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ASSOCIATIONS VISION MISSION AND VALUES
Report 2017 – 2018
To bridge the gap from Homelessness to

Funding
WEFH is currently funded under the Service

Home.

Support Funding (SSF), administered through

Our Purpose

the New South Wales Department of Family &
Community Services.

Our Mission
To alleviate distress and empower vulnerable
people from all backgrounds who are homeless
or at risk of homelessness and support them

Our Values


transition from homelessness to home.
Our Vision



To be a voice for a diverse homeless
community, that includes individuals, families
and young people, experiencing homelessness
or at imminent risk of homelessness. To assist
individuals and families make the transition
from homelessness to home.
Our Aims
In line with Wollongong Emergency Family
Housing (WEFH) aims, as well as the Service







Support Funding (SSF), Wollongong Homeless
Hub (WHH) provides a homeless service



whose aim is to support families and
individuals in crisis. Assisting them to achieve
a level of independence that enables them to reengage with their local community and live



independently.




The Service achieves these aims by using an



integrated collaborative service delivery model
that identifies and responds appropriately to

We recognise and value differences based
on race, culture, language, gender, age,
sexual orientation, ability, religion
/spirituality.
We recognise and respect value differences
in people’s levels of communication, which
may be linked to their culture, upbringing
or individual traits
We treat each other with mutual respect
and dignity
We are open and honest in our
communications
We promote a positive work environment
and avoid adversarial relationships
We act ethically and with integrity
We create collaborative partnerships that
benefit our community
We focus on the strengths and interests of
the people we serve, and work for a fair,
just and sustainable society
We encourage innovation that supports
life-long learning
We lead by example
We learn and grow from Community
Connections
We support every individual’s equal rights
to optimum level of health, dignity and
respect.

the needs of families and individuals, beyond
that of providing shelter.
Target Group
We support anyone who is homeless or at
imminent risk of homelessness over the age of
18 years.
WOLLONGONG EMERGENCY FAMILY HOUSING Annual Report 2017/2018
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MANAGEMENT COMMITTEE
Report 2017 – 2018
Wollongong Emergency Family Housing and

We are a volunteer management committee

the Homeless Hub have seen another dynamic

with a diverse range of skills and experience

year full of challenges, success and change.

bringing lively discussion and fantastic

Once again, the staff, headed up by our

learning opportunities for everyone involved.

manager Mandy, have done a stellar job of
supporting our local people, making
community connections and increasing the
profile of the service and raising awareness of
the complex issues contributing to the housing
crisis.

Serving on the management committee this
year has been a wonderful opportunity for me
to contribute my skills, knowledge and passion
for social justice as well as providing me with
challenges and learnings I doubt could come
from anywhere else.

As you will see in the managers’ report,

A huge thankyou goes out to the many schools,

Wollongong Emergency Family plays a vital

businesses, families and individuals who have

role in assisting people to gain and retain

contributed financially or with donated goods

housing, increase awareness of the relevant

and services all of which are so gratefully

issues with the general public and create a

received.

space that actively works to restore people’s
dignity and sense of self-worth while they

Thank you to all who have touched and been

negotiate their paths to achieving their goals.

touched by Wollongong Emergency Family
Housing and the Homeless Hub. May the

There have been many changes within the

collaborations and successes continue well into

organisation; including staff, programs,

the future.

funding and compliance requirements and the
biggest of all the change in our location.

Karen McKinnon – President

Through all these changes, there has been

On Behalf of the Management Committee

minimal disruption to service delivery and the
needs of our clients have been central to a lot of
decision making.
This past twelve months has seen the
management committee putting in increased
time and energy into activities of the WEFH
and The Hub. This included my participation
in the ‘Walk in My Shoes’ project conducted
during homelessness week. What a
confronting, humbling and amazing learning
experience that was!
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MANAGEMENT COMMITTEE
Wollongong Emergency Family Housing
Wollongong Emergency Family Housing
operates under the direction of a volunteer
committee. No Community based organisation
would be able to survive without the
dedication, commitment and support from
volunteer management Committees.
The Management Committee are experienced
individuals with expertise in the community,
business and homelessness. The members
meet monthly and are responsible for guiding
the organisations strategic direction and
governance and provide expertise in these
areas.
The key roles of the committee is to develop
and approve policies and procedures, develop
and implement Wollongong Emergency Family

Housing strategic and business plan and
manage financial, staffing and legal
responsibilities.
To be eligible to join the Management
Committee the candidate needs to be a
financial member of Wollongong Emergency
Family Housing and needs to complete the
nomination form and provide a brief statement
of what skills they would bring to the
committee.
The service would like to acknowledge and
thank the committee members, for their
expertise, their unwavering support and
commitment to the organisation as they work
towards promoting a positive and supportive
working environment.

Karen McKinnon

Michael Johnson

Chris Lacey

President

Vice-President

Treasurer

Sarah Beale

Paul Robson

Kim Shore

Secretary

Ordinary Member

Ordinary Member
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GENERAL MANAGER
Report 2017 – 2018
On reflection of 2017/2018 it gives me great

It not only raised awareness, renewed empathy

pleasure to celebrate the outcomes,

and challenged the perceptions of

achievements and growth of our organisation. I

homelessness of those participating, but gave

would like to thank the amazing staff whom

our service an insight in the vital role

without their passion and commitment to

Wollongong Homeless Hub plays connecting

treating all participants of the hub with the

people to and with the required supports and

dignity and respect they deserve, and creating

pathways to resolving their homelessness. I

the space that visitors, workers and volunteers

personally thank all participants for being

can be proud of.

willing to step out of their comfort zone and

We have come a long way since 2017.
Managing largely with the same resources, the
past year has seen great achievements in which
we have delivered on our purpose and worked

into someone less fortunate shoes even if it was
only for 24 hours. We have already received
interest for participants willing to take on the
challenge next year.

with many others to achieve our Vision of

The year has again been one of change. Our

assisting people move from “homelessness to

Board and staff have demonstrated flexibility

home”. Once again we have far exceeded our

and adopted a positive approach in responding

funding targets. This continues to highlight a

to the Organisation’s relocation and

need to focus on pro-active prevention

development. Working towards a strategic

programs.

direction that will provide stability,

Some of the achievements have been
developing and implementing our early

accountability and growth in our future
direction.

intervention model Glider project of which

With an increased importance placed on

without the boards support and the dedication

strengthening and developing new and

from workers involved the trial would not

existing relationships allowing for a truly

have been possible, the program was as

seamless client experience and holistic

successful as we believed it would be and we

approach to resolving the many barriers that

look forward to its continued success. Another

are keeping people in the cycle of

great acknowledgement was bestowed upon us

homelessness.

at the Australia day awards receiving the Lord
Mayors special award.

After being selected to participate in the trial
accreditation process we are looking forward to

This years ‘Wrap up Homelessness campaign’
included the inaugural ‘walk in my shoes’
challenge. I developed the challenge to provide
a unique experience into the reality and
challenges that we know our clients face on a
daily bases.

working towards full accreditation.
Finally a big thankyou to the many supporters,
volunteers and donors that without you many
things would not be possible.
Mandy Booker
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OUR STAFF
Wollongong Emergency Family Housing

Mandy Booker
General
Manager

Alison Horne
Snr Admin.
Officer

Jayne Harris
Accounts Payable /
Payroll

Lance Wilson
Greene
IT

Jane Anderson
Team Leader
Housing Support

Christine Kelly
Housing Support
Worker

Megan Arthur
Glider Coordinator/
Reception

Donna Geary

Allyson Massey
Tenancy/ OSD
Officer

Reception

Rent it Keep it
Laurie Wood
CM Truck Driver/
Maintenance

Tye Thompson
Community
Movers Off-sider

Fitzroy Ford
Community
Movers Off-sider
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ABOUT
Wollongong Emergency Family Housing Inc
Wollongong Emergency Family Housing Inc

WEFH comprises of four service delivery

(WEFH) is a registered not-for-profit charity

streams these include:

with Deductible Gift Recipient Status and
Registered Community Housing Provider –

Transitional Housing Property Support

Tier 3.
WEFH supports families and individuals who



Case Management



Tenancy Support



Education and Living Skills

are homeless or at risk of homelessness to
either keep their existing accommodation or

Homeless Hub Crisis Response

attain and keep new tenancies through a



Drop in Support

combination of early intervention, case



Crisis Management

management, referral, advocacy and



Face-to-Face Support

information.



Referral



Advocacy

We continue to use a collaborative, client-



Breakfast and Food Support

centred approach to case management and



Telephone Support

support. Clients often have complex and
diverse needs and the service ensures that the

Glider Pre/Post Crisis Accommodation

process remains flexible in order to meet the

Support

individual requirements of each family or



Early Intervention

individual. WEFH identifies the importance of



Targeted Support

client ‘self-determination’ and encourages



Intensive Case Management

clients to identify their own needs and make



Research Project

informed decisions about services that can best



Proactive prevention to homelessness

assist them in achieving their goals.
Outreach Service Delivery (Mobile Truck)
WEFH is not about ticking boxes, it’s about



Community Engagement

providing practical support prevent the cycle



Collaborative Response

of homelessness and assist people escape the



Assessing Gaps

cycle and assist them from ‘homelessness to
home’

.
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Tenancy
Education and Living Skills






Crisis Management
Face-to-Face Support
Referral and Advocacy
Telephone Support

Drop in Support

Case Management










Community Engagement
Collaborative Response
Assessing Gaps

Mobile Truck

Intensive Case
Management

Targeted Support
Proactive prevention to
homelessness
Research Project

Outreach Service Delivery

Glider Accommodation
(Pre/Post Crisis Support)

HOME (less)

PARTNERSHIPS
SAHSSI, Illawarra Legal Centre, MDAA, Murra Mia, AMS, Women’s Health, Wellways, Wollongong LAC, WCC, Mental
Health Movement, IRT, Job Find and Work Skills




Homeless Hub
Crisis Response

Transitional
Housing Support

WOLLONGONG EMERGENCY FAMILY HOUSING

ABOUT
Transitional Housing Support
During the 2017/2018 reporting year we
accommodated 41 couples/families.
Families accommodated
The 2017/2018 period continued to place
priority on housing couples (with dependents).
The next highest category continues to be
single mothers and then single fathers with
children. Many women with children identified
Domestic Violence to be either the main reason
or an identified reason for seeking assistance,
the majority of women fleeing domestic
violence are accompanied by their children.
All women are referred to Supported
Accommodation and Homelessness
Services Shoalhaven Illawarra, Housing NSW
Start Safely Programme and Wollongong
Women’s Referral and Resource service for
groups and workshops.
Reasons for Seeking Assistance
There are many reasons why families and
individuals seek assistance for accommodation.
However, when asked to identify a main
reason, eviction and notice to vacate is by far
the highest recorded answer again this year.
This continues to be a reflection of the current
rental crisis and the difficulty of obtaining and
maintaining tenancies in a highly competitive
rental market. Family, relationship
breakdowns and domestic violence remain the
next highest categories.
WEFH continues to look at increasing support
strategies, and a commitment to continue
providing a ‘wrap around’ services, that are
directed to the clients individual needs.

Road to Home

The Road to Home Workshop is presented by
SAHSSI and has run every second month since
April this year. It is designed to support
participants in gaining confidence in securing
and maintaining successful tenancies either
through Housing NSW or private rentals. The
information presented over the two days is
relevant, very practical and easy to
understand. A transitional tenant of ours who
attended the last presentation stated

“I have been living out of home since I was
16 years old and there were still so many
things I learned while at the workshop.”
So far, 6 of our tenants have attended the full
workshop. They’ve all secured a pre-approved
bond loan from Housing NSW, three have
exited transitional accommodation and one
secured a private rental for her and her two
daughters. We see this as a valuable tool for
our tenants and will keep encouraging
attendance by including the workshop into
case plans during lease signs and
communicating the importance of their
attendance to completing their case plans.

WOLLONGONG EMERGENCY FAMILY HOUSING Annual Report 2017/2018
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A Family’s Journey
Transitional Housing Support
Mr and Mrs Smith arrived in Wollongong from

The Smith’s signed a 3 month lease to give

overseas with their five children. They had all

them time to re-establish themselves, find work

been living overseas for years as their eldest

and create some consistency for the

son was contracted to a European Football

children. This family are very talented football

Club in Norway.

players. One of their daughters was called up
to the Matilda’s team while in transitional

The family of 5 children were invited to

housing and she travelled overseas while

Wollongong by a football club who were also

representing Australia against other

interested in their eldest son for their

nations. The Smith’s used their time in

team. The family believed that

transitional accommodation to seek out options

accommodation, employment and ongoing

for employment and to encourage their

assistance would be provided in exchange for

children’s sporting prowess. After eleven

their move to Wollongong. The Smith’s set

weeks with us, the Smith’s and their youngest

themselves up here where the younger 4

son have relocated to North Queensland where

children were enrolled in school and their

Mr Smith secured employment in his field. The

parents were set to establish themselves locally.

two older girls were offered football contracts

Unfortunately the contract for their eldest son

in Europe and will be joining their older

fell through with the football club and the

brother, making a name for themselves over

Smith’s found themselves with little to no

there.

support and with nowhere to live. Both
parents were now also unemployed after

The children in this family have been closely

having left their business behind in their

followed by Football Federation Australia and

move. Their eldest son was encouraged to go

they proclaim they all have the potential to

back overseas in response to another European

play football for Australia. Their talent has

club’s interest. He departed and his parents

been evident throughout their young careers

and 4 siblings were left behind, homeless and

already.

sleeping in their family car. They endured this
for 6 weeks.

Their parents are very proud and very
supportive of their children and they are

All children were still attending school while

all leaving The Hub family with a very

their parents tried to find local supports for

stable and exciting future.

assistance. Luckily the Smith’s came across
The Homeless Hub and within 16 days of
initially presenting to us, we were able to offer

*names have been changed for privacy

them transitional accommodation.
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STATISTICS
Transitional Housing Support
TENANCY: TYPES OF PEOPLE
couple with family
24%
single mothers
37%

intergenerational
5%
siblings
5%
single female
2%
single males
12%

single fathers
15%

TENANCY: WHAT HAPPENED AFTER
other

tenants were assisted onto
Priority Housing list/offer
tenants secured private
rentals

tenants moved into social
housing properties
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ABOUT
Wollongong Homeless Hub
The Wollongong Homeless Hub (WHH) is an
integral part of the Illawarra region, helping
and supporting people in housing crisis. WHH
assist many different client groups including
people fleeing domestic violence, single males
and females, single parent families, people
from culturally and linguistically diverse
backgrounds, Indigenous, refugees, new
settlement, youth and those who have
considerable barriers to obtaining private
housing, those recovering from drug or
alcohol addiction, people living with mental
health and those exiting correctional services.











The WHH provides a unique service for our
clients, which includes:










Face-to-face and telephone support so
people in crisis can get seamless,
integrated assistance and access to the
most appropriate service to meet their
needs.
We provide access to funded
homelessness, health, legal, housing,
financial, advocacy and support services in
the Illawarra. Referrals to appropriate
services to help prevent client fatigue and
having to repeatedly tell their story.
Centrelink and other agencies attend the
Hub at regular times.
Illawarra Legal Centre attends the Hub
weekly.
Aboriginal Medical Service attends the
Hub weekly.
Murra Mia an Indigenous tenancy service
attends monthly’s
Women’s Health attends the hub and
provides a clinic service




Illawarra Retirement Trust (IRT) provides
a worker one day per week, connecting
aged service participants.
We provide haircuts, shower and laundry
facilities for homeless people of all ages.
We provide breakfast Monday to Friday
through our breakfast program.
We provide a low-cost community based
removalist service through our Social
Enterprise ‘Community Movers’
Assistance with searching for private
rentals, including access to computers,
photocopier, telephones, fax and email.
Culturally specific workers will be
available at regular times.
Referral and advocacy
Food support.

Clients at ‘The Hub’ are able to access multiple
agencies from a single point. Computers,
photocopiers, and telephones are offered free
of charge to people accessing services.
Community engagement officers are available
for support and other support services are also
available to clients.

WOLLONGONG EMERGENCY FAMILY HOUSING Annual Report 2017/2018

15

CLIENT SUPPORT
Wollongong Homeless Hub
Adults
During the 2017/2018 period there were over
15,590 requests for assistance. We conducted
over the phone, face to face or online intakes
with every one of these individuals and
families, that is, we stopped and gathered
information, such as where they were staying
on that particular night and a picture of their
housing history. We provided information and
referrals, referred to Specialist Homeless
Services and other related support. We
listened and empathised when they told us
they had spent the last night in cars or tents.
Many were sleeping on couches and floors of
family and friends, often these relationships,
had deteriorated to the point where everybody
was fed up and they had been told to leave
with no place to go.
In our capacity to fill the housing gap we
provided early intervention. We have
endeavoured to assist and support these
families with information and referral
especially for those families who are at
imminent risk of losing their tenancy.
A great deal of our outreach support is
providing advocacy, referral and support.
WHH workers are continually participating in
training and networking to keep them
updated on available services and information
to assist in appropriate referrals.
WHH also continues to support male victims
of domestic violence through our partnership
with Wollongong Police DVPASS; this
program enables us to contact victims of abuse
and offer advice, and support.

Children and Young People
The children who access our service are
dependent on their families and home life for
support, security, their wellbeing and
development. The experience of homelessness
has far reaching effects on their physical,
emotional and cognitive development.
We continue to be an organisation with child
focused service delivery practices. We view
accompanying children as ‘clients in their own
right’ and consequently their needs are
assessed and identified within the context of
the family support plan. Identifying their
support needs is predominantly done through
the primary caregivers. However, their age
and stage of development is a consideration
and where they are able to communicate their
own needs, they are encouraged to participate
in the process.

STATISTICS
1,913 Individuals received face-toface support.
477 Under the age of 24
867 Male
659 Female
388 Aboriginal / TSI
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CLIENT JOURNEY
Wollongong Homeless Hub
Grant * attended the service for support after a

train without a ticket and being noticed by

referral from his parole officer. He had been

police. The Homeless hub were able to

released from jail in Sydney and had been

provide him with an opal card to assist with

given two nights temporary accommodation

his travel, additionally, we were able to drive

and a pre-paid visa card that contained an

him to appointments and advocate on his

emergency payment from Centrelink. Grant

behalf to remain in temporary accommodation

had children in Wollongong and was

until stable accommodation could be found.

desperate to reconnect with them after not
seeing them while he was in jail. However,
while traveling to Wollongong he had lost his
pre-paid visa card, and was unable to get
another one issued by Centrelink. When he
presented to our service, he had been in
Temporary accommodation at Piccadilly Hotel
for one night, and during this time had not
been able to purchase any food or basic
toiletry items, the homeless hub was able to
provide these essential items to Grant while
we supported him.
Grant did not have a bank account and
therefore could not receive further Centrelink
payments until this was rectified, however, the

Ultimately, Grant decided that he did not

only photo identification he had was his

want to remain in Wollongong, and the hub

release papers. He was understandably very

provided a private quiet space for him to

reluctant to present these papers to bank staff,

speak to family interstate, to see if that was a

fearing that they would not open an account

suitable option for his long term future. I do

for him. I and another support worker were

not know how Grant’s story ended, he did

able to attend the bank with him to provide

move interstate where he had extensive family

support and assist him with opening this

support , however his story highlights the

account, which was successful.

complex issues many of our clients face and
that the services we provide (even for a short

During this time Grant was required to attend
the Department of housing for appointments
to stay in Temporary accommodation,
however, he did not have an opal card or the
money to purchase one which meant that he
had to walk to Coniston, or risk taking the

time) can positively impact on the dignity and
wellbeing of those experiencing homelessness.
*names have been changed for privacy
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BROKERAGE SUPPORT PROGRAM
Wollongong Homeless Hub
Brokerage support is responsive to and driven

including prescription medication, food

by the needs of the client, it is targeted to assist

vouchers, opal cards, travel to escape DV,

people to access or maintain independent

emergency accommodation, tents/swags,

housing by addressing issues that put them at

petrol vouchers, support for homeless who are

risk of homelessness or prevent them from

hospitalized etc

accessing housing. Brokerage is used to help
Our Brokerage Support Program would not be
possible without the generosity and good-will
from the community, in making donations of
toiletries, food, clothing (new and pre-loved),
monetary and food vouchers, furniture,
tent’s/swags and more..

support clients to take responsibility for their
own needs and to develop their capacity to
live independently. Brokerage is material and
financial assistance in an emergency situation.
It’s used to meet a variety of needs of the client

103

9

14

Tents & swags

Court &
Employment outfits

Education & Training

$2,009

268

Nights spent on
emergency accomm.

Furniture /
whitegoods

$5,561

324

Rent payments to
prevent loss of
property

Opal card
Top-ups

$765

27
Petrol Vouchers

New clothing packs

109

4410

Health/ Prescriptions

Food parcels

1647
Shower/ laundry use

7223
Hygiene packs

2560
Jocks and socks

4
Hospital packs

WOLLONGONG EMERGENCY FAMILY HOUSING Annual Report 2017/2018

18

BREAKFAST PROGRAM
Wollongong Homeless Hub
The Breakfast Program is an initiative of
Wollongong Homeless Hub. The people who
benefit from the program are our clients,
individuals, families, youth, who drop in to
use Wollongong Homeless Hub services.

The program improves nutrition, and in doing
so, increases concentration and the capacity to
foster social inclusion in a friendly, safe
environment. It helps to improve access to
health services including dental and medical
and promote better health nutrition
Children attending the breakfast program are
provided with access to support and referrals
to early childhood services and family support
programs.
Thank you to the many people who donated
food and volunteered their time to support
this program. We were able to provide
approximately 13,590 breakfasts during
2017/2018.

The program encourages clients to volunteer
in the Breakfast Program and attain the ‘Food
and Safe Handling’ certificate. In doing this it
gives our clients additional skills, knowledge
and confidence to enter the workforce or
further training.
The program encourages healthy eating and
lifestyles through the provision of a nutritious
breakfast to adults, youth and children in a
caring and safe environment.
Many of those adults and children, for a
variety of reasons, often related to socioeconomic status, would otherwise go without
breakfast.
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SOCIAL INCLUSION
Wollongong Homeless Hub
What is Social Inclusion?
It is having the resources, opportunities and
capabilities to:
 Learn (e.g. participate in education and
training);
 Work (e.g. participate in employment,
unpaid or voluntary work including
family and carer responsibilities);
 Engage (e.g. connect with people, use local
services and participate in local, cultural,
civic and recreational activities); and
 Have a voice (influence decisions that
affect them)

Social inclusion events

UNESCO uses the following definition:



Christmas Lunch



Breakfast program



Melbourne Cup Day



IFTAR Dinner



Dragons NRL game



Movie and Pizza nights



Wrap up Homelessness Campaign



R U OK day



Haircuts



Cinema Movie days



Kidz Wish Foundation day



Children’s play centre outings



Dental health check ups



Haircuts



Women’s Health Clinics check-ups



Women’s Health group talks



Free clothing market



Mother’s day



Overdose Awareness Day



Home welcome starter kits



Art program



NAIDOC

“Inclusive society is defined as a society
for all, in which every individual has an
active role to play. Such a society is based
on fundamental values of equity, equality,
social justice, and human rights and
freedoms, as well as on the principles of
tolerance and embracing diversity”.
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ABOUT
Glider Pre/Post Crisis Accommodation Support
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CLIENT JOURNEY
Glider Pre/Post Crisis Accommodation Support

(Imaged sourced from
Illawarra Mercury *names have been
changed for privacy)

the lease but had 2 different roommates leave

Once that was established I contacted
Anglicare and requested urgent assistance.
After negotiation Anglicare were able to assist

without paying their share of the rent leaving

with $1000 towards rent arrears. I spoke with

her 4 weeks behind. Before she was referred to

MMJ South and they agreed to not push

Glider E.P had received an eviction notice.

through with eviction and instead ask the

E.P. was referred by MMJ South as she was
$2100 behind in her rent. E.P was named on

tenancy tribunal for a specific performance
When I met with E.P I contacted MMJ and

order. E.P was placed on a specific

they agreed to not enforce the eviction if E.P

performance order which states she will pay

could address the arrears. Glider worker

rent plus $100 a week until rent arrears were

contacted St Vincent De Paul and completed

repaid.

the paperwork to request financial assistance.
After assessment St Vincent De Paul declined
to assist as they did not feel E.P could sustain
the rent alone. E.P did not want to look at
finding cheaper accommodation as she was
attempting to get partial custody of her young
daughter and she was concerned that if she
did not have a spare bedroom it would
negatively impact her chance at getting
custody. Her current home was also very close
to her daughter’s school.

In order to support E.P while she was
repaying the rent arrears she was given
regular food parcels and grocery vouchers.
She was assisted with toiletries and was given
information on other charities that could assist
with food support.
I followed up with both E.P and MMJ South
for 6 weeks after E.P agreed to the repayment
plan and both reported the plan was going
well. E.P was made aware she could contact

I worked with E.P to find a friend who would
be happy to rent the room and share the rent.

the Glider in the future if she needed more
assistance.
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CLIENT JOURNEY
Glider Pre/Post Crisis Accommodation Support
During these interactions SJ disclosed she had
3 court appearance notices for driving while
disqualified as her license had been suspended
after her brain injury. Glider assisted her to
make appointments for legal advice and
transported her to these appointments.
SJ also disclosed she has a case manager
through the Life Time Care Scheme relating to
her brain injury which was sustained in a car
accident. With her permission I was able to
contact her Case Manager who was unaware
of her tenancy problems or her legal ones.
SJ was referred to the Glider project by a
Housing NSW Specialist worker. SJ had been

SJ was given the option of having Glider

issued with a notice from NCAT for eviction

worker support her at her court appearance or

for non-payment of rent ($1,424). I was able to

have her referred back to her Life Time care

do a joint home visit with the Housing NSW

coordinator; she chose to have Glider support

worker and after conducting an assessment SJ

her in court. We were able to transport her to

was accepted into the Glider project.

court and arrange for Legal Aid to represent
her.

SJ is a single lady with an acquired traumatic
brain injury. She is a mother of 3 but does not

After court was resolved SJ’s care was referred

currently have custody of any of her children.

back to her Life Time Care Coordinator with

I was able to advocate for her to Anglicare and

recommendations for extra support put in

they paid her rent arrears.

place to support SJ.

Housing NSW was willing to not carry out the
eviction if we could make the rent current and

*names have been changed for privacy

SJ signed up to have her rent deducted
automatically from her Centrelink payments.
After Anglicare paid her rent, SJ was
transported to Housing NSW to complete this
paperwork.
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ABOUT
Outreach Service Delivery

Mobile Outreach Truck
Our mobile Outreach Service Delivery (OSD)
truck provides a community engagement tool
for our service and other community services
to meet on site to deliver collaborative client
focused support to individuals and families in
need.
OSD meets at locations that have been
identified as high demand, this could be due
to lack of transport to Wollongong CBD to

Outreach Support Aims
Our aim is to assist clients by identifying and
responding to the unique circumstances that
may put their tenancies at risk by offering
tailored options and support service links in
order to prevent future homelessness.
We aim to assist people stabilise their lives
and make the transition from homelessness or
insecure housing into stable, secure and
affordable long-term housing and work with
them as long as necessary.

access service supports or locations where
there is a high number of homeless/ people
sleeping rough. Whilst on site OSD makes
available information, support assistance,
clothes, toiletries, Manchester and food.

Outreach provides a holistic service that works
in partnership with other agencies to support
people with complex needs to address their
individual issues.

We link individuals/families to tailored
solutions with a goal of maintaining
successful, long term tenancies.
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COMMUNITY MOVERS
Outreach Service Delivery
Community Movers, helps volunteers to gain
employment skills, and improved self- esteem
by helping, others, overcoming isolation,
building a sense of belonging and contributing
to the community in which they live.

Community Movers is a low-cost removalist

Community Movers achieves this by
employing a ‘mentor figure’ (project worker)
to co-ordinate and implement the program by
assisting participants to develop skills in safe
lifting, first aid, road safety awareness, driving
a Pantec truck, Work Health and Safety,
customer service and first aid.

service operating on a social enterprise model
and is offered to people working with other
community agencies.
This initiative helps fund Wollongong
Homeless Hub – with all profits directed to
Hub client support.
The service includes:
 Pickup and delivery from the Illawarra
and statewide
 1 hour minimum per job
 Small and large jobs
Community Movers is a program, which
assists individuals and families with limited
income, resources, family and community
support, to relocate their belongings.
Too many times families without means
would abandon all their belongings and
furniture as they could not afford to move.
With our low cost moves, families do not have
to start over each time they relocate.

The work experience acquired can lead to
participants gaining confidence to complete
TAFE qualifications.
This service is offered to individuals accessing
Work Skills, those required to complete Work
for the Dole community hours and Work
Development Order participants.
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WORK AND DEVELOPMENT ORDERS
Service Support
Work and Development Orders (WDOs) are
orders, made by the SDRO, that allow eligible
people to work off their fine debt through
unpaid work or certain courses or treatment
with approved organisations and health
practitioners.
We are an approved organisation, that offer
eligible clients the opportunity to work off
their fines (State Debts).
A WDO can include one or more of the
following activities:
 unpaid work for, or on behalf of, an
approved organisation
 medical or mental health treatment in
accordance with a health practitioner’s
treatment plan
 educational, vocational or life skills course
 financial or other counselling
 drug or alcohol treatment
 a mentoring program (this option is only
available if you are under
25 years of age)

WDO’s are available for people with fines
who:
 have a mental illness,


have an intellectual disability or cognitive
impairment,



have a serious addiction to drugs, alcohol,



experiencing homelessness, or are
experiencing acute economic hardship.

Our service allows clients to work off their
debts through volunteering at the Homeless
Hub. These include but are not limited to:
 Breakfast Program


Stores person (sorting food and clothing
donations)



Shower and laundry monitor



Removal Service



Promotional/ Fundraising activities

Clients can also be sponsored to complete
Case management, Education and /or Courses
through the Hub collaborating with other local
services and/or Educators.
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WORK SKILLS
Service Support
I’ve been

Work Skills is a part of the Disability
Trust. This program works towards
integrating people with a disability into
the workforce.

working at the
Hub since 2017. I
help with design,
art, statistics,
engineering,

We have worked closely with Work
Skills for a number of years and this
year we have seen three individuals on
this program.

finances and IT.
It has been a great experience working at the
hub, as I’m constantly learning new things.
The convivial atmosphere produces an

The roles these individuals vary from
Hub Support staff to an off-sider on
Community Movers.
Work Skills on many occasions have
referred their clients to Wollongong
Homeless Hub, due to some being
homeless and others in need of
specialised assistance.
The relationship between Wollongong
Homeless Hub and Work Skills has
been mutually beneficial for all parties
involved.

excellent work environment with good
productivity and high standards.
I’ve been able to expand my artistic and
mathematical horizons into new dimensions,
working with constraints and requirements
which have led me to improve both my
workflow and flexibility.
While working at the Hub I have designed
new Business Cards, as well as doing a fresh
design for the glider program. I have
completed a wide ranging statistical study of
the Breakfast program, which discovered how
many individuals it helped, as well as
producing a predictive model to calculate

We value the partnership we hold with
Work Skills and look forward to
continuing and building on this
successful relationship.

future rates of demand. Likewise, I produced a
similar model for the Glider program, which
helped us understand how much funding it
would require. I have done numerous flyers
hot various WEFH events such as trivia nights
and Easter egg hunts.
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STUDENT PLACEMENT
Service Support
We engage with TAFE NSW and the University of
Wollongong who place students with our ‘Drop-In’
service support program - Wollongong Homeless Hub, to
fulfil their work placement course requirements. Students
are placed at the Hub to learn and gain hands-on
experience with our highly skilled support staff, who
guides them through their work placement. Following are
our student placements experience.

I have loved the opportunity to be a part of the team here at the
Hub, as part of my University Social Work degree placement. I
have had the pleasure of organising market day with the
community movers truck, where the Hub provides free donations
of clothes and other items to clients at other organisations. I have
also loved meeting and getting to know the clients, and providing
basic support to them. The Hub is such a great organisation and
with the help of the great team here, I have learnt invaluable
knowledge and skills which will greatly assist me in my future
endeavours.

I am currently completing my final student placement. I have
been able to develop and cultivate my skills as a future social
worker, with issues pertaining to crisis support with both
individual clients and with families, through providing advice,
information and referral. I have been able to develop my practice
through supporting clients to access and apply for housing,
specifically I have developed experience in supporting clients to
access different forms of housing accommodation. I’ve developed
case management experience through the Glider Project; a project
designed for clients with ‘at risk’ tenancies to save their tenancies,
through outreach support.
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STUDENT PLACEMENT
Service Support

Estelle came to the Homeless Hub as a student
placement, and provided much needed
support not only to the Support Workers but
to Administration.
Estelle used her marketing background to help
us improve our social media presence during
Wrap up homelessness week and Homeless
Persons Week, by putting together a
marketing strategy including planning
documents and critical path.
Because of this we were able to reach more of
the community including individuals, schools,
community groups and businesses to further
raise awareness and to encourage people to

change their perception of what homelessness
is and how it could happen to anyone.
Estelle also assisted us with applying for
grants, as well as the Regional Achievement
Award, where we have currently been named
semi-finalists.
Her assistance with helping our Glider
Coordinator was extremely valuable during
the set-up process and gained skills in
providing support to those clients.
As part of Estelle’s educational course through
OTEN she needed to organise a team building
session, which Estelle was able to do so
through our staff development day.
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COMMUNITY ENGAGEMENT
Service
We have been very busy this financial year
raising awareness of homelessness in our
community.

We attended many schools this year and gave
talks on the impacts of homelessness in our
community. We had a number of schools,
TAFE and community groups visit the
Homeless Hub.

We were also fortunate to be the chosen
charity of The Illawarra Grammar School
(TIGS) who organised and raised funds for our
service during 2017. Year 12, 2017 were the
trail blazers of The Illawarra Grammar School
(TIGS) raising the most funds collected for a
charitable organisation within the school.
We attended the Department of Human
Services Corporate Games Award and
Recognition night. We were blown away with
the amazing efforts of DHS staff who rallied
behind the charities to raise over $60,000, with
our service receiving $20,000. Wollongong
Homeless Hub would like to thank all the staff
at DHS and a special thanks to Tracey
Sheather and Immanuel Creagh.

It was fantastic to engage with students, and
raise awareness of homelessness. After the
talks with the students, they went on to raise
money for the Hub and organise a tour of our
service. Thank you for letting us visits your
school.
Students of Mount Annan Christian College
visited the hub and volunteered their time to
serve breakfast and learn about what we do as
a service to support the homeless and those at
risk of homelessness. Students from Albion
Park High School raised funds for the hub.
Edmund Rice College organised a food drive
of non-perishables to assist with our rough
sleeper packs.

Throughout the year we held a number of
Pizza/ Movie nights and lunches for our
clients, where we welcomed the homeless into
our service after hours to have a hot meal and
relax in front of the TV to watch a movie.
We were again the Regional Achievement

We would also like to say thank you and
acknowledge all the other schools in our area
who support Wollongong Homeless Hub.

Award Semi Finalist – 2 years running and
were honoured to receive the Australia Day
Lord Mayors Award.
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COMMUNITY ENGAGEMENT
Service
Mental Health Week Healing Tree Breakfast
was held on Friday 13/10/17. This activity was
done with our rough sleepers at breakfast,
where we asked what grounds them and what
they believe. To explain the Healing Tree, the
Roots signifies what grounds you and the
branches and leaves signifies what you believe
you are

We attended a number of BBQ’s at Bunnings
Wollongong to engage with the community
and raise funds for the Hub. We have been
fortunate with gaining further support from
Bunning’s with their store collecting nonperishable items for the hub, which we then
use in our rough sleeper packs for our clients.
A huge thank you to Bunnings Wollongong
who have been long-time supporters of
Wollongong Homeless Hub.
What had an amazing day at our community
services free market day for the homeless.
There were many services who participated
and had a stall including Wollongong Police,
Family Services Illawarra, IRT, Chain, SYFS,
SAHSSI, St Vincent de Paul, Mission Australia,
Ability Links, IAMS, Need a Feed and the

We had members from Sexual Health visit the
hub raise awareness and provide information
on Hep C and Sexual Health.

wonderful artists from Wollongong Art
Gallery (hope I haven’t missed anyone!).
We were able to give away many items
including clothing and Manchester, which had
been donated.
Thank you to our beautiful volunteers and
staff who helped out on the free sausage
sizzle, setting up for the event and for helping
people find items that they need.

1 December was Red Ribbon Day. ISLHD
Drug & Alcohol services are partnering with
Community Drug Action Teams across
Illawarra and other services to host a High Tea
to Celebrate Red Ribbon Day. They brought
along their annual give-away surf board to the
Hub.
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MAJOR EVENT’S and FUNDRAISER’S
Service
Christmas Lunch and Fundraiser
Our Christmas Fundraiser ran for 12 weeks
from October to December, and was named
‘12 Friday’s till Christmas’. During this time
we asked the community to get involved by
organising through friends, family, work
places and schools to collect a specific item
each week for our Christmas Hampers. There
were also members of the community who
collected presents to put under the Christmas
tree for our Christmas Lunch.

Trivia Night
What a fantastic night we had at our very first
Trivia Night (Saturday 7 April) held at
Collegians Wollongong.
There was lots of laughs and even singing to
Disney’ Aladdin ‘A whole new world’ – thank
you Jason, even the art form of making and
creating flight with a paper aeroplane.
The night would not have been possible
without the help and support of staff and
volunteers donating their time, Collegians for
hosting the event, our wonderful sponsors for
donating prizes and to Jason thank you for
being our MC.

The community support was amazing; we had
enough hampers and presents to give to
everyone that came. We had a fantastic turn
out of volunteers who we thank for their time
in putting the hampers together and for those
who helped serve lunch. Thank you also to
Ryan Park MP for his continuous support in
providing toys for the children, and to the
many people who provided food for the
Christmas Lunch.

We hope to hold this as an annual event in
raising funds and awareness of homelessness
in our community.
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MAJOR EVENT’S and FUNDRAISER’S
Service
Easter Hunt

Wrap up Homelessness Campaign and Walk
in my Shoes
Wrap up Homelessness is an initiative to raise
awareness about the plight of homeless people
in our community and raise funds for
Wollongong Homeless Hub.

During Easter we held an Easter Hunt at
McCabe Park Wollongong for Hub and SHS
families to come along and join us in a
morning of fun and games.

The funds raised were used to support the
homeless, by providing them with care
packages including toiletries, food parcels,
meals, shelter, sleeping bags, tents and much
more
The campaign encourages businesses and
schools to get involved by wearing a scarf,
shawl, wrap, beanie or even a blanket during
the first week of June.

There were guessing games throughout the
hunt, art and crafts, soccer skills and more. At
the end of the hunt each child went home with
a basket of chocolate goodies.

This year was the first time we ran ‘Walk in
my Shoes’. We asked six Illawarra community
leaders to step up to the challenge to spend 24
We would like to send out a big thank you to
the local community, along with Soccajoeys
South Coast Macarthur for organising ball
games and soccer skills, Peoplecare,
Community Industry Group – Illawarra

hours walking in the shoes of a homeless
person. Participants were given a case scenario
that replicated the experience as closely as
possible as one of our hub clients, and to walk
in their shoes!

Forum for donating to our service to help with

“It’s scary how easily it could happen, for a

our Easter Celebration

man or woman. They’re many reasons a
person could exhaust their resources and end
up on the street, and be completely unprepared
for it” Paul Nesbitt
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MEDIA ADVOCACY
Service
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MEDIA ADVOCACY
Service
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MEDIA ADVOCACY
Service
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MEDIA ADVOCACY
Service
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PARTNERSHIPS
Service
Our service continues to work in partnership
with other government and non-government
agencies. The aim of the partnerships is to
work collaboratively towards seamless
transition from one service to another. We
thank all agencies for their continued support:
We would not be able to provide such a
multifaceted service without the support of
many agencies both government, NGO and
other services and individuals.
Illawarra Tenancy Advice and Welfare
Rights
We are delighted that Illawarra Tenancy
Advice and Welfare Rights satellites from the
Hub. This great service provides tenancy and
welfare rights and information where and
when it is needed.
Housing NSW - Wollongong Assessment
Team
The aim of this partnership is to assist those
families who are eligible for or have been
approved for Priority Housing and are waiting
for property allocation. WHH has committed
to extending the clients tenancy for a period
until allocation of their property.
Aboriginal Medical Service
Advocating on behalf of WHH Indigenous
clients and assisting with health and
wellbeing.
Lighthouse
We have assisted a number of young people
transition into Lighthouse Youth Initiative and
advocate on their behalf.

Rental Brokerage/ Start Safely Housing NSW
Rental Brokerage works closely with Support
Workers to engage clients for the Rental
Brokerage Scheme and the Start Safely
Programme.
A project designed to assist women leave
violent situations through subsidised rent.
Support Accommodation Homelessness
Service Shoalhaven Illawarra (SAHSSI)
This partnership continues to assist women
and children and we provide warm referrals to
this valuable service.
Coordinated Homelessness Service
We refer single males, females and families to
these services. We are happy to assist when
the Specialist Homeless Services are at
capacity and provide support until the
appropriate agency can assist or the client
needs have been met.
We receive referrals from this service to our
Community Movers Program and welcome
the opportunity to work in collaboration.
Southern Youth and Family Services
The plight of the young and homeless is
heartbreaking. We value the relationship we
have with CHAIN and other associated Youth
Services under the SYFSS banner.
Women’s Health
Attend our service and provides women’s
health care check-ups and well-being
programs and group education and
information sessions.
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PARTNERSHIPS
Service
Centrelink
We very much value the wonderful assistance
of the Community Engagement Officers who
attend the Hub to sort out all manner of
benefit issues.
Myimbarr
We have referred and worked together with
Myimbarr an Aboriginal Family Service for
Koori youth and families in crisis or at risk.
St Vincent de Paul
Have been an invaluable support for the
families we have referred.

Barnardos South Coast
Have been an invaluable support for the
families we have referred.
Family Services Illawarra
We continue to work in joint case management
supporting clients of both services.
Informal partnerships
There are a number of agencies we work in a
collaborative relationship with and though
formal partnerships are yet to be documented,
we value the working relationships we have
with these agencies including:

Illawarra Legal Centre
Attends the Hub and offers support to clients
and provides free legal services to individuals
and families who are disadvantaged and with
special needs.



Legal Aid



Partners in Recovery



Anglicare



HARP Team NSW Health

Illawarra Multicultural Services
IMS assisted with free Child minding, leaving
the parents free to attend groups and property
searches. As well as providing a Specialist
CALD worker on a traineeship.



NSW TAFE



Beyond Blue



Wollongong City Council



People Care

Murra Mia
Murra Mia provides an out of office outreach
support worker for clients requiring,
representation at the Tribunal, client visits,
and mediation and advocacy between tenant
and land lord from our service.



Colliegians

Illawarra Retirement Trust (IRT)
Provides a worker once a week to give
outreach support for those who are over 65
years old, that are experiencing homelessness
or at risk homelessness.
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ACKNOWLEDGEMENT’S
Service
All of our work is only possible through the
government funding provided by the NSW
Department of Family and Community
Services – Service Support Funding. Once
again we thank the District Director and Area
Manager, as well as staff from Partnerships
and Planning, NSW Department of Family &
Community Services Illawarra Office, for their
ongoing support and commitment to the
service.
Once again a special thanks to the
Management Committee for their ongoing
commitment and skilled work.
Thank you to the hard working, dedicated and
skilled staff who give so much to our service.

We would not be able to continue the level of
service delivery without your support. And to
our mini volunteer’s thank you for giving up
your time during school holidays to help out
staff at the Hub.
We thank all agencies, Government and NonGovernment, who have supported us
throughout the year. I know we make these
thanks every year, but every year your
support grows and our thanks grow with it.
We also give a huge thank you to all the
wonderful people who made donations to our
service, without these we would not be able to
provide additional services including our
rough sleeper pack, brokerage service, clothes
and much more.

Thank you to our wonderful volunteers for
giving up your time for our service.
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FINANCIAL REPORT
Service
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NOTES
Wollongong Emergency Family Housing

WOLLONGONG EMERGENCY FAMILY HOUSING Annual Report 2017/2018

46

WOLLONGONG EMERGENCY FAMILY HOUSING Annual Report 2017/2018

47

WOLLONGONG EMERGENCY FAMILY HOUSING
1/1 Young Street WOLLONGONG NSW 2500
Tel: 02 4228 0955 Fax: 02 4229 9866
info@wefh.org.au www.wefh.org.au
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