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Contact us
Head office and community hub
76 Carrington Street, Lismore NSW 2480
Email info@nrcg.org.au
Telephone 02 6621 7397
Fax 02 6622 0235

Grafton
2/70 Prince Street, Grafton NSW 2460 
Telephone 02 6643 4726

Murwillumbah
Room 8, Murwillumbah Community Centre, 
Nullum Street, Knox Park, Murwillumbah NSW 2484 
Telephone 02 6672 5552

Our childcare services
Alstonville	 St. Joseph’s Catholic Primary School, 11 Perry Street, Alstonville NSW 2477
Casino	 Casino West Public School, 84 Hotham Street, Casino NSW 2470
Kyogle	 Kyogle Public School, 192 Summerland Way, Kyogle NSW 2474
Lismore	 Lismore Public School, 10 Pound Street, Lismore NSW 2480
Ocean Shores	 Ocean Shores Public School, 166 Shara Boulevard, Ocean Shores North NSW 2483
Wollongbar	 Wollongbar Public School, Simpson Avenue, Wollongbar NSW 2477

Our postal address
PO Box 525, Lismore NSW 2480
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Geographic coverage
We provide services  
throughout the  
state of New  
South Wales.

Our people

71

479

Our services

•	 Parents Under Pressure
•	 Connecting Families
•	 Child and Adolescent 

Trauma Counselling
•	 Reaching Out
•	 Helping Hands

Community 
support

Social and  
financial inclusion

Community hub facilities

•	 Community information
•	 First Step  

emergency relief
•	 Assisted referrals
•	 Community calendar
•	 Budget counsellor
•	 Tax help
•	 Skills development, 

including literacy, 
numeracy classes

•	 Computer tuition and 
senior’s kiosk

•	 Food pantry
•	 Shower facilities
•	 Laundry facilities
•	 Free spectacles (eligibility 

conditions apply)
•	 Backpack beds 
•	 Room hire and  

office facilities
•	 JP services

•	 Rainbow Region Kids 
outside school hours 
childcare

•	 Rainbow Region Kids 
Vacation Club

•	 Flourishing Families
•	 Books & Butterflies
•	 Discovery Club

Children’s services

•	 Volunteer Resource Centre
•	 Community Visitors Scheme
•	 Timebanking
•	 Northern Rivers No Interest 

Loans Scheme
•	 NSW No Interest Loans 

Scheme coordination
•	 StepUP low interest loans
•	 Warruwi gambling help
•	 Work and Development 

Order organisation
•	 First Step emergency relief
•	 NSW Financial Inclusion 

Network
•	 Social enterprise Cart Café
•	 Be Connected

•	 Community hub

Organisational snapshot

Members of staff who were 
working with Northern 
Rivers Community Gateway 
over the last year.

Registered volunteers who 
were active in our database 
over the last year.
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Our locations
Head office and community hub

•	 76 Carrington Street, Lismore NSW 2480

Other locations

•	 Grafton 
2/70 Prince Street, Grafton NSW 2460

•	 Murwillumbah 
Room 8, Murwillumbah Community 
Centre, Nullum Street, Murwillumbah NSW 
2487

Rainbow Region Kids locations

•	 Alstonville Before School Care  
and After School Care 
St. Joseph’s Primary School, 11 Perry Street, 
Alstonville NSW 2477

•	 Casino Vacation Club 
Casino West Public School, 84 Hotham 
Street, Casino NSW 2470

•	 Kyogle Vacation Club 
Kyogle Public School, Summerland 
Highway, Kyogle NSW 2474

•	 Lismore Before School Care, After School 
Care and Vacation Club 
Lismore Public School, 10 Pound Street, 
Lismore NSW 2480

•	 Ocean Shores Before School Care, After 
School Care and Vacation Club 
166 Shara Boulevard, Ocean Shores North, 
NSW 2483

•	 Wollongbar Before School Care, After 
School Care and Vacation Club 
Wollongbar Public School, Simpson 
Avenue, Wollongbar NSW 2477

Our purpose
•	 Strategically secure funds to deliver 

programs and services that target socially 
and economically disadvantaged people.

•	 Establish an evidence base to plan, 
develop and manage innovative services 
that deliver positive social impacts 
and improve personal and community 
capacities.

•	 Provide facilities that promote community 
engagement and harmony by supporting 
community groups and services.

•	 Provide collaborative leadership to 
celebrate diversity and advocate for social 
justice.

•	 Advocate for empowerment of Aboriginal 
and Torres Strait Islander peoples.

•	 Provide opportunities for service users to 
have a voice in the decisions that affect 
their lives.

Our accreditation

We are proud to have achieved independently 
assessed, external accreditation of our 
systems and processes. This accreditation is 
a formal acknowledgement of our excellent 
organisational practice, service delivery and 
quality improvement processes, assessed by 
Quality Innovation Performance against the 
QIC Health and Community Services 7th Edition 
Standards.

Organisational snapshot

Our core values

Vision Commitment

Respect Integrity

Innovation
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Our vision

Many tracks, one road, sustaining community.

Our direction

Strategic  
investment

Innovation

Social  
impact

Our strategic priorities action report

Build capacity  
for sustainability

•	 Review Cart Café structure
•	 Review RRK service delivery sites
•	 Expand Cart Café event opportunities
•	 Reestablish room hire facilities 
•	 Develop plans for CBD shop-top housing

Build on existing 
funding options 
and be proactive in 
sourcing additional 
revenue streams

•	 Funding submissions
•	 4 new grants
•	 4 new recurrent grants
•	 Children’s services accreditation
•	 QIP accreditation against QIC Health and 

Community Service Standards 7th Edition

Influence and lead 
investment in  
the sector

•	 2019 Financial Inclusion Election Platform paper
•	 NSW Financial Inclusion Network
•	 Develop new Flourishing Families service models 
•	 Develop framework for management of 

spontaneous volunteers

Be proactive and 
responsive to a changing 
social environment

•	 Communications role
•	 Shop top housing model
•	 Affordable housing model
•	 Community garden
•	 NSW Financial Inclusion Network
•	 Increased network engagement
•	 Create Discovery Club model

Create a culture of 
innovation

•	 SharePoint staff intranet
•	 SharePoint Board Portal
•	 Clinical governance committee
•	 Values champion committee
•	 Rewards and recognition
•	 Wellness program
•	 Implementation of TEI reform

Measure the social 
impact of Northern 
Rivers Community 
Gateway

•	 QIP Accreditation against QIC Health & 
Community Service Standards 7th Edition.

•	 Clinical governance committee
•	 Practice framework
•	 Operational plan
•	 Bank of social impact assessment tools
•	 Client relationship management system
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The Northern Rivers 
Community Gateway 
Board saw another busy 
year in 2018/19. We 
expanded our funding 
base with several 
successful grants. 

The board’s focus this year was on strategic 
direction and governance. A board and CEO 
planning weekend was held in late 2018. Our 
management team contributed to this work 
with presentations to the board. I’m pleased 
there have been some key achievements in 
meeting our three key strategic priorities:

•	 Strategic investment
•	 Innovation
•	 Social impact.

Members of the board also attended the Better 
Boards conference in Brisbane.

Our CEO and the team are to be congratulated 
on the positive QIP accreditation against 
the QIC Health and Community Services 
Standards 7th Edition. As a result, the board 
has developed a governance continuous 
improvement plan which will be monitored 
yearly by the accreditation authority. This 
process has seen the development of a range 
of processes to build a strong board with 
a focus on governance. The CEO saw the 
creation of SharePoint to house a CEO/board 
portal enabling the storage and sharing of 
governance policies and corporate information. 
These principles of good governance and 
strategic planning continue to underline the 
success of our organisation.

Learning and development continues to be a 
focus of our organisation. Ongoing professional 
development is key to skilled and professional 
staff, particularly in relation to the board and 
our key employee, the CEO. We endorsed 
the CEO to undertake a Master of Leadership 
through Deakin University. 

This professional practice master’s course has 
allowed the CEO to undertake evidence-based 
research of our management systems and to 
develop stronger leadership management 
practice.

At this time, the board has also endorsed our 
organisation’s move to strategically invest in 
affordable housing for older women. Affordable 
housing for older women is a significant social 
gap in Lismore and the Far North Coast. The 
CEO has worked with architects to develop 
initial concept plans for ten units at our site at 
16-18 Bounty Street, together with a ground 
floor coffee shop. Whilst addressing a social 
need for housing and employment, investment 
in this coffee shop and housing will provide the 
organisation with ongoing revenue streams.

In conclusion, I’d like to express my heartfelt 
appreciation and thanks to my fellow board 
members for their valuable input and support, 
to our CEO for her leadership and management 
skills, and to the managers and staff of 
Northern Rivers Community Gateway for their 
commitment and professionalism.

I look forward to our future with confidence 
and enthusiasm.

Robyn Riordan

Chairperson’s report
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Many tracks, one road, sustaining community still 
remains our vision and epitomises the work that 
we do. Our focus this year has been on strategic 
investment, social impact and innovation.

Ensuring that we have good governance systems 
and building the evidence base has been a priority. 
We engaged QIP to undertake external accreditation 
of our organisation against the QIC Health and 
Community Service Standards 7th Edition. I’m pleased 
to say we met this 3-year accreditation process in 
November 2018.

Clinical governance

We developed a clinical governance committee to 
provide focus and support for the ongoing quality 
improvement of our clinical and client services. Over 
the last year, our clinical governance committee has 
developed a package of agreed assessment tools that 
effectively measure client outcomes.

Together with the creation of our practice framework 
in 2018, which developed six high level social impact 
goals, this work has guided our practice and enabled 
us to be focused on the impact our services are 
creating for clients, their families and communities. 
Beacon Strategies continued their partnership with 
our organisation in delivering ongoing training for all 
staff in the delivery of the practice framework. 

Coping with growth

As an addition to our head office and community 
hub in Lismore, we have a shop front in Grafton. 
Our staff provide services across six locations in the 
Ballina, Richmond and Lismore local government 
areas, and deliver outreach services across various 
locations in the Far North Coast, New England, Mid 
North Coast regions. It has been a priority this year to 
identify ways we can improve access, communication 
and engagement across our organisation through 
information technology.

We developed an online orientation for all new and 
existing staff. We created a communications role to 
improve communication systems both internally and 
externally and also developed a SharePoint intranet 
for staff to easily access a suite of information and 
services.

Client relationships

Further development of our client relationship 
management system was undertaken to include new 
reporting data and assessment outcomes so that 
our systems are consistent with our funding bodies’ 

reporting systems. These improvements have enabled 
better measurement of our impact and identification 
of gaps in services.

Strategic planning

Our board continued their commitment to strategic 
planning. Including myself and the leadership team, 
the board undertook a two day workshop which 
focused on planning and governance training. All 
our staff participated in a two day strategic planning 
review forum where we developed a revised 
operational plan.

Additional funding

This year we saw a significant increase in our 
operational income from a range of sources.

We were successful in obtaining three years of 
funding from the Department of Education and 
Training to develop a new service model supporting 
children and families of our Rainbow Region Kids 
services. We created our Flourishing Families model 
to provide wrap around services, engagement plans 
and in-service support for children with behavioural 
problems. This service is being externally evaluated 
from its inception over an eighteen month period, 
demonstrating our commitment to evidence-based 
practice.

We received funding from NSW Education to develop 
and implement supported playgroups. Following on 
from the work we did with Lismore City Council and 
Red Cross around flood readiness, we were successful 

Chief executive officer’s report
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in receiving an eighteen month grant to develop 
a framework for the management of spontaneous 
volunteers. Our project staff are working with the 
Rural Fire Brigade, SES, Lismore City Council and Red 
Cross to develop this framework.

We were successful through competitive tendering 
in the expansion of our Community Visitors Scheme 
to include older people living at home. We have been 
delivering this scheme in local aged care facilities 
since 1993 and the expansion has allowed us to 
extend our service footprint across the Far North 
Coast.

Interagency collaboration

This year we also extended our state-wide 
commitment and as CEO I have continued in my role 
as an ongoing board member of Homelessness NSW. 
I also joined the board of Homelessness Australia. 
I am pleased to have presented at the National 
Homelessness Australia Conference in Melbourne and 
facilitated the session on Aboriginal Homelessness. 
Our Children’s Services Manager has joined the board 
of Network of Community Activities.

Financial Inclusion Network

I have continued chairing the NSW Financial Inclusion 
Network. The network, developed by our organisation 
in 2015, includes a range of state-wide peaks, 
government and large NGOs, and formed as a policy 
think tank on financial inclusion. Following on from 
the network’s activities in 2017 to launch its financial 
inclusion position paper, we developed and circulated 
a NSW election platform paper as a call for action in 
addressing financial exclusion.

Consequently, as chair of the network, I participated in 
a ministerial forum on financial hardship. As this year 
closes we have partnered with the Centre for Social 
Impact at the University of NSW to facilitate our 4th 
Financial Inclusion Conference, in March 2020. We 
also facilitated our 2019 Financial Inclusion Forum 
in August, focusing on two cornerstones of financial 
resilience; social capital and economic resources. 

Affordable housing

Social Ventures Australia invited us to participate in 
several consultative forums and a design process to 
address older women’s housing. This has consequently 
contributed to our organisational goals around 
strategic investment.

We engaged McVeigh Architects and Newton Denny 
Chapelle town planners to develop initial concept 

plans for shop-top housing. These plans were 
presented to council in 2019 with the intention to 
submit a development application late 2019. The 
proposal includes a ground floor café and ten units 
which will meet a need for affordable housing for 
older women in Lismore.

Appreciation and thanks

Thanks to the board for their support of my role 
as CEO and their commitment to my professional 
development, supporting me to undertake a Master 
of Leadership through Deakin University. I am thankful 
for their vision in strategic governance. Thanks to our 
leadership team for their continued commitment in 
building an engaged culture with strong management 
processes. Thanks to all our staff for their continued 
commitment to quality service delivery for the most 
vulnerable people in our communities. I’d like to finish 
with a few quotes from our QIP accreditation report 
which makes me most proud:

Jenni Beetson-Mortimer 

Chief executive officer’s report

“Northern Rivers Community Gateway 
demonstrates dynamism and vibrancy 
along with an ability to influence the service 
landscape in which it operates, in order to 
provide well targeted holistic services for 
people of all ages.”

“This organisation has well developed 
governance, operations and service delivery 
systems in place and its commitment to 
quality improvement is clear.”

“The congruence and alignment between 
what Northern Rivers Community Gateway 
says and what it does is evident across all 
levels of the organisation.”

“A key to success of the organisation is its 
strong connection to the communities in 
which it operates and the dedication of its 
board, management and staff.”
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Community hub
Through our community hub located in Lismore 
CBD, our intake and assessment officers coordinate 
a range of services to meet the needs of the most 
vulnerable people.

This includes information and assisted referrals for 
our range of programs and other community services, 
Emergency Relief, free food pantry, a community 
events calendar, Tax Help, IT training for seniors, 
office facilities, computer access, room hire for 
community groups, laundry facilities and showers. Our 
homelessness services are also delivered through our 
community hub.

We organise and support events to build community 
capacity and resilience through facilitating community 
connections.

With newly renovated premises and a commercial 
kitchen, use of our community and meeting rooms 
by the public and other agencies has significantly 
increased. The rooms are hired out at affordable prices 
to the public and we have introduced a catering 
service through our own social enterprise programs.

Social inclusion

Our 
community hub has been providing support to disadvantaged people in the Northern Rivers region for over forty years.
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Nature of appointment requests at our community hub from July 2018 to June 2019.

Social inclusion

 	Finance

 	Emergency Relief

 	Food pantry

 	Counselling

 	Housing

 	Volunteer Resource 
Centre

 	Food Parcels

 	Children’s services

 	Corporate requests

 	Volunteering

 	Shower

 	Community rooms

 	EAPA vouchers

 	Community calendar

 	JP services

 	Laundry

 	Tax Help

 	Supermarket vouchers

 	Other

 	Computer use

 	Phone use

 	Intake and referral

 	Street Swags

 	Telstra vouchers

 	Office facilities

 	Chemist vouchers

 	Fuel cards

 	Senior’s kiosk

 	Financial counselling

 	Budget counselling

 	Health information

 	Backpack Beds

First Step emergency relief
Our emergency relief service continued to deliver 
assessment, referral and direct emergency 
assistance to vulnerable people in Lismore and, 
through outreach, to Casino and Kyogle.

Through our partnership with Murwillumbah and 
Byron Bay community centres, we have been able to 
support vulnerable people in these regions and have 
provided funding to access food support. The past 
six months have seen a significant increase in people 
accessing First Step, particularly in Lismore. 

A key focus of this service is to provide integrated, 
wrap around services, referring clients to relevant 
internal and external supports based on their needs.

“The Community 
Gateway is a leader 
in its field. It works 
respectfully and 
positively with clients 
to produce results 
that are frequently 
better than comparable 
organisations.”

“
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Volunteer Resource Centre
Our Volunteer Resource Centre has continued 
with a strong year of community engagement 
through volunteering promotion, 
education and placement of volunteers. 
We facilitated a network of over 
seventy member organisations to 
build manager and volunteer skills.

We celebrated National Volunteer Week 
with a volunteer open day and fun speed 
dating event at our head office in Lismore. 
The speed dating gave current and potential 
volunteers the opportunity to have meaningful 
introductions with nearly twenty local 
organisations, building strong local connections 
and volunteering capacities.

Thanks to the attending volunteers and network 
member organisations, a big thanks to Lismore 
Commonwealth Bank for staffing the barbecue 
and heartfelt thanks to the Healing Voices Choir 
for an inspirational performance.

We would like to acknowledge our internal 
volunteers for their tireless work and the support 
they have given over the past year. We would 

not be able to function as a community 
organisation without the support of 

these people and we appreciate 
their contributions every day.

Social inclusion

Our 
Spontaneous 

Volunteer Project 

undertook substantial 

community 
engagement over 

the last year.

We 
treated 

many of our 
dedicated internal 

volunteers to a 
Christmas 

lunch.

Spontaneous  
Volunteer Project
Disaster events such as the Lismore flood in 2017 
see an influx of people with strong community 
spirit wanting to help. This project is developing 
a framework and trained disaster-ready team 
leaders to better manage volunteers in a structured 
way, enabling them to dovetail into other agency 
responses.

The project has been busy developing this framework 
to support the recruitment of team leaders and the 
management of volunteers during disaster events.

The project is working in partnership with Red Cross, 
SES and the Rural Fire Brigade to provide specialised 
training to voluntary team leaders in the Lismore and 
Newcastle regions. These local team leaders will be 
ready to respond and support their communities in the 
case of a disaster event.

This project and its volunteer management framework 
will be completed in 2020 with a final report to the 
NSW Government Office of Emergency Management 
including recommendations for a state response. To 
ensure the framework is effective, we have engaged 
Beacon Strategies to evaluate the project.
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Social inclusion

Our Volunteer Open 

Day strengthened local 

volunteer networks with 

a fun speed dating game, 

live entertainment and 

barbecue.

Community  
Visitors Scheme
This scheme reduces the social isolation of 
aged people living in our communities by 
engaging volunteers to call, visit, spend time 
and take them out of their homes for practical, 
social and recreational outings.

The scheme enables older, less mobile people 
to keep their ties with friends, family and their 

communities strong, to increase their social 
engagement, their health and well being.

This year, the scheme has expanded to include 
funding from the Australian Government Home 
Care Packages Program, which has been a 
welcome addition and a new challenge. This 
means we can provide volunteers to visit residents 
of aged care facilities and those older people who 
are living in their own homes.
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2016/17 2018-192017-18
Our financial inclusion services have gone 
from strength to strength over the past 
twelve months, indicating the increased 
importance they are having in our 
communities. 

Financial inclusion

Northern Rivers  
No Interest Loans Scheme
Our NILS services have broken records again this 
year, demonstrating the growing necessity for 
the most vulnerable people to access essential 
goods and services that improve quality of life. We 
have established our status as a state-wide loan 
manager and Far North Coast loan provider. 

You will see from our statistics there has been a 
significant increase this year in the number of loans 
written and a substantial increase in per unit loans.

Implementing structural change in the way we deliver 
and write loans showed we were able to focus on 
more appointments over the phone and face to face, 
allowing our loan officers to complete more loans and 
help more clients.

We also increased the number of volunteers 
supporting the scheme to better meet increasing 
requests for appointments, administration tasks, 
disbursement and managing a greater number of 
loans.

As one of the top three NILS loan management 
programs in NSW, we have had an increase in loan 
capital to meet the increasing demand. 

Number of NILS loans approved

Total amount of NILS credit provided

Average NILS loan amount

446
$366,600

$821.95

421
$392,500

$932.30

498
$499,881

$1,003.77
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Financial inclusion

StepUP loans
StepUP loans have also had a 
strong year, with each month 
seeing an increase in applications.

StepUP loans are aimed at 
more expensive household and 
transportation items and purchases, 
allowing vulnerable people and 
families to pay off larger amounts 
of credit at a low interest rate, to 
achieve independence and deliver an 
outcome which benefits all involved.

The amounts are from $800 to $3000 
at a low interest rate of 5.99% which is 
achievable for all those who apply.

Purpose of NILS loan applications from July 2018 to June 2019.

Purpose of StepUP loan applications from July 2018 to 
June 2019.

 	Household repair and 
maintenance

 	Other purpose

 	Vehicle registration

 	Other household 
appliance

 	Refrigerator

 	Computer

 	Washing machine

 	Household furniture

 	Health related, 
including equipment, 
procedure and medical

 	Vehicle repair

 	Vehicle

 	Furniture

 	Vehicle repair

 	Health related

 	Computer

 	Household repair and 
maintenance
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Financial inclusion

Warruwi gambling support
Warruwi has had another strong year of 
engagement with Aboriginal communities 
throughout NSW. Our focus has been on the 
integrated well being of Aboriginal people who 
are referred to our counselling services. In these 
situations, we provide pathways to specialists who 
can support the person, addressing the negative 
personal and community impacts of the problem 
behaviour.

With the growth of online gambling and an increase in 
sports betting apps, it is now more critical than ever to 
support people struggling with problem gambling to 
start a conversation and improve access to help.

Warruwi has continued its engagements in the Far 
North Coast, Mid North Coast and New England 
regions. We’ve been working collaboratively with 
counselling services in those areas, enabling them 
to access Aboriginal and Torres Strait Islander 
communities, starting much needed conversations 
around excessive gambling, highlighting how it 
impacts individuals, families and entire communities.

We have partnered with Aboriginal medical centres, 
health services and land councils to deliver forums 
that raise awareness of problem gambling. This has 
been critical for on-the-ground support. Warruwi has 
participated in over one hundred events and meetings 
in the past from January to June 2019.

Warruwi’s regional delivery is crucial to meeting 
problem gambling. We thank the NSW Government 
Responsible Gambling Fund and Clubs NSW for once 
again supporting many of our activities over the past 

year. This shows an ongoing commitment to 
reducing problem gambling and increasing education 
services for all the people in our communities who are 
affected by it.

Over the last year, our strong partnership with 
sporting celebrity Nathan Hindmarsh to conduct 
awareness events has continued.

Our 2019 operational plan identified that a 
correctional centre due to open in Grafton in 2020 
will have a large population of Aboriginal residents. 
Together with Kempsey Centre, this shows a large 
amount of over represented Aboriginal men in 
remand. Initial work with the Kempsey Centre has 
shown a willingness by these men to engage in 
discussion and education around problem gambling, 
which will improve their personal outcomes and 
reintegration into their communities.

Snapshot of January to June 2019.

Warruwi with 
Ballina Men’s 

Group at Culture 
Camp in Tweed 

Heads.

18 >50 13
Warruwi held eighteen 

major events across 
three regions.

Each event attracted 
over fifty people, with 
nearly four thousand 

during NAIDOC Week.

We held thirteen 
community workshops 

across three regions.

Our events attracted 
strong community 

support in each region.
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Cart Café – coffee with  
a conscience
The last year has once again been a challenging 
year for retail businesses in the Lismore region, 
and the Cart Café has been a part of that retail 
challenge.

We have focused on consistency and have relocated 
our business from Lismore Central Shopping Centre 
back to our Lismore head office. This has enabled 
us to have one mobile cart designated for 
events without impacting the consistency 
of our service.

We were recontracted to operate the 
canteen at Lismore TAFE, enabling us 
to expand our traineeship program 
and build our social enterprise. We 
thank Lismore TAFE for continuing to 
support this social enterprise.

A growth opportunity for the coming 
year lies in increasing the use of our 
mobile cart at events. We offer a mobile cart, 
great coffee, tasty food and qualified baristas to 
community events, markets, weddings, anniversaries 
and other private events at affordable rates.

We thank our communities for supporting this social 
enterprise, and commit to continuing the provision of 
employment pathways for disadvantaged people.

For events and functions please contact  
us through our Cart Café Facebook page  
or email cartcafe@nrcg.org.au

Financial inclusion

Our social 

enterprise Cart 

Café operates from 

two mobile coffee carts 

and a permanent 

venue at Lismore 

TAFE.
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Trauma counselling 
The last year proved to be an exciting one for our 
trauma counselling service, which saw its review 
through our QIP accreditation, and was found to 
be well positioned for increased funding. 

This year we achieved QIP Health and Community 
Service Standards 7th Edition accreditation, and this 
has provided a timely opportunity to review the 
counselling program and its processes. This has led 
to a number of improvements for the service that our 
clients are now receiving, including a waiting list of no 
more than three months, an enhanced triage process 
that allocates case periods based on need, assessment 
tools that further assess therapeutic outcomes, and 
greater clinical support to promote staff well being.

Another initiative that is driving change is the 
establishment of our new Clinical Governance 
committee, tasked with the ongoing review of our 
organisation’s clinical processes and service delivery.

Community support

Child and adolescent  
trauma counselling 
Demand for these services continued to be high, 
as one of few providers in the region to offer free 
counselling. Accordingly, we are seeking more 
investment opportunities to increase the service’s 
capacity to meet the high need for evidence-based 
counselling in remote areas such as the Clarence 
Valley. 

The service finds itself well positioned in recent reforms 
across the sector for targeted earlier intervention, 
already engaging identified target groups such as young 
mothers and Aboriginal families. With the DEX database 
already being used in a number of DSS funded services 
across our organisation, migrating this service to the 
same system will strengthen our ability to measure 
impact with our client groups.

As these reforms progress, very little change will be 
required of this service to meet the standards, continuing 
to provide a trauma-informed counselling service with 
various forms of modalities to address childhood trauma. 

Recognising the vast demand for targeted child and 
young person trauma counselling across the region, 
the service will continue to build its evidence base 
through outcome measurement and client specific data. 
This evidence base will support our search for further 
investment, greater reach and better outcomes for 
children and young people in addressing their trauma 
and living free, happy lives.

Child and adolescent trauma counselling 
facts from 2018-19.

32%

97%

92%

Clients of the service 
who identify as 
Aboriginal and/or 
Torres Strait Islander.

Parents of children 
attending the service 
who are more aware 
of other supports 
and resources 
available  

to them.

Parents of children 
attending the service 
who feel more 
confident about 

parenting.

“Our practices are 
trauma informed 
and client centred 
to help us deliver 
our service 
ethically.”
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Community support

Reaching Out – 
sexual assault survivors 
In addition to the success of Child and 
Adolescent Trauma Counselling throughout 
the last year, we continued to deliver 
Reaching Out, providing counselling and 
case management to adult survivors of 
sexual assault. 

Our practitioners continued to deliver a 
high volume of counselling sessions to adult 
survivors of sexual assault, with a growing 
case load of younger survivors presenting, 
increasing from previous years. Using a range 
of counselling approaches, including CBT 
and narrative therapies, practitioners have 
also offered psychoeducation practices, 
empowering clients to understand the basic 
neurobiological principles of how trauma 
effects the adult brain. 

Due to the nature and effects of trauma 
derived from sexual assault, clients often 
express frustration with feelings of isolation 
and loneliness. As a result, the program has 
focused on creating linkages with a broad 
range of other community-based enrichment 
programs including women’s cooking groups, 
yoga programs, volunteering opportunities 
and charity events. We also facilitated a small 
group of survivors who can meet regularly in 
the safety of shared experiences. The focus of 
supporting our clients in this way is to foster 
connection with community and reduce social 
isolation, and the approach has prompted 
client feedback around how valuable these 
tools have been to their recovery.
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Community support

Helping Hands 
Over the last year, we saw increased discussion 
relating to housing crises and increasing evidence 
that single women have become one of the largest 
cohorts to find themselves homeless or at risk of 
homelessness. 

Vacancy rates across the Northern Rivers remained 
low with an average of 1.5% over the year, with its 
lowest points in February and March at 1.1% (REINSW 
2018/2019). This naturally has impacted the affordable 
housing stock and increased competition for available 
housing in the Lismore region. 

From 2018 to 2019, single women at risk of 
homelessness receiving our support increased at 
an alarming rate, growing from 12% to 24% of total 
representations over the 2018-19 financial year. This 
is one of the highest groups represented, second 
only to families who made up nearly half of total 
representations over the last financial year.

Several factors appear to have driven this trend 
including lower median superannuation balances for 
women (ABS), low rate of New Start payments, women 
outliving their spouses losing secondary sources of 
income, and lack of housing available within their 
income means, to name a few. 

Our Helping Hands service continued to employ 
a number of strategies to assist individuals and 
families who were homeless or at significant risk of 

homelessness. Offering case management, advocacy, 
brokerage and key partnerships, the service was able 
to assist clients into a variety of medium and long-
term housing options, ranging from private rental, 
boarding, social housing and transitional housing. 

At a strategic level, we continue to promote the need 
for addressing key housing affordability measures 
across the region, and investigate ways to address 
the plight of single women as a relatively new 
unrecognised group in the homeless sector. Our 
CEO is a board member of Homelessness NSW and 
Homelessness Australia.

Our CEO and staff continue to advocate for the rights 
of our Aboriginal communities, and the barriers that 
are faced on a daily basis in accessing affordable and 
sustainable housing. In this service over a six to twelve 
month period generally see improvement in areas 
such as emotional regulation, behavioural challenges, 
and relating to others.

Helping Hands clients  
from July 2018 to  
June 2019.

Helping Hands client incomes  
from July 2018 to  
June 2019.

 	Families

 	Single women

 	Single men

 	Young people

 	Age unknown

 	Newstart

 	No income

 	Parenting

 	Disability

 	Employee

 	Youth 
allowance

 	Age pension

 	Austudy
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Connecting Families 
Our Connecting Families service provided greater 
capacity for service delivery and greater reach 
across the region over the last year, offering 
families a unique, holistic, evidence-based case 
management service and Parents Under Pressure 
program which addresses attachment and family 
functioning.

The service in Grafton has been well established and, 
with Lismore providing its first full year of service 
this year, provides access across the Far North Coast. 
We continued to see a high demand for the program 
and a high referral rate. This warranted the need to 
maintain a capped active waiting list. 

Assessing outcomes has been a key focus of the 
year, with the implementation of a number of 
evaluation scales such as the Strength and Difficulties 
Questionnaire (SDQ). Already we are seeing evidence 
that children of families who participate in the 
service over a 6 to 12 months period generally see 
improvement in areas such as emotional regulation, 
behavioural challenges and relating to others. 

We continue to see a high percentage of Aboriginal 
families, linking with community and elder groups 
in the regions to ensure that the service is accessible 
and approachable for people in these communities.  
Moving forward, Connecting Families will build on the 

strength of its relationships within our communities, 
its evidence, and its outcomes to deliver its service in a 
way that reaches more of the most vulnerable families 
that find it difficult to access support. Focusing on its 
early intervention approach, the service will continue 
to work with families from a range of targeted cohorts 
including Aboriginal communities and young people, 
young parents, families with children 0-3 years and 
families in remote and rural areas. 

Community support

Indigenous clients  
from July 2018 to  
June 2019.

Type of support provided to clients  
from July 2018 to June 2019.

 	Non indigenous

 	Identify as Aboriginal or Torres Strait Islander

 	Family capacity 
building

 	Advocacy and 
support

 	Information advice 
and referral

 	Intake and 
assessment
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Rainbow Region Kids 
Rainbow Region Kids is a successful social 
enterprise that provides childcare across the five 
local governments areas of Lismore, Richmond 
Valley, Kyogle, Byron Bay and Ballina.

Over the last year this service delivered outside school 
hours childcare, including vacation care, after school 
care and before school care across multiple locations 
including: 

•	 Alstonville St Joseph’s Primary School
•	 Casino West Public School
•	 Corndale Public School
•	 Coorabell Public School
•	 Kyogle Public school
•	 Lismore Public School
•	 Ocean Shores Primary School
•	 The Channon Public School
•	 Wollongbar Public School

The service is registered under the National Quality 
Framework for Early Childhood Educational and Care 
which includes the Educational and Care Services 
National Law and the Educational and Care Services 
National Regulations. 

All of our service locations have undergone 
assessment and rating conducted by Early Childhood 
Education and Care. Our Wollongbar service recently 
underwent its second assessment and rating process 
conducted by Early Childhood Education and Care, 
passing with ratings that meet all required areas.

Our vacation care program rebranded this year to 
Vacation Club. It delivered combined excursion 
activities, themed days and events that combined all 

Children and young people

Dragonites 
Dragonites vacation care combines with 
our Lismore Vacation Club to provide 
outside school hours care to teenagers 
with disabilities.

Dragonites allows parents and carers of 
teenagers with disability to access appropriate 
vacation care during school holidays. The 
service provides social and living skills 
programs and combined social outings.

Rainbow Region Kids facts for 2018-19

101,203
564381595%95%

95% of our 
children’s 
parents felt that 
our services are 
inclusive.

95% of our 
children’s 
parents felt 
respected by 
our staff.

Our services 
were provided 
over 5 local 
areas.

381 local 
families used 
the services.

564 local 
children 
attended our 
services.

A total of 
101,203 hours 
of care were 
provided.

Our Vacation 
Club provides 
fun, safe and 

engaging activities 
during school 

holidays.
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of our service locations for children to come together 
and meet new faces from surrounding towns in a 
friendly, safe environment.

Over the past year, our children participated in 
exciting excursions and activities which included 
excursions to Ballina Players Theatre and Summerland 
House Farm. They enjoyed fitness workshops, Triple 
Zero Day, NAIDOC celebrations, barefoot bowls, laser 
skirmish, water play, magic show workshop, movies, 
ten pin bowling, science experiments, cooking, circus 
skills and a fun sustainability day. 

Also this year, we initiated our new Discovery Club 
which utilises students from Southern Cross University 
to facilitate activities at our after school services 
including sports, art, drama and homework assistance. 
This provides children with new experiences and 
enhances the skills and experiences of students in 
working with our children.

We continued to provide contracted care for clients 
of child & adolescent specialist programs, NSW 
Department of Communities and Justice, St Vincent de 
Paul, UPA, St Carthage’s Community Care, Evans Head 
Brighter Futures, Casino Brighter Futures, NSW Family 
Referral Service, Momentum Collective, Northcott, 
Magenta and the Deaf Society. We have also partnered 
with UPA to provide after hours care for children 
enabling parents and carers to attend group meetings 
and functions.

Rainbow Region Kids accreditation

Rainbow Region Kids services Alstonville Casino Lismore Ocean Shores Wollongbar

Educational program and practices 3 3 3 3 3
Children’s health and safety 3 3 3 3 3
Physical environment 3 3 3 3 3
Staffing arrangement 3 3 3 3 3
Relationships with children 3 3 3 3 3
Collaborative partnerships 3 3 3 3 3
Leadership & service management 3 3 33 3 33

Accreditation approved

Children and young people

Rainbow Region Kids service  
attendance comparison  
from July 2018  
to June 2019.

 	Vacation Club

 	After school care

 	Before school care
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Children and young people

Flourishing Families 
A new service model developed in consultation 
with our clients, staff and management to build 
on our existing childcare services and provide 
integrated, wrap around service delivery.

The service supports children through personalised 
case management and development of behaviour 
management plans that create a positive approach to 
working with children, parents and educators.

Flourishing Families works with school-aged children 
(5-12 years old) that attend our Rainbow Region Kids 
services. Our specialist children’s worker provides 
strategies that can be used during difficult times and 
builds on the skills of educators. To support children 
and families, our specialist offers access to other 
support services including counselling, therapies, 
supported playgroups, and Connecting Families.

The service has worked with 32 clients and we have 
engaged Beacon Strategies to evaluate the service 
from its inception, building an evidence-based 
practice model.

Flourishing Family facts for 2018-19.

105

30

70

Hours of support that 
were provided to children 
across all of our services.

Hours of support that were 
provided to parents

Hours of support that were 
provided to staff across all 
of our services.
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Books & Butterflies  
supported playgroup 
We launched another new service this year – Books 
& Butterflies – which is a free, weekly, supported 
playgroup operating from our Lismore community 
hub.

Books & Butterflies supports families with children 
aged 0-5 years old, with a focus on children aged 3-5 
years old, preparing them for the transition to school. 
It supports parents and care givers in a supportive and 
inclusive learning environment. In the first school term 
of its operation, the service assisted five families and 6 
children.

Uniquely, Books & Butterflies is facilitated by 
professionally qualified child therapists, providing 
opportunities for learning and socialisation that is 
needed for young children to successfully transition 
into preschool and kindergarten.

Books & Butterflies also supports parents to be more 
responsive to their children’s learning needs, social 

development and emotional growth, resulting in a 
stronger bond between parent and child. The service 
builds on our integrated, wrap around delivery model, 
offering access and referral to our other services where 
a need is identified, such as our No Interest Loans 
Scheme, trauma counselling or Tax Help. 

Over the last year, we have partnered with local 
organisations to provide guest speakers during our 
playgroup sessions, delivering valuable information to 
parents on health, preschools and education.

Children and young people

The best thing about 
this playgroup is 
the qualified and 
experienced staff who 
run it. Every activity 
we do has learning and 
development in mind. 
Full focus is on the 
children making it fun, 
educational and different 
to any other playgroup 
we have been to.
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Financial inclusion 
coordination program
Our financial inclusion coordination program this 
year adopted a community development approach 
in order to achieve its outcomes and goals.

We have established a valuable partnership with 
Homelessness NSW who provides office space access 
in Sydney and a venue to run our network meetings.

This program promotes and supports financial 
inclusion services throughout the state by:

•	 Developing and exploring financial inclusion 
strategies, resources and products that: 
-	 can be delivered or accessed by funded not for 

profit organisations and
-	 support not for profit organisations to 

undertake effective financial conversations with 
a view to improving client financial behaviour.

•	 Providing strategic advice to NSW Fair Trading on 
financial inclusion.

•	 Linking funded services and microfinance services 
to financial inclusion strategies and products.

With the creation of the NSW Financial Inclusion 
Network in 2015 and the launch of its position paper 
in 2017, the network focused its goal as a policy think 
tank with key representation from NSW peak bodies, 
not for profit organisations, academic institutions and 
government agencies.

We developed a 2019 NSW State Election Platform 
paper which highlighted the issue of financial 
exclusion in NSW and made key recommendations for 
government. Our CEO continues to act as chairperson 
for this network.

This year, the network implemented a 
communications strategy to expand conversation 
around financial inclusion. We participated in the 
NSW Ministerial Forum on financial hardship and a 
consultative forum hosted by Labor Senator Jenny 
Macklin, to develop Labor’s policy agenda on financial 
inclusion. 

The network continued to develop partnerships 
with organisations working in the financial inclusion 
space and research bodies aimed at expanding 
our knowledge and conversation around financial 
inclusion.

We formed a partnership with UNSW’s Centre for 
Social Impact and acquired funding from NSW 
Department of Communities and Justice to facilitate 
the Financial Inclusion Forum in August 2019. 
Planning has begun for the 4th Financial Inclusion 
Conference – Roads to Resilience, 18-19 March 2020 in 
Sydney.

As we go to print, we have confirmed two 
international keynote speakers for this conference. 
These experts in the financial inclusion space are 
Professor Wherry from Princeton University, USA and 
Professor Collard from Bristol University, UK. Roads to 
Resilience will incorporate the second annual Financial 
Inclusion Awards.

NSW financial inclusion
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The last year has been 
significant for our Corporate 
Services team. With new staff 
and additional roles, we were 
able to implement a number 
of innovative initiatives this 
year to support the work of our 
organisation.

Our HR officer had a great opportunity to move 
into another role in the organisation, taking on 
the Financial Inclusion Coordinator’s role, and we 
recruited a new HR officer who started in March 2019.

Our team also expanded with the creation of a 
communications role. This position was created to 
implement a more strategic focus in marketing and 
promoting the organisation and the valuable work 
that we are doing. The role has focused our social 
media presence, website, external promotional 
materials, and internal marketing materials.

Our team supported the organisational planning 
and preparedness for an external accreditation 
in November 2018. We were successful in 
obtaining that accreditation through QIP 
against the QIC Health and Community 
Service Standards 7th Edition.

This process involved a review of 
organisation-wide policies and 
procedures which also led to numerous 
quality and process improvements 
such as online time sheets for children’s 
services staff and a suite of semi-
automated forms. We received positive 
feedback from the assessors in all areas, and 
special mention was made in relation to the 
stringent data protection systems we have in place.

With the assistance of JCH media, we developed our 
SharePoint intranet system which is a private network 
available only to staff. SharePoint is a tool that allows 
online storage and access to corporate documents. 
This system is also used for booking internal resources, 
staff directories and sharing important organisational 
news to staff.

Corporate services

Our 
Christmas “Gateway’s Got Talent” party was a fun, lively celebration to thank our staff for their ongoing commitment and dedication to our work.
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We created a second new SharePoint initiative for a 
board portal, that allows board members and the CEO 
to securely access content relevant for organisational 
governance. The portal provides relevant online 
governance documents and supports our board 
meetings. It also allows for the online induction of 
new board members.

Our client relationship management system, ChilliDB, 
was implemented to include all programs during the 
year. This has allowed us to get accurate snapshots of 
clients and the services they access. It is the statistical 
reporting tool conduit between our organisation and 
funding bodies.

We now have a fully implemented online orientation. 
On the first day of employment, the platform is 
accessed via an organisational email address and 
the orientation process is completed online. The 
content includes our organisational overview, current 
structure, values, strategic priorities and guides new 
staff through our overarching policies and procedures. 

Our annual staff Christmas party was held on 14 
December. We took advantage of our rebuilt meeting 
rooms and commercial kitchen to host an in-house 
“Gateway’s Got Talent” quest. Rebecca Rose won the 
individual category main prize and a consortium led 
by Katie Burgess and Kelsey McCallum took honours in 
the team category.

Values champions
Our values champions are a voluntary group of staff 
who are dedicated to promoting our five values 
throughout the organisation in every aspect of our 
practice and operation.

Our major achievements over the last year include: 

•	 Embedding our values into recruitment and 
performance review process.

•	 Working with management and communications 
to promote an inclusive work environment.

•	 Developing a plan for each branch to present 
innovative processes to all staff during meetings.

Our people
We continue to 
recognise the importance 
of work-life balance for our 
staff, with ongoing well being 
programs, rewards and recognition, staff training and 
development. In the last year, we presented rewards 
and recognition for innovation to the following staff:

•	 Tommy Brogden
•	 May King
•	 Jenn Parker
•	 Kelsey McCallum
•	 Carolyn Tanner
•	 Melissa Coulton

“Our clients are 
extremely positive 
about the way 
the services are 
delivered and how 
respectful and 
helpful our staff 
are.”

Corporate services

Our rewards and recognition program recognises the exceptional embodiment of organisational values in our staff’s work.
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Northern Rivers 
Community Gateway 
continued its expansion 
this year with a significant 
increase in its operational 
income through various 
funding sources. 

Our organisation continued to maintain 
good accounting practice, complying with 
all Australian and New South Wales company 
standards. This accounting was supported by 
an independent external audit. Attached are 
the audited financial statements. 

Our finance committee monitors the 
organisation’s expenditure, and is comprised 
of our treasurer, chairperson, CEO and 
corporate services manager. Our financial and 
organisational management practices currently 
include annual external auditing, internal 
financial management and monitoring.

These activities drive monthly, quarterly, 
biannual and annual reports to funding bodies 
and our board of directors. Insurances including 
professional indemnity, public liability and 
work cover are in place as well as a solid base of 
policies and procedures to govern all areas of 
our operations.

The organisation was successful in increasing 
its operational funding base again this year 
which further strengthens our financial 
position. The revaluation of the organisation’s 
building and land at 16-18 Bounty Street 
Lismore, significantly increased our net assets 
to $1,253,111 which is a strong position for 
future, long-term sustainability. 

I’d like to thank our CEO and members of the 
finance committee for their commitment 
to good financial management. I’d like to 
thank our auditors WCA Audit & Assurance 
Services and our management team for their 
cooperation throughout the year assisting the 
CEO in good record keeping practices.

I would also like to thank all our staff and 
volunteers for the work and effort they have 
invested over the past year, which directly 
supports the success and growth of the 
organisation. 

I look forward to working with the board and 
CEO into the future.

Deniel Taylor

Treasurer’s report
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Visit nrcg.org.au

Northern Rivers Community Gateway is  
a registered charity and QIP accredited.




