One of the major issues facing young people today is 
accessing affordable housing. Other notable issues 
that have presented via the Drop In Service have 
been young people presenting with difficulties in 
accessing other services such as Centrelink, housing 
support services, mental health service system, and 
other ER services. Additionally, many young people 
have had difficulties negotiating with financial debt, 
budgeting, discussing and gaining support with 
parental issues, family breakdowns and drug and 
alcohol issues.

Information, appropriate referrals, advocacy 
and emergency relief provides our clients with 
opportunities to take control of their situation and gain 
practical life skills to make choices that will have a 
more positive impact on their future. We look forward 
to being able to continue to deliver what evidently is a 
valuable service to young people.

African Youth Settlement Program
(funded by Department of Immigration and 
Citizenship)

It was an active year for the African Youth Settlement 
Program. The year began with the sad loss of a young 
member of the Sudanese community. This had a 
shattering effect for the young people within the 
program. Their strength and determination to show a 
different perspective from that of the media was and 
continues to be inspirational. 

The program is funded to provide settlement service 
to young people from African background who have 
arrived in Australia in the last five years. The service 
provides information, support and advocacy through 
casework, information/life skills sessions in groups 
and referrals to mainstream services to promote 
orientation to Australia and self-reliance. 99 young 
people from African background were assisted in 
the form of casework. One vulnerable group that 
the program has been heavily involved with is young 
single mothers. The psychological and practical 
stress of unsupported sole parenting magnifies 
the challenges of the settlement process. Within 

this context of adolescence, the young mums find 
themselves still negotiating education, employment, 
family, peer and community expectations. In 
response, the program undertook research using a 
consultation process to gain a better understanding 
and cultural insight of pregnancies among Sudanese 
young people. The research process was a journey 
into lives, issues, and perspectives that have been 
insightful, courageous and honest. The young women 
involved encouraged us with their friendly chats. 
They are a resilient group that face multiple barriers, 
experience complex lives, often are unsupported by 
families and the community, yet continue to survive. 

From the findings, recommendations were made 
for the development of a program targeting young 
women and men to build confidence and skills to 
negotiate healthy relationships, value and demand 
respect, challenge gender roles and masculinity, learn 
about safe sex practices and female specific health 
issues in a culturally sensitive manner which will be 
taken up in Year 2 of our funded program. 

As mentioned in the report by the Employment 
Education and Training program, the two programs 
collaborated to jointly develop and implement a Life 
Skills program. An unintended positive outcome of 
the program was a decrease in isolation amongst 
participants based on new friendships formed, 
and participant’s experiences were normalised and 
supported by one another. 

The program also facilitated community development 
in the form of a soccer team for young males from 
African background. The program provided the 
opportunity for the newly arrived Burundi community 
to form a team, increase leadership skills, problem 
solving, and address barriers in accessing sport. 
The team have continued playing since the program 
ended and have become the first Burundi soccer 
team in Victoria. 

The program has been actively involved in local 
networks including the Multicultural Youth Action 
Group, and Sudanese Community Action Network, 
encouraging the broader community to be responsive 
to the needs of our clients. 

Community Development Program
(funded by Consumer Affairs Victoria and SCAAB)

The Community Development Program was a new 
service initiative established to unite various aspects 
of existing Youth Links programs. The position aims to 
increase our capacity to respond to emerging needs 
of young people with innovative, supportive and 
empowering activities. In seven months this program 
has seen the strengthening of relationships with 
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local young people, service providers, relevant 
networks and community groups through a variety 
of activities. Youth Links believes the key to 
providing responsible and relevant support services 
to this group of young people is involving them 
in activities that interest, engage and benefit the 
young people directly. 

Trends
The Community Development Program has 
identified a range of trends over the year including 
a lack of targeted recreation activities, increasing 
rates of substance abuse, complex barriers 
to independent living, and a lack of resources 
to initiate community driven projects. Some 
of these trends have been addressed in the 
following initiatives by Youth Links.

Pilot Outreach Program 

A collaborative partnership between Youth Links 
and Youth Substance Abuse Service (Dandenong) 
resulted in a pilot outreach program between 
February and May 2008 in response to increasing 
concern for young people and binge drinking. Both 
services felt there was a need to support young 
people that may be the most disengaged and at 
risk young people in City of Greater Dandenong. 
We wanted to trial new ways of building 
relationships. The outreach pilot program assisted 
to explore the impact of increasing exposure to 
binge drinking cultures of young people. Outreach 
was identified as the first stage of building 
relationships with this target group to determine 
potential program ideas and solutions to issues 
around binge drinking. The pilot involved workers 
meeting with young people in local parks after 
hours. On occasion this included having a BBQ 
whilst answering constant questions for the young 
people and providing information and support. 
Drinking in the parks establishes the culture of 
binge drinking in a very accessible way to underage 
people. Workers found these young people had 
very little knowledge about the impact of alcohol 
however were very open to learning but reluctant 
to access existing services. Outreach identified 
various needs and approaches in addressing these 
needs that Youth Links are currently in the process 
of exploring in partnerships with Youth Substance 
Abuse Service and Victoria Police.

Cooking Safari
Youth Links conducted a pilot cooking class titled 
‘Cooking Safari’ with a group of five young men 
of African background after requests from these 
young people for workers to teach them how to 
cook ‘Aussie foods’ and nutritional foods. The project 
identified the need to provide these young people 
with basic cooking skills as they were living on 
diets of takeaway and not coping with the new and 
unfamiliar challenges of living out of the family home. 
The program aims to address barriers to healthy 
living whilst providing greater participation in group 
activities and the community as a whole. The pilot 
class was developed with assistance from a student 
on placement at SCAAB who conducted the class 
with the Community Development worker with 
funding from the Bureau’s IRASS program. Positive 
feedback from the class has been overwhelming 
highlighting other skills and knowledge young 
people are seeking to better aid independent living. 
Youth Links continue to seek additional funding to 
ensure the continuation of ‘Cooking Safari’ which 
has involved some participants writing letters of 
support to funding bodies. Workers were thrilled to 
see the immediate engagement of participants with 
the project and their ongoing interest to pursue their 
learning’s and gain additional skills. 

Miss South Sudan Beauty Pageant
Miss South Sudan Beauty Pageant was first held in 
2007 by BIG 3 and the New Sudan Youth Association 
of Australia (NSYAA). Both groups work at creating 
opportunities for young people from the Sudanese 
community through innovative activities that enhance 
positive contributions from young people. This year 
the organisers secured the assistance, support and 
guidance of Youth Links in managing the project. The 
event focused at celebrating the individuality of the 
young women, with a reflection on physical beauty 
but more importantly the inner beauty and confidence 
that makes a woman. The event involved 18 young 

Youth Links
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women from various States competing for the title 
of Miss South Sudan 2008 in front of a strong crowd 
at Robert Blackwood Hall. The day was an amazing 
display of grace, glamour, and friendship culminating 
in the crowning of Miss South Sudan 2008, Marina 
Ayen from South Australia. The event assisted to 
enhance the contestants skills and confidence to 
participate in Australian society and celebrate as a 
community their aspirations and leaderships. Four 
contestants have secured modelling contracts as a 
result of the Pageant but more importantly the entire 
group expressed their happiness at establishing new 
friendships and self confidence in their own abilities. 
Youth Links continues to support the objectives of the 
New Sudan Youth Association of Australia and looks 
forward to future engagement with their endeavours.

South Sudanese Women’s Sewing Group
Over a period of five months the worker has assisted 
two young Sudanese men in exploring and planning 
their project to assist South Sudanese women to 
increase financial independence, address issues of 
isolation and provide employment pathways through 
a sewing social enterprise. The journey has been one 
of support, education, supervision and meaningful 
engagement leading to partial funding of the project 
through the General Support Project Grants from City 
of Greater Dandenong. Worker and the young leaders 
continue to explore options for funding.

Party Safe Workshop 
Community Development Program jointly 
conducted a workshop with the African Youth 
Settlement Program titled ‘Party Safe’ to a group 
of approximately ten Sudanese young people as 
part of an information day organised by SEAAC. The 
workshop involved using theatre sports activities 
and discussion to explore situations associated 
with party’s including personal safety, respect, 
relationships and drugs and alcohol.

We believe the above activities have helped 
to achieve increased leadership of local young 
people, increased links between young people of 
different cultural backgrounds, increased avenues 
for community capacity building and begun the 
establishment of Youth Links in the Community 
Development Field. We envision 2008/09 as a year 
to continually address the lack of targeted recreation 
activities, increasing substance abuse, avenues for 
youth leadership and utilising the skills and passion of 
local young people into local solutions. Funding will 
remain an ongoing challenge. The Bureau are excited 
to confirm funding for the Community Development 
Project for a further 12 months and are in the process 

of beginning new projects including a partnership 
with Consumer Affairs Victoria in creating an 
educational DVD for the newly arrived communities 
titled ‘Smart Shopping & Money Matters’, which 
involves a strong acting component of young people.

Employment Education and 
Training (EET) Program
(funded by the Department of Human Services)

The Employment, Education and Training (EET) 
program is part of the Victorian Government’s 
Creating Connections initiative, which falls under the 
second stage of the Youth Homelessness Action Plan 
that will be implemented over the next four years 
(2006-2010). The Creating Connections initiative aims 
to increase the awareness of youth homelessness 
and stimulate the development of new services and 
improve responses to homeless young people across 
service sectors.

Over 2007-08, the EET program supported 38 young 
people to achieve their goals to successfully become 
involved in a variety of day programs. This has 
included re-entering mainstream schooling, enrolling 
in TAFE or Distance Education, and commencing 
employment. It should be noted that young people 
achieve these goals despite facing significant issues, 
such as being a single parent, family breakdown, 
mental health issues, and financial issues. 

During 2007-08, there were a number of Creating 
Connections Practitioner Working groups to discuss 
the modes of practice for the partnering agencies 
delivering this initiative. The aim of the group was 
to facilitate agencies working together and attempt 
to establish a fluid implementation of the initiative 
across these services. 

At the beginning of the calendar year, the program 
in partnership with the African Youth Settlement 
Program at Youthlinks, facilitated a Life Skills Program 
over 2 weeks in January 2008. The participants of 

Life Skills presentation on Healthy Eating
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the program were clients residing in the Supported 
Accommodation Assistance Program Transitional 
Housing properties. The Life Skills program aimed 
to equip these young people with information about 
different aspects relating to living independently. 
Further, the aim was for these young people to 
become self-reliant and active participants in our 
community upon their departure from transitional 
housing. Topics included independent living, lifestyles 
and healthy relationships, budgeting, healthy eating 
and employment, education and training. As a result 
of the success of the initiative, it is anticipated that 
the Life Skills Program will be facilitated again but to 
include a far reaching audience. 

The EET program also collaborated with the 
Youthlinks Community Development Program to 
jointly facilitate a presentation about education 
and employment to Year 10 students at Chandler 
Secondary College as part of their Life Skills Program. 
A similar presentation was also facilitated to Minaret 
College and the youth team at WAYSS Housing Ltd. 

The EET program continues to coordinate the After 
School Tutoring Service for young people involved 
in the Job Placement Employment and Training 
(JPET) service. During 2007-08, 14 students received 
support with their schoolwork through the tutoring 
service. This service has proved to be extremely 
valuable to students whereby English is their 
second language and who are still settling into a 
new education system and a new way of learning. 
The tutoring service tutors are Monash University 
students and a small group of skilled volunteers.

Job Placement, Employment and 
Training (JPET)
(funded by the Department of Employment Education 
& Work Place Relations)

Program Objectives
The objective of the JPET program is to assist young 
people aged between 15 and 21 years who are 
homeless or at risk of homelessness, and/or facing 
multiple non-vocational barriers, to overcome their 
barriers and achieve greater economic outcomes and 
social participation.

JPET is a federally funded program and is 
administered by the Department of Employment, 
Education and Work Place Relations (DEEWR). The 
JPET program is a pre-employment program which 
provides young people with transitional assistance 
to help them overcome barriers in their lives and 
re-engage them with:

Education, training or further study•	

Employment or employment assistance•	

Programs with a work-force participation focus•	

�Specialist assistance relevant to their needs •	
and barriers

Social life of the community.•	

Program Outcomes
The JPET Program provided intensive case 
management, assistance and support to a total of 
227 clients in 2007-08. 

Outcomes included:
Re-engagement with education and training•	

Support to remain at school •	

�Employment assistance and entry into the •	
workforce

�Referrals to the following specialist services: •	
Housing, Settlement, Drug and Alcohol, 
Counselling, Mental Health and Legal.

Challenges and Successes
2007/08 was the second year of the three year JPET 
contract with SCAAB. July 2007 saw the funding 
body’s introduction of a new computer system and 
program, the EA3000. Whilst the transition from 
the old system to the new one was challenging at 
the beginning, the new system has benefited both 
the staff and clients in regards to providing greater 
communication and information avenues between 
the JPET worker, Centrelink and the Job Networks.

The JPET team was again successful in meeting both 
Quarterly and Yearly targets prescribed by the funding 
body and also received positive feedback from the 
funding body at a Performance Review Meeting 
with DEEWR.

A highlight of the 2007/2008 year was the opportunity 
to take a group of JPET clients, who were newly 
arrived young people, to an AFL match at the MCG. 
The tickets were donated by the Holland Foundation 
and the Collingwood Football Club provided access 
tickets to the club rooms after the game. This 
excursion was a new experience for all the young 
people involved and provided the young people with 
an opportunity to participate in an ‘Aussie tradition’ of 
a day at the ‘G’, complete with meat pies and lots of 
cheering, not to mention the chance to meet some of 
the players after the match.

Beyond 2008
The JPET program looks forward to another 
successful year and seeing what eventuates with 
major changes to the Employment Services sector to 
be introduced by the new Government.

Youth Links
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Providing Training
Over the last two years, we have received a number 
of training requests to facilitate Cultural Diversity 
Training. Although we have not advertised this 
service, satisfied customers have referred us to 
other organizations. SCAAB has developed training 
packages with staff who are qualified as accredited 
trainers. This has allowed us to enter the commercial 
market and request fee for service, in addition to 
training delivered as an in kind or heavily discounted 
service for mainstream organisations. 

Some of the training topics that have been delivered 
this year have been on Cultural Diversity, Cultural 
Competency and Cross Cultural Communications. 
Training requests have been received from the 

City of Greater Dandenong, Southern Health, 
Consumer Affairs Victoria, AGL Utility Company, 
Office of Housing, Dandenong Photography Society, 
Peter MacCallum Institute and many others.

Our evaluations have provided very positive 
feedback and we continue to incorporate 
suggestions and changes. At SCAAB we 
recognize our experience and knowledge of 
CALD communities should be shared with others 
to increase the mainstream community skills in 
delivering services to CALD communities.

Pleased by the number of requests we have 
received without advertising, we are now 
discussing the possibilities of developing our 
Training Services further.

Training

Anti-Poverty week – Kathy Landvogt, Janice Munt MP, Kate Wheller and Lynne Alexandra 
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Governance
Committee elected for 2007/2008 
as follows: 
Roz Blades (Chairperson)

Many years history with the Bureau.•	

�Member Dandenong/Springvale District •	
Health Council.

�Board Member Springvale Community •	
Health Centre

�Founding Chairman Children’s Services •	
Association.

�Founding Regional Co-ordinator safety •	
house program

�Membership of Service Clubs and Community •	
organisations, usually around community health.

First elected City of Springvale 1987•	

Mayor of Springvale 1992•	

Re-elected Greater Dandenong Council 1997•	

Elected Mayor 1998•	

�Statutory Council Representative SCAAB for past •	
two years.

Michael Madden  
(Treasurer - until February 2008)
Bachelor of Business (Accounting), member CPA 
Australia; MBA majoring in International business. 
Committee/board member of various not-for-profit 
organisations. 15 years experience in various 
financial and marketing roles with a number of 
employers initially in the chartered accounting 
profession and then within Amcor/PaperlinX prior to 
joining New Zealand Milk as Commercial Manager – 
Global Foodservice.

Ross Hepburn  
(Treasurer - from March 2008)
Ross Hepburn started his working career at ACI 
Fibreglass in Frankston Road, Dandenong in the late 
1970’s while living in Springvale and finished his 
diverse career retiring as the Director of Corporate 
Services for the City of Greater Dandenong in 2007. 
His connection with Springvale and Dandenong 
spans some 35 years with connections in sport, 
business and local government.

He is former general manager and company 
director, and holds degrees in civil engineering and 
business administration. He served on the council 
of RMIT University for 13 years with lengthy terms 
as both deputy chancellor and treasurer. He was 
an inaugural director of the South East Melbourne 
Manufacturer’s Alliance. He is a life member and 

past president of Coomoora and Dandenong 
Cricket clubs and the Dandenong District Cricket 
Association. He maintains a strong interest in local 
community affairs.

Deborah Remfry (Vice Chairperson)
Deborah joined the committee of Management 
in 2005. Deborah has a Bachelor of Commerce 
degree and a post graduate diploma in town and 
country planning.

Deborah has lived and worked overseas and has 
worked for local and state government in planning 
related fields for the past 20 years.

Deborah has worked in the Greater Dandenong area 
since 2002.

Samar Mougharbel (Vice Chairperson)
Currently Springvale Neighbourhood House Co-
ordinator involved with more than 50 community 
groups, in addition to a close association with the 
literacy centre and the Sumnation World Cultural 
Festival. She is also involved with a number of 
agencies and projects, such as:

Commissioner, Victorian Multicultural Commission•	

�Treasurer, Ethnic Community Council of the South •	
East (ECCOSE)

�Committee member, Police and Community •	
Multicultural Advisory Committee, (PACMAC)

�Committee Member, Mission Australia, •	
Community for Children Dandenong

•	 �City of Greater Dandenong Cluster of 
Neighbourhood Houses and Community Centres

•	Men’s Health Project, Southern Health

•	 �Coordinator, Arabic Women’s Group of the 
South East.

Elena Sheldon (Secretary)
Elena has been the Manager of Springvale Learning 
and Activities Centre since early 2005. Her role 
includes managing and coordinating a complex 
range of programs and activities for an average of 
1,600 people per week.

Since joining the centre, Elena has been 
instrumental in organising innovative programs 
aimed at developing pathways to education and 
employment and building capacity for the Sudanese 
young people. Her professional interest is focused 
on developing generic employability skills for 
disadvantaged youth and working in partnership 
with relevant stakeholders in the area. Before joining 
the Centre, Elena worked in community services 
for over five years holding project management 
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positions, mainly in state government funded 
employment programs for culturally and linguistically 
diverse groups.

Elena holds a five year Bachelor Degree in Education 
and Linguistics (Russian Federation) and has 
completed a range of professional qualifications 
over the recent years. She is a NAATI accredited 
interpreter, workplace assessor and trainer and 
has received comprehensive training in business 
management for non-profit organisations.

Chris James
Joined the committee of management in 1971 
and has held position of Treasurer, Vic-Chairperson 
and Chairperson at various times. Background is in 
banking and finance with ANZ group and retired in 
1997 after 41 years. During that time held various 
management posts in Marketing, Sales, Audit 
and Training.

Is a life member of the Bureau and member 
of Committee of Management of Blind Bight 
Community Centre, and SVN Inc., an organisation 
which manages a community project.

Youhorn Chea
Former President of Cambodian Association 
of Victoria. Elected as Councillor in the City of 
Greater Dandenong since 1997 and former Mayor 
in 2001-2002. Worked as Welfare Co-ordinator of 
the Cambodian Association from 1987 until 2001 
and Director of the same organisation from 2002. 
Graduated from Monash University in 1991 Diploma 
of Arts (Human Services Administration).

Sam Navarria
Master Educational Policy and Administration•	

Master TESOL•	

�Over 20 years of management experience in the •	
adult education sector with particular focus on 
multicultural education

�Education Unit Manager, Noble Park AMES •	
Education centre

Executive member of CCOEI•	

�Chairperson, Migrant Settlement Committee •	
of Eastern Melbourne.

Helen Yandell
Is the Director of Springvale Monash Legal 
Service. She has previously worked as a solicitor 
at the Western Suburbs Legal Service. Before 
becoming a solicitor, Helen worked for many years 
in community organisations working with people 
from culturally & linguistically diverse backgrounds 
in the adult education sector and prior to that in the 
disability sector.

Rebecca Truong
Has worked in Human Resources for the past 
eight years with large commercial law firms. After 
completing a Bachelor of Arts (with majors in Politics 
and Human Resources) and a Professional Diploma 
in Human Resources through the Australian Human 
Resources Institute, Rebecca has now commenced 
an MBA with Monash University. Rebecca also 
spent three years volunteering with Springvale 
Monash Legal Service, both on reception and as a 
case worker and now looks forward to working with 
and contributing to SCAAB.

Kathleen McAleer
Community involvement in the South Eastern region 
since 1983, particularly in community health and 
community childcare. Graduated from Monash 
Gippsland – Associate Diploma of Welfare Studies. 
Access and Equity of Officer at the City of Casey 
since 1993. Member of the Southern Health 
Community Advisory Committee.

Mathilde Zimmerman  
(staff rep – until June 2008)

�Bachelor of Business (Major Travel & Tourism •	
& Marketing)

Bachelor of Social Work•	

�Staff Member since July 2002 – currently •	
Settlement Coordinator.

Community Development in Bali•	

�Ran own business for 10 years.•	

Governance
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Housing Affordability

In 2007 it was recognised that residents in the 
City of Greater Dandenong were facing increasing 
hardship because such a high percentage of their 
income goes on rents and mortgages. Recent 
research showed that there is a housing crisis 
in Australia generally and in our community in 
particular. In line with our commitment at SCAAB 
to greater advocacy efforts the Committee of 
Management decided to tackle the Housing issue.

We were very proud to hold the Inaugural Merle 
Mitchell Lecture during Anti-Poverty Week on 
the 18th of October 2007. Julian Disney, the 
National Chair of Anti Poverty Week and Director 
of the Social Justice Project at University of NSW 
delivered the lecture. He highlighted the issue of a 
looming crisis in affordable housing nationally, state 
wide and locally. (A full version of Julian’s address 
can be found at our website.)

David Imber, then the spokesperson for 
“Australians for Affordable Housing” also spoke 
and challenged us with the ways in which we could 
respond as a community. David was followed 

by Anna Hall from SCAAB  who brought a local 
perspective on the housing issue with comment 
on the collected data and anecdotal incidents from 
SCAAB’s client and worker perspective.

The Drum Theatre at 226 Lonsdale Street, 
Dandenong saw over 100 people attend with an 
obvious interest in housing issues. The audience 
included the general community, renters, 
those with a mortgage, service providers, real 
estate agents, service club members, religious 
organisations, social clubs, federal, state and local 
government workers.

One of the highlights of the evening was the 
energetic and lively ABC journalist Helen Razer who 
was our MC for the evening! Always controversial 
and challenging, Helen did not let us down with her 
whit and chatter.

Julian outlined possible solutions to the housing 
crisis and it has been fascinating and rewarding to 
see that many of these ideas are being explored if 
not followed by the new Rudd Government. 

Housing Affordability: A Creeping Crisis
The Inaugural Merle Mitchell Lecture 
Delivered by Guest Lecturer Professor Julian Disney
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Thank You

AMES Consortium
Arnold Barber
Cairnmillar Institute
Cath Whelan
Centre for Community Networking Research, 
Monash University, Larry Stillman, Stephanie Kethers, 
Rebecca French
Centre for Multicultural Youth Issues
Centrelink – Jan Cormack
Centrelink - Margie Pickersgill
Centrelink – Social Workers and Multicultural service 
officers (Springvale & Dandenong)
Chisholm TAFE
City of Casey
City of Greater Dandenong
Community Information Victoria
Consumer Affairs Victoria
Consumer Utility Advocacy Centre
Crescendo Pictures – Filming
Dandenong Citizens Advisory Bureau
Dandenong Magistrates Court
Department of Immigration and Citizenship
ECCOSE – Sam Afra
Elaine Sowerby
Faith Christian Church
Foundation House – Dandenong Team
Good Shepherd Youth & Family Services: Kathy 
Landvogt, Susan Mitchell
Lions Club (Noble Park Keysborough)
Maire Stopes International
Maria Dimopoulos – MyriaD Consultants
Mary of the Cross Centre – Anne Leigh
Migeret Arrebola
Monash University Community Services
Monash University Social Work Department –  
Marija Dragic
Monash Volunteer Resource Centre
Narelle Sheean 
New Hope Foundation
Noble Park RSL
Office National
Opticon, Michelle Scott, Rod Fisher
Relationships Australia
RMIT Social Work Department – Martyn Jones
SCAAB staff
SE Region Migrant Resource Centre
South East Business Networks, Sandra George

South Eastern Region Co-ordinators of Volunteers 
Network
South Eastern Volunteer Resource Service
Southern Emergency Relief Network
Southern Health – Magda Ziadeh
Stug Australia Pty Ltd
Tim Greenall, Williamson Fellow
Trophy Wise
VCOSS
Victoria Police – Springvale/Dandenong & Multicultural Unit
Victorian Institute of Sport (Soccer)
Victorian Legal Aid
Village Cinemas Dandenong
WAYSS
Wellsprings
Westernport Regional Association of Community 
Information Centres
Windermere
Woolworths Limited
World of Soccer

MAIN FUNDING BODIES:
City of Greater Dandenong
Department of Education, Employment and Workplace 
Relations
Department of Families, Housing & Community 
Services & Indigenous Affairs
Department of Human Services
Department of Immigration and Citizenship
Department of Justice - Consumer Affairs Victoria
Department of Planning and Community Development

Victorian Multicultural Commission•	
�Department for Victorian Communities•	

Victoria Legal Aid

GRANTS/DONATIONS:
Blooms on Menzies
Bruce Greenland
Dandenong Magistrates Court
Dromana Secondary College
G Davies
Hanover Welfare Services
Merle & Eric Mitchell
RMIT University
Rotary Club of Noble Park
Springvale RSL
Telstra
Our anonymous donors

A special thanks to all those organisations and individuals, who have volunteered their 
time or contributed in other ways to support our work over the last twelve months.
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During the year ended 30th June 2008 the following staff were employed in a full-time,  
part-time or casual position:

Director	 Anna Hall

Programs Managers	 Amanda Barker, Jinny McGrath

Information, Referral, Advocacy 
And Support Service Coordinator	 Kate Wheller

Information, Referral, Advocacy 
And Support Service	 Mary Argypoulos, Deborah Rosenberg, Linh Nguyen, Lyn Alexandra,  
	 Sandy Collingwood, Mary Karas, Lauren Duiker, Elizabeth Hess,  
	 Stacey Soulakellis

Finance/Administration	� Edgardo Bautista, Phyllis Cisternino, Lyn Haden, Dharshie Ratnasingham, 
Hilda Saultry, Jason Saultry, Elizabeth Hess, Mary Karas

Personal Assistant to Director	 Rosemary Campbell

Volunteer Co-ordinator	 Rosalind Leong

Child Support 	 Joyce Nallathamby

Personal Support Program 
Co-ordinator	 Andrea Jackson

Personal Support Program	� Miriam Magana, Daniela Markovic, Suzanne Lineen, Beverley Daniels, 
Jane Versoza

Financial Counselling	 Miles Turnbull, Terry Gordon, Ashleigh Millard

NILS Program	 Julie Klok

Settlement Coordinator	 Mathilde Zimmerman

Settlement Services	� Albert Aliander, Esther Ndirangu, Biljana Komnenovic, Samuel Kuot,  
Jaleh Tashakor, Tijana Gavrilovic, Roohangiz Javidi, Melissa Aveling,  
Tung Tran, Mohamed Mougadam, Gatwang Manguat, Mevlude Bardiqi-Yassin, 
Abraham Makuek, Maria de los Reyes, Marija Dragic, Amiry Ghulam,  
Gebru Gebreselasie 

Youth Links	� Meagan Skehill, Hung Truong, Cate Beilharz, Callagham Campos,  
Jennefer Hally, Frances Butare, Dashnie Dealy, Dylan Blythe,  
Kosti Kier, Norma Goyenechea, Habte Tolessa Bechere, Yvette Sangster,  
Radmilla Dewick

Paid Staff

Farewell to:
Abraham Makuek
Gatwang Manguat
Gebru Gebreselasie
Hulya Akguner
Jun Xi Su (Federation of Chinese 
Associations)
Maria de los Reyes
Mevlude Bardiqi-Yassin
Miles Turnbull
Mohamed Mougadam

Radmilla Dewick
Stacey Soulakellis
Yvette Sangster

Welcome this year to: 

Abraham Makuek
Ashleigh Millard
Dylan Blythe
Gatwang Manguat
HabteTolessa Bechere
Jaleh Tashakor

Jennefer Hally
Julie Klok
Kosti Kier
Melissa Aveling
Mohamed Mougadam
Norma Goyenechea
Roohangiz Javidi
Rosemary Campbell
Terry Gordon
Tijana Gavrilovic
Tung Tran

Goodbye, Hello !!!!!!!
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Summary Of Information  
About Service Usage
Total of all clients: 14,696
This is made up of the general Bureau client contact 
statistics plus the number who accessed those 
specialised programs not included in the statistics 
collections.

Total of Bureau specialist programs: 
9,802
This is made up of clients who access specialised 
programs.

Total client contacts for Information, 
Referral, Advocacy & Support Services: 
4,894
IRASS collects information about the service 
users bringing people to us, the demographic 
characteristics of our service-users, and the kinds 
of service we provide to them. A Bureau-wide 
statistical program gathers and aggregates this 
information. Below is data related primarily to our 
IRASS program.

Table 1: Type of Contact
  Number Per cent
Bureau visit 3,355 69
Telephone 730 15
Other 809 16
Total 4,894 100

Community contact with the Bureau is 
predominantly in person via our appointment 
service or drop-in. The vast majority of people 
assisted with Emergency Relief attend pre-arranged 
appointments.

Table 2:  
First Contact or Previous Service User
  Number Per cent
First contact 840 17.2
Previous - new issue 1,328 27.1
Previous -  
continuing issues 1,548 31.6

Unknown 1,178 24.1
Total 4,894 100

Table 3: Time since Previous Contact
  Number Per cent
1 month or less 1,357 27.7
1 to 2 months 624 12.8
2 months or more 949 19.4
Unknown 1,964 40.1
Total 4,894 100

Table 4: Main Source of Referral
  Number Per cent
Self referral 2,627 53.7
Friend 358 7.3
DCAB 8 0.2
Other Community Agency 161 3.3
Centrelink 179 3.7
Government Department 31 0.6
Publicity, brochure 9 0.2
Other Bureau Workers 177 3.6
Other 253 5.2
Unknown 1,091 22.3
Total 4,894 100

Self-referral remains the dominant source of referral. 
Local services and community agencies continue to 
refer clients to us also. 

Table 5:  
Suburb of Residence of Service Users
  Number Per cent
Clayton South 320 6.5
Mulgrave 42 0.9
Springvale 1,488 30.4
Springvale South, Dingley 391 8.0
Keysborough 72 1.5
Noble Park 1,950 39.8
Dandenong 215 4.4
Other 416 8.5
Total 4,894 100

Over 90% of our clients reside in the City of Greater 
Dandenong. Our Emergency Relief services are 
postcode bound and do not include Mulgrave, 
Keysborough or Dandenong.
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Summary Of Information  
About Service Usage
Table 6: Gender of Service Users
  Number Per cent
Male 2,570 52.5
Female 2,324 47.5
Total 4,894 100

We see slightly more males than female. The gender 
balance of the City of Greater Dandenong is more 
equally split.

Table 7: Age of Service Users
  Number Per cent
0-17 898 18.3
18-25 728 14.9
26-40 1,507 30.8
41-60 1,411 28.8
61-99 350 7.2
Total 4,894 100

Table 8: Birthplace of Service Users
Number Per cent

Afghanistan 168 3.4
Australia - Indigenous 76 1.6
Australia 1,736 35.5
Bosnia 67 1.4
Cambodia 122 2.5
Chile 35 0.7
China 40 0.8
Cook Islands 34 0.7
Croatia 35 0.7
East Timor 6 0.1
El Salvador 12 0.2
Eritrea 17 0.3
Ethiopia 38 0.8
Fiji 14 0.3
Greece 61 1.2
India, Bangladesh, Pakistan 81 1.7
Iran 19 0.4
Iraq 33 0.7
Italy 19 0.4
Korea 1 0.0
Laos 3 0.1
Lebanon 31 0.6
Mauritius 73 1.5
New Zealand 122 2.5

Number Per cent
Philippines 33 0.7
Poland 30 0.6
Romania 13 0.3
Samoa 23 0.5
Serbia 36 0.7
Singapore 30 0.6
Somalia 25 0.5
South Africa 26 0.5
Spain, Portugal 16 0.3
Sri Lanka 124 2.5
Sudan 309 6.3
Syria 3 0.1
Taiwan 2 0.0
Turkey 46 0.9
United Kingdom 42 0.9
Vietnam 288 5.9
Other Africa 129 2.6
Other Asia 80 1.6
Other Central America 0 0.0
Other Europe 66 1.3
Other Pacific Islands 3 0.1
Other South American 11 0.2
Thailand 18 0.4
Other / unknown 698 14.3
Total 4,894 100

The City of Greater Dandenong is the most culturally 
diverse in Australia, with 56% of the population born 
overseas from 156 countries. The Bureau’s clients 
reflect this diversity. 

Table 9: Year of Arrival of Service Users
Number Per cent

Pre-1985 405 18.7
1980-1989 316 14.6
1990-1999 444 20.5
2000-2008 996 46.1
Total 2,161 100

Over 2000 newly arrived immigrants settle in the 
City of Greater Dandenong each year. Approximately 
a third of those came as refugees or humanitarian 
entrants. The Bureau is a key service to newly 
arrived community members.
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Table 10: Family Type
  Number Per cent
Single 2,071 42.3
Couple family 312 6.4
Couple + children 824 16.8
One-parent family 928 19.0
Carer 21 0.4
Other 738 15.1
Total 4,894 100

We have seen an increased number of single 
people and one-parent families in this reporting 
period; it can be assumed that both groups face 
greater financial pressure than those who have two 
incomes.

Table 11:  
Language Spoken at the Interview
  Number Per cent
Amharic 25 0.5
Arabic 23 0.5
Bosnian 40 0.8
Cantonese 15 0.3
Croatian 7 0.1
Dari 32 0.7
Dinka 20 0.4
English 3,335 68.1
Farsi 3 0.1
Greek 0 0.0
Hakka 0 0.0
Khmer 28 0.6
Mandarin 1 0.0
Nuer 12 0.2
Portuguese 4 0.1
Romania 6 0.1
Serbian 25 0.5
Singhalese 3 0.1
Somali 3 0.1
Spanish 28 0.6
South Sudanese 3 0.1
Tetum 1 0.0
Turkish 1 0.0
Vietnamese 81 1.7
Other African 18 0.4
Other Asian 37 0.8
Other European 4 0.1
Other 1,139 23.3
Total 4,894 100

Table 12: Language Spoken at Home

Languages Spoken at Home
  Number Per cent
Amharic 9 0.2
Arabic 123 2.5
Bosnian 60 1.2
Cantonese 29 0.6
Croatian 15 0.3
Dari 113 2.3
Dinka 79 1.6
English 2,544 52.0
Farsi 11 0.2
Greek 39 0.8
Hakka 0 0.0
Italian 0 0.0
Khmer 74 1.5
Korean 2 0.0
Kurdish 2 0.0
Lao 1 0.0
Mandarin 26 0.5
Nuer 105 2.1
Polish 19 0.4
Portuguese 9 0.2
Romania 9 0.2
Serbian 31 0.6
Shanghianese 39 0.8
Shilluk 18 0.4
Singhalese 39 0.8
Somali 18 0.4
Spanish 2 0.0
South Sudanese 38 0.8
Tagalog 2 0.0
Tamil 11 0.2
Tetum   0.0
Tigre 2 0.0
Tigrinya 2 0.0
Turkish 17 0.3
Vietnamese 244 5.0
Other African 53 1.1
Other Asian 78 1.6
Other European 21 0.4
Other 979 20.0
Unknown 31 0.6
Total 4,894 100

Just over 30% of interviews were conducted in a 
language other than English. The Bureau uses on-
site and telephone interpreters.

Summary Of Information  
About Service Usage
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Summary Of Information  
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Table 13: Types of Family Income
  Number Per cent
Centrelink: Unemployment 1,189 22.1
Centrelink: other 1,996 37.1
Employment, full-time 66 1.2
Employment, part-time 93 1.7
Employment, self 25 0.5
No income 161 3.0
Overseas pension 11 0.2
Superannuation 16 0.3
Workcover or TAC 14 0.3
Other/unknown 1,814 33.7
Total 5,385* 100

*�Some people are in receipt of several sources of 
income

Almost 60% of our service users are on Centrelink 
incomes. This is an increase on the previous 
reporting period. The unemployment rate in the 
City of Greater Dandenong is almost twice that of 
metropolitan Melbourne.

Table 14: Types of Accommodation
  Number Per cent
Private Rental 2,381 48.7
Caravan 102 2.1
Rooming House 112 2.3
Public Housing 238 4.9
Boarding 98 2.0
Owned/Buying 68 1.4
DIMIA 1 0.0
Supported Housing 53 1.1
Other 207 4.2
Homeless 139 2.8
Unknown 1,495 30.5
Total 4,894 100

Nearly one third of City of Greater Dandenong 
residents rent their accommodation. A 
disproportionate amount of our service users live in 
private rental properties. Public housing is limited 
and rents have increased in the area by 17%. 
Housing accessibility, affordability and security are 
major issues.

Table 15: Monthly Rent
  Number Per cent
0-109 56 1.1
110-218 115 2.3
219-326 183 3.7
327-435 220 4.5
436-543 253 5.2
544-651 325 6.6
652-759 240 4.9
760-868 243 5.0
869-976 146 3.0
977-1083 90 1.8
1083+ 84 1.7
Unknown 2,939 60.1
Total 4,894 100

The cost of rent is an increasing issue for many of 
our service users.

Table 16: Issues bringing Service  
Users to the Bureau
  Number Per cent
Budgeting 124 1.6
Centrelink payments or 
appeals

179 2.3

Child support 67 0.8
Consumer 37 0.5
Discrimination, 
harassment, vilification

5 0.1

Dispute, mediation 34 0.4
Drug and alcohol 74 0.9
Education, training 202 2.5
Emergency relief 3,474 43.7
Employment, 
unemployment, workplace

189 2.4

English language classes 13 0.2
Explanation of Mail 36 0.5
Family, children 133 1.7
Family violence 64 0.8
Financial basic 228 2.9
Financial debt 
management

137 1.7

Gambling 14 0.2
Health 273 3.4
Housing 502 6.3
Immigration 81 1.0
Legal 223 2.8
Marriage, relationship 51 0.6
Municipal services 2 0.0
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No interest loan 9 0.1
Personal support 
counselling

527 6.6

Psychiatric 27 0.3
Rates 8 0.1
Rehabilitation 6 0.1
Settlement 12 0.2
Sexual abuse 9 0.1
Superannuation 6 0.1
Taxation 16 0.2
Telephone account 204 2.6
Tenancy 80 1.0
Toy Shop 94 1.2
Utilities electricity 167 2.1
Utilities gas 108 1.4
Utilities water 45 0.6
Volunteering 5 0.1
Workcover 3 0.0
Work experience 8 0.1
Other 469 5.9
Total 7,945* 100

*Some clients present with multiple issues

Service users often present with more than one 
issue. Financial management and emergency relief 
continue to be significant issues. Personal support/
counselling has almost doubled in this reporting 
period. Other significant issues include utilities, 
housing and Centrelink concerns.

Table 17: Service Requested
  Number Per cent
Advice and information 2,016 25.8
Advocacy and negotiation 978 12.5
Assistance with form 
filling, letters

153 2.0

Counselling, support, 
mediation

604 7.7

Crisis intervention 107 1.4
ER assistance 3,574 45.7
Other 388 5.0
Total 7,820 100

*Some clients request multiple types of assistance

16% more clients requested emergency relief 
compared to the previous reporting period. Request 
for counselling have also increased significantly.

Table 18: Service Provided
  Number Per cent
Advice, information 1,941 21.6
Advocacy, negotiation 846 9.4
Completed forms, letters 106 1.2
Counselling, support, 
mediation

526 5.8

Crisis intervention 57 0.6
ER assistance 2,846 31.7
On-going 453 5.0
Referred elsewhere 1,247 13.9
Unable to assist 713 7.9
Other 257 2.9
Total 8,992* 100

*Some clients required or requested multiple types 
of assistance

Unmet demand for ER remains an issue with us 
being unable to assist over 700 clients, or 25% 
when requested. That is an 8% increase on the 
previous reporting period.

Summary Of Information  
About Service Usage
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Financials
Springvale Community Aid & Advice Bureau Incorporated  
Income Statement For The Year Ended 30 June 2008

Note
2008 

$
2007 

$

OPERATING REVENUE

Grants 2 1,633,130 1,530,429

Outcome-based fees 3 652,431 591,602

Interest 99,561 69,877

Outposted workers fees 16,004 12,350

Donations 12,532 12,356

Other income  25,902  22,921 

Total operating revenue 2,439,560 2,239,535

OPERATING EXPENDITURE

Salaries and staff related  4 1,764,076 1,427,668

Emergency relief  and client support 160,769 127,862

Brokerage 48,762 64,841

Professional fees 16,100 19,040

Auditor remuneration 12,045 11,500

Building rental and maintenance 47,811 46,547

Depreciation 45,609 32,091

Telephone, light, gas and power 55,711 41,284

Printing and supplies 30,233 23,007

Other expenses 70,926 49,745

Provision for grant refund  -   113,800

Total operating expenditure 2,252,042 1,957,385

OPERATING SURPLUS FOR THE YEAR 187,518 282,150

The accompanying notes form part of this finacial report.
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Financials
Springvale Community Aid & Advice Bureau Incorporated  
Balance Sheet As At 30 June 2008

Note
2008 

$
2007 

$

CURRENT ASSETS

Cash and cash equivalents 1,517,034 1,259,211

Receivables 61,218 50,084

Prepayments 16,138 8,440

Total Current Assets 1,594,390 1,317,735

NON-CURRENT ASSETS

Property, plant and equipment 5 97,696 112,444

Bond  1,786 1,786

Total Non-Current Assets 99,482 114,230

TOTAL ASSETS 1,693,872 1,431,965

CURRENT LIABILITIES

Creditors and accruals 162,364 138,576

Provision for employee entitlements 6 137,000 121,253

Provision for grant refund 79,966 113,800

Total Current Liabilities 379,330 373,629

NON-CURRENT LIABILITIES

Provision for employee entitlements 7 218,489 149,801

Total Non-Current Liabilities 218,489 149,801

TOTAL LIABILITIES 597,819 523,430

NET ASSETS 1,096,053 908,535

EQUITY

Accumulated surplus, beginning 908,535 626,385

Operating surplus for the year 187,518 282,150

Accumulated surplus, ending 1,096,053 908,535

TOTAL EQUITY 1,096,053 908,535

The accompanying notes form part of this finacial report.
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Note
2008 

$
2007 

$

CASH FLOWS FROM OPERATING ACTIVITIES

Receipts

Grants and fees 2,238,637 2,196,933

Interest 100,687 74,430

Other receipts 59,904 39,095

Payments

Staffing costs (1,684,816) (1,334,125)

Emergency relief, client support and brokerage (208,671) (188,305)

Other creditors/costs (29,912) (51,799)

GST remittance (187,145) (172,408)

Net cash inflow from operating activities 1(b) 288,684 563,821

CASH FLOWS FROM INVESTING ACTIVITIES

Purchases of plant and equipment (30,861) (75,601)

Net cash outflow from investing activities (30,861) (75,601)

Net increase in cash held 257,823 488,220

Cash at the beginning of the reporting period 1,259,211 770,991

Cash at the end of the reporting period 1(a) 1,517,034 1,259,211

The accompanying notes form part of this finacial report.

Springvale Community Aid & Advice Bureau Incorporated  
Cash Flow Statement For The Year Ended 30 June 2008
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Financials
Notes To The Cash Flow Statement 

Note 1(a)  Reconciliation of Cash
For the purposes of the Cash Flow Statement, cash includes cash on hand and cash at banks. Cash at the end 
of the reporting period as shown in the Cash Flow Statement is reconciled to the related items in the Balance 
Sheet as follows:

2008 
$

2007 
$

Cash on hand 650 450

Cash at bank 1,516,384 1,258,761

1,517,034 1,259,211

Note 1(b) Reconciliation of net cash from operating activities

Operating surplus reported in the Income Statement 187,518 282,150

Add/(deduct):

Depreciation 45,609 32,091

Decrease/(increase) in receivables (11,134) 40,169

Decrease/(increase) in prepayments (7,698) 855

Increase in bond  -   (1,786)

Decrease in grants received in advance  -   (4,227)

Increase in creditors and accruals 23,788 29,540

Increase in staff provisions 84,435 71,229

Increase/(decrease) in grant refund provision (33,834) 113,800

Net cash inflow from operating activities 288,684 563,821
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Notes to the Financial Statements  
For The Year Ended 30 June 2008

Note 1: Statement of Accounting Policies
This financial report is a special purpose financial report prepared in order to satisfy the financial reporting 
requirements of the Associations Incorporation Act 1981 in Victoria. The Committee has determined that the 
association is not a reporting entity within the terms of the Accounting Standards.

The financial report has been prepared in accordance with the requirements of the Prescribed Associations 
Act in Victoria and the following Australian Accounting Standards and other mandatory professional reporting 
requirements.	

AASB 101	 Presentation of Financial Statements

AASB 107	 Cash Flow Statement

AASB 108	 Accounting Policies, Changes in Accounting Estimates and Errors

AASB 110	 Events after the Balance Sheet Date

AASB 116	 Property, Plant  and Equipment

AASB 117	 Leases

AASB 118 	 Revenue

AASB 1031	 Materiality

No other applicable Accounting Standards or other mandatory professional reporting requirements have been 
applied.	

The financial report has been prepared on an accrual basis and is based on historical costs and does not take 
into account changing money values, or except where specifically stated, current valuations of non-current 
assets.	

The following material accounting policies, which are consistent with the previous period unless otherwise 
stated, have been adopted in the preparation of this financial report.	

a)   Provision for Employee Entitlements

      �Provision is made for the Bureau’s liability for employee entitlements arising from services rendered 
by employees to balance date. Employee entitlements expected to be settled within one year together 
with entitlements arising from wages and salaries and annual leave which will be settled after one year, 
have been measured at their nominal amount. Other employee entitlements payable later than one year 
have been measured at the present value of the estimated future cash outflows to be made for those 
entitlements.

      �Contributions are made by the Bureau to various employee superannuation funds and are charged as 
expenses when incurred.

b)   Income Tax

      The Bureau is exempt from income tax under Section 50-5 of the Income Tax Assessment Act 1997.
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2008 
$

2007 
$

2. Grants
Commonwealth Government
Department of Families, Community Services and Indigenous Affairs
    Emergency Relief  113,335  106,080 
    Volunteering Gateways project  12,679  43,040 
    Local Answers Program  110,002  -   

Department of Immigration and Citizenship
    Community Settlement Services Scheme  66,400  65,100 
    Settlement Grant Program  223,960  192,947 

Department of Education, Employment and Workplace Relations
   Job Placement, Employment and Training 298,328  295,824 

Attorney-General's Department  and 
Victoria Legal Aid
    Child Support Scheme  69,143  67,786 

State Government
Department of Justice - Consumer Affairs Victoria
     Financial Counselling 79,060 76,831
     African Refugees Orientation Program 40,500 40,500

Department of Human Services
    Supported Accommodation Assistance Program  281,047  273,124 

Department of Planning and Community Development
    Refugee Brokerage Program 105,000 140,000
    Youth Participation and Access Program  33,000  33,000 

Local Government
City of Greater Dandenong
     Information, Referral and Support  186,612  181,177 

Other Grants
Relationships, Australia (Vic)  14,064  -   
South East Water  -     13,220 
RMIT Student Partnership Project  -    1,800 

Total Grants 1,633,130 1,530,429
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2008 
$

2007 
$

3. Outcome-Based Fees
Department of Employment and Workplace Relations
     Personal Support Program  407,740  370,350 

Department of Immigration and Citizenship
     Integrated Humanitarian Settlement Services
     (In partnership with)
     - Adult Multicultural Education Services  244,691  221,252 

Total Outcome-Based Fees 652,431 591,602

4. Salaries and staff related
Salaries and wages 1,576,523 1,261,055
Superannuation 147,183 127,280
Other on-costs 11,194 9,500
Staff training and development 11,286 13,711
Staff travel, mileage and allowances 13,052 11,869
Advertising and staff procurement 4,838 4,253
Total salaries and staff related 1,764,076 1,427,668

5. Property, plant and equipment
Motor vehicles at cost 48,255 48,255
Less provision for depreciation 18,255 8,604

 30,000  39,651 

Office furniture & equipment at cost 260,181 229,320
Less provision for depreciation 192,485 156,527

67,696 72,793

Total property, plant and equipment 97,696 112,444

6 Staff Provisions (Current)
Provision for annual leave 114,315 103,308
Provision for long service leave 22,685 17,945
Total staff provisions (current) 137,000 121,253

7 Staff Provisions (Non-Current)
Provision for redundancy 180,346 139,484
Provision for long service leave 38,143 10,317
Total staff provisions (non-current) 218,489 149,801
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SUPPORT THE WORK OF THE BUREAU
Please contact us at the address below or email us at scaabspr@scaab.org.au if 

you would like some more information about how you or your organisation can 

support our work.

 

Alternatively, you may like to make a donation to support our local community as 

the demand for emergency relief increases, particularly around Christmas and 

school time and our capacity to support becomes stretched.

Please help to make a difference to someone else’s life. Any donation that you 

make is gratefully received.

Please make cheques payable to Springvale Community Aid & Advice Bureau 

or donate online at www.ourcommunity.com.au/scaab

Please be assured that any donation will be used in full to assist someone in 

need.  Whatever you have given, someone’s situation will improve as a result.

Donations of $2.00 or more are tax deductible under section 78(1) (a) (ii) of the 

Income Tax Assessment Act 1936. Gifts are exempt from State Probate and Gift 

Duty and Federal Estate Duty.

Springvale Community Aid and Advice Bureau 
5 Osborne Avenue 

Springvale, Vic. 3171 
Phone: (03) 9546 5255



5 Osborne Avenue
Springvale 3171

Tel: (03) 9546 5255
Fax: (03) 9548 4821

Email: scaabspr@scaab.org.au
Website: www.vicnet.net.au/~scaab/




