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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 Commmunity 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 specialized 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 since 1971 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.

Vision:

A socially just community in which all people have
access to resources, are empowered and have their
human rights respected and protected.

Mission:

To provide information, connection and support
services as a gateway into the broader community
service system for people in the City of Greater
Dandenong and surrounds.

Values:

Respect, Dignity, Compassion, Quality, Innovation,
Choice, Diversity, Partnerships
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Chairpersons Report

The basic ethos of SCAAB hasn’t changed as we
move forward. We have the ability to provide our
increasing client base a large range of services
commensurate with our aims.

This year we are seeking Quality Improvement &
Community Services Accreditation (QICSA) and have
completely revised our policies and procedures in
accordance with the need of a growing organisation.

| should again like to thank the Committee of
Management for their assistance and commitment.
Our range of experiences has enabled us to make
some far ranging decisions going forward, taking into
account staff views held at a facilitated planning day.

We have been successful in a number of tenders
this year, including as a consortium with AMES,
Skills Plus and Victoria University and the Doing

It Better project, which is a 3 year VCOSS and
Monash University Faculty of IT project aimed at
building information and communications technology
capacity in the Victorian Community Services Sector.

We now have a permanent home for our YouthLinks
Team (creating long awaited stability for our team).
The partnership between YouthLinks and the Noble
Park RSL continues, which by request provides
small amounts of funding for recreational activities
for socially isolated young people, making a

real difference.

Our staff must be acknowledged for their work in
handling the increased demands on our emergency
relief and financial counselling programs. The
manner in which they deal with pressure situations
is remarkable.

A success this year has been our No Interest Loans
Scheme (NILS) co-ordinated by Bernadette Blake. A
voluntary team of interviewers and panel regularly
meets to determine loan applications including
white goods, glasses, computers, dentures and
motor registration again making tangible life
differences to applicants. We have advocated to
Minister Pallas requesting the consideration of
motor registration payments being paid monthly in
line with utility costs.

We have a good relationship with the City of
Greater Dandenong, meeting regularly to discuss
developments and in this year's council budget an
amount of $20,000 has been allocated to scope our
future building needs.

SCAAB has very good community partnerships
with Springvale Monash Legal Service (SMLS),
South Eastern Migration Assistance Service
(SEMAS), not to mention with Springvale Learning
and Activity Centre (SLAC) and Springvale
Neighbourhood House (SNH), with whom we
regularly meet to share information and resources,
as well as collaborating on projects.

We are fortunate indeed to have a visionary COM
and Executive Director in Anna Hall to take SCAAB
into its next phase.

| am confident in our ability to move forward into
a changing environment.

mélaty

Roz Blades
Chairperson

Springvale Community Aid and Advice Bureau Inc. 3



Director’s Report

| begin my report by recognizing the continued
support and encouragement of our community,
funding bodies, partners, our Committee of
Management (COM), staff members, volunteers
and supporters across all of the segments of the
wider SCAAB community. A glance at this year's
report will show you the broad range of community
initiatives that we have engaged in this past year and
the diversity of our service provision in response

to our increasingly complex community. | am very
proud of our provision, people and the place we hold
amongst the community service sector in the City
of Greater Dandenong.

2008/2009 has been a big year with our efforts
concentrating on quality and partnerships. Since
publishing our Strategic Plan this time last year

we have worked with staff to convert our three
main aims into operational reality. Staff members
engaged in an all day planning exercise to link their
program outcomes with the strategic aims outlined
by the COM. This proved a useful exercise in linking
the day to day program work with the “big picture”
of SCAAB.

The management team has embarked on many
service initiatives with the cooperation and
enthusiasm of staff, helping us towards continued
improvement through refining the systems

and administration that supports our work. The
coordination team has also worked extremely hard
on a number of systems areas towards our quality
accreditation namely OH&S, risk identification

and management, staff support and supervision,
information and knowledge management,
volunteerism and peer support. This group of key
staff has shown leadership as they have willingly
engaged in problem solving, evaluation and
improvement activities. | also want make special
mention of our unsung heroes who keep the
SCAAB doors open and enable our service provision
work, the administration team, finance team and
reception team. Thank you all you are indispensable
and good humoured in the face of demanding
work! Lastly, to the direct service delivery staff,
your work ensures SCAAB is highly regarded and
trusted and you are daily changing lives through
your work. | acknowledge all of the people within
SCAAB who have shown commitment and accepted
organisational challenges throughout the year.
Program managers, coordinators, team leaders,
senior staff, support staff, program workers and
volunteers have all assisted willingly and openly to
identify and address areas requiring improvement.
Your work is valuable and acknowledged, thank you
and well done.

Without our partnerships and relationships, SCAAB
could not prosper and achieve the outcomes that
we do. This year | want to particularly acknowledge
and thank AMES, with whom we partner to deliver
our IHSS program and more recently in an exciting
project to utilize new IT technology to deliver
information and communication to our community.
| also want to thank the community organisations
who took part in the Refugee Brokerage Program
and gave so much of their time and effort to that
program. The City of Greater Dandenong and the
City of Casey have been helpful and active partners
across a number of initiatives and our colleagues at
SMLS, the SE MRC, Foundation House, the Centre
for Multicultural Youth, YSAS, AMES Settlement,
Relationships Australia, Material Aid Providers,
Springvale Neighbourhood House, Springvale
Learning and Activities Centre and numerous others
have helped us and been generous with their time
and support. Organisations such as the Noble Park
RSL and the Brotherhood of St Laurence, Good
Shepherd and VCOSS also deserve special mention.

This year SCAAB has invested in some very
important initiatives which the COM has seen as
important to our ongoing development and growth.
We have funded and supported 6 of our middle
management team to undertake a post graduate
management course called the Community
Business Management Program accredited by RMIT.
We have undertaken QICSA quality accreditation
across the whole organisation and refined many of
our Human Resource procedures. The COM has
also undertaken a complete review of our Policies
and Procedures and a review of our Management
Structure. All of this work puts us in an exciting
position as we head into the 2009/10 year. With the
great team at SCAAB, a clear strategic direction,
great partners, good relationships and modern
management practices in place | am very confident
in saying that SCAAB supporters can rest assured
that we are well placed to continue our advocacy
and support for individuals and community.

Thank you all once again for making SCAAB such
a great place to work and giving so generously of
your support and encouragement. | look forward

to reporting positively again next year about all of
the exciting changes and improvements that are

on our horizon.

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 Family Housing,
Community Services & Indigenous Affairs, &
Dandenong Magistrates Court)

¢ |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 and Statistics

During the last year IRASS assisted 5404 people.
This is a 10% increase on the previous year. Of those

accessing our service, 11.3% were new to the service.

The majority of service users (63%) access the
Bureau in person, 22% by telephone and the
remainder by other means.

The service sees slightly more females 52.9% than

Jinny McGrath (Programs :‘ '
Manager, accepting Xmas
hamper donated by National
Australia Bank, Springvale

males 47.1%. A high proportion of those are single
36.5% while family types include; single parents
13.8%, couple with children (13.6%), couple only
5.3% and remainder other and unknown (30.8%).

The age of service users is spread with 34.8%
under 17, 13.2% between 18-25, 24% between
26-40, 21.9% between 41-60, and 6.1% 61 and over.

The diversity of the local community is well
reflected in the country of birth of our clients. We
have seen clients born in 45 different countries with
strong representation from Australian-born 29.3%,
Sudanese 5.2%, Vietnamese 5.4%, Afghani 3.1%,
Indigenous Australians 2.6%, Sri- Lankans 2.4%,
and Burmese 2.2%.

The culturally and linguistically diverse community
that we work with means that English often is not a
first language and consequently interviews are often
conducted using interpreters or bi-lingual workers.
The more common languages requiring interpreter
services are Vietnamese, Burmese, Dinka and Nuer.

Financial hardship remains a significant and
increasing issue for the community with 41.5%
requesting emergency relief and a further 6.1%
requesting assistance with finance related issues
including budgeting and debt management. Other
major issues include housing 5.2%, utilities 4.7%
and personal counselling 6.9%.

A variety of services are provided to the community
in response to the often multifaceted requests for
assistance. During this reporting period we provided
a range of Emergency Relief services to 2766
clients, but we continue to face unmet demand:
4070 had requested ER, 1304 more that we were
funded to assist.

Other services provided include information
provision, advocacy, counselling and support,
crisis intervention and referral to both internal and
external programs.

Emergency Relief (ER)

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 2766
individuals and families with ER, distributing over
$124,980. 652 or 24% of those assisted with ER
were first time service users.
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relationships based on cultural/religious teaching
were discussed. By the end of the program, group
members appeared to have gained reasonable
awareness of the Australian legal system, family
law and child protection. Feedback from the groups
has been generally positive, confirming the need for
continuing such programs moving forward.

Sudanese Men’s Group
(in partnership with Relationships Australia)

In 2008/2009 we held 12 sessions for the Sudanese
Men's Group on family relationships, aimed at
increasing awareness around maintaining connections
between wives, husbands, parents and children.

These sessions were well received and were run by
Roger Harrison, a family relationship educator and
skills trainer from Relationships Australia and our
Sudanese Settlement Worker. Some of the topics
covered during these sessions were:

® How to maintain relationships in the family

e Family Violence,

¢ Being a man in Australia,

e Family support

* Employment

e Strengthening your relationship with your partner
e Disciplining your children

¢ Changing roles in the households.

For each session we had aimed for maximum of 6
participants each week. However as we experienced
last year the attendance varied between 6 and 4
participants at any given session. All participants were
leaders and elders of the Dinka, Nuer and the Nuba
Mountain communities, which were very beneficial.
The feedback received was that they were able to
increase their knowledge of the Australian system
as well as understand the cultural differences around

how to maintain family relationships.

In the Sudanese culture often it is the men who are
the decision makers and the bread winners. Culturally
a child can be physically disciplined when he/she
makes a mistake. The child then is called and informed
of why she/he was punished. Children can be
disciplined by uncles, aunts, distant relatives as well
as by a community member. It is believed that in the
Sudanese Culture a well brought up child would have
a promising future, reflecting well on his/her family
and community, whereas a child with behavioural
problems might in the future adversely impact his/her
family and community. This is why early disciplinary
measures are considered culturally important.

As a result of settling in Australia many Sudanese men
are adjusting to new rules and cultural expectations.
Children can no longer be disciplined in the way
they were back home, and women are now involved
in family decision making. One of the participants
commented that in the Sudanese culture a man
cannot go to the kitchen and cook with his wife or
wash dishes unlike in the Western cultures. Many
Sudanese men are adjusting to the new cultures and
some are assisting their wives when they become
tired from the work or from caring for the children.

Through the work we have done this year, we have

found the main presenting issues to be:

e Financial

® |ssues resulting from Sudanese migrants having
obligations to sending money back to their
relatives in refugee camps and Sudan

e Housing

¢ Rental accommodation

e Utilities

Due to funding there are 6 sessions remaining

before the program ends.
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Settlement Services

Refugee Brokerage Program

(funded by the Victorian Multicultural Commission
in The Department of Planning & Community
Development)

The Refugee Brokerage Program aims to:

¢ build the capacity of emerging communities to
develop sustainable structures;

e facilitate optimum participation in a
multicultural society;

¢ develop partnerships between 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:

¢ | ocal community solutions for local issues;

e Strong community networks;

® Enabling partnerships;

® Active government.

Over the past 3 years, SCAAB had been involved in

implementing and delivering the Refugee Brokerage

Program (RBP). Funding finishing in July 2009. This

year the program has continued to perform strongly

and play a significant role in supporting new and
emerging communities to access local resources
and to build their community capacity. This year

we engaged four new community groups: the
Burmese Community, Burmese Muslim Community,
Burundian Community and Sudanese Youth. We
were able to enhance our service delivery with well
tailored outcomes to meet the needs of each of the
communities.

Key features of the RBP this year included:

Community Steering Committee

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

e Afghan Australian Philanthropic Association

¢ Hazara Australian Community Association
of Victoria

¢ Nuba Mountains Cultural Society of Victoria
e Australian Chollo Community
¢ National Sudanese Australian Youth Council

e South Sudanese Equatorian Community
Association

e Burmese Welfare Operation
® Burmese Muslim Community Association
e Australian Burundian Community in Victoria

Springvale Community Aid and Advice Bureau Inc. 2 1



Brokerage funding

Over $21,000 was provided directly to Refugee
Communities to implement programs and
strategies which strengthen their organisational
and community capacity. The program funded 9
community projects:

e “Aussie Way" a combined English and life skills
project run by the Burmese Muslim Community

¢ A Music Program and community information
session for the Afghan Community

¢ Development of website for Nuba Mountains
¢ Office equipment for the Hazara Community
¢ Office equipment for the Burmese Welfare

e School support programs for youth and English for
adults run by the Burundi Community

e A "Youth at Risk” program for Sudanese Youth

e A Community Media/Newsletter for the South
Sudanese Equatorian Community

e A Cultural Forum for the Chollo Community

Leadership Program

The implementation of a community leadership
and skills development program was a key success
factor this year. The program included sessions on:

e |ntroduction to Governance

e Overview of Local Government

¢ Developing Financial/Fundraising Plans
¢ Grants Writing

¢ Developing Annual Reports and Financial
Statements

e Community Capacity Building

Individual Mentoring Sessions

The communities that participated in this project
were the Afghan Australian Philanthropic Association,
Nuba Mountains Cultural Society of Victoria,
Australian Chollo Community and Chollo Christian
Fellowship. This was a very intensive and involved
process for each community with outcomes on
individual community's leadership capacity. The
process was designed to focus groups and give
them a sense of direction, creating a blueprint for
each community to network and write grants.

During these sessions we worked on the following
organisational aspects:

¢ Review of Constitution

¢ Review of Statement of Purpose
¢ Applying to ATO for DGR status
¢ \\Website development/review

¢ Registering to fundraise

e Applying for funding
® Preparing a membership list
Old meets New

Another key feature this year included well established
community organisations sharing their knowledge and
skills with new and emerging members of the RBP We
facilitated dialogue between the Serbian Community;,
the Cambodian Buddhist Community and our Steering
Group members.

Refugee Week 2008

Refugee Day 2009 was celebrated on the 18th
June with a reception at the City of Casey offices
with over 70 participants. This celebration was in
recognition of the work done by communities, as
well as their dedication to the program and the
wider community. Refugee Day was the result of

a partnership with the program partners and the
Steering Group.

Work Experience for the community leaders
Three community members gained paid work
experience with the RBP. This output created the
opportunity for the community leaders to learn and
have first hand experience of working at SCAAB
allowing them to increase their “employability” and
in particular gain better insight and understanding of
the RBP This also allowed the RBP to strengthen its
relationship with the community leaders and their
communities, gain further knowledge and provide
better support to our targeted community groups.
Program Partners

The RBP recognises the contributions and thanks its
partner agencies, including:

e Victorian Multicultural Commission

¢ City of Greater Dandenong

e City of Casey

e Greater Dandenong Community Health Service

e South Eastern Region Migrant Resource Centre

"CrAmanda Stapledon & Aschan Dor at
Refugee Veek Celebration
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Income & Support Services

Personal Support Program (PSP)

(funded by Department of Education Employment &
Work Place Relations)

The Personal Support Program is a Commonwealth
Government funded initiative that is administered
and managed by the Department of Education,
Employment and Workplace Relations (DEEWR).
The Bureau has been providing the PSP since 1997
when it was originally called Community Support
Program. Based on feedback and evaluation
received from DEEWR, the program has continued
to meet 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 positions. The program is
delivered across three sites (Springvale, Oakleigh
and Cheltenham), providing individualised case
management to address participants’ multiple non-
vocational barriers. The primary goal of the program
is for participants to achieve a social or economic
outcome. A social outcome is defined as stabilising
non-vocational issues and remaining connected

to the community, and an economic outcome is
defined as engaging work related activities such as,
employment, study and/or training.

Centrelink refers participants following a Job
Capacity Assessment. Participants are eligible to
participate in the program for up to two years having
been assessed with barriers that are significantly
impacting on their capacity to obtain and/or maintain
employment, study, training or participating in the
community. The barriers include but are not limited
to long term employment, homelessness, drug

and alcohol, mental illness, gambling problems,
domestic violence, grief and loss, financial hardship,
health issues, trauma, literacy/numeracy, social
isolation and alienation.

PSP Clients have significant barriers to employment
and most of the issues are highly personal and
sensitive. Our team works with each participant
individually, considering the uniqueness of each
person in response to their barriers. Our initial
primary focus is to validate client experiences and
develop rapport in order to generate trust and
cooperation. By placing emphasis on the relationship
and rapport, we are best able to make accurate
assessment and interventions addressing client
barriers and work towards sustained change.

In 2008-2009 many clients transferred to a more
appropriate payment, Disability Support Pension
(DSP), parenting and/or carers.

Clients were also transferred to more appropriate
employment assistance such as, Job Network,
Disability Employment Services and/or Vocational
Rehabilitation Services. Approximately 15-20%
of clients achieved an economic outcome,

either by returning to employment or study, and
approximately 50% of clients completed the
program with a social outcome, incorporating
better connections within the community, access
to services and stabilised housing.

Trends

Over the past 12 months the predominant issue
has been clients presenting mental health issues
with psychosomatic symptoms. This is particularly
evidenced by clients from refugee backgrounds with
experience of trauma. Overwhelmingly, the majority
of these clients had never experienced counselling
or debriefing from the traumatic experiences. They
all suffered depression and a range of symptoms
including back pain, neck pain, headaches, and
stomach ulcers. The physical ailments conceal Post
Traumatic Stress Disorder (PTSD), mood disorder and
other mental health issues.

The other most significant issue has been about
preparing our clients, towards the latter part of the
year, for the new Employment Services Contract.
Participants have had various responses to the
expected changes particularly those with health
issues. Most of the participants became anxious of
the new requirements, the change of provider and
case manager and the end of PSP Some however,
were looking forward to the change as it promised
more opportunities for them.

Counselling Program
(in partnership with Cairnmillar Institute)

We are pleased to advise that we are in our fourth
year of delivering a free counselling service 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
currently practicing at SCAAB receive both internal
and external clinical supervision.

This service assists clients through addressing
their concerns as problems by enabling clients
to formulate self-realisations, goals, resolutions,
informed and educated decisions and creatively
manage their life situations.

Over the past year, the client's predominant

presenting counselling issues include depression,
anxiety, self-harm, suicide, low self-esteem, family
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breakdown, trauma, anger management, partner
relational issues, parent child relational issues and
grief and loss issues. There were approximately 60
referrals to the service. Fifty percent of referrals
proceeded to undertake psychological counselling.
Clients usually contact SCAAB in crisis, however
they remain in counselling sessions to work on the
underlying issues of their current situation.

Clients were found to predominately reside in
Noble Park, Springvale, Dingley Village and Clayton
as well as a small number of the surrounding
suburbs. Females represented 60% of the clients
counselled, males making up the remaining 40%.
The majority of clients were internally referred from
PSP and IRASS. However, a strong relationship with
YouthLinks has seen the addition of adolescents
having the opportunity to access the counselling
service. In addition, referrals were received from
outside organisations and a number of self-referrals.
Wiaiting lists were found to increase from January to
March, after the Christmas holiday period. 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
& Victorian Legal Aid Commission)

The Child Support Program at the Bureau provides
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.

Since 2006 there have been major changes to the
20 year old Child Support Scheme.

The final change came in on the 1 July 2008. The
changes were focused more on changing the child
support formula. The new system was looking at
a “new and a balanced way" of working out child
support payments based on recent Australian
research on the costs of caring for children, and
taking account of both parents incomes after self
support amounts are deducted. The other changes
were as follows:

e More flexible arrangements, with better protection
for parents who want to make agreements
between themselves about the payment of child
support and the treatment of lump sum payments;

¢ More equal treatment of children from the first
and the second families;

* \Where a payer has a minimum assessment and
more than one case, the payment will be made for
each case, not divided between them; and

e Changes to the treatment of overtime and second
jobs where needed for re-establishment cost.
(www.csa.gov.au)

These changes were very challenging for the
Bureau's Child Support Program as they affected
most of the Centrelink recipients who were
accessing the program.

Many of them were affected by the changes to
eligibility for Family Tax Benefit (FTB) which is partly
determined by the percentage of time a parent has
care of a child. For example, before the changes if a
person had the children for at least 14% of the time
they could receive part of the FTB. With the new
system a person needs to have care of the child for
at least 35% of the time before being eligible for
FTB. Thus a parent who has the child between 14
and 34% is no longer eligible for FTB for that child.
This group of parents are now finding it very difficult
to manage financially. Such clients are often assisted
by the Bureau’s Emergency Relief Program.

Overall Outcomes for the Program

Throughout the year, we have provided the following
information, advocacy and case management
services in respect of child support:

® 203 Information Activities

e 245 Advocacy Activities

¢ 111 Clients seen face to face

® 40% Clients seen are from Asia and Africa
® 62% Females 38% Males

® 69% From low income

e 31 Non legal cases

Typical issues impacting clients include:

Child Support Debt

This has been an ongoing issue for clients of the
program. With changes to the formula and to care
arrangements many clients were unable to pay
their child support. This was exacerbated by the
global financial crisis with many clients losing their
jobs or having hours cut back. Many of the clients
who received redundancy packages were unaware
of the impact of that income on social security
eligibility and child support payments and thus
spent the redundancy on bills, credit card debts and
sometimes holidays to visit family overseas. As a
result these clients were presenting with a large
child support debt.

Also due to redundancy payments clients were

unable to receive Centrelink payments straight away.
Many of them were on the verge of losing the home
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they rented. Unfortunately most of the clients who
sought assistance were those who had spent all
their money and had very few options remaining.
Furthermore, given the current economic situation
we expect this trend to continue.

Child Support Agency (CSA) Decisions

This has been another area where the clients

seek help. For example, a client applies for a
Change of Assessment because their income level
has increased, decreased or they are receiving
inadequate child support payments. Sometimes

the client is not satisfied with the CSA decision and
lodges an objection. If the objection is disallowed
and the client decides to apply to the Social Security
Appeals Tribunal (SSAT), it can take five to six
months to resolve. During this process both parents
are faced with unresolved financial issues. The
process has been discussed with CSA and as result
a more streamlined, easier and customer focussed
process is being considered.

Assistance with form filling and
record keeping

Whether a client is fluent in English or not, they all
find it very hard to comprehend the details of the
child support application forms. Especially when a
client applies for a Change of assessment, they need
to look at a 39 page booklet. Reading through the
booklet can be traumatic and difficult to understand.
As a result many Change of Assessment Applications
are not successful and both parents’ financial
situations are unresolved. Our records show that
clients who seek assistance from the Bureau are
more likely to have a better outcome.

Many clients were also assisted with understanding
the importance of keeping records, especially
supporting documentation and details of payments.

Family Assistance

When a parent has not taken reasonable action to
receive child support from the other parent after
the separation their Family Assistance can be
affected. Some parents don’t even know that they
are receiving less Centrelink payment. When this is
pointed out to them some take action immediately
and others prefer to keep it that way so as not

to jeopardise the relationship they have with the
other parent.

Legal Issues

Sometimes unresolved child support issues can
become a legal issue. The Bureau is fortunate to
share premises with Springvale Monash Legal
Service and refer child support legal cases to
their lawyers who are qualified in family and child
support law.

Holistic approach in managing cases

The Child Support Program at the Bureau takes a
holistic approach in working with clients, providing
a range of services to or referring to others

when appropriate.

Case example:

Client A lost his job, his wife left him and went
back to her country stating she couldn't take it

anymore. The client was left with the child but

struggled to look after her with the FTB he was
receiving from Centrelink.

To add to these problems his father passed away
in his home country. As a tradition he had to go
to the funeral so he bought an airfare for himself
and his son using his credit card, thus reaching
his limit and the interest is piling up.

The company he bought his car from is harassing
him for payment. He is behind in rent and fearing
eviction. In his desperate state, the client has
already told the landlord that he is leaving the
place due to not having employment. To make
ends meet he was also visiting the pawn shop.

Action taken:

This is a typical case study occurring with
many child support clients lately. When the
problems start to escalate the client’s clear
thinking declines. Clients feel overwhelmed
and don’t know where to start. In this case it
was important to have a safe plan in place for
the client and assisting the client to prioritise
the issues.

Firstly, the worker explained to the client that the
rent he is paying is very reasonable and he should
seek all avenues to keep the place as it is very
difficult to find reasonable rental properties. (Client
wrongly assumed the Bureau would be able to
find him a house). Contacted the Real Estate and
requested a bit more time to pay the rent.

Other action included:

e Contacting the utility company for a Utility
Relief Grant.

e Discussions with the Bureau's financial
counsellor who organised an extension on the
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