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Citizens Advice Bureau of WA (Inc.)  

 
MISSION STATEMENT 

Our Mission is to provide support and deliver quality services 
that actively promote awareness of people's rights and 
responsibilities on a community and individual level.  

 
 

VISION 
To be a leading community organisation that provides a 
professional and caring service, accessible to all members of 
the community.           

 
 

VALUES 
Our governing principles are to: 
• Be a caring organisation responsive to client and staff needs 
• Be a professional organisation consistently striving to achieve 

best practice 
• Value the contribution of volunteers and staff 
• Encourage innovation and be open to change 
• Offer an affordable service, available to all people in WA 
• Have effective leadership 
• Have open and responsive lines of communication 
• Provide ongoing professional development  
• Be reliable, accurate and current 
• Be impartial and maintain confidentiality 
• Make ethical decisions 
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Citizens Advice Bureau   
 

ASSISTED by our funding organisations 
 
 
 
 
 

 
    
 
 
 
 
 
                    
            
 
 
 
 
 
 

 
 
 
 

 
 

Public Purposes Trust 
 
 
 

City of Albany 
City of Armadale 

Town of Cambridge 
City of Joondalup 
Town of Kwinana 
City of Mandurah 

Shire of Mundaring 
City of Subiaco 
City of Swan 

 



 Page 4  

Citizens Advice Bureau 
Honour List 

 
Albany Community Legal Centre 

Anthony Agostino (Auditor Midland) 
City of Albany 

Albany Womens' Rest House Committee 
Allen & Jasnic (Solicitor Rockingham) 

Craig Bloxham (Solicitor Perth) 
John Bochat (Solicitor Rockingham) 

Shire of Busselton - Councillor  Tom Tuffin 
Shire of Busselton – Community Officer Emma O’Brien 

Vince Calalesina (Solicitor Perth) 
Will Cockle  (Solicitor Fremantle) 

Charles Cook (Solicitor Perth) 
Department of Commerce (DOC) 

David Earnshaw (Solicitor Midland) 
Maria Fifield (Solicitor Midland) 
Michelle Fisher (Solicitor Perth) 

City of Fremantle 
Rex George (Solicitor Perth) 

Anthony Godecke (Solicitor Perth) 
Richard Graham (Solicitor Perth) 
John Healy (Solicitor Fremantle) 

Anthony Hughes (Solicitor Rockingham) 
William Jamieson (Solicitor Perth) 
Theo Jongeling (Auditor Armadale) 

Royal Association of Justices (Perth, Mandurah) 
Mirvac Fini Hub Shopping Centre (Kwinana) 

Town of Kwinana 
Justine Lawrence (Solicitor Midland) 

David Leask (Solicitor Fremantle) 
Legal Aid Fremantle (CAB Mandurah) 

Dean Love (Solicitor Kwinana, Fremantle, Rockingham) 
Jon Luks (JP Midland) 

Andrew Maloney (Solicitor Midland) 
City of Mandurah 

Paul Masten (Solicitor Fremantle) 
Neville Marsh (Solicitor Fremantle) 

David McCashney (Solicitor Busselton) 
Andrew Monisse (Barrister Perth) 

Jacinta O’Connor (Solicitor Joondalup) 
Tony O'Gorman MLA (Joondalup) 

Peel Community Legal Service (CAB Mandurah) 
Peel Volunteer Resource Centre (CAB Mandurah) 

Natalie Ricciardi (Solicitor Fremantle) 
Robertson Hayles (Solicitors Perth) 

Jo Wynaden (Solicitor Perth) 
Howard Shepherd (Auditor Fremantle) 

Paul & Dorothy Simpson - Dots & Pots (Busselton) 
Rebecca Sorgiovanni (Solicitor Kwinana) 

Keith Sorensen (Solicitor Perth, Midland, Armadale) 
St Vincent DePaul (Busselton) 
Linda Tudori (Solicitor Perth) 

Tony Turner (ERBEAC Midland) 
Will Vogt (Solicitor Perth) 

Ante Zorotovic (Solicitor Fremantle) 
 

Thank you for your assistance 
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PERTH OFFICE: 
25 Barrack Street                        
PERTH  WA   6000 
CEO:  Sandra Brown 
Office Hours:     9.00 am - 4.00 pm 
Enquiries: (08)  9221 5711 
Admin:     (08)  9325 4217 
Fax:    (08)  9221 5356 
email: cab@cabwa.com.au 
Tax help - Jul to Oct 
Probate assistance 
Mediation 
Justice of the Peace 
Wills & Family Court Documents 
Powers of Attorney 
Letters of Administration 
 
ALBANY: 
The Rest Centre 
Cnr  Stirling Terrace & York Street 
PO Box 777  ALBANY  WA   6330 
Branch Co-ordinator:  Esme Justins 
Office Hours:  
10.00 am - 1.00 pm Mon - Fri 
Phone: (08)  9841 4711 
Fax: (08) 9841 1297 
email: albany@cabwa.com.au 
Tax help - Jul to Oct 
Probate assistance 
 
ARMADALE: 
2 Hobbs Drive 
ARMADALE WA  6112 
Branch Co-ordinator: Avril Sheridan 
Office Hours:   
9.00 am - 3.00 pm Mon to Fri 
Phone: (08)  9497 5311 
Fax:   (08)  9497 5344 
email:  armadale@cabwa.com.au 
Tax help - Jul to Oct 
Legal Service by appointment 
Wills by appointment 
Probate Assistance Tues & Thurs 
 
BUSSELTON: 
5 Queen Street or 
PO Box 313 
BUSSELTON  WA  6280 
Branch Co-ordinator:  Des Cantwell 
Office Hours:   
10.00 am-2.00pm Mon - Fri 
Phone: (08)  9751 1199  
Fax: (08)  9752 1764  
Email: busselton@cabwa.com.au 
Legal Service - by appointment 
Probate assistance   Wed 12.30-3.00pm 
 
ESPERANCE: 
PO Box 546 
ESPERANCE  WA  6450   
Branch Co-ordinator:  Joy Tidow 
Operating from home -  
Telephones on roster: (08)  9071 1011 
Fax:(08)  9071 4110 
 
 

 
FREMANTLE: 
15A Queen Street 
FREMANTLE  WA   6160      
Mailing address:   C/- Town Hall 
Branch Co-ordinator: Pat Baxter 
Office Hours:      
9.30 am - 3.30 pm Mon - Thurs 
9.30 pm - 12.30 pm Fri 
Phone: (08) 9335 4522 
Fax: (08) 9433 6061 
email: fremantle@cabwa.com.au 
Tax help - Jul to Oct 
Legal Service - 5pm - 6pm 
Thursdays 
Wills - Fri 
Probate assistance 
 
JOONDALUP 
Lotteries House 
Suite 5, 70 Davidson Terrace 
JOONDALUP  WA   6027 
Branch Co-ordinator: 
                     Rosalind Franklin 
Office Hours: 
 9.00 am - 3.00 pm Mon - Fri 
Phone: (08) 9301 2833 
Fax:     (09) 9301 1414 
email: joondalup@cabwa.com.au 
Tax help - Jul to Oct 
Legal Service - Fri 
Wills – Fri 
Probate assistance 
 
KWINANA: 
Shop 37  Hub Shopping Centre 
Gilmore Avenue 
KWINANA  WA   6167 
PO Box 525 
KWINANA WA  6966 
Branch Co-ordinator: Edna Lewis 
Office Hours: 
9.30am - 4pm Mon-Thurs 
9.30am - 1.00pm Fri   
Phone:  (08)   9439 1251 
Fax: (08)   9439 4499 
email: kwinana@cabwa.com.au 
Tax help - Jul to Oct 
Justice of the Peace -   
10am - 12 noon 1pm - 3pm Mon-
Thurs 10am - 12 Noon Fri  
Legal Service –  
alternate Monday & Friday 
Wills - Thursdays 
Probate assistance 
 
 
 
 
 
 
 
 
 
 
 

 
MANDURAH: 
PO Box 1326 or 
Mewburn Centre, Sholl Street, 
MANDURAH  WA   6210 
Branch Co-ordinator: Judy Brealy 
Office Hours:   
9.00 am - 2.00 pm Mon - Fri 
Phone: (08)   9535 3101 
Fax: (08)   9535 2652 
email: mandurah@cabwa.com.au 
Justice of the Peace 
Tax Help - July to Oct 
Probate assistance 
 
MIDLAND: 
Suite 3, Stafford Court 
8-12 Stafford Street 
MIDLAND   WA    6056 
Co-ordinator:  Rosalie Gordon 
Office Hours:    
9.00 am - 3.00 pm   Mon - Thur 
Closed    Fri 
Phone: (08)   9274 3000 
Fax: (08)   9274 3110 
email:    midland@cabwa.com.au 
Tax help - Jul to Oct 
Legal Service- by appointment 
Wills - by appointment 
Probate assistance 
 
ROCKINGHAM: 
Room 4, 14 Council Avenue 
ROCKINGHAM  WA  6168 
or  
PO Box 1140 
ROCKINGHAM WA 6968 
Branch Co-ordinator:Chris Smith JP 
Office Hours:     
9.30 am - 3.30 pm Mon - Thurs 
9.30 am - 1.30 pm Fri 
Phone: (08) 9527 6671 
Fax: (08) 9527 1445 
email:  rockingham@cabwa.com.au 
Tax help - July to Oct 
Legal Service- Thurs 
Justice of the Peace - Thurs am 
Probate assistance 
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EDNA LEWIS: (President) Member of the 
Board since March 2003. Elected Voluntary Staff 
Representative 2003.  She has been a Citizens 
Advice Bureau volunteer and Coordinator of 
Kwinana Branch since the Branch opened in 
1994.  Edna has represented the Branch on 
several local committees including SCALES, 
Imagine Kwinana and the Special Events 
Committee of Kwinana Council.  Edna retired 
from salaried work in 1987.  Prior to this she had 
her own business for 20 years and also taught at 
two TAFE colleges for 10 years.  In Edna's early 
working life she was the "olden day" equivalent 
of Office Manager.  Edna believes that it is 
important to have both Branch and volunteer 
representation on the Board of Management.  
She would also like to be involved in any future 
plans for the Bureau.  Edna feels that her 
experience with the Bureau qualifies her for a 
position on the Board. 
 
MARGARET DIXON: (Vice President) 
Member of the Board since May 2002. She is 
currently a member of the CAB volunteer 
Mediation panel and also the Deputy Convenor 
of the Schools Conflict Resolution and 
Mediation (SCRAM) sub committee. Margaret 
also represents CAB on the Western Australian 
Dispute Resolution Association (WADRA) 
Committee and the Family Pathways Steering 
Committee. Prior to her retirement in 2005 
Margaret was employed by the Commonwealth 
Government for 27 years occupying various 
positions. In the last 10 years prior to her 
retirement she has occupied  various 
management positions within the Department of 
Health and Ageing.  During that time Margaret 
represented the Commonwealth Government  on 
a number of Working Parties and Steering 
Committees. 
 
RON MacFARLANE: (Treasurer) : Member 
of the Board since October 2003.  Ron has been a 
volunteer with the Bureau since 1995.  He is also 
trained to offer Tax Help.  His background is in 
accountancy, including Lecturing in accountancy 
at Curtin University. 
Ron's experiences and time spent with the 
Bureau provide him with an excellent 
understanding of the Bureau’s aims and 
objectives.  Ron believes that his accountancy 
background and knowledge of the Bureau would 
be an asset to the current Board of Management. 
 
 
 
 

 
 
JOHN FRANCIS DIXON: Member of the 
Board since October 2002 John is a retired 
school teacher.  
He is married to Glenice and has 5 adult children 
and 8 grandchildren. Over the last 25 years of 
community involvement, John has been actively 
engaged in various organisations including: Apex 
(Treasurer), Rotary Club (President and District 
Secretary) and Local Government (Kwinana 
Town Councillor).  John is currently the 
Chairperson of St Vincents Church Parish 
Council, and Chairperson of the Kwinana Branch 
of the Citizens Advice Bureau. He also holds the 
award as the Kwinana Town Council's Citizen of 
the Year for 2002. 
John believes that as he has recently retired from 
teaching, he now has time on his hands to 
become more involved in those activities that he 
most enjoys.  For 25 years, community 
involvement has been a part of his life and even 
though he is still actively engaged in both 
Church and Rotary matters, he has enjoyed his 
eight years as Chairperson of the Kwinana 
Branch of CAB and would like to expand his 
involvement. 
 
MARJORIE EASTON OAM: Member of the 
Board since October 1995.  Marjorie has worked 
as a volunteer staff member at CAB since 1973 
and has been a volunteer supervisor at the 
Bureau.  She currently provides the Probate 
assistance service at the Bureau.  She has worked 
in a variety of volunteer positions all her adult 
life.  Marjorie has held Committee positions on 
the National Safety Council, Kent Street High 
School for 10 years and is a member of the South 
Perth Heritage Mill. Throughout her married life 
Marjorie has been actively involved with Local 
Government assisting in the organisation of 
seminars and other functions as well as providing 
secretarial services.  Marjorie has two adult 
children. 
Marjorie believes in the Citizens Advice Bureau 
and has seen it grow over the years. She believes 
it is a very worthwhile service for the public. 
 
 
 
 
 
 
 
 
 
 
 

BOARD OF MANAGEMENT 
2008 - 2009 
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NICK GOIRAN: Member of the Board since 
October 2008. Nick is married and has five 
children. Previously having been a partner in a 
law firm and working in the legal industry for the 
good part of 10 years as a barrister and solicitor; 
prepared Nick for his current role as a Member 
of the Legislative Council in the Western 
Australian Parliament. He is a Board Member of 
Christian Education National which is the peak 
body running Christian Schools, and has also 
held various executive positions with the 
Association of Christian Education which is 
responsible for running the Rehoboth schools in 
Kenwick and Wilson.  He has a keen interest in 
ensuring Western Australians have access to 
services and can easily obtain information about 
their rights and responsibilities. Nick believes his 
substantial experience on local and national 
boards, the insight he has gained as a current 
sitting Member for the South Metropolitan 
Region and his general interest in 
governance, are all great assets to the Board of 
Citizens Advice Bureau. 
 
NORAY JONES: Member of the Board since 
October 1999. Current CAB Mediator, and 
volunteer. Previously a member of the Board 
1993 - 1996. She has been a volunteer since 
August 1989. Noray was an active community 
worker in Carnarvon and Attadale and was 
involved with the P & C during her children's 
school years.  She is interested in the running of, 
and aims of the Bureau and willing to volunteer 
time toward those aims.  Noray is also interested 
in the future of the Mediation Service. Noray is 
married with an adult family. 
 
 
 
 
 
 
 
 
 

 
AVRIL SHERIDAN: Member of the Board 
since October 2007.  Avril was married for 44 
years and has 3 children, 6 grandchildren, and 1 
great grandchild.  Avril was a member of Probus 
and served on the Probus Committee as Social 
Secretary and organised guest speakers.  She 
worked for the Armadale Information & Referral 
Service for approximately 10 years as paralegal 
and welfare worker  and is a past member of the 
East Fremantle Yacht Club and the Kwinana 
Lakes Golf Club.  Avril is extremely interested in 
all of the arts and community welfare, loves 
debates and discussion groups, and really 
believes that a "cup of tea and a good chat" does 
wonders for the soul. 
Avril has a wealth of knowledge and experience 
and has been the coordinator of the Armadale 
Branch since its inception. 
 
CEZANNE STEAD: Member of the Board 
since October 2003. She was Coordinator of the 
Midland Branch for about three years when 
Midland was handling Emergency Relief.  
Cezanne is also a member of Neighbourhood 
Watch.  She is currently part of the Probate 
advice team at Head Office. 
Cezanne has worked at the Midland and Perth 
offices which gives her a broad insight into both 
Head Office and Branch issues.  She feels that 
the CAB is a worthy organisation and would like 
to be given the opportunity of adding to her 
contribution. 
 
ERIC TAN: Member of the Board since October 
2006.  Eric is currently the principal of 
Roberstson Hayles Lawyers.  Eric has had a long 
standing relationship with the Bureau. 
Eric has extensive community involvement 
including being the honorary solicitor for WA 
Legacy, The Salvation Army Estates Section, 
Teen Challenge WA Inc. and Drug ARM. 
Eric believes he can contribute to the Bureau in 
many ways. 
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The Citizens Advice Bureau of WA Inc. continues to 
provide services to the public in the areas of 
information, referral legal, mediation probate and Tax 
Help also Justice of the Peace signing centres at Head 
Office and Kwinana Branch. A one stop shop. 
The salaried and volunteer staff that provides these 
services both at Head Office and throughout the State 
cannot be commended too highly. 
 
Board of Management 
In October we welcomed Nick Goiran to the Board of 
Management. Also returned were Noray Jones, 
Volunteer Rep, Margaret Dixon, Eric Tan and John 
Dixon. At the first meeting I was re-elected President 
for a further term, Margaret Dixon Vice President, Ron 
MacFarlane Treasurer. I extend my thanks to all Board 
Members for their work and support of the Bureau for 
the past year.  
 
Staff  
Considering we are such a large, diverse and successful 
organisation I am continually amazed that the Bureau 
functions so well with minimal salaried staff. Sandra 
Brown CEO is to be commended for her leadership. 
Sandra has an able lieutenant in Nola Wellington the 
Office Manager. I feel most of the salaried staff are 
multi-skilled and are experts in their jobs. Thanks to all 
of you for the work you do in keeping the Bureau 
running. 
The Volunteer Staff are also to be praised and thanked 
for their dedication to the Bureau. The Board are 
conscious of the work done both in Head Office and the 
Branches by our volunteers. We would not have 
Branches if it wasn’t for volunteer staff. All Branches 
are staffed solely by volunteers. 
There were a few changes to Head Office staff during 
the year but it seemed to me to be seamless. Michael 
Cockram replaced Rex George as Principal Solicitor, 
we welcomed back Luciano Sales. We also welcomed 
Melissa Raynes as Mediation Coordinator.  
 
Services 
Our Legal service continues to function at a very high 
level under the guidance of Michael Cockram. Michael 
very nobly came out of retirement to take on the role of 
Principal Solicitor. There has been a small amount of 
reorganisation in the Legal Dept because of staff 
changes and movement. On behalf of the Board thanks 
go to Michael and the Legal Dept. for the enormous 
amount of work they achieve. On behalf of many 
satisfied clients thank you. 
The Mediation service had a tiny set back when 
Maryanne Culliver resigne., As always the Mediation 
Team rallied round and with Margaret Dixon, Hilda 
O’Callaghan and Co. they held the fort until Melissa 
Raynes was employed. They also helped Melissa settle 
in.  

 
 
 
Welcome Melissa and thanks to the panel of 
Mediators, I notice your work load has increased, 
congratulations. 
The Probate assistance is going from strength to 
strength with Marjorie Easton and Cezanne Stead. 
Not only do they give a considerable amount of time 
to the Bureau helping clients with Probate papers but 
they find time to train other staff especially from the 
Branches. I am continually amazed at the amount of 
time volunteers give to this organisation. Thank you 
ladies. 
 
Events 
There were many events in the year - ‘Thank-a-
Volunteer-Day’ at Government House Ballroom  a 
stand out success well organised and enjoyed by all. 
The big event was the receiving of the Dept. of 
Commerce ‘Dick Fletcher Award’ proudly on 
display. The Board extends its thanks to Nola 
Wellington for the submission that enabled us to win 
the award. It was a credit to the Bureau and to Nola. 
The CEO, Office Manager and I attended both 
Busselton and Albany Branches last year and joined 
Albany for their Christmas party. Thanks Esme for 
your hospitality. 
Earlier this year the CEO and I returned to Busselton 
to attend a forum coordinated by the Branch under 
Des Cantwell.  We also went to Albany to attend their 
Community Forum. Both forums very worthwhile 
and informative. 
 
In conclusion I apologise to Branch co coordinators 
for not managing to visit so far this year. Normally I 
try to visit all Branches however I will see everyone 
this year at Conference week. 
 
 I would like to express The Bureau’s thanks and 
appreciation for their support to State and Local Govt. 
without their support the Citizens Advice Bureau 
could not provide the services it gives to the people of 
Western Australia. Our thanks to all our funding 
bodies and may we continue to enjoy the close 
relationship we have with them. To our patron The 
Commissioner Hon. Len Roberts-Smith RFD QC our 
sincere thanks for continuing to assist the Bureau in 
this role. 
. 
 
 
EDNA LEWIS  
PRESIDENT 

PRESIDENT’S REPORT 
2008 – 2009 
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Once again the Bureau has had an outstanding year 
with client contacts up on last year. Mandurah Branch 
has finally pipped Kwinana to be our biggest Branch 
with an overall increase of 790.  Other top performers 
include Armadale and Midland which have both 
exceeded 5,000 clients for the year and Fremantle, 
Joondalup and Rockingham which have shown 
significant increases. Congratulations to you all. 
 
Head Office continues to grow particularly in legal 
advice sessions and Justice of the Peace services. Once 
again Head office accounted for 54% of the total with 
the branches sharing the remaining 46%. 
 
The Mediation Service has achieved another increase 
with mediations up 20 for the year.  Document 
production remains stable and provides a valuable 
income for the Legal Service. 
 
This year we were very pleased to welcome the new 
Minister for Child Protection, Community Services, 
Seniors and Volunteering, the Hon Robyn McSweeney 
MLC, who found the time to open the  Annual General 
Meeting and speak with a number of voluntary staff 
during the luncheon that followed. 
 
Consumer Protection Award 
It was with great pride that we accepted the Richard 
(Dick) Fletcher Award at the Western Australian 
Consumer Protection Awards in March. The Award 
acknowledges a non-government organisation operating 
in Western Australia which has made a significant and 
enduring contribution to the advancement of consumer 
protection by delivering a service which raises 
community understanding and awareness of consumer 
protection issues.  The presentation was made by the 
Minister for Commerce, Hon. Troy Buswell MLA at a 
gala luncheon in Fraser’s Function Centre, Kings Park. 
 
Salaried Staff 
This year will see my 15th year at the Bureau and I am 
now the only member of salaried staff remaining from 
when I started in 1994.  Since that time I have seen 
many comings and goings but am pleased to report that 
we have been able to welcome back Luciano Sales Staff 
Solicitor who returned to the Bureau in March 2009.    
We were sorry to see Maryanne Culliver, Mediation 
Service Coordinator, leave  in October 2008, and Rishi 
Wijay, Staff Solicitor  in April 2009.  Fortunately we 
have been lucky to replace them with Melissa Raynes 
who commenced as Mediation Service Coordinator in 
March 2009 and Moira Taylor who has taken the 
position of Restricted Practitioner replacing Rishi.  We 
have also been fortunate to attract very experienced 
lawyer Michael Cockram AO who has come out of 
retirement to work as Principal Solicitor 
 

 
 
 
for the Bureau.  As Michael is only working part-time 
we also have Mary Wylie on board as a part-time 
staff solicitor.  Nour Karmout commenced as part-
time Paralegal to job share with Nerys Lloyd who has 
changed to part-time since the birth of her son.  The 
legal service now has two full time equivalent (FTE) 
paralegals with Ria full-time and three FTE lawyers 
with Michael, Luciano, Mary and Moira.  Fortunately 
we have retained the services of Nola, Penny Marilyn 
and Garry who continue to provide excellent 
administration, accounting and IT support. 
 
Branches 
The  schedule of Branch visits was maintained this 
year with the majority of visits dedicated to training 
sessions.  The President, Office Manager and I 
attended a number of Annual General Meetings 
throughout August and September.  Once again we 
visited Albany Branch this time via Busselton.  
Thanks go to staff in those branches for the 
hospitality extended to us during our visits.  The 
President, Albany Chairman, Coordinator and I also 
attended a Community Forum in Albany which 
provided a great opportunity to network with a 
number of local agencies.                 
 
Duty Justice of the Peace 
This service continues to grow and is proving a very 
valuable addition to the Bureau's services. 
 
Promotion & Liaison 
The Bureau participated in Law Week again this year 
with presentations on Wills and Enduring Powers of 
Attorney at the Perth City Library. The Bureau Legal 
Service also provided  free telephone advice for one 
afternoon during the week.  Sincere thanks go to two 
of our Pro Bono lawyers, Michelle Fisher and 
Andrew Monisse, who donated their time to help our 
staff lawyers with this project. 
 
The Bureau also had a stall at "Have-a-Go Day" as 
part of the Seniors' Week celebrations.  Our thanks go 
to voluntary staff members Sheila Wileman and Doug 
Proud who set up and staffed the display. 
 
Delivering talks to various groups has continued to be 
an important part of my duties and has included a 
series of talks to various Red Cross Carer's Support 
groups both in the metropolitan and country areas.  
Presentations to the Department of Agriculture and 
Food in South Perth and Northam resulted in another 
visit by the staff lawyers to the Department to take 
instructions for Wills and Enduring Powers of 
Attorney.  The presentations are still very popular 
with retirees groups and have been included in 
Centrelink Financial Information Services series on 
estate planning. 

CHIEF EXECUTIVE OFFICER’S REPORT 
2008 - 2009 
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The "Questions with Answers" segment continues on 
Capital Community Radio and several advertisements 
have been place in "Have-a-Go News" and Community 
Newspapers promoting the Bureau's services. 
 
Meetings & Professional Development 
I have been active representing the Bureau on a number 
of external bodies including the Consumer's 
Association of WA, the Community Legal Centres 
Association of WA and the National Association of 
Community Centres, I attended the National 
Association of Community Centres Conference in 
Darwin this year. 
 
The Bureau continues to be represented on the Family 
Relationships management committees of the 
Joondalup and Mandurah Centres. 
 
I attended a WACOSS workshop on the new Fair Work 
Act and the pre budget submission briefing. 
 
Funding 
The Citizens Advice Bureau remains grateful to our 
major funding body the Department for Communities 
and to Legal Aid WA, the Public Purposes Trust and 
the Legal Contributions Trust Fund for grants to the 
Mediation and Legal Services.  The Mediation Service 
also has a number of Local Government Authorities 
contributing to the funding of the service.  I draw your 
attention to the acknowledgment list in the Annual 
report. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Future Plans 
Plans are underway to investigate the opening of a  
new branch in Kalgoorlie.  The President and I are 
working on a public meeting to engender support for 
this project. 
 
I am also pleased announce that the State Attorney 
General has agreed to extend the Legal Contribution 
Trust Fund grant for the outreach service to 
Armadale, Joondalup and Midland branches for a 
further year. 
 
Conclusion 
It is with great sadness that I report the passing of 
long time volunteer, Brian Burgess, in May. Brian 
served at Head Office on Fridays for 19 years and 
will be sadly missed by all who new him. 
 
Once again my sincere thanks and gratitude to the 
over 270 voluntary staff without whom the Bureau 
could not operate.  The work put in by the Board of 
Management, Branch Committees. the panel of 
mediators, Pro Bono lawyers, Justices of the Peace, 
Tax Help volunteers and the Head Office and branch 
workers is without price and continues to be the 
backbone of the organisation. 
 
To the salaried staff thank you for your support and 
your dedication to the Bureau throughout the year and 
a very special thank you to the Bureau's President 
Edna Lewis for the help and support she has given me 
during the year. 
 
 
SANDRA BROWN 
CHIEF EXECUTIVE OFFICER 
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As I sit at my computer to begin writing this report, I 
am pondering over the year that was.  
CAB has progressed and grown in so many ways. There 
have been staff issues, client issues and many other 
issues along the way, but with the excellent support of 
the paid staff and the Volunteers, most issues were 
easily sorted and so the work of CAB rolls along 
helping a great many people in our community. 
  
Information & Referral 
The Information and Referral Service of the Bureau 
continues as an important free resource for the 
community. While the service’s statistics remains 
steady, the service to the community continues to 
thrive. The low cost Probate and free Tax Help services 
continue to increase in numbers and are an invaluable 
service to the community. 
 
Volunteers 
The Citizens Advice Bureau’s volunteers – some 270 in 
total, are the backbone of the Bureau. Without them, the 
Bureau could not assist the thousands of people seeking 
information and help. Our ten Branches, including the 
Coordinators and the committee members are all run by 
Volunteers. This is an amazing commitment to the 
Bureau.   
 
The Probate service at Head Office attracted over 1200 
clients in 2008/09. This service is conducted by 
Volunteers who work on three days a week at Head 
Office. Branches Albany, Armadale, Busselton, 
Fremantle, Kwinana, Mandurah, Midland and 
Rockingham have Probate assistance. Training in the 
Probate service continued this year with Volunteers 
from Busselton, Mandurah, Rockingham and Joondalup 
taking up the challenge.  
 
Volunteers for Tax Help are trained by the Australian 
Tax Office. This free service is conducted at Head 
Office and at branches, Albany, Armadale, Fremantle, 
Joondalup, Kwinana, Mandurah, Midland and 
Rockingham. 
 
Staff 
We had many changes to CAB staff members this year. 
Two paralegals became part time, another paralegal was 
on sick leave for most of the year, the Principal 
Solicitor left and a new Principal Solicitor was 
employed part time, another Solicitor resigned and 
another was employed part time, we employed an 
articled clerk, another Legal typist was employed and 
then resigned, the Mediation Coordinator resigned and 
another was employed, and the Legal Typist’s position 
was re-classified to ‘Legal Document Officer’. 
Throughout all of this, the remaining staff maintained a 
high level of work ethic and efficiency. 
 

 
 
Training 
Three sessions of ‘Talking Heads’ were conducted in 
August 2008, and March and June 2009. Speakers 
were invited from the Police Department, Public 
Transport Authority, the State Administrative 
Tribunal, the Women’s Legal Referral Service, 
Tenant’s Advice Service, Dept of Commerce, Public 
Trustee, CAB panel of Lawyers, and Consumer 
Credit Legal Service. Over 100 volunteers attended 
these training sessions. 
Two Induction Courses for new Volunteers were 
conducted in August 2008 and February 2009. More 
than 20 new Volunteers attended this course. 
Two sessions of ‘mini-inductions’ have been held for 
new volunteers. These sessions are held as interim 
training.  
The CAB Conference was held in October 2008. The 
Branch Coordinators presented a formal report during 
the first morning. Speakers were invited from 
Centrelink, Youth Legal Service, a tour of the 
Supreme Court and District Court was organised for 
the next day along with a mock Mediation held at 
Head Office. The third day saw presentations about 
Probate and Family Law. The annual general meeting 
was well attended and addressed by the minister, the 
Hon. Robyn McSweeney. 
 
Mid year coordinators meeting 
The Mid Year Coordinator’s Meeting was held in 
June with excellent attendance. During the morning 
the coordinators gave a more formal report on their 
branch activities. The Coordinators enjoyed lunch at a 
local restaurant and the afternoon was spent 
participating in training sessions on ‘Interviewing 
new Volunteers’, ‘Occupational Safety and Health’, 
and discussions on a new signatory system, getting 
Pro Bonos in Branches, getting Auditors in Branches, 
sale of resources and offering Probate service in 
Branches. I collected all data from the day and 
collated it into a book which was posted to each 
Branch as a resource. 
 
Branch Visits 
I visited Joondalup, Midland, Rockingham, 
Busselton, Fremantle, Albany, and Mandurah 
branches with a power point presentation on 
‘Listening Skills’ and ‘Mediation’ and Joondalup, 
Midland and Mandurah branches with 2009’s 
presentation on ‘Dealing with Difficult Behaviour’ 
and ‘How to Close a Phone Call Tactfully’.  
 
Celebrations 
The Citizens Advice Bureau proudly accepted 
winning the Dept of Commerce Dick Fletcher Award. 
The submission I wrote was lengthy and time 
consuming, however, well worth it in the long run.  
Volunteer’s week was celebrated in May. The Bureau 
provided morning tea each day to say thankyou to all 

OFFICE MANAGER’S REPORT 
2008 - 2009 
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volunteers. The Branches were also invited to celebrate 
Volunteer’s week as a way of thanking their volunteers. 
A ‘thank you’ was published in the Have-a-go 
newspaper as well. 
In December, we celebrated ‘Thank-a-Volunteer-Day’ 
by having a wonderful morning tea at Government 
House ballroom. Over 150 guests enjoyed the day. 
 
Student Placements 
The Bureau has supported two Certificate III TAFE 
students for a placement during 2008/09. We have also 
given valuable work experience to seven year 11 
students through the Careerlink program and one year 
10 student from a Community College. These students 
gained considerable experience and were valuable in 
their contribution to the Bureau. 
We also supported a group of Murdoch University 
students who were completing a project and 
presentation on ‘Increasing the Profile of CAB’. I had 
many meetings and email contacts with the students 
before their final presentation, held in November.  
 
Meetings 
Regular monthly staff meetings have been held over the 
past year. These meetings give the paid staff the forum 
to report on their area and the opportunity to air any 
concerns that they have. 
Legal Sub Committee meetings are held bi-monthly. 
Attendees are the Principle Solicitor, the CEO, a Board 
member, and the Office Manager. 
Many ‘Legal’ meetings were held following the 
Principal Solicitor’s resignation. 
Also CAB’s paid staff participated in some ‘Facilitated’ 
meetings to allay some of the behaviours amongst our 
members.   
 
Professional Development 
I have attended four PD sessions during 2008/09. Two 
were conducted by WACOSS and two by Volunteering 
W.A. 
 
Pro Bonos 
The Bureau currently has 12 Pro Bono Solicitors at 
Head Office. Each afternoon from 2.00pm to 4.00pm, 
there is a Pro Bono situated at the Bureau giving initial 
advice in various areas of law not usually covered by 
our staff Solicitors. The income from ‘outside 
solicitors’ has doubled. 
Many of the branches extend a legal service to the 
community with the assistance from Pro Bono lawyers. 
I created a ‘Pro Bono’ pack which contains CAB 
pamphlets and information pertaining to CAB and the 
Pro Bono’s appointment with CAB. All current and 
new Pro Bonos receive the pack. 
CAB celebrated National Pro Bono day (during 
Volunteers Week) by inviting the Pro Bonos to meet 
with the Principal Solicitor and enjoy ‘thank you’ 
drinks and nibbles. 
 
 

 
Business 
During April, I conducted separate SWOT analyses 
for each department – administration, legal and 
mediation. The whole staff met at a later date to 
combine the ideas of the Bureau’s ‘Strengths, 
Weaknesses, Opportunities and Threats’. The first 
part of the meeting was spent perusing last year’s 
swot and noting whether we had achieved the 
outcomes.  
I am currently working through everyone’s job 
descriptions- a job that will continue into next year. 
 
Promotions 
The Have-a-Go day was held at Burswood in 
October. The stall was manned by volunteers. We 
conducted a competition to win a free Will and 
gained leads to build business in Will production. 
 
New Initiatives 
Several new initiatives have been instigated over the 
past year. These include: 
 
 Finally getting shelves for storage in the vault and 
storage cupboard 

 OSH training for paid staff, Coordinators and 
Mediators 

 Information sheet for paid staff 
 Induction sheet for paid staff 
 Induction for paid staff 
 On-line wages 
 Creation of an ‘Admin’ Volunteer position 
 Re-positioning the desks in Head Office to 
accommodate the new ‘Admin’ position  

 Power point presentations created on ‘The Bureau’, 
‘Dealing with Difficult Behaviour’, ‘How to Close 
a Phone Call, tactfully’ and ‘Interviewing’. 

 
Other attendances 
I attended several outside meetings and functions. 
These included Fremantle and Midland’s AGMs, 
ATO thank you morning tea, Kwinana and Albany’s 
Christmas lunch, Consumer meetings and several 
Emergency Evacuation meetings. 
 
Conclusion 
A special thank you is extended to all the dedicated 
voluntary staff both in head office and the branches 
that make it possible for the Bureau to provide 
services to the Western Australian community. Your 
support and commitment is greatly appreciated.  
I also commend the small group of paid staff who 
regularly go out of their way to assist clients, 
volunteers and other paid staff pleasantly and 
efficiently. 
 
NOLA WELLINGTON 
OFFICE MANAGER 
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LEGAL DEPARTMENT 
2008 - 2009  

 
Overview 
During the year the legal staff (and Pro Bono lawyers) 
have generally worked well together to provide a 
quality service to a large (and growing) number of 
people. Strategies have been adopted to increase the 
efficiencies in document flow and to reduce risk of 
client conflicts arising. 
The conflict issues arising from the relationship 
between the Mediation Service and CAB lawyers 
remain of concern and it is in everyone's interests that 
some kind of Chinese Wall be created.  
It is interesting to note that figures are not actually a 
great deal different from those in the last report. 
  
Head Office 
Pro Bonos and staff lawyers continue to have an 
excellent and cooperative relationship. Nerys Lloyd 
(Paralegal) now takes instructions for LOA's under the 
supervision of the Principal Solicitor.  
The large numbers of documents (eg multiple wills for 
Ag Dept staff) being produced is placing considerable 
pressure on staff - with occasional substantial delays. 
There is an excellent cooperative relationship with the 
Probate Office which regularly refers work to the CAB. 
An increase in referrals from other agencies such as 
Legal Aid can be anticipated. 
  
Branches 
Only Joondalup and Midland and Armadale are 
currently serviced by staff lawyers but the service 
works well with the assistance of our Pro Bonos 
without whom CAB could not function. 
  
Pro Bonos 
A large number of Lawyers assist in this capacity 
around the State and owe them a huge debt of gratitude. 
We recently decided to request our Pro Bonos to 
consider accepting referrals for an equivalent fee to that 
charged for advice by the CAB in cases where, because 
of conflict arising, CAB cannot provide a service.  
  
Staff 
Michael Cockram  accepted the position of Principal 
Solicitor in place of Ken Eastman last October. Luciano 
Sales was received back into the fold with open arms on 
the retirement of Rishi Wijay earlier in 2009. 
Mary Wylie reduced her commitment to two days a 
week in the first half of 2009 and Moira 
Taylor accepted a contract to be our 4th lawyer 
commencing on her admission on 4th August 2009. We 
now have the equivalent of 3 fulltime lawyers.  
Ria Cusmano, Penny Bevan, Marilyn Martion, Nour 
Karmout and Nerys Lloyd provide very supportive 
backup and keep the documents flowing. 
  
Probate Service 
This continues to function very well under the auspices 
of Marjorie and Cezanne. 

 
 

 
Legal Advice   2008/09 2007/08 
Lawyers     3217   3310  
Pro Bono Lawyers      877      532 
Paralegal       222        52  
Probate Advisors    1203   1135 
     5519     5029 
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Advice by area of law  2008/09 
Family Law     1824 
Probate      1356 
Wills        951 
Letters of Administration      133 
Debt        138 
Property        122 
Consumer       164 
Dividing Fence       102 
POA          81 
Other        648 
                     5519 

Area of Law

Probate

Family Law
Letters o f 

Administration

Other Property

Debt

POA
Dividing Fence

Consumer

Wills

 
 
Documents Produced  2008/09 
Wills     1461 
Powers of Attorney     687 
Letters of Administration      40 
Family Court Documents    158 
Probate Affidavits     204 
                                                                2550   
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MICHAEL COCKRAM 
PRINCIPAL SOLICITOR 
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MEDIATION DEPARTMENT 
2008 - 2009  

 
The Mediation Service has continued to provide a high 
quality service for members of the community, holding 
mediations for both family law and community issues. 
From 230 initial enquiries, 111 files were opened with 210 
Pre Mediations and 97 Mediations conducted.   Until the 
appointment of the new Mediation Coordinator, Margaret 
Dixon and Hilda O’Callaghan stepped in from mediating 
to be acting coordinator.  Since March 2009, Melissa 
Raynes has been in the position keeping all involved in the 
mediation service up to date with the final stages of the 
Family Law Legislation 

 
Accreditation 
As of 1 January 2008 the mediation profession adopted 
Voluntary National Accreditation Standards for mediators.  
The Citizens advice Bureau embraced the National 
Standards to become a Recognised Mediator Accreditation 
Body (RMAB).  All mediators with the Cab are required 
to meet the National Accreditation Standards and this is an 
important condition in regards to ongoing training and to 
the appointment of new panel members.  
 
Family Law Reforms  
The changes to the Family Law Act (the Act) have 
significantly impacted on the Mediation Service with an 
increased demand and a change of the issues at mediation.   
These changes to the Act reflect the importance of children 
growing up with the love and support of both parents.  
Changes to the Act effective from 1 July 2007 require 
people to attend family dispute resolution if they want to 
apply for parenting orders for new cases under the Act.   
 
Recently many of our panel have undertaken study to meet 
the required qualifications stipulated by the Attorney 
General’s department to perform family mediations. A 
number of our panel have met the standards to become 
accredited as a Family Dispute Resolution Practitioner and 
are now registered as Family Dispute Practitioners with 
the Attorney General and are able to issue certificates 
under section 60I of the Family Law Act 1975 
 
Family Relationships Centre 
Relationships Australia won the tender for the Perth 
Relationship Centre which opened in the Hay St Mall in 
2008.  Continued networking between CAB and the 
Relationship Centres has seen a greater understanding of 
the symbiotic relationship that we share.  This is apparent 
in receiving referrals for property settlement and also the 
close networking with the FRC's as a consortium member.                                   
 
Training 
The panel of mediators attend 'in house' training each 
month and a variety of topics are covered, most of these 
are presented by members of our panel who have diverse 
experience and expertise.  We also have a variety of guest 
speakers to cover topics that the panel have flagged as  

 
 

important to their professional development.   Some 
panel members are also taking advantage of the bi-
monthly training at the Midland Family Relationship 
Centre and the training provided by the Family 
Pathways Network.  In June 2009, a number of panel 
mediators and the mediation coordinator attended the 
Family Pathways Network Conference held in 
Fremantle.  
At the CAB volunteer training in October 2008, a 
demonstration in the way of an enactment role-playing a 
community dispute was presented to the volunteers by 
David Ward, Barbara Kwiecien,  Margaret Dixon and 
Gillian Eattell.  This was very well received by the 
volunteers as they had the opportunity to see how 
successful a mediation could be. 
 
Networking 
The Citizens Advice Bureau's Mediation service is 
represented on a number of committees, namely: The 
Western Australian Dispute Resolution Association 
(WADRA), Family Pathways Network (FPN) and 
Schools Conflict Resolution And Mediation (SCRAM). 
At the Family Pathways Network Conference in June the 
CAB had a static stand which attracted considerable 
interest.   
The Mediation Coordinator is also a committee member 
of the National Mediator Accreditation Committee 
(NMAC) and contributes to the Practice and Compliance 
working group.   
 
Mediators 
The growth of the Mediation Service has been thanks to 
the extraordinary contribution of the panel of volunteer 
mediators, with special mention to the Duty mediators, 
Margaret Dixon, Noray Jones and Margaret 
Mendelawitz.  Special thanks go to Margaret Dixon who 
volunteered her time and experience in stepping into the 
Mediation Coordinators role during 2008.   
Our diverse and talented panel continues to grow with 
new members being welcomed on board.    
 
Conclusion 
Overall, the Mediation Service has continued to grow 
and is providing a valuable service to the community 
and to separated families.  The mediators are a highly 
motivated and dedicated group who are from a wide 
variety of professional backgrounds and experience.  It 
is a true privilege to work with such high calibre 
professionals who volunteer their time and expertise for 
our community. 
 
 
 
 
MELISSA RAYNES 
MEDIATION COORDINATOR 
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BRANCH COORDINATOR’S REPORT - ALBANY BRANCH 
2008 – 2009      Established 1974 

 
 
 
 
 

 
The Branch is celebrating the 35 Years of operation in 
Albany. The office is situated in the Women’s Rest 
Centre which is a Tudor style building on the corner of 
Stirling Terrace and York Street. The building is 
heritage listed and renovations and painting are planned 
– funding for the work has been granted and we are 
waiting for the City of Albany to schedule the work. It 
will certainly cause some disruption to the Branch work 
but that is a problem to be solved when we know the 
City’s program. 
 
Probate 
Forty four clients have used the probate assistance 
service since July 2008. A number of clients have 
brought problems to us after making errors in their 
applications and affidavits have been arranged through 
Head Office for these clients. 
 
Tax Help 
3 volunteers qualified to do Tax Help for CAB in 2008 
and a total of 113 clients used the service in Albany 
while approximately 10 clients were serviced in 
Denmark as the Tax Help volunteer there was unable to 
continue. 
Three volunteers have been accredited for 2009 and 
volunteers have been trained for Mt Barker and 
Denmark. 
Tax Help will be offered on Tuesday morning and 
Wednesday afternoon in 2009. 
 
Volunteers 
There are fifteen volunteers and three emergency 
volunteers on the Albany list. This is insufficient to 
cover for volunteers on holidays, illness (personal or 
family), and we will endeavour to recruit more so that a 
volunteer is not working more than once per week. 
Two new volunteers commenced in 2008, one did not 
continue and one took a job for 6 months – she returned 
to CAB in May but is again relieving in a school for the 
next term. Another of our younger volunteers has 
commenced studies at TAFE and is only available 
during vacations. 
 

Lorna Thomas resigned at the end of 2008 – after 16 
years of working at the Branch, 4 1/2 years as 
Coordinator. A formal farewell was made to Lorna at  
the afternoon tea for volunteers during Volunteer 
Week in May to thank her for her wonderful 
contribution to the Branch. 
While Volunteer, Peta Pyke has qualified as a JP the 
Branch will not be offering this service as the JP 
Association provides this service at the Court House 
across the street from the Branch. 
Two volunteers accompanied the Coordinator to the 
Conference in October 2008. 
While I thank all the volunteers I must make special 
mention of Kathryn Griffiths for her wise counsel, 
Marilyn Paxton for being such a conscientious 
treasurer, Shirley Holl for so diligently keeping the 
statistics and Peta Pyke for keeping the resources 
under control. 
   
Meetings 
The AGM and Quarterly meetings were held on July 
21st 2008. Three Quarterly meetings have been held 
since the AGM.  The next Annual General Meeting is 
scheduled for July 27th 2009.  
 
The auditor used in previous years moved to Perth in 
June and the Albany Branch appointed Beverley 
Harris PNA as the Auditor for the 2008-2009 year. 
 
The Branch does not hold Staff Meetings but uses a 
“Day Book” to convey necessary messages between 
Volunteers and the Coordinator. The Coordinator 
tries to visit all volunteers during a two week period. 
 
Training  
Individual volunteers have attended Tenants Advisory 
Service on Private rentals and a DOCEP presentation 
on Reverse Mortgages and presented to the other 
volunteers. Five attended the Guardianship Board 
Seminar held at the Regional Hospital.  
 
Sheryl Gardiner from Relationships Australia talked 
on the services they provide and Nola Wellington 
provided a stimulating session on Listening Skills. 
 
Kathryn Griffiths attended the launch of Anglicare’s 
new initiatives – “Mums and Dads Forever”, Children 
Contact Services and Family Dispute resolution. 
 

STATISTICS  
 Telephone  729 
 Interview  891 
 TOTAL =                      1,620 
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Peta Pyke and Melanie Shepherd gave excellent reports 
on the Session they attended at the Conference. 
  
Visits  
In addition to the visits from Sandra Brown, Edna 
Lewis and Nola Wellington in December and Edna 
Lewis and Sandra Brown in June, we have had a 
number of visitors from the many cruise ships that have 
been calling into Albany – CAB volunteers from 
Auckland and a couple from New Mexico who were 
very interested in the concept of the CAB and asked 
many questions on the work and the training. 
Kathryn Griffiths and the Coordinator attended an 
information session by Relationships Australia prior to 
the presentation to the volunteers. 
The Coordinator gave a talk to the Red Cross Carers 
group in March. 
The Coordinator attended a Breakfast sponsored by the 
Department of Recreation and Sport and the Albany & 
Regional Volunteer Service during Volunteer Week. 
The Guest Speaker, M Rowling was an exceptional 
speaker. 
June was a busy month with the Coordinator attending 
a Community Lunch hosted by the Premier and 
Cabinet; and the launch of the Healthy Older Blokes 
program in the Great Southern region. 
 
The Coordinator, Kathryn Griffiths, Jo Wright, Sandra 
Brown and Edna Lewis all attended an excellent 
Community Matters Forum organised by the Liberal 
Women in the country. 
 
Promotion and Marketing: 
We were grateful to receive $1000.00 grant from the 
City of Albany. We are managing to keep within budget 
but the cost of volunteers attending the Conference 
when they have to pay for accommodation strained the 
resources. A more generous allowance for attendance at 
conferences will have to be considered in the future. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Promotions 
We continue to have a weekly advertisement in the 
Weekender and we have renewed our advertisement 
in the Albany Chamber of Commerce & Industry 
Directory for 2009-10. 
The City of Albany is planning to hold a Seniors 
Expo in October 2009 and the Branch has reserved a 
booth at the Expo. 
 
Other 
The provision of curtains on the bay window has cut 
the glare on the computer screen and the purchase of 
a Printer/Fax/Scanner/Copier has made our work 
easier – the joy of being able to copy on both sides of 
the page! 
Parking has become a nightmare on Friday mornings 
since Auction Saleyard moved to the premises across 
from the Branch.  
Planning is in hand for the Christmas function to be 
held to coincide with the visit of Head Office staff 
and Edna Lewis. 
The Mid-year Conference in early June was a very 
worthwhile exercise with a well organised format 
which facilitated an exchange of information between 
the Branches, not to mention the delightful lunch at 
the Kings Hotel. A special Thank you Nola for 
organising this meeting. 
 
Conclusion   
In closing I wish to express my appreciation to 
Sandra, Nola, Garry and other staff at Head Office for 
their support throughout the year. 
 
 
 
 
ESMÉ L. JUSTINS 
COORDINATOR 
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STATISTICS  
 Telephone    2,837 
 Interview     2,511 
 TOTAL        5,348 

BRANCH COORDINATOR’S REPORT – ARMADALE BRANCH   
2008 – 2009        Established 2004  

 

 
Introduction 
Armadale Branch is now approaching its sixth year of 
providing a much needed service in our Community.  
Even though we are based in Armadale, we receive 
many calls from north and south of the river, also 
country areas including Esperance, Mt Newman, even a 
few from Darwin. So we must be doing something 
right. For a few years Mission Australia were here on 
the premises with us, unfortunately they have closed 
down now, this has slightly decreased our client intake 
from them, but increased Centrelink’s referrals to us so 
it has worked out more in the positive than the negative. 
 
Volunteers 
Our volunteers are still enjoying what they do, and are 
happy to fill in on an extra day if needed. Welcome to 
our newest volunteer Maureen McKay, she has fitted in 
extremely well and is very keen to learn as much as she 
can. 
My thanks go to all the volunteers for their hard work 
and loyalty to myself and the Bureau. 
Our deepest sympathy goes to assistant co-ordinator 
Rae Wright on the sad passing of her dear mother 
Ruby, who was a lovely lady, and a real character with 
a great sense of humour. All our prayers and thoughts 
are with you at this sad time.  At this point in time the 
Armadale branch has six volunteers plus one on 
standby. 
Thanks to the Armadale Volunteer Resource Service 
we have access to a large number of potential 
volunteers. 
 
Training 
Thanks to Head Office for all the interesting training 
they provide. Our newest volunteer was very impressed 
with the latest induction on 5th and 6th of August this 
year. 
The training is extremely important to all of us, 
ensuring that all information is correct and up to date.   
Thanks to Sandra Brown our C.E.O and Nola 
Wellington Office Manager who provide a great deal of 
information to all volunteers. They are always clear and 
concise when speaking at any of the training sessions. 
This encourages active participation between 
themselves and the volunteers, and always happy to 
answer or clarify any questions. 

 
Meetings 
All committee meetings are always well attended, and 
staff meetings are encouraged as much as possible. 
Our A.G.M will be held on September 16th at 4.p.m 
and an advertisement will be put into the local papers. 
 
Services 
Our legal service is the most popular service we 
provide, thanks to well liked Lawyers Luciano Sales 
& Keith Sorensen. 
The Tax help is up and running and is proving to be 
very busy for both our volunteers. Wednesdays and 
Fridays are our Tax Help days. Probate is dealt with 
on Tuesdays and Thursdays and is also a popular 
service.  There is also assistance with filling in of 
Centrelink forms and any other forms that do not 
pertain to any legal advice.  
 
JP 
Our thanks go to Jeff Munn who assists us on a 
regular basis; Jeff is the deputy Mayor of Armadale 
as well as a very popular member of Council.  Mark 
Dawson has also assisted this branch and we are very 
grateful for his input and willingness to help when 
needed. 
 
Pro Bono 
Our much appreciated Pro Bono Keith Sorensen 
continues to assist us on a regular basis, Keith has 
been assisting us for nearly five years and was the 
first Lawyer to attend clients in Armadale, which was 
really exciting for us all, we could not believe our 
luck to be providing a legal service in this area that 
clients could attend and not have to go through a 
means test.  When we were provided with a Staff 
Lawyer from Head Office, Keith willingly agreed to 
still attend our premises one day a month. Keith is 
also the chairperson of the Armadale Branch 
committee. 
 
Promotions 
There have been a few requests for more information 
about our services etc from different agencies. A 
selection of pamphlets has been sent to St. Vincent 
De Paul, Salvation Army and a few for the local 
libraries.  The advert for the AGM will also draw 
attention to our services. I will also be attending a 
meeting at the Council Offices re: Police Clearance 
for volunteers, also how to deal with difficult 
volunteers. So it should be a very interesting meeting. 
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Stats 
This tax year would be the busiest for us having an 
extra tax help volunteer, the appointments are filling up 
very quickly in advance. Again Centrelink would be the 
one who recommends us the most in our area.  The tax 
office is only a telephone call away and are extremely 
helpful with any difficult questions the staff may have.  
Our legal appointments are well and truly booked in 
advance.  Probate has slowed down at bit mainly due to 
the fact that a proportion of the Wills presented for 
probate have been done incorrectly, or a coronial letter 
was needed, legal advice had to be sought. 
 
Other  
This Christmas coming we will celebrate in our usual 
fashion by having a Christmas Party and a Secret Santa 
at our Branch. Everyone looks forward to this every 
year. 
 
Conclusion 
This year has been very busy and fulfilling for us all, 
and I am quite sure that the coming year will be as 
eventful and exciting as this one was. 
 
 
 
AVRIL SHERIDAN 
COORDINATOR 
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STATISTICS 
 Telephone  =    627 
 Interview =    866 
 TOTAL =   1,493 

BRANCH COORDINATOR’S REPORT - BUSSELTON BRANCH 
2008 – 2009   Established 1975 

 
 
Introduction 
The Busselton Branch of the Citizens Advice Bureau is 
located at 5 Queen Street, which is about three quarters 
of a kilometre from the centre of town. 
 
Volunteers 
The Branch has nine very dedicated and willing 
volunteers: Jill Cross, Dann Rusmussen, Michael 
Cassanet, Ann Taylor, Margaret Macpherson, John 
Morgan, Fiona Blake, David Greig and Verna 
Chapman.  Des Cantwell is Co-ordinator and Joe 
Moylan is chairman and treasurer. We would like to 
sincerely thank Elizabeth Davis for her services for a 
number of years.  However, she had a very nasty fall 
and is unable to continue as a volunteer.  Also Serena 
Craig who was coordinator and a volunteer for a 
number of years, retired in January.  Her commitment 
and ability have been missed and we would like to 
thank her for her time at Busselton CAB.  
Congratulations to Michael Cassanet and Ann Taylor 
who are now qualified to give Tax Help having 
completed a course at the ATO. 
 
Training 
On  the 2nd of December 2008 CEO Sandra Brown, 
State President Edna Lewis and Office Manager, Nola 
Wellington visited Busselton Branch to carry out a 
training session which was of great benefit to us.  We 
thank you all very much.  A training questionnaire was 
given to all volunteers in July 2009 consisting of 14 
questions. 
 
Meetings 
Our A.G.M. was held on Tuesday 18th September at the 
Equinox and was attended by nine personnel. We hold a 
monthly staff and committee meeting in our own 
premises. 
 
 
 
 

 
Services 
The Busselton Branch offers Tax and Probate help on 
Tuesday and Thursday from 10am to 2pm by 
appointment. 
We have a Pro Bono solicitor available from 2pm to 
4pm every second Tuesday.  Department of 
Commerce [Consumer Protection Division] are in 
attendance on the first Monday of every month from 
10am to 2pm.    
 
 JP 
The Busselton Branch does not have a resident JP so 
we don’t offer this service.
 
 Pro Bonos 
We have a Pro Bono solicitor available from 2pm to 
4pm every second Tuesday of the Month. 
 
Promotions 
On the 14th October 2008 Fiona and Des attended an 
Expo on behalf of CAB at the Seniors Citizens 
Centre. It was a very successful day, with us having 
25 genuine enquiries.  
We run a weekly advertisement in the Busselton 
Dunsborough Mail, Collie Mail and Bunbury Mail 
newspapers. Also we have an advertisement on our 
local Radio Station. We have a quarterly 
announcement running in the morning community 
presentation on GWN, our local T.V. station.  
On Wednesday the 17th of June 2009 we held a 
Community Information Day which was fully funded 
by Busselton Shire and held at St Mary’s Family 
Centre. Six guest speakers from various support 
groups spoke on the services they offer. I Must thank 
Sandra Brown and Edna Lewis for attending and 
supporting Busselton Branch. The day was advertised 
by a huge number of posters printed by the Shire and 
distributed around town, local T.V. station, talk back 
radio,  radio community announcements and the local 
newspaper. We sincerely thank Emma Obrien, the 
Community Development Officer from The 
Busselton Shire who actually organized the whole 
programme. On Wednesday 1st April Joe Moylan and 
I went to the monthly meeting of Busselton 
Pensioners Club and spoke of the services offered by 
CAB and it was quite a successful session.  
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Statistics 
This year we have offered Tax Help and until Friday 
14th  of August we have had 14 telephone enquiries and 
34 interviews for this service. 
 
Other Items. 
On the 30th June 2008 we moved into our present 
premises, the Old Police Station, in Queen Street. On 
the 12th of August 2009 the council voted unanimously 
in favour of the New Lotteries House. So the 
application for funding from Lotterywest will be made. 
Once this is approved, construction will start and be 
completed around October 2011. Rental for the 
Premises will be $2.00 per square metre per week. We 
have applied for 40 square metres. 
On Tuesday December 16th 2008 we closed our office 
for the festive break opening again on Monday 5th 
January 2009. 
 At a meeting attended by Sandra Brown our very 
capable coordinator Serena Craig retired from CAB and 
Des Cantwell was elected as coordinator. 
 
Conclusion    
The Busselton Branch holds a social get together on a 
monthly basis and these functions are attended by most 
volunteers and partners. 
Thanks to all at Head Office for all their support which 
is much appreciated. 
 
DES CANTWELL 
COORDINATOR 
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BRANCH COORDINATOR’S REPORT - ESPERANCE BRANCH 
2008 – 2009          Established 1976 

 
 
 
 
 
 
 
 
Thank you to the editor and contributors of In Touch 
we will be grateful when it becomes legal to draft an 
Advance Health Directive.  
 
Our numbers here in Esperance are not world shattering 
but people are so grateful. Joy has just had nine weeks 
away from Esperance (no meals to plan/cook-now that 
is a holiday) and she thanks Yvonne for stepping into 
relieving as coordinator. 
 
Our method of operation stays the same. We haven’t 
had any nuisance calls so that is gratifying. 
Bereavement related queries are still our highest 
statistics, showing we are an aging community. We 
have a great repport with the older folks and have also 
had school children ring after hearing ‘Mum’ says she 
had heard about our work at court, or tennis or 
whatever. We encourage the children to do this.    
 
Esperance is in need of more lawyers. Fortunately our 
doctor numbers are stable. The local community has 
raised $650,000 to install our very own sixteen slice CT 
Scanner so that will be a boost for local families.  
 
We still meet ten times a year and find these meetings 
stimulating. Marj, Alvaana, Joy have had problems-
hopefully they are all feeling better.  
 
. 
 
 
 
JOY TIDOW 
COORDINATOR 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

STATISTICS  
 Telephone  =  150 
 Interview = none 
 TOTAL =    150 
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BRANCH COORDINATOR’S REPORT - FREMANTLE BRANCH 
2008 – 2009      Established 1966 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
General 
Fremantle branch once again has served the people of 
Fremantle and surrounding suburbs extremely well.  
The volunteers have attended to clients with care 
and compassion 
. 
Volunteers 
We said a sad farewell to Ros our coordinator of 10 
years service. She will be sadly missed for a very long 
time to come.  We said hello to Lynette who is doing a 
great job.  Rhys joined us briefly this year, as yet he is 
proving elusive as he is a very busy man. 
 
Our staff numbers 20 made up of people who really 
care about the people they deal with.  My thanks go out 
to Howard Shepherd for auditing our accounts each 
year and acting as chairman of our Management 
committee.  My thanks to Ann Pratt my deputy 
coordinator also Tax helper, to Claire our treasurer and 
Val Delaney our other Tax helper. 
 
Our volunteers derive a huge benefit from the Talking 
Heads sessions organized by Head Office. They always 
find them informative and educational. Staff meetings 
take place monthly and we use the time to catch up with 
each other and exchange ideas and experiences. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
Pro Bonos  
The Pro Bono solicitors give advice every Thursday 
night alternating with General and Family Law. 
Probate sessions take place on Thursday morning to 
coincide with Head Office.  Tax Help is very popular 
with referrals from ATO and Centrelink etc.  Wills 
are also very popular and now occupy the whole of 
Friday instead of just half a day. JP’s are situated in 
Fremantle City Council building an easy landmark to 
direct people. 
 
Statistics 
Our statistics are well up on last year. Probate: - 65 
clients seen  Tax Help: - 56 clients, Legal: - 1,129 
clients down slightly mainly due in part to sessions 
being cancelled at last minute. 
 
The Branch 
I am pleased to announce we are getting new carpet in 
the very near future.  This is long overdue we were 
beginning to look very shabby. 
 
Conclusion 
In conclusion my thanks go to each and everyone of 
our volunteers for their commitment to our cause.  
This is very refreshing in this day and age when 
number one is the motto. 
 
 
 
PATRICIA BAXTER 
COORDINATOR 

STATISTICS  
 Telephone  = 2,227 
 Interview = 1,739 
 TOTAL =   3,966
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BRANCH COORDINATOR’S REPORT - JOONDALUP BRANCH 
2008 – 2009     Established 1999 

 
 
 
 
 
 
I have been a volunteer at C.A.B. Joondalup for 
approximately 10 years – coordinator since 2003.  At 
that time our branch was financially self supporting and 
employed about thirty volunteers.  Over the years these 
numbers have dramatically reduced for various reasons.  
Currently we employ eighteen – three of these have 
been with the branch since it opened in 1999. More 
volunteers are needed.  
 
Legal Service 
A fortnightly pro-bono service is currently being 
provided by Dean Love.  Thanks to the hard work by 
head office staff, in June we will have two more 
lawyers.  Michael Cockram will provide advice on 
general law and Wills on Fridays.   Jacinta O’Connor 
has offered a fortnightly service in general law, 
alternating with Dean Love on Thursdays who handles 
family law.  The three days a week is certainly needed 
to cope with the demand for legal appointments at 
Joondalup. 
 
Tax Help 
One again Ray Leicester has volunteered to provide a 
service to the public on Monday and Tuesday mornings 
starting in July.  We have had a lot of positive feedback 
from clients regarding Rays’ service, some of who 
return each year. Many thanks to Ray. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
Training 
All training is provided by Head Office.  
Unfortunately I am unable to meet with Joondalup 
staff as often as I used to because of other 
commitments. Recently a ‘thank you’ morning tea 
was provided by Tony O’Gorman and most of the 
attendees were staff from CAB Joondalup.  It 
provided an opportunity for me to meet with some of 
our volunteers. 
 
Head office visit is planned for 29th May and I have 
encouraged as many staff as possible to join us for 
lunch and an informative session. 
 
Administration 
Our first committee meeting for the year will be the 
AGM in August. 
 
Conclusion 
Thank you to all our volunteers who have assisted us 
during the year. 
 
 
ROSALIND FRANKLIN 
COORDINATOR 

STATISTICS 
 Telephone  = 2,661 
 Interview =    552 
 TOTAL =   3,213



 Page 24  

BRANCH COORDINATOR’S REPORT - KWINANA BRANCH 
2008 – 2009         Established 1994 

 

 
 
 
 
 
 
 
It gives me pleasure to present the fourteenth report of 
Kwinana Citizens Advice Bureau. 
After all these years writing reports doesn’t become any 
easier.  Kwinana Branch is situated in the Hub Shopping 
Centre Gilmore Ave. The Shopping Centre has since the 
inception of the Branch provided us with rent free premises. 
The Town of Kwinana also provides us with a grant to enable 
The Branch to help the community. 
 
Volunteers 
I would like to take this opportunity to thank all the volunteer 
staff for their work and commitment to Kwinana Citizens 
Advice Bureau. The Branch has 6 staff members and six 
Justices of the Peace. 
I would also thank two former volunteer staff Ricky Porter 
and Sharon D’Olivera for stepping in during Maud and 
Dave’s holidays and various staff illnesses. Ricky also 
nominated as vice chairman of the Management Committee. 
Welcome back Ricky. Kath Gallop deserves recognition for 
her work at the Bureau during the past five years. Thanks also 
go to Bevan Wilson for his work at the Branch both as 
volunteer and Vice Chairman, Bevan is slowly regaining 
health and strength but will only be back as a visitor. Good 
Luck Bevan. Gwen has struggled this year looking after 
Bevan and attending the Branch her help is greatly 
appreciated. How can I end this section without mentioning 
Sue Snow our treasurer and holder of the purse strings. Sue 
has been treasurer nearly from the start and 15 years of coping 
with my desire to spend has given her several grey hairs. 
THANKS GANG. 
 
Training  
Training at the Branch is mainly provided by myself on the 
spot. The difficulty of getting volunteers together is a 
problem, due to work commitments and other volunteer work.  
Several volunteers attended the October training. The Council 
also has talks from Government Departments and staff is 
encouraged to attend, many do. Computer training is provided 
by Sue, who also looks after our computers. Staff and 
committee meetings are held every three months with the 
AGM in July this year   
 
Lawyers  
In January of this year Rebecca Sorgiovanni had to withdraw 
her service to the branch. Rebecca first came to the Branch 
with Friedman Lurie & Singh and has been providing a Pro 
Bono  legal service at the branch for the last two years.  
 

We still have a Legal Service thanks to Will Cockle who 
continues to provide a Will Service, and Dean Love who 
provides a Pro Bono service to the branch. Thanks to both 
of you. 
 
Tax Help  
At the time of writing we are in the middle of that season. 
Kay and Kath are our Tax People this year. Congratulations 
both for receiving your accreditations early this year. Kay is 
in her fifteenth year as a Tax Help Volunteer. 
 
Justices of the Peace  
Our six Justices continue to perform very well, not only do 
they sign and witness documents they also help out behind 
the front desk and are an extremely helpful group of 
volunteers. The branch would be lost without them. Thanks 
go to them for all the hours they attend the branch and the 
work they do, one example a client came with documents 
requiring 130 signatures. The number of documents signed 
by the JP’s according to their stats was 8670 (No claim for 
RSI) Kwinana Branch has been recognized as a signing 
centre by the Justices Dept. 
 
Probate  
Although Kath has supposedly retired she still is providing 
us with the Probate Service and also Tax Help and is on call 
for relief when volunteers are away…. retirement. 
  
Branch News  
It has been a varied year, volunteer staff leaving former 
staff returning, a new JP. At the time of writing we are 
planning the fifteenth anniversary lunch ……how time 
flies. Not many other changes the Branch continues to 
function with or without me!!! My thanks go to Sue for her 
help as Treasurer (she keeps me on the straight and narrow) 
also for her help for the 15th Anniversary lunch. Her help 
and advice are invaluable. on 14th August Kwinana 
celebrated its 15th Anniversary with a lunch at the Kwinana 
Golf Club, current and past volunteer staff members 
attended among the invited guests were the Hon Gary Gray 
MP Roger Cook  MLA representatives of the Local Council 
and Head Office. 
 
Sponsors  
I would like to thank Mirvac Fini., owners of the Hub 
Shopping Centre, and also the Town of Kwinana for their 
ongoing support of the Branch. Without their commitment 
we would not be able to help the residents of Kwinana. Our 
thanks go to both these organizations. 
 
To the people of Kwinana thank you for your support 
 
 
 
EDNA LEWIS 
COORDINATOR 

STATISTICS 
 Telephone  =    720 
 Interview = 5,969 
 TOTAL =   6,689
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BRANCH COORDINATOR’S REPORT - MANDURAH BRANCH 
2008 - 2009       Established 1977 

 
 
 
 
 
 
 
Volunteers 
Figures continue to be steady and the office, thanks to 
the volunteers continues to run smoothly.   At this point 
I would like to thank Judith Tuckey for her assistance 
with the statistics, it is appreciated.  Holidays and 
illness take a toll on the volunteer numbers, however 
we continue to manage to open daily mainly due to the 
volunteers who are prepared to step up in an 
emergency. 
The volunteer list remains steady.  We have a new 
volunteer undertaking his introduction at the present 
time.  I would consider increasing this number in the 
coming year, to cover absences. One of the volunteers 
is due her 10 year service commendation this year. 
All volunteers were given morning tea and a chocolate 
during volunteer week.  It is my intention to have a 
group morning tea later in the year. 
 
Probate 
The two volunteers providing probate assistance are 
working very well together we have made a few 
changes that we consider have improved the service, 
these have come about by communication and 
consideration for all concerned.  Following some feed 
back we now endeavour to see that a yellow book is in 
the possession of the client, advising of the duties of the 
Executor.  We have received some very positive feed 
back from this service. 
 
Tax Help & Legal 
We have three volunteers for tax help this year and we 
are currently taking appointments for mid July.  We 
continue to operate without a pro-bono lawyer I am 
hoping to address this matter.  Peel Community Legal 
Service is a great help and we send a large number of 
clients, unfortunately we very rarely receive any feed 
back.  It would be wonderful to have a Pro Bono in 
attendance at some time during the month.  
  
 
 
 

 
JP’s 
The Justice Association in Mandurah is most helpful 
to us.  We continue to have a roster of J.P’s for 
Thursday and Friday each week from 10.00am – 
12.00noon each week.  I also have several numbers 
who I can ring to arrange an appointment to enable us 
to have two J.P’s in attendance to sign Enduring 
Power of Attorney. 
 
Training 
Rachel Benson from Anglicare spoke to the 
volunteers on the function of her organization.  
Several volunteers attended the Conference this year.  
Three volunteers attended a talk on suicide 
awareness. 
I attended the opening of the new Finucare Office,  
The City Of Mandurah Strategic Planning Meeting,    
and the Peel Community Legal service AGM. The 
local Family Relationship Centre conduct a news 
sharing meeting each quarter with related 
organizations. All of these functions are very 
beneficial to furthering our services. 
I was invited by ARAFMI to speak at the meeting for 
their carers, this was an interesting exercise and 
another opportunity to network. 
The Senior Citizens (ACCENT) Mandurah conducted 
an Expo and we shared a stall with the Senior 
Recreation Council.  This was a most successful 
exercise and a great opportunity to promote our 
service. 
 
Other 
The City of Mandurah continue to be of great 
assistance to us.  They are very prompt with any 
problems that arise and assist us in the smooth 
running of the day to day routine of the office. 
 
Last but definitely not least my grateful thanks to the 
volunteers.  They make my job very easy, they 
portray a very friendly and competent face to the 
public and this is most appreciated.  My thanks also 
go to the Committee who regularly attend the 
meetings and oversee the smooth running of the 
branch. 
 
 
 
JUDY BREALEY                                       
COORDINATOR 

STATISTICS 
 Telephone  = 1,931 
 Interview = 5,528 
 TOTAL =   7,459
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BRANCH COORDINATOR’S REPORT - MIDLAND BRANCH 
2008 – 2009   Established 1993 

 
 
 
 
 
 

 
Introduction 
The Midland branch is situated at ERBEAC Building, Suite 3/ 
8-12 Stafford St Midland.    During the year we have had our 
window frosted  and embellished with a CAB logo and list of 
CAB services.  The general appearance of the office front is 
neat and uniform and has reduced the afternoon glare from the 
sun during summer.  Also the additional advertising has 
created increased clients.  We were conducting a mini survey 
to discover from which source of advertising we are receiving 
referrals.  Referrals from other agencies were uppermost but 
the new window also had an impact. 
 
Staff 
We presently have a comfortable number of 13 volunteers, 
but still not enough to consider opening on Fridays.  Two 
more potential volunteers had indicated their interest and will 
be attending next week.  Pene Reid has returned part time 
following her very unfortunate health problems which 
continue, and she is now enjoying a few weeks holiday in 
England. We are happy to have her cheery self back. Our 
most recent inductions Glenn Ware, Jean Hayhurst, and  
Donna Muir-McMeeken have settled into the team and are  
great acquisitions.  The newest, Narelle Murphy has been 
with us a couple of weeks and  is settling in well too.  Enid is 
flying off to America and Canada for a few weeks to visit 
family.  We wish her bon voyage and return home safely.  
Natalie Falkingham has completed a course to enable her to 
work part time for the Hills Community Support Group.  She 
also is available to assist with E Tax on Tuesdays. My 
grateful thanks to Doreen,  (Treasurer) Jean, Donna,  Heather, 
Pene, Glenn, Enid, Peter, Pat, Elaine, Natalie  and Narelle for 
their  efforts. 
 
Training      
The staff have enjoyed the Talking Heads training days and 
found the speakers very relevant to our everyday queries. 
On 30th April, we were very happy to welcome our Office 
Manager, Nola and Mediator, Melissa from Head Office to 
our branch for an afternoon of training. These sessions are 
very popular and it is very appropriate that we as vulnerable 
humans are given some guidelines as to how to manage some 
of the issues which arise from clients.  Also the sessions bring 
us into some uniformity relating to current sources of 
information and services.   
 
Meetings 
Our staff meetings have been well attended and we expect to 
have our Annual General Meeting late September. 
Coordinator Rosalie, attended the Mid year meetings at Head  
 

Office.  To meet with other coordinators from around the 
State and to hear of their opinions, achievements and 
problems is a learning experience. 
 
Services 
The Midland branch offer the services of lawyers to write 
Wills and Enduring Power of Attorney documents, JP’s, 
Probate assistance and Tax Help.  The volunteers are very 
friendly and understanding and offer a very good referral 
service.  
  
Legal Service 
The arrival of Luciano Sales on 8th June has enabled us to 
continue with our legal services.  Luciano’s wide 
experience enables us to offer assistance in a variety of 
issues and until the official commencement of Moira Taylor 
we are thrilled to have him on our Monday team. Carol 
Penn has been very busy and her health has not been really 
good, but she intends to come back when she has some 
time.  Avon Legal has put on some more lawyers.  Justine 
Lawrence is back from leave following the birth of her son, 
Alexander Richard, and Maria Fifield always makes herself 
available, but she is becoming increasingly busy.  Isla, their 
junior lawyer, is able to take any appointments needed for 
Family Law situations.   With the ongoing services of our 
ever faithful, David Earnshaw,  who continues to conduct a 
clinic on Wednesday mornings and that of Andrew 
Maloney together with Luciano,  we do not seem to have 
the need to use Avon Legal so much.  Andrew has moved 
into the ERBEAC building, and is doing 2 hours Pro Bono 
work in our office on Thursday mornings.  His interest is 
Criminal Law, Family Law and Restraining Orders.  
   
Probate Applications 
Our effort to encourage clients to use our service, has been 
quite effective.  Some people prefer to purchase the Probate 
Kits, but after some discussion, they very often make an 
appointment. Thanks to Pat and Rosalie for this service. 
 
Tax Help 
Wally and Natalie are providing this excellent service. 
 
Justices of the Peace 
John Luks JP and Peter Moore continue to provide this 
valuable service appreciated by the community. 
 
Conclusion 
I consider that the Midland branch is running very well, 
with an average of three volunteers on each session we are 
able to give a very good service.   Each volunteer has their 
special expertise, The support from Head Office and all 
efforts by the volunteers are greatly appreciated. 
 
 
ROSALIE GORDON 
COORDINATOR 
 
 

STATISTICS  
 Telephone  = 3,071 
 Interview = 2,403 
 TOTAL =   5,474
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BRANCH COORDINATOR’S REPORT - ROCKINGHAM BRANCH 
2008 – 2009       Established 1979 

 

 
 
 
 
 
 
 
 
Introduction 
The Citizens Advice Bureau, Rockingham have now 
been at our current location for  three years. We are 
located in the St. Nicholas Church, Community Centre, 
Council Avenue Rockingham. 
 
Volunteers 
We currently have sixteen volunteers. New to our 
branch are Barbara, Gail and Wendy. Each of them 
bring to us their own particular area of expertise. 
Unfortunately, Harold, who was with us for a very brief 
period of time had to leave because of personal medical 
problems. I advised Harold, that when things improved 
with his families’, medical problems, he was more than 
welcome back. Which he appreciated. I am not going to 
single any person out for acknowledgements, because, 
basically I can’t. Everybody has done a great job. 
 
Training 
A number of our volunteers both new and old (years of 
service) have attended Perth for training a couple of 
times. Beryl has just completed her Probate training and 
had her first appointment. Well done Beryl. 
 
Meetings 
We have had a couple of staff meetings throughout the 
year. For staff to acquaint themselves with others of the 
branch and for general discussions and resolve any 
‘inhouse’ problems at the time. 
 
 
 

 
 
 
 
 
 
 
 
 
Services 
Services provided at the Branch include Legal 
Advice, Probate and Tax Help 
 
Pro Bonos 
Solicitors, John Bochat, Anthony Hughes, William 
Allan and Dean Love all continue to give their  time  
to the Branch enabled us to provide an excellent 
service to the Rockingham Community. 
 
Stats 
It has again been a very good year with a total 4654 
contacts. This is an increase of 224 over last year, 
nearly 5% increase. 
Joan has had 22 Probate appointments. 
 
Conclusion 
Rockingham continues to provide an important 
service to the community and we are very grateful to 
our dedicated voluntary staff for their support of the 
Branch.  I am of the opinion that consideration should 
be given to paid  Coordinators, either casual or part-
time,  in  the larger Branches as the work load has 
increased greatly over the years. 
 
 
 
 
 
CHRIS SMITH JP 
COORDINATOR 

 
 
 
 
 
 
 

STATISTICS  
 Telephone  = 1,510 
 Interview = 3,144 
 TOTAL =   4,654 
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MEMBERSHIP 2008 - 2009 
 
 
 

LIFE MEMBERS 
 

Canon Ken Barrett OAM 
Mrs Beryl Black 

Mrs Hazel Butorac JP 
Mrs Marjorie Easton OAM 

Ms Kathryn Griffiths 
Mr Noel Harding 
Mrs Diana Terry 

Mrs Judith Tuckey 
Mrs Merle Watson 

 
 
 
 
 
 
 
 

MEMBER ORGANISATIONS 
 
Council on the Ageing 
Dept for Child Protection 
Department of Commerce 
City of Armadale 
Town of Cambridge 
City of Joondalup 
Town of Kwinana 
State Library of WA 
 

The Law Society of Western Australia 
Legal Aid WA 
City of Mandurah 
Shire of Mundaring 
City of Subiaco 
City of Swan 
City of Wanneroo 
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MEMBERS 
2008 - 2009 

 
 
 

 
Elizabeth Acason (PERTH) 
Gwen Arney (ALBANY) 
Dave Arnold (KWINANA) 
Ken Barrett OAM (MANDURAH) 
Matthew Bassett-Scarfe(MANDURAH) 
Patricia Baxter (FREMANTLE) 
Joyce Billings (PERTH) 
Robert Black (PERTH) 
Beryl Black (PERTH) 
Garry Bleakley (PERTH) 
Jaswant Singh Brar (PERTH) 
Judy Brealey (MANDURAH) 
Sandra Brown (PERTH) 
Hazel Butorac (PERTH) 
Peter Byrne (PERTH) 
Vince Calalesina (PERTH) 
Desmond Cantwell (BUSSELTON) 
Robyn Clancy (ALBANY) 
Diane Cook (JOONDALUP) 
Alva Courtis (ESPERANCE) 
Serena Craig (BUSSELTON) 
Gordon Crane (ROCKINGHAM) 
Judith Creedon (ESPERANCE) 
Maria Cusmano (PERTH) 
Barbara Danks JP (KWINANA) 
Elizabeth Davis (BUSSELTON) 
Irene Demasson (MANDURAH) 
John Dixon (KWINANA) 
Heather Dixon (ESPERANCE) 
Margaret Dixon (PERTH) 
Kim Doherty (PERTH) 
Kendrick Duffy (MIDLAND) 
David Earnshaw (MIDLAND) 
Ken Eastman (HEAD OFFICE) 
Marjorie Easton OAM (PERTH) 
Gillian Eatell (PERTH) 
Ros Fairhead (FREMANTLE) 
Sheila Fleay (ESPERANCE) 
Rosalind Franklin (JOONDALUP) 
Enid Freeman (MIDLAND) 
Billie Friedlander (MANDURAH) 
Joan Fulford (ROCKINGHAM) 
Kathleen Gallop (KWINANA) 

Nova Geha (ROCKINGHAM) 
Nick Goiran (PERTH) 
Rosalie Gordon (MIDLAND) 
Kathryn Griffiths (ALBANY) 
Noel Harding (PERTH) 
Janet Harding (PERTH) 
Shannon Hayes (PERTH) 
Arthur H Hewitt OAM JP (PERTH) 
Claire Hielkema (FREMANTLE) 
Trudi Hodges (ARMADALE) 
Shirley Holl (ALBANY) 
Jill Howieson (PERTH) 
Beryl Hunter (ROCKINGHAM) 
Patricia Hutchison (MIDLAND) 
Jim Jonas (JOONDALUP) 
Noray Jones (PERTH) 
Esme Justins (ALBANY) 
Anne Keeping-Hood (PERTH) 
Shirley Kohlen (ALBANY) 
Barbara Kwiecien (PERTH) 
Susan Leeming (PERTH) 
Ray Leicester (JOONDALUP) 
Edna Lewis (KWINANA) 
Alan Lewis JP (KWINANA) 
Trish Macdonald(JOONDALUP) 
Ron MacFarlane (PERTH) 
Paul Maddock (KWINANA) 
Nema Maddock (KWINANA) 
Bronwen Mader (MANDURAH) 
Gillian Marfleet (PERTH) 
Janice McGlinn (MANDURAH) 
Joan McIlroy (ESPERANCE) 
Maud McKenzie (KWINANA) 
Peter McMahon (PERTH) 
Margaret Mendelawitz (PERTH) 
Barry Mendelawitz (PERTH) 
Julia Moore (PERTH) 
Roy Morrish (FREMANTLE) 
Joe Moylan (BUSSELTON) 
Hilda O'Callaghan (PERTH) 
Tony O'Gorman (JOONDALUP) 
Jonathan Passmore (MANDURAH) 
Marilyn Paxton (ALBANY) 

Diana Margaret Phillips (PERTH) 
Mary Power (PERTH) 
Ann Pratt (FREMANTLE) 
Peta Pyke (ALBANY) 
Robin Richardson (PERTH) 
James Roberts (PERTH) 
Hon Len Roberts-Smith RFD QC) 
Joy Robinson (FREMANTLE) 
Luciano Sales (PERTH) 
Doreen Sanders (MIDLAND) 
Lorna Scrimgeour (PERTH) 
Howard Shepherd(FREMANTLE) 
Melanie Shepherd (ALBANY) 
Avril Sheridan (ARMADALE) 
Joy Sinclair (PERTH) 
Chris Slattery (PERTH) 
Barbara Smart (MANDURAH) 
Brian Smart (MANDURAH) 
Chris Smith JP (ROCKINGHAM) 
Sue Snow (KWINANA) 
Beverley Spencer (ESPERANCE) 
Cezanne Stead (PERTH) 
Yvonne Steer (ESPERANCE) 
Terry Stevens (ROCKINGHAM) 
Paul Sullivan (PERTH) 
Eric Tan (PERTH) 
Robin Tapper (PERTH) 
Diana Terry (PERTH) 
Betty Thompson (ROCKINGHAM) 
Joy Tidow (ESPERANCE) 
Judith Tuckey (MANDURAH) 
Anthony Turner (MIDLAND) 
David Ward (PERTH) 
Patricia (Trish) Ward (ARMADALE) 
Merle Watson (PERTH) 
David Webse (PERTH) 
Marjorie Welke (ESPERANCE) 
Ann White (PERTH) 
Gwen Wiggins (ROCKINGHAM) 
Bevan Wilson (KWINANA) 
Gwen Wilson (KWINANA) 
Karen Worthington (ARMADALE) 
Rae Wright (ARMADALE) 
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STATISTICS  2008 - 2009 
SUMMARY   

            
     TOTAL  Last 

Year
PUBLIC SPEAKING ENGAGEMENTS  50   52
MEDIATIONS    95    75
       
SUB TOTAL    145 145  127

       
HEAD OFFICE   CLIENT ENQUIRIES    
 WRITTEN INTERVIEWS TELEPHONE TOTAL   
    
GENERAL  129 1,234 27,958 29,321   29,900
LEGAL 4,317 4,317   3,894
TAX HELP 69 69   59
PROBATE  1,203 1,203   1,135
JUSTICE OF THE 
PEACE 

 12,356 12,356   11,562

SUB TOTAL 129 19,179 27,958 47,266 47,266  46,550

       
BRANCHES        
       
ALBANY  891 729 1,620   1,555
ARMADALE  2,511 2,837 5,348   4,699
BUSSELTON  866 627 1,493   2,317
ESPERANCE  0 150 150   187
FREMANTLE  1,739 2,227 3,966   3,431
JOONDALUP  552 2,661 3,213   2,970
KWINANA  5,969 720 6,689   6,994
MANDURAH  5,528 1,931 7,459   6,672
MIDLAND  2,403 3,071 5,474   5,346
ROCKINGHAM  3,144 1,510 4,654   4,220
SUB TOTAL  23,603 16,463 40,066 40,066  38,391
TOTALS 129 42,782 44,421 87,332    
       
GRAND TOTAL     87,477  85,068
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Branches 
Interviews & Telephone 
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LEGAL ADVICE STATISTICS  

 
2008 - 2009 

           
 Perth    Last Year 
 APPEALS 4  5 
 BUSINESS 10  13 
 CHILD WELFARE 0  0 
 CONSUMER 164  71 
 CONTRACTS 90  114 
 COPYRIGHT 2  2 
 CRIMINAL 76  55 
 DEBT 138  150 
 DIVIDING FENCES 102  76 
 EMPLOYMENT 31  17 
 FAMILY LAW 1,824  1,579 
 FINANCIAL 23  28 
 FRAUD 3  3 
 HOUSING/TENANCY 32  32 
 IMMIGRATION 2  3 
 INCORPORATION 3  6 
 INSURANCE 11  8 
 LAND SALES 1  5 
 LETTERS of ADMINISTRATION 133  229 
 LIBEL/DEFAMATION 13  8 
 MENTAL HEALTH 1  0 
 NEIGHBOUR DISPUTES 23  32 
 PERSONAL INJURY 42  31 
 POWER OF ATTORNEY 81  99 
 PRIVACY 4  2 
 PROBATE 1,356  1,242 
 PROFESSIONAL NEGLIGENCE 2  5 
 PROPERTY 122  115 
 PROPERTY DAMAGE 8  10 
 RESTRAINING ORDERS 43  32 
 TAX 2  1 
 TRAFFIC 49  42 
 VEHICLE ACCIDENT 63  62 
 WELFARE BENEFITS 2  2 
 WILLS 951  865 
 WORKERS COMPENSATION 7  2 
 OTHER 102  83 
 Perth Total 5,520  5,029 
 Branch total 974  946 

 GRAND TOTAL  6,494  5,975 
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Perth 
Legal Advice 
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STATISTICAL RETURNS 
2008 - 2009 

       
SUMMARY 

HEAD OFFICE    
         
 CATEGORY HEADINGS: INTERVIEWS TELEPHONE TOTAL 

 
 Last 

Year

1. FAMILY and PERSONAL 
 

852 11,692 12,544  12,831

2. MONEY MATTERS 
 

32 904 936  1014

3. HOUSING, LAND, 
ACCOMMODATION 
 

39 1,702 1,741  1,880

4. CONSUMER, TRADE, BUSINESS
 

19 1,457 1,476  1,349

5. LAW 
 

52 1,734 1,786  1,618

6. SOCIAL SECURITY BENEFITS, 
VETERANS AFFAIRS, OTHER 
BENEFITS 
 

12 145 157  239

7. INSURANCE 
 

1 169 170  225

8. LOCAL, STATE, FEDERAL 
GOVERNMENT and 
STATUTORY BODIES 
 

32 2,437 2,469  2,477

9. MEDICAL 
 

10 211 221  387

10. EMPLOYMENT 
 

30 555 585  655

11. EDUCATION, TRAINING, 
BURSARIES 
 

2 26 28  22

12. SPECIFIC MIGRANT REQUESTS
 

24 130 154  188

13. TRAVEL 
 

4 50 54  269

14. REQUESTS FOR CAB SERVICES
 

103 6,233 6,336  5,924

15. CLUBS/ORGANISATIONS and 
ASSOCIATIONS 
 

2 40 42  103

16. LOCAL and GENERAL 
INFORMATION 
 

20 473 493  560

 TOTAL 1,234 27,958 29,192  27,853
 Males 681 11,081 11,762  12,403
 Females 600 16,889 17,489  17,569
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STATISTICAL RETURNS 
 

2008 - 2009 
 

SUMMARY 
BRANCHES   
                         
  

CATEGORY HEADINGS: INTERVIEWS
 

TELEPHONE 
 

TOTAL 
 

Last Year

1. FAMILY and PERSONAL 
 

5,398 6,151 11,549 11,481

2. MONEY MATTERS 
 

1,668 1,547 3,215 2,976

3. HOUSING, LAND, 
ACCOMMODATION 
 

462 609 1,071 981

4. CONSUMER, TRADE, BUSINESS 
 

262 521 783 678

5. LAW 
 

3,206 1,068 4,274 3,218

6. SOCIAL SECURITY BENEFITS,  
 

572 116 688 703

7. INSURANCE 
 

46 69 115 108

8. LOCAL, STATE, FEDERAL  GOV 
 

3,557 733 4,290 4,314

9. MEDICAL 
 

391 200 591 705

10. EMPLOYMENT 
 

96 148 244 217

11. EDUCATION, TRAINING,  
 

19 13 32 41

12. SPECIFIC MIGRANT REQUESTS 
 

110 71 181 155

13. TRAVEL 
 

61 37 98 81

14. REQUESTS FOR CAB SERVICES 
 

3,782 4,158 7,940 7,861

15. CLUBS/ORGANISATIONS and 
ASSOCIATIONS 
 

1,242 246 1,488 1,433

16. LOCAL and GENERAL 
INFORMATION 
 

2,731 776 3,507 3,439

 TOTAL 23,603 16,463 40,066 38,391
 Males 11,157 5,471 16,628 15,492
 Females 12,461 10,993 23,454 22,997
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Branches 
Interview & Telephone 
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STATISTICAL RETURNS 
2008 - 2009 

 
EXPLANATORY DETAIL 

 
PERTH AND BRANCHES COMBINED          

 CATEGORY HEADINGS: INTERVIEWS  TELEPHONE TOTAL  Last Year
1. FAMILY AND PERSONAL    

(a) Marital: Separation, Divorce, Custody 1,094 5,926 7,020  6,160
(b) Regulations: Family, Name Change 110 187 297  335
(c) Miscellaneous Problems: Young People 78 136 214  189
(d) Miscellaneous Problems: Adult Persons 376 905 1281  1241
(e) Food and Material Needs  85 105 190  250
(f) Deaths, Funerals, Wills, Probate, etc. 3,860 9,671 13,531  14,623
(g) Power of Attorney 647 913 1,560  1514

 TOTAL 6,250 17,843 24,093  24,312
     

2. MONEY MATTERS    
(a) Mortgages /Loans 38 327 365  317
(b) Debts /Hire Purchase /Credit Accounts 63 405 468  442
(c) Financial Counselling 100 229 329  323
(d) Investment /Superannuation 35 113 148  168
(e) Taxation (Personal, Land, Stamp Duty) 1,399 1,210 2,609  2,564
(f) Banking Complaints  26 68 94  75
(g) Bankruptcy 39 99 138  101

 TOTAL 1,700 2,451 4,151  3,990
     

3. HOUSING & LAND    
(a) Home or Land Purchase or Sale 69 692 761  814
(b) Home Building Advice /Disputes 58 385 443  447
(c) Landlord /Tenant 227 898 1,125  1075
(d) Accommodation  84 75 159  153
(e) Strata Titles, Coporate Bodies 63 261 324  372

 TOTAL 501 2,311 2,812  2861
     

4. CONSUMER, TRADE, BUSINESS     
(a) Unsatisfactory Goods & Services 136 1,302 1,438  1,168
(b) Small Business Information 30 209 239  275
(c) Professional Fees,  & Complaints 26 83 109  97
(d) Consumer Information 89 384 473  487

 TOTAL 281 1,978 2,259  2,027
      

5 LAW     
(a) Enquiries   (e.g. Summons, Referrals) 2,953 1,666 4,619  3,500
(b) Motor Vehicle Accidents 65 353 418  400
(c) Traffic Offences 66 263 329  306
(d) Restraining Orders 39 253 292  290
(e) Legislation (What the Law says) 93 208 301  269
(f) Complaints   (e.g. Fees, Lawyers) 42 59 101  71

 TOTAL 3,258 2,802 6,060  4,836
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 CATEGORY HEADINGS: INTERVIEWS  TELEPHONE TOTAL  Last Year
6. SOCIAL SECURITY BENEFITS     

(a) Social Security  Benefits 134 140 274  378
(b) Veterans' Affairs Benefits 21 12 33  23
(c) Overseas Pensions  8 7 15  48
(d) Seniors Cards 421 102 523  493

 TOTAL 584 261 845  942
       

7. INSURANCE    
(a) Property 14 76 90  89
(b) Personal Insurances 13 79 92  71
(c) Public Risk 8 40 48  70
(d) Workers Compensation 12 43 55  103

 TOTAL 
 

47 238 285  333

8. GOVERNMENT    
(a) By-Laws: Fencing, Dogs, Trees, Noise, 194 1,430 1,624  1,442
(b) Members of Parliament 9 26 35  48
(c) Local Government Information 20 61 81  105
(d) Justice of Peace 3,327 1,620 4,947  5,092
(e) Electoral Matters 39 24 63  97
(f) Copyright and Patents 0 9 9  7

 TOTAL 3,589 3,170 6,759  6,791
     

9. MEDICAL    
(a) Health: Mental and Physical 264 195 459  371
(b) Information and Support Groups 82 88 170  372
(c) Alcohol and Drugs 8 19 27  78
(d) Hospital and Medical Benefits 11 17 28  54
(e) Hospital and Nursing Homes 16 23 39  101
(f) Medical Complaints  20 69 89  116

 TOTAL 401 411 812  1,092
     

10. EMPLOYMENT    
(a) Employment /Unemployment 58 135 193  223
(b) Self-Employment 5 21 26  24
(c) Employer-Employee Disputes  34 299 333  332
(d) Union Matters 0 5 5  21
(e) Wages and Awards 18 150 168  168
(f) Discrimination, Harassment 7 48 55  72
(g) Occupational Health & Safety 4 45 49  32

 TOTAL 126 703 829  872
     

11. EDUCATION & TRAINING    
(a) Financial Assistance  3 13 16  6
(b) Pre-School, Primary, Second, Tertiary 17 20 37  45
(c) HECS (Higher Educ Cont Scheme) 1 6 7  12

 TOTAL 21 39 60  63
     

12. MIGRANTS    
(a) Specific Problems 60 90 150  190
(b) General Queries (e.g. Citizenship) 74 111 185  262

 TOTAL 134 201 335  452
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 CATEGORY HEADINGS: INTERVIEWS  TELEPHONE TOTAL  Last Year
13. TRAVEL     
(a) Passports, Visas, Consulates 45 70 115  158
(b) Travel Agencies 4 5 9  63
(c) Accommodation 2 7 9  5
(d) Tourism 14 5 19  15

 TOTAL 65 87 152  241
       

14 CAB - REQUESTS TO CAB    
(a) Public Relations 2,755 4,059 6,814  6,706
(b) Pamphlets, Information about Bureau 681 888 1,569  1500
(c) CAB Legal appointments made 343 2,544 2,887  2,649
(d) CAB Legal appointments cancelled 39 1,022 1,061  889
(e) Query on status of documents 49 247 296  307
(f) Missing Persons 3 12 15  17
(g) Mediation:  The Process 5 386 391  378
(h) Mediation:  Relationships: Matrimonial 8 1,037 1,045  1,045
(i) Mediation:  Intra Family 0 27 27  83
(j) Mediation:  Community  2 144 146  194
(k) Mediation:  Commercial 0 25 25  17

 TOTAL 3,885 10,391 14,276  13,785
     

15. CLUBS & ORGANISATIONS  1,244 286 1,530  1,536
 TOTAL 1,244 286 1,530  1,536
     

16 LOCAL & GENERAL INFO 2,751 1,249 4,000  3,999
 TOTAL 2,751 1,249 4,000  3,999
     
 GRAND TOTAL 24,837 44,421 69,258  68,132

 

 
 

 
 
 
 

 
 
 
 
 


