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Community Information & Support Victoria (CISVic)
Helping local communities help local
people
CISVic was established as an association of
members in 1970 to support the growing
number of community advice bureaus. Since
then, its role has evolved to that of a peak
body for the community information and
support sector in Victoria. CISVic provides
operational support, sector development,
advocacy and representation to its member
agencies.
The organisation aims to assist its member
agencies in the provision of support services
to all within their local communities
including vulnerable and disadvantaged
people. Such services aim to uphold the
dignity of all, respond to community needs,
alleviate the impact of poverty and promote
social justice.
Our stakeholders include our members, the
community, government and other peer
bodies.
CISVic is an active member in a number of
state-wide networks and government
consultancy committees and is the
Secretariat and Committee of Management
member for the emergency relief peak body
ER Victoria.
CISVic Annual General Meeting 2011

CISVic has over fifty member agencies.
These Community Information and Support
Centres (CISCs) are managed by
autonomous, community based
management committees. They operate
according to the policies and standards of
CISVic. CISCs provide information, referral,
advocacy, emergency relief, case work, No
Interest Loans, Tax Help, budgeting support,
personal counselling, financial counselling
and settlement services.
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President’s Report
It is a year since I penned my first report as
President of CISVic at which time I was able
to point to positive outcomes that had
occurred for CISVic and its membership
during the 2010/11 year. It is most pleasing
to be able to similarly report sound progress
and achievement through this current year
just ended.
As with last year, I would like to begin with
some important acknowledgements:
Specific acknowledgement is accorded
to the commitment and calibre of the
CISVic staff team who, under Kate
Wheller’s leadership, continue to be the
solid foundation stones of the
organisation and who can rightly take
much of the credit for the continuing
strengthening of the CISVic reputation
within our membership base, peer
organisations and other key
stakeholders.
The membership base - who have
continued during this past year to
support CISVic and significantly,
strongly acknowledged the need for the
organisation as the peak sector
representative and the direction and
priorities taken by CISVic. This
endorsement of the relevance and
effectiveness of CISVic is the primary
reason for our existence.
“The future effectiveness of CISVic will
be judged by the maturity with which it
identifies and addresses the challenges
and opportunities emerging”
Michael R Poulton
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The State and Federal Governments
for their support in the form of core and
special project funding without which
CISVic could not exist – Recognition of
the organisation by, and an ability to
positively interface with, the political
and bureaucratic levels of government is
an essential cornerstone if we are to
remain an effective conduit between the
coal face and the policy forums.

During the past year, Kate, as the day to
day face of CISVic, has increasingly had
strengthening contact and cooperation
with a range of Peer organisations.
This is viewed as a vital strategic
interface for CISVic and its members but
beyond that, also for the community
support sector as a whole, exploring
more effective use of resources, skills
and increasingly challenging funding
conduits.
I would also like to once again
acknowledge the commitment made by
my peer Board of Directors, whose
contributions of expertise and time are
not necessarily particularly visible
outside of the organisation but without
which, CISVic strategic and governance
directions would be demonstrably less
defined.
During the year, we implemented the new
name for the organisation and whilst to
some, this may seem not to be an event of
major significance, the Board and the CISVic
operational team feel strongly that it was an
important manifestation of the diverse role
the organisation now plays and will further
develop in the future and, that it reflected a
key milestone in the strategic reshaping of
CISVic as an effective peak body for the
membership.
At the special general meeting in September
2012, the board sought and received
approval for a number of changes to the
constitution – these changes reflected our
determination that the governance and
direction of CISVic be optimally structured
to ensure that skill continuity was ensured
at the Board of Director level. This has seen
the introduction of one (1), two (2) and
three (3) years terms for board members to
ensure that there is a transition in phases

rather than an annual migration of Board
members en masse.
Membership definitions were both tidied up
and expanded to reflect a recognition that
from time to time particular skills may be
attractive in the board composition and, that
future strategy is expected to identify and
encompass stronger relationships with
synergistic organisations.
I would like to particular acknowledge the
behind the scenes work undertaken by
several of the board members, particularly
Chris Wootton, in reviewing and amending
the wording of the constitution as presented
and approved.
The organisation remains fiscally viable as
will be seen from perusal of the final
accounts for the year and the Treasurer's
report relative thereto.
Members, and other peer organisations, will
well understand that financial stability does
not just happen and we are fortunate to
have the services of a well-credentialed
Treasurer and, a financially literate Board of
Directors.
Notwithstanding this, the Not for Profit
sector is not immune to the budgetary
constraints within State and Federal
government arenas and, it is the expectation
of the board that the economic challenges
will increase in coming years rather than
move to a financial utopia where funding
capacity perfectly matches the needs of the
sector
CISVic believes strongly that cooperation
between synergistic organisations is not only
desirable, it is inevitable in the years ahead
and this organisation has a distinct strategic

goal to identify and examine opportunities
that will promote and allow the most
effective use of the resources base.
There should be no doubt however that the
future pathway for the sector as a whole in
the months and years ahead will not be an
easy one.
The future effectiveness of CISVic will be
judged by the maturity with which it
identifies and addresses the challenges and
opportunities emerging.
Operationally, and from a governance
structure perspective, the organisation is
well placed and credentialed to effectively
articulate and represent the needs, concerns
and achievements of our member
organisations – it is a role that the board of
directors commit to fulfil with diligence and
enthusiasm
For myself personally, I reflect on the CIVic
organisation I examined at the time of the
strategic review (2009/10) and the CISVic
organisation as it represents today. Immense
and positive strides have been taken and
there is no doubt in my mind that the
organisation is today stronger, more relevant
and has a clear strategic direction for the
future.

Michael R Poulton
President

Inaugural Honour Roll Inductee Meron
Morrison cutting CISVic's 40th Annual
General Meeting Cake

November 2012
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Executive Officer’s Report
For the CISVic team, this has certainly been a
year of consolidating and implementing our
work according to the new strategic and
operational plans which have provided us
with greater direction and assurance of
working towards desired goals.
The most important work that we do is to help
local agencies help local communities and we
endeavour to do that in responsive and
effective ways. The range of support we
provide to individual agencies may differ
significantly given the diversity of the
membership, but we aim to deliver a broad
range of resources, support and advocacy to
assist them provide the services required by
their communities or to provide representation
and advocacy as required.
As our President Mike Poulton mentioned in
his report, we had a slight, but important
name change and we were very proud to
introduce to you our new logo earlier this
year. Further to this rebranding, we will be
very excited to introduce our new
promotional website and website in the near
future.

“The most important work that we do is to
help local agencies help local
communities.....”
Kate Wheller
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This year we introduced two new
communication tools which I am very proud
of. The first is the fortnightly e-bulletin which
gives current information and advice about
general sector activities, policy & practice
pointers, funding opportunities, relevant
events and training opportunities. We have
had very positive feedback about this ebulletin.
The second newly introduced communication
tool is our quarterly newsletter Informed.
Each edition has a theme; which is guided by
the key presenting issues or pressures for our
members. It is also intended to be both a
policy and practice newsletter which provides
a generalist overview of the issue, practical
information and key contacts, and
contributing articles from key groups and
experts. The themes of these newsletters will
continue to be guided by our members needs
and are intended to be relevant for all levels of
staff in the agencies. I recognise the work of

Minh Nguyen, volunteer Cherry Ching and our
new student Amy Mallet in putting these
communication tools together.
In October 2011 our research Ending the
Stopgap was launched by the now Minister for
Community Services Hon. Julie Collins MP.
This research clearly demonstrates the value
of case work for clients with complex issues in
the ER sector. We were delighted that the
Minister launched the report but also made
time to meet with our members following the
event to hear their experiences.
CISVic regional networks provide an
important opportunity for our generalist
community based agencies to come together
and discuss current issues, emerging trends
and needs. CISVic sees these meetings as a
vital way of us undertaking two-way
communication, an opportunity for agencies
to learn and support each other and CISVic
being across our members’ needs and
responding to emerging issues. I’m proud to
announce that we now have five (5) active
networks, and importantly, thanks to the
generosity of Dept of Human Services
teleconferencing facilities have been able to
reestablish the Rural Regional network.
The challenge of recruiting, training,
supporting and retaining volunteers is
becoming a more pressing issue. With over
2500 volunteers working in our agencies and
only just over 250 paid staff, it is easy to see
that the services provided to the community
could not be achieved without these
incredibly dedicated and passionate
volunteers. The volunteer landscape is
changing and so must our strategies in
engaging and supporting people who look to
volunteering for a variety of reasons; either to
give something back to the community, or as
a pathway to education and employment. I
myself have been a Emergency Relief
volunteer and later managed the program
supported by volunteers. I pay tribute to all
volunteers in the CISVic sector and those in
paid roles who recruit, train and support
them, as they are the cornerstone of our
services.

To support agencies to recruit and train
volunteers, we have committed to providing
at least four (4) training sessions each year –
with the majority of these sessions help in
central locations. We are doing all we can to
facilitate and assist agencies who are able to
deliver their own accredited training in their
local area under our auspice with GippsTAFE.
This year we also commenced planning for
the inaugural CISVic Forum to be held in late
August 2012. This event replaces the old
“Presidents and Coordinators” meetings and
will be open and applicable to all levels of
staff from all our member agencies.
We sadly said goodbye to ER Victoria project
worker Ciro Castellanos whose project ended
in August but welcoming newly appointed
Sector Development Manager Jessica
Murrowood as an outposted worker at our
office. CISVic remains the Secretariat and
Committee of Management member of ER
Victoria and we firmly believe that a close
connection to the ER peak is advantageous for
our members.
We have also welcomed new volunteers;
Cherry Ching and Bill Morton as regular and
incredibly valueable additions to our team.
Early into the new financial year, we have also
taken on a Social Work student Amy Mallett
who is working closely with Minh, our Sector
Development Manager. The office is often full,
with not a spare seat or computer to be had
and I must say that I find that a satisfying and
exciting environment.
We have continued to work with volunteer
organization Great Connections, and with the
fabulous support of our contact Sharon Coates
have this year recruited to two wonderful and
highly skilled new volunteers, Mike Strauss to
assist with the development of our
promotional material and Dr Zita Unger who
will act as evaluation mentor for our Student
Placement Program Pilot which commenced
in late June.

Our small team at CISVic consisting of just 4
part-time paid staff, Anne-Marie, Helen, Minh
and myself and 2 volunteers Bill and Cherry, is
one that I am very proud to lead. They are
dedicated, conscientious and committed to
delivering the best services we can to our
members.
I also pay tribute to our Board, particular our
President Mike Poulton, who have continued
to ensure sound governance of the
organization while supporting and guiding me
as required.
Finally, thanks must be made to a number of
key stakeholders; our funding body State
Department of Human Services and our key
contact Errol Hart, the Melbourne branch of
the Federal Department of Families, Housing,
Community Services and Indigenous Affairs
under the leadership of Gary Batzloff, Sharon
Coates and the team at Great Connections and
Robert Morsillo, Group Manager Telstra
Consumer Affairs for providing Telstra
vouchers and phone cards to us for 10 years.
We are operating in a changing social and
economic environment and with a new and
expanding client base with increasingly
complex issues. One of the key strengths of
our agencies is that they are community based
generalist services providing information,
referral and support to all in need, I really feel
passionate about our sector and have genuine
respect for all the service and support being
provided by workers at the coal face, and
look forward to another year of working with
you all.

Kate Wheller in Canberra
December 2011. Meeting with
both FaHCSIA staff and
Minister's Advisors.

Kate Wheller
Executive Officer
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Treasurer’s Report
Dear members
I am pleased to present the Treasurer’s
Report for the 2012 financial year.

Essendon CAB volunteers

In the current year we have all experienced
a difficult economic environment. This is
effecting many of our members through an
increase in the demand for their services
from sectors of the community experiencing
financial hardship. Furthermore, fierce
competition to secure increasingly scarce
funding from both private and government
sources is also a real challenge in the sector.
This is an issue that is relevant for all
charitable organisations that rely on external
sources of annual funding to maintain their
operations. In this context, the Board is very
focussed on managing CISVic’s finances for
the long term security of CISVic and its
members.
During the 2012 year, CISVic generated a
surplus of $21,036 (2011:$50,768) and
generated cash from its operations of
$43,061 (2011:$60,295). The 2012 surplus
was generated despite a reduction in
income compared with the previous year
through detailed budgeting, careful cost
management and the delivery of project
based services on an economically viable
basis. Additionally, we have offset surplus
cash against CISVic’s debt which has
reduced our interest expense. During the
year we have invested in new office
equipment and technology which has
enabled the CISVic team to work more
efficiently and better interact with our
members.
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CISVic is in a secure financial position with
good liquidity and a well controlled cost
base. Maintaining this position is dependent
on ongoing funding at levels consistent with
those received in 2012. At present, CISVic is
heavily dependent on the State Department
of Human Services (DHS) for the majority
of our funding. Given the pressure on
Government to reduce its outgoings, we are
working to further diversify the sources of
our income which will mitigate the effects
of a reduction in DHS’s funding or a
significant downturn in the economy more
generally.
I would like to take this opportunity to
recognise the tremendous ongoing efforts of
the CISVic management team to deliver our
services in the most efficient and cost
effective manner possible, while at the same
time vigorously pursuing funding
opportunities.
Best regards

James Dent
Treasurer
November 2012

Strategic Plan

Operational Support

Launched at the 2010 Annual General
Meeting, the 2010/2013 Strategic Plan has
set the direction for CISVic and informed an
internal Operational Plan.

CISVic receives re-current funding from the
State Department of Human Services and
provides a range of services to member
agencies. In this year we were also received
non-recurrent, project based funding
including grants from Federal Department of
Families, Housing, Community Services &
Indigenous Affairs (FaHCSIA), and
Department of Planning & Community
Development.

Key areas of the Strategic Plan are:
Supporting Members
We are a credible and effective peak
body, raising the profile of the sector
and providing relevant, timely and
accessible information and support.
Organisational Sustainability
A strong and viable organisation with
good governance which promotes
sector sustainability and where staff
feel valued and supported.
Strengthening Communities
We will seek to positively influence
public policy and actions that affect
vulnerable and disadvantaged
communities and community-based
volunteering.
Effective communicator and
advocacy body
We will be a trusted and respected
advocacy body, undertaking research
and commenting on public policy. We
will develop strategic relationships
with key bodies

NEW PICTURE?

CISVic delivers operational support to
members. This may occur by direct
contact with individual members,
local networks or the entire
membership. Contact may be via
telephone, email, our website or
visits. Information and support may
be in the following forms:
Distribution of information and
resources
Regular electronic bulletins
Quarterly policy and practice
newsletter "Informed”

Anna and Lesleigh,
Coburg Volunteers

Networking with member agencies
Insurance through Department of
Human Services
Professional Development
opportunities
Policy & procedures development
Telstra vouchers & phone cards

6

Operational Support - continued

Training in Cobram

+ CISVic had in excess of 10,900
contacts during the last financial year.
53% of our contacts were with
member agencies, 11% directly from
the community who we refer onto
member agencies and the remaining
36 with funding bodies, training
partners and other stakeholders.

+ Telstra's Bill Assistance Program has
continued to provide an allocation of
vouchers, phone cards and
"PhoneAway" cards. This year we
distributed $ 120,000. This is
important support which enables
many vulnerable and disadvantaged
clients to remain connected.

+ We produced 23 e-bulletins for the
membership and key stakeholders
over the last year after successfully
implementing a new electronic
newsletter. This new format enables
important analytics functions so we
can best tailor relevant content. We
regularly send general information
emails and our website is utilized by
the membership commonly to view
the training calendar and download
resources.

+ In June 2012, we received special
funding from the Federal Department
of Families, Community Services and
Indigenous Affairs (FaHCSIA) to pilot
a Social Work Student Placement
Project. In partnership with RMIT and
Victoria University, we have placed a
number of students across member
agencies to work with Case Workers.
We have employed a Field Educator
to undertake the theoretical
supervision of the students, reducing
the load of agency based supervisors
to that of day-to-day supervision and
support or enable students without
the appropriately qualified workers to
take on students. We hope this pilot
will demonstrate the value of our
member agencies as important
genreralist learning environments
while providing enhanced service
delivery and career pathways into the
sector. This pilot will be formally
evaluated and we look forward to
sharing the results with all
stakeholders.

+ This year we launched an exciting
new product, our quarterly policy and
practice newsletter "Informed".
+ Site visits with our members provide
invaluable insight into our agencies,
their service delivery and the
community they work with. This year
we undertook in excess of 40 site
visits to member agencies.
+ We now have 5 active regional
networks in the membership. This
year we have reactivated 2 regional
networks – one in the Northern
metropolitan suburbs, and the second
in rural Victoria, which is run via
teleconference. This year we have
attended most of these meetings,
which are a valuable way of keeping
abreast of core issues.
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Sector Development
We undertake a range of activities in this
area.
The training activities of CISVic are overseen
by a Training Sub-Committee, made up of
representatives from member agencies,
CISVic staff & Committee of Management.
CISVic has an auspice agreement to
deliver nationally accredited training
under the banner of GippsTAFE. We
offer both accredited and nonaccredited training to members and
non members. We deliver high
quality, customised training which
reflects the needs of our clients and
stakeholders. Our training includes:
Accredited Training
Non-Accredited Training
Peer Support Meetings

CISVic was successful in two tender
submissions to Federal Department of
Families, Housing, Community Services &
Indigenous Affairs (FAHCSIA) to deliver
training to emergency relief volunteers and
community workers. This included:
+ Dealing with Challenging Situations 6.5hr session
2 sessions delivered with 47
participants
+ Mental Health & D&A Awareness 6.5hr session
(CISVic sub-contracted mental health
experts VIC SERV to deliver a
customised version of the highly
regarded training.)
10 sessions delivered with 199
workers trained
CISVic conducted Peer Support Sessions for
Vulnerable Groups Case Workers and
Managers
+ 4 sessions conducted for workers

+ Training delivery - accredited: Assess &
Provide Services for Clients with
Complex Needs
12 sessions delivered with a total of
96 participants.
+ Training delivery - non-accredited:
Dealing with Challenging Situations 3hr session
2 sessions delivered with a total of 44
participants.
+ Training in partnership with Tenants
Union of Victoria (TUV)

Annual Satisfaction Survey
+ We repeated our annual Member’s
Satisfaction Survey in May 2012. A
comprehensive report analysing the
results was distributed to members,
and was used to inform key activities.
Importantly, our overall satisfaction
rating had increased from the majority
(54.3%) feeling satisfied, and 21.7%
feeling very satisfied to a positive
increase with an equal 48% feeling
satisfied or very satisfied with our
service.

CISVic Lifetime member Phoebe Moore

With funding from Consumer Affairs
Victoria, we partnered with TUV to
deliver 10 training sessions,
Understanding the VCAT process,
across Victoria.
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Representation & Advocacy

CISVic aims to be the voice for the
sector and advocate on behalf of the
membership and their communities
with government and other peak
bodies. It is therefore critical that we
have a good understanding of our
members and their communities'
needs. In representing and advocating
for the membership we:
Actively participate in relevant
committees, networks and working
groups
Participate to advocacy campaigns
and research
Submissions:
+ Supported Public Interest Law Clearing
House (PILCH) submission to Scrutiny of
Acts & Regulations Committee - Review
of the Victorian Human Rights, July 2011
+ Endorsed Consumer Action Law Centre
submission in response to Treasury’s
April 2012 discussion paper on proposed
reforms to Small Amount Credit contracts
+ Submitted Response to Communications
Alliance Ltd in relation to the Draft
Telecommunications Consumer
Protection Code, November 2011
+ Submitted Letter of Support to the
Australian Communications and Media
Authority in relation to proposed
changes to the Numbering Plan,
November 2011
Representation & Advocacy:
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+ CISVic sits on FAHCSIA’s Financial
Management Program State Consultative
Committee. We attended all SCC
meetings during the reporting period.

This provides us with an opportunity to
feedback issues and concerns regarding
the ER programs, and provide advice to
government.
+ CISVic is the Secretariat for ER Victoria
(peak body for the ER sector) and in
January 2012 commenced hosting a new
worker, Jessica Murrowood, Sector
Development Manager. CISVic attends
both ER Vic COM and members
meetings.
+ We attended the Consumer Affairs
Victoria Working Together Forum which
brings together a range of peak bodies
and key agencies to discuss issues
related to consumer and tenancy rights.
During this reporting period, we
attended 50% of meetings.
+ CISVic attended five VCOSS Peaks and
Statewide Network meeting.
+ CISVic conducted 3 meetings with our
funding body, the Department of Human
Services, to keep them abreast of CISVic
activities, emerging issues and trends.
+ CISVic was invited to join the Financial
and Consumer Rights Council (FCRC)
Utilities Working Group and the VCOSS
Energy Working Group
+ CISVic joined as peak, and encouraged
members to join as organisations, to lend
their voices to the following online
campaigns:
End the Payday Debt Trap
Fair Calls for All
End the Decay
Australians for Affordable Housing
$35 a day is not enough!

Research:
+ In partnership with member agency,
Cranbourne Information & Support
Service, CISVic received funding from the
Ian Potter Foundation to undertake a
research project Ending the stopgap:
Case Work in Emergency Relief Services.
This report was launched by the
Honorable Julie Collins MP in late 2011.
+ Housing & Hardship Survey; In May we
undertook a snapshot survey looking at
the role of CISVic agencies services in
assisting people with housing costs. At
the time of publication, the Report was
launched on 19 October 2011 in
conjunction with VCOSS’s Victorian
launch of the Australians for Affordable
Housing Project.

Mornington Community Information
& Support Centre
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Our Members
We currently have 58 member agencies: 38
full member agencies across 44 sites, 20
associate members
Our members are community information
centres who are managed by autonomous,
community based management committees.
They receive diverse levels of funding from
an equally diverse range of funding bodies.

Glenroy CIC afternoon tea March
2012

Our members all reflect and respond to
their own local communities. Each member
has developed over the years, to provide
services to local communities, which are
wanted or needed by local people. Each
agency is different but each has reached a
standard set by CISVic, follows the same
principles, and is largely volunteer based.
CISVic and its members provide a service
which is non-judgemental, respects the
clients' right to choose, is confidential and
impartial.
During this reporting period, over 2500
volunteers contributed about 375,000
hours annually to their local communities.
Our agencies have in excess of 250 paid
staff who may be Coordinators, Case
Support Workers and Administrative Staff.
Quite simply, our members could not
provide the services they do without the
extraordinary commitment of volunteers.
Diamond Valley Community Support
"In thinking of the future, we are looking to
develop new services, particularly identifying
service gaps and needs. To run these services,
significant funds are needed. We look to new
income streams to supplement our existing
funding, hence new ventures and programs.
It is an exciting time, but we work with the
difficulties of managing change, and the
unknown of a growing organisation"
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Mornington Community Information &
Support Centre
"I am counting my blessings to be involved
in this grass roots community organization.
Set up by the community, for the community
with the intention of taking care of their
own people (the most vulnerable people in
our community…I am grateful for the
wonderful, skilled and caring volunteers for
their support of me to the position of
Manager…" Centre Manager

Glenroy CIC
It was with great regret that we announced
that one of member agencies, Glenroy CIC
officially closed following a fire in
November 2011. A couple of issues have
contributed to the closure, primarily the
inability to find a suitable new space and
staffing capacity. Glenrory CIC was
providing over 150 fiood parcels as well as
information, support and advocacy to the
local communnity every month. It is a great
loss to the local community. We understand
that a number of volunteers have already
begun working at other CISVic agencies,
and others including the management team
Veronica Goodwin and Dawn Drysdale have
retired. This has obviously been a difficult
time for the staff and a very difficult
decision to make. CISVic acknowledge the
work of the Glenroy team who have
provided a valuable service to their
community for over 35 years.

What Our Members Do
Our members provide community
information as their core service. Most CISCs
compile and manage their own local
information databases. They also provide a
wide range of pamphlets about the
community services available in their local
area and beyond.
Many have also grown beyond information
provision in response to the diverse and
complex needs of their community and
offer a range of services.
Our members are well embedded in their
local communities with strong networks and
partnerships with local services. Many
belong to formal networks including CISVic
regional networks, regional welfare
networks, and local or statewide emergency
relief networks.
Many of our member agencies also deliver
emergency relief. This is critical support
provided to individuals and families who
are experiencing a financial emergency or
crisis. It may be in the form of food, food
and petrol vouchers, travel tickets, rent,
utility bills payment and support with
medical costs.

Emergency Relief Case Study
A single mother from a culturally and
linguistically diverse background
attends an agency for assistance with
material aid. She owns her own
home, but is experiencing mortgage
stress after her partner moved out of
the house. She has been receiving
assistance from the local housing
provider, and was initially only
attending the agency for material aid.
However, after a few visits, volunteers
who have been assisting her have
noticed the distress and frustration
that the client seems to be
experiencing and referred her to a
financial counsellor. With the help of
the financial counsellor, and
continuing support from the agency,
the client is able to explore the
possibility of taking on student
boarders to help with her financial
situation.

Lilydale volunteers.

Collectively, we are the third largest ER
provider in the state.

Many provide additional services which may include:
Emergency Relief
Referrals
Advocacy
Support Services
Budget Support
Tax Help
No Interest Loans
Legal Advice & Service
Personal Counselling
Financial Counselling

Education Support
Community-Development
Community Education
Community Events
Needle Exchange
Tourist information
Toy Shop
Christmas card shop
Case work
Case management

Outposted workers
including:
# D&A Counsellors
# Mental Health
Services
# Housing Services
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What Our Members Do - continued

Case Worker Case Study
Sandra had a work injury to her arm
over 20 years ago, and has been
living on her Workcover payments
ever since. However is not eligible for
Centrelink, or a Health Care Card,
which meant she does not have a
healthcare card. Sandra lives on $270
a week. Sandra lives a very isolated
life, and has a problematic
relationship with her estranged
daughters who are emotionally
abusive. She has one friend who
provides her with some emotional
and social support. Sandra suffers
from depression and high anxiety on
top of her physical ailments from the
injury.

Maryborough volunteers & Minh

At the time Sandra met the
caseworker, she was seeking
assistance with food and a telephone
bill she could not afford to pay.
Sandra was afraid to catch public
transport because she was assaulted
several years ago whilst travelling on
the train. Sandra was living in private
rental property, and was paying half
of her income towards rent. She was
finding it increasingly difficult to
make ends meet, which in turn
increased her anxiety and depression.
She was not sleeping at night and felt
constantly ill. Not long after they met,
Sandra received an eviction notice,
putting her at risk of homelessness.
The caseworker provided supported
referrals to:
! Counselling service at the local
health centre (for anxiety and
depression)
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! Mind Australia – a personal helpers
and mentors program for
assistance with the difficulties
Sandra was experiencing with
managing her practical day to day
activities
! Community Transport service
(within the agency) to meet her
medical appointments
The caseworker advocated on behalf
of Sandra resulting in Sandra:
! having access to a health care card
! securing private rental at less than
what she was currently paying by
applying for a No Interest Loan
through another agency and the
Queens Fund
The caseworker worked through
different strategies with Sandra to
assist in overcoming her anxiety,
building her confidence and
providing information and support
about services and options.
Through the personal support
program, Sandra built her confidence,
enabling her to use public transport.
She is rebuilding her relationship with
her daughter and recently babysat her
grandchildren for the first time.
Sandra is on the waiting lists of
several housing agencies, even
though her housing situation is
stabilised and more affordable. Sandra
is also better able to negotiate difficult
situations on her own.

Diamond Valley Community Support

Knox Infolink Inc

"The backbone of our Emergency Relief
activity is provided by volunteers. Our
volunteers are trained in client interviewing
and other facets of our operation. They bring
with them local knowledge and expertise to
help empower our clients. We rely on the
support of our volunteers. We provide
guidelines and structures, but our volunteers
do all their own interviewing, assessment,
assistance and referral for ER clients within
defined parametres"

"We have continued to provide our service
with the enormous input of approximately
14,800 voluntary hours which covers all our
programs. This would have the monetary
value of $300,000. Thank you to all the
volunteers for all of their hard work and I
(manager, Zillah McLaren) appreciate their
dedication and commitment to our service"

UnitingCare East Burwood Centre
"Many of the clients who come to
UnitingCare East Burwood Centre for
emergency relief face daily uncertainty. It
may be as basic as "Where am I going to
sleep tonight?" For some its waiting for the
move into permanent housing, for others it is
"how am I going to make my money stretch
to pay my bills?" The anxiety of whether one
can put a meal on the table that night must
be immense. It is not just about the food and
filling hungry tummies, but is symbolic of a
failure to meet the most basic of parental
responsibilities, fundamental to the caring
and nurturing of children…At times I am
awed by the resilient nature of our clients
who meet their challenges with an optimistic
outlook. I take heart from this and look to
the next financial year with the same
resilience, optimism and faith that we will be
able to continue to providing services,
without having to compromise on quality
and values".

"It has been a very busy and challenging
year in terms of emergency relief
distribution. We have assisted 6244
individuals this year compared to 5728 last
year"
"Our volunteers are people from the local
area who have great knowledge and
understanding of their community and are
willing to contribute their time and skills to
the day-to-day operation and management
of the Centre. They understand the variety of
tasks necessary to ensure the smooth
operation of our service. Our volunteers
provide: reception duties, support to clients
in crisis, comprehensive information and
referral, completion of forms, tax help,
general maintenance and gardening at the
centre, administrative and data entry,
statistical data collection, counselling,
practical action, advocacy and negotiation,
governance and management and so much
more".

Outgoing Mornington Manager
Carmel with incoming manager Lisa.
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The Communities Our Members Work With

NEW PICTURE?

Our member agencies are spread across
metropolitan Melbourne and regional Victoria.
While community information services are
available to all in their local communities, many
agencies work extensively with people who
have complex issues, are information poor or
socially and economically disadvantaged.
Common issues include emergency relief,
income issues, housing, utilities, medical costs,
financial counselling, and personal support.
In response to increasing demand, a number of
member agencies have made changes to their
service delivery model or the monetary value of
support given to an individual or family at one
time, thereby reducing the number of overall
contacts.
In this reporting period our members
reported:

SIRS volunteers.

! 285,951 contacts
! increasing demand, particularly in
relation to ER.
! increasing complexity of clients issues
! Financial hardship caused by
inadequate income, high rents and
rising utility costs
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Committee Of Management
President: Michael R Poulton
Joined 2010, Individual member
Managing Director Glenvern Group
(retired)
Mike has extensive experience at Senior
Executive level across a range of
manufacturing industries within the
‘Corporate’ and ‘Private’ business sectors. He
founded the Glenvern Group in late 1997
and this organisation has a business profile
that encompasses both domestic and
overseas clients
Concurrent with commercial business
activities Mike has always had a particular
interest in the Not for Profit Examples of a
range of briefs undertaken for individual
enterprises, peak body associations and,
govt/semi Govt organisations. such activity
include but are not necessarily restricted to
such as:
! Board of Management member and
Treasurer of the Nillumbik Community
Health Service for ten (10) years.
! For almost three (3) years - a principal
adviser to the Board of Management of
the Ivanhoe Diamond Valley
intellectually disabled centre undertaking a strategic/feasibility review
of and subsequent implementation of a
plan to set up, the supported business
service (sheltered workshop) as a
standalone enterprise
! Specific briefs for FaHCSIA to assess
strategic imperatives and opportunities
for the Business Services operations
(intellectually disabled sector) / a case
study for strategic review methodologies
for such operations
! Assisted the Victorian Youth Mentoring
Alliance in the development of a
strategic plan and in securing of
recurrent funding to support the
administrative arm of that organisation.
Subsequently invited to join the BOM
and accepted the position of Chairperson

of that organisation for three (3) years to
lead the change and development
process
! During 2009 undertook a strategic review
for Community Information Victoria
(CIVic) the peak body for the community
information sector providers and assisted
the organisation through implementation
phases of the resultant strategic plan.
Currently board member and President
of that organisation
! Undertook a strategic review of
Quantum Support Services – a major
regionally based Support agency dealing
with Domestic violence, youth
homelessness and the like - Also worked
with various Local Learning Education
Networks to assist them develop forward
looking strategic plans
! In prior community involvement, he was
also a school council President for some
four (4) years
Vice President: Anne Coughlin
Joined 2010, Member of BayCISS
Anne has been Manager at BayCISS since
May, 2010. Prior to this appointment she
had an extensive career in education as a
teacher and later as Principal of Wheelers
Hill Secondary College for nine years. Anne
has held a number of positions on Statewide
and Regional Committees and was Deputy
President of the Victorian Association of
State Secondary Principals from 2003 to
2006. In 2006 Anne moved into local
government and was Executive Manager of
Community Services for the Moonee Valley
City Council from 2007 until 2009.
Following a short break, Anne made the
decision to work in the not for profit sector
and was fortunate to be appointed to this
role.
Anne has been a member of the CISVic
Board for the past year and a half and
would like to continue to contribute to the
organisation into the future.

From top: Michael R Poulton and
Anne Coughlin
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Committee Of Management - continued
Treasurer: James Dent
Joined 2009, Individual member
James is a Chartered Accountant with a
Graduate Diploma of Corporate
Governance. He is a partner with KPMG
having started his professional career with
them in 1994. James is currently a member
of the Energy and Natural Resources audit
group. He has experience providing audit
services to clients ranging from large
multinational groups to small private
enterprises. Additionally, he has also
assisted clients with specific technical
matters, systems and process reviews, and
general accounting advice. James has
worked in Sydney, Hong Kong and London.
Secretary: Chris Wootton
Joined 2009, Individual member
Chris Wootton holds a Bachelor of Science
(Hons), Graduate Diploma in Education,
and an Masters in Business Administration.
Chris Wootton is currently Grant Program
Development Manager at ANZ Trustees and
manages a portfolio of over 250
discretionary granting programs across
Australia allocating around $75M pa to
charitable organisations. He was previously
the Grants Executive at the Helen
Macpherson Smith Trust and the RACV
Community Foundation.

From top: James Dent, Chris Wootton &
Jinny McGrath
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Chris originally began his career as a
secondary teacher and then moved to the
Soil Conservation Authority as an education
officer. From 1986 – 1993, he worked at the
Board of Works/Melbourne Water in a
number of management roles including
being responsible for water conservation
programs, staff training and development,
internal communications, marketing and

corporate sponsorships. In 1993 he moved
to the University of Melbourne as
Community Relations Manager and then
General Manager of the Vice-Chancellor’s
Office.
Chris returned to the water industry in 2002
as Business Manager of Water Services
Association of Australia, the peak body of
the Australian Water Industry. In 2004, he
became the inaugural CEO of WaterAid
Australia, a new international aid and
development agency which provides safe
water, effective sanitation and hygiene
education to the world’s poorest people.
Since 2010, he has been a Committee
member of CISVic, as the Public Officer, and
is also a co-opted member of the
Strathewen Bushfire Relief Fund Trust.

Jinny McGrath – Ordinary member
Joined 2010, Member of DCAB
Jinny holds a Bachelor and Masters in Social
Work. She has nearly 30 years experience in
a variety of setting including housing, as a
community development worker in schools,
team leader in disability services, manager
of a family counselling support service,
member of the Social Security Appeals
Tribunal and Migrant Review Tribunal, and
Programs Manager at Springvale Community
Aid & Advice Bureau. Jinny is currently the
Manager of Dandenong Community
Advisory Bureau.
Jinny has also been extensively involved in
a voluntarily capacity in her local
community, serving as an elected Councillor
and on numerous Boards of community
organisations. Jinny is also a Williamson
Community Leadership Fellow.

Joan England – Ordinary member
Member since 2004
Member of Maroondah CAB
Joan has broad experience working in the
community. She has held leadership roles in
church and community groups and
committee of management experience has
included pre-school, school, early
intervention, serving as president for both
Maroondah Ladies Probus and Maroondah
Citizen’s Advice Bureau.

Committee for the FAHCSIA Financial
Management Program. Susan also has a
Certificate IV in workplace Training and
Assessment. She believes strongly in
working towards a fairer and more
equitable society for all.

Joan has served on the CIVIC committee as
an ordinary member for five years. She has
been a volunteer with Maroondah CAB
since 1994.
Joan holds a Child Care Certificate and
associate diploma in Theology. She has
undertaken a variety of short courses in the
community sector. Her professional career
has included coordinating family
programmes, playgroups and occasional
child care. She has provided respite care for
special needs children.
Susan Magee – Ordinary member
Member since 2011, Member of Casey
North Information & Support Services
Susan has worked in the community sector
for 24 years. She holds a Bachelor of Arts
and an Associate Diploma of Welfare
Studies. Susan has been with Casey North
CISS for almost 15 years and has developed
the service from its inception to the busy
crisis centre that it is today. Prior to that she
was employed in a number of positions in
the community housing area, including
Executive Officer of the Southern Region
Housing Council. She convenes the
Emergency Relief Network for the City of
Casey and sits of the State Consultative

From top: Joan England &
Susan Magee
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Staff
Kate Wheller, Executive Officer

Helen Besley, Training Officer

Kate has a Diploma Social & Community
Welfare, Diploma of Business (Community
Business Management Program) and
currently completing a Bachelor of Social &
Community Welfare at Monash University.
Kate has worked in the welfare sector for
over a decade and prior to that in the
private sector. She has worked in a variety
of roles across a range of programs during
that time in direct service provision,
coordination and senior management roles.
Prior to joining CISVic in late 2009, Kate
coordinated the Emergency Relief,
Information, Referral, Advocacy and Support
Service at Springvale Community Aid and
Advice Bureau. She is committed to social
justice and the community information and
support sector. Kate is an active volunteer
with a number of groups including school
council.

Helen holds a Bachelor of Arts, Diploma of
Education and a Certificate IV in Workplace
Training and Assessment. She commenced
work with CISVic in 2006. Her strong
education background coupled with her
own work experience in the community
information and support sector make for an
ideal trainer for new and existing staff and
volunteers. Helen delivers accredited and
non accredited training including Assess &
Deliver Services to Clients with Complex
Needs, Deliver Emergency Relief, Dealing
with Challenging Situations, and Client
Assessment. Helen has been a long-serving
volunteer at a CISVic member agency.

Minh Nguyen, Sector Development Officer
Minh has a Bachelor of Arts, Bachelor of
Law and Masters of Social Work. She joined
the organisation in January 2011 in a newly
created role. Minh has worked in the
community sector over the past 5 years, and
prior to that time worked in a wide range of
sectors including law & education. Minh
recently worked as a research assistant in
the medical education sector writing
submissions and tender proposals. Minh has
also been involved in volunteer work since
1992, and was a volunteer in one of CISVic's
agencies for a period of 2 years. Since 1995,
Minh has been involved in the Vietnamese
community in Melbourne and Darwin, and
is a founding member of an Australian
based Vietnamese foundation raising funds
for invalid veterans in Viet Nam.

From top: Kate Wheller, Minh Nguyen &
Helen Besley
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Ciro Castellanos, ER Vic Project Officer
(projected ended August 2011)
Ciro has completed a Bachelor of Arts,
Certificate IV in Workplace Training and
Assessment and has Certificates in Trauma
Counselling and Community Drug
Education. Ciro joined CISVic early 2011 to
take work on the ER Vic Supporting Local
Networks Project. He has worked in the
community / welfare sector since 1994
across a range of programs and roles
including direct service, community
programs, and volunteer coordination. Ciro
is an active volunteer with CELAS, a support
service for Spanish-speaking communities.
Anne-Marie Yung, Office Coordinator
Anne-Marie has a Certificate in Banking
Studies, Advanced certificate in secretarial
studies, and Final certificate in Advanced
book-keeping and accounts. She has been
with CISVic since 2004 and prior to that was
a volunteer at a CISVic member agency.
Anne-Marie’s professional career included a
range of positions with the Mauritius
Commercial Bank including team
coordinator, loans analyst and manager of
the electronic banking unit.

Honour Roll
Volunteers
Cherry Ching
Bill Morton
Steven Wright
Mike Strauss
Dr Zita Unger
Training Sub-committee
Convenor: Anne Coughlin, CISVic Board
Representative Bayside Community
Information & Support Service
Angela O’Brien, Community Representative
Jennifer Hoystead, Darebin Information,
Volunteer & Resource Service
Helen Besley & Kate Wheller, CISVic
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From Top: Ciro Castellanos,
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Celebrating Milestones – Long Services Certificates
5 YEARS
Community Information Centre Hobsons
Bay Inc: Jill Hansen
Community Information Glen Eira Inc:
Claire Miller, Irene Havryluk-Davies, Jan
Callanan, Sue Wald, David Finn, Lee
Lester
Cranbourne Information & Support
Service Inc: Julie Jones, Judy Symons,
Di Mainwaring, Louise Morgan
Dandenong Community Advisory Bureau
Inc: Barbara Thurley
Doncare Community Services: Eva
Sommers, Lyn McDonald
Essendon Citizens Advice Bureau Inc:
Christine Burke
Information Warrandyte Inc: Pat Ellis,
Pam Booth
Monash Oakleigh Community Support &
Information Service Inc: Bernadette
Allan, Elizabeth Becker, Kishor Dabke,
Pat Mizzi, Marion Gilchrist, Monica
Lausch
Sunraysia Information & Referral Service
Inc: Barbara Sibun, Jean McPhee, Jill
Graf, Paulette Ashlin
Western Port Community Support: June
King, Lorna Angier, Renate Moore, Pam
Packett
Whittlesea Community Connections Inc:
Alan Roberts, Carol Roberts, Martin
Booth, Ranjit Wijesinha
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10 Years
Banyule Support & Information Centre
Inc: Mary Kotis
Community Information Glen Eira Inc:
Bernard Lovius, Jacquie Wissenden, Pat
Schmidt
Cranbourne Information & Support
Service Inc: Gabriele Lindemann, Una
McGuire, George Nicol
Dandenong Community Advisory Bureau
Inc: Glen Balm, Joan Boyd, Lina Di
Tocco,
Doncare Community Services: Gillian
Lubansky, Errill Campbell
Information Warrandyte Inc: Joy
Goodwin, Sue Stevens, Tania

Milovanovic
Knox Infolink Inc: Sue Foreman
Maryborough Community Information
Centre Inc: Pat Fernandez
Monash Oakleigh Community Support &
Information Service Inc: Carolyn
Grandine, Barbara Young
Monash Waverley Community
Information & Support Centre Inc: Carol
Scott, Linda Chipperfield
Western Port Community Support: Pat
Hehir
15 Years
Casey North Community Information &
Support Service Inc: Diane Christensen
Community Information Centre Hobsons
Bay Inc: Miriam Hicks
Community Information Glen Eira Inc:
David McVilly, Hadassa Millman
Cranbourne Information & Support
Service Inc: Susan Hopkins, Rosalind
Larke, Sharon Mills, Dawn Wilson
Dandenong Community Advisory Bureau
Inc: Surindera Bagga, Annette Charles
Doncare Community Services: Carol
Wilson
Information Warrandyte Inc: Robina
Stevens, Patricia Abbott
Lilydale & District Community
Information Centre Inc: Jane Keuken,
Janet Westbury
Monash Oakleigh Community Support &
Information Service Inc: Rosemary
Goddard
Monash Waverley Community
Information & Support Centre Inc: Kath
Farrugia
Prahran Citizens Advice Bureau Inc:
Helen Trigg, Margaret Luginbuhl
Sunraysia Information & Referral Service
Inc: Joan Hill, Jill Jennings
20 Years
Banyule Support & Information Centre
Inc: John Sellers

Community Information Glen Eira Inc:
Joanne Gubieski, John Thompson, Lane
Shmerling, Shirley Groat
Cranbourne Information & Support
Service Inc: Anne Haylock, Susan Arlove
Information Warrandyte Inc: Joyce Wilks,
Myrna Manton
25 Years
Dandenong Community Advisory Bureau
Inc: Valerie Harmon, Monika Holda
Doncare Community Services: Margo
Kefford
Lilydale & District Community
Information Centre Inc: Sylvia Ramsden
Maryborough Community Information
Centre Inc: Emma Hanna, Hilary Hunt
Monash Waverley Community
Information & Support Centre Inc: Judy
Peake
Prahran Citizens Advice Bureau Inc:
Patricia Rumbold
Sunraysia Information & Referral Service
Inc: Hilda Weinert
30 Years
Cobram Citizens Advice Bureau Inc:
Camelia Blackley, Heather Barrie
Dandenong Community Advisory Bureau
Inc: Flo Stewart
Essendon Citizens Advice Bureau Inc:
Terry Cartwright
Prahran Citizens Advice Bureau Inc:
Daphne Bosch
35 Years
Banyule Support & Information Centre
Inc: Shirley Currie
Sunraysia Information & Referral Service
Inc: May Carmody
40 Years
Prahran Citizens Advice Bureau Inc:
Sonya Sicree
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Members - continued
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