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ABOUT US
Community Support and Outreach Services Central Coast (Community SOS, Central Coast for
short) is the new business name for Gosford City Community & Information Services Ltd. The
company was founded in 1970 making it the first non-government, community organisation on the
Central Coast and only the fifth in NSW. Originally known as Gosford Shire Community Service,
the organisation grew to pioneer and provide many essential services on the coast, some of which
are still in operation today. Although the structure has evolved, it retains a strongly collaborative
ethos, where workers support one another, seek to work collaboratively and supportively, and
have a large degree of autonomy over their programs. We are a company limited by guarantee
and registered with the Australian Charities and Not-for-profits Commission (ACNC).

Our Motto
“Supporting Community. Reaching Out with Care”

Our Values
• Social Justice

• Integrity

• Accountability • Equality

• Empowerment

• Compassion

Our Vision
We seek to build social cohesion and promote equitable access to services and opportunities for
local residents. The approach underpinning all of the activities and services provided through the
organisation is informed by the core principles of community development.

Our Purpose
We work with our local community to address their immediate concerns.
We offer practical help to build for a positive future.
We are committed to improving people’s lives and connecting community.
We value empathy, rapport, trust and understanding; both in our connections with the community
and in the workplace.

Aims & Objectives of the Organisation:
1.

To facilitate the development of services and opportunities which meet the changing needs
of the Central Coast communities.

2.

To provide specific assistance and programmes to particular individuals or target groups.

3.

To maintain the standard of services provided, evaluate service effectiveness and monitor
changing needs.

4.

To deliver high quality advocacy, counselling, referral, support, information and

community education within a community development framework.
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BOARD OF DIRECTORS 2017-2018
Gosford City Community & Information Service Ltd is
governed by a Board of Directors:

Herbert Walker

John Edgington

Tiffany Power

Chairperson

Vice Chair

Hon. Secretary

Ben Connell

Judi Edgington
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Christopher Done
Director
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Nominations Committee
Bert Walker , Ben Connell, Vivian Muraahi, Christopher Done
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Chairman’s Report 2017-2018
This has been a year that has seen Gosford City Community and
Information Service (GCCIS) move into a strong position within the local
community. The past year has been very important in the transformation
of our community centre, by laying down a sound foundation. The board
and management team are committed to ensuring the successful
implementation of our strategic plan which is focused on supporting a healthy and thriving community.
We have completed a big turnaround in the last few years and I am heartened to see solid progress
across all programs in the centre with many of the program initiatives gaining momentum and generating
positive results.
As a board we acknowledge the importance a collaborative culture has in the community centres success.
The board is committed to leading an organisation where behaviours are as important as results. In order
to drive a performance culture, the centre needs to ensure that we have the right capabilities and
experience to support future ambitions. In the past year we have seen, board, senior management and all
staff bring an added depth of experience and diversity to our centre. At this point I would like to thank
board members, management and all staff for the significant contribution they have made to our centre.

“Rewarding moments make it all worthwhile”
This year we rebranded our operating name and tagline to Community SOS [Central Coast] with a tagline
of “supporting community, reaching out with care”. We hope this will generate more interest not only in
our community but also to those in the wider community that may need our help. Gosford City NILS and
Central Coast Region Financial Counselling Service are significant services within our organisation..
We have seen many rewarding moments in this past year and I refer to the message from our CEO, Vivian
Muraahi, in her report for a run-down of these successes.
We will continue to focus on our clients by developing a model that supports them across all areas of our
business, we are enormously proud of our NILS and Financial counselling programs.
We have built a strong financial foundation over the year and this will allow us to gain momentum against
increased competition and Government funding cuts. Thus through the leadership of board, senior
management and all staff we are well positioned to continue the charge forward in our business and
believe we will see further traction through the initiatives underway at our centre.
On behalf of the Board, I would like to take this opportunity to thank all our staff including volunteers, the
management team and the CEO, suppliers and partners for your continued support as we navigate the
process of change for the long term success of our community organisation.
Herbert Walker
Herbert Walker
Chairman
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Message from the CEO
I am truly blessed to lead the skilled, talented
and dedicated people who work and volunteer
for Gosford City Community and Information Service
(GCCIS). We have such an impressive team and each
one of you brings unique skills, passion and enthusiasm
to a talented table.
It is with many thanks to you – our staff, volunteers and
stakeholders, undergirded by our supportive Board of
Directors
that this has been a year filled with many rewarding moments.
These
moments range from the many positive outcomes we achieve daily for our clients and our
community, to the internal milestones we reached in our deliberate efforts to become more
efficient and sustainable.
Being able to manage your emotions is one of the strongest determinants of life long
wellbeing. We know that sometimes we feel anxious or sad or excited or disappointed, we
may be self- attacking or give up hope, but we don't understand the relationship between
different feelings or how to be in control of our emotional reactions. This is key to helping
ourselves and to helping others we live or work with. The role of emotions within social
work practice may at first glance appear to be intuitively obvious and incontestable.
Indeed, Howe (2008, p. 13) described the day of a social worker as ‘suffused with
emotional content’. Munro (2011) highlighted the centrality of the social work relationship
and acknowledged the importance of workers being able to identify their own emotional
responses and those of service users in achieving positive relationships.
I chose the theme of ‘emoticons’ as the cover page of our Annual Report this year for two
reasons:
1. Technology has introduced the emoticons and now avatars as a method of
communication to express how we’re feeling about a certain situation at the time of
that exchange, of which I find myself using to express certain emotions when
communicating with people in my life including my team of workers. It has become a
somewhat fun thing to do but at the same time is a non-confronting method to
communicate how a person is feeling or their reaction to what is being said. This can
be an effective method of communication which leaves room for expansion if the
situation calls for it. But the main reason is for the theme is this:
2. As community workers we face and deal with so many mixed emotions as expressed
on the cover page of this report. Our days can swing through so many different highs
and lows. The factors that create this myriad of emotional changes and challenges
culminate in the accumulation of what is ‘everyday’ in the life of a social worker….
Clients facing their battles of hardship, loss and despair, others who have received the
help they need and have gone from a state of being suicidal to a state of hope, others
who have suddenly realised that their situation, although desperate and at times
seemingly unforgiving has a pathway to a resolution and are overcome with joy and
most often gratitude. And as we wearily retire at the end of the day having had to go
through these rollercoasters of emotions of not only the people we help but our own
dispositions within our personal and working lives it brings to light why we are so
passionate about community. We do what we do because our heart is for the people,
our passion is for their wellbeing and hence the name Community SOS.
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I know that I mentioned this in a previous paragraph but I want to again acknowledge and
highlight the courage, devotion and resilience of the staff and volunteers of Community
SOS. I really am truly grateful to have such an awesome team to lead and support and I
am so blessed to also be supported by them.
In last year’s Annual Report I wrote that I predicted 2017 to be a year of restoration, of rebuilding and re-establishing our organisation after suffering loss of a vital emergency relief
service that impacted not just our organisation but the community.
Over the past year we have strengthened our positions financially and within our programs
and services with strategic planning and engaging with various stakeholders to meet our
service criteria’s and objectives.
This year we rebranded our operating (trading) name and tagline. This new name
‘Community Support and Outreach Services Central Coast’ or ‘Community SOS’ [for short]
with new tagline ‘Supporting Community. Reaching Out with Care.’ More accurately
reflects who we are and what we do as an organisation. In due course the plan will be to
make this our legal name so it will become our profile in all that we do as an organisation
as a whole. Our other trading names which identify individual services will remain. These
are Gosford City NILS and Central Coast Region Financial Counselling Service, as these
are significant services within themselves.

The community sector has been living in a year of transition, as various programs and
services have restructured and/or remodelled. We have seen this with the No Interest
Loan Scheme (NILS) and the TEI reform through Family and Community Services (FACS)
continues and Fair Trading have begun to review to improve financial counselling service
delivery over the sector. The ‘year of transition’ continued over this past year, as the
reform process for the funding programs of the NSW Government developed further, and
we continued the process of managing our services through these processes.
As we know, the only constant is change, and GCCIS
continues to respond to the changes in our environment in
order to continue to work with, and for, the people of our
community.
The landscape of the community sector can be
challenging, and it is good to be reminded that despite the
challenges, what we do makes a difference; that together
we can create change that flows to our community for our
mutual benefit and empowerment.
I am always surprised at the level of activity we achieve at GCCIS – we are a busy
organisation and I like to think an effective and vibrant one. There are always highlights for
us individually and as a whole organisation, and they of course differ for each of us.
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2017 saw quite a few changes to the GCCIS staff team. We said farewell to two long
standing employees – Corinne Biggs, from our Financial Counselling program and Jade
Churchill, our NILS co-ordinator.
 Corinne served many years helping people in financial hardship as one of our highly
experienced financial counsellors and carried through to retirement. We wish her
the absolute best in her health and future plans.
 Jade Churchill started with GCCIS in 2009 co-ordinating the NILS and Emergency
Relief program. Jade became well-known throughout the community with both
clients and partners for her genuine support and compassion. She was a great
asset to the programs and the organisation and we wish her well as she continues
in the community sector working with the disadvantaged.
 Tammy Coyte, also one of our financial counsellors and NILS officer, took over from
Jade as co-ordinator of the NILS program whilst also maintaining her role as
financial counsellor. With the transition to the new model, which has been
somewhat testing and confusing at times, Tammy has grabbed the bull by it’s
horns, so to speak and managed the transition with true professionalism. Training
staff and volunteers in the new approaches both within and external to our
organisation as partnerships with client support providers were being formed.
 Carly Robinson, also one of our financial counsellors, has brought her knowledge
and experience into the NILS program as one of our client support officers (CSP)
and is a welcome addition to the program.
 Volunteer, Brett Jasmin, also became one of our CSP’s and we truly have valued
his support and dedication to the program.
 In the financial counselling space we added three new employees. Heather Smith,
a fully qualified counsellor who initially came to us as a financial counselling student
and then went on to work for Salvation Army Money. Heather has reunited with us
and brought her lovely disposition, experience and knowledge into the wonderful
culture of our organisation.
 We welcomed two new trainees in financial counselling, Lody Stewart and Adele
Graham, both working diligently towards completing their Diplomas. There is such a
need for more financial counsellors as the demand is so high. Apart from the rest of
NSW, just trying to meet requests for help from the local region is a difficulty in itself
and it is our hope that the Government will recognise the need to pour more funding
into this area and help and support us further to meet these needs.
 Adele began as a volunteer for GCCIS and continues to volunteer in EAPA,
assisting clients who are struggling to pay their energy bills and just recently in the
NILS program as an assessor. Lody also works for financial rights assisting people
who are in debt through the National Debt Hotline.
One of the major highlights of the year was the change in the No Interest Loan Scheme
(NILS) program. The model was restructured by Good Shepherd separating client support
from loan management. Some providers chose to be client support providers only and
some loan providers, and some being both. We tendered for the collaborative model, as
we believe partnerships and outreach to be an important aspect of our service delivery and
were successful in our application. With the transition to the new model happening at the
end of May the team have been working tirelessly to meet the new objectives and targets.
Our financial counselling program, called Central Coast Region Financial Counselling
‘Service, run by Coordinator and supervisor, Tracy Cusack, continues to be a significant
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and vital program for the organisation and the community. Being the largest provider of
counsellors on the Central Coast and engaging in outreach throughout the region where
possible, we continue to look at ways we can expand our presence and reach more
places. Our team are booked out with appointments very quickly and even with putting on
two trainees there is never enough to meet the demand for this service. The financial
forecast tells us that people’s financial situations will worsen when interest rates begin to
rise and peak again. We can only hope the Government and our funding bodies recognise
the need to pour more financial assistance into our program so we can have the capacity
to employ and/or train more counsellors to meet this current and upcoming need.

Another highlight was the implementation of the BSWAT scheme. BSWAT stands for
Business Services Wage Assessment Tool. This tool was used to work out the wages of
supported employees who work in Australian Disability Enterprises (ADEs). In 2012 the
Federal Court found that the tool was discriminatory.
Through the BSWAT Payment Scheme the Department of Social Services is offering
payments to eligible employees of Australian Disability Enterprises (ADEs) who may have
been affected. Participants are required to have independent legal and financial
counselling in order to accept a payment. We were able to be registered for this scheme
through our financial counselling program. The scheme was a fee for service arrangement
with the Department of Social Services and was a wonderful exercise in working with
disability clients in a much different aspect of financial counselling. Our counsellors had to
undergo some teleconference trainings to learn the process and clients were assigned to
Tammy Coyte who consulted and provided to them their options so they could come to a
decision regarding their offers of payment. In the 2018 financial year we had 56 BSWAT
clients which brought in a revenue of $22,120 paid by the DSS. The Scheme will come to
a close by December 2018.
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The second half the year saw more of our business and strategic planning in the initial
stages of development of an exciting youth program, an outreach program and a DV
Initiative in partnerships with other organisations. When these program take flight they will
be a great asset to the community meeting needs that are currently underserviced whilst
also fulfilling government strategic plans in the targeted areas these programs will
address.
Throughout the year we have continued to work hard to maintain and build a bright ad
sustainable future that continues to provide a valuable service to our community. This has
been done in an environment of challenge and change.
I would like to congratulate the team of staff and volunteers for their contribution to this
objective. Our staff and volunteers are awesome and we are so privileged to have the
calibre of skilled, dedicated and hardworking people in our organisation. I want to thank
each and every one of you for being so great in everything you do.
At a Board level I would like to acknowledge with thanks all the Directors of the GCCIS
Board, who have given so much and so diligently to the organisation over the last year. I
am fortunate to work with a caring, experienced and committed Board. I would like to
thank them for their expertise, experience, ideas, support and commitment to GCCIS and
helping us all to achieve and work further towards the vision and mission we have.

Vivian Muraahi
CEO
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Our Services
NEIGHBOURHOOD CENTRE PROJECT (GNNC)
Our Community Builders Program is funded by Family & Community Services (FACS) for 2.5 days per
week, however, the Centre operates as a community hub providing information and referral and
community assistance for 5 days per week, because of our other funded programs. Our vision is to be fully
funded to expand into the services at a much greater capacity to fill the need in the high risk areas of child
and family safety. Last year I reported that FACS (Family & Community Services) had introduced the TEI
reform. Since this time we have had several meetings and workshops as we prepare to move into the
transition period. The TEI Reform process is still continuing and there also continues to uncertainties
around when and how the transition will take place and in what capacity neighbourhood centres, and
particularly our centre will be operating in to meet the new TEI targets. Consultations around service
delivery, expectations and target groups are still under negotiation and discussion. There have been
changes in staffing and structures within FACS that has also affected the Central Coast team. This has
slowed down the TEI reform process which has added a degree of difficulty when planning for the future
goals and strategies; Until such time as we have a clear direction for the community builders program we
will continue to operate as normal, i.e. playing an important role in the implementation of meeting target
group needs, and providing a valuable space that allows for community development and inclusion to
occur.
This year we have continued to hold special parenting workshops such as Magic123, and have started a
new supported playgroup in partnership with Coastwide Child and Family Services. The Russian
playgroup, in partnership with northern Settlement Services and the local Russian community has grown
and is thriving with anything from 6 – 8 families attending.
We have held different workshops such as Stand Together program for women who have survived
domestic violence. This ran over six weeks and was well attended assisting the women to work through
the impact that domestic violence has on their and their children’s lives and strategies for parenting and
self-care.
We also facilitated a self-harming workshop to assist
workers and carers for young people who self-harm
providing strategies and increased understanding of the
risk factors and causes of these behaviours.
Another addition to this year was the placement of a
person under a work rehabilitation program. The
participant worked alongside the CEO assisting in the
community development area. This was a 12 month
program. Both the CEO and the participant attended an
indigenous cultural awareness program funded by FACS.
We also accommodated two student placements both
completing their studies in Community Services.
We held a fun team building day at The Entrance where
staff and volunteers were involved in a photo
comp/scavenger hunt. They had the opportunity to let
their creative juices flow by coming up with a photos that
depicted a series of questions they were given.
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They were each given a toy that had to be
a part of every photo. The photos were
quite funny and it was interesting to see
everyone’s different imaginations. We
then had a team lunch afterwards. Part of
the team building was that each staff had
to also bring in a baby photo and staff had
to try and guess who they were and ask
three questions about that person. The
winning team and runner up of the photo
competition also received Coles gift
vouchers.

The CEO continued to attend meetings within the CCNCA (Central
Coast Neighbourhood Centre Alliance) network. This year we
succeeded in completing the production of a Central Coast neighbourhood centres film which highlights
the important work and services that neighbourhood/community centres provide to the community. The
film will be officially launched in November 2018.
Help! I’m in Crisis Fund
I would like to thank the individuals and businesses such as Gosford Hobbies, who have generously
supported us with items for our food hampers. This has been so helpful to assisting our clients who are
in financial stress. It is encouraging to know that there are people who care and are willing to give of their
time and finances to help support these causes. The fund is a slow growing program however, we have
received positive feedback from some of the local supermarkets such as Woolworths at Lisarow who are
willing to support us with trolley donations. This year we have given out 62 hampers.
Work Development Orders
Last year we became registered to provide work development orders to assist people ‘work off’ their
traffic and court fines. We have had seven people participate in the program this year with 60%
successfully bringing their fines down to a zero balance through volunteer activities, attendance to
financial counselling, attending courses and drug and/or alcohol treatment. The work development order
program adds to our ability to provide a wraparound experience for our clients to help them navigate
their way through their financial hardships to achieve a more secure financial position whilst they are also
educated on financial literacy.
EAPA (Energy Account Payment Assistance) Scheme also continues to provide a beneficial service to our
Centre. With the high cost of electricity we are seeing more and more people struggling to meet their
energy bills. This financial year we allocated 2334 vouchers (each voucher is to the value of $50) totalling
$116700 worth of energy bills paid off for 236 people in financial hardship.
ROOM HIRE
Our room hire service continues to be a great asset to the community as it allows people to conduct their
groups, small business (such as dance classes, yoga and weight watchers etc), and also provide a space
for meetings, conferences and special events such as weddings, baptisms and birthdays.
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We have increased our hire numbers and regularly look at ways of continuous improvement around the
venue hiring. The hire rates have not changed for two years in order to keep the venue as an affordable
space for people to hold their activities, however due to rising costs this will change in the next year.
It is not an easy task to co-ordinated the hires and maintain the premises in good functioning order for
the hirers, however, we are most grateful for our volunteers, particularly John Ryan, who is in charge of
coordinating the hires and Jo Vels who is very experienced in informing and assisting the hirers and
maintaining good relationships. We thank Central Coast Council for continuing our community licence
with them and for enabling us to continue facilitating the hire of the centre rooms. This is extremely
important in enabling both Council and our organisation to provide community development and services
that allow for inclusion and participation. It also allows for our organisation to successfully integrate the
services to provide referral and wrap around assistance as diverse people/groups come through the doors
and relationships formed. This is important for the breaking down of barriers and providing a safe space
for people to come. Consultation with our local community has shown that safety is the number one
need. In my experience, having an NFP community organisation that runs various community programs
such as we do, and most neighbourhood and community centres are the key to running a successful centre
and hiring venue.
COMMUNITY GARDEN
Our Community Garden project in conjunction with New Horizons has become a specialised garden for
people with disabilities and mental health issues. The desired aim of the garden is to eventually turn it
into a sensory garden. The project has had yet another setback, as vandals once again caused damage by
running a car over the garden beds totalling wiping out three raised beds and damaging a ground bed.
This is a huge disappointment due to not receiving the full grant applied for that would have seen a fence
around the complex. The vandalism has cost us financially and in progress to take the garden to the next
stage. One of our garden attendees, ‘AJ’, who has an intellectual disability and attends with his carer twice
a week was the most affected as his beds and all the time, effort and care he put into growing his produce
was ruined. Unfortunately, vandals don’t understand the negative impact they have on people,
particularly for those with disabilities, when they damage property. Moving forward, however, the Garden
is looking for a Committee to champion this project and apply for the needed funding to expand and
secure the garden so we can provide a safe and functional garden for our local neighbourhood and for
people with disabilities to be able to enjoy a space where they can become involved in some healthy and
satisfying outdoor activity.
TAX HELP
Gosford City Community & Information Service Ltd has and will continue to facilitate the community’s
access to free Tax Help for low income earners, which begins August through to the End of October each
year. This assistance is provided by a volunteer trained by the Australian Taxation Office, to give free tax
return assistance and submission. The Tax Help volunteer, Sue, attended to appointments two days per
week throughout the duration. This financial year Tax Help assisted 57 people with their taxation.
STAFF AND VOLUNTEER RECOGNITION
It’s so valuable to have ongoing stability with our staff and volunteers. They are the backbone of
organisation and we very much appreciate their dedication and passion to the vision of Gosford City
Community & Information Service Ltd.
A big thankyou to our current volunteers, Jo Vels (Reception), John Ryan(Reception and Room Hire
Coordinator), Lisa Wilson (reception) Adele Graham (Reception and EAPA) , Kerry-Anne Tucker (Reception
and EAPA), and Brett Jasmin and Belinda Smit (NILS) This year we also had two student placements
completing their Community Services studies. Without our volunteers we wouldn’t be able to attend to
the volume of work we have at hand and we certainly value their support and input and comraderie within
the workplace.
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A big thank you also to our staff members:
Tammy Coyte (NILS program coordinator) and Carly Robinson (NILS officer). Towards the end of the
financial year we were please to be able to offer Belinda Smit a part-time role in the NILS program as a
client support officer. I would like to thank you for your passion, dedication and efficiency to the NILS
program; Financial Counsellors – Tammy Coyte, Carly Robinson, and we also welcomed heather Smith to
the team and our two trainees – Adele Graham and Lody Stewart. I thank you for your hard work and
dedication in what can often be a complex and overwhelming task; and last but not least to Tracy Cusack,
the financial counsellors team leader/supervisor who has continued to provide leadership, wisdom and
support to her team and has been a long –standing employee supporting the company for 11 years.
I would like to thank our bookkeeper Elizabeth Babkenian. Elizabeth has the high pressure task of
managing our accounts and payroll two days per week which isn’t nearly long enough for a medium sized
organisation such as ours. Liz does a great job and we hope that somehow there will be an opportunity
that will allow us to employ Liz more days per week.
BOARD OF DIRECTORS
Our Board of Directors play such a significant role in the physical, financial and emotional health of the
organisation. Fortunately for GCCIS Ltd we have a Board that is invested into our best interests. They
come with invaluable skills and qualifications and have given much needed direction and sound advice.
The decisions they make are well thought out and discussed and that is why I have complete confidence
in them.
We had a full Board of Directors once again this year, with Bert Walker as the President/Chairperson, and
John Edgington in the role as Vice-President. Tiffany Powers assumed the role of Honorary Secretary with
Ben Connell as Treasurer. The other directors were Judi Edgington, Christopher Done, and Lee-Anne
Bishop filled a casual position. Over July and August, the Directors and the CEO undertook a business and
strategic planning workshop facilitated by Keith Whelan to assist company towards it’s present and future
goals. With the skills, experience and dedication of our Board we put ourselves in the best possible
position to face challenges, continue to develop and maintain a sustainable future enabling us to do what
we love and that is to serve our community.
Vivian Muraahi
Chief Executive Officer
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Gosford City No Interest Loan Scheme (NILS®)
Annual Report 2017-2018
NILS® is a microfinance program is based on circular community based lending. It is all about helping
the most vulnerable people in our community. As loans are repaid, the money is recycled back to
future applicants in our community. Clients recognise that repaying their loan means someone else
is given the fair and equal opportunity that they were afforded.
Gosford City NILS provides a safe and affordable alternative to the high cost finance options such as
payday loans or ‘rent to buy’ products which promise fast cash but often compound individuals’
financial situation and lead to further financial hardship. This type of lending also does nothing to
address the underlying cause of the issue like our NILS program does. Gosford City NILS® has also
remained committed to being responsive to a wider variety of needs for loans that includes
household items, white goods, furniture, medical expenses, educational expenses, vehicle related
costs, and appliances.
Sadly, the demand for this service is greater than ever before as more people are struggling to make
ends meet financially. It is also important that we try and address the underlying issues that have
caused the financial hardship and provide empowerment opportunities for our clients. We provide
referrals to internal and external services as well as education around budget counselling.

It has been a challenging year with the NILS program undergoing a major reform that was driven by
our funding body, Good Shepherd Microfinance. We transitioned to the new NILS model which
separated client support from loan management in May 2018 with Gosford City NILS operating in
both areas. This has helped improve the service greatly, but the implementation did cause some
short term service interruption. We were out of service for 10 days while Good Shepherd merged
our NILS 4 database into the new Finpower loan management and database system. We started our
new programs with the Client Support Program (which is the client interview process) and the Loan
Management program Finpower(which is the loan assessment and approval process) for the whole
network as it is a national database. Another great addition to what we do has been brought about
by Good Sheppard developing and rolling out the MY NILSAPP which the Client Support programs
use. It has helped in the process of applying for loans being more accurate and if a client does not
bring all their paperwork we cannot upload into My NILSAPP for it to be submitted into Finpower to
be assessed and managed. As a Loan Manager we are now receiving loan applications from all over
NSW and have made partnership’s with Manning NILS (Taree & Port Macquarie), Hunter NILS
(Hunter Valley), Coast Shelter NILS, Berkley Vale NILS, and Intereach (which covers the south coast
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and inner west). We are proud to say that we are now helping the vulnerable people on the NSW
Central Coast and all over NSW.
The recent expansion of our NILS program to a national loan management operation, has given us
the opportunity to assess affordable, safe and fair credit of up to $1500 without any fees, charges or
interest.
This means the NILS program we offer now has two essential purposes:



To provide people who are on low incomes an interest free loan option.
To act as a national loan management provider for services from all across NSW.

During 2017-2018 we had approximately 526 NILS® enquiries. Our NILS program had 266 successful
applications with a loan value of $221174 achieved with three part-time workers and two
volunteers.
Providing the loans, as well as the financial literacy education and other support offered at the NILS®
interview has encouraged economic stability and empowerment for our NILS® applicants. This allows
people to make informed decisions and to move along the stages of the financial continuum. We aim
to support clients to move away from crisis and hardship towards stability and economic
participation and ultimately resilience.
The latest ABS data shows the following; “Households in the Central Coast Council area have a lower
amount of disposable income compared to New South Wales” (https://economy.id.com.au/centralcoast-nsw/household-expenditure). The NILS scheme has been significant in improving the quality of
life for the most disadvantaged people in our community. With one fifth (20.6%) of the Central Coast
community in low income households (being less than $650/week) surpassing Greater Sydney
(15.1%) and all of NSW (17.8%) this impacts their ability to participate effectively in their community
showing the great need for our NILS program.
We continue to promote energy efficient products as these assist our clients to save on their energy
bills and reduce greenhouse emissions. The Home Energy Action Appliance Program continues to
allow our clients to benefit from purchasing subsidised energy efficient fridges and TVS of up to 50%
of the retail cost. Replacing an old inefficient fridge can save households between $80 and $200 on
their annual energy bill, and replacing an old TV with an LCD can save households up to $150
annually.
The NILS program has complemented the other services that the center offered during the financial
year. If a client was not approved for a loan or they experienced hardship during the loan they were
referred to our Financial Counselling service. We also have the EAPA program that we can assist
clients with energy vouchers to pay their energy bills and also with signing clients up for Centrepay
and payment plans. We have also referred our clients to personal counselling at the Centre and to
free tax help. Clients are more inclined to engage with EAPA, financial and personal counselling and
NILS if they have built a trusting and respectful rapport with a staff member at the Centre and we
can refer them internally.
The loans we provide for individuals and families also create changes in their social and health
outcomes due to positive changes in their standard of living, stress and anxiety levels, improved self-

17

esteem, participation in society, increased personal relationships, and confidence in their
achievements.

CASE STUDY

A widowed woman sought the assistance of our NILS program through her mental
health support worker for medical costs for an inpatient care facility. She was
experiencing grief and loss after the suicide of her life partner some years prior. Due to
the severity of her mental health after his passing she was unable to seek the support
she needed. The client felt this kind of treatment would be pivotal in helping her to
move forward with her grief and loss. The client was interviewed and the NILS worker
contacted the provider of the in-patient facility to identify if there were any subsidised
places or options to reduce the cost of the stay. The client met eligibility criteria for a
subsidized stay and after being assessed a loan was provided to the facility to pay the
fee of $1140.
The client attended the facility and will have repaid her loan in 3 months’ time. She is
also continuing to see a financial counsellor for budgeting support that our program
referred her to so that she remains on track with her expenses
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Significant statistics that were recorded during the 2017/2018 financial year include


This year the majority of loans were again given for vehicle related costs 227, followed by
household furniture and other household appliances 59

Loan item
158

59
32
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69

59
13

9

25

7

The majority of clients were again on Disability Support Pension 101
The majority of clients were born in Australia. 40 clients were Aboriginal, which is a
significant increase was previous years and Gosford City NILS® hopes to further increase its
reach to local Aboriginal individuals and families.

Origin of Borrowers
11%
15%

Australia- Non aboriginal
Australia- Aboriginal
Non Australian
74%







Single clients with no children were the highest portion of our cohort, however loans were
also given to 108 clients whose household status included children and thus 189 children
benefited from our NILS® program
The majority of clients were living in Public housing 133
The main source of referrals were previous borrowers 166
The majority of clients were female 174
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male
female

We have written off 3 loans ($1233.68) this reporting period. This is a decrease from the last financial year and
well under the target of 4%.Considering the low incomes of our clients this is a very small amount of loans that
were written off and is a credit to our NILS® staff and committee, and importantly to our NILS® clients who
have demonstrated their commitment and understanding of the circular community credit fosters, and to
responsible lending and their developed understanding of good financial management.

We would like to thank our local Domayne store at West Gosford where they match any quote and
give our clients free deliver and the Good Guys Commercial Team. We would like to acknowledge
the support of the NSW Office of Fair Trading and the Australian Government’s, Department of
Social Services (DSS) for their wages funding, and Good Shepherd Microfinance for being the
founding and accrediting body of No Interest Loan Scheme. Thank you to National Australia Bank
(NAB) for continuing to provide the loan Capital Base funding.
I would like to thank the 2017-2018 committee, Marilyn Holland, Judi Edgington, and Gabby Bowles
who volunteered their time to support NILS®. Your commitment to our local community and to
ending financial exclusion was greatly appreciated.
We would like to acknowledge the loss of Jade Churchill (the NILS Coordinator) who left the program
after 8 years of being in the role. This has enabled an opportunity for myself to become the new
Coordinator in October of 2017. I would like to acknowledge the hard work and expertise of Jade
over many years working in the sector and in particular the last 7 years I worked alongside her.
We also welcomed new employees Carly Robinson and Belinda Smit who joined the NILS team
working in the Client Support Program. They go above and beyond for our clients and assist them
wherever they can especially when they are having trouble gathering documents. We also want to
acknowledge the hard work and time given by the volunteers who support us in our role, your
contribution is invaluable and we thank you from the bottom of our heart.
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Lastly I would like thank our manager Vivian who has been there to support me in the new role and
has assisted with the transition of both the Client Support Program and the Loan Management
program.

Tammy Coyte / NILS Coordinator
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The Central Coast Region Financial
Counselling Service
Annual Report 2017/2018

The Central Coast Region Financial Counselling service is a vital community service
that provides assistance for people in financial stress. This assistance is life-changing
and at times lifesaving, when helping people with their financial problems. The service is
free and confidential and is not means tested, and as such, is open to all members of
the community. We receive funding from the Office of Fair Trading which enables us to
be fiercely independent and able to work for the best interest of our clients.
Financial counselling works with people who are in financial difficulty or crisis with a
view to improving their situation. Financial Counsellors do not provide loans or make
recommendations on financial planning matters; instead they provide essential
information regarding a person’s financial situation and can assist by providing an array
of options for people regarding their situation. Financial counsellors may act as liaison
or mediator between a creditor and the clients if the client is unable to advocate on their
own behalf. Unlike some commercial budgeting companies or other charity-based
budgeting services, Financial Counselling does not take over the management of the
client’s finances. Financial Counsellors believe in education and empowering their
clients to manage their own money in the future to avoid further financial difficulties.
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Financial Counsellors are exempt from holding credit licences under the National
Consumer Credit Protection Regulation 2010.
As well as delivering community education in the area of financial resilience the Service
strives to provide access to all members of the community wherever they reside on the
Central Coast. The service operates primarily from the Gosford/Narara Community
Centre, with outreach services at Wyong, San Remo, Chittaway, Gosford and The
Entrance.
Outreach services are operated from the St Vincent De Paul Wyong office one day per
week, the San Remo Neighbourhood Centre one day per week, the Glen Rehabilitation
Centre on morning per week, St Vincent de Paul office at Gosford one afternoon per
week, The Entrance Neighbourhood Centre 1 day per fortnight. Outreach services are
provided by Financial Counsellors that are fully trained and have obtained their Diploma
and are accredited with the Financial Counselling Association of NSW. The service
would like to acknowledge the generosity of all of these outreach services who provide
us office space and facilities at no charge. Without these partnerships it would be
extremely difficult to provide an accessible service for our clients.
The Financial Counselling Service farewelled a long term, and very experienced, staff
member this year when Corinne Biggs retired in October 2017. We would like to thank
Corinne for all her hard work on behalf of clients, she will be missed by all those she
helped and those of us that had the privilege of working with her.
We were lucky enough to gain the experienced Heather Smith to add to our team.
Heather did her initial training with our service but is employed part -time as a Financial
Counsellor with the Salvation Army. Heather is working with us 2 days per week.
Heather brings lots of Financial Counselling experience and also the valuable
perspective of experience with another service.
The changes in the training requirements to become a Financial Counsellor make it very
difficult to fill any vacant positions with experienced staff because of the cost, time and
workplace requirements of the Diploma of Financial Counselling. Unfortunately this
results in a shortage of trained Financial Counsellors. One of the requirements to
become a Financial Counsellor is to undertake 220 hours of work placement. With this
in mind when we advertised a vacant position we were approached by a trainee, Lody
Stewart, who was currently doing her work placement with another organisation on a
voluntary basis. After discussion between the CEO and the Financial Counselling Team
Leader it was decided to offer a position, two days per week, to Lody. This would enable
her to complete her work placement hours in a paid capacity and she would be able to
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start taking clients at the completion of her Financial Counselling and Counselling
component of her Diploma. She could also get hands on training by observing
appointments and attending meetings and training to ensure she received the best
hands on, relevant, training. We found this approach very successful with Lody able to
start taking a modified workload with direct supervision within months.
At the same time the Centre had another volunteer who was undertaking the Diploma of
Financial Counselling. Adele Graham was and still continues to operate as the EAPA
volunteer. Adele also applied for the vacant Financial Counselling position. Adele was
far less progressed in her Diploma and had not completed any work placement hours.
Nevertheless it was decided to offer Adele one day per week as a Trainee Financial
Counsellor to assist her with her work placement hours and so she graduates the
Diploma with hands on and relevant training. It is envisaged Adele will be able to start
seeing clients in her own right, under close supervision, in the second half of the 2018
calendar year.
The Central Coast Region Financial Counselling Service is in the enviable position to be
able to access assistance beyond our own financial counselling service, within the
Gosford/Narara Community Centre. Our wrap around services within our own centre
allows us to provide emergency relief for electricity and gas bills through the EAPA
Program. We were also able to provide assistant paying for essentials such as car
repairs and registration and other essential items through our NILS (No Interest Loan
Scheme) program. In addition ton this we are able to provide an emergency food supply
for those in need through our “Help! I’m in Crisis” fund. Clients also have access to free
personal counselling and free tax help within the Community Centre. All of these
services being accessible on the spot help the financial Counsellors to treat client
issues beyond budgeting and advocacy. The availability of these additional services
work together to make great improvements in the situation of our clients. Our
partnerships are an integral part of providing an accessible , efficient and successful
service.
The service also works with other local services to provide a holistic approach to clients’
needs. Our Financial Counsellors get front line experience dealing with clients of the
service in which we are embedded. We conduct our outreach services in both
neighbourhood centres, community support organisations as well as national charity
organisations. We receive direct referrals from these organisations as well as our
general referrals from the general public.
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Over the 2017/2018 Financial Year the service recorded the following statistics;











695 Contacts to the Service requesting assistance form a Financial Counsellor.
This is an increase on the previous year however we estimate that this is under
reporting as many enquiries for appointments cannot be accommodated.
Of these, 501 new client appointments were made. This is a reduction from last
year and is a reflection of the change of staff and the employment of two trainee
Financial Counsellors. For a period neither trainee Financial Counsellor could
see clients independently and there is still one trainee who has not yet
progressed far enough in her training to see clients. Any change is staff has a
flow on effect to client numbers.
There was 598 new cases opened which would be a combination of new clients
and previous clients returning to the service.
The service conducted 1049 face to face appointments
There were 272 female and 226 male clients with 3 undisclosed.
The service obtained more than $700,000 in debt waivers for clients in the 12
month period. This is recognition from creditors that many of our clients, who
meet specific criteria, are unable to pay their debts and will never be in a position
to pay their debts.

Our clients are predominantly in receipt of Government
payments/pensions/allowances as their main source of income.
Government
payments/pensions/allo
wances
Nil income
Not stated
Other
Paid employment
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The level of gross income for new clients
$0-$20,000
$20,001-$40,000
$40,001-$60,000
$60,001-$80,000
$80,000+
No Income
Unknown



Household tenure for new clients
Boarding/Lodging
Caravan Park
Homeless
Rent free
Other
Owner with mortgage
Owner without mortgage
Renter - Private
Renter - Public
Unknown



Debt Type for new clients
Gambling
Mortgage Arrears
Other
Own Business
Payday Lending
Rent to buy/Interest Free
Tax
Utility Arrears
Credit Card
Credit Listing
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Outcomes of Service for closed cases

Interest reduced/removed
Repayment plan/variation
Extension of time to pay
Debt/contract release compassionate
Arrears capitalised
Money refunded

FINANCIAL COUNSELLING CASE STUDY
Mrs P approached our service for assistance in December 2017.
Mrs P is 73 years old and receives the Age Pension. She has a number of medical conditions
which are well managed. She lives in her own unit. Mrs P retired from work in 2012
unexpectedly. At that time Mrs P had significant credit card debt. She also had some super
which she withdrew to pay down this debt.
Not long after retiring Mrs P took out a reverse mortgage for $30,000 to consolidate debt. She
has not made any payments towards this debt and the mortgage is now $80,000. Mrs P also
had 6 credit cards from 4 different creditors totaling >$62,000.
We completed a money plan which showed that Mrs P had some money available every
fortnight to pay towards debt but nowhere near enough to make the minimum repayments. As
we all know that only minimum payments on credit cards take many years to pay off. On her
largest credit card, paying only the minimum payment, would take 53 years and 6 months to pay
off and cost $41,000 in interest.
After discussing Mrs P’s options with her she chose not to sell her unit. She was hoping to make
arrangements with her creditors to pay off her debts.
In light of her situation it was decided to firstly approach the creditors and request that they
waive Mrs P’s debts on compassionate grounds; age, health conditions and restricted income. It
was disclosed to all creditors that Mrs P did own her unit and as such had an asset.
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One creditor, who Mrs P had 3 credit cards with and represented almost a quarter of her debt
agreed to waive in the first instance. This was a huge surprise as this particular creditor was not
known for their propensity to waive debts. No other creditors agreed to waive the debt.
From this position the case developed into negotiations with creditors to cease interest and
accept reduced payments for the remaining term of the loan. Some creditors were reluctant to
do this and they offered short term arrangements. With much persistence and reasoning from
the Financial Counsellor all creditors have now accepted the proposed arrangements.
This has made a significant improvement in the quality of Mrs P’s life. She is keeping to all her
payment arrangements. She also has enough money to cover emergencies and no longer relies
on credit cards. Mrs P gave the example of needing to attend a funeral and could, for the first
time in many years, afford the $70 airfare without resorting to credit.

FEEDBACK
This year the service developed a new process to obtain feedback on our services. At the
conclusion of the case clients are emailed a survey monkey. If they are not on the email system
they are mailed a feedback form.
We have only received 5 responses from the survey monkey but they are unanimously positive.
The results to the questions asked are as follows;

Would you recommend this service to others?
Would you use this service again in future if
needed?
Has your ability to handle your financil situation
improved as a result of the service provided?
Did you feel listened to and understood?
Satisfied with Financial Counselling?
0%

20%

40%

60%

80%

100%

120%
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Suggestions for improvement to the service included offering more service and more days of
service (even though we do offer service every day we aren’t able to offer 5 days a week from
every location).
There were no complaints about the service.
We were also delighted to receive thank you cards and messages of appreciation from clients.

Tracy Cusack
Service Co-Coordinator/Team Leader

30

Supporting Bodies and Partners
Community SOS Central Coast would like to thank our funding bodies and government departments, and partners for their provision and support throughout
the year that enables us provide valued services to the community.

Our Company Logos

