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Enabling better lives.



Christian Commun ity Aid

93 years
serving the
community

1,000+
meals provided
each week

86
Community
Learning tutors

volunteering 7,000+

hours of their time
Environmental
Initiative —
Boomerang Bags
group launched

70

1,400+
children attended
play sessions

280+
youth counselling
sessions

250+
medical transport
trips each month

Delivered the
Kindergarten
Connections
program to 10
primary schools



12,800+
incoming phone calls

500+
Justice of the
Peace appointments

700+
Community Store
customer visits

350+
Financial Counselling
cases

Delivered Parent
Engagement
programs to 8
primary schools

Christian Community Aid takes a
holistic approach, providing local
services that address the needs of
people in the community.

We engage with the community to
enable better lives.

CCA acknowledges the traditional
owners of the land on which we live
and work as the first people of this
country. We pay our respects to all
Aboriginal and Torres Strait Islander
communities and to their elders, past
and present.




, Christian Community Aid
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President’s
Report

“The wonderful staff and
volunteers at CCA help
everyone, regardless of
which group they belong
to (or what shirt they
wear).”

Several years ago, a study was
conducted by a UK university'.

Manchester United football fans
watched persons wearing either a
United jersey, a Liverpool jersey or a
plain red T-shirt, fall over and injure
themselves. They helped the United
shirt wearer but ignored the other two -
they helped the “group member”.

The experiment was repeated but this
time the Manchester United fans were
encouraged to think of themselves as
football fans, irrespective of club. The
result was, when confronted with the
victim injuring themselves, they helped
the Liverpool shirt wearer as well as the
United shirt wearer.

The study showed that the way we view
groups — who is “us” and who is “them”
— varies. The more inclusive a group is,
the wider the scope for our care and
concern.

It highlighted the importance of

social inclusiveness in emergency
interventions — who do we help and who
are we prepared to help?

The wonderful staff and volunteers at
CCA help everyone regardless of which
group they belong to (or what shirt they
wear).

CCA is inspired by the Christian values
of love, care, service, inclusion and
valuing all people. We have provided
help to anyone "coming through the
door” for over 50 years. These values
inspire CCA to always be there for
people in need and to be proactive in
identifying other opportunities to help.

Our management team continues to
focus on achieving the outcomes of our
5-year Strategic Plan. The Plan has 3
core goals:

1. To be demonstrable leaders in our
carefully chosen sectors;

2. Increased professionalism in all
aspects of CCA's work;

3. Growth in scale and reach, and
developing a funding model to support
this growth and ensure excellence and
sustainability.

I would like to thank the management
team for maintaining this focus whilst
still providing excellent levels of service
to the community.

| would also like to thank all the
dedicated staff and volunteers at

CCA. Their commitment, passion and
professionalism are exemplary and CCA
would not be the fine organisation it is
without their involvement.

Thank you also to Heather Pinto for her
dedication, passion and professionalism.
Heather has great vision and a unique
ability to see the big picture yet not miss
the finest detail. She is a true leader and
CCA is blessed to have her.

I would like to take this opportunity to
thank my fellow members of the Board
for their commitment and valuable
contributions to CCA. They generously
share their expertise and time ensuring
that CCA meets its legal, ethical and
operational requirements. Thank you
also to Vahé Hamparian, our Treasurer
for the diligent work you put in each
month.

Finally, CCA is very appreciative of all
our members and supporters. | thank
you for your continued interest in and
support of CCA. | hope this report gives
a glimpse of the extraordinary work
done by CCA each and every day.

Michael Lum
President

" Levine, Mark & Prosser, Amy & Evans, David &
Reicher, Stephen. (2005). Identity and Emergency
Intervention: How Social Group Membership and
Inclusiveness of Group Boundaries Shape Helping
Behavior. Personality & social psychology bulletin.
31. 443-53. 10.1177/0146167204271651
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General Manager’s
Report

At Christian Community Aid there is one
thing that remains the same: a continual
striving to do better. We are always
working to improve the quality of our
services and raise CCA’s standards even
higher to keep our vision of “Enabling
Better Lives” very much alive.

Keeping true to our mission statement,
CCA provides a very strong safety

net for disadvantaged and vulnerable
community members through direct
service delivery, referrals, advocacy and
information provision. No one is turned
away without an appropriate response.

CCA is undertaking measures to achieve
a more viable and sustainable financial
footing. Our income generation efforts
have increased by around 5% in the past
year. In response to community needs
and funder requirements, the way CCA
delivers services is evolving but our
core values of Respect, Strengthening
Community, Integrity, Social Justice,
Co-operation & Independence are still
similar to when we started 53 years ago.

CCA continues to strengthen our
Community Engagement which has
always been a strength for us. It involves
professional staff and volunteers,
supported by efficient business
practices. We work together to form
close relationships with community
members, commercial organisations,
churches, universities, social clubs, other

Relationships

community stakeholders and funders
which are based on mutual trust and
respect.

Service delivery is underpinned by family
& community focus principles that are
the centre of what we do.

Valuing
Individuals

Holistic
Care

Building

[eTVEN[13%
Service
Delivery

CCA has responded to government
priorities and is fully engaged with

the Targeted Early Intervention (TEI)
Reform. | am pleased to say that we are
integrating this reform with our Family
Day Care and Youth Services. CCAs
partnership with Relationships Australia
NSW goes from strength to strength.
Triple P, Circle of Security, Tuning into
Children and Parenting Engagement
programs are being delivered to a wide
range of primary schools.

There has been a great impact from
programs which are positively and
proactively tackling youth mental health,
family support and domestic violence
issues. These programs have resulted in
Wellbeing Days run in primary and high
schools, family and domestic violence
workshops for community leaders

and residential family camps. They
have been exciting, challenging and
successful steps in CCA’s engagement
with the TEI Reform.

At CCA our holistic services for older
persons are more than just Band-Aid
solutions. They are relational to the
issues being faced and focus not only

on the quality of care but also address
individual needs relating to the quality
of life being lived. Client Directed

Care (CDC) underpins our Aged and
Disability Services. Programs include
home delivered meals, the provision of
clean linen, social outings, shopping,
transport to medical appointments and
counselling. They are easily accessible,
non-discriminatory, affordable and
delivered with respect. Language
specific programs which reflect the
area's demographics form a large and
growing part of these services.

CCA has pursued quality in early
childhood education in safe and
nurturing environments whilst
promoting the physical, social,
emotional and intellectual development
of young people.

Regulatory processes are vital to
ensure optimum levels of safety and
confidence in the services we deliver to
the community. It is with a great deal of
satisfaction that | share our compliance
achievements include the following:

e ‘A rating in Food Safety;

e ‘Fully Compliant’ in Aged &
Disability Services

e ‘Accreditation’ of Family Day Care

Finally, | attribute the success of CCA
to the staff, volunteers & Board that
work here. Their professionalism

and dedication are outstanding and |
appreciate all of your efforts.

To the wider community | say a heartfelt
thank you for your support because
without you CCA could not exist.

Heather Pinto
General Manager



Michael Lum
President

Susan Thompson
Vice President

Narelle Barker
Board Member

Jessica Chapman
Board Member
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Board Member
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Vahé Hamparian
Treasurer
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Stephen Kemp
Secretary

Tony Tang
Board Member
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CCA Family Day Care (FDC) has continued
its commitment to ensuring that all children
reach their full potential. Delivering care to
families in the Ryde, Parramatta, Hills and
Blacktown local government areas, 75 FDC
Educators are supported by the FDC team
to deliver evidence-based, best practice
child care. Our Educators have a minimum
qualification level of a Certificate Ill in
Children's Services and work collaboratively
with families ensuring that the highest
quality care is provided to the children.
Educators provide a safe, family-style setting
in their home environments where children
learn through participating in a variety of
interest-inspiring activities with peers of
different ages.

In addition to providing quality care in

their own homes, our Educators can take
advantage of regular attendance at Play
Sessions, either at our centre in Eastwood or
in public parks. These Play Sessions provide
opportunities for our Educational Support
Officers to mentor Educators, for the
Educators to meet and share experiences
and for the children to enjoy different play

and learning settings.

Preparation for a National Quality

Standard Assessment and Rating process
has been an important part of this year's
work. Conducted by the Early Childhood
Education Directorate, this process requires
benchmarking all aspects of our service
against the seven areas of the National
Quality Standards. The implementation of

a new system for invoicing parents through
Harmony Web software and the introduction
of the new Child Care Rebate has also
resulted in significant improvements in the
way families pay for the quality child care
they receive.

Excellence in FDC service delivery is
confirmed by client satisfaction:
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This year we have increased the number
of counsellors and the languages that

the service is provided in. We currently
provide counselling in Cantonese, Korean
and English. Several grants have been
secured by our Youth team, which has
enabled us to commence new projects,
including a community garden at The
Shack Youth Centre and art therapy
sessions. We were also part of a Youth
Week project where a group of youth
developed and planned an event. Our
group ran a community event to help
youth access employment information.
This was held at Epping Boys High School
with approximately 60 young people in
attendance.

2017 ended with a bang with an open
night held at Our Space Youth Centre.
There were games, activities and

lots of food. There were also several
performances including the Our Space
Guitar Group and the Go Beyond
Disability Group.

The school holiday programs remain
popular with programs offered both
in the centres and out and about.
Attendance has been consistent, and
enquiries are already being taken for
upcoming programs.
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Community Learning (CL) had more than
300 students enrolled this year. Several
new classes have been introduced
including Technology for Seniors and
Ukulele for Beginners. Both classes have
proven popular, with the Technology
class now having a waiting list.

Community Learning is supporting
Community Development through

the introduction of the Boomerang

Bags special project in October 2017.
Boomerang Bags produce re-useable

and sustainable alternatives to plastic
bags. The group uses the CL venue

on Mondays at West Ryde and share
resources with the existing Sewing for
Fun class, including the expertise of their
volunteer tutors. There are eight regular
weekly volunteers, with a few additional
people who attend occasionally. We have
collaborated with CCA’s Youth Services,
who help with the screen printing of the
logo for the bags. Approximately 300
bags have now been made. Bags have
been sold to raise funds that help sustain
this initiative. They have also been given
away to our Community Store clients and
were used to pack Christmas hampers for
CCA clients in 2017.

Chinese Community Learning (CCL)
offers over 60 educational and leisure
courses from Monday to Thursday each
week in Eastwood and Sydney Olympic
Park. The total annual enrolment this year
exceeds 650 with most classes operating
at full capacity. Demand for places in
some classes exceeds availability.

Highlights of the year include the
October Concert 2017. More than

280 people attended with over 100
performers including dancers, orchestral
instrumentalists and choral groups.

In November 2017, the badminton
classes organised a friendly Badminton
Competition and the overall winner was
honoured with his name engraved on
CCL's Perpetual Trophy. 2017 concluded
with the Annual Open Day where
students showcased their artwork and
skills to the public and a heart-felt "Thank
Tutors' Luncheon" was held.

Community Learning and Chinese
Community Learning have been working
with CCA's Aged and Disability Services
(ADS) to deliver the ‘Sing Your Age’
project where tutors and students
organise singing groups for ADS clients.
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The Ready for Life - Ready for Success
(RFL-RFS) model was initiated by

the NSW Department of Family and
Community Services (FACS). It is

a partnership between CCA and
Relationships Australia committed to a
common framework. The main goal is to
reshape our way of working towards a
client-centred service system supporting
the client needs to achieve better
outcomes. RFL-RFS is a holistic model
with a child-centred approach ensuring
children are "Ready for Kindergarten,
Ready for High school and Ready for
Tertiary Education and/or Employment".

One program delivered by RFL-RFS is
Kindergarten Connections which builds
and increases parental confidence in
engaging with their child's education
and school. It is a stress-free way for
families to engage in play activities with
their child and to see their child's class in
action. The program aims to:

e confidently engage parents within
their child's class and provide
opportunities for consistent contact
and engagement;

e generate awareness among families
as to what happens in school and
encourage better engagement with
their school teacher;

e role model positive interactions and
responses to children in play and
learning situations.

The Parent Engagement program is

a RFL-RFS evidence-based research
program underpinned by the three
key principles that reinforce effective
parental engagement:

Academic Socialisation — promoting
positive engagement with learning
and role-modelling the benefits such
as communicating with children
about expectations for education
and reinforcing the enjoyment of
learning;

e  Parenting Role Construction — relates
to a parent's perception of their own
role in their child's education and
their belief in their personal capacity
to help their children;

e  Parenting Style — promoting positive
exchanges between parent and child
is conducive to emotional wellbeing
and therefore a crucial aspect to
our approach. We address critical
skills that parents can develop, such
as helping their children to become
resilient, managing stress and
challenges.

The Breakfast Club is another initiative
delivered by the RFL-RFS team that

was tailored to assist and support
International High School students with
settling into Australia and engaging with
the educational system.

The team runs breakfast sessions every
Tuesday morning for an hour before
school commences (excluding school
holidays), currently supporting up to 22
young people each week.
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Volunteers

For over 53 years, CCA’s service to the
community has depended on volunteers.
There are extraordinary examples of
those who quietly offer their time and
expertise and have done so for a very
long time.

We thank them for moving with us. Some
have been with us since the early days
and have seen many changes in CCA
and the wider community over that time.
The more recent volunteers are inspired
by those who have been volunteering
for many years and have embraced the
changes. There is no doubt that our
volunteers have helped to create the
good image and the positive reputation
CCA holds in the community.

We have many wonderful stories of
those who are willing to go beyond

their regular commitment particularly

in services such as Medical Transport,
Meals on Wheels, Individual Shopping
and the Linen Service. There are also our
volunteer tutors who are committed to
their teaching each year. Last semester,
our tutors alone put in over 3,600 hours
in both our Community Learning and
Chinese Community Learning programs.

There are many other volunteers
supporting a range of services — they are
a vital and valued resource underpinning
our efforts to serve the community.

In collaboration with Epping Boys
High School, CCA celebrated with our
volunteers at the Annual Volunteers
Thank You event. The school’s music
students provided entertainment, the
Technology and Applied Science (TAS)
students prepared food and waited on
our volunteers, providing a sumptuous
afternoon tea. Our volunteers greatly
appreciated the attention and saw
teenage boys in a new light. They were
very impressed.

Volunteer story:

One of our administration
volunteers, Karina, spoke about
her sense of belonging at CCA.
She has been with us for just over 2
years and has grown in confidence
and ability. Karina is wheelchair
bound and has cerebral palsy.
Karina's progress to independence
is enhanced by knowing she has
responsibilities in this work place
i.e. calling our aged clients to
check on their wellbeing. She has a
very good manner on the phone, a
gift she has been able to build on.
Because of this, Karina has become
more confident at home. She says,
"I don’t know where | would be if |
hadn’t found CCA."
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This was the year of the audit for our
Aged & Disability team (ADS). We have
completed the following certifications:
the Commonwealth Quality Care
Standards for aged care providers, the
Disability standards (also known as third
party verification) to continue providing
services under the National Disability
Insurance scheme (NDIS) as well as the
Food Authority's food safety audit. These
audits required significant preparation
time and effort to gather the necessary
evidence to demonstrate best practice is
being maintained. All these audits were
passed with flying colours with ADS
services exceeding both national and
state regulatory standards.

Several grants were obtained by ADS,
enabling some exciting projects to

be implemented. The first involves
outreach — taking our services out to the
Community. Two Chinese speaking ADS
team members now operate a weekly
information and support service from a
kiosk in Eastwood Plaza. They provide
information, answer questions, assist with
completing forms, translate information
and provide general assistance to the
community. The project has proven
successful and will continue for the
second half of 2018.

Another grant focussed on the positive
benefits singing and community
participation offers to older community
members at risk of social isolation. The
‘Sing Your Age’ grant funded transport
and facilitators to support seniors in
joining singing groups. ADS partnered
with our Community Learning and
Chinese Community Learning programs

for this project, with participants joining
their singing groups. Additionally,
volunteer singing tutors attend ADS lunch
groups to facilitate sing-a-longs. This
project will also continue for the second
half of 2018.

ADS transport services are in high
demand. A new service, Individual Social
Support, has been introduced. The
service allows ADS clients to request an
ADS team member to take them one-on-
one to social activities, e.g. going out for
a movie, visiting a friend, non-grocery
shopping. A new bus has been purchased
replacing an ageing vehicle, part paid
for by Federal Stronger Communities
funding, to enhance ADS transport
services. Through the generosity of a
community member CCA received the
donation of a car which is used to meet
the increasing number of transport
requests.

Our CALD (Culturally and Linguistically
Diverse) workers specialise in long term
case management of complex cases.
Although this is not a service that we are
funded for, there is a great need for this in
the community. We work collaboratively
with other organisations to support
families and households facing a range of
challenging circumstances in their lives.
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The demand for assistance under

our Community Support program
continues with increasing numbers of
enquiries. Requests for food parcels

and appointments for assessment and
support have risen steadily this year. It is
always a constant battle to keep our food
cupboards filled. A big thank you to all
those who donate food and other goods
to the program. We have been fortunate
enough to receive some grant funding
for our Good Samaritan Fund. This Fund
was established to enable the purchase
of items for clients assessed as being in
need, sometimes the circumstances are
desperate. Some of the ways the Good
Samaritan Fund has assisted include:
buying school uniforms; paying school
camp fees; orthotic shoes for an older
gentleman; basic furniture for families
and household goods for a woman
leaving a domestic violence situation. The
Fund has also enabled a young man from

The provision of NILS has been on hold
for some time due to a restructuring of
the scheme by the external provider.
We are in the process of restarting the
popular program in the coming months.
Under the new structure CCA’s role

will be that of a client support provider.

refugee background to gain employment
through funding a short vocational
course. These are situations which fall
outside the guidelines for our standard
funding streams. However, the impact

of this support can be huge, helping
households and individuals through a
time of crisis that is overwhelming them.
It may seem small to many but helping
someone tackle this hurdle in their life,
or making a child feel included, might be
the action that makes all the difference to
their longer-term life outcomes.

Our Community Store continues to
provide a wide product range and
sourcing requested items has been a key
goal. More than 100 households are now
registered as clients. We are also in the
midst of completing a research project
evaluating the service and the resulting
outcomes for clients.

CCA will support community members
to prepare and lodge their applications
whilst all subsequent processing and loan
administration will be the responsibility
of an external provider.
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Financial
Counselling

For Financial Counselling, this year
was notable for the success achieved
in getting some very significant debts
written off for clients in difficult
circumstances.

Here's an example of a success story
that shows how the service truly makes
a difference in our clients' lives.

A lady of 60, who had been living on
compensation resulting from a work
injury, was couch surfing. She was
depressed, suffering from a slow
growing cancer and walking with the
aid of a stick.

She had applied for a Disability Support
Pension, which took four months to be
assessed. During this time the client
had no income (she should have at least
been receiving Newstart Allowance
whilst the assessment took place).

The client had $55,000 in debts. Our
Financial Counsellor applied for a
moratorium on the repayments, fees
and interest until the client had explored
what options her superannuation

and the attached insurance offered.

The Banks were asking for minimal
repayments with either full or reduced
interest applying during this time.

Our Financial Counsellor thought

this was unfair to the client who had
nothing to offer in the short term. The
newly appointed Customer Advocate
at Westpac was approached with all
supporting documents. Resulting from
the persistent efforts and advocacy
undertaken the Bank waived the entire
debt.

Encouraged by this result our Financial
Counsellor undertook further advocacy
with the other creditor institutions
involved. They also agreed to waive
their debts.

The client was elated. This excellent
outcome has given her some
breathing space and she is now able to
concentrate on her housing and health
needs.

Reception /
Administration
Support

CCA had a year of significant changes
with program expansions and internal
restructuring. This has required intensive
effort from the Reception/ Administration
staff and volunteers to support the major
infrastructure and process changes
needed. Relocating staff and services has
involved significant logistical planning
and coordination to ensure minimal
disruption to service delivery.

We implemented new Human Resources
and Payroll software that replaced the
very old manual system. This has resulted
in an average 100 fewer pieces of paper
being printed each fortnight! A newly
implemented Petty Cash system has

also reduced both the laborious manual
processing previously required and also
the amount of Petty Cash needed to be
kept.

Reception provides the first point of
contact for the community with CCA.
Last year the staff, well supported by our
magnificent volunteers, answered over
12,800 incoming calls. Some calls are
straightforward and quickly dealt with
whilst others require considerable skill

to assist. Callers can be very anxious,
emotional or sometimes even angry as
they seek support with the complications
in their lives. Reception aims to provide

a professional service underpinned by a
compassionate, understanding approach
to all their interactions.

Administration Support consists of
Accounts, Human Resources, Marketing,
Relationships Management and
Information Technology team members.
This administrative infrastructure is the
responsibility of six staff, only two of
whom are full time. Both the Reception
and Administration Support teams take
pride in the role they play in providing the
framework that supports CCA’s work in
our community.
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Financial Overview 2017 - 2018

Total
- income
: $2,936, 345

INCOME %
Government Grants 1,218,480 41.5

@ Parent Levy 751,871 25.6

@ Grants Received - 268,997 9.2
Special Purpose

@ Meal Receipts 222,172 7.6

@ Course Fees 122,813 4.2

@ Donations 111,344 3.8

@ Transport Receipts 72,505 2.5
Other Income 45,522 1.6
Interest Income 41,354 1.4
Childcare Income 37,889 1.3
Fund Raising 19,297 0.7

@ Community 14,485 0.5
Development Service

@ Linen Service 9,615 0.3

Total
expenses
$3,090, 695

EXPENSES %
Employment Costs 2,298,627 744
® Programme Expenses 249,353 8.1
@ Facility Expenses 162,445 5.3
@ Special Purpose Funding 115,445 37
Expenses
@ Technology Expenses 56,772 1.8
@ General Expenses 50,052 1.6
Transport Expenses 44,839 1.5
Professional Fees 31,993 1.0
Telecommunications 27,427 0.9
@ Voluntary Expenses 25,803 0.8
Marketing Expenses 24,042 (0K:]

o Sundry Expenses 3,898 0.1
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Our Values

1. Respect

We acknowledge and honor the fundamental value and dignity of all individuals. We pledge
ourselves to creating and maintaining a society that respects diverse traditions, heritages, and
experiences.

2. Strengthening Community

CCA facilitates individuals and communities to support and sustain each other.

3. Integrity

Integrity underpins CCA’s service provision. We act honestly and ethically. We are trustworthy
and accountable in all interactions. We are custodians of resources for the benefit of the
community.

4. Social Justice

CCA is inspired by Christian values of love, care, service, inclusion and valuing the individual.
Our work is underpinned by a commitment to advancing the well-being of individuals,
communities and our society as a whole. Everyone has a right to economic, political and social
opportunities.

5. Cooperation

CCA practices collaboration and participation.

6. Independence

CCA is an independent organisation committed to being open, transparent and autonomous.
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CCA Back in 1965, a single act of
generosity started the CCA story.
Bequests

The gift that lives on

Contact Hunt & Hunt Lawyers on 02 9804 5700
or talk to CCA directly on 02 9858 3222.

Christian Hunt & Hunt Lawyers North Ryde hln't hmt

Community Level 2, 1 Innovation Drive (cnr Herring Rd)

Aid Email: info@huntnsw.com.au



Enabling better lives.

02 9858 3222 12 Lakeside Road
02 9858 4286 Eastwood NSW 2122
administration@ccas.org.au

ABN: 27 755 348 253

Christian
Community
Aid



