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VISION STATEMENT  

 

VISION  

WAYSS is committed to the principles of social justice and human rights. WAYSS will provide clients 
with services that uphold their rights, promotes choice, equality, dignity and respect in a manner that 
is non-discriminatory, fair and honest. 

 

MISSION  

It is WAYSS core purpose to assist individuals who are homeless or at risk of homelessness to 
improve their life circumstances by providing access to stable, affordable and safe accommodation. 
WAYSS exists to serve those in the community who are experiencing difficulties by offering support 
and advocacy to alleviate homelessness and re-establish connections and links in the community. 
WAYSS will provide a voice for awareness of homelessness issues and lobby for any structural 
change required to address homelessness. 

 

OBJECTIVES  

WAYSS will measure the success of its work by: 

1.  Maintaining its focus on clients by monitoring client outcomes and feedback, and aiming to 
 reduce the rate of recidivism. 
 
2.  Being an employer of choice demonstrated through WAYSS low staff turnover and meeting staff 

needs through training, conditions of employment and participation in how our services are 
delivered. 

 
3.  Ongoing working relationships and partnerships with other agencies that view WAYSS as 
 outcome and client focused, reliable, flexible, honest and open. 
 
4.  Recognition of WAYSS as an expert and leader in homelessness issues by our opinion being 

sought by the community and government. WAYSS will be invited to participate in government 
planning and redevelopment of the sector. WAYSS will be the preferred organisation  for new 
funding and as a result will have successful submission outcomes. 

 
5.  Having a reputation for fairness and honesty, clear accountability to the client, the government 

and the community 
 
6.  The ability of WAYSS to present information and data to effect structural and social change at 
 multiple levels within the community and government. 
 
7.  Ensuring that complaints are taken seriously and followed up using fair and just processes. 

WAYSS will use complaints as a learning tool. 
 
8.  Continually improving and evaluating ourselves through self assessment, monitoring  and 
 review, to pursue a learning environment where WAYSS strives for the highest quality 
 service delivery. 

 

  



WAYSS 
  LTD A.B.N. 38 080 191 108 

 

ANNUAL REPORT 2011 
3 

I N D E X  

4)     History                                                                                                                                                                                                                

8)  Services                                                                                                        

11) Service Locations    

13) Director Profiles  

16) Chairpersonõs Report    

17 ) Chief Executive Officerõs Report 

19 ) Quality Assurance  [General Managerôs Report] 

24) Outer South Homelessness Services  [General Managerôs Report] 

25) Dandenong Homelessness Services  [General Managerôs Report] 

27 ) Dandenong Homelessness Services  Program     

31 ) Outer South Homelessness Services Program   

33) Family Violence Crisis Services  

35 ) Womenõs Transitional Services  

37) Specialist Services  

42) Intense Youth  Support Services  

43) Directors Declaration, Financial and Audit Reports  

      

 

ACKNOWLEDGEMENTS  

The Directorôs of WAYSS Limited acknowledge and thank the members for their ongoing support. The 
services provided would not be possible without the ongoing financial support of the Victorian State 
Government, Department of Human Services, in particular the Management and Staff of Southern 
Metropolitan Regional office and Complex Care Services.   
 
In particular we would like to thank the RSPCA Pearcedale, Pakenham Quilters, and Zonta Club 
Frankston for its tireless support of Family Violence Programs and Childrenôs Services. The support of 
Esso Long Island Point Safety Committee, Magistrates Courtôs and our many donors who prefer 
anonymity has been greatly appreciated. 
 
Consistent with the philosophy and practice of the organisation to maximise available funds for direct 
service delivery, this report is produced óin houseô. No apology is made for the print quality or layout, 
to limit costs. It has not been professionally produced or printed.  
 
WAYSS Limited is a non profit company limited by guarantee and recognised by the Australian Tax 
Office as a Public Benevolent Institution. Donations over $2 are fully tax deductible.  



WAYSS 
  LTD A.B.N. 38 080 191 108 

 

ANNUAL REPORT 2011 
4 

HISTORY  

The need for an emergency accommodation service for young homeless people was identified in the 
Westernport Region in the late 1970ôs. The response to this need was the establishment of the 
Westernport Youth Refuge (now Emergency Youth Accommodation) to provide emergency 
accommodation and support.  
 
From the further identified needs, youth housing groups were established in the region with the aim of 
providing longer term housing options for young people, especially those requiring accommodation 
after leaving refuge.  
 
The regionôs services planned and developed a regional response to youth accommodation needs 
and from the early 1980ôs until 1990, the Westernport Regional Youth Housing Group operated as the 
voice for youth housing services in the region. The organisation operated with strong ties to the 
Westernport Regional Housing Council as provider of Crisis and Emergency Housing in the South 
East Growth Corridor. During the 1980ôs there was considerable growth in the development of 
services and the entire Westernport Region had youth housing services in place by 1990.  
 
The Westernport Regional Housing Council continued to develop emergency housing and housing 
information services with EH/HISP funding from Office of Housing in both the growth corridor and 
Frankston/Mornington Peninsula sub regions. This included the provision of domestic violence ñsafe 
housesò managed under a unique protocol developed with the SAAP DV Outreach Services in the 
region. 
 
Following the Victorian Review of the Supported Accommodation & Assistance Program (SAAP), 
youth accommodation services in the Westernport area undertook a comprehensive consultation 
process to develop a new service that would meet the changing needs of SAAP, retain the strong 
community base that had been established over the preceding ten years, and provide a quality 
service to young homeless people. As a result, Westernport Accommodation & Youth Support 
Services was developed and incorporated in January 1995.  
 
Since then WAYSS has continued to be active in the development and implementation of innovative 
service models to address the issues of homelessness. In early 1996 the Private Rental Access 
program was funded by the Office of Youth Affairs to assist young people access the private rental 
market. 
 
WAYSS has undergone further transformation with the restructure of Community Housing and the 
funding of the Transitional Housing Management Program. Transitional housing services are now 
provided to families, women and children escaping domestic violence and single adults as well as 
young people and those overcoming a drug dependency. The Regional Housing Council ceased 
operation and transferred direct service operations to WAYSS in 1997. 
  
The organisation migrated from an incorporated association to a company limited by guarantee in 
September 1997 and became WAYSS Limited. A corporate governance model was adopted and the  
organisation is governed by a Board of Directors with day to day management by the Chief Executive 
Officer. 
 
In July 1998 a voluntary transfer of auspice from Womenôs Health in the South East (WHISE) of the 
SAAP funded South East Womenôs Domestic Violence Outreach Service (SEWDVOS) took place. 
This service is now well established with accessible offices across the service catchment. Funding 
was also received to establish a Childrenôs Services Worker within the outreach service. 
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Late in 1998 discussions commenced with the YWCA of Dandenong and Westernport in relation to 
the transfer of the SAAP funded Womenôs Outreach Program. This received approval and was 
formally transferred on the 1

st
 of April 1999. 

 
Discussions with Department of Human Services and Department of Justice commenced in 2001 in 
relation to the establishment of a Drug Court Homelessness Assistance Program. Supporting 
participants in the newly established Drug Court who as a result of chronic homelessness, would not 
otherwise be eligible to participate in this innovative program, was the major objective. This program 
was established with a staff of four supporting up to 30 individuals on drug treatment orders and their 
accompanying family members. 
 
The decision of a local Womenôs Refuge to relinquish funding resulted in the establishment of an 
interim crisis service for women and children escaping family violence. Commencing in December 
2002 this service has now been developed into an innovative and unique response in partnership with 
local police and is the first service of its kind in Victoria to be operating from a police station after 
normal business hours. Work has commenced on development of a purpose build facility which will 
provide a crisis response for women and children and the integration of other family violence 
responses. The purpose build facility will be known as Southern Womenôs Integrated Support Service 
(SWISS) see below for further details. 
 
For women and children who have escaped domestic violence, accessing and maintaining private 
rental has been a major difficulty. In March 2003 grants were made from the Community Support 
Fund for a three year project aimed at providing assistance by way of rental subsidies for short 
periods of time. Initially established with two full time staff this program assisted women throughout 
the outer south east region with a particular focus on post crisis and transitional housing options. In 
early 2007 the Private Rental Access Program underwent redevelopment to target family violence, 
young people and clients with mental health issues to assist with access to the private rental market. 
 
As a result of the redevelopment by the State government of Family Violence Services which 
commenced in 2004 there has been considerable reorganisation of the services provided. The strong 
focus of the organisation on meeting the needs of women and children escaping family violence saw 
the development of formal protocols with Victoria Police. The establishment of the first Fax Back 
program to respond and provide early intervention to victims further enhanced the already formalised 
Police links to the Family Violence Crisis Service. 
 
Long term housing options for single people have long been a major problem in the organisationôs 
catchment. The development of a rooming house program and the acquisition of facilities in Frankston 
and Dandenong was supported by the Department of Human Services. A successful submission was 
made by WAYSS Limited for the management of these properties. 
 
The need to secure office accommodation in the Cardinia Shire to meet the demands of the rapidly 
growing community in the South East Growth Corridor had long been a major issue. In early 2005 a 
property was purchased opposite the Pakenham police station and has now been redeveloped to 
house a range of services. A lengthy redevelopment process which required the rezoning of the 
property was completed mid 2006. 
 
In late 2005 WAYSS was successful in a submission to Department of Human Services ï Office of 
Housing to provide a Social Housing Advocacy and Support Program to tenants of public and 
community housing. This program commenced implementation in December 2005. 
 

As a response to the further integration of Family Violence Services a partnership was developed in 
late 2005 with Good Shepherd Youth & Family Services, South East Centre Against Sexual Assault 
(SECASA) and Windermere Child & Family Services. This partnership was successful in submission 
for the delivery of a comprehensive range of services to victims of Family Violence. This was further  
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developed to include Springvale Indo-Chinese Mutual Assistance Association (SICMAA) in April 2006, 
as part of a second stage submission process which was subsequently successful. In partnership with 
these agencies WAYSS now provides and has access to a comprehensive service system to assist 
women and children. 
 
In August 2006 WAYSS was funded to provide the Common Homelessness Access Point. This 
program is a change to the sector which has brought together the primary services for homeless 
people, the services being WAYSS, Peninsula Youth and Family Services, Springvale Community Aid 
and Advice Bureau, Windermere and Hanover. WAYSS and Peninsula Youth and Family Services 
operate the Common Homelessness Access Points during business hours in Dandenong and 
Frankston.  Hanover operates the out of business hours homelessness response. These access 
points are now known as Front Doors, see below for further detail. 
 
In early 2007 WAYSS was successful in submitting for funding under the Youth Homelessness Action 
Plan Stage 2. To submit for this funding WAYSS formed partnerships with Springvale Community Aid 
and Advice Bureau, Open Family Australia and Peninsula Youth and Family Services, titled Creating 
Connections. For WAYSS the funding resulted in specialist youth intake, assessment and referral 
workers, youth housing placement, and linking young people to the private rental market.  
 
In 2008 WAYSS achieved Registration as a housing provider and Accreditation as a homelessness 
assistance service. 
 
In 2008 WAYSS received funding for the Step Ahead Program which initially provided a worker to run 
a Living and Life Skills program for young people. In 2010 the Step Ahead Program moved into a 
refurbished accommodation model which employed two workers. During 2010-11 further funding for 
the program was received to provide an extended hours staffing model. The service now employs four 
workers which provide services at the facility 7 days a week. The Casey/Cardinia Youth Services 
Coordinator and a youth outreach worker are also located at the Berwick site. 
 
In mid 2009 the Opening Doors Framework commenced implementation from DHS in regard Housing 
Information and Referral Services. This saw WAYSS provision of Housing Services and Common 
Homelessness Access Point combine to become Initial Assessment and Planning workers. WAYSS 
officially renamed the program Homelessness Services and worker titles to Initial Assessment and 
Planning workers in February 2010. The previous Housing Services workers also undertook as part of 
their role SHASP Advocacy. WAYSS integrated this into one SHASP program in January 2010. 
 
Capital works began in April 2010 to build a family violence facility in Doveton known as The Southern 
Womenôs Integrated Support Services (SWISS). The complex includes a support/office/counselling 
facility and eight individual units for accommodating women and children who are escaping family 
violence. In 2011 funding was received for establishment and as surety from DHS that recurrent 
funding would be increased to enable WAYSS to operate a 24/7 model. WAYSS engaged 
consultants, Thomson Goodall and Associates with the establishment money to produce a report on 
the functions of SWISS, a service model, linkages and partnership implication and a financial model 
for its operations. As of June 2011 the capital works are near completion. 
 
WAYSS also received new funding for two family violence ñSafe at Homeò workers which will enable 
us to take a more proactive early intervention approach to women and children. The Safe at Home 
program will operate in close co-operation with Victoria Police and the Justice System. 
 
In April 2010 our submission to provide Accommodation Options for Families was successful. 
Accommodation options for families (AOF) began as an initiative from recommendations of the 
Rooming House Taskforce. WAYSS was provided funding to appoint two workers to assist families 
who are at risk of living in sub-standard rooming houses to access private rental. 
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The Emergency Youth Accommodation facility rebuilding under ñNation Buildingò was completed in 
January 2011. The staff moved from their temporary location at Step Ahead to the new facility and the 
service began taking clients. The facility is now a 10 bed crisis accommodation for young people. The 
staffing arrangements for the facility have been upgraded to include a Manager, Coordinator, 
residential workers and Youth Intervention and Assessment worker and Youth Outreach Case 
Worker. Young people accommodated by the facility have access to brokage monies for flexible 
support packages. 
 
During 2010/2011 WAYSS undertook a reorganisation of its Management structure. This began in 
early 2010 with a focus group of Management team members and continued over many months until 
a new structure was agreed upon in February 2011. The main reasons for reorganisation was the 
growth in the programs WAYSS manages over the last 4 to 5 years, the new facilities WAYSS will be 
operating (Southern Womenôs Integrated Support Service - SWISS & EYA), and the need to 
incorporate them effectively into WAYSS service delivery, to improve and enhance the client 
pathways between the services provided by WAYSS, to integrate Housing and Support Services, to 
improve client outcomes through more effective pathways, and the increased governance and 
regulatory requirements.  
 
The increased complexity and growth of WAYSS services demanded we needed to identify the most 
appropriate structure to ensure quality services for our clients and support for our staff. The resulting 
structure has now increased the number of Coordinator positions that directly support staff, mirrored 
some service provision in both Dandenong and outposts and integrated Womenôs Services across the 
organisation. From February to June 2011 the structure has been implemented over a staged 
process. 
 

WHO WE SERVE  

WAYSS exists to serve people in the community who are homeless or at risk of homelessness. To do 
this WAYSS provides access to support services and affordable, safe accommodation. 
 

SIZE  

WAYSS employs 126 staff. These employees work in a range of funded services, including finance 
and administration, across 7 locations in the local government areas of City of Greater Dandenong, 
City of Casey and City of Frankston and Shires of Cardinia and Mornington Peninsula. 
 

LEGAL CONTEXT  

WAYSS Limited is a non profit company limited by guarantee and recognised by the Australian Tax 
Office as a Public Benevolent Institution. 

 

 

. . .  
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SERIVCES  

ACCOMMODATION OPTION S FOR FAMILIES  The program is focused on families 

with children residing in unsafe and illegal rooming houses. Familiesô are assessed through the 
Intake, Assessment and Planning staff and referred through to the program. Accommodation Options 
for Familiesô clients are case managed from the rooming house into the private rental market. The 
program comes with an amount of brokerage to assist the case management focus. 
 

ANIMAL ASSISTED EDUC ATION AND THERAPY PR OGRAM  This program 

provides children who are case managed by WAYSS, or who have a parent who is case managed by 
WAYSS, with practical skills in animal care to strengthen empathy and empowerment through a 
purposeful activity. 
 

CHILDRENõS SERVICES provide case management for children, in conjunction with the 

primary case manager from WAYSS support services and in consultation with the parent/primary 
caregiver and the child. 
 

DRUG COURT HOMELESSN ESS ASSISTANCE PROGR AM (DCHAP)  

provides homelessness support services to clients on a Drug Treatment Order. Case Management is 
provided on a range of issues contributing to homelessness and is exclusively attached to clients 
accommodated in Transitional Housing. 
 

EMERGENCY YOUTH ACCO MMODATION SERVICE (E YA) ) is a ten bed 24 

hour crisis accommodation service. The service targets young people between the ages of 15 and 25 
years who are homeless with priority given to young people under 21. Generally, young people stay 
for up to six weeks. EYA has a Youth Intervention and Assessment Worker who provides services to 
all Youth refuges in the Southern Region to divert young people from entering the homelessness 
service system. EYA also has a Youth Outreach Case Worker who provides support to young people 
exiting EYA in all types of accommodation and has access to brokerage for flexible support packages. 
 

FAMILY VIOLENCE CRIS IS SERVICE  has been operating as an interim service since 

November 2002 and has now developed into a permanent service. Since the 2003-04 financial year, 
this service operates extended hours seven days a week providing improved access and support for 
women and children in crisis situations escaping family violence. Family Violence Crisis services will 
move into the new SWISS facility on its completion and operate a 24/7 service. 
 

FAMILY VIOLENCE FAXB ACK PROJECT  provides services to women and women 

with children who have the Victoria Police attend an incident of family violence. Women will have a 
formal referral made to the Faxback worker by the Police when the Police seek an intervention order, 
lay criminal charges related to the family violence incident and/or have concerns for the physical, 
mental, psychological health and welfare of the family members. 
 

FAMILY VIOLENCE OUTR EACH  Service  provides case managed support to women 

and women with children who are homeless or at risk of homelessness due to family violence.  
 

FINANCE & ADMINISTRA TION  The Finance and Administration team is based at the 

Dandenong Office and provides payroll, financial management, vehicle management and building 
services for the organisation. 
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HOMELESSNESS SERVICE S PROGRAM  Initial Assessment and Planning workers 

aim to provide information, advice, advocacy and referral in response to an individualôs housing 
needs. Initial Assessment and Planning workers also provide a response to people in housing crisis. 
Homelessness services operate in Dandenong, Pakenham, Narre Warren, Cranbourne and 
Frankston.  
 

OUTER SOUTH EAST ROO MING HOUSE PROGRAM  provides long term 

rooming house accommodation to single adults in the Frankston and Dandenong areas. Residents 
must meet the Office of Housing eligibility criteria for public housing and referrals will be prioritized for 
individuals with strong links to the local area.  
 

PRIVATE RENTAL ACCES S PROGRAM  provides services to three target groups, 

women who have experienced family violence, young people and people with a mental illness, to 
access the private rental market. 
 

QUALITY ASSURANCE  team is based at the Dandenong Office and provides human 

resources management, policy and procedure development and review, organisational planning, 
compliance with Registration and Accreditation, Occupational Health and Safety, Risk Management 
and operates WAYSS document control and records management systems. The General Manager 
Quality Assurance is also responsible for Property Services which in includes Transitional Housing 
and Rooming Houses 
 

SAFE AT HOME  works with women escaping family violence who have had court or Police 

intervention to keep them in their current accommodation. The program as access to brokerage funds 
which provides improved safety and security to enable women to stay in their own home.  
 

SOCIAL HOUSING ADVOC ACY AND SUPPORT PROG RAM (SHASP)  

commenced in January 2006 to provide services to public housing tenants in the Cardinia, Casey, 
Greater Dandenong, Frankston and Mornington Peninsula service catchment. The support and 
advocacy program has been integrated to provide case managed support and advocacy to Office of 
Housing tenants who require assistance to establish their tenancy or maintain their tenancy. Support 
is also provided to indigenous tenants to  
resolve factors placing their tenancy at risk. SHASP manages a range of community facilities within 
public housing developments.  
 

STEP AHEAD PROGRAM  Step Ahead Case Workers provide support to clients aged 17 to 

21 living in Step Ahead accommodation which operates on an extended hours model 7 days a week. 
Each client is intensively case managed and engaged in a Living and Life Skills program tailored to 
their needs.  
 

TENANCY ADMINISTRATI ON  is based in Dandenong and provides all property and 

tenancy management functions. Currently this service is staffed by six experienced tenancy workers. 
In excess of 360 properties across the Cardinia, Casey, Mornington Peninsula, Frankston and 
Dandenong areas are currently managed by WAYSS. 
 

WOMENõS OUTREACH PROGRAM  workers provide case managed support for single 

women and women with dependents in transitional housing as well as private rental and other 
housing tenures. 
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YOUTH SUPPORT SERVIC ES: incorporates youth intake, assessment and referral, youth 

housing placement and case managed youth support. Services are provided to young people aged 15 
to 25 who are homeless or at risk of homelessness. 
 
WAYSS Limited also acts as auspice for the:  

¶ Integrated Family Violence Network employed a leadership position in 2009 to facilitate the 
development of integrated family violence services in the Southern Region. 

 

 

. . .  
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SERVICE   

LOCATIONS  

DANDENONG  

294 - 300 Thomas Street Dandenong (PO Box 3) 3175 

Telephone No:  (03) 9791 6111 
Fax No:  (03) 9793 5078 
 
Management, Finance & Administration, Quality Assurance, Womenôs Outreach Program, Family 
Violence Outreach, Family Violence Crisis Services, Safe at Home, Social Housing Advocacy 
and Support Program, Youth Support Program, Drug Court Homelessness Assistance Program, 
Private Rental Access Program, Homelessness Services, Tenancy Administration, Outer South 
Rooming House Program, Accommodation Options for Families, Integrated Family Violence 
Leadership Worker. 

EMERGENCY YOUTH ACCOMMODATION  

26 Potter Street Dandenong 3175 
Telephone No:   (03) 9791 5692 
Fax No:  (03) 9793 2232 

 
Manager, Coordinator, Residential Youth workers, Youth Intervention and Assessment Worker, 
Youth Outreach Case Worker. 

BERWICK   

50-52 Bellevue Drive Berwick 

Telephone No:  (03) 8786 7055 
Fax No:  (03) 8794 7473 
 
Manager, Residential Youth, Step Ahead 

CRANBOURNE  

140 ï 150 Sladen St. Cranbourne    
PO Box 648 Cranbourne 3977 

Telephone No:  (03) 5990 6789 
Fax No:  (03) 5990 6207 
 
Family Violence Outreach, Youth Support Program, Womenôs Outreach, Homelessness Services 
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NARRE WARREN  

58 Webb Street Narre Warren  3805 

Telephone No:   (03) 9703 0044 
Fax No:  (03) 9703 0066 
 
Management, Reception/ Administration, Homelessness Services, Youth Support Program, 
Womenôs Intake, Womenôs Outreach Program, Family Violence Outreach, Childrenôs Services 
SHASP. 

PAKENHAM  

48 James Street Pakenham 3810 
Telephone :  5945 3200 
Fax No :  5941 9565 
 

Homelessness Services, Womenôs Outreach Program, Family Violence Outreach, Youth Support 
Program, Coordinator Outer South SHASP, SHASP 

FRANKSTON  

Womenôs Services                                                  

Dandenong Rd West Frankston                                      
PO Box 1152 Frankston 3199                                   

Telephone No: (03) 9781 4658                                        
Fax No:            (03) 9781 5912                                        
 

Family Violence Outreach,  Womenôs Outreach, Faxback, Childrenôs Services, Safe At Home, 
Coordinator Frankston Womenôs Services 
 
 

Housing Information & Referral 

37 Ross Smith Avenue Frankston 

PO Box 185 Frankston 3199 

Telephone No : 9770 2867 

Fax No: 9770 2431 

 

Homelessness Services, Social Housing Advocacy and Support Program 

 

. . .  
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DIRECTORõS  

PROFILES  

MARGARET KASBACH  - Director & Board Chairperson  

Margaret has been a Director since the formation of the company in 1997 having previously served as 
chair of the management committee. Currently working in the aged care sector Margaret holds a 
Bachelor of Education from Deakin University, Bachelor of Applied Science with Honors from Deakin 
University and has recently undertaken preliminary studies for a Masters in Applied Social Research 
at Monash University.  
 
During her career Margaret has held positions as a secondary school teacher, neighborhood house 
co-ordinator and administration officer at VCOSS. Having a keen interest in local issues Margaret 
represented Cranbourne Youth Housing Group for many years until the formation of WAYSS.       

MICHAEL BARDEN  - Director & Company Secretary  

Michael has been a Director holding the dual responsibility of Company Secretary since the formation 
of the Company in 1997. This followed a long commitment to addressing youth homelessness as 
Treasurer of Dandenong Youth Refuge Inc and Dandenong Valley Youth Housing Group Inc from the 
early 1980ôs and committee member of the Westernport Regional Housing Council from 1992 to 
1996.   
 
Having previously worked in the metal industry Michael was the electoral adviser to Victorian 
Treasurer Hon Rob Jolly from 1987 to 1992. Member of the Consumer Affairs Ministerial Advisory 
Committee from 1983 to 1988 and a community visitor for Supported Residential Services from 1995 
to 2000. A well known and recently retired JP, Michael  participated in the Honorary Justices Assisting 
the Police program providing his services at Springvale Police Station for many years.  

COLIN DICKIE - Director  

Colin has been a Director since the formation of the company in 1998 and holds a Bachelor of 
Business from RMIT University. From 1964 to 1980 he held various positions with the City of 
Springvale and in 1980 joined the City of Dandenong as Town Clerk moving into the position of Chief 
Executive Officer in 1987 and retiring in 1995. 
 
Since then Colin has been an active community member serving on various Boards and Committees 
including Chair of Dandenong Community Health Service and Trewint Nursing Home and Board 
member of Springvale Community Health Centre and Dandenong Basketball Association. Colin brings 
a wide range of skills to the WAYSS Ltd Board including strategic and operational planning as well as 
having a specific interest in financial and asset management. In addition to his responsibilities as a 
Director, Colin is also an active member of the Finance Committee of Board.   

JEAN BLAMEY - Director  

Board Director Jean Blamey passed away on the 20
th
 of October 2010. Jean Blamey was known to be 

a strong and fierce advocate for the rights of all women, Jean joined the WAYSS Ltd Board of 
Directors in June 1998, having served as a committee member of WHISE during its auspice of 
the Domestic Violence Outreach Service and assisting with the service's transfer to WAYSS. 
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RONALD JOHN OõTOOLE, FCPA ACIS - Director  

Ron has been a Director for the past 8 years and is a Registered Agent of the Australian Securities & 
Investments Commission with thirty five years as a Corporate Financial Controller and Secretary. 
Currently semi retired and functioning in various roles including Finance Broking, Debt Collector, 
Business Manager, and Compliance Manager for the past seven years. One time contract lecturer in 
Basic Accounting and Bookkeeping at Frankston TAFE.  
 
Active is his local community and a member of the Mt Eliza Bowling Club, member of Mornington Golf 
Club, member of the Police & Citizens Consultative Committee, member of Mt Eliza Seniors and 
member of the Mornington Peninsula Accountants Discussion Group. Immediate past Secretary and 
President of the Mt Eliza Chamber of Commerce, Co Convenor of the Frankston CPA Discussion 
Group and long serving Past President, Co Convenor of the Eastern Chapter of the Chartered 
Institute of Secretaries. 

RAELENE STOCKTON  - Director  

Raelene has been a Director since formation in 1997, holding a Bachelor of Education and currently 
the co-ordinator of the Diploma of Youth Work course at Holmesglen TAFE. Having had many years 
experience in developing and managing services and programs in the community sector, particularly 
those targeting young people and their families.  Raelene was an assistant researcher at RMIT Social 
Science department, has worked in local government at the Shire of Cardinia and in the community 
sector as Manager of Grassmere Youth Services.   
 
With a strong focus on research and client focused service provision much of her work in the 
community sector saw her attempt to address the service issues for marginalised people in the South 
East of Melbourne in a collaborative approach with other services.  Her pursuit still continues, while 
not directly, through her current employment.  Raelene is employed in the Vocational, Educational 
and Training sector where her role is to educate and train potential workers to the community sector. 

JAMES FOLINO  - Director  

James joined WAYSS Limited at formation in 1997 following four years with Westernport Regional 
Housing Council as chair/committee person and BTIS tenancy worker. Prior to this, he had a 31 year 
career in legal administration holding senior management and statutory positions including inaugural 
Registrar of Small Claims and Residential Tenancies Tribunals (now divisions of VCAT).  
 
Further appointments include 8 years as Registrar of the Industrial Relations Commission of Victoria, 
Tribunal Member, Public Service Disciplinary Appeals Tribunal and 5 years in a senior executive role 
in the private sector. James currently holds a volunteer position as Independent Third Person with the 
Office of the Public Advocate. Re-appointed to the WAYSS board in October 2006, James brings 
direct relevant experience in his role with the WAYSS board. 
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[ D IRECTORõS  PROFILES]  

PETER BRUCE LE SOUE F - Director  

Peter Le Souef has been a Director at WAYSS Limited since February 2008. Peter was educated at 
Peninsula School and completed a law degree at Melbourne University in 1977.  
 
Peter commenced work in the Legal Department of GJ. Coles & Coy Ltd (as it was then) and 
ultimately was engaged in private practice as a solicitor from 1981. At that time Peter was seconded 
onto the volunteer list for solicitors at The Pines Legal Service (now Peninsula Community Legal 
Service) and has volunteered at that service since 1981.  
 
Peter commenced practice as a principal in a partnership in 1983 in Hastings and ultimately 
commenced as a sole practitioner in Frankston in 1989. Peter continued as a sole practitioner until 
October 2007 when he merged his practice with the legal firm of Meier Denison Guymer Pty Ltd in 

Frankston. Peter practices mainly in the area of family law with some commercial and civil dispute 
matters.  

DR. SIMON KENNEDY  - Director  

Dr. Simon Kennedy has been a Director at WAYSS Limited since August 2008. Dr Kennedy is a 
Clinical and Forensic Psychologist and Director of Behaviour Work Group, with a specialty in clinical 
psychology.  He holds a Bachelor of Behavioural Science, Master of Psychology (Clinical), Doctor of 
Philosophy (Clinical Psychology) (University of Melbourne), and completed a Post-Doctoral 
Fellowship in Work Stress at the University of Manchester Institute of Science and Technology.  
 
Dr. Kennedy is a Member of the Clinical, Forensic and Educational/Developmental Colleges of the 
Australian Psychological Society. He has been a registered Psychologist since 1984 and has 
undertaken private practice since 1986. Dr. Kennedy has held senior positions in Clinical Psychology 
and has held University positions since 1991, he has published over 20 papers in Australian and 
international journals, has presented to over 30 Australian and international conferences, and is an 
assessor for the Australian and New Zealand Journal of Family Therapy.  
 
He is a visiting senior lecturer at Australian Catholic University, RMIT and Deakin University. He has 
been an examiner for the Victorian Workcover Authority since 1995, and was previously a member of 
the Transport Accident Commission In-House Medical Panel, and was on the Department of Human 
Services Child Protection Panel of Experts.   
 
Dr. Kennedy is an experienced expert witness, having written several thousand psychological reports 
for Australian Courts regarding criminal, family, childrenôs, civil and compensation matters, and has 
given evidence to these Courts on several hundred occasions.  He has particular expertise in the area 
of work stress, in prevention programs, treatment, assessment and workplace audits. 

JAN CAREY  ð Director  

Jan was appointed Director in June 2011. Having worked at a senior level within the banking industry 
for 18 years including 12 years as a major branch manager for one of the big four Australian Banks 
Jan brings a wealth of experience in management and administration.  Jan has a particular interest 
and skills in the development and management of new business models, staff management, 
mentoring and training. Also active member of the Frankston community with involvement across a 
broad range of interests, in particular womenôs issues , Jan is currently working in the community 
banking sector.   
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CHAIRPERSON  

MARGARET KASBACH  

Welcome to the WAYSS Annual General Report for 2010 ï 2011. The last financial year was exciting 
and challenging in many aspects.   As Board members it is rewarding to know that our participation 
enables WAYSS management and staff to provide flexible and responsive services to clients across 
the catchment of five local government areas, City of Greater Dandenong, City of Casey, City of 
Frankston and the Shires of Cardinia and Mornington Peninsula.   
WAYSS does not work in isolation, the Board acknowledges and thanks the community organizations 
that, through both formal and informal partnerships, assist and support clients. This participation 
resulted in WAYSS accepted the keys to the new Emergency Youth Accommodation facility and the 
soon to be completed Southern Womenôs Integrated Support Service facility.  Both of these facilities 
will provide valuable services to youth and women across the WAYSS catchment.  
 
According to the Australian Bureau of Statistics, within the WAYSS catchment there are post codes 
with unemployment rates of over 10 per cent, compared with the State average of 5.3 percent.  It is 
for this reason that resource allocation in the South East Growth Corridor continues to be of great 
concern.  Missing out on funding to build the Casey North Community Resource Centre was 
disappointing to community services sector, including WAYSS.    
 
WAYSS management and staff have a long history of working, where possible, in the preventative 
and early intervention mode, usually in difficult and trying circumstances.  The Board considers that 
WAYSS is privileged to employ people who have a commitment to provide services which are 
responsive to the needs of clients and outcome focussed.  This commitment and dedication extends 
to numerous consultative committees and other forums where staff and management provide a voice 
for clients of WAYSS services. 
 
Last October, it was with great sadness that the Board said a final goodbye to Jean Blamey.  Jean 
was tireless community worker who is sadly missed.  This year the Board had the pleasure of 
welcoming Jan Curry.   Jan brings considerable experience in the banking sector to the Board. 
 
I thank my fellow Directors for their giving of time and expertise.  The Finance Committee continues to 
oversee the financial management of the organisation.  It is within this role Mike Barden, Colin Dickie, 
Ron OôToole and James Folino provide an eye for detail. The work of Peter Le Souef and Ron 
OôToole on Risk management and Mike Barden with the Policy Committee has also been greatly 
appreciated. 
 
I would like to thank the management team and staff of WAYSS and most importantly my fellow 
Board Members for their support and guidance.  I look forward to the opportunities and challenges 
that the Organisation will face in the coming year. 

. . .  
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CHI E F EXECUTIVE OFFICER   

KIM STOWE  

This has been a year of building for the organisation, in every sense of the word building. Capital 
developments funded both by the Federal Government Nation Building program and by the State 
Government have represented a substantial brick and mortar investment. The organisation has also 
been building and strengthening partnerships aimed at getting the best possible outcome for those 
experiencing homelessness.  
 
After a stalled start we saw the completion and handover of the Emergency Youth Accommodation 
facility, óthe refô, and albeit for some ongoing build defects we welcomed the service back with 
increased capacity. The year also saw the ongoing build of the Southern Womenôs Integrated Support 
Service facility, the largest project in the history of the organisation, undertaken by DHS. After 
considerable delay, the drought did finally have to break; the handover did not occur in the reporting 
period but eventuated in August 2011. 
 
 As is usually the case, in this annual report the General and Area Managerôs reports bring a level of 
detail that will hopefully provide members with a better understanding of the complex issues, for both 
clients and operations, which are the ongoing life of the organisation.  
 
This has again been a year marked by some substantial achievements, maintaining our Registration 
as a Housing Provider, the organisation continues to meet and improve on reporting obligations under 
this legislation. Having also maintained Accreditation as a Support Provider following a successful 
midterm review, preparation for reaccreditation in the second quarter of 2011-12 is currently well 
underway. The excellent work of all the staff has been integral in ensuring that services delivered 
meet and exceed Homelessness Assistance Standards and have always remained focussed on 
outcomes rather than outputs.  
 
Client feedback continues to be an important and integral part of operations. This feedback continues 
to indicate that the organisation has been achieving the aims, which are reflected in a constant high 
level of client satisfaction. It also reflects the commitment to assisting clients with a sustainable 
outcome. This is however seriously threatened by the growing gap in income support and the 
deepening crisis in housing affordability.  
 
The year has again been a difficult one, in particular delivery of a balanced budget. The organisation 
has once again managed its finances to maximise service delivery. As I highlight every year, it must 
be noted that the financial burden of regulation and accreditation is substantial and ongoing. This 
issue impacts on the entire sector at an increasing cost to service delivery and what at most times, is 
overwhelming levels of demand from our community. The continuing propensity of government to 
reorganise rather than recognise can at times be demoralising, The suggestion that increase in 
demand is a result of outcome failure demonstrates a fundamental lack of meaningful analysis. 
Access to affordable housing remains the cornerstone of a sustainable outcome which must be 
underpinned by adequate income.        
 
The organisation continues to work for and recognise the importance of sustained outcomes and 
breaking the cycle of violence and homelessness, which is the binding factor for all our services. It is 
well recognised that our greatest resource is our staff and there is an ongoing need to provide 
appropriate conditions. The past year saw the introduction of award modernisation and the 
development and implementation of an Enterprise Agreement. Ongoing improvement to client and 
office based facilities remains a high priority as does an ongoing commitment to occupational health a 
safety.  
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[ C h i e f  E x e c u t i v e  O f f i c e r ]  

It is with sincere thanks that I can again say that the organisation is very fortunate in being able to 
build on our partnership with other organisations and services. This includes Victoria Police, 
Peninsula Youth and Family Services, Hanover, Good Shepherd Youth & Family Services, SECASA, 
Southern Health, Windermere, Springvale Community Aid and Advice Bureau, Casey North and 
Casey South Community Information and Support Services, Open Family, SICMAA, ERMHA, 
SEMRC, Dandenong and Frankston Magistrate Courts, Drug and Alcohol Services, Mental Health 
Services and the many community groups, organisations and services we work with and that support 
us throughout the year.  
 
Also our sincere thanks to the groups and organisations who have provided material support, Zonta 
International, Pakenham Quilters, Peninsula Patchworkers, Dandenong Benevolent Society, 
Dandenong Magistrates Court, The Queens Fund, Spotlight Sandown and the many other 
organisations and individuals who have supported our work throughout the year.   
 
The ongoing relationship and support of the Department of Human Services both centrally and 
regionally as well of the Office of Housing has remained positive and focused on client outcomes and 
we extend our thanks to the management and staff.  
 
In closing all that remains is to sincerely thank the Directors for their ongoing commitment and 
dedication to the organisation and all the Management team and every member of staff for their equal 
commitment, dedication, hard work and most importantly the inspiration they provide throughout the 
year.  
 
 
Kim Stowe 
Chief Executive Officer 
 
 

. . .  
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QUALITY ASSURANCE  

GENERAL MANAGER õS REPORT  

 

Gaye Ealy, General Manager Quality Assurance 

Kerry Fleming, Manager Quality Assurance 

David Sutherland, Manager Human Resources 

Jacinta Skelly, Coordinator Human Resources 

Vannice Felix, Manager,  Projects 

MANAGEMENT REORGANISATION  

The Annual Report is starting off this year with the reorganisation of WAYSS Management. This has 
been a significant and lengthy change in the organisation. The Quality Assurance team have played 
an integral part in the reorganisation. Initially Quality Assurance conducted a focus group with 
Management and reported to the CEO. The focus group met further, refining ideas and developing 
some early draft structures. Over the course of implementing the restructure Quality Assurance have 
written numerous drafts of change management plans, worked on meeting and reporting structures 
and documented roles and responsibilities and written position descriptions and participated in 
recruitment. This was on top of having input and countless discussions on what the restructure should 
look like. Implementation of the new Management structure has been a very positive experience 
which provided opportunity to make improvements focused on client pathways and staff support. 

STAFFING  

In October 2010 Vannice Felix joined the Quality Assurance team after a lengthy absence from her 
previous role as Tenancy Administration Manager. Vannice began on reduced hours and worked on 
projects involving Tenancy Administration. Vannice has taken up the position of Property Services 
Manager in the Management Reorganisation under Quality Assurance on the 4

th
 of July 2011. Trevor 

Winderlich who was acting Tenancy Administration Manager is now the Property Services 
Coordinator. 
 
In November 2010 Jean Kotsineadellis finished up her contract position of Records Management 
Administrative Assistant. 
 
In January 2011 Jacinta Skelly returned from maternity leave and took up the position of Human 
Resources Coordinator as part of the Management Reorganisation. David Sutherland remained as 
the Human Resources Manager now in the permanent position. 
 
The role of Community Liaison and Development Manager was reviewed in the restructure and 
retitled Quality Assurance Manager. Kerry Fleming took up the Quality Assurance Manager position 
and has refined and expanded the role, now supervising Norma Edge the Records Management 
Administrator. 

REGISTRATION  

We were informed in late August 2010 that the Housing Registrar had changed some of its 
operations. Unfortunately our regulation contact had been changed during the year. We would like to 
thank our pervious contact Caroline Neske who was a great support through the regulation process, 
and listened and took time to understand WAYSS business. There had been some confusion through 
the year on the interpretation of the Key Performance Measures data. This was able to be worked 
through with further discussion and explanation.  
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[ Q u a l i t y  A s s u r a n c e ]  

ACCREDITATION  

WAYSS will reach the end of the first three year cycle in the Accreditation process, in October 2011. 
Preparation for the 2011 Accreditation review commenced in September 2010 with a review of the 
2008 Self Assessment process and the Service Evaluations undertaken in 2009 and 2010. A decision 
was made to modify the self assessment and evaluation processes into one comprehensive system 
that would ensure compliance with Accreditation requirements and deliver adequate planning 
outcomes for each individual program. The new system, using the Homelessness Assistance Service 
Standards and the National Community Housing Standards as assessment criteria, enabled the 
Quality Assurance department to gather information to develop the Quality Journal required by QICSA 
for the 2011 Accreditation review and identify issues and planning imperatives that were fed into the 
annual planning day held in July.  Running workshops with each direct service program created the 
opportunity to develop individual program Quality Improvement Action Plans. Workshops were also 
undertaken with the Board, Management, Finance and Administration and Property Services using 
the National Community Housing Standards. The information gathered from the non-HASS areas in 
the organisation was fed into the development of the Business Plan and was used to complete 
requirements for Registration. 
 
Over the last year we have been involved in consultation regarding the Integrated Standards now 
known as One DHS standard. The One DHS standard involves combining Disability, Children, Young 
People and Families and Homelessness into one standard. These standards will not be implemented 
until July 2012. 

PLANNING  

Considerable work has been done on organisational planning over the last year. The Quality 
Assurance team is constantly looking at how WAYSS can plan better and thus improve services. 
During the year the Planning Framework was reviewed and changed, then presented at the annual 
Planning Day. The annual Planning Day itself ran with a new format of small group work which was 
evaluated by the participants as a productive exercise. The method by which we report progress on 
the organisations Operational Plan was reviewed and will go forward into the next year using a new 
system. 

RISK MANGEM ENT  

Risk management processes were undertaken for the new EYA and SWISS models. The processes 
focused on the program delivery and operation models for EYA and SWISS as a comprehensive 
matrix on the facilities build was undertaken by DHS. Drafts for EYA and SWISS Emergency Plans 
were completed and presented to the Management of each area.   
 
A review of the emergency colour code system used within the organisation was also undertaken and 
to bring the organisationôs safety procedures in line with Australian standards. 
 
Site audits of all WAYSS sites were completed in 2011. Occupational Health & Safety audits were 
incorporated with the site audits required by QICSA so not to cause undue disruption at each site. 
The information gathered is being analysed and fed into the Organisationôs Risk Matrix.  
 
The Risk Management Sub Committee put forward two objectives for discussion at the planning day 
to be included in the 2011-2014 Quality Work plan. The objectives raised were improvements to the 
incident reporting systems and further development of the organisations risk management framework.  
Bother are now objectives in the Quality Work Plan for 2011 -2014.  
The software used to prepare the risk matrix has been upgraded following incompatibility issues with 
Windows 7.  
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[ Q u a l i t y  A s s u r a n c e ]  

EMERGENCY RESPONSE GROUP  

The Emergency Response Group was re-activated to coordinate WAYSS response to victims of the 
recent flooding in the region. The large amount of work undertaken after the 2009 bushfires proved to 
be very worthwhile. The organisations response to the flood crisis was quick and effective. Staff were 
allocated to the recovery centres in Casey and Cardinia, available THM properties and support 
capacity was identified and an initial team was identified to respond to flood victims presenting via the 
front door.  

TRAINING  

Working with Potentially Violent Clients, Mental Health First Aid and Records Management training 
continued as essential training for staff in 2011.  The majority of staff training was practice related with 
family violence and complex needs attracting the greatest number of staff attending. Staff training will 
remain a priority; case note training has been sourced and will run in the latter part of 2011 as will 
Records Management for new staff.  
 

 
 
 

COMMUNITY LIAISON  

Once again the Pakenham Patchworkers and Quilters produced a large number of hand-made quits 
for the women and children working with the family violence programs. This year the Pakenham group 
was joined by the patchworkers from Nyora and Hills Loving Stiches from The Basin to produce quilts 
for the new SWISS facility. Many thanks must go to these groups of wonderful women who work 
tirelessly all year to produce the quilts.  
 

RECORDS MANAGEMENT  

Norma has spent a busy year implementing new systems for the Document Control and Archiving 
systems. The new document control system for ensuring the timely review of documents was 
instituted during the year. The system has worked well and all documents are up to date. The 
archiving system has been streamlined and 90% of client files due for archiving are arriving at the 
Records Management unit accurately prepared. The very good response to the new archiving system 
was achieved by Norma visiting all program areas to explain and demonstrate the new system.  
 
In March a more structured work schedule was trialled for Records Management.  This was defined 
as; archiving on 2 days per week and Document Control and other duties on 3 days per week.  
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 [ Q u a l i t y  A s s u r a n c e ]  

This system works well most of the time but has remained flexible to ensure it meets the needs of the 
organisation. Archiving on 2 days per week has contributed to a significant catch up in archives. 
 
On the weekend of the 4

th
 & 5

th
 of February 2011 storm water came through the roof and flooded the 

Records Management Unit. 25 boxes of archives were water damaged but were dried out and refiled.  
All cabinets and archive boxes had to be moved temporarily to the boardroom and the carpet pulled 
up revealing a tiled floor which will remain as floor covering for the RMU. The help and support of 
WAYSS staff during this time was very much appreciated. The Records Management Unit was back 
to normal by the 19

th
 and a Records Management Workshop for new employees set for the 24

th
 

February was still able to go ahead. 

ORGANISATION DEVELOPMENT:  

The management reorganisation undertaken during 2011 resulted in the creation of eight new 
Coordinator positions, all of which were filled by internal promotions. In response, a Coordinator 
Induction Program, comprising two sessions was developed to support the transition of the successful 
candidates into their new roles.  

RECRUITMENT:  

During the twelve months to 30
th
 June 2011, the Agency recruited 29 new employees filling vacancies 

that arose due to four new positions in the Intensive Youth Support Services and Step Ahead 
Programs,  ten internal promotions to newly created Coordinator and Manager positions and 19 
resignations, 
 
The most difficult positions to recruit continue to be those programs operating 24/7 rostered shifts. 
However with enhanced advertising and the engagement of an on-line recruitment agency we are 
seeing an increase in suitable applicants for vacancies in these programs. Recruitment and retention 
initiatives remain a focus for the year ahead. 
 

STAFF DEPARTURES ANALYSIS:  
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[ Q u a l i t y  A s s u r a n c e ]  

The main reason staff gave for leaving WAYSS in 2010/11 was alternative employment including 
career changes (60%) which is consistent with the results for 2009/10. The most common underlying 
motivation for alternative employment or career change was financial with promotional opportunities 
being a factor for some exiting staff. The results of exit interviews show staff would return if a suitable 
role was available together with a high level of satisfaction with WAYSS generally.  

ENTERPRISE AGREEMENT:  

A significant development in WAYSS employee relationships was the successful negotiation of the 
WAYSS Ltd and Social and Community Services Employees Enterprise Agreement 2010 which came 
into effect on 29

th
 December 2010.  The agreement was significant because was a first for the Agency 

and it provides certainty for our staff in relation to wage increases through to 2012 and preserves or 
enhances  conditions and benefits not available under the Modern Award. The nominal expiry date of 
the agreement is 30

th
 June 2013  

STUDENT PLACEMENT  

WAYSS has enjoyed great success with its student placement programs over recent years, resulting 
in the recruitment of students who have completed their studies. Though opportunities were limited in 
2010, one student was placed in the Casey/Cardinia Youth Services Program. We will continue to 
actively seek additional placements for prospective students. 

OCCUPATIONAL HEALTH & SAFETY  

During the year we have welcomed a number of new occupational Health and Safety Representatives 
to the Occupational Health and Safety Committee. The committee has had a busy year working on 
health and safety matters, including: 

- the approval and purchase of Defibrillators for all WAYSS controlled sites  

- development of safety drills 

- introduction of the safety manual  

- banning smoking on WAYSS premises 

- training of first aid officers, fire wardens and OH&S Representatives  

- promoting safety awareness throughout the organisation which includes the personal safety 

response process, enhanced focus on safety at the induction of new staff and regular safety news 

alerts to all staff. 

 
 
 

. . .  
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OUTER SOUTH  

HOMELESSNESS SERVICES  

JANICE PETERSON - GENERAL MANAGER  

To take this opportunity to reflect back on the 2011/12 financial year is pretty staggering. Initially our 
major focus in respect to support services was our move back into the new Youth Refuge which 
received enhanced funding to increase and diversify services provided to young people. 
 
Then, much of the financial year was tied up with conducting discussions and consultations regarding 
the re organisation of management and the subsequent implementation of the new structure. In 
addition we were involved in the Project Control Group responsible for the oversight of the 
construction of the Southern Integrated Womenôs Service (SWISS). 
 
The building of SWISS represents a huge milestone, not only for WAYSS but for the Department of 
Human Services and its approach to the funding and development of family violence services. For a 
number of years Victorian Family Violence Services have been developing what is seen as an 
ñintegrated Serviceò. This has involved Police, Department of Justice, many separate units of the 
Department of Human Services and the broader community. We have come a long way and, as a 
result the scope of what WAYSS can provide to the community has broadened considerably. SWISS 
is, in essence, a facility, albeit a very significant one. However the future development of the facility is 
predicated on the further development of co-operative and integrated working relationships with both 
our internal services and our partnership agencies. The objectives we hope to be successful in 
achieving have been a significant contributor to our need to re-organise the management of our 
services and, in the case for WAYSS Womenôs Services, to facilitate a co-ordinated approach to 
service accessibility and delivery. 
 
Both the Department, and particularly Housing and Community Building, and WAYSS are determined 
to work in partnership to develop and implement a best practice model for the delivery of services to 
women and children who are victims of family violence. This is a major challenge for the future but 
one we have been pursuing for more than ten years. It will be interesting to be able to describe the 
challenges and progress we make over the next year. 
 
I would like to sincerely thank all the staff and management of WAYSS who continually exhibit their 
commitment to the vulnerable people we serve, to the organisation and to each other. The Board, as 
always, continues to be a strong and dedicated group who oversee the operations and development 
of WAYSS in a positive and valuable way. 
 
To all the agencies that we operate in partnership with, I look forward to continuing our work together. 
The real value of that work cannot be underestimated. At a time when we are unsure of what lies 
ahead in respect to Government Policy and direction we have no doubt that we will be responsive to 
our community even though the communityôs needs seem to just get more and more complex. 

 

. . .  
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DANDENONG   

HOMELESSNESS SERVICES  

JEN KELLY - GENERAL MANAGER  

I usually open my report stating how busy we have been over the past year with lots of client contacts 
and great outcomes, that is still the case, but we did all of this in a climate of astounding change.  

REORGANISATION OF WA YSS  

With our Board of Directors blessing and support our Executive team pulled together a reorganisation 
plan for the agency. Whilst that may not seem a great feat we took some months to complete the plan 
and develop a change management strategy. Our Management team embraced the changes and we 
got on with implementing the changes. 
   
I am now the Dandenong Homelessness Services General Manager and responsible for our Youth 
Refuge and most of the program based at Thomas St.  I continued to have responsibility for the 
Tenancy and Rooming House programs and as of the 1

st
 of July this year, direct responsibility was 

transferred to Gaye Ealy and these programs will now be collectively known as Property Services 
Program. 

INTENSIVE YOUTH SUPP ORT PROGRAM  

The youth refuge moved back to its new building in Potter St in February 2011 with much fanfare 
about the attractiveness of the building. Pretty is good, functional is better and Rebecca, Kim, Janice 
and Geoff have spent inordinate amounts of time dealing with faults in the building and getting 
tradespeople back to fix stuff. I commenced responsibility for the program earlier in the reporting 
period and a well functioning team, at a beautiful building (that sort of worked), was handed over to 
me. 
 
The staff team encountered a few change issues during the move back from the temporary site in 
Berwick to Dandenong but have now recovered well. We are now able to offer young people a great 
and effective service. We will be fully staffed one day, but like other programs in the agency the staff 
who cover for gaps in programs do so with great commitment to our clients. Big thank you to the Step 
Ahead program for letting us sleep on their couch whilst ñthe refò was homeless.  

TENANCY AND ROOMING HOUSE PROGRAMS   

The Transitional Housing Program ended the year with 339 properties after managing 632 tenancies 
and collecting and submitting over $1 million in rent collected to DHS. Vannice took extended leave 
during the year and Trevor stepped up to the plate to undertake Coordination of the team and 
associated tasks. With Trevor filling in for Vannice this left his role unfilled and we returned the 
responsibility of property exits and associated roles back to the general tenancy team. 
 
George Ganas remained with the SHASP team and we welcomed Bree Van Eereden to the team in 
early July and Theresa in the January 2011. They have settled well into the team and our remaining 
staff continue to keep the program running along well. 
 
In May 2011 we undertook a tenant survey asking for specific feedback from our tenants on the 
practice functions in the tenancy program. Our response was not as good as last year, but still 
enough to have a reasonable snapshot of what is going well in the program and what is not so good. 
61% of respondents were pleased with the signup to the property and 55% gave a positive response 
to information that was initially given to them. Some concern was expressed about the cleanliness of 
properties and the quality of items in the properties but overall the survey responses were very 
positive. 
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[ D a n d e n o n g  H o m e l e s s n e s s  S e r v i c e ]  

 
The Community Capacity Building submission for the Rooming House program has been sent to DHS 
and we will be attempting to address our ñcarbon footprintò over the next 3 years with the addition of 
solar panels and water tanks to all of our rooming house stock. Hopefully we will be able to cut our 
utility costs as well as our use of resources. 

THOMAS ST REET  SERVICES  

As Sean and Mark have more than adequately reported on the programs based at Thomas St 
Dandenong at some stage each area has been impacted by low staffing as has our outpost offices. 
Due to our size we will probably never be fully staffed but it would be a nice goal. Our Human 
Resources people support us in this goal and I am sure it frustrates them even more than it does us. 
Everyone is busy attempting to deliver the best service possible to clients, in an ever diminishing 
resource climate. The same will continue into the next year, but we do have some exciting 
developments happening in the new financial year.  
 
SWISS will finally be on board and whilst we will sorely miss our family violence crisis colleagues we 
will share their pride at the commencement of a service that will take family violence services into a 
really brave new world. Everyone who has been involved in this development should give themselves 
a hugely earnt pat on the back, it is a job well done. 
 
On closing my report I will extend thanks to all of our great staff my trusted colleagues and of course 
our terrific and dedicated Board of Directors. 

. . .  
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DANDENONG  

HOMELESSNESS SERVICES  PROGRAM  

Incorporating 

INITIAL ASSESSMENT AND PLANNING  

SOCIAL HOUSING ADVOCACY AND SUPPORT PROGRAM  

YOUTH HOMELESSNESS PROGRAM  

Mark O'Callaghan, Manager  

OVERVIEW  

WAYSS provides Homelessness Services in the Outer South Region as part of the Victorian State 
Governments Transitional Housing Management Program, Public Housing Infrastructure Program and 
the National Affordable Housing Agreement. WAYSS provides an immediate response to people, 
including young people who are homeless or at risk of homelessness. The Homelessness Service 
Team assesses peopleôs immediate housing needs and provides options for short term 
accommodation, housing information, limited financial support for eligible households, support and 
advocacy for tenants of social housing, case management and transitional support for homeless 
young people, and referral to housing support services. 
 
It has been a year of exciting change for the teams. WAYSS undertook a strategy to provide 
transparent support and reporting structures for staff and programs. For the first time IAP and YOUTH 
homelessness services will operate within the same reporting line, and with the introduction of 
coordinators and specific area based responsibilities will drive towards complimenting the ever 
changing needs of the clients, the community, the workforce and the organisation. The planning has 
been taking place for some time; however the change process commenced at the end of the 2010 
year, and with phased out structural changes during the beginning of the 2011 year, we are already 
bearing fruit and positive working relationships. The teams remain focused on best client outcomes 
and continue to strive towards offering clients with responsive, effective and transparent support 
within a system that can be overwhelming, complex and multifaceted.  
 
This has been a year where again practice has been pushed and tested into realms that compliment 
the depth and knowledge the teams. With the complex nature of homelessness and the effects on the 
human condition, combine this with pre existing issues people endure each day provides an eclectic 
range of practice responses. This is none more so than people living with a mental health condition 
and how homelessness impacts on their well being and ability to respond. The year had the team 
working closely with other services as we attempted to draw on their support for this vulnerable client 
group.   As 2010 came to an end, we lamented what 2011 could possibly throw at us, and as we 
experienced the devastation of the Queensland floods, not only on our televisions sets but for most 
personally. Little did we know that it would hit even closer to home with parts of the Shire of Cardinia 
and the City of Casey experiencing such deluge.  February saw hundreds of homes affected 
throughout the outer south region and we had the IAP team working from various relief centreôs as 
well as back at the offices fielding enquiries, and providing information and assistance as best as our 
resources could provide. I would like to acknowledge the tremendous effort the entire IAP team did 
over those few weeks, and are still in some cases doing, all the while delivering a homelessness 
service. Some workers of which whose own homes where affected in the down pour, an extraordinary 
effort. I further acknowledge the support of the local services involved, the Department of Human 
Services and the response and support of the both the City of Casey and the Shire of Cardinia. I 
would also like to acknowledge the support of WAYSS management and the board for their 
commitment to supporting staff and the emergency response. Although the actual numbers we 
provided information and referral to was immeasurable, the team provided ongoing support to 62 
households in total, and expended close to $18,000.00 in financial assistance, which was supported 
by the Department of Human Services. 
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The Dandenong Homelessness Services Program financially assisted a total of 2360 households, 
with a total of 26,283 client contacts. Of the financial assistance, establishing tenancies expended 
$126,000.30 cents to 738 households, whilst rent arrears assistance expended $26,578.00 for 165 
households. Assistance for homelessness was the largest expenditure at $211,398.71 cents for 1457 
households. 
 
The SHASP team have been busy working with tenants to sustain their housing, and an issue that 
remains prominent is hoarding and the psychological effects this can have not only on oneôs 
emotional safety, but also physical safety with some properties deemed as inhabitable. The team 
were quite active for housing week this year with an open event in the Dandenong Plaza Mall. They 
put together a sausage sizzle, events and performers, show bags and the ever reliable and popular 
face painting by the Dandenong Youth Team. A sausage sizzle event was also coordinated for the 
Hastings community, and a warm thank you to the Hastings Art group for their art work they donated 
to WAYSS. The Indigenous Tenants at Risk Program continued the good work building relationships 
with the Aboriginal Cooperative and regular visits to their service. WAYSS also participated in many of 
the events around our vast catchment of the Outer South. The community facilities and tenant 
participation programs continue to operate at capacity, with varying attendance at sessions conducted 
within the facilities. The team thoroughly enjoy the interaction with the tenants and the multitude of 
activities people get involved with. 
 
The Dandenong Youth Team has had a year of working with a vast range of clients and issues some 
more complex than others. However what pushes the practice boundaries is the eclectic nature of 
their work. Although their badge is as a youth team, they are often not only working with clients that 
require youth responses such as our 16 to 17 years olds, and then in the next instance they are 
working with a 23 year old who requires an adult expected response. The challenge is that the 16 or 
17 year old often has to enter an adult system for housing responses, and working with this client to 
ensure they are fully equipped and able to achieve whatôs expected of them is an art form the 
practitioners take with pride. Young people from African back grounds were a consistent trend 
throughout the year and the challenges that can come from rooming house accommodation and 
support provided. Another challenge the team worked with was supporting young parents living in 
rooming houses. This became a trend as the more rooming house operators established their 
businesses in Dandenong, so did the attraction for a roof over oneôs head and the limited choice 
available. The Homelessness Prevention practitioner worked alongside of the many services so 
young people where able to remain at home and that supports and systems where set up to ensure 
the every opportunity to live with their family successfully. Affordability for young people is an issue as 
Dandenong goes through the gentrification process. Prices for rental are already out of the realm of 
the low or casual wage earner, whereas the independent youth allowance rate will not sustain a 
rooming house thus an independent rent is unobtainable on such a meagre income. 

SERVICE DEVELOPMENT  

The year has been a much more settled one for the IAP team, with most of the changes being tied up 
in the organisation. The IAP team maneuvered through the ending of the Common Homelessness 
Assessment and Referral Tool (CHART) and then taking on the Resource Register, and now it feels a 
little antiquated compared to the system of CHART, as we have had to let go of the E-Referral system 
and adopt the faxing of referrals again. With this in operation and as we get used to making the 
register as part of our habit, the transition was relatively smooth and the work between the partners 
remained positive to ensure clients continue to receive a responsive service. We now watch the new 
Statewide Homelessness Information Platform (SHIP) data tool and ponder the effects on IAP as the 
former SAAP services change over to it.  
 
The Youth Team went through some minor changes to the program with an improved line of 
management system. The changes where quickly over shadowed however when the news came 
through about the Statewide Homelessness Information Platform (SHIP), and the scurrying around of 
workers to be trained and prepared for the change over from SMART to SHIP. The team has many  
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plans to remain engaged in youth specific networks and provide a responsive, timely, and quality 
service.  
 
The SHASP team has gone through the most change, with not only a redefinition of their roles, but 
also the team was deployed into geographical zones, defining Dandenong and the Outer South as 
two teams. This meant that workers who chose to remain in Dandenong stayed and the Outer South 
team was redeployed at offices reflecting their location responsibilities. It has been a year where we 
have enjoyed the wonderful working relationships with our Office of Housing area offices, and we 
continue to review and strive to improve the referral process and tenants access to SHASP.  

CHALLENGES:  

With the multi layered complexity of issues that present through our programs, our primary goal is to 
secure accommodation for the client. This can be challenging in itself, and we watch with eagle eyeôs 
the rental market and the proliferation of rooming houses within the Dandenong catchment. The 
gentrification of Dandenong also brings about some areas of discussion with the possible impacts on 
rental prices and affordability for households on a low income. With the 2010 median household 
income of $992.50 per week and the median rental for a 3 bedroom house in Dandenong at $310.00 
per week pushes this household just above the housing stress indicator of 30%. Coming into 2011 
and the increase of rents and subsequent impacts one could theorise this will spin more households 
into poverty. Although this housing stress measure and median pricing is not a complete picture and a 
less sophisticated way of measuring affordability, it provides a platform of concern for Dandenong and 
people surviving on lower wages or income support streams such as Centrelink or Family Payments.   
 
Dandenong has been an area considered ñof affordabilityò and has attracted both investors and 
households alike to seek more inexpensive accommodation, but this has come at a price to 
Dandenong and its services. As the migration from the inner rings of Melbourne occur so does the 
need to provide services and support for people as they settle in Dandenong. We certainly are 
welcoming any social housing opportunity  as according to the Department of Human Services, the 
Dandenong Office of Housing has the longest public housing waiting list in the state at a total of 4180 
(as at June 2011).  
 

ACKNOWLEDGEMENTS  

I would like to acknowledge and thank all the staff and management of our partnered agencies such 
as Hanover - Dandenong, Windermere and the Salvation Army ï Peninsula Youth and Family 
Services. I would also like to acknowledge the support provided by the wonderful teams at the 
Community Information Support Services of Springvale, Dandenong, Narre Warren, Pakenham, 
Cranbourne, Mornington and Frankston, the Dandenong Benevolent Society, Centrelink, Salvation 
Army ï Doveton and Cranbourne, South Eastern Migrant Resource Centre, New Hope Foundation, 
Saint Vincent D Paul Society, Red Cross, Local Council workers, South Eastern Region Mental 
Health Association, Southern Health, The Office of Housing and Department of Human Services, and 
all other services that have provided us support along the way. We look forward to working along side 
you all this year. 
 
I would like to extend a warm thank you to Sean Quigley for the support and guidance through the 
handover process of SHASP. The support provided was a testament to the strength of the 
foundations in how he left the program. I would also like to thank the tremendous support from our 
WAYSS colleagues, management, workers and the Board of Directors, and acknowledge all the toil 
and determination in delivering the best possible outcomes for our clients. 
 
Lastly I would like to acknowledge and sincerely thank an inspirational team of ñno problems too bigò 
homelessness workers for their dedication, persistence and support over this year. Judi McHugh, 
Sandra Roldan, Anita Anderson, Boz Stephenson, Caroline Gleeson, Rosy Wolten, Olivia Partsch,  
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Tammy Blawuciak, Debra Sealey, Samantha Rice, Lasantha Bajjala Walawwe, Colleen Sweeney, 
Maria Rosa Litteri, Ashleigh Westcott, Serena Fonseka, Natalie Welfare, Alan Thomas, Simone 
Proctor, Dennis Paulka, Joyce Felicis, Lesley Bently, Madeleine OôReilly, Anne Boushel, Sarah 
DaCosta, George Ganas, Debra McPhee, Niki Moss, Kelly Nixon, Nada Robertson, Milka Velinov, 
Maria Wilson, Melinda Wood, Elma Becirovic and Don McIntyre. You all made the Homelessness 
program not only functional but enjoyable. 
 
 

DANDENONG IAP DATA COLLECTED                                                        2010/11   

Total Number of Client Contacts / Enquiries 26,283 

Rent In Advance Assistance 738 

Rent In Arrears Assistance 150 

Crisis Homelessness Assistance 2444 

Other 11 

Segmented Housing Assistance 191 

Housing Establishment Funds Distributed 

¶ Private Rent Assistance 
$ 175,216.21c 

Housing Establishment Funds Distributed 

¶ Overnight / Crisis accommodation 
$ 211,398.71c 

Average Payment per Client $ 194.00 

 
 
HOMELESSNESS OUTCOME COMPARISON 2009/10 TO 2010/11 
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OUTER SOUTH  

HOMELESSNESS SERVICES  

Doug Paroissien, Manager  

The last 12 months have provided many challenges to the Outer South team, including the 
restructuring of WAYSS management.  As a result of these changes, what was once known as the 
Casey/Cardinia Support Services, which included the Youth and Womenôs services, has now become 
the Outer South Homelessness Services, incorporating the Youth, Initial Assessment and Planning 
(IAP) and Social Housing Advocacy and Support Program teams.  The Outer South Homelessness 
Services cover the local government areas of Casey, Cardinia and Frankston/Mornington Peninsula.  
Within the Outer South, Alan Thomas continues to coordinate the IAP program, Steve Nidenko has 
taken on responsibility for the Youth program (both case support and Step Ahead) and Pat Bransden 
has moved from providing womenôs services to coordinating the Outer South SHASP team.  All three 
coordinators have led their teams wonderfully well throughout this time of change, whilst continuing to 
support their teams to maintain a high level of service delivery. 
 
Office space in the Outer South provides ongoing challenges and this year has been no exception.  
With the Pakenham and Narre Warren offices fairly stable at present the focus turned to Cranbourne 
and Frankston.  After many years of co-location with the Integrated Health Care Centre in Cranbourne 
the decision was made that the time was right to relocate our workers in with the Cranbourne 
Information and Support Services (CISS).  CISS had recently undertaken and completed their office 
upgrades and now had room for additional services.  The new office accommodates three staff 
members so the decision was made to relocate the womenôs services staff to Narre Warren and 
SWISS, whilst the IAP and Youth Worker would remain.  As part of the agreement with CISS we have 
been lucky enough to secure exclusive use of an interview room also.  We are looking forward to a 
positive ongoing relationship with CISS.   
 
As a result of building works to Peninsula Youth and Family Support Services (PYFS) Frankston 
offices, WAYSS was required to relocate our Frankston IAP and SHASP services.  With only a short 
period of time to facilitate this move the decision was made to utilise (for the short term) the recently 
vacated Cranbourne offices at the Integrated Health Care Centre.  Whilst not an ideal set up, for the 
short term this was perhaps the best option.  Negotiations are underway with various services in the 
Frankston area in relation to casual usage of interview room space so that clients are still able to 
access services within their local community.  Our hope is that long term office space within the 
Frankston area can be sourced quickly, allowing us to provide business as usual. 
The youth program, now coordinated by Steve Nidenko, continues to provide outstanding services to 
the local Casey/Cardinia communities.  The Youth Housing Support Program has had approximately 
160 episodes of support for the financial year, easily passing targets as stipulated in funding 
agreements.  As has been the case in previous years, crisis accommodation is still difficult to source 
in the Outer South with only the 10 beds at EYA as a funded crisis option.  With the growing 
populations in Casey/Cardinia serious consideration by funding bodies needs to be given to 
establishing a crisis facility within these local areas.  The youth team are reporting that more and 
more young people choose to remain transient rather than accessing accommodation in areas they 
do not know.   
 
Step Ahead saw the departure of EYA throughout the year and this has provided a number of 
challenges.  Reviews of the intake and assessment procedures are underway with an emphasis on 
identifying those clients who are either engaged with, or are actively looking for Employment, 
Education and Training (EET).  Step Ahead also saw the introduction of the Outcomes Star tool, in 
line with all other programs across Victoria, funded under Support for Young People that Really 
Counts.  The Outcomes Star is a tool that has been widely used in the UK and should better capture 
data about client outcomes rather than basic demographics.   
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It is too early to evaluate the effectiveness of the tool but we are confident the information gained will 
be of benefit to both the clients and staff when implementing case management and reviewing the 
effectiveness of service delivery. 
 
Outer South IAP have had what could only be described as a year of madness.  Illness has reaped 
havoc amongst the team, which in turn has led to staff shortages.  Alan Thomas, the Coordinator, has 
done a wonderful job reshuffling staff to alternative locations in an effort to make sure that service 
provision is maintained.  The Outer South IAP staff team have responded well to the ongoing changes 
and have all pitched in where necessary.  Demand on the service remains constantly high with 
Frankston and Narre Warren the two busiest locations.  For a period of time during the year the 
Pakenham service was provided from the Narre Warren site, so figures may be a little skewed as a 
result.  The upcoming year will also present a number of challenges, not least of which will be how to 
provide a service to a community when the offices are not located in that community.  We will 
however, do all we can to make sure that service provision is not compromised.  
  
The Social Housing Advocacy and Support Program (SHASP) is a new addition to the Outer South.  
As part of the management restructure the SHASP program was split in half, with 4 of the team 
members moving to office location within the Outer South.  There are now SHASP workers located at 
the Narre Warren, Pakenham and Frankston (x2) office sites.  Pat Bransden, after many years as a 
Family Violence Case Manager, joined the SHASP team as the Coordinator and is located at the 
Pakenham office site.  As the SHASP team only joined us early in July the benefits of locating the 
workers in the outposts has not been fully realised.  It would appear however, that the Office of 
Housing continues to make referrals and the staff continue to provide advocacy and support to all 
referred.  By this time next year we will have a better understanding of the impact locating the 
program across all regions has had. 
 
The previous year has also seen staff come and go and even returning again!  There have been too 
many staff movements to report individually, so I will just say thank you to all the dedicated staff who 
have worked as part of the Outer South team throughout the year.  The current teams within the 
Outer South have been sensational.  They have coped with changes at all levels and have proceeded 
to just ñget on with the jobò.  It is a fantastic team and I would personally like to thank them all for their 
efforts over the last 12 months.  What has impressed over the last year are the outcomes the staff 
continually strive for, and in partnership with the clients, attain.  I have seen a number of thank you 
cards addressed to staff and have also witnessed clients coming back to the service to offer words of 
thanks to the individual staff members.  To me, and I hope for staff, this makes the difficult work we 
undertake motivating and rewarding.  Whilst rewards are not a necessity of the job it is nice to have 
positive feedback and a few wins.  Well done to all! 
 
On a personal note the year has proved challenging.  I thoroughly enjoyed my time as the manager of 
womenôs service in Casey/Cardinia and certainly learnt a lot.  Georgia Tzelepis, who coordinated 
various programs during the previous year in Casey/Cardinia was, and continues to be, a fantastic 
support to both myself and the Outer South team.  I wish her all the best in her current role as 
Coordinator for Womenôs Services in Casey/Cardinia.  I would also like to thank Janice and the 
executive team for their support and guidance during this time.  To members of the Board and the 
management team, thank you all for your ongoing support, it is very much appreciated.    
 The Outer South team look forward to the challenges ahead in 2011/12.     

 

. . .  
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FAMILY VIOLENCE  

CRISIS SERVICE   

Incorporating  

Southern Womenõs Integrated Service System (SWISS)  

Saruon Khuon, Manager  

This year has been another busy year for WAYSS management and staff. Early this year the 
organisation went through internal structural changes to continue to improve the way we work, at the 
same time this has created some senior role opportunities for staff within the organisation. Within 
Womenôs Services there has been a huge change of structure and movement of staff to different 
office locations, mainly due to the completion of the Southern Womenôs Integrated Support Service 
(SWISS). In early April some staff members were appointed into various positions to complete the 
new structure. 
 
The Family Violence Crisis Service will be moving and operating at SWISS Facility once it is 
completed. We are also anticipating that there will be other staff members from other programs and 
other agencies to be co-located at SWISS. We are all looking forward for that day to come and to 
work closely together to get a quality outcome for our clients. 
 
The demand for crisis accommodation for our clients has increased significantly which has put our 
service into full swing to find alternative crisis and medium term accommodation and to provide 
various supports to meet the needs of these clients. It is great when we are able to refer them on to 
be case managed by the Family Violence Outreach Program, Womenôs Outreach Program and other 
programs which are relevant to the clients need. The team constantly reaches capacity but never 
turns down a support need even if their case loads are full.   
 
The Family Violence Crisis Service has had an extremely busy year and has once again exceeded 
targets for the year.  We have provided Crisis Accommodation for 247 women accompanied by 271 
children for a total of 449 nights at local motels assessed as being safe   Also, a significant number of 
women accessed the service for information, court support, advocacy, assistance with other issues 
but did not need Crisis Accommodation. These women came from all parts of the catchment area 
which is home to large Multi Cultural Communities. This was reflected in the range of linguistically 
diverse clients we assisted, many of whom had little or no English.    
 
Women from marginalised backgrounds with complex issues and limited options for accommodation 
due either to their behaviour or other problems that impact on their ability to share accommodation 
continue to be one of the main challenges facing both clients and staff.  These women will be a focus 
for our new SWISS Facility when it opens shortly.  Many women we speak to suffer from some type of 
Mental Health illness which leaves them extremely vulnerable and unsafe in rooming houses and with 
little light at the end of the tunnel. Another group of women at risk are those with children who cannot 
afford to stay in their home because of high rental costs.  If these women do not have family or friends 
to stay with their only housing option is also to go to a Rooming House. This is of great concern as 
this option is not suitable for children due to the mixture of people they have to share with and often 
these women decide to return home out of despair.    
 
Staff participation in both internal and external training is seen as an important part of team 
development.  The staff have participated in a number of training days, Mental Health First Aid, 
Dealing with Difficult People and Working with clients from Culturally and Linguistically Diverse 
Communities to name just a few.  The team has participated in the Specialist Homelessness 
Information Platform (SHIP) training so that we would be ready for the transfer of the data from 
SMART to SHIP.  We continued to meet monthly with Dandenong Womenôs Services which was 
made up of Family Violence Outreach, Womenôs Outreach Program and the Womenôs Intake Worker.   
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We would like to thank them for their support and assistance when times were tough due the large 
number of referrals or to staff shortages. 
 
During the year there were several staff changes that impacted on the Family Violence Team.  We 
received funding for an additional worker bringing the team to 6 Crisis Workers plus one Coordinator.  
Louis left our team to take up a position with the Dandenong Family Violence Outreach team. 
Conversely we were very pleased to welcome Mercy and Mariam to our Family Violence Crisis 
Service which is now a very diverse and culturally strong group of women. 
 
We look with great anticipation and excitement to the forthcoming year.  Moving to the new Swiss 
Facility will not only give us a new office with 8 units attached but will allow us to case manage clients 
in a way we have not been able to do before.  There will be many challenges but we hope to 
overcome these by working closely with women in a way that will allow them to start a new life free 
from abuse and adversity.  
 
We would like to thank the Board of Directors, CEO Kim Stowe together with the Management team 
especially Janice Peterson for their support and guidance during the year.  Secondly and most 
importantly the Family Violence Crisis team would like to thank the Pakenham Quilters for their 
ongoing support, their tireless supply of Beautiful Quilts, and other necessities for women and children 
that have to leave home.  These are a great boost for those who have very few possessions or just 
the clothing they stand up in. Also my heartfelt thanks goes to Yvonne and the Family Violence Crisis 
team for their hard work and the commitment in assisting their clients. 
 
The SWISS Facility is operational while this report is being written. We are all looking forward to the 
many challenges ahead. As with any new facility, especially a facility that is one of a kind within 
Australia there will no doubt be numerous challenges and ongoing maintenance issues. There exists 
no doubt that the Family Violence Crisis team will take all this in their stride and continue to provide 
assistance to many more women and their children in crisis to obtain affordable, safe, long term 
accommodation. 

. . .  
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WOMENõS  

TRANSITIONAL SERVICES  

Amanda Graham, Manager  

After seven years in my role as Manager of Frankston Womenôs Services, the latter half of this year 
has brought many changes, and for me this has included stepping out of this position to take on the 
newly created role as Manager of Womenôs Transitional Services at WAYSS. I am indebted to the 
staff at Frankston for giving me the opportunity to work with such a highly dedicated and professional 
team. There have been many highs, and some lows, such as the loss of two separate clients who 
were murdered by their ex-partners. Through all the problems and difficult scenarios that have been 
thrown their way by the nature of working with family violence and homelessness, nothing has ever 
been too much or too hard for any of this team to take on. And the highs are in the fact that there are 
scores of women and children living free of fear and violence today, living in secure and safe housing, 
because of the incredible work this team has done.  
 
I thank Toni in Intake, Jan and Jo in Faxback, Lyeng and Christine in Safe At Home, Maria in 
Womenôs Outreach Program, and Jackie in Childrenôs Services. While I have not had the pleasure of 
working directly with Kerry and Berenice, the two new workers in Family Violence Outreach, and 
Brenna in WOP, I know that they are already valued members of the team. I also recognise the 
contribution of other staff that have moved on over the years.  
 
In support of this change, three new Coordinator positions have been established to manage the 
womenôs transitional services staff at Frankston, Dandenong and Narre Warren locations. These 
positions have been taken up by Maria, Kim and Georgia, who are all doing a superb job in their roles 
of leadership and support. While the move to coordinate womenôs services into one cohesive service 
model is part of the reason for the change, the integrity of the specialised programs has been 
maintained, and it is to the credit of all staff involved that this has been achieved without any 
disruption, or impact on client services.     
 
I would acknowledge and thank Saruon and Doug for the work that they have done with their staff 
over the years, providing them with guidance and support. I am very privileged to be working with 
twenty four very professional Caseworkers and three excellent Coordinators. 
 
During the year the huge demand for services for women and children experiencing recurring 
homelessness, and homelessness because of family violence, has continued. While access to 
brokerage from Safe At Home, intended to make a womanôs home safe so she can stay or return 
once an offender is excluded, has resulted in many women detouring the homelessness service 
system, it is not enough. With ninety plus Transitional Housing Management properties allocated to 
Womenôs Services always at full occupancy, we know that women and children are still the ones who 
leave, and they are the ones who struggle to find alternative safe and secure long-term housing. 
 
This year has also seen the completion of the Southern Womenôs Integrated Support Service 
(SWISS), and I have been fortunate enough to recently move into an office at this facility. The 
development of SWISS is the result of many years of consultation, planning, and sheer hard slog, 
especially for CEO Kim Stowe and General Manager Janice Peterson. It is a unique and remarkable 
model that will enhance the provision of services to women and children significantly. 
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The FaxBack program has been strengthened during this year, with the integration of the Safe At 
Home program making it possible for many more women to be supported at both Dandenong and 
Frankston Magistrateôs courts. Affected family members (AFMôs) are referred by Victoria Police from 
12 police stations in the WAYSS catchment, and this year a total of 2050 referrals were responded to. 
The Animal Assisted Education and Therapy Group (AAET) is now in its sixth year and is still going 
strong with the wonderful herd of guinea pigs who are the real therapists for the children who 
participate in the weekly sessions. As always a huge thank you to the guardian of these beautiful 
small animals, the dedicated group practitioner Nerys Lewis, of Empathy Education & Training, 
assisted by her equally dedicated co-worker, Paige.    
We owe much to RSPCA Victoria for allowing the group to be held at their animal shelters, and to the 
shelter staff whose care and work with animals encourages childrenôs ability to interact and connect 
with animals in the process of their own healing. 
 
In March this year we saw some of the results of these years of the group work, when we were 
honoured to have a preliminary research evaluation report, ñIt takes me a little longer to get angry 
nowò, launched by The Honourable Philip Cummins. This report is available for viewing on the 
WAYSS website. The research is a collaboration between WAYSS, EE & T, and Child Abuse 
Prevention Research Australia (CAPRA) Monash University.  
 
The report really highlights the significance of the group for children who have experienced trauma as 
a result of homelessness and domestic violence. I would thank Dr Neerosh Mudaly for her 
commitment and passion for this project, also Professor Chris Goddard. Working with CAPRA 
continues to be a very rewarding partnership and we look forward to the next two years of further 
longitudinal research about the AAET group model, which is progressing with a generous grant from 
the PetStock Foundation. 
 
In closing I would like to thank the Board of Directors, the CEO and the Senior Management team, 
and my colleagues. This has been an exciting year of change and development, and I look forward to 
my continued role with WAYSS.    

. . .  
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SPECIALIST SERVICES  

Incorporating  

DROUG COURT HOMELESSNESS ASSISTANCE PROGRAM [DCHAP]  

PRIVATE RENTAL ACCESS PROGRAM [PRAP]  

ACCOMMODATION OPTIONS FOR FAMILIES [AOF]  

Sean Quigley, Manager  

The Specialist Services position was created as a direct result of the reorganisation of the 
Management structure, and incorporates DCHAP, PRAP & AOF. The reorganisation created 
numerous opportunities for many individuals and the organisation as a whole. I was fortunate enough 
to be appointed into the new position as Manager of Specialist Services; I am thankful for the 
opportunity and I very much look forward to the challenge ahead and welcome the extra 
responsibility. As anticipated the transition period did come with some minor issues in the 
establishment; however these óteethingô issues were quickly rectified. The lines of reporting are now 
alot clearer and streamlined, as all coordinators will now report to a Manager and not a General 
Manager as was the case with some programs in the previous structure.   
 
Firstly I would like to thank both Jane Gazzola (DCHAP Coordinator) and Shirlene Hart (AOF & PRAP 
Coordinator) for their input into the reports below and their willingness to provide me with the 
necessary guidance to ensure there was minimal disruption to all three programs during the transition 
period, both Jane and Shirlene have worked hard and with great diligence during the year. I also 
express sincere thanks to all the staff for their patience and flexibility during the works and 
redevelopment of the Dandenong office layout, this large project had minimal if any disruption to 
service delivery. Last but certainly not the least I extend my gratitude to the Board of Directors, Kim, 
Jen and the rest of the management team for their continuing support and understanding. 

DRUG COURT HOMELESSNESS ASSISTANCE PROGRAM [DCHAP]  

In March DCHAP case worker Jane Gazzola was appointed into the role of DCHAP Coordinator; this 
was as a direct result of the resignation of long term DCHAP Coordinator Rick Brown. We 
congratulate Jane on her new role and wish her well; we also thank Rick for his great contribution to 
the program and the organisation. I would also like to take this opportunity to thank and acknowledge 
Jane Gazzola, Lisa Conner, Tracy Farrell, Tegan Plunkett, Skye Dyer and Gabrielle De Saint for their 
hard work and commitment to the program during the year. The dedication and professionalism from 
all the DCHAP workers has been significant in the program achieving positive outcomes for clients 
during the year.   
 
The long anticipated Department of Justiceôs DRUIS computer database system began operation in 
March 2011.  Numerous technical challenges initially arose, however they were promptly solved.  As 
DCHAP is not part of the Department of Justice, our access to DRUIS required meticulous 
authorization, nevertheless we were given clearance.   Having access is a major accomplishment and 
further strengthens the partnership between DCHAP and the Drug Court Team.  It also emphasizes 
effective collaboration occurs best when partners create a working relationship premised on trust and 
respect.  The DRUIS database will allow access to details of all Drug Treatment Order participants, 
both past and present and will make the process of reporting to court a lot easier. 
 
Over the financial year, 59 clients were provided services from the Drug Court Homelessness 
Assistance Program (DCHAP), slightly less than the previous year.  88% of the clients were male and 
12% were female.  Referrals were received from the Drug Court for 32 clients, with the most being 
received during November 2010 (16%) and February 2011 (16%).  At the time of referrals being made 
by the Drug Court, 38% were staying with family/friends and 31% were in custody, requiring housing 
& support when released.  16% were residing in Public Housing, 9% in private rental and 6% in a 
rooming house.  The average period of support for clients involved with DCHAP was twelve months.  
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This length of time has again increased slightly from previous years; this is likely to be a direct result 
of the limited exit options available to clients once accommodated in Transitional Housing 
Management (THM) properties and the ever increasing wait times for public housing.  
 
DCHAP staff developed and facilitated a ñMoney Mindedò workshop/program, the program was 
designed to assist and develop relevant financial skills necessary for the future.  The program was to 
operate for approximately 8 weeks, however due to insufficient participation; unfortunately the 
workshop was cut short.   DCHAP staff then decided to deliver the workshop on a one-on-one basis 
with individual clients as part of their case management and support plan.  The results were mixed 
however congratulations to the clients who contributed and the staff for their inventiveness and 
persistence.   

Snapshot Data  
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PRIVATE RENTAL ACCESS PROGRAM [PRAP]  

Family Violence:  

PRAP staff attended the ñIntegrated Family Violence Access to Private Rental Programô meeting as 
part of a follow up on the evaluation to the program that occurred in 2009.  All PRAP programs were 
represented, DHS were surprised that the APR support and practical assistance was not provided to 
women and children in a consistent way across the state.  It was widely reported that clients who only 
had brokerage support did not receive what was required to sustain their tenancy, and ultimately 
without the appropriate supports in place their housing broke down. The review also stated that PRAP 
does complement family violence outreach services and has provided an alternative to refuge, 
transitional and other forms of temporary accommodation for some women. 
 
The success of the PRAP program has shown that brokering access to the private rental market is 
possible with the right partnerships, programs and approach, especially given the difficulty that many 
other programs have in accessing private rental tenancies and the shortage of social and public 
housing.  The PRAP staff once again delivered a well balanced and consistent service to women and 
children, this enabled achieving successful outcomes for clients a great deal easier.   
 
Some of the Suburbs covered on the Frankston / Mornington Peninsula were Balnarring, Crib Point, 
Rosebud, Tyabb and the Frankston area. Dandenong, Casey & Cardinia suburbs covered were 
Berwick, Dandenong, Springvale, Lang Lang, and Pakenham to name a few. 

Mental Health Pathways:  

The Banksia Ward, which is located at the Dandenong Hospital, is now Youth specific. There has 
been very little if any impact on the Mental Health Pathways program in the way of youth specific 
referrals.  The program received a total of 18 clients for the 2010-2011 year, the majority of clientôs 
were single males and their ages ranged between 30-44 years. Rooming houses and SRSôs are still 
the accommodation options for this target group.  History has taught us that support for this complex 
and vulnerable client group is of the essence when being discharged from hospital; however it does 
not necessarily guarantee they will be able to successfully make the transition from hospital and 
sustain their accommodation.  The underlying issues and social barriers can take a very long time to 
address, especially negative housing history, significant alcohol and drug use, behavioural issues and 
so on. The Mental Health Pathway component of the PRAP program has been refunded for a further 
12 months.   

Youth:   

As part of the Creating connections pathways for young people, the WAYSS PRAP program has been 
sighted as best practice model through an evaluation process.  As stated with the family violence 
component, clients have requested that support to be accompanied with brokerage.  The PRAP 
program was again successful in complementing and developing collaborative working relationships 
with existing homelessness services, real estate agents and specialist services as required for young 
people to maintain private rental. Industrious working partnerships are vital in achieving outcomes of 
value for the client group, for this reason the programs commitment in this area is imperative.    The 
suburbs serviced on the Frankston / Mornington Peninsula included but was not limited to 
Tootgarook, Rosebud, Rye, Frankston and surrounding areas. Some of the Dandenong, Casey & 
Cardinia suburbs included Berwick, Bunyip, Doveton, Pakenham, Springvale, and Dandenong. 
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Staffing variations:  

Bella NF went on maternity leave and delivered a lovely baby girl, before that Bella worked really well 
to ensure some fantastic outcomes for PRAP clients. Sam. R was appointed into Bellaôs maternity 
leave position however then moved into the SHASP team after being successful for a position as a  
 
SHASP case worker in the outer south.  Fran R continued her work on the Frankston / Mornington 
Peninsula and was a solid support for the outposts when they were understaffed. Special thanks to 
former PRAP Manager Mark O for ensuring the program was in ótip topô condition when it was handed 
over.  

Statistical Analysis:  

Table 1 - Overall Program statistics.              
                                                                      Target                       Actual 

July1
st
 2010 - June 30

th
2011            123            169      

 

Accompanying Children ï July 1
st
 2010 - June 30th  2011 137 

 

ACCOMMODATION OPTIONS FOR FAMILIES PROGRAM  [AOF]  

History:  

As a result of Melbourneôs ever increasing tight private rental market, unfortunately there was an 
increase in unregistered and poor quality rooming houses.  Of particular concern was the growth of 
these rooming house providers who operated outside the current registration and regulatory 
frameworks and were exploiting at risk people who were in urgent need of housing. The Rooming 
House Standards Taskforce was announced by the Victorian Government to take action on those 
predatory operators of intentionally sub-standard rooming houses who prey on some of the most 
vulnerable members of the community.  
 
The AOF program was implemented after key recommendations were made from the Rooming House 
Standards Taskforce. The Taskforce identified that there are a growing number of families in Victoria 
who are living in these ñintentionally sub-standard rooming housesò. The Accommodation Options for 
Families (AOF) program aims to reduce the number of families with children who are residing in 
private rooming house accommodation and to assist these families to secure longer term support and 
housing options (including public housing, social housing and private rental accommodation). The 
program also has a prevention focus by assisting families who are at risk of moving into a rooming 
house to access alternative housing options. 
 
As part of this program, brokerage was attached to assist with the provision of obtaining 
accommodation, white goods, and household items.  Flexible brokerage was attached to assist with 
education, medical, pharmaceutical and therapeutical intervention. 

Target implications:  

The Program has seen 83 adults with 161 accompanying adults come through.  Couples, single 
parents (including fathers) and sibling groups have successfully obtained private rental from rooming 
houses. Single fathers, for whatever reason are the target group that have had initial case 
management meetings however after a period of time they have not engaged any further with staff.    
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The team have actively been working on strategies on how to engage single fathers in an effort to 
improve client outcomes.  22 adults came through the Additional support for families with 61 
accompanying children.  Unfortunately, all tenancies were not able to be saved nor moved on from 
their current accommodation options, however we were able to intervene and assist with financial 
distress such as; childrenôs educational costs, books ,uniforms, as well as make facilitated referrals to 
specialist services to address concerns such as  legal issues, gambling issues, health issues, and so 
on. 

Area based implications:  

While, over the past year, clients with a past negative housing history have successfully accessed 
private rental, unfortunately  there are still particular sections of the community that are finding it 
difficult even though their housing history has been satisfactory. The AOF team have had to advocate 
robustly for this client group as there seems to be active bias occurring amongst a few real estate 
agents and landlords.  Certain client groups have indicated that they had been refused rental 
accommodation for non-financial reasons at some stage and genuinely believe their rejection is on 
the basis of race, gender, family size etc. 
 
Financial affordability for private rentals is becoming more and more of an issue.  Single 
mother/fathers with only one child are becoming more difficult to house within the rental market.  This 
target group really need to be gainfully employed to push their finances into the affordability range. 
Unaffordable rentals means low-income families are being pushed into accommodation that is 
inappropriate in terms of its stability, safety, habitability or location. The only other alternative is to do 
without other basic essentials such as heating, electricity and nutritious food. Even areas that are 
traditionally more affordable are slowly but surely getting beyond the reach of people living on low 
income.  

Staffing variations  

The AOF program was initially funded for two positions; a position was for 1 year (Joyce) while the 
other position was for 2 years (Debra).  Throughout the year we received further funding for a third 
position; this was a 2 year position (Colleen) and was for the additional support program. 
 
Joyce F, who came across from WAYSS IAP for the one year position, returned to the IAP outposts 
after completing the 12 month position.  Debra S continues her role in the 2 year position while 
Colleen S is also continuing in the additional support position. I would like to thank Joyce, Debra and 
Colleen for their commitment to the program and the outstanding results that they have achieved with 
the AOF clients. Special thanks to former AOF Manager Mark O for making sure the program was in 
fantastic order when it was handed over. 

Statistical Analysis:  

July 1
st
 2010 - June 30

th
 2011 

Families assisted  69 

Families into private rental 53 

Families into THM 3 

Families closed as unknown address 13 

Accompanying Children 169 
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INTENSIVE YOUTH   

SUPPORT SERVICES  

Rebecca Nash, Manager  

The year 2010-2011 saw the introduction of an Enhanced Youth Refuge response for the Southern 
Metropolitan Region. WAYSSô successful submission to provide this response has increased our 
ability to provide intensive case managed support to residents of the Emergency Youth 
Accommodation facility in a number of ways. An increased number of residential youth case workers 
has given us the opportunity to redesign a roster to include two case workers on shift every day. 
Coupled with this is the provision of two additional intensive support case worker positions. One 
position focuses on early intervention and diversion from the homelessness service system by 
concentrating on re-establishing healthy familial relationships and conducting psychosocial 
assessments. This worker is also available to service clients of other youth refuges within the region. 
The second worker concentrates on providing intensive case managed support to clients who have 
exited EYA, with the additional responsibility of supporting some of these clients in properties 
purchased specifically for our program. This has been an enormous change in relation to service 
delivery and the staff involved have maintained their level of enthusiasm and commitment to 
supporting the vulnerable young people accessing our service. 
 
Alongside the programmatic changes, there was also a change in physical environment throughout 
this year. For the first half of the financial year, EYA was running an interim service from the Step 
Ahead facility in Berwick whilst the Dandenong EYA property was being rebuilt. Undergoing an 
accelerated build process, the previous house was demolished in April 2010 and the new facility was 
handed over in January 2011. The program moved into the new building in February and clients 
began residing in our new home within the first week. Like any new development, there were some 
defects to work through however the new environment is well suited to the needs of our client group. 
 
With Intensive Youth Support Services returning to Dandenong, the management of the Step Ahead 
program was handed over to WAYSS Outer South. The physical separation of the two programs was 
a significant moment for the staff and clients involved, as it marked the first time that Step Ahead 
would stand alone since the program started. The pathway between EYA and Step Ahead remains 
strong, with clear communication and referral opportunities present. 
 
Despite running an interim service with limited capacity, the Intensive Youth Support Services 
program assisted 66 young people throughout the year. Of these, 62% were aged 16-17 years and 
there was an even split of males to females. 37.9% of clients stated their main reason for accessing 
the service was a family breakdown. Despite the program being temporarily located in the City of 
Casey, the highest percentage of clients stated the location of their last home was Dandenong. 
 
The last twelve months has seen some staff changes within the team. The maternity leave contract 
was filled by Layla Mastrantoni and the two additional residential youth case worker positions were 
filled by Larnia Sobott and Annie Brewin. Renee Brown filled the Residential Youth Case Worker 
position left vacant by James after he moved across to the Youth Intervention and Assessment role. 
Jay Wrobel resigned from his role in February to commence travelling. Geoff Lawrence joined the 
team in April and began the role of Coordinator in May. Stephanie Haikal commenced her role of 
Case Worker in May. 
 
On behalf of myself and the team, I will take this opportunity to extend our gratitude to our colleagues 
for the patience shown to our program throughout a year of many changes. 

. . .  
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