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Connect: Inner West Community Transport Group Inc. acknowledges the 
Gadigal people of the Eora nation, the traditional custodians of the land on 
which we work. We pay respect to their Elders: past, present and emerging.
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Connect: Inner West Community Transport Group Inc. 
(Connect) is a not-for-profit organisation, which has been 
providing transport services since  1983. We believe in equal 
access so everyone can access the facilities and services 
they need.

We are an association registered in NSW under the Associations Incorporation 
Act (2009) and are a registered charity with the Australian Charities and Not-
for-profits Commission.

Connect provides a door to door transportation service for seniors, people who 
need help getting out and about, people with a disability and other eligible 
people who can’t afford or have difficulty accessing private or public transport.

Community Transport services in NSW are determined by where you live or as 
allocated by My Aged Care assessors.  Our services are generally for those 
people living in the former Leichhardt and Marrickville Local Government Areas 
(now part of the Inner West Council). These include the suburbs of Annandale, 
Balmain, Balmain East, Birchgrove, Leichhardt, Lilyfield, Rozelle, Dulwich Hill, 
Enmore, Lewisham, Marrickville,  Petersham, St Peters, Stanmore, Sydenham, 
Tempe and some parts of Newtown and Camperdown.

Connect services are primarily funded under two different programs:

• The Commonwealth Home Support Program (CHSP), which is focused on 
older people who need help getting out and about, and

• The NSW Community Transport Program (CTP) which is aimed at those who 
are “Transport Disadvantaged”. This is when you have limited or no access 
to private transport and can’t make use of ‘conventional’ transport, like 
buses or trains.  Unlike CHSP, these services are available to a person of any 
age, with or without a disability.

Connect is a registered NDIS provider and is able to provide services for people 
with a disability under the age of 65.  Our NDIS services are not geographically 
constrained to the Inner West.

We also provide transport to the recipients of Home Care Packages (HCP) 
under contract with their respective HCP providers. Our HCP services are not 
geographically restrained to the Inner West.

We are passionate about providing a range of tailored transport options, 
enabling people to not only access the facilities and services they need, but 
to participate in community life and social activities, remaining as active and 
independent as possible.   

In the 2020/21 financial year, we provided over 50,000 trips to Connect clients.  
Our services include individual and group transport to medical and personal 
appointments and shops, shopping trips, shuttle services, social activities and 
recreational outings.  
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Vision
A community in which all individuals and groups have access 
to appropriate transport options in order to fully enable their 
participation, development and well-being within the community.

Purpose
To provide and promote safe and affordable transport services, 
that fully enable all individuals and groups to maintain or achieve 
their independence and quality of life within their community.

Values

Striving to ensure the safety and to enhance the 
wellbeing of our organisation’s workers, clients, 
and the wider community.

Services accessible to – and utilised by – all those 
in need of them, irrespective of age, gender, 
cultural or religious affiliation, sexual orientation, 
mental or physical ability.

The maintenance of high quality community 
transport options for the future through strategic 
planning, advocacy and networking.

Engaging our clients and the community in 
service planning and working collaboratively with 
community and government organisations to build 
the regional capacity of community transport.

Developing ecologically sustainable transport 
options for the community.

Transparent governance, legally compliant 
administration, and ethically sound practice.

Best practice services responsive to new 
demands, opportunities and
innovations.
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Connect has implemented a new strategic business plan,  
that aims to increase  organisational  resilience and maximise  
opportunities as we strive towards Connect’s Vision. 

We look to initiate new, flexible service models that respond to the needs of a 
broader client base, resourced through diversified income streams, and built 
through community and stakeholder collaboration. 

In doing this, we will remain true to our core Values and build on our strengths, 
including our ‘care factor’, staff expertise, and community connection.

Strategic Areas 

Long term financial sustainability

Inovative transport solutions for 
positive social outcomes

Organisational capacity and 
resilience

Stakeholder and community 
engagement
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The governing body of Connect is an elected volunteer Board 
who oversee the strategic direction and performance of the 
organisation. The Board is comprised of individuals with 
relevant expertise and a strong commitment to locally based 
community transport services. 

The General Manager reports directly to the Board and is responsible for a team of 
20 staff members, as at 30 June 2021.

The team is made up of 14 drivers and bus assistants, and 6 office-based staff, who 
provide client liaison, scheduling, service coordination, fleet management and 
administrative support, enabling Connect to provide continued service to close to 
1,600 active clients. 

Board of Directors
(as at 30 June 2021)

Name Position 
Held

Appointment/
Cessation

(if occurred mid year)

Attendance

A B

Frank Breen Chair Continuing 8 8

Tim Sussman Vice Chair Continuing 8 7

Vic Andallo Treasurer Continuing 8 7

Helen Cahill (OAM) Director Continuing 8 6

Julie Robotham Director Continuing 8 8

Charles Watson Director Continuing 8 5
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A  Number of meetings held.
B  Number of meetings the director attended.
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Connect Staff Team
(as at 30 June 2021)

Name Position Held

In the office

Brett Andrews General Manager

Bich Letran Operations Manager

Rhonda Byrne Head of Business Services (PT)

Zarina Nawaz Finance Officer (PT)

Kristy Gregory Admin Assistant & Scheduling Officer (Cas)

Vesna Sajinovic Data Entry Officer (Casual)

On the road

Simon Bennetts Driver (Casual)

Erica Freeman Driver (PT)

Michael Frey Senior Transport Officer

Julius Grafton Driver (Casual)

Regan Matthews Driver / Bus Assistant (Casual)

Devasenapathy Periyaswamy Driver / Bus Assistant (Casual)

Susan Roseby Driver / Bus Assistant (Casual)

Brendan Smith Bus Assistant (Casual)

Raymond Srour Driver

Susan Tozer Driver / Bus Assistant (Casual)

Taunee Tubbs Driver / Bus Assistant (Casual)

Trinh Verteouris Bus Assistant (Casual)

Gordon Watson Driver

Cindy Yeoh Bus Assistant (Casual)
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Team News
Connect bid farewell this year to one of our longest serving employees, senior 
driver, Rob Finlay.

Rob was one of the early staff who helped to establish 
Connect’s high quality service and our reputation 
for client care, reliability and integrity. He was well 
liked and highly regarded by both colleagues and 
clients. 

Karen Leong, bus assistant, and more recently 
responsible for scheduling and intake,has also 
moved on.

We wish them both all the very best.

On the Buses
This year saw three more female bus drivers take the wheel of Connect buses.   

Sue Roseby joined us earlier this year, teaming with Erica 
and Taunee - two Connect staff who have undertaken 

the rigorous training we require to become licensed 
bus drivers.   

These three women join Su Tozer, who has been 
with Connect for several years, giving us an 
impressive total of four female bus drivers getting 

you out and about.

As of the end of July, we have seven female driver/
bus assistants and seven male driver/bus assistants. 

Connect’s staff overall gender composition has slowly 
changed from a 90:10 to a 50:50 ratio over the last three years! 

Fund Raiser - Hosting Australia’s Biggest Morning Tea
In May, Connect hosted its first ever ‘Australia’s Biggest Morning Tea’ in our office 
in Marrickville.  In addition to the goodies baked and 
provided by Connect staff, clients were invited to 
bring along their own delicious treats, and enter in 
our inaugural baking competition.   

General Manager, Brett Andrews was the 
appointed competition judge, and dutifully 
worked his way around the numerous delicious 
entries, making the difficult decision of who to 
crown the ultimate winner!   
The lucky winner of the bake off was Irene 
Vlahopoulous with her fabulous Greek biscuits.   Irene 
got up at 5am in order to bake these – so it was well worth the effort!

Irene won an all expenses paid outing of her choice on the winter calendar.  
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Outings
Our overnight and weekend outings have gained significantly in popularity since 
their introduction in 2019.  

In October we took two buses for an overnight stay to the beautiful Camden 
Valley Inn. A highlight of this trip was a visit to Genetically Gifted, a horse 
breeding stud farm.  Clients thoroughly enjoyed this up close and personal 
experience with the horses.

In March we were lucky enough to take a group of intrepid travellers on a three 

day tour to the Lower Hunter Region, just before the lock-down hit!

We were all feeling very grateful to have caught a miraculous break in the 
weather for our excursion. The outlook was indeed very bleak the week previous!

We had a very full itinerary, taking in activities such as a visit to Fighter World 
Aviation Museum and feeding sharks and rays at the Shark & Ray Rescue Centre.  

At the rescue centre we were greeted by “Tinny” the very friendly and 
accommodating owner. After providing us all with food to 
feed the rays and sharks, he very graciously escorted 
our brave volunteer client Marie, into the tank to have 
a paddle with the small rays.  After a few minutes of 
watching her, another client, Ana, and a couple of 
staff couldn’t help but join her in the tank and let the 
rays swim over and around our feet and ankles.

We also experienced a wonderful scenic guided tour 
on Newcastle’s Famous Tram.  Our knowledgeable 
guide Chris, gave us an informative tour of Newcastle and 
told us of some of its interesting history.  We stopped off for a stroll on the ANZAC 
Memorial Bridge, taking the time to appreciate the stunning views.  Chris very 
generously dropped us all off at the Newcastle Museum so we could take a look 
around and watch the light and sound show, showing us an insight to what it was 
like working at BHP back in the day.

From here we moved on to our last destination, Fort Scratchely, where we were 
given a tour around the grounds by Norm, a 93 year old volunteer.  The end of 
our tour, and our weekend’s activities was marked with the firing of one of the 
cannons, a time honoured seafaring tradition of firing a gun at 1pm to coincide 
with the Customs House time ball drop.

All twenty nine travellers set off back to the inner west, tired and happy, already 
making plans and throwing about suggestions for the next tour!

Sorry guys – but a week in Byron might just be a bit too far!! 
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Social Work Students
Connect hosted two social work students, Kass and 
Christie from The University of Sydney on a social work 
placement this year.

Kass and Christie undertook an extensive 
‘Transport Needs’ research project, identifying 
people and areas within our local  community in 
need of Connect’s services, and looking at how 
we could address those needs directly.  The focus 
of the project was primarily aimed at public housing 
residents.

Connect Director Tim Sussman, a social worker of senior standing and a long time 
placement supervisor, provided academic oversight of the project, while Connect 
staff provided orientation, information and support.

There were four major components to this project, for which four different 
questionnaires were created with four different target audiences. 
The four target audiences were:

• Staff members of Connect
• Current clients
• Dormant clients (clients who have not used Connect services in twelve 

months
• Prospective clients (potential clients living in public housing within the 

Inner West).

The final recommendations resulting from the entirety of the research undertaken 
were to:

• Advocate for the transport needs of public housing tenants. 
• Introduce / increase attendance at community outreach programs
• Increase Community Transport awareness 
• Utilise current client base in order to gain new clients
• Conduct introductory follow ups
• Increase advertising
• Call dormant clients

Many of these recommendations are already incorporated into Connect’s 
Marketing strategy, and others are being (or have been) rolled out since the 
completion of the research project.

International Women’s Day 

This year we got staff and clients alike involved in raising awareness for 
International Women’s Day.  This year’s slogan was #Choose to Challenge.

The theme was based around choosing to challenge and call out gender bias 
and inequality, choosing to seek out women’s achievements and collectively help 
create an inclusive world.
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Addison Road Community Centre Food Pantry Partnership
Covid19 had a massive impact on Connect clients last year. With the lock-down 
in place, many of our clients, and those in the wider community, found it difficult 
to go about their normal routines, and some needed further 
assistance with shopping.

With Connect clients heeding advice to stay at home 
and only undertake essential travel, Connect had the 
capacity to lend a hand in our local community. 

We quickly partnered with the Addison Road 
Community Centre Food Pantry to assist with the delivery 
of food hampers direct to vulnerable people in the wider 
inner west area.

Connect continues to transport over 100 boxes of food each week for the Food 
Pantry. We deliver bulk supplies to the Jesuit Refugee Centre in Parramatta, 
an amazing organisation that supports refugees and people seeking asylum 
and other forcibly displaced people. Connect also continue to make door-to-
door deliveries to people living in the Inner West who have been isolated and 
disadvantaged by the ongoing pandemic. 

Advertising Campaign – Marrickville Metro
Connect undertook a second large scale advertising campaign at Marrickville 
Metro - one of the largest shopping centres in our area. 

The campaign lasted for two months and was 
located in three different areas of the shopping centre 

aimed at reaching maximum foot traffic. Connect 
saw a significant increase in website and Facebook 
traffic as a result of this advertising.

All photography, and design work was done in-
house by Rhonda Byrne and all images used in 

the campaign were once again entirely made up of 
Connect clients and staff members.  

Social Media
Connect continues to increase its social media engagement through Facebook 
and Instagram, ensuring timely news and content is delivered on a regular basis.  

We try where possible to share pictures of our clients on fun social outings to be 
shared with friends and family. If any of our clients take photos on outings, we are 
also happy to share these across our social media platforms if provided to us.  

Don’t forget to follow us!

   https://www.facebook.com/connectinnerwest.org.au

   
   https://www.instagram.com/connect_inner_west_ctg/
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It is with pleasure that I present the 
Connect: Inner West Community 
Transport Group Inc. (‘Connect’) 
Chair’s Report for the 2020 – 2021 
financial year.

Last year I wrote that one of the organisation’s 
most difficult challenges had been the Covid19 
pandemic. Sadly, this continued into the 2020 – 2021 
financial year. 

I am again proud to say, that Connect accepted the challenges posed by Covid, 
adapting its operations in accordance with Public Health Orders, and other 
health and safety requirements, ensuring the continued delivery of essential 
services to our valued clients and local community.

The past 12 months have again seen a tremendous amount of activity, including 
the development of the 2021 – 2023 Strategic and Business Plan. The Board 
also continued its focus on client service, financial viability, staffing, and good 
governance.

Strategic Plan
I am pleased to advise that Connect now has in place a 2021 – 2023 Strategic 
and Business Plan. The plan focuses on four key areas: 

• Innovative transport solutions for positive social outcomes
• Long term financial sustainability
• Stakeholder and community engagement
• Organisational capacity and resilience

Perhaps the most challenging of the key areas of focus will be achieving Long 
term financial sustainability. Of course, this is a challenge for many organisations, 
but is particularly so for smaller, community based ones like ours. 

Challenges are addressed step by step and Connect will continue seeking to 
broaden our income base, being flexible and pragmatic in the face of challenges 
such as Covid, actively monitor and manage operating costs and use technology 
where it frees up resources to focus more on client care.

TfNSW Contract
Connect, like all community transport providers across NSW, commenced the 
2020 – 2021 financial year with a six month extension to our operating contract 
with TfNSW. As discussion on the contract had commenced as early as 2018, it 
was hard to understand why this became an eighteen month process. 

Connect, like all other providers, faced uncertainty about its ongoing viability 
during this period. 

In the end and with some trepidation, Connect signed a contract variation with 
TfNSW in late December 2020. We now have a contract in place to deliver our 
services from 1 January 2021 through to 30 June 2022. 
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This contract is not without its challenges. An obvious and timely issue for the 
sector is the introduction of contract clauses providing for financial penalties for 
not meeting contracted trip outputs, notably with public health orders remaining 
in place, that restrict movement. 

One pleasing aspect of the contract negotiation experience was the ability of 
community transport providers to support and assist each other through this 
process with TfNSW.

Performance
It was most pleasing to learn that, in the 2020 – 2021 financial year, not only did 
we reach our contractual trip KPIs with TfNSW for the first time, but exceeded 
them! 

This result is a testament to the hard work of staff who re-worked our social 
programs offer from top to bottom. It also reflects the resilience and zest for 
life of our clients, who never waste an opportunity to get out and about in the 
community. 

Milestones such as these will become very much front of mind given the 
contractual and financial implications now attached to such achievements (or 
lack thereof). Our focus though will remain on the needs of clients. 

Connect staff continue in these challenging times to deliver industry best 
practice, affordable, safe and reliable services to our inner west community. 
It has not been easy at times operating an essential service for older and more 
vulnerable members of our community through the Covid pandemic. 

On behalf of my colleagues on the Board and clients, I acknowledge and thank 
the staff of Connect for their efforts.

Board & Committees
Successful organisations recognise the importance of good governance systems 
and processes. Board membership has been stable and this stability has allowed 
Directors to gain a deeper knowledge of what can be a complex sector. 

The Board continues to meet at least eight to nine times per year. While Directors 
focus is generally on strategic and external issues, the Board does receive, 
discuss and at times challenge management and financial reports. 

In addition to monthly scheduled meetings, all Directors participated in strategic 
planning workshops, and some Directors had additional duties on Board sub-
committees. 

I thank my Board colleagues for their contribution.

I also acknowledge our continued funding by the NSW and Commonwealth 
Governments without which we would not survive.

Finally, I would like to recognise our clients. Thank you for your continued support.

Francis Breen
Chair
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The 2020-2021 financial year has been 
another eventful period, with the 
Covid19 pandemic once again 
having a significant impact on 
Connect services, staff and 
clients.

With a continued focus on service delivery 
and client well-being during the lockdown, we 
were able to maintain our high quality, essential 
services to the local community.

Pleasingly, after the end of lockdown (2020), our clients were keener than ever to 
get out and about socially.   Connect delivered an outstanding 61% more social 
outings this year over the previous year.   

This increase can be attributed to a renewed staff focus and a new delivery 
model for our social outings program.  The program delivers a wider variety of 
options, more frequently throughout the week and weekends, ensuring there is 
something to suit everyone in our diverse client base.  

Our weekends away and overnight stays have become increasingly popular. 
We remain committed to providing our clients with more opportunities to get 
away with friends when Covid19 restrictions are eased and social outings can 
recommence. 

Once again Connect has received a remarkably high feedback score from the 
thousands of client surveys administered. The impressive positive rating of 98.4% 
relates to the choice of outing and the high quality of service provided by our 
team.

The departure of some long serving employees this year left an opening for 
additional drivers to join the organisation.   Connect took this opportunity to 
invest in existing staff by supporting two of our employees to pursue their bus 
licences.    

This initiative, in addition to a new hire, increased the number of female staff we 
have driving on the road to seven. We have at last achieved gender balance in 
our driving team, fulfilling a commitment made three years ago when we had a 
90:10 ratio. 

Connect is committed to maintaining a culturally diverse and gender balanced 
workforce, reflecting our local community.

Connect made the move to cashless (and cheque-less) on 1 July 2021. 

This decision was made primarily to streamline services and reduce our operating 
overheads through the use of technology.  With no cash handling by drivers, our 
drivers get more time on the road, delivering more services.  The move coincided 
with the pandemic, so by offering the cashless service, we presented the 
opportunity to reduce unnecessary points of contact.
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This change was announced eighteen months prior to the implementation 
date. 

We communicated with our clients on multiple occasions in the lead – up. We 
wanted to ensure all our clients were prepared and equipped to make the 
transition with us.

The changeover has been seamless and many clients have indicated they 
have found the transition, and our range of payment options very easy to 
navigate.

Our biggest difficult challenge this year has been Covid19.    As the pandemic 
and restrictions ebbed and flowed, Connect, as an essential service has 
needed to frequently and hastily adapt to the changing environment. 
Our essential services like shopping, and trips to medical and vaccination 
centres, continued without disruption. My thanks to all staff for their continued 
commitment to Covid safety.
  
With restrictions easing in the second half of the year, Connect reported an 
unprecedented increase in social outing trip numbers.   This increase of social 
outings meant that not only did we reach our contractual trip KPIs with TfNSW 
for the first time, we exceeded them!

I would like to acknowledge the efforts of all staff for the work and commitment 
they have put in to achieve this outcome, despite the adversity that was 
thrown at us during the year.  Fantastic result!

There are no doubt more challenges in store for Connect as we navigate the 
unpredictable road ahead. I look forward with my team to meeting these 
challenges.

Finally, I would like to thank the Chair and Directors of the Board for their 
ongoing commitment, and for the opportunity to be involved with Connect. 

Brett Andrews
General Manager
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For the information of the Board, 
members, and valued stakeholders, 
I present the Connect: Inner West 
Community Transport Group Inc. 
(‘Connect’) Treasurer’s Report for 
the 2020 – 2021 financial year.

One of the more unusual aspects of this year saw the 
Board consider two budgets reflecting contractual uncertainty with TfNSW: the 
first budget from 1 July 2020 to 31 December 2020, and then a second budget 
from 1 January 2021 to 30 June 2021.

The first budget included expected grant funding, the second budget included 
actual grant funding with TfNSW through to 30 June 2022. While there was an 
increase in grant funding, the increase did not adequately cover rising operating 
costs, primarily our staff wages, office and depot expenses, which make up more 
than half our annual expenditure. 

In real buying terms, for an inner city-based fully staff-delivered service provider 
like Connect, grant funding is decreasing. 

This year saw the final payment of the Equal Remuneration Order funding after 
eight years. From next year, community-based organisations will need to fund 
national wage case rises from their grant and other income. 

Along with the scheduled increase in employer superannuation contributions to 
10%, there will be further pressure on the wages budget.

With regards to the introduction of Connect’s new 2021 – 2023 Strategic and 
Business Plan, as Treasurer, I have a focus on Long term financial sustainability. 
Unfortunately, I must report that Covid19 has again impacted on our ability to 
pursue some ideas around income diversification.

Thanks to the efforts of all staff, Connect was eligible to receive some JobKeeper 
payments and cash flow support. This will see Connect achieve a surplus off a 
budgeted deficit. 

The underlying figures though are of more interest. When we remove JobKeeper 
and cash flow income and expenditure, Connect’s underlying deficit was $40,000 
compared to a budgeted deficit of $100,000. Staff were able to control costs in 
response to a greater than 50% reduction in non-grant income primarily arising 
from Covid19 restrictions.

Changes through the year to staffing and the organisational structure ahead 
of the final change to cashless saw a very pleasing improvement in Connect’s 
financial administration. Of particular note was the dramatic turnaround in aged 
receivables, and the smooth and efficient preparation for cashless transacting.
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Connect spent the year communicating with clients and assisting them in the 
preparation to go cashless (and cheque-less) from 1 July 2021. By 30 June 2021, 
well over 90% of our clients had already made the change to EFTPOS or account 
payment. 

This move, in the works for over 18 months, reflects Connect’s commitment to 
using technology to reduce overhead costs. This approach ensures more time 
and funds are directed toward services rather than administration. 

In terms of financial sustainability, changes made to our service delivery model 
including social outings, strike a balance between supporting clients with a safe, 
reliable and friendly service within the funding parameters we have.

The Chair and General Manager have already noted that Connect met 
its contractual trip outputs for the first time. Members of staff are to be 
congratulated for this effort. 

While Covid19 has again impacted Connect, Commonwealth financial support 
sees the organisation finish the year in a strong cash position. My colleagues and 
I carefully monitor and review organisational finances and will consider making 
strategic investments that position Connect for a more sustainable future. 

I would like to thank my colleagues on the Board for their support, the General 
Manager and his staff for their hard work and dedication, Connect clients and 
the local community.

Vic Andallo
Treasurer
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Connect: Inner West 
Community Transport Group Inc.

Unit C, 6 Carrington Road
Marrickville  NSW  2204
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