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The 2015/16 year has been a mixed year for the Board of Volunteering Gold Coast Inc. We have been extremely 
fortunate in attracting a talented group of Directors to support new directions and opportunities but ultimately 
the work commitments of our volunteer Board have seen a number of departures throughout the year. 

We would like to take this opportunity to thank our Patron, The Honourable Dame Quentin Bryce, former Governor 
General of Australia and former Governor of Queensland for her ongoing support and recognition. In her role as 
Patron, Dame Quentin supports Volunteering Gold Coast’s vital role in strengthening the community through the 
support and promotion of sustainable and equitable volunteering.

As we have watched other like organisations lose funding we have managed to increase our resources and roll 
out some of our aspirational work in both volunteering and transport. The Federal Government did not fund the 
three tiered volunteer management program during the last year but it did fund VGC to deliver two volunteering 
projects, one in West Moreton and another in Tasmania. On the back of the great services in these three regions 
we have received a 12 month extension through to June 30, 2017 which is very gratifying for the organisation at 
the end of the financial year. 

The State and Federal government continued to support us in both transport (100,000 trips) and volunteering, as 
we provide services for aged and disability focussed organisations. We have also added fee for service work into 
our armoury in the last year. 

Volunteering Services Australia has successfully operated in Ipswich, Jimboomba and Launceston during the 
financial year and, in both cases, has added new offices and staff to its operations. Supported in the first instance by 
Federal government funding, both projects have also attracted partners who provide funding and service support.

We have commenced research into a partnership model with VSA, and we are particularly delighted with the 
interest in the western Queensland and Tasmanian communities. The reaction we are receiving with this major 
shift in community development work is very promising. 

The community, Board and staff celebrated the offer of a three year contract to deliver the Oncology Transport 
Service for the Gold Coast Hospital Foundation from July 1, 2015 to June 30, 2018. While the year started well 
in transport it finished on a disappointing note as we were not able to retain either the Bundall Shuttle or the 
Southern Gold Coast Council Cab projects.

Some points of note for the Board have been:

•  Further strengthening of the financial reporting through the Treasurer and Finance Committee, which was 
then enhanced by the work of the Finance Team.

•  Better Board governance as we moved to an Australian Registered Business Number (ARBN) reflecting our 
will to work outside Queensland. 

• We have also refined our Strategic Plan which now focuses on 2016 – 2022 and will include new directions 
into events, new geography and, of course, the aspirational piece of work – Volunteering Services Australia.

•  We continue to build up the assets behind the organisation, and both building and cash assets are improving 
in value.

• Our fleet was increased by two with Custom Fleet’s kind support for VSA in Tasmania and West Moreton.
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The Board implemented an array of sub-committees which quickly amalgamated into:

• A Finance Committee – which meets and reports monthly.

• A Membership/Partnership Committee – which meets regularly and now tracks both VGC and VSA and its 
members and partners.

• A Commercialisation Committee which meets monthly and has provided ideas and impetus for fee for 
service, partnership and entrepreneurial work.

• Supporting a broader management team, the Operational Management Team and acknowledgement of 
both the volunteer and paid workforce through recognition programs and pay rate reviews.

Further highlights for the year included the retention of long serving Board Directors Joy-Anne Fisher – President; 
Peter Mark – Vice President; Di Aiken – Secretary/Public Officer and Stephen Hughes, Director.

They have been supported by Directors including new talent such as Leschen Smaller – Treasurer; Josie Kay, 
Gemma Alker, Nola Pearce, Kirsty Mitchell and Craig Wallace. Gemma and Nola both left us during the financial 
year for career changes and we were grateful for their work and governance support. The Board acknowledged 
the great recognition of the organisation with the appointment of Dame Quentin Bryce as Patron and Dawn 
Fraser, Mayor Tom Tate and Nick Scott as Ambassadors. 

Support continues for the Memento Charity Store which is regarded as a shopping icon on the coastal shopping 
strip, while also supporting other community organisations in need of clothing. This social enterprise has been 
well received by the community and is a high quality charity store.

The Board of Directors, Executive and the Operational Management Team continued to look for and find innovative 
and effective ways of overcoming the challenges in transport, volunteering services and community support. The 
Board is enormously proud of the work of the team of around 300 staff who continue to provide a benchmark 
for both transport and volunteer support services in Australia. The last year has been the most ambitious in our 
history as we have worked diligently and creatively to support several new offices outside the Gold Coast while 
adapting to substantial changes in community transport structures. 

Finally, we are aware that many smaller not-for-profits struggle to cover costs in a sector increasingly challenged by 
commercial players, yet we have again been able to achieve a surplus on the back of sound planning, budgeting and 
having a team prepared to find solutions and deliver high quality services while staying within our financial abilities.

The Board and staff are excited about the changes and challenges in our sector, but importantly, the opportunities 
which are ahead for our organisation. 
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CHIEF EXECUTIVE
The 2015/2016 Financial Year has continued the recent community sector trend in both challenging and 
creating opportunities for the team. Along with the rest of the not-for-profit service providers we continue to 
be challenged with the reduction in funding, the increased commercial players in the space and the need to 
scale businesses in order to retain contracts. We have managed to maintain funding and resources in a period 
witnessing a decrease in service providers.

One of the gratifying areas of growth for Volunteering Gold Coast (VGC) has been the addition of four 
grants to deliver Volunteer Support Services through the Department of Social Services. We have been in 
a position to support new volunteering projects under the Volunteering Services Australia banner after 
receiving funding for Tasmania and West Moreton. We also received grants for the Gold Coast and for an 
Event Toolkit for Volunteers. It is pleasing to note that we have been supported in West Moreton, the Gold 
Coast and Tasmania by Able Australia Services and we are grateful for their partnership. The program in 
Tasmania was also assisted, during the set up phase, by Launceston Volunteers for Community Services and 
we appreciate their assistance. New staff were recruited for the projects listed and new offices have opened 
in West Moreton and Tasmania, which is really exciting for the team!

We were especially delighted to see the continuation of the Oncology Transport Service with support 
coming from the Gold Coast Hospital Foundation just when we thought the service would fold. We are 
privileged to have a three year contract supported by three eight seater Kia Carnival people movers, drivers 
and administration staff who support the project. It continues to shine a positive light on our work in an area 
of great transport need. During a time when transport contracts continue to be thin on the ground we were 
unable to retain the Bundall Shuttle contract and the Southern Gold Coast Council Cab contract. Both of 
these contracts were secured as “loss leaders” by a commercial transport operator.

Since July 1, 2015 community transport has been challenged by the implementation of the portal for the 
Department of Social Services clients (over 65s) as registration and booking of services is difficult. Many 
providers have experienced the same challenges as us, with a downturn in new clients. The Transport 
Consortium has struggled to meet targets throughout the year. On a positive note we have managed to 
hold numbers in our Department of Communities transport program for clients under 65 with a disability. In 
response to the above challenges we have conducted a review of our transport services operations which has 
seen positive increases in the numbers of clients, service outputs and customer satisfaction levels. 

During the latter part of 2015 we employed two contract staff to deliver support in the role of Fundraising 
Team Leader. The role concentrated on raising profile and funding support for VGC and added sponsors to 
assist the delivery of International Volunteers’ Day in December. The event was held at the Sharks Events’ 
Centre and was our most successful event to date with great support from community organisations and 
sponsors who purchased tables to celebrate the work of volunteers.

The organisation continued to respond to changes in the sector and re-aligned the duties of senior staff 
and created a new raft of management roles and structures in order to strengthen our services. For the first 
time VGC established an Operational Management Team of eight including the CEO, COO, two Transport 
Services Managers and four other Managers to oversee Volunteer Services, Marketing, Finances and HR. This 
team meets monthly and works on action plans to support services. Monthly staff meetings also provide an 
opportunity to brief team members on our work and aspirations, although communications with around 300 
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staff cannot unfold at staff meetings, which have around 60 attendees. Hard and electronic copies of staff 
meetings are made available to try and improve communications.

Marketing and media remain high priorities and the year saw our Marketing Manager position change leaders 
twice, which ultimately created challenges for the marketing team. The roll out of Volunteering Services 
Australia, the Event Toolkit for volunteers, the planning for the “Everybody Loves a Volunteer” media campaign, 
a corporate video on volunteering and efforts to increase service outputs meant lots of work for the marketing 
folk. New VSA materials and plans to roll out stronger commercial partnerships commenced as well. To support 
the media campaign we had Dame Quentin Bryce confirm her commitment as our Patron. We also had Dawn 
Fraser, Mayor Tom Tate and Southern Cross Austereo’s Nick Scott come on board as Ambassadors.

It was gratifying to have Sunshine Kia partner with VGC to deliver a radio campaign which was highly 
innovative. In a similar vein, we have had confirmation from both Classic Holidays and Bond University that 
they are determined to support volunteering initiatives. Bond University and Peopleplan are supporting the 
development of tools and resources for the volunteering sector. Classic Holidays kindly donated 15 holidays  
during National Volunteers’ Week in May and has announced, with VSA, the roll-out of the Classic Hero 
(volunteer). Custom Fleet has also been incredibly generous in donating a vehicle to Tasmania and another 
to West Moreton to facilitate the delivery of VSA work in both regions of Australia.

Many folk are gearing up for the Gold Coast 2018 Commonwealth Games. VGC has been invited to provide 
support, which at this stage takes the form of myself being part of the Volunteer Program Advisory Panel for 
the Games. On the back of interest in the Games myself and our COO were invited to present information to the 
Mayors of South Eastern Queensland on the economic value and potential of volunteering. This presentation 
was amongst the various presentations which were delivered in pursuit of business development during the 
financial year.

We have, once again, commenced the review of our Strategic Plan and with the development of VSA and the 
challenges of finding new funding sources, this has taken time to unfold to support both the Organisational 
Plan and the 2016/2017 Budget. We are looking forward to a 2016–2022 Plan. 

It goes without saying that the great services provided by the organisation could not be delivered without the 
hard work of a team dedicated to delivering their work by the core values of integrity, respect, accountability, 
transparency and reliability. We have a talented Board of Directors, accomplished Managers in the Operational 
Management Team and an exceptional team of staff in volunteering and transport services. We can consider 
ourselves to be greatly blessed, having around 70 paid staff, up to 250 volunteers and in any one fortnight 
around 300 great staff members. Together we deliver the largest volunteer support service and one of the 
largest community transport operations in Australia! We are fortunate that the community is delighted with 
the service we provide for them and we’re honoured to be serving them. 

Richard Patterson
Chief Executive Officer

OFFICER’S REPORT



MINUTES OF THE ANNUAL 
GENERAL MEETING
VOLUNTEERING GOLD COAST INCORPORATED
4:00-5:00PM, MONDAY 13TH OCTOBER 2015 
2074 GOLD COAST HIGHWAY, MIAMI 4220 
Chairperson:  Joy-Anne Fisher (President)

Present: Joy-Anne Fisher, Peter Mark, Leschen Smaller, Richard Patterson, Lynn Mount, Chris Gunther, 
Peter Swaddle, Josephine Jones, Karen Leahey, Kathy Warneke, Diane Fowler, Sarah Hornabrook, Sandra 
Sutherland, John Dennett, John Hyman, Ann Adkins and Jennifer Beller (Able Australia), Dale Tatterson 
(Gold Coast Health), Joan Farmer (Surf Museum, Currumbin), Ray Higgs (Nerang Senior Citizens Club Inc.)

Apologies: Patricia Anderson, Jason Hayden, Di Aiken, Dorothy Williams, Caroline Viles, Frances Teys, Anita Brennan. 

Mr Richard Patterson (CEO) welcomed everyone to the meeting and thanked them for coming, especially to 
the members from other organisations. Special thanks were given to the life members for attending.

The Annual Report and the Agenda was provided to all attendees and Mr Patterson requested that 
everyone read and absorb the contents, including the Minutes from the previous AGM. 

Mr Patterson requested that the minutes for the Annual General Meeting for 2014 be endorsed as a true 
and accurate record of the meeting and that the minutes be accepted.

Moved: Peter Mark Seconded: Karen Leahey CARRIED

Business Arising: Nil

Correspondence: Nil

PRESIDENT’S REPORT 2014-2015:  PRESENTED BY JOY-ANNE FISHER
Please read the President’s full report in the Annual Report.

Ms Fisher welcomed everyone and thanked them for attending the AGM.  She commented that Volunteering 
Gold Coast is still flourishing as can been seen from the annual report.

Ms Fisher said that the funding situation has still not changed from last year with commercial players entering 
the market and increasing the competition.  We have been working at strategies to continue to be a part of the 
mix.  Although we have lost funding in some areas it has given new fields to explore.  

Ms Fisher commented that we are making good inroads into the purchase of the building and thanked the 
Finance Team for their clever negotiations in reducing the bank rate .  We have maintained the bulk of our 
transport fleet, and will look to expand when funds allow.  An important part of our business is to strive to 
develop, strengthen and connect with the community.  

The Board and Staff were delighted that we were able to deliver a three year contract for our Oncology 
Transport Service on behalf of the Gold Coast Hospital Foundation. 

Ms Fisher acknowledged the work of the Board, the CEO the COO and the Managers for their continued 
support and thanked them for their commitment.  She also commended 300 plus staff who continue to 
deliver services to the community, and without whom we would not be the organisation that we are today.

Moved:  Joy Ann Fisher Seconded: Craig Wallace CARRIED
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CHIEF EXECUTIVE OFFICER’S REPORT 2014-2015: PRESENTED BY 
RICHARD PATTERSON
Please read the Chief Executive Officer’s full report in the Annual Report.

Mr Patterson said that the past year had been a good period of consolidation and as a result we are now 
back in the black, despite the challenges around owning the building and our own fleet.  

The second challenge that we face is the move of commercial players into the area of transport and 
volunteering.  These challenges have enabled us to have conversations with such players as Able Australia 
and as a result we moved to set up Volunteering Services Australia in Ipswich and Jimboomba, and now 
into Tasmania, with government funding in these areas.

There are many challenges ahead for us and we have gathered together resources including a number of 
staff with experience in the commercial sector, and staff with an enormous number of different skills.  

The disability sector is looking toward to enablers in transport and volunteering.  Mr Patterson pointed 
out that there have been major shifts in last 10 years and we have to become more commercial in our 
approach in all areas. 

Mr Patterson said that he has been to many governance training sessions around the coast but feels that 
Joy-Anne Fisher and the Board lead the team with a strong strategic plan and that Volunteering Gold Coast 
is one of the most professional in this area.

Mr Patterson congratulated the commitment of the staff that have become involved with the commercial 
sector and said that we are in a strong position moving forward. 

Moved: Richard Patterson Seconded: Joy-Anne Fisher  CARRIED

Richard Patterson gave thanks to the marketing department for the Annual Report.  He pointed out that on 
page 2 Dame Quentin Brice in now the Patron of the organisation, and that this was such an accolade to 
our organisation.  This was generally felt to be a huge commendation of the organisation.

CONFIRMATION OF PUBLIC LIABILITY INSURANCE 

Lynn Mount confirmed that the Public Liability Insurance for $20million was current.
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TREASURER’S REPORT 2014-2015: PRESENTED BY LESCHEN SMALLER
Please read the Treasurer’s full report in the Annual Report (page 25) and the Financial Report (page 24).  
Opportunity for questions was offered, but not taken up.
Moved: Leschen Smaller Seconded: Peter Mark CARRIED

FINANCIAL REPORT 2014-2015: 
Financial reporting has been audited by Dickfos Dunn Adam (see page 50). 
Moved: Leschen Smaller Seconded: Sandra Sutherland

ANNUAL GENERAL REPORT FOR VOLUNTEERING GOLD COAST INC. 2014-2015 – ADOPTION OF REPORT  
Moved: Richard Patterson Seconded: Lynn Mount  CARRIED

ELECTION OF OFFICER BEARERS AND COMMITTEE MEMBERS FOR 2014-2015: FACILITATED BY RICHARD PATTERSON

Thanks were given to all the out-going committee members for their attendance and support during the year.

Declaration:  All nine positions for 2015 become vacant. Richard Patterson explained that two positions have 
been held over with a view to secondments from Bond University and Griffith University, plus a couple of 
other strategic players. Therefore a total of seven positions are open for election. 
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NOMINATIONS FOR VACANT POSITIONS OF THE 
MANAGEMENT COMMITTEE 2015-2016:

President: Joy-Anne Fisher
Nominated: Richard Patterson Seconded: Lynn Mount
No other nominations received:
Declared President for 2015-2016

Vice President: Peter Mark
Nominated: Josephine Jones Seconded: Richard Patterson
No other nominations received:
Declared Vice President for 2015-2016

Secretary: Dianne Aiken
Nominated: Richard Patterson Seconded: Josephine Jones
No other nominations received:
Declared Secretary for 2015-2016

Treasurer: Leschen Smaller       
Nominated: Mark Madden Seconded: Richard Patterson
Declared Treasurer for 2015-2016

Member: Josie Kay
Nominated: Richard Patterson Seconded: Mark Madden
Declared Committee Member for 2015-2016

Member: Stephen Hughes
Nominated: Ruby Brookfield Seconded: Richard Patterson
Declared Committee Member for 2015-2016

Member: Craig Wallace
Nominated: Josephine Jones Seconded: Mark Madden
Declared Committee Member for 2015-2016
All parties duly nominated and accepted

APPOINTMENT OF AUDITOR 2015-2016: 

Lynn Mount moved that Dickfos Dunn Adam be re-appointed as the financial auditor for Volunteering Gold 
Coast Inc. for 2015-2016. 

Moved: Lynn Mount Seconded: Chris Gunther CARRIED

There being no further business, the meeting was closed at 4.30pm. 

All attendees were invited to remain for refreshments.
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MISSION AND CORE VALUES

Volunteering Gold Coast will develop, strengthen and connect the 
community by achieving excellence in volunteering for the mutual 
benefit of the individual and the wider community.

Integrity             Respect            Accountability            Transparen
cy
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OBJECTIVES

To provide direct community transport 
options to relieve the needs of the 
disadvantaged particularly youth, the 
aged, sick and people with a disability.

To form collaborative partnerships 
to broaden the scope and quality of 
volunteering opportunities and work 
towards an increase in services for frail 
aged, younger people with disabilities 
and other disadvantaged groups. 

To support and enrich the community 
through the development of a strong 
volunteer sector that provides 
services to maintain frail, aged and 
younger people with disabilities in 
their homes as long as possible and 
other disadvantaged groups and 
those in need.  

To provide a centre for community 
business development which 
is based on the Gold Coast and 
which can support other regions of 
Australia as opportunities arise. 

To provide a centre of excellence for 
volunteer referral and resourcing, 
education and training.

To maintain a community focussed 
business which is not reliant on 
government funding as its sole income 
stream. 

To pursue business partnerships 
and collaborations which enhance 
our ability to survive into a period 
of competitive tendering and multi-
region and multi-state service delivery.

To encourage best practice in 
volunteer management and 
governance for the sustainability of 
the community. 

To support and deliver commercial 
business streams where they align 
to our mission and values.
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REFERRALS & OUTREACHES
We continue to run Outreach Referral Offices in Palm 
Beach, Robina, Southport and Miami.  We closed 
our outreach in Runaway Bay due to the Westpac 
Bank requiring the space and have now recently 
opened outreaches in Labrador and Coomera.  Both 
locations are proving to be very popular and are 
booked weekly.  We have opened an office at Miami 
for Saturday interviews and this is also proving to be 
popular.  Total Face to Face interviews conducted for 
the year were 1975 with 2872 referrals made.  Emails 
and support calls to assist volunteers totalled 28,491.

We continue to hold monthly meetings with our 
Referral Officers, Membership Officers and Booking 
Officers to engage staff from all departments, 
allowing for versatility and opportunities. This has 
served to develop a better understanding of the 
organisation and created a collaborative working 
environment.

MEMBERSHIP
With the new membership fee structure that came 
into place throughout last financial year, we had 
127 active members at the end of June 2016.  The 
membership team have worked tirelessly, engaging 
with members to offer the best support and service 
possible. We had very few members decide not to 
renew their membership, but these were all smaller 
agencies that did not utilise our services.  We have 
received several enquiries for new membership, 
which the team will continue to liaise with and bring 
them on board.  Thank you to Di Fowler and her 
Membership team for their conscientiousness and 
continuous support.

VOLUNTEERING 
SERVICES REPORT

I was very fortunate to be given an opportunity to step in as the Volunteering 
Services Manager in Jo Jones’ absence.  As of January 2016, this was made a 

permanent position for me. I have thoroughly enjoyed my eight months as the 
Volunteering Services Manager with numerous challenges and learning curves.  I 

w o u l d like to extend my sincere thank you to each and every one of our dedicated volunteers who 
play a vital part in the daily operations of Volunteering Services.  The commitment, positive attitude, 
diverse skills and experience is outstanding and invaluable for Volunteering Gold Coast/Volunteering 
Services Australia to deliver services and support our members throughout the year.

The team’s key focus has been quality volunteer referrals and service delivery, as well as creating 
a close relationship with our member organisations ensuring that we service their volunteer 
requirements with the highest efficiency and excellence.  I can honestly and proudly say that this is 
continually achieved.

Total Face to Face interviews 
conducted for the year were 
1975 with 2872 referrals.
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ENTERTAINMENT SERVICES 
The Entertainment Team had another busy year with 
207 bookings for the year and a further 75 bookings 
for the coming financial year. The Entertainment 
Team continues to grow diversely as Di auditions 
bands, singers, magicians and instrumentalists to 
add to the repertoire on offer for the community 
to enjoy.  We have had two extremely successful 
Variety Concerts this year, organised by Daniele 
Vernon.  Again, the variety of entertainment was 
outstanding and the amount of interest drawn 
was a true reflection of how much the community 
appreciated it. We have had requests for more and 
hence the goal is to coordinate at least two per year.

TRAINING AND EDUCATION
We have provided a great selection of monthly 
workshops and training sessions for the community 
and volunteer managers to take advantage of. 

Topics such as CPR, MS Excel and Word, Family 
Law & Domestic Violence, Rental Rights and 
Responsibilities, Public Speaking and Governance 
for NFP, just to name a few.  These have all been well 
received with a steady flow of numbers attending.  

I would like to thank Management, paid staff and 
volunteers for another excellent year of dedication 
and commitment. The support and effort of every 
department to make Volunteering Gold Coast/ 
Volunteering Services Australia the best organisation, 
is truly commendable.  

Sarah Hornabrook
Volunteering Services Manager
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 TRANSPORT 
SERVICES

Well this has certainly 
been a big year in Transport 

Services. We have had a few 
staff changes throughout the 

year, with us now having a couple 
of male schedulers in the mix! Jo Jones is also back 
in the team as our Fleet Manager and it’s great to 
be working closely with Jo again. The team currently 
consists of 71 drivers, ten carers, 12 office staff, three 
vehicle valets, one transport assistant and one fleet 
officer and myself. 

Changes this year include the implementation of the 
new government My Aged Care (MAC) website for 
referrals to service providers which was a challenge 
for most funded aged care service providers. 
However, it has been valuable to build relationships 
with the Regional Assessment Teams. I would like to 
thank them for their support throughout the year. I 
would also like to thank our office client assessment 
staff Jayne and Joanne, for their efforts in securing 
the client referrals through the portal and explaining 
the process of how to register to use our transport in 
depth to the clients. The consortium model can be 
quite difficult to explain to MAC staff over the phone 
and is very confusing for some of our elderly clients.

Transport Services have targets for both contracts 
through the Dept. Of Social Services and the 
Dept. of Communities, Child Safety & Disabilities. 
We continue to extend our services to meet the 
demands of transport within the community. The 
upload of data to portals for both contracts has also 
been a new change for us this year with the Dept. 
of Social Services Data Exchange and the Dept. of 
Communities Oasis Portal.

The Council Cab Service and the Bundall Shuttle 
Service ceased at the end of the financial year due 
to VGC being unsuccessful in the tender process for 
the contracts. Both services are now being provided 
by Gold Coast Cabs.  However, the implementation 
of our new Shopping Club Service has proven to 
be a success, with clients choosing to travel with 
our service to their local shopping centre. We have 
provided additional trips to various shopping centres 
and introduced a loyalty card reward system and 
offered a variety of incentives to our clients.

Our social outings and shopping trips are most 
popular with clients and are always in great demand. 
These trips are booked out within days of the clients 
receiving our social outings calendar. More and more 
clients enjoy this type of social support as it prevents 



them from being socially isolated. They enjoy seeing 
places and eating in various venues that they would 
otherwise not have been able to visit. Our younger 
clients with disabilities are comfortable with our 
drivers who have built up a rapport with those clients 
who are regular travellers. We are looking forward 
to the future rollout of the NDIS and being able to 
assist those clients who may transition over to NDIS 
funding.  

The Cancer Patient Transport Service funded by the 
Gold Coast Hospital Foundation has provided over 
7300 trips to cancer patients this financial year. 
Cancer patients are transported to eight facilities on 
the Gold Coast for treatment.  

Transport Services are pleased to announce that we 
passed the Quality Review against the Home Care 
Standards in May this year.  

The services we provide have been promoted through 
various senior forums, transport presentations and 
community programs throughout the Gold Coast. 
Our client base is growing and that is due to the 
wonderful drivers, carers and staff. A big thank you  
to our loyal clients!

Our goal is to continue providing a quality transport 
service to our clients, that is beneficial to their 
wellbeing and to increase services, where we have 
the capacity to do so.

Our consortium members have been working 
tirelessly to increase our trip numbers for both 
contracts – keep up the great work!

Again, I am blessed to work with a team of professional 
staff and volunteers who are dedicated to their roles.  
Their compassion, care and commitment in assisting 
those in the community is amazing. I would like to 
thank all staff and management for their continued 
support throughout the year and I look forward to 
future ventures in Transport Services.

Sandra Sutherland
Transport Services Manager
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I find the retail sector 
unpredictable and hence 

Memento has experienced 
some ups and downs, but 

overall the 2015/2016 year has 
been successful, building a strong reputation within 
the charity store world.  A huge thank you must 
go to the fabulously hardworking, dedicated six 
staff members.  Without these passionate women 
working tirelessly every day making sales, changing 
displays and mannequins and keeping a happy 
smiling face for the customers, Memento wouldn’t 
be the welcoming boutique that the locals from near 
and far have developed an affection for.

Our Mobile Memento has had several bookings 
through the year, travelling as far as Hope Island to 
Lions Haven for The Aged on  three separate outings.  
It is always well received by the residents and is a fun 
event for the staff to be involved with. Our goal for 
the upcoming financial year is to increase in bookings 
for the trailer and to organise more fashion parades.

Additional projects throughout the year have been 
Bargain Basement Sales, Car Boot Sales, visits from 
retirement villages on their op shop outings and 
our most recent venture is the bagging of rags to 
sell on Ebay or to local businesses. We continue to 
support Homeless Connect with our surplus stock 
and have recently been supporting   My Friends Place 
– a shelter for women and children from domestic 
violence.

We said goodbye to Annette Meehan recently, after 
dedicating three years to Memento.  Annette will be 
greatly missed as she has been a wonderful team 
member and a true asset to the organisation.

So with a few new tasks on the agenda for the 
upcoming financial year we are confident of another 
positive year ahead.  I’d like to take this opportunity 
to thank Sharon Grundy, Memento’s supervisor for 
her continuing support and efforts to make Memento 
the best it can possibly be.

Sarah Hornabrook
Volunteering  Services Manager 

 MEMENTO REPORT
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Volunteering Services Australia aims to achieve 
excellence in volunteering. Since 2014, we have been 
committed to increasing community engagement 
and social inclusion through partnerships with 
government, commercial and community groups. 
A big thank you to the volunteers who contribute 
their time and effort to support the VSA vision. Each 
member of our team is valued for their passion 
and commitment in assisting VSA to achieve a best 
practice volunteering model and to broaden our 
support for the community. 

VSA currently operates two outreach centres in the 
West Moreton area (Ipswich/Jimboomba) and two 
centres in Launceston (Invermay/TAS TAFE Alanvale 
Campus). Our head office is on the Gold Coast in 
Miami. 

As with any new endeavour there are always 
challenges to overcome, timeframes to stretch (along 
with budgets) however, we are pleased to say we 
have achieved our initial goals and we now eagerly 
anticipate the outcomes. 

Gold Coast Head Office 

A special mention to the Gold Coast team, who have 
worked through the changing requirements, brought 
about working in multiple locations. The Gold Coast’s 
multi-faceted teams across Marketing, Business 

Support, Membership, 
Bookings, Events, HR and 
Finance support each other 
in addition to our new staff 
in remote locations. Our team is 
looking forward to the opportunities of the 2016/17 
financial year. 

West Moreton Area (Jimboomba/Ipswich) 

I would like to thank all VSA team members 
who generously contributed their time and skills 
throughout the last 12 months. 

A special thank you goes to our member organisations, 
volunteers and Ipswich City Council for embracing 
our work and being willing to engage with us; we 
look forward to continuing the journey with you.  

Launceston Area  

Much of the 2015/16 financial year was spent 
engaging in networking activities and formalising 
partnerships. Project Officer, Janice Dorey was the 
driving force for much of the year and we appreciate 
her efforts in setting up the office, recruiting the 
volunteer support team and engaging in community 
network building. 

Shannon Anis now heads the team in Launceston as 
our Community Engagement Officer. During her brief 
time with us she has exhibited a strong passion and 
commitment for the local community. Watch this 
space for outcomes driven by Shannon! 

The VSA team would like to invite you to join us in 
creating a community-led vision through partnership, 
sponsorship and advocacy. 

VSA is grateful for the support of Federal, State 
and local government funding and for the financial 
assistance of our partners. 

Lynn Mount 

Chief Operating Officer 

VOLUNTEERING SERVICES 
AUSTRALIA REPORT
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MARKETING REPORT
The Marketing team accomplished major change 
and minor wins equally this year, with the planning 
for a significant national rebrand from Volunteering 
Gold Coast to Volunteering Services Australia, and a 
number of new digital resources which help expand 
our message and voice within the market.

Supported by Marketing Supervisor, Ruby 
Brookfield, our team of longstanding volunteers 
across marketing, graphic design, social media 
and web projects continued the great work of our 
organisation in positioning VGC/VSA as a market 
leader in volunteer recruitment, training, member 
support and advocacy.

Marketing initiatives to drive Transport client and 
trip growth included the launch of the Loyalty 
Program from January 2016 and the Musical Variety 
Show in April. The Loyalty Program incentivises 
eligible clientele to use our community transport 
services more regularly, with the monthly awarding 
of a $25 Coles voucher to an individual winner. 
The Musical Variety Show attracted 350 attendees, 
through a campaign mix of promotional collateral, 
social media and support for our Membership team.

VGC’s Ambassador Program launched in early 2016, 
with the announcement of Dawn Fraser and Mayor 
Tom Tate as ambassadors for our organisation. 
Designed to broaden our voice across diverse 
markets and build awareness for volunteering in 
our community, the Ambassador Program entails a 
select mix of public figures who can leverage their 
audience to grow engagement in our brand. Nick 
Scott, former General Manager of Southern Cross 
Austereo joined our Ambassadors mid-year, and 
discussions continue with potential representatives 
to strengthen our ambassador portfolio across all 
demographics.

Ruby Brookfield represented Volunteering Gold 
Coast at the National Volunteer Conference in 
Canberra (April). In May, Volunteering Services 
Australia managed the Volunteer Program for 
ATE – the Australian Tourism Exchange; Australia’s 
largest annual travel and tourism business-to-
business event. Over 2000 delegates from more 
than 30 countries converged on the Gold Coast for 
this pivotal event. Through targeted recruitment, 
induction, communication and organiser liaison, the 
Volunteer Program was extremely well received and 
VSA was commended for our contribution to the 
success of this event.



MARKETING REPORT

Courtney Tuckett Ruby Brookfield 
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RESEARCH AND DEVELOPMENT WAS UNDERTAKEN TO PRODUCE SEVERAL MAJOR INITIATIVES, 
WHICH WILL STRENGTHEN OUR POSITION IN THE VOLUNTEERING AND EVENT MANAGEMENT 
SECTOR:

• Event Toolkit – on receipt of federal funding, 
we created a digital, interactive Event Toolkit 
comprising 10 modules to assist volunteer 
event managers to successfully stage large-scale 
events, such as conferences and fundraisers. 
Each module contains web content, a 
downloadable PDF workbook and video content 
from experts in the Events industry.

• Volunteering Green Card – in collaboration 
with partners PeoplePlan, we created the 
Volunteering Green Card, a recognised, 
accredited certificate in volunteer-readiness. 
The Green Card provides an additional revenue 
stream for our organisation, while helping to 

professionalise our sector through training of 
volunteers and establishment of a foundation 
education platform to ensure consistency of 
service across sectors, markets and industries.

• Learning Platform – PeoplePlan also partnered 
VGC on the development of a branded, proprietary 
Learning Platform. Subscription-based,, advanced 
reporting capability and personalisation.

• Corporate Video – a branding positional piece 
is in development to showcase the value of 
volunteering within the Australian economy 
and trigger viewer response, through donating, 
becoming a member or volunteering.

We celebrated National Volunteer Week with the support 
of long-time partner Classic Holidays, awarding the first 
of our Classic Heroes awards – a new initiative launched 
this year that recognises volunteers for the selfless work 
they do advancing our local communities. Classic Heroes 
continues into the coming year, and will gain momentum 
as our communication strategies continue to roll out.

Work has continued to develop brand awareness and 
engagement through our outreach centres in Launceston, 
Tasmania, and West Moreton, Queensland including the 
development of recruitment collateral and supporting 
communication for training workshops etc.



HUMAN RESOURCES REPORT
It has been another challenging but successful 
year for the human resources team, supporting 
and assisting Managers and staff with the many 
organisational and staffing changes. HR has 
welcomed two new team members this year with 
David (Training and Development) and Purush 
(Payroll Management) supporting the unit. I would like 

to take this opportunity to thank the HR team, past and 
present for their continued support and dedication.

The HR team continues to further focus on 
improving the effectiveness and availability of the 
HR services offered across the organisation and to 
support Managers to lead and manage their staff.

The past 12 months has seen Volunteering Gold 
Coast expand its services and it’s staffing. There 
are still many planned strategies and projects to 
pursue to build capacity and competitiveness. The 
HR team is looking forward to continuing to support 

Volunteering Gold Coast’s management and staff to 
embrace the challenges and opportunities of the 
next 12 months to support continued growth and 
development for the organisation and its staff.  

 

• Staff Numbers – VGC continues to grow and 
expand, with 300+ active staff at 30 June 2016, 
inclusive of a mix of both volunteer (80%) and 
paid staff (20%).

• HR Staff Records System (HRSRS) – This system is 
fully operational and has enabled HR to establish 
a monthly schedule of HR metrics to support the 
management of staff in the organisation.

• Organisational Reviews – Assisted with position 
description development and recruitment for the 
Finance Unit restructure and the expansion of 
Volunteering Services Australia to Tasmania and 
Ipswich / Jimboomba.

• Position Descriptions (PDs) – 80 PDs have been 
developed, revised or reviewed. Every position 
now has a valid PD which is reviewed and 
updated when roles change, staff members 
leave and/or annually at performance reviews.

• Training and Development – A number of 
training sessions were conducted including 
Hydraulic Wheelchair Lifting, Microsoft Excel 
and Customer Services workshops.

• Expressions of Interest (EOIs) – Six  EOIs 
conducted, including advertising, interviews, 

referee checks, selection reports and 
appointments. Advertised externally on SEEK 
and appointments made in Marketing, Finance 
and Community Engagement Officers in 
remote locations.

• Policies and Procedures – VGC Policies and 
Procedures manual is under review. Other 
policies and procedures implemented include 
Workplace Bullying, Social Media, Training and 
Development, Banking and Money Handling, 
Driver Appraisals, Drivers Handbook and Drivers 
Procedures and Vehicle maintenance.

• Negotiated a decrease in salary packaging fees 
with CBB our salary packaging company.

• Conducted a workforce salary review aligning 
positions to structure and equitable pay scales.

• Payroll processing was allocated to HR and 
an audit schedule for pre and post checking 
was established. An external payroll audit was 
conducted with no non-compliance identified.

• Introduced a PowerPoint induction program 
for all new staff. 

FOR THE FINANCIAL YEAR 2015/2016 SOME OF THE 
MAJOR HR ORGANISATIONAL IMPROVEMENTS 
AND EFFICIENCIES INCLUDE:

Leanne Harris  
Human Resources Officer

22



WORKPLACE, 
HEALTH & SAFETY 

REPORT, & BUILDING 
MAINTENANCE, 

2015/2016
This year has fortunately been 

without any major incident 
neither for the WH & S committee 

nor in building maintenance.

Regular building checks are carried out by both the 
Building Maintenance Officer and a member of the 
committee, any issues are noted and discussed at 
the bi-monthly committee meetings.

Following a storm in June, an insurance claim was 
submitted for damage and was approved for internal 
damage only. At the suggestion of the insurance assessor 
the box guttering is going to be increased in an effort 
to minimise the possibility of water damage during the 
storm season.  This work will commence soon.

The disability lift at the rear of the building is 
regularly maintained and to assist in making our 
workplace more user-friendly for people with 
disabilities we have installed a special telephone for 
staff with hearing impairment. 

The backup stormwater pump has now been replaced 

as planned and both pumps are now running 
smoothly – essential when you consider that we have a 
minimum of 13 vehicles stored in the garage!

We have held a number of evacuation training 
sessions and have managed to evacuate the 
building in two minutes and complete the whole 
program in five minutes, which was very pleasing.  
We have three trained Fire Wardens and two 
certified First Aiders on the premises during 
working hours.

I would like to thank the members of the WH &S 
committee for their assistance in keeping the building in 
good repair and the workplace a safe and comfortable 
environment, and a special thanks to Janine Prichard who 
has taken over the role of Building Maintenance Officer. 

Jo Jones
WH & S Chairperson
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There have been significant 
changes to the structure 

of the Finance Department 
during 2015/16, with a new team 

in place since January 2016. The new team have 
implemented additional internal controls and are 
gradually reviewing all financial processes to ensure 
they are efficient and effective. We are also liaising 
with all internal departments with the aim to add 
value.

The team now incorporates members with 
experience in Financial Accounting, Management 
Accounting & Auditing, together with both 
commercial & not-for-profit accounting 
backgrounds.

The financial performance of the organisation for 
2015/16 has resulted in a surplus of $76k. The main 
areas of surplus were derived from the Bundall 
Shuttle & Council Cab projects & Other Income 
(fixed asset disposal & miscellaneous projects). 
Unfortunately, the Shuttle & Cab services will not 
continue to be delivered by us in 2016/17. Expenses 
for 2015/16 were well controlled and under budget.

During the 2015/16 year there was no significant 
capital expenditure. Three vehicles were sold during 
the year (profit $28k). There were no significant 
changes to funding during the year.

I would like to take this opportunity to thank 
Jonathan Edwards and Valerie Stephan for their 
contribution to the department this year, together 
with thanks and appreciation to the Operational and 
Senior Management members for their support & 
guidance to the new Finance team. 

Jackie Justin 
Finance Manager

FINANCIAL 
OVERVIEW

The financial performance 
of the organisation for 
2015/16 has resulted in a 
surplus of $76k
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TREASURER’S 
REPORT

Firstly, I would like to thank 
the outgoing Treasurer, 

Ms Leschen Smaller for her 
contribution and hard work 

during 2015/16.   

The Finance Sub-Committee, comprising of several 
Board members, including myself, along with key 
staff members Richard Patterson, Lynn Mount, 
Jackie Justin, Jonathan Edwards, Sandra Sutherland, 
Jo Jones and Sarah Hornabrook, have been very 
proactive, meeting on a monthly basis. 

During the past year, it has been a period 
of consolidation, with an increased focus of 
benchmarking, processes and reporting to 
analyse financial performance.  The Finance 
Department is to be congratulated for their 
dedication and professionalism, undertaking a 
number of challenging Board requests, exceeding 
expectations. This increase focus, contributed to the 
organisation’s reported surplus of $76K, a very solid 
result.     

There are many challenges ahead, and the Board 
and management team continue to dedicate many 
hours working ‘on the business’, not just ‘within 
the business’. To ensure it is a high priority, a new 
sub-committee, Commercialisation, Fundraising, 
Sponsorships and Partnerships (CFSP) was 
established which is responsible for the ongoing 
review and monitoring of the 2016-2022 Strategic 
Plan. One of the key result areas and a regular topic 
of discussion is financial independence to ensure we 
are resilient to growth and development and less 
reliant on government as a source of funding.    

It is pleasing to report that in the lead up to the 
Commonwealth Games, many exciting opportunities 
are presenting themselves, including transport 
services, the growth of our volunteering resource 
management services across Australia, and the 
development of our corporate volunteering 
program. Our solid financial performance, along 
with the dedication of the team to keep a lid on 
expenses, has meant we are well placed to embrace 
these opportunities. Our future is looking bright. 

Josie Kay
Board Member
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  FINANCIAL AUDIT REPORT
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