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our orGanisation

Chelsea Community Support Services Inc. (ChelCSS) is a not for profit incorporated association that was 
established to provide emergency relief and social support services to the residents of Chelsea and surrounding 
suburbs.  The agency is governed by a community based Committee of Management, managed by a paid part-
time manager and staffed by a large number of trained volunteers, two part-time employees and a number of 
visiting professionals.

Originally known as the Chelsea Citizens Advice Bureau Inc., ChelCSS was established following a public 
meeting held in August 1976, and opened its doors to the public on Friday 5 August 1977.  The agency is 
currently located in the Kingston Library building at 1 Chelsea Road, which also houses the Kingston Family 
Support Services and Chelsea Community Renewal.

The services provided by ChelCSS include:
• Emergency relief
• Community Information
• Practical support (assistance with reading and typing letters and forms)
• Individual support provided by a caseworker
• Referrals to counselling provided by trained psychologists
• No Interest Loans Scheme (NILS)
• Tax Help
• Justice of the Peace 

Visiting or co-located agencies providing outreach services include:
• Financial Counselling Victoria
• Peninsula Community Legal Centre
• Australian Hearing

ChelCSS is a member of Community Information and Support Victoria (CISVic) which is the peak body for the 
community information and support sector.  We also enjoy a close relationship with other welfare and support 
agencies in the local community and belong to a number of networks including: the Victorian Council of Social 
Service, Foodbank Victoria, Westernport Regional Association of Community Information Centres and the 
Southern Emergency Relief Network.  

ChelCSS recognises the growing needs and factors of disadvantage that have affected low income, disabled 
and unemployed people in the area. We have a commitment to providing the best information and referral 
service to community members and to this end ChelCSS is always looking for ways to improve connection 
to services. Despite its limited staff resources, ChelCSS values positive networking and engages as much 
as possible with Centrelink and other relevant agencies and community groups to build positive working 
relationships. 

Chelsea Community Support Services is incorporated under the Associations Incorporation Act 1981, 
Registration No. A0007691T.
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FunDinG

City of Kingston

ChelCSS appreciates the concern and interest of Kingston Council in the continuing role we play in providing 
services to the most disadvantaged and vulnerable members of our community.  Kingston Council supports 
ChelCSS through the Community Grants Program.  We are currently in the third year of a Triennial Grant 
which expires in June, 2013. The Kingston Council support is critical to the agency’s continued service to 
Chelsea and surrounding South Ward suburbs – without it our agency would not have the operational funds 
for staffing and keeping the doors open.  We were fortunate to have received additional funding of $1080 to 
support the training of volunteers and our Volunteer Appreciation activities such as attendance at the Vital 
Volunteers annual event and the end of year dinner.  Aligned to Kingston Council’s priority for healthy, strong 
and connected communities, we recruit and train volunteers in an accredited course ‘Assess and Provide 
Services to Clients with Complex Needs’.   ChelCSS also plays a significant role in providing information and 
opportunities for potential volunteers in other activities within the municipality as we are committed to a vision 
of social inclusion, and connecting people to a diverse range of social, educational, cultural, health and leisure 
opportunities. 

Department of Families, housing, Community services and indigenous affairs (FahCsia)

FaHCSIA provides the funding under its Financial Management Program to improve the financial knowledge, 
skills, capabilities and financial resilience of vulnerable individuals and families to alleviate the immediate 
impact of financial stress and to progress initiatives in relation to problem gambling.  Whilst we serve people 
by providing immediate financial relief, we refer them to financial counselling and assist them in household 
budgeting and financial management (which may involve advocacy with utilities companies, landlords and 
Centrelink). 

FaHCSIA also funds our Generalist Caseworker position (part-time over 3 years) which provides a service to 
people in the area affected by multiple disadvantage and/or disabilities. The case worker focuses on building 
the financial resilience and wellbeing of clients over the medium to long term. The funding can be used for case 
management, direct assistance and brokerage to other services – aligning to the Kingston Council’s priority of 
building strong, connected communities. 

Other financial contributions

We also receive significant financial contributions from the Magistrates Court in Frankston and many local 
churches, including the Carrum Chelsea Edithvale Parish Uniting Church, the Anglican Parish of Longbeach 
and St Nicholas Anglican Church Mordialloc.
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our mission anD values

CHELCSS is committed to providing high quality information and support services to the local community.  In 
particular, we provide services to support the wellbeing of people experiencing financial hardship or social 
disadvantage due to poverty, illness, disability or misfortune.  
We provide a free, confidential, and impartial service and are committed to maintaining the privacy, autonomy 
and dignity of those using our services. 

We value, respect and support our staff and volunteers and build partnerships in the community.

presiDent’s report

The 2011-2012 year has seen change and transition at ChelCSS as Merarth Tarrant left in 
August 2011 to be replaced by Anne Catanese as part-time manager.  Merarth’s contributions 
to ChelCSS were many and varied with highlights being the work she did with Chelsea 
Community Renewal for the Vital Volunteers events, refurbishment of the office and updating 
the agency’s IT resources. 

Much as Merarth is missed by the community, we were happy to appoint Anne as the new 
manager.  Anne came to us from Springvale Community Aid and Advice Bureau where she 
worked as the Community Services Manager after a long career at AMES ( Adult Multicultural 

Education Services)  managing their busy Dandenong and City ( Flagstaff) delivery sites.  Whilst ChelCSS is 
a much smaller organisation than Anne’s previous workplace, the experience and knowledge she brings to 
the position enhances our capacity to increase the range of services offered to the community and link us with 
broader networks across south east Melbourne.
 
We are particularly pleased to have increased our capacity to deliver a counselling service through the 
involvement of Cairnmillar Institute provisional psychologists and co-location arrangements with Australian 
Hearing, bringing more people into the agency. We are also very pleased to be involved with AMES through 
the Volunteer Tutor program which will provide our volunteers with additional opportunities as well as attracting 
new volunteers into the agency.

I am delighted to report that the change in management has been smooth and effective, a credit to both 
Merarth and Anne who have been ably supported by staff – both paid and volunteer. 

I would like to acknowledge the hard work and support of the Committee of Management team and congratulate 
all at ChelCSS for a successful year delivering our increasing range of services to the communities of Chelsea 
and surrounding suburbs. 

Gail Robertson
president  
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Committee oF manaGement
The Committee of Management is responsible for the governance and policies of ChelCSS and ensures that 
the association operates in an effective and accountable manner.  The committee meets monthly and may hold 
additional meetings as required.  Members of the Committee of Management in 2011-12:

President:   Gail Robertson
Vice-President:   Vacant
Secretary/Public Officer:  Marilyn Wilson
Treasurer:   Iris Forte
Ordinary Members:  Joy Fletcher
    Ann Hammann
    Tracey Brown
Ex-Officio Members:  Anne Catanese (Manager)
Guests:    Alison Street, Chris Davey

manaGer’s report
The 2011-2012 financial year has shown us what we already know: when you have enough 
fantastic skilled volunteers, extraordinary paid staff, enough funding and a good working 
environment with the right resources, you have an exceptional service. ChelCSS seeks to 
be outstanding in what it does.  It is what the community deserves and we look forward to 
continued Kingston Council funding to support us to offer the community even more. 

I am pleased to have been able to announce some new activity and relationships to the 
agency through the introduction of arrangements with the Cairnmillar Institute.  Cairnmillar 
provisional psychologists provide an additional counselling service to compliment the work 

of the Generalist Caseworker. 

We are very pleased to be working closely with Pantry 5000 who opened their doors in May this year and 
have worked with Ken Gooding to have in place a “two way” referral system whereby clients can access 
counselling and support through us and receive food parcels from the Carrum outlet of Pantry 5000. Our on-
going arrangement with the Chelsea Benevolent Society whereby we provide an appointment service and 
Benevolent Society volunteers interview clients on site is a great additional service.  It has been a great 
pleasure working with the co-located Family Support team and, of course, the Community Renewal team 
continue to support our community engagement endeavours.

Under our aim of being a strong and sustainable organisation we have implemented a new client registration 
system and commenced working towards the development of a new Strategic Plan.  Our financial management 
and budgeting is in very good hands with the great voluntary work of Vivian Heath (Bookkeeper), Iris Forte 
(Treasurer) and Grant Plozza (Auditor and Financial Adviser).

I have been welcomed onto the Chelsea Community Renewal Steering Committee and the Committee 
organising the Vital Volunteers annual event – both committees have given me the opportunity to meet some 
wonderful Chelsea residents and City of Kingston staff whose commitment to improving community wellbeing 
and facilities is very impressive. Working with Belinda McDaid and Ali Street has been a great privilege and 
given me an understanding of the issues and aspirations the City of Kingston and DPCD (Department of 
Planning and Community Development) have for this area. I am sorry to see Belinda leave Chelsea where she 
has worked so tirelessly for the last 5 years and thank her for the association with and support for the work of 
ChelCSS. 

As a member of WRACIC (Westernport Regional Association of Community Information Centres) I have visited 
other agencies in the region (Dandenong, Cranbourne, Mornington, Rosebud and Frankston) and met the 
managers who form a supportive and collegiate group. While every agency has its unique characteristics, 
many of the operational issues are the same and we aspire to working in partnerships in the future. 
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I want to take this opportunity to thank the staff and volunteers for their on-going commitment
to making ChelCSS a great place to work while continuing to offer high quality service.

It is very important for me that I enjoy great working relationships with staff from the following stakeholders: 
City of Kingston, CISVic (Community Information and Support Victoria), FaHCSIA (Department of Families, 
Housing, Community Services and Indigenous Affairs), South Ward Councillors and Chelsea Police.  Thank 
you all and I look forward to working with you in 2013.

A special thanks to our great Committee of Management who volunteer their valuable assistance and support.

Anne Catanese
Manager

staFF
Manager     Anne Catanese
Community Development Worker  Kathy Barnett
Caseworker     Karen Dennis

Student Placements:    Fiona Smith 
      Hailey Tremain 
      Kathy McWilliams

volunteers
The quality of the services provided by ChelCSS depends to a large degree on the skill and commitment of its 
volunteers.   We are very fortunate to have a group of hardworking and committed volunteers who fulfil their 
various roles in a professional and competent manner.  

Volunteers who contributed to the services provided during the year include:  

Thank you to all our wonderful volunteers.

Noeline Abbey

Jackie Addison

Rhonda Baldock

Anne Bogut

Elaine Booth

Margaret Brown

Suzanne Donato

Rennie Dyer

Russ Ellis

Joy Fletcher

Iris Forte

Mirza Garcia-Miller

Viv Heath

Marion Howlett

Maria Kampantais

Henry Koberle

Mary Palzer

Alan Sergi  

Melanie Timson 

Ada Young
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operational report
During the year, 1 July 2011 to 30 June 2012, our agency dealt with approximately 6,200 centre contacts.  This 
included telephone and counter enquiries, requests for information and referrals made to other agencies. 

emerGenCy relieF 
Under the Emergency Relief Program, assistance was provided to a total of 906 clients, of which 254 were new 
clients and 652 were existing clients.  Emergency Relief assistance was provided on a total of 2,470 occasions.

CaseWorK
ChelCSS employs a part-time caseworker, Karen Dennis, to assist clients who have complex problems 
requiring assistance across a number of areas.  During the year the caseworker assisted 169 clients during 
a total of 2296 casework sessions.  The examples below illustrate the type and range of assistance provided.  
Names have been changed to protect the privacy of clients.

Case studies

sally attended our agency with numerous outstanding bills and increasing alcohol and drug disorder (AOD) 
issues.  Sally had limited support from family due to her long term AOD and had become increasingly isolated.  
Working with this client our caseworker, Karen, was able to provide referrals to relevant services, liaise with 
other organisations about her needs and offer ongoing support.  

Sally was referred to Peninsular Legal Services and Financial Counselling Victoria for assistance with 
outstanding debt and Kingston Council for assistance with home help.  Karen liaised with Monash University 
and Kingston Rehabilitation on her behalf regarding her release from rehabilitation and her ongoing needs.

The ongoing support provided to Sally throughout her stay in hospital allowed Sally to concentrate on her 
physical recovery rather than worrying about her financial concerns.  Sally was able to return to her own home 
where she continues to recover physically, emotionally and mentally.  Home help is provided on a weekly basis 
ensuring basic cleanliness and removing further pressure from Sally.  

ruby presented at ChelCSS while living in a one bedroom unit owned by a well-known local landlord.  She 
had experienced several episodes of severe mental ill health and substance abuse over the years and on one 
occasion her son had to live with a family member for an extended period.  Three close family members had 
committed suicide in the past year and Ruby was intent on maintaining her health so as to continue caring for 
her child and to ensure that she did not follow what she perceived as a family trend toward suicide.  

Working with this client and her new partner, our caseworker, Karen, made referrals to Financial Counselling 
Victoria, Lantern and for counselling.  On Sally’s behalf, Karen liaised with an ex-landlord concerning a dispute 
over outstanding rent, applied for housing through public and community housing services, organised a grant 
that helped buy school clothing and books for Sally’s son and liaised with the son’s school concerning his 
wellbeing.  Financial assistance was provided for train tickets, shoes for the family and work boots for the 
partner, which enabled him to commence some part-time work.

The assistance and support provided allowed Ruby and her partner to continue to recover from AOD issues, 
care for Ruby’s son and move interstate where other family members reside.  Last contact indicated that 
Ruby’s partner had found work and they felt more settled and stable in their life.
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nils
Nils (No Interest Loan Scheme) is now firmly established at ChelCSS as a scheme to provide low income 
earners with small interest-free loans up to $1,200 with suitable repayment plans.  These loans provide an 
opportunity for low income earners to make major purchases, such as furniture or whitegoods or to cover 
other essential needs.  NILS also offers applicants access to a Buying Service through which they can obtain 
discounted prices from a number of traders.   

NILS is a national program auspiced by the Good Shepherd Youth and Family Services and sponsored by the 
National Australia Bank. ChelCSS partners with Financial Counselling Victoria and Community Information 
Services from Kingston, Bayside and Glen Eira councils to deliver the service.  

Cairnmillar institute

The ChelCSS and Cairnmillar relationship commenced in May 2012 with an internship program.  Nic Serpesedes 
works at the agency each Wednesday and provides a valuable additional service to compliment the generalist 
casework provided by Karen Dennis.  Nic’s placement increases the number of counselling hours we can 
provide to the community. The high quality of his work and his genuine interest in the psychological welfare 
of clients reflects his own and the institute’s high service standards. Professional supervision is provided to 
Nic through an arrangement with Springvale Community Aid and Advice Bureau and Cairnmillar. We hope to 
continue and grow our arrangement with Cairnmillar into the next year and beyond.

taX help 

There are many tax payers who are unaware that we offer a free service to assist low-income earners with 
lodging tax returns.  Occasionally, tax payers will come in with past years of returns to be completed - in some 
cases, this may be up to ten or eleven years of past returns to lodge. Our Tax Help volunteers, Marion and 
Allan are very understanding and able to offer practical assistance, information and advice in these situations.  

Our volunteers complete income tax returns, either on-line through the tax office’s e-Tax system, or by using 
various forms appropriate to individual circumstances.  Some of our clients are unsure whether they need 
to submit tax returns due to their income levels and our volunteers are available to provide advice in those 
circumstances.  

The Tax Help program has been in operation for 24 years.  During the 2011-12 tax season, our volunteers 
assisted some 108 clients with their income tax matters.

Case Worker, Karen Dennis pictured with Nic Serpesedes, 
a Cairnmiller psychology placement.
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pantry 5000
Since its opening in May, 2012, Pantry 5000 has become an important food parcel distribution service in the 
Chelsea community.  Food that has been collected from Vic Relief Foodbank and supplemented through local 
purchases is distributed on Wednesday mornings at St Aidan’s Anglican Church, Carrum. The successful 
running of this program is dependent on St Chad’s volunteer parishioners, who have contributed a significant 
amount of time and energy into the continuation of this vital service.

ChelCSS has been distributing food parcels as part of our service when 
we are unable to assist in other ways.  Food parcels are given at the 
discretion of the interviewing volunteer but as we only have one pantry, 
there is a limit to the food that we can store.  We have been able to 
assist Pantry 5000 with our supplies from Vic Relief Foodbank, resulting 
in a doubling of the quantity of product that is distributed. Not only has 
this greatly assisted the people that visit ChelCSS, it has also provided 
a much needed social and community connection.  Many of the people 
who attend Pantry 5000 have commented on the value that they obtain 
from the social interaction and the friendships and support they receive 
from other participants.  Through our continued partnership, ChelCSS 
and Pantry 5000 hope to continue the feeling of community and support 
for participants, thus increasing social connectedness.

We would like to extend our thanks to the volunteers at Pantry 5000 on 
behalf of community members who benefit from their hard work.

Case study
A ChelCSS client who was collecting a Christmas hamper in 
2011 expressed concern at how she was going to store the 
hamper food as she did not have a working fridge and was 
using an Esky. ChelCSS NILS officers, Margaret and Joy, 
saw an opportunity to help and encouraged the client to make 
a NILS application. The client did so and utilised the buying 
power of the Good Shepherd service to secure the best price.  
As a result, the client had a new fridge delivered in time for 
Christmas.

During the year, Donna Bauer, MLA, State Member for Carrum, visited our 
Tax Help and NILS teams to offer her support for their valuable work, 
 (R to L Anne Catanese, Donna Bauer MLA, Alan Sergi, Marion Howlett, 
Margaret Brown, Joy Fletcher). 

Ken Gooding with his able assistant Bruce (from Longbeach Anglican Parish) – 
delivering Foodbank supplies to us for our emergency pantry

Christmas hampers
Each year in December, ChelCSS provides Christmas hampers to our eligible clients.  The hampers generally 
contain an assortment of goods, including food items, meat and grocery vouchers and toys.   The products 
are donated by local businesses, individuals and community groups and we are very grateful for this support.

Our Christmas Hamper service is well-known and appreciated by our clients, who often make enquiries many 
weeks in advance.  

A total of 50 hampers were provided to clients in December 2011.
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FinanCial report
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hiGhliGhts oF the year

Christmas Day Community lunch

Our Christmas community lunch was again an outstanding success.  The lunch was held 
at the Chelsea Heights Community Centre and guests included pensioners, single people, 
families and elderly couples living in the Chelsea area. A traditional menu was served included 
roasted meats and vegetables, Christmas puddings with custard and cream, mince pies, fruit 
salad and Christmas cake.   

Guests were entertained with games and carols and participated enthusiastically in the 
activities.  Many guests commented that they had a wonderful day and everyone went home 

with a gift.  

Of course, the event could not have been held without the enthusiasm and diligence of all the volunteers who 
gave up their time on Christmas Eve and Christmas Day to make this occasion a festive and fantastic event.  
We thank them all for their efforts.

The event was generously supported by donations from individuals, local businesses and community groups.

Many thanks go to Iris Forte, who has done an excellent job of organising this annual event over the past four 
years. Sadly, Iris is unable to continue in this role in future, but we are hopeful of finding a way to keep this 
event going.

Workshop on communication with volunteers
In November 2011, ChelCSS hosted a workshop for managers and co-ordinators of 
volunteers on the topic “communicating with volunteers”.  The workshop was the last of 
a series of training sessions organised for the “Vital Volunteers” initiative undertaken by 
ChelCSS in partnership with Kingston Council’s Community Renewal Project.

Dr Alan Sieler, Director of the Newfield Institute and a world leader in ontological coaching, 
gave an interesting and informative presentation about the factors that influence 
communication.  This set the scene for the lively discussions that followed around the 
theme of enhancing communications with volunteers to gain their commitment.

The workshop was attended by representatives from a wide range of community groups in the Chelsea district 
and was well received and appreciated by participants.  Thanks go to Ann Hammann who organised the 
workshop and to Kathy Barnett for her assistance.

The Volunteers
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volunteer appreciation evening
A number of ChelCSS staff and committee members attended a Volunteer Appreciation Evening which was 
organised by the Chelsea Vital Volunteers Committee.  This function, held at the LF Payne Town Hall in 
Chelsea on 17 May 2012, provided an opportunity for volunteers from diverse community groups in the district 
to socialise and be recognised for their contribution to the community.  

visit by rotary international guest
Rotary International sponsored a visit to Melbourne by Ann Pape who works for a community service 
organisation in Denton, Texas, USA.   During her stay, Ann was in Chelsea as a guest of Chelsea Rotary Club.  
President, Gail Robertson suggested to Ann that she visit ChelCSS as staff and volunteers were interested in 
hearing about Ann’s work in the USA.   

There are many similarities between the two organisations - namely assisting those in the community 
experiencing financial crisis through the provision of emergency relief and providing information and referrals 
to people with legal and other issues.  

Whilst Ann’s agency in the USA relies largely on donations from Interfaith Ministries, the services provided 
by ChelCSS to the community are supported by funding from the City of Kingston and FaHCSIA as well as 
donations from several local clubs and churches. 

Visiting International Rotarian, Ms Ann Pape and Mr Mark Ruddy at Chelsea Community 
Information and Support Services
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other neWs From ChelCss

statistical reports
During the year ChelCSS committee members and staff considered how to improve the recording and reporting of our 
service delivery outcomes and, in particular, the availability of statistical reports.  

After reviewing several options, a new reporting system was set up with the assistance of Judy Symons, Cranbourne 
Information and Support Service.  Selected staff members and volunteers were provided with training in the use of the 
reporting system and reports in the new format are expected to be available from July 2012.  

The new system will enable summary reports to be generated at regular intervals, or on demand.   These reports will assist 
the committee and funding agencies to base their decision-making on accurate and complete data of the services provided 
by ChelCSS.

strategic plan
The Committee and staff are also committed to developing a new Strategic Plan to guide the organisation over the next 
few years.  Two committee members and the Manager attended a seminar on strategic planning this year.  A facilitator to 
guide the planning process has been selected.  Planning workshops will commence in August 2012 and it is anticipated 
that a new strategic plan will be completed by March 2012.

visitinG serviCe reports
Financial Counselling (vic) inc.
Financial Counselling (Vic) Inc. (FCV) is a ‘not for profit’ community organisation that provides free financial counselling 
services to low income and vulnerable consumers experiencing debt crisis issues.

FCV has been operating for 30 years and is funded by the State Government through the Department of Justice.  The 
agency is located at Suite 1a, 147 Centre Dandenong Road, Cheltenham and services the Cities of Kingston, Bayside, 
Stonnington and Glen Eira.  FCV also provides a visiting service at the ChelCSS premises each Tuesday morning for 
residents of Chelsea and surrounding region.

The most common issues our clients face are:
• harassment by creditors
• credit card, store card arrears
• personal loan arrears
• fines
• phone and internet – arrears and plans
• rental and mortgage arrears
• utilities arrears
• asset protection.

peninsula Community legal Centre
Peninsula Community Legal Centre (PCLC) is an independent, not-for-profit organisation that has been provided free legal 
services to Melbourne’s south-eastern communities for more than 30 years.

The Centre helps people use the law to protect and advance their rights, offering free advice on most legal issues.  Ongoing 
assistance is targeted to assist clients who are experiencing disadvantage.  In addition to its general services, the Centre 
operates Family Law, Child Support, Intervention Order, Tenant and Consumer Advocacy Programs.

PCLC has provided a visiting service to ChelCSS for over 15 years.  A community lawyer attends ChelCSS on a fortnightly 
basis to provide clients with legal advice and in some cases ongoing casework and court representation.  Over the last 
year, PCLC has helped more than 120 clients with a range of legal issues including.

For more information about free legal services, please call PCLC on 9783 3600 or visit the website at www.pclc.org.au.
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australian hearing

Australian Hearing provides a full range of hearing services to eligible adults.  These services range from hearing screening 
to fitting hearing aids and counselling about hearing loss.

Services include:
• hearing assessment
• selecting and fitting hearing devices
• regular hearing checks to monitor any changes in hearing levels
• training to improve listening and communication skills.

Some clients need extra help to achieve the best results with their hearing.  These clients may have a severe-to-profound 
hearing loss, find communication difficult or distressing even with a hearing device or have other disabilities which aggravate 
their communication ability.

Australian Hearing helps these clients to choose the most appropriate hearing intervention option and works with them to 
develop strategies to manage their hearing loss.

The service commenced at the ChelCSS premises in March 2012.
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