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Stuart Crosby 
Chair

27 August 2018

Part A

Report of Operations

Declaration in report of operations

In accordance with the Financial Management Act 1994, I am pleased to present the AMES Australia’s Annual 
Report for the year ending 30 June 2018.
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About AMES Australia

AMES Australia began providing English language 
classes during the post World War II period and has 
worked for more than sixty-five years with refugees 
and migrants arriving in Victoria.

Today AMES Australia is a significant national provider 
of settlement services and shares its expertise with 
other countries to develop policies and practices to 
establish effective resettlement programs for refugees.

AMES Australia provides a comprehensive range 
of initial settlement support, English language and 
literacy tuition, vocational training and employment 
services to migrants, refugees and asylum seekers, 
residing in Victoria, South Australia, Tasmania and 
Western Sydney.

AMES Australia particularly focuses on the strengths 
and skills of migrants and refugees and actively 
encourages clients to use and develop these assets to 
assist their successful settlement. This strengths-based 
approach underpins all AMES Australia services.

AMES Australia recognises the benefits to our clients of 
working in collaborative partnership with employers, 
community groups, educational institutions and 
refugee and migrant specialist organisations to 
provide effective services.

AMES Australia undertakes research to inform service 
development and provide credible evidence to 
inform our practice, government and key stakeholders 
on policies that impact on settlement outcomes for 
recent arrivals. 

Vision

Our vision is full participation for all in a cohesive and 
diverse society. AMES Australia achieves this through:

•  Innovation

•  Partnership

•  Influence 

•  Sustainability

Strategic Priorities

Our social and economic framework seeks to achieve 
short and long-term outcomes for migrants, refugees 
and the broader community. 

AMES Australia will continue to:

•  Extend work to improve client outcomes including 
the economic wellbeing of women

•  Apply digital technologies to achieve better outcomes

•  Contribute to the evidence base to improve 
settlement policies and practices

•  Promote the benefits of the diverse social capital of 
newly arrived communities to the broader society

•  Invest in the capacity, diversity, resilience and 
innovation of AMES Australia, its staff and volunteers

During the 2017-18 reporting period AMES Australia services were delivered through the following 
Australian and Victorian government contracts

Humanitarian Settlement Program 7,231 clients

Status Resolution Support Services 4,473 clients

Adult Migrant English Program 475 clients

Skills First 3,092 clients

Skills for Education and Employment Program 876 clients

Pre-accredited Language Program 4,079 clients

jobactive (Employment) 34,249 clients

Strengths-based approach

AMES Australia engages refugees and migrants in decisions and processes related to their settlement. This approach 
recognises the resilience of refugees and builds on their strengths to achieve positive resettlement outcomes. Our 
approach recognises that resettlement is a shared responsibility between the host community and the newly arrived.
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Chair’s Statement
The commitment and professionalism of AMES Australia’s staff and volunteers  
continue to inspire everyone who comes into contact with them. It is a delight  
and privilege to Chair an organisation made up of such people.

And it is a tribute to them all that AMES Australia is 
emerging in such robust condition from the recent 
challenges presented by the loss last year of a large 
proportion of our Adult Migrant English Program revenue. 

Just as inspiring are the resilience, fortitude and 
optimism of our clients. Our recent survey of  
newly-arrived refugees shows that overwhelmingly 
they want to find work, fit in and contribute to the 
country that has afforded them safety. The survey 
also shows that, despite some recent commentary, 
newly arrived refugees generally find Australia to 
be a safe and welcoming place. While the survey 
canvassed newly-arrived refugees, there can be 
little doubt that the same views are shared by recent 
migrants more generally.

It can be useful to look at AMES Australia as 
connecting these two groups: committed and 
professional staff and volunteers on one hand, and 
refugees and other immigrant groups on the other. We 
engage with and bring the groups together to provide 
settlement, education and employment services 
to help newcomers to our country achieve their 
settlement goals and aspirations.

We take pride in outcomes being delivered across 
a broad range of areas: safety, security, health, 
wellbeing, education and employment amongst 
them. In her report, our CEO, Cath Scarth, has given 
more detail of the broad range of specific initiatives 
we are involved in. 

They speak for themselves, but I cannot resist drawing 
attention to our successes in creating partnerships 
with employers and other organisations to support 
employment initiatives, and social and community 
engagement, as well as our programs to address 
family violence.

None of us would commit the time and energy to 
AMES Australia that we do if we did not believe in the 
value of migration and multiculturalism to Australia as 
a nation.

The value created by past migration and the cultural 
diversity it delivered is undeniable, despite issues and 
concerns at different times being re-echoed in some 
of the current commentary.

It is hard to imagine why the same value will not be 
true going forward. This is supported by a Migration 
Council of Australia analysis estimating that migration 
will boost GDP by nearly 6% by 2050.

When we look at the huge number (nearly 70 million) 
of people currently displaced globally through 
conflict and persecution, it is clear that the work we 
do at AMES Australia has never been more important.

We believe that we can best contribute to the debate 
by providing data to support informed discussions, 
hopefully moving the debate from anecdotal to 
evidence-based.

We also work with the various newly arrived 
communities to support them develop their own 
ability to participate and represent themselves 
directly in debates that affect them.

Australia continues to provide a generous and 
sophisticated program to support refugees. It is 
expected that our national intake will rise to around 
18,000 this year. AMES Australia is proud of the role it 
plays in this vitally important work.

Let me conclude by thanking my fellow board 
members, especially our CEO, Cath Scarth, and the 
AMES Australia leadership team for their support over 
the past 12 months.

I also join with Cath in thanking all AMES Australia staff 
and volunteers for their vital contribution. 

Stuart Crosby

Chair
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CEO’s Statement
The past twelve months has been a period of consolidation and a time of reshaping 
our organisation to adapt to the opportunities and challenges of the future.

AMES Australia remains committed to an integrated 
model of settlement service delivery, coordinating the 
opportunities offered by the range of programs we 
provide to migrants and refugees.

We also remain committed to excellence in service 
delivery; and I would like to acknowledge the 
challenges we have faced in recent times and the 
resilience shown by all staff across the organisation to 
deliver the best service to our clients. 

In the past 12 months we have seen significant 
achievements which have helped to reshape 
AMES Australia and given us confidence about our 
relevance and success into the future; and about our 
capacity to deliver on our vision of ‘full participation 
for all in a cohesive and diverse society’.

This Annual Report is a record of work and 
achievement for AMES Australia over the 2017–18 
financial year and it provides a blueprint for our 
success into the future.

Particularly pleasing was our success in winning the 
Humanitarian Settlement Program (HSP) contracts for 
South Australia and, in partnership with the Migrant 
Resource Centre Tasmania, for Tasmania.

We are now delivering HSP services in three states 
and we supported 7,231 HSP clients and 4,473 Status 
Resolution Support Services (SRSS) clients in 2017–18.

During the same period, we also supported 34,249 
jobactive clients in their search for meaningful 
and sustainable employment in Victoria and, in 
partnership with WISE, in Western Sydney.

Our education and vocational training programs saw 
8,522 clients supported in 2017–18 to improve their 
English or complete vocational training. 

Continuing to expand our services through diverse 
funding sources will be a focus in the coming year.

Teams across the organisation have been developing 
and submitting tenders for government contracts that 
align with our organisation and help us to reach more 
migrant and refugee communities. 

Our recent successes will ensure AMES Australia 
can continue to reach CALD communities, with a 
particular focus on young people and women.

We continue to have meaningful influence with 
government in settlement and migrant education 
policy work. 

We are intent on pursuing strategies to build our 
reputation as a high-quality service provider and a 
thought leader in the settlement and migration area 
in this country and elsewhere.

We know that migration will continue to be an 
important part of Australia’s future economic 
prosperity and security and we will seek to support 
newcomers to this country to maximise their potential 
to make positive contributions.

The hard work and determination of AMES Australia 
staff across the organisation has meant that we will 
achieve a surplus in our operations budget for 2017–18.

Once again, our staff and volunteers have displayed 
admirable professionalism and commitment and I 
would like to thank them all.

I would also like to thank and acknowledge my 
executive team and the support of the Chair and 
Board of AMES Australia.

There will no doubt be challenges into the future, but I 
believe that AMES Australia is well placed to grow and 
ensure that migrants and refugees continue to make a 
valuable contribution to the Australian community.

Catherine Scarth

Chief Executive Officer
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Initial Settlement Services

The resettlement of refugees is a dynamic process rather than a linear pathway. AMES Australia provides  
a comprehensive and integrated range of on-arrival and ongoing support that recognises the resilience  
of refugees and builds on their strengths to achieve positive resettlement. Using a strengths-based  
approach AMES Australia engages with new arrivals in decisions and processes related to their settlement.

Humanitarian Settlement Program (HSP) 

and training programs

• Accommodation services including provision of 
Basic Household Goods Package

• Orientation Program across a range of topics 
such as Australian Law, Health, Transport and 
Accommodation

Exit from the HSP is based on clients achieving clearly 
defined settlement outcomes.

AMES Australia has a network of subcontracted 
partners, delivering HSP services across Victoria, 
Tasmania and South Australia.

In Melbourne AMES Australia works in partnership with:

• Spectrum Migrant Resource Centre

• MiCare

• Redback Settlement Services

• South East Community Links

• Centre for Multicultural Youth

• Southern Migrant and Refugee Centre

In regional and rural Victoria AMES Australia works in 
partnership with:

• Bendigo Community Health Services (BCHS)

• Ballarat Community Health Centre (BCHC)

• Geelong Ethnic Communities Council Inc. 
(Diversitat)

• Kildonan Uniting Care (KUC) in Shepparton

• Mallee Family Care in Swan Hill

• Sunraysia Mallee Ethnic Communities Council 
(SMECC) in Mildura

In South Australia AMES Australia works in  
partnership with:

• Anglicare

• Australia Migrant Resource Centre

• Multicultural Youth South Australia

• Australian Refugee Association

In Tasmania AMES Australia works in partnership with 
Southern Migrant Resource Centre and with Migrant 
Resource Centre – North Tasmania. 

AMES Australia, in partnership with community-based 
subcontractors, provides initial settlement support 
to Refugee and Special Humanitarian visa holders. 
AMES Australia was successful in the Department of 
Social Services tender for the Humanitarian Settlement 
Program in Victoria, Tasmania and South Australia. 
On 31 October 2017 AMES Australia commenced 
delivering services under the HSP.

The Humanitarian Settlement Program (HSP) provides 
intensive settlement support to newly-arrived 
humanitarian clients, both on arrival and throughout 
their initial settlement period, through a coordinated 
case management approach.

With support tailored to individual needs for all family 
members, during the initial settlement period the HSP 
is designed to strengthen the ability of humanitarian 
clients to participate in the economic and social life 
of Australia and to equip individuals with the skills and 
knowledge to access services independently. 

The HSP program also provides Specialised and 
Intensive Services (SIS) for clients with exceptional 
or complex needs (e.g. Mental Health Services, 
Occupational Therapy, Disability Services, Family 
Violence Interventions, Family Relationship 
Counselling, Child or Youth Services, Accommodation, 
Financial and Legal Services).

HSP services are provided to the individual or family 
based on their assessed needs through coordinated 
case management. This includes:

• On Arrival Support: reception, property induction 
and initial food provision

• Assistance with registration with services such as 
Centrelink, Medicare, banks and schools

• Assistance with engaging with health services and 
employment services 

• Assistance with enrolment in relevant education 
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Initial Settlement Services

Humanitarian arrivals by visa category

Humanitarian arrivals 

Humanitarian arrivals came from many countries, the greatest numbers from Myanmar, Iraq, Afghanistan, Syria 
and Bhutan. 

Humanitarian arrivals by settlement location

2017–18 2016–17 2015–16 2014–15
Refugee (200,201,204,100,785,790,801 and 866) 4,044 2,973 1,837 1,706

Special Humanitarian Program 3,187 4,630 1,516 1,974

Total 7,231 7,603 3,353 3,681

2017–18 2016–17 2015–16 2014–15
Melbourne 4,780 6,893 2,862 3,182

Rural Victoria 715 710 491 499

South Australia* 1,090 nil nil nil

Tasmania* 646 nil nil nil

Total 7,231 7,603 3,353 3,681

*HSP delivery in South Australia and Tasmania commenced on 31 October 2017. 

Community Support Programme (CSP) 

AMES Australia was first appointed as an Approved Processing Organisation (APO) of the Department of 
Home Affairs’ Community Proposal Pilot (CPP) in September 2013. The CPP ceased in June 2017. AMES Australia 
continued our role in settling and monitoring humanitarian clients who applied for the CPP in 2016–17 program 
year and continued to arrive in Australia into 2018. A total of 166 visas were granted for AMES Australia through 
to June 2018 (95% of visa applications lodged by AMES Australia in 2016–17). Applicants came from a range of 
countries including Afghanistan, Eritrea, Ethiopia, Iraq, Myanmar and Somalia.

The CPP was replaced with the Community Support Program (CSP) which commenced in March 2018. AMES 
Australia was one of twelve APOs around Australia selected for the CSP for a period of five years. Following 
from the CPP, the CSP provides opportunity for community members or organisations in Australia to identify, 
pay for and support applications for refugee and humanitarian visa places for people in need of resettlement. 
The CSP provides an additional resettlement pathway for 1,000 people in humanitarian situations overseas, 
with the places allocated to the CPP and CSP being included in the Refugee and Special Humanitarian 
Programme national quota (16,250 for 2017–18). Applicants must meet the eligibility requirements for a refugee/
humanitarian visa, as well as the Department of Home Affairs’ priorities, and be able to demonstrate a pathway 
to employment on arrival. 

APOs are responsible for the lodgement of humanitarian visa applications on behalf of Australian Supporters,  
for overseeing the delivery of settlement support for the successful applicants for up to 12 months after arriving 
in Australia, and for monitoring and reporting on settlement outcomes to the Department of Home Affairs. 

AMES Australia is currently in the process of selecting clients for the CSP and lodging visa applications,  
with clients expected to begin arriving in late 2018. 

Connect Settlement Services (CSS)

In 2017–18 Connect Settlement Services (a company owned equally by AMES Australia and MDA Ltd) delivered 
settlement services in Cambodia. Services included case management, local and cultural orientation, English 
language and work skills program, employment and micro employment enterprise support and community 
engagement activities.

Service delivery in Cambodia ceased on 28 February 2018. 
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English Language Services

Preparatory and Transition  
to Employment Services

Adult Migrant English Program (AMEP)

Skills First

Pre-accredited Training

AMES Australia recognises that successful settlement 
and participation are significantly determined by 
the ability to speak and understand English in various 
contexts including social situations, employment and 
education and training. Successful settlement and 
participation frame the applied English language 
teaching and learning for migrants and refugees 
accessing AMES Australia’s English language services.

A significant reduction to the scope of AMES Australia’s 
Adult Migrant English Program (AMEP) delivery was 
experienced in the 2017–18 period, following the 
Department of Education and Training (DET) decision 

AMES Australia provided opportunity for clients to 
study English language and vocational programs 
through Victorian Government Skills First funded places 
for accredited training and Adult Community and 
Further Education (ACFE) funding for pre-accredited 
programs. In the 2017–18 period 3,092 Skills First students 
were accommodated in foundation language training 
through courses such as the Certificates in Spoken 
and Written English and the English as an Additional 
Language (EAL) Framework; and VET industry entry 
qualifications in Early Childhood Education and 
Care (117 clients) and Individual Support Services (88 
clients), thus providing a choice of pathway options for 
completing and exiting AMEP students. 

Pre-accredited training addresses the needs of adults who have experienced barriers to education in the past. 
It provides a stepping stone into future training and employment. During the reporting period, AMES Australia 
delivered over 178,445 hours of pre-accredited training funded by the Victorian Government through the ACFE 
Board to 4,079 clients.

Courses were generally short, less than 10 weeks and included targeted skills development such as digital 
literacy or English grammar. The diversity of clients and client groups seeking AMES Australia’s education services 

AMES Australia provides a number of programs 
integrating English language and foundation skills 
development with vocational content to assist people 
to reach their employment goals as quickly as possible. 
In many cases, practical work experience placements 
are a critical component of employment focussed 
programs such as Work Skills at AMES Australia. 

in early 2017 to award its face to face delivery in 
metropolitan Melbourne to a TAFE consortium and a 
privately-owned community-based group, and the 
national Distance Learning contract to NSW TAFE. 
AMES Australia was awarded regional AMEP contracts 
in Gippsland, Goulburn Murray, South Coast of Victoria 
and Wimmera Mallee. AMES Australia continue to 
provide its regional subcontractors with program 
support and contract management for their delivery. 

In 2017–18 there were 475 AMEP clients with nearly 70% 
located in the Goulburn Murray. There were 61,288 
student contact hours for the reporting period.

Programs are available for refugees and migrants 
ranging from those seeking entry level skills 
development and language support, to overseas 
qualified professionals. AMES Australia aligns its 
services with the requirements of employers and 
industries that have employment opportunities and 
entry level jobs for new arrivals.

Student Contact Hours

Vocational Completion Rates

Foundation 
Skills

Non - 
Foundation 

Skills
Total Hours

2017–18 725,753 192,634 918,387

Certificate 
Completion Rate

Course  
Completion Rate

2017–18 93% 94%
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Skills for Education and Employment (SEE) 

Youth Services 

AMES Australia remained a significant provider of 
the Department of Education and Training’s Skills for 
Education and Employment (SEE) program, winning 
contracts in five of eight contract regions in Victoria: 
Inner Metropolitan Melbourne, South East Melbourne 
and Peninsula, Goulburn Murray, South Coast of 
Victoria and Wimmera Mallee. The program provides 
language, literacy and numeracy skills development 
to assist Centrelink registered job seekers improve 
access to work opportunities by improving their 
core skills. SEE provide further synergy with the AMES 
Australia jobactive Consortium and others, from where 
clients were referred.

AMES Australia partnered with a number of Registered 
Training Organisations for delivery of services under 
the SEE contract. In the Inner Metro region AMES 
Australia has continued its partnership with Carlton 
Neighbourhood Learning Centre, Carringbush Adult 
Education and commenced its cooperation with 
new providers Wingate Ave Community Centre 
and SkillsPlus (both Inner Metro and South East 
and Peninsula). In regional Victoria AMES Australia 
delivered through Goulburn Ovens Institute of TAFE 
and Wodonga TAFE in the Goulburn Murray region 
and South West Institute of TAFE and Diversitat in the 
South Coast of Victoria region. 

In the reporting period the AMES Australia SEE 
Consortium delivered training to 876 clients. 97% of 
clients who commenced training achieved learning 
outcomes as measured by the Australian Core Skills 
Framework (ACSF). 

Aside from clients completing the Certificate III in 
Early Childhood Education and Care and Certificate 
III in Individual Support (Aged Care), some clients 
also achieved additional vocational competencies 
focussing on practical work skills in aged care, 
customer service, hospitality and occupational health 
and safety.

AMES Australia amalgamated all youth funded programs in January 2018 to deliver highly effective  
youth engagement, education and employment programs across metropolitan Melbourne.

Reconnect

Reconnect programs funded through the Department of Education and Training, were delivered in Hume, 
Greater Dandenong, Wyndham, Maribyrnong, Brimbank and Maroondah, Victoria. Reconnect is a voluntary 
individualised program that supports and empowers young disadvantaged adults (aged 17–25) to overcome 
barriers preventing them from accessing education and/or employment. A strengths-based youth centric and 
skill-appropriate academic curriculum is delivered one-on-one or in small groups.

has required an agile and flexible response, possible through pre-accredited delivery. Newly arrived women 
with young school-aged children as an example have found an avenue to learning through classes established 
by AMES Australia at their child’s school. Others have found classes located near shopping centres or at 
community centres to be an appropriate first step for them.

A significant proportion of students in Education programs at AMES Australia were also Employment clients 
under the jobactive consortium. In recognition of this synergy, programs driving employability skills and 
vocational goals were developed and provided to shared clients, predominantly using pre-accredited hours. 

Eight Government endorsed Job Ready Job Willing programs were delivered in the west and north of Melbourne 
during the 2017 six-month period.

937 attended the ACFE funded, client-tailored and job focussed 3 Steps programs, encompassing pathway 
planning and resume and interview skills classes. They also included basic computer literacy and how to 
navigate the mygov website classes. Classes were delivered across metropolitan Melbourne to AMES Australia 
jobactive clients. 

ACFE Board Innovation Funds ($78,114) were secured to develop, trial and identify the features which make a 
successful job club for participants. The model is now shared across the Learn Local sector. 

Student Contact Hours

Vocational Completion Rates

Total Hours
2017–18  267,415

Certificate 
Completion Rate

Course  
Completion Rate

2017–18 78% 89%

Preparatory and Transition to Employment Services
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New Programs and Initiatives 

The start of the 2017–2018 financial year marked the beginning of new programs and initiatives by the federal and 
state governments to help support new comers to Australia transition to work. Pilot programs such as the Career 
Pathways for Humanitarian Entrants (CPP), the Asylum Seeker Language and Literacy program (ASLLP) and the 
Asylum Seeker VET Learning Plan (ASLP) were delivered by AMES Australia.

Career Pathways Pilot for Humanitarian Entrants 

The Career Pathways Pilot for Humanitarian Entrants 
is a federal government initiative which aims to 
support skilled refugees develop their career goals 
and pathways, to gain employment that utilises their 
overseas skills, experience and qualifications.

To date, 187 participants have registered for the pilot. 
Majority of them come from Iraq and Syria (88%) and 
are mainly health professionals or engineers, trades 
and IT specialists.

Of the 61 health professionals supported in the 
pilot, seven medical doctors have gained partial 
registration in Australia and are awaiting supervised 
employment in hospitals around Australia.

Since the start of the program, 37 clients (20%) have 
found paid employment in their areas of skills and 
qualifications. A further 69 clients (37%) are engaged 
in further study and exam preparation courses which 
assist them in their journey towards their skills or 
qualifications recognition in Australia. The remainder 
are actively looking for work and/or volunteering or 
completing their AMEP hours.

The Asylum Seeker Language and Literacy 
Program (ASLLP) 

The Asylum Seeker Language and Literacy Program 
(ASLLP) is a new initiative by the Victorian Department 
of Education and Training that aims to provide pre-
accredited language and literacy programs that meet 
the specific needs of asylum seekers enabling further 
education and employment opportunities.

Asylum seekers with the following visa subclasses are 
eligible: Bridging Visa E, Safe Haven Visa, Temporary 
Protection Visa and victims of human trafficking. 
Eligible clients are entitled to 100 hours of English 
language tuition. AMES Australia is funded to support 
up to 500 clients until June 2019.

Over 200 clients have accessed the program with the 
majority of clients coming from Iran and Afghanistan. 
Many are working part time and attending classes in 
the evening to improve their English language and 
literacy skills, to maintain their job or to find a better job.

Asylum Seeker VET Learning Plan 

The Asylum Seeker VET Learning Plan is a new initiative 
by the Victorian Department of Education and 
Training which aims to support asylum seekers and 
refugees who have temporary residence in Victoria 
to develop a learning plan that is suitable to their skills 
and employment aspirations. 

AMES Australia is contracted to deliver to 250 clients. 
To date a total of 216 clients have been serviced. The 
program will end in April 2019. The profile of this client 
group is similar to that of the Asylum Seeker Language 
and Literacy Training.

In 2017–18 AMES Australia supported 58 CALD and Indigenous young adults to reengage back into full time 
employment, including 16 youth who returned to full time education. 

Engage! 

Engage! program is funded by the Department of Human Services and delivered in South East, Inner East and 
West Metropolitan regions of Melbourne. The program supports and creates opportunities for young people to 
have a greater connection to and active participation in their local community to build their skills and knowledge. 

It provides opportunities for young people in various settings, including Leadership Training, D2E (Driving to 
Employment Program), Youth Camp, Youth Committee, Digital Inclusion program, exposure to trades and 
industries, Social Connection programs and Health and Wellbeing programs. 

AMES Australia is currently engaged with over 400 young people. 

Preparatory and Transition to Employment Services

9  |  AMES Australia Annual Report 2017–2018



Skilled Professional Migrants Program (SPMP)

The Skilled Professional Migrants Program is a four-
week intensive program that assists migrants with 
professional qualifications to develop job search skills 
in Australia. These include the preparation of resumes 
and job applications, interview skills and networking. 
The program also aims to develop participants’ 
understanding of the Australian job market and 
workplace culture. During the course, participants 
receive feedback from corporate volunteers and, 
after completing the course, may be mentored by 
industry professionals who provide ongoing support 
and advice during their job search. Past participants 
can also join an SPMP alumni group that facilitates 
networking and information exchange. 

A study has found that employment situations for 
participants after SPMP had significantly improved. 
Not long after attending the program, 89% of the 
participants found work, and of this group 64% were in 
a professional position.

During this reporting period, 180 clients participated in 
the program. 

Working the Australian Way

Working the Australian Way is a two-day workshop 
designed to assist professionally qualified migrants 
connect with leading Australian companies. The 
objective of the workshop is to help migrants to be 
well prepared for jobs that use their expertise and 
experience. 

Around 73% of participants started a new job within 
three months after the workshop and two thirds were 
in jobs that fully or partially match their background.

During this reporting period, 51 clients participated in 
the program.

Intensive IELTS Preparation Course

The Intensive IELTS Preparation Course is designed for 
people intending to sit the Academic International 
English Language Testing System (IELTS) Test to study 
at a university, to gain recognition of overseas 
qualifications in Australia, for visa purposes or to have 
proof of a high level of English. A number of engineers 
and professionals in the Career Pathways Pilot 
participated in the program. 

During this reporting period, 81 clients participated in 
the program.

Occupational English Test (OET) Test  
Preparation Course 

The Occupational English Test (OET) - Test Preparation 
Course is designed for health professionals (doctors, 
nurses, dentists, pharmacists, physiotherapists, etc.) 
with overseas qualifications intending to sit the OET 
exam to get recognition of overseas qualifications 
and meet the requirements of APHRA (Australian 
Health Practitioner Regulation Agency). 

The course was delivered fully fee for service in Term 1 
2018 to address the need of health professionals in  
the Career Pathways Pilot Program preparing to sit  
the Occupational English Test.

To date, 51 clients have participated in the program. 

Preparatory and Transition to Employment Services

AMES Australia Annual Report 2017–2018  |  10



Employment Services

Sustainable employment breaks the cycle of economic dependence and contributes to the health  
and wellbeing of individuals and their families. AMES Australia works with both jobseekers and employers  
to assist jobseekers develop work-readiness and match them with work force opportunities.

jobactive 

Integrated Services

AMES Australia delivers employment services under 
the Australian Government’s jobactive program.  
AMES Australia provides services in all five contract 
regions across metropolitan Melbourne through a 
consortium arrangement with ECHO Australia,  
SkillsPlus and Wesley Employment Services.

AMES Australia has 18 locations in metropolitan 
Melbourne: Box Hill, Broadmeadows, Coburg, 
Dandenong, Footscray, Glenroy, Preston, Springvale, 
St Albans, Sunbury, Sunshine, Craigieburn, Epping, 
Melbourne CBD, Melton, Noble Park, Werribee and 
Oakleigh. Outreach services are available at Bacchus 
Marsh, Gisborne, Whittlesea and Kinglake.

Consortium partners provide services in Cranbourne, 
Greensborough, Lilydale, Narre Warren, Ringwood, 
Wantirna, Prahran, Frankston, Rosebud, Pakenham, 
Mornington, Hastings, Cheltenham, Heidelberg, 
Flemington and Fitzroy. AMES Australia also provides 
employment services in Western Sydney as a jobactive 
subcontractor for WISE Employment in Liverpool, 
Cabramatta, Auburn and Bankstown.

AMES Australia piloted a number of initiatives across 
the organisation to provide an integrated approach 
to service provision for job seekers:

• Specific training for job seekers on the “myGov” 
website/app to help job seekers interact with 
this service and in preparation for the roll out of 
the Department of Jobs and Small Business new 
Targeted Compliance Framework from 1 July 2018. 
This required job seekers to take greater personal 
responsibility in reporting attendance at activities 
and programs in which they participated.

• Delivery of new initiatives for job seekers, through 
Education-based ACFE short programs, such as 3 
Steps, Job Facts, Preparation for a Forklift Licence, 
and Preparation for a White Card. A focus on 
developing closer relationships with employers has 
led to a better understanding of skills requirements 
and job opportunities in regions. These short courses 
have gone through a long developmental and 
promotional phase including the evaluation of 
various pilots to be ready for broad-scale launch.

AMES Australia has sought to expand its successful 
practice by supporting job seekers to relocate to 
regional areas within Victoria and interstate to take up 
employment opportunities and meet the labour needs 
of regional Australia. We continue to supply labour 
for companies stretching from Nhill and Cobram in 
Northern and Western Victoria and into locations in 
Queensland and NSW such as Wagga Wagga.

During 2017–18, jobactive services were provided to 
approximately 34,249 job seekers with 6,545 newly 
commenced. 8,832 job placements were achieved 
across Victoria and NSW.

In addition, 1,763 job seekers participated in ‘Work 
for the Dole’ activities relevant to their employment 
pathways. Appropriate activity places which provided 
a meaningful, stable and safe environment for 
participants to fulfil their Annual Activity Requirements 
(AAR) were made available.

•  A network of employers in regional locations 
such as Nhill, Cobram, Naracoorte and Wagga 
Wagga has resulted in numerous vacancies that 
we have been able to fill e.g. The Meat Processors 
Group which is one of Australia’s leading food 
industry recruitment businesses. We have also 
engaged with Victorian SRSS and HSP clients to 
provide sustainable employment and relocation 
opportunities in NSW and Queensland.

• Through the successful tender for Reconnect 
2, AMES Australia jobactive clients have been 
linked into alternate Youth Services. Through its 
Reconnect Program, AMES Australia provides 
support for jobactive youth that are disengaged 
by helping them to explore pathways back into 
training or further study. This partnership is helping 
young jobactive clients to stabilise their living 
situation and improve their level of engagement 
with family, work, education, training and their 
local community.
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Partnerships

Employer Engagement

Quality Assurance

AMES Australia continues to actively seek partnerships 
and collaborations that will increase opportunities for 
our job seekers: 

• The Activate Employment Program, a joint initiative 
between AMES Australia and Juno Consulting, 
continued with programs, delivered at Flagstaff, 
Broadmeadows, Epping, Preston, Box Hill, St Albans, 
Glenroy and Oakleigh. This program is designed for 
job seekers with multiple barriers to employment. 
Evaluation continues to show that approximately 
58% of participants have been successful in 
securing employment across 15 different programs. 

• Through the Department of Jobs and Small 
Business’ PaTH (Prepare, Trial, Hire) Program, 
relationships were maintained with organisations 
such as Kangan TAFE, Melbourne Polytechnic 
and AGA to deliver 2 blocks of Employability 
Skills Training with the aim to convert job seekers 
to internships and then to Employment. In the 
South East region of Melbourne, AMES Australia 
has sourced internships at a number of Subway 
Australia Restaurants. 

• A strong connection was developed with SERCO 
Australia, a recruitment provider which is one of the 
world’s largest providers of public services to various 
Government Departments. The process involves 
pre-screening and pre-employment training before 
the job seeker commences into paid employment. 
Over 40 AMES Australia clients have been 
successfully placed through this relationship. 

AMES Australia continued to expand relationships 
with its existing employer base, and to engage 
with a wide variety of organisations including 
small, medium and large businesses to ensure job 
seekers had opportunities across a larger spread of 
the labour market. In July 2017, 16 new Industry and 
Client Managers were introduced to research, create, 
maintain and drive industry specific relationship with 
Employers, Hosts (WFD and PaTH), Registered Training 
Organisations and different employer groups. Through 
these relationships labour market information is gained 
to broaden employment opportunities through 
referrals, placements and outcomes as well as setting 
best practice in employer relationship management.

AMES Australia Consortium participated in a Department of Jobs and Small Business Quality Assurance 
Framework (QAF) Audit. Based on the review of the organisation’s Quality Reports and information provided, 
the Department confirmed that assurance activities and internal controls are in place to support continued 
certification against the QAF.

The Department acknowledged the work that AMES Australia Consortium has undertaken to maintain 
certification and was pleased to confirm continued QAF Certification through to 2020. 

• A State-Based Consortium Employment opportunity 
and partnership with Traffic Diversions Group Pty Ltd 
(TDG), a leading provider of traffic management 
services in Melbourne including key infrastructure 
projects such as including the M80 Upgrade, the 
M1 Upgrade, the Sugarloaf Pipeline Project, the 
Melbourne Main Sewer Replacement, Eastlink, 
VicRoads and the Westgate Tunnel, has provided 
multiple opportunities for job seeker employment.

• Toyota Redundant Workers Expo – The Department 
of Jobs and Small business held an expo style event 
for Ex-Toyota employees who had been made 
redundant. In conjunction with the Department, 
AMES Australia attended to showcase our services 
to these redundant workers so that they could 
access jobactive services within the required 6 
months of being made redundant. Roughly 160 ex 
Toyota workers expressed an interest in jobactive 
services to support them in their journey of finding 
new employment. 27 of these redundant workers 
recently joined an AMES Australia site for support.

• AMES Australia has worked closely with Pure 
Insights, an international counselling service. This 
collaboration has seen both job seekers (and 
jobactive staff) supported through the provision 
of quality employment-focused counselling, 
training, coaching and vocational assessments 
for job seekers to gain pathways to successful and 
sustainable employment.

Employers who provided multiple sustainable 
employment opportunities for AMES Australia 
clients include; JBS, GJK Facility Services, Cabin 
Services Australia, AFL Sportsready, TOLL Group and 
Ausfresh. Job seekers gained employment in a wide 
range of industry sectors including Administrative & 
Support Services, Aged Care, Arts and Recreation 
Services, Construction, Early Childhood and Care, 
Education & Training, Financial & Insurance Services, 
Healthcare & Social Assistance, Information, Media & 
Telecommunications, Manufacturing, Professional & 
Technical Services, Public Administration & Safety, Retail 
Trade, Accommodation and Food Services, Transport, 
Postal & Warehousing and the Wholesale Trade. 

Employment Services
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Services for People Seeking Asylum

Status Resolution Support Services

In January 2015, AMES Australia commenced delivery of Status Resolution Support Services (SRSS) to asylum 
seekers who are waiting for the outcome of their protection visa application.

Clients are provided with coordinated, integrated, needs-based support to assist them access relevant services 
through a Case Worker. This includes contacting clients for regular welfare checks, referring them to relevant 
health and mental health services, assisting new arrivals to find suitable housing, and connecting them with 
employment and social engagement opportunities. Financial assistance for SRSS clients is facilitated through 
the Department of Human Services.

In January 2018 the Department of Home Affairs announced that AMES Australia would continue to be 
contracted for a further 2 years to deliver SRSS.

Policy changes continued to impact recipients in 2017–2018. The Department announced that recipients who 
had sent and/or received money from overseas or domestically and clients who were studying full time, would 
no longer be eligible for the program. The Department also commenced issuing Final Departure Bridging Visas 
for Regional Processing Country recipients, exiting them into the community.

On 8 February 2018 the Minister approved the revised Status Resolution Support Service (SRSS) program design. 
The redesign of the program commenced on the 1 May 2018. The program offered targeted, needs-based 
support to those who are unable to support themselves while resolving their immigration status. The principles  
of the SRSS redesign were:

• SRSS is not a welfare program for non-residents

• Services should focus on status resolution outcomes – grant of a substantive visa or departure

• Clients on a Bridging visa E (BVE) with work rights are expected to work to support themselves and their families

• People found to have adequate income/assets (off or on-shore) will not receive support services

• Eligibility will be regularly re-assessed (at a minimum every 12 months)

The tightening of the eligibility criteria for asylum seekers seeking SRSS support, resulted in a large number  
of SRSS recipients exiting the program.

In response to these changes the AMES Australia Settlement team is working closely with AMES Australia 
Employment team and a range of external agencies to fast track asylum seekers into employment. These 
partnerships have yielded positive results, with a number of placements into full time work, and an ongoing 
project with a large rural business to provide jobs and resettle asylum seekers in Wagga Wagga and other 
regional locations.

AMES Australia will continue to work closely with other services and make referrals to ensure that asylum seekers 
are well connected to health and mental health services, housing and employment support post-exit.

During the reporting period there were 4,491 SRSS clients (Consortium). AMES Australia manages SRSS contract 
delivery in Victoria with a number of partners and subcontractors:

Victoria wide

• Redback Settlement Services

Melbourne 

• MiCare

• Spectrum Migrant Resource Centre Inc.

• South East Community Links (SECL)

Regional Victoria 

• Geelong Ethnic Communities Council Inc. (Diversitat)

• Mallee Family Care

• Sunraysia Mallee Ethnic Communities Council Inc.

• Uniting Care (Victoria and Tasmania) Limited (via the Uniting Kildonan & Barwon Cluster)
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Social Participation and Community Engagement

Social inclusion creates an environment conducive to successful settlement. AMES Australia seeks to facilitate 
opportunities for new arrivals to participate in community life and form strong social bonds with their cultural 
groups as well as the community at large.

Community Development

Prevention of Violence Against Women (PVAW)

Social Enterprises

To maintain a strong dialogue with our client 
communities, AMES Australia undertakes a series 
of consultations to gain feedback on a range of 
issues impacting on the settlement of our clients. The 
information received provides an opportunity for 
AMES Australia to develop new initiatives responding 
directly to client needs and to strengthen our service 
provision. Consultations also provide an opportunity to 
link new and emerging communities with each other 
and with mainstream service providers. 

Since 2016 AMES Australia has been in receipt of 
funding from the Department of Social Services, 
VicHealth, Our Watch, and the Victorian government 
to design and implement a pilot prevention of 
violence against women program to Victoria’s  
CALD communities. 

AMES Australia’s PVAW program has included 
advocating for the special circumstances of 
CALD women on key advisory boards and working 
collaboratively with mainstream specialist family 
violence services to build a CALD focus. A new 
Leadership Course was launched to equip emerging 
leaders of CALD communities with the knowledge and 
skills necessary to lead actions to prevent violence in 
their own linguistic and cultural communities, as well 
as the broader diverse Australian society. 

For more than 14 years AMES Australia social 
enterprises have provided new arrivals with an 
opportunity to gain skills and experiences that 
open opportunities to participate in the Australian 
community or start a small business. 

In 2017–18 the Sorghum Sister African Catering 
and Training Social Enterprise focused on the 
organisational strategic priority to improve the 
economic inclusion of CALD women. In the first half 
of the year the Women and Work program provided 
contextualised training, work experience and social 
connection for new arrivals from refugee and migrant 
backgrounds. The program commenced with three 

During 2017–18 the Social Participation Unit held 
four central consultations and five ethno-specific 
consultations. The consultations focused on 
employment, small business and the Community 
Support Program.

Our partnership with Parks Victoria continues to 
strengthen and has resulted in the expansion of the 
Werribee Gardens Project (Beyond Boundaries) to 
include the Somali and South Sudanese communities 
living in and around Wyndham.

The first course was successfully completed on 
24 August 2017, graduating 37 participants who 
produced a series of five postcards with prevention 
messages. Participants have since gone on to take 
various actions to raise awareness in their own spheres 
of influence. The Leadership Course was evaluated 
and revised, and a second course was held between 
April and June 2018, graduating 28 more community 
leaders from diverse backgrounds. Together, these 
form a vital community of graduates from more than 
30 different language groups who will continue to 
impact their cultural and linguistic communities.

groups in Hoppers Crossing and a further three groups 
in Kensington totalling 90 participants. The program 
was designed based on the input of a series of 
community consultations with CALD women and their 
aspirations to either find work, progress to accredited 
training or start their own business. In the second 
half of the year, two of the six groups were keen 
to explore small business. Training was adjusted to 
incorporate small business skill development and one 
group has registered a Business name “Raise Made”, 
developing saleable products and identifying market 
opportunities. The other group is using the point of sale 
at Sorghum Sisters to contextualise their learning. 
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International 

Over the past 10 years, Dr Melika Sheikh-Eldin has represented AMES Australia on the Refugee Council of Australia 
Board of Management as an organisational member, ensuring the voice of our humanitarian client group is heard 
at the National and International levels. During this time AMES Australia presented and participated actively in the 
different UNHCR annual consultations (ExCom, NGO & Annual Tripartite). 

AMES Australia participated in the Global Compact of Refugees (GCR) and attended the 5 thematic sessions in 
September and December 2017 and a sixth session in June 2018. Dr Sheikh-Eldin was invited to present on AMES 
Australia’s community development program at the Annual Tripartite Consultations on Resettlement (ATCR) 2018 
in recognition of our leadership in refugee settlement and capacity building initiatives. Further, in collaboration 
with the University of NSW, Melika was part of the gender audit team that produced a comprehensive report on 
gender equality which will be included in the final resolution of the GCR. As a refugee herself, Melika’s attendance 
and valued contribution to the inaugural Global Summit of refugees has underscored the impact of refugee 
empowerment and self-representation. As a result, AMES Australia has received commendations from the UNHCR. 

The Volunteer and Community Development Unit hosted two Settlement Workers from Nauru for a 4-week period in 
June 2018. The Nauruan workers were here to learn about the Humanitarian Settlement Program and the range of 
AMES Australia’s community capacity building initiatives. The workers met with AMES Australia staff from across the 
portfolio and visited a number of projects including ‘Beyond Boundaries’ and ‘Sorghum Sisters’. The workers were 
inspired by what they saw here in Melbourne and were keen to look at developing initiatives in Nauru. 

Volunteer Workforce Data

Program 2017–18 2016–17
Volunteer Tutor Program (VTP) and other Education roles 0 2,376*

Classroom Volunteers 316 0

HSS and SRSS 170 273

Professional and Youth Mentor Programs 135 126

Multicultural Hub 52 127

Job Ready Mentor 33 0+

Office and Admin 9 0

Total 715 2,902

Volunteering at AMES Australia takes place across 
multiple program areas and covers a range of roles 
including settlement orientation, English language 
classroom support employment preparation and 
professional mentoring. Volunteering provides 
important opportunities for our clients, and our 
organisation, to engage with the broader community.

The Volunteer Management Unit (VMU) is responsible 
for supporting the volunteering activity throughout 
the organisation by providing strategic direction 
streamlining volunteer management practices and 
identifying new volunteer initiatives.

During the reporting period 715 volunteers worked with 
AMES Australia clients. Despite the loss of the AMEP, a 
significant number of Volunteer Tutors remained active 
supporting students in the classroom. 170 volunteers 
worked in the Settlement and Asylum Seekers 
programs assisting clients with orientation to the new 
country, supporting clients to attend appointments. 
New volunteer opportunities arose including child 
minding and material aid driver. 

The Skilled Professional Mentor continues to have 
strong involvement from Corporates such as Jacobs 
and NBN. 

19 Youth Mentors were recruited and trained to 
support young people who are disengaged from 
education and employment. 

The Multicultural Hub is supported by volunteers in both 
the delivery of free programs as well as administration. 
The Hub attracts volunteers who are newly arrived 
skilled migrants and provides valuable work 
experience as a pathway to their first job in Australia. 

The Job Ready Mentor Program was piloted in 2016–17 
and proved very beneficial to support job seekers. As 
a result, in 2017–18 the program was extended with 
33 Mentors working at various centres assisting with 
job searching techniques, including developing and 
reviewing resumes and building confidence with 
interview skills. 

Women make up 63% of AMES Australia volunteer 
workforce and men at 37%. This represents a 12% 
increase in the proportion of men involved over the 
previous reporting period. Volunteers’ ages range 
from university students (18–24 years old) to retirees 
in their 70s; the average age of an AMES Australia 
volunteer is around 50 years. 61% of AMES Australia 
volunteers were born outside Australia. 

Social Participation and Community Engagement

Volunteering 

* VTP was part of the AMEP delivery, which ceased at end of June 2017. The Volunteer Tutor role was changed to Classroom Volunteers in 2017–18.  
+ Job Ready Mentor piloted in 2017–18
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Multicultural Hub and Drill Hall

The Multicultural Hub (Hub) and Drill Hall are operated in partnership with the City of Melbourne and located in the 
Melbourne CBD opposite the Queen Victoria Market. These facilities provide opportunities for a broad range of people, 
including migrants and refugees from new and emerging communities, international students, senior migrants 
and faith-based organisations to participate in a range of community-based education and social activities.

During the 2017–18 reporting period:

• 113,531 visitors to the Hub were from multicultural backgrounds

• 5,812 events were held at the Hub

• 250 people participated in the Hub’s free activities: English conversation, Job Club, Reading and Talking 
Circles classes

• 19 corporate volunteers from Clayton Utz supported Talking Circles, a program focussing on work related 
conversation

• The Drill Hall hosted 226 events with a total of 33,763 people in attendance

The Multicultural Hub volunteering program provides short term placements enabling many new migrants to 
gain their first opportunity of Australian work experience before moving on to paid employment. The Hub hosted 
52 volunteers. 24 out of 52 have successfully transitioned to either part-time or full-time employment.

Throughout 2017–18 clients attending free courses were surveyed in relation to their experience visiting the 
Multicultural Hub. Results below indicated that the Hub continues to support the social participation of newly 
arrived migrants, refugees and international students by providing opportunities for people to meet & connect 
with the community.

• 100% reported that they had met people from other cultures at the Multicultural Hub

• 95% reported that they had made new friends

• 93% reported that they had learnt new skills

• 93% reported that they were now more confident coming to the city

• 91% felt they were free to express their faith and culture at the Hub

• 95% of clients rated service as very good or excellent
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Research and evaluation projects are undertaken by the Research and Policy Unit in collaboration with staff in 
service delivery areas. Projects allow AMES Australia to document and analyse successful practice and contribute 
to the evidence base required for dialogue with key stakeholders and government. AMES Australia Research Ethics 
Policy ensures that all research is conducted in accordance with values and principles of the National Statement 
on Ethical Conduct in Human Research (National Health and Medical Research Council 2007). 

Research Projects

Research and Policy

A mentor program for skilled migrants in Australia

This research investigated and reported on professional 
mentoring in AMES Australia’s Skilled Professional 
Migrant Program (SPMP) from the perspective of a 
mentor assisting newly arrived migrants to secure work in 
Australia commensurate with their experience and skills.

The project also explored the reciprocal benefits 
of mentoring, and the ways in which mentoring 
contributed to self-actualisation for mentors.

A sample of mentors (eight) and mentees (four) from 
twelve mentor-mentee partnerships were interviewed 
one to two years after being matched through the SPMP 
mentoring program. The mentors and mentees came 
from a variety of different professional backgrounds.

Interviews were qualitative and semi-structured and 
designed to explore the mentoring experience from the 
mentors and mentees’ individual perspectives. Overall 
the research found that:

• Mentees reported that their personal and 
professional development skills were significantly 
improved through guidance from their mentor.

• Mentors reported that their involvement in the 

Regional Futures is the product of a research 
collaboration between AMES Australia and Deloitte 
Access Economics and focuses on the resettlement of 
Karen refugees in Bendigo (population 110,479). 

This study nearing completion in June 2018 is part of 
a program focusing on regional and rural settlement 
and is a companion report to Small towns Big returns, 
a study of settlement in a much smaller rural economy 
(Nhill, with a population of 2,278). These companion 
studies provide an analysis of the social and 
economic impacts of refugee resettlement on these 
locations over time, and the factors contributing to 
the success of the settlement of the Karen in two very 
different regional contexts. 

• For Bendigo the Karen resettlement has 
progressively contributed to a more ethnically 
diverse city, impacting many aspects of Bendigo 
society, including an increase in social capital.

program broadened their own knowledge base, 
culturally or professionally, in a way that could not 
be achieved through professional practice.

• At the time of the interview, all mentees involved 
were successful in securing a job commensurate 
with their skills and experience.

Recommendations from the research are:

• Recognition of, and investment in, programs like the 
SPMP Mentoring Program as an effective means of 
improving migrant inclusion in the workforce and 
ensuring that their skills are maximised.

• Recruitment and engagement of employers and 
other key stakeholders with professional mentoring 
programs to help skilled migrants find a job in their 
professional field. This will also help strengthen 
future mentor-mentee matching.

• As securing employment is a high priority for many 
new arrivals and a key indicator of successful 
settlement, features of the SPMP Mentoring Program 
could be offered to newly arrived refugees, migrants 
and asylum seekers, in addition to skilled professionals.

• The Karen are experiencing different levels and 
types of employment; improved standards of living, 
including home ownership; greater opportunities 
and career pathways for young people. 

• Economic modelling analysis undertaken by 
Deloitte Access Economics indicates the scale of 
the economic impact. In net present value terms 
(NPV) over a 10-year period, the total economic 
impact from the regional settlement of the Karen 
population on the Bendigo economy is estimated 
to have been $67.1 million. 

The research identified a number of overarching 
factors that have contributed to the successful 
resettlement of a refugee community in a regional 
city, and which contributed to our collective 
understanding of what makes settlement work and of 
the benefits that can accrue.

• Employment: jobs available for the new settlers

Regional Futures: the economic and social impact of the Karen resettlement in Bendigo
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AMES Australia has commenced analysis to enable 
reporting of its social impact. A number of outcome 
measures have been identified in each of the four 
broad areas of service provision (i) initial settlement 
services (ii) English language and vocational training 
(iii) employment programs and services and (iv) social 
participation programs. These align with the four 
domains in AMES Australia’s Economic and Social 
Participation Framework and will be reported in 
quantitative and qualitative terms.

Quantitative outcomes data will focus on the short  
to medium term outcomes where AMES Australia  
has the capacity to have a direct impact through 
service delivery. 

AMES Australia partnered with the University of 
Technology Sydney (UTS) led Australia Research 
Council (ARC) project that aims to investigate the 
employment and educational experiences and 
settlement outcomes of Australia’s intake of Syrian 
conflict region refugee families, via fieldwork in NSW, 
Victoria and Queensland over a three-year period 
(July 2017–June 2020). The Australian experience will 
be compared with Syrian conflict region refugee 
families in Germany, Sweden, Finland, Canada and 
New Zealand.

AMES Australia has contributed to the Victorian 
data gathering by interviewing families using Arabic 

The program funded in the 2016–17 Victorian State 
Budget over four years, saw the co-location of three 
experienced Refugee Health Nurses in Settlement 
Health Coordinator (SHC) roles with AMES Australia 
settlement staff at Dallas and Sunshine, Victoria. 

In 2016–2017 AMES Australia commenced evaluation 
of the project and, in November 2017, produced an 
Interim Report covering the early implementation of 
the project.

Critical success factors noted in the Interim Report 
included:

• Recognised innovative co-designed service model

• Structured support from all stakeholders, including a 
strong partnership model

• Key function of the State-Wide Facilitator Refugee 
Health Program role

• Accommodation: affordable, available and 
adequate for families

• Leadership: in both the host and settling 
communities

• Pathways: education and career pathways for 
young people

Qualitative data will be used to augment the 
quantitative approach and will progressively 
include case studies, reports from focus groups and 
evaluations of AMES Australia’s services, where these 
are being undertaken, to evidence impact. 

The first report for 2017–18 was presented at the Board 
meeting in August 2018. This new area of reporting will 
continue to be developed to progressively increase 
capacity to assess impact effectively.

speaking multilingual research assistants, managed 
by Research and Policy Unit staff. 

Department of Social Services has approved access 
to the clients and UTS has approved AMES Australia’s 
use of the data collected in Victoria for internal 
research purposes. It is expected that the findings will 
assist AMES Australia to better understand barriers to 
successful settlement for the Syrian-conflict refugee 
cohort, as well as to identify better practice initiatives 
for local service providers, schools and communities 
into which these families have recently settled.

• Recruitment and selection of SHCs

• Skills and attributes of SHCs

• Co-location with Settlement Services

• Positive and tangible early impacts

The continuation of the evaluation in 2017–2018 links to 
the Settlement Health Coordinators 2018 Plan and will:

• Document the impact of the SHC program, including 
the impact/benefit of the project for Refugee Health 
Programs at Community Health Centres

• Show additional impacts beyond the original 
aim of ‘improved quality of referrals’, for example 
improved access for refugees to a broad range of 
related health and welfare services

• Report on innovative practice 

• Responsive services: support available for all 
members of the settling community

• Natural advantage of regional centres: good 
lifestyle and a safe place to raise a family 

Social Impact Reporting

Settlement Outcomes of Syrian-conflict Refugee Families in Australia

Evaluation of the Settlement Health Coordinators program

Research and Policy
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Research and Other Relationships with External Agencies 

Monash University and Southern Academic Primary Care Research Unit (SAPCRU)

AMES Australia continued a three-year partnership with Monash University in a National Health and Medical 
Research Council (NHMRC) Grant commenced in 2016. 

Submissions and Policy Responses

AMES Australia made two formal submissions in response to government discussion papers during the reporting 
period. Where appropriate AMES Australia sought input from operations areas and client communities in 
preparing these submissions. 

Conferences and Presentations 

AMES Australia Chief Executive Officer, Chief Operating Officer, General Managers and staff members made 
presentations at a number of national conferences and forums. 

Submission Date
Response to Discussion Paper: Managing Australia’s Migrant Intake,  
Department of Home Affairs

February 2018

Response to Discussion Paper: Australia’s Humanitarian Program 2018–19,  
Department of Home Affairs 

March 2018

Conference / Forum Date
ACFE Board Planning Workshop, Melbourne July 2017

2nd National Advancing Community Cohesion Conference, Sydney November 2017

Department of Premier and Cabinet Victoria (DPC) Knowledge Sharing Seminar, Melbourne November 2017

UNHCR Global Compact on Refugees:  
Thematic consultation 4, Local Solutions, Geneva

November 2017

UNHCR Global Compact on Refugees: Gender equality, Geneva December 2017

UTS Public Seminar on International Response to Syrian-conflict Refugee Settlement, Sydney March 2018

UNHCR Global Compact Workshop, Sydney May 2018

ECCV 2018 State Conference – Workplace rEvolution – Blueprints for a Diverse Tomorrow, 
Melbourne

May 2018

National Volunteering Conference, Sydney June 2018

UNHCR Annual Consultation, Geneva June 2018

Research and Policy
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Corporate Support
AMES Australia services and programs are supported by the following Corporate Support areas.

Corporate Governance

Finance, Strategic Sourcing and Administration

Marketing and Communications

Information Technology

Corporate Governance assists the organisation in 
accomplishing its objectives by bringing a systematic 
and disciplined approach to evaluate and improve 
the effectiveness of governance, risk management, 
compliance and internal control activity.

The area manages processes in relation to:

• Internal audit function

• ISO 9001 Quality Management System

• Risk Management, Crisis Management and  
Business Continuity

• Corporate monitoring and reporting of compliance

• Fraud, corruption and other losses

• Freedom of Information, Privacy and Protected 
Disclosure

Corporate Governance provides advice and support 
to the AMES Australia Board, the Finance, Audit and Risk 
Management Committee, the Investment Committee 
and the Appointments, Remuneration and Governance 
Committee.

The team also provides key leadership support in terms 
of business transition, sourcing legal advice, investigating 
complex issues and identifying solutions in collaboration 
with the executive and management teams. 

Finance

Finance Unit provides finance and accounting services 
including provision of expert advice on financial 
matters and the preparation and management of 
budgets.

The unit is responsible for preparing monthly 
management reports for General Managers, 
the Executive team, the Finance, Audit and Risk 
Management Committee and the AMES Australia 
Board, as well as the annual financial statements.

Strategic Sourcing and Administration

The Strategic Sourcing Unit is responsible for central 
procurement, contract management, advising 
and assisting with tenders. It is also responsible for 
the management of commercial leases including 
negotiation and preparation.

The Administration Unit is responsible for the 
management of the motor vehicle fleet, office supplies, 
mobile phones, records for offsite archiving, travel, head 
office reception and other purchasing requirements. 

The Marketing and Communications team promotes 
all AMES Australia activities, aligning them to meet 
our organisational objectives and vision. The team 
manages all external communications including 
social media, the website, media and publicity, 
internal communications, advertising, sponsorship, 
branding and client acquisition campaigns, design 
and production of promotional materials and events.

In 2017–18, $1.4 million worth of media coverage based 
on an industry AVE (advertising value equivalent) was 
achieved. This coverage projected AMES Australia 
as a thought leader in discussions on diversity and 
multiculturalism. 

AMES Australia continues to build its social media 
following across Facebook, Twitter and LinkedIn; with 
9,208 followers on Facebook, 2,470 on Twitter and 
3,625 on LinkedIn. We use these platforms to celebrate 

IT Unit provides information systems support services to staff and clients, including desktop support, server 
administration, Intranet services, Helpdesk support, new business solutions and application support for systems. 

client success stories, promote our services and 
contribute to the migration narrative, highlighting the 
positive effects of migration on Australian society. 

A branding campaign has been launched to position 
AMES Australia as a trusted voice in the migrant sector 
and share the positive contribution migrants have made 
in shaping Australian society over the last 70 years. 

To improve dissemination of internal communications, 
a weekly news bulletin and weekly updates from 
senior managers and the Executive team have been 
implemented.

Engagement with major companies and industry 
leaders has led to an increase in the number of 
corporate volunteers and mentors, as well as 
the creation of training opportunities and work 
experience placements for clients. 
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Facilities and Accommodation 

Human Resources

Contracts, Compliance and Performance

The launch of Client Pathway version 2 (ACP2) in early November 2017, provided AMES Australia and Sub-
contractor Case Managers new tools to help manage and document services for clients in the Humanitarian 
Settlement Program. This application was designed and developed internally in partnership with a local vendor.

Cyber threats are becoming more sophisticated with the blending of social engineering and distinct types 
of attack into more damaging forms. An internal IT Security campaign / training program using the Moodle 
platform Learning Management System was launched for staff to be aware of issues and understand their 
responsibilities towards IT Security.

In support of the Australian jobactive program, an internal application (JS-Scan) was launched in May 2018 to 
manage sensitive client information, making scanning and record keeping more efficient and secure. 

Microsoft Office 365 pilot project was completed in 2017–18, taking learnings from tests and feedback from pilot 
users. O365 is a cloud solution aiming to modernise and move AMES Australia towards a more digital cloud-
based environment. A complete rollout to all users will commence in the next financial year.

Facilities and Accommodation is responsible for 
the management of facilities at all AMES Australia 
centres. AMES Australia conforms to the building and 
maintenance provisions of the Building Act 1993 and 
Building Code of Australia (BCA) 2013. All major works 
requiring building approval have plans certified; 
works in progress are inspected and permits issued by 
independent building surveyors engaged on a project 
basis. All contractors engaged to carry out works on 
its behalf are qualified and hold all necessary permits 
and insurances. Landlords are required to maintain 
leased premises in a safe and secure condition.

AMES Australia ensures all Essential Safety Services 
are maintained to regulatory standards and has an 

Human Resources unit (HR) supports AMES Australia 
to attract, develop and retain a highly qualified 
and diverse workforce. Services include employee 
relations, payroll, HR shared services, recruitment, 
employee benefits, learning and development and 
occupational health and safety.

A number of learning and development activities 
were conducted for staff in relation to Child Safety, 
Health and Safety, Privacy, Workcover, Negotiation 
and Crisis Intervention, minute taking, business writing, 
Microsoft Office applications, recruitment and 
performance appraisal. In addition, staff undertook 
refresher training through the online corporate 
induction module.

A new payroll and Human Resources information 
system was released in September 2017. The new 
system has streamlined employee recruitment 
and on-boarding. Modules for Health and Safety, 

Contracts, Compliance and Performance unit oversees the effective management of AMES Australia’s 
service delivery contracts, ensuring the development and implementation of strategies to ensure contractual 
compliance and drive performance for AMES Australia, its consortium partners and subcontractors. The unit 
supported the partial transition out of the Adult Migrant English Program (AMEP), the new AMEP and SEE (Skills for 
Education and Employment) contracts and the transition from Humanitarian Settlement Services contract to the 
Humanitarian Settlement Program contract. 

ongoing program to ensure any alterations  
or improvements to tenancies meet the necessary 
standards to ensure that they are safe and fit  
for purpose.

The Facilities team procured and fitted out two 
new offices in Adelaide following AMES Australia’s 
successful Humanitarian Settlement Program tender. 
A new site was procured and fitted out in New South 
Wales to accommodate jobactive (employment) 
services team.

In May 2018 AMES Australia’s corporate  
office relocated from 1 Little Collins Street to  
255 William Street, Melbourne.

Learning and Development and Performance and 
Development Planning will be released in July 2018. 

Following the Engagement Survey of 2016, a further 
Pulse Survey was undertaken in December 2017. The 
survey results have been widely communicated to 
staff and action plans in response to the feedback 
provided are being developed.

A review of the AMES Australia Health and Safety 
Management System has been undertaken, including 
a risk assessment and comprehensive training needs 
analysis. A new Safety and Wellbeing Coordinator 
position was created to oversee the implementation of 
the Action Plan and Health and Safety Training Plan.

AMES Australia continues to work collaboratively with 
the Community and Public-Sector Union (CPSU) and 
Australian Education Union (AEU). 

Corporate Support

21  |  AMES Australia Annual Report 2017–2018



Governance

Establishment

AMES Australia Board

Adult Multicultural Education Services was established under the Education and Training Reform Act 2006. 

In August 2015 the Governor in Council made an order that the name of the Adult Multicultural Education 
Services be changed to AMES Australia. 

AMES Australia is an autonomous adult education institution accountable to the Victorian Minister for Training 
and Skills. 

Minister for Training and Skills during the reporting period

• The Hon. Gayle Tierney, MP 

AMES Australia is governed by a Board established by the Constitution of AMES Australia Order 2013. The Board 
comprises between nine and eleven members appointed by the Minister.

The AMES Australia Board conducted six meetings between July 2017 and June 2018 and a Strategic Planning 
Day in August 2017.

Code of Conduct

The Board has adopted the Directors’ Code of Conduct and Guidance Notes issued by the Victorian  
Public-Sector Standards Commissioner.

Board Member Professional Development

The Board attended a range of professional, corporate governance and operational activities during the year, 
including AMES Australia Insight Seminars, community functions and tours of AMES Australia centres.

Board Appointment Committee 
Membership

Board Meeting 
Attendance

Mr Stuart Crosby, Board Chair 2016–2019 # & 6/6

Ms Megan Boston, Deputy Chair 2013–2016 and 2017–2019 ~ * + # 6/6

Mr Stuart Alford 2015–2018 and 2018–2021 * + & 4/6

Mr Vedran Drakulic OAM 2015–2018 and 2018–2021 * # & 5/6

Dr Michelle Foster 2013–2016 and 2017–2019 ~ + 6/6

Mr Ikenna Nwokolo 2015–2018 and 2018–2021 ~ + 5/6

Ms Jo Pride 2015–2018 and 2018–2021 ~ & 5/6

Ms Catherina Toh 2017–2019 + 5/6

Dr Mimmie Claudine Ngum Chi Watts 2013–2016 and 2017–2019 # 5/6

~ Member of the Audit and Risk Management Committee (until Dec 2017)
* Member of the Finance Committee (until Dec 2017)
+ Member of the Finance, Audit and Risk Management Committee (from January 2018)
# Member of the Appointments, Remuneration and Governance Committee
& Member of the Investment Committee
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Governance

Board Committees

Graham Sherry OAM Scholarship

Review of Board Performance

An independent external performance review of the 
AMES Australia Board and Committees was facilitated 
by Board Accord in January and February 2018. The 
Board Chair, Directors, CEO and Company Secretary 
participated in an online assessment task and one-
on-one confidential interview. 

The report highlighted the following outcomes:

• Very positive individual director ratings

• Very qualified and capable individuals

• A greater than usual openness from participants 
during assessment

• Quantitative feedback supported – team is aligned 
and cohesive

• Discussion is robust, collegiate and respectful

• Participants demonstrated great mastery 
around good governance principles, processes, 
procedures and protocols

• The relationship between the Chair and Directors  
is excellent

• There is an impressive alignment of people and 
contribution with values informing the organisation’s 
mission and vision

• Committees functioned well and there were 
innovative mechanisms leveraging off expertise in 
different domains

Finance, Audit and Risk Management Committee

In January 2018, the Finance Committee and Audit 
and Risk Management Committee were amalgated 
as one committee.

The Finance, Audit and Risk Management Committee 
exercises governance responsibilities in regard to 
financial and business affairs and reports to the 
Board on matters relating to financial risk, program 
performance and resource management. 

The Committee also monitors and reports to the Board 
on the effectiveness of risk management strategies, 
including information technology. It also oversees 
the effectiveness of both internal and external 
audit investigations and reviews the effectiveness 
and efficiency of internal control structures and 
compliance systems.

In 2017 the Board of AMES Australia established a 
scholarship for young people from refugee or asylum 
seeker backgrounds to support two recipients per year 
to access tertiary education. The bursaries celebrate the 
contribution of former Chair of AMES Australia, Graham 
Sherry OAM, to the refugee and settlement sector.

In its inaugural year scholarships of $5,000 were awarded 
to an aspirational young man and woman who have 
used the funds to support their study during 2018.

Scholarship recipient Karla Medawar, a refugee from 
Syria, had basic English skills when she arrived but has 
worked hard and is now studying a Bachelor’s Degree 
in Mechanical Engineering at RMIT University.

Fellow scholarship recipient Hussain Rezaie came 
to Australia as an unaccompanied minor from 
Afghanistan in 2012. 

Investment Committee

The Investment Committee considers and 
recommends to the Board on matters relating to 
investment in and expansion of current business in a 
financially sustainable manner.

Appointments, Remuneration and  
Governance Committee

The Appointments, Remuneration and Governance 
Committee is responsible for AMES Australia 
compliance with government policy and Ministerial 
Guidelines and reports to the Board on issues relating 
to executive remuneration, the CEO’s objectives and 
Board appointments.

He taught himself English through reading newspapers 
and watching television and completed his VCE 
without family support in Australia. Hussain is now 
studying for a Bachelor’s Degree in Radiation Therapy 
at Monash University.

Both recipients were motivated in their choice of 
career by a desire to give back to Australia, the 
country that offered them a safe haven and a 
chance at a new life.

On being awarded a scholarship Mr Rezaie said that 
he is keen to do something meaningful with his life and 
especially hopes to help cancer patients.

Ms Medawar said she wanted to help build Australia’s 
vital infrastructure as a power engineer and that the 
scholarship will help her achieve that goal. 
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Organisational Structure

Executive Officers 

Class Description Male Female

EO Total number of Executive Officers as at 30 June 2018 3 4

EO Total number of Executive Officers who left during the financial year 2017-18 0 1

EO Total number of Executive Officers reported as at 30 June 2017 3 5

EO does not include a statutory office holder or an accountable officer (AMES Australia CEO)

AMES Australia  
Board

CEO
Catherine Scarth

Chief Operating Officer
Belinda McLennan

Chief Financial Officer
Deva Corea

Executive General Manager 
Corporate Governance  

and Board Secretary
Peter Thomas

Chief Digital Officer
Mabel Estrella

General Manager 
Education and Employment

Peter Harrison

General Manager 
Settlement and Asylum  

Seeker Program
Mirta Gonzalez

General Manager  
Operations Support
Catharine O’Grady

Governance
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Governance

Work Health and Safety

WH&S Management System and Committees

Throughout 2017–18 work continued on embedding the Work Health Safety Management Systems (WHSMS). 
A comprehensive review of the AMES Australia’s WHSMS was undertaken by an external provider to ensure 
alignment and consistency with the Australian Standard for Occupational Health and Safety Management 
Systems (AS/NZS 4801:2001), which changed to ISO 45001 in March 2018.

One pillar of the WHSMS is Emergency Management. This will be the focus for AMES Australia throughout 2018. 
Training and development assistance will be provided to sites to create, refine and monitor their local area 
responses to emergencies.

Work Health & Safety (WH&S) Committees and Support

Terms of Reference (TOR) were reviewed for WH&S Committees, resulting in four Regional WH&S. 

Committees which operate in West Victoria, Victoria, New South Wales and South Australia. The Committees 
continue to meet quarterly, enhancing consultation and collaboration in relation to Work Health and Safety issues. 

The Safety and Wellbeing Return to Work Coordinator and HR Business Partners continue to work together as 
part of the early intervention practice. This includes providing interventions, assistance and supporting injured 
and long-term sick employees to return to work as effectively as possible. 

AMES Australia continues to provide a health and wellbeing program, to support staff physical and mental 
fitness. Staff vaccinations were again provided in March–May 2018 to approximately 200 staff across sites. 

OH&S Incidents

84 Incidents were reported in 2017–18. Of these incidents, 47 (56%) were employee related. 

The most commonly reported client and employee incidents related to: 

• Aggressive/violent or inappropriate client behaviour (26; 31%)

• Client issues (personal health issues); (22; 26%) 

• Slip, trip and falls on and outside of AMES Australia premises (9; 11%)

• Equipment/building fault (15;18%)

There were zero workplace fatalities in 2017–18.

Location Legislation / Standard Outcome

Footscray
Site visit following service request 
from staff onsite related to security 
in the reception area 

Section21(1) OHS Act 
2004

Improvement Notice (PIN) to be 
remedied by 14 December 2018. 

An organisation wide assessment 
in progress.

Little Collins St 
Melbourne

Site visit following an allegation of 
workplace bullying reported by 
an employee

Section 99(a)(b) OHS 
Act 2004

The attending Inspectors were 
impressed with AMES Australia 
response and documentation 
provided on the day, which 
resulted in Inspectors asking 
if Work Safe could use AMES 
Australia as a case study. No 
further action recommended.

Notifiable Incidents 

Little Collins St 
Melbourne

Report of notifiable incident 
debris falling from structure.

Section21(1) OHS Act 
2004

Site visit to ensure safe work site, 
remedial work undertaken. 

South Australia

Report of notifiable incident 
SafeWork SA and Dept. Health 
Communicable disease reported 
(measles)

34 & 35 of the Work 
Health and Safety 
Regulations 2012 (SA), 
SafeWork SA

Information provided to staff 
on site. SafeWork SA advised 
no further action required by 
employer.

WorkSafe Visits
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Public Employment Information 
Framework and Directions

Office-based Environmental Impacts

Disability Action Plan

AMES Australia policies, procedures and processes 
comply with the public-sector employment principles 
as per the Public Administration Act 2004 and 
Industrial Relations Victoria Guidelines. AMES Australia 
employment policies and procedures are based on 
the principles of relevant employment legislation, 
merit, relevant awards, statutory requirements and 
best-practice public sector approaches.

AMES Australia is committed to minimise its environmental footprint and to integrate sound environmental 
values, principles and practices in day to day operations. AMES Australia aims to protect and improve the 
environment by:

• Adopting environmentally sustainable practices and performance criteria in all purchasing and procurement

• Building environmental sustainability into policies, programs, regulations, investments and budgets

• Reducing resource consumption and waste generation

• Striving for AMES Australia major events to be sustainability friendly

• Improving energy efficiency

AMES Australia remains committed to its greening program with recycling of mobile phones, batteries, shredded 
paper, toners, purchasing of carbon neutral paper and encouraging best environmental practices at all centres.

Throughout 2017–18, AMES Australia continued to 
maintain a ‘Diversity at AMES Australia’ intranet 
page to provide AMES Australia staff with an 
information portal which includes the Disability 
Action Plan, contact information for Disability Support 
Groups, information on AMES Australia Disability 
Consultative Committee (agendas and minutes) 
and an opportunity for staff to provide feedback or 
information to the Committee.

Lost Time Injury: New Incidents and WorkCover 

There were 107 Lost Time Injury days (WorkCover) relating to two WorkCover claims during 2017–18.

Additionally, 1,786 (91%) of the Lost Time Injury days (WorkCover) related to three WorkCover claims that were 
accepted during or pre-dating the 2016–17 period.

There were three new claims made in 2017–18.

• two were accepted (one related to musculoskeletal injuries and disorders and one related to mental health/
stress injuries)

• one was rejected (related to mental health/stress injuries)

Governance

Occupational Incident and Injury Reporting

2017–18 2016–17 2015–16
Total No. Incidents and injuries reported (employees & clients) 84 155 185

No. Incidents and injuries (employees only) 47 82 117

Lost Time Injuries (LTI) Days (non-WorkCover) 1.76 16.3 1.5

Work Cover Claims Open (Active) 6 (7) 4 (7) 5(10)

LTI Days (WorkCover) 1,893 1,057 1,061

Total WorkCover cost (lost time and medical expenses) $489,231 $368,010 $386,289
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Indicator 2017–18 2016–17

Electricity Usage (MJ) 9,744,296 13,973,418

Natural Gas Usage (MJ) 889,274.72 1,114,014

Total greenhouse gas emissions from energy consumption (tonnes CO2-e) 65,064.46 65,738.82

Percentage of electricity purchased as Green Power 0% 0%

Electricity used per FTE (MJ/FTE) 5,674 *

Natural Gas used per FTE (MJ/FTE) 7,600 *

Indicator 2017–18 2016–17

Total energy consumption by fleet vehicles (litres) 45,198.68 62,099.24

Total distance travelled by fleet vehicles (km) 331,844 543,512

Total greenhouse gas emissions from fleet vehicles (tonnes CO2-e) 110.8 156.5

Greenhouse gas emissions from fleet vehicles per 1000km (tonnes CO2-e) 3.34 2.88

Indicator 2017–18 2016–17

Total units of A4 equivalent copy paper used (reams) 7,410 11,720

Units of A4 equivalent copy paper used per FTE (reams/FTE) 15.2 14.5

Carbon neutral 20% recycled content 100% 100%

Indicator 2017–18 2016–17

Total water consumption (kilolitres) 9077 5201

Units of office water used per FTE (kilolitres/FTE) 55 *

Units of office water used per office area (kilolitres/m2) 1.27 *

Energy Consumption

Transportation

Paper Consumption

Water Consumption

Note: The data represented above was collected through energy retailer billing information. Electricity data represents 98% of the overall 
consumption. Natural gas data represents approximately 24% of the overall consumption due to other billing information forwarded to the 
landlords. Natural gas costings were incorporated into the rental outgoings. In 2017–18 FTE (Electricity: 477, Natural Gas:117) calculated relative to 
sites included. 

* Data not available /not reported last financial year.

AMES Australia is continuing to develop systems to collect data more comprehensively and account for more sites.

Note: Transportation data represents 100% of petrol fueled vehicle fleet. 1 Hybrid car used in 2016–17 only.

Note: Paper consumption data represents 100% of office sites. FTE in 2017–18 is 487 and 804 in 2016–17.

Note: The data represented above was collected through water billing information. This represents approximately 34% of the overall water 
consumption due to other billing information forwarded to the landlords. Water costings were incorporated into the rental outgoings. In 2017–18, 
FTE (165) and Office area (7143m2) were calculated relative to sites included. 

* Data not available /not reported last financial year.

AMES Australia is continuing to develop systems to collect data more comprehensively and account for more sites.
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Other Legislative Compliance

Ethical Standards
AMES Australia has adopted the Code of Conduct 
for Victorian Public-Sector Employees which sets 
standards for adherence to the public-sector values 
of the Public Administration Act 2004. These standards 
have been included in all AMES Australia employment 
contracts and are binding on all employees.

Internal policies and procedures have been 
established to provide guidelines aimed at 
maintaining high ethical standards, corporate 
behaviour and accountability within AMES Australia.

Unacceptable behaviour and serious misconduct 
in the workplace that are inconsistent with AMES 
Australia values, Code of Conduct and other relevant 
policies and procedures are dealt with in accordance 
with AMES Australia’s Disciplinary / Performance Policy.

An employee suspecting that a breach has occurred 
or will occur is encouraged to report to the Protected 
Disclosure Coordinator or HR Services. No employee 
will be disadvantaged or prejudiced if he or she 
reports in good faith. All reports will be acted upon 
and kept confidential.

Protected Disclosure Act 2012
AMES Australia has appointed a Protected Disclosure 
Coordinator and established procedures in accordance 
with the Protected Disclosure Act 2012. Guidelines are 
applicable to all AMES Australia personnel.

Information about protected disclosure is available 
on the AMES Australia internet site (https://www.ames.
net.au /about/corporate documents). The procedure 
advises how to make a disclosure and includes 
contact details for the AMES Australia Protected 
Disclosure Coordinator and the Independent Broad-
based Anti-Corruption Commission (IBAC).

As at 30 June 2018, AMES Australia had not received any 
disclosures under the Protected Disclosure Act 2012.

Freedom of Information
Four requests were received during the reporting 
period under the Freedom of Information Act 1982.

AMES Australia has a detailed policy and 
accompanying procedures on the application of 
the Freedom of Information Act 1982. Enquiries and 
requests for information should be addressed to:

• Freedom of Information Principal Officer 
Email: FOI@ames.net.au

Fees and Charges 
Fees and charges are levied according to the 
Ministerial Directions to Adult Education Institutions 
made pursuant to the Education and Training Reform 
Act 2006. No additional compulsory non-academic 
fees, subscriptions or charges are levied on AMES 
Australia clients within government-funded programs.

The current fees and charges schedule is available  
on the AMES Australia internet  
(https://www.ames.net.au/students/fees).

Major External Review
During the reporting period, no major external reviews 
were conducted.

Competitive Neutrality Policy
AMES Australia costing models comply with National 
Competitive Neutrality principles.

Overseas Trips
There was only one overseas trip, to Geneva 
Switzerland. AMES Australia complies with the 
Victorian Public-Sector Travel Principles.

Carers Recognition Act 2012
AMES Australia recognises the role of carers and the 
importance of care relationships in the community. 

AMES Australia endeavours to assist its employees 
achieve their personal, family and relationship goals 
by facilitating flexibility in employment and working 
arrangements to achieve the optimum balance between 
work and personal responsibilities. These include:

• Flexible working arrangements (e.g. part time 
employment, job sharing, transition to retirement)

• Flexible work location (e.g. home based,  
multiple locations)

• Employee Assistance Program

AMES Australia’s clients with carer responsibilities or those 
with disability are also supported through provision of 
flexible arrangements to enable participation.

Additional Information
In compliance with the requirements of the Standing 
Directions of the Minister for Finance, details in respect 
of the items listed below have been retained by AMES 
Australia and are available on request, subject to the 
provisions of the Freedom of Information Act 1982.

Details of -

• Declarations of pecuniary interests

• Publications produced by AMES Australia and 
where such publications can be obtained

• Changes in prices, fees, charges, rates and levies

• Major promotional, public relations and marketing 
activities undertaken to develop community

• Overseas visits taken

• Major committees sponsored by AMES Australia, 
the purposes of each committee and the extent to 
which the purposes have been achieved

• Consultancies

Details of the above are available on request from: 
Freedom of Information Principal Officer  
Email: FOI@ames.net.au

 

Governance
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Consultancies

Consultants Summary of Project
Expenditure 
(ex GST)

Future 
Expenditure 
(ex GST)

Board Accord Undertake a review of AMES Australia’s Board. $11,000 -

Perfekt Pty Ltd Provide an assessment of AMES Australia’s IT 
infrastructure.

$14,850 -

Corinne Armour Pty Ltd Development of leadership program for AMES 
Australia executive team.

$20,760 -

DXC Consulting Pty Ltd Assessing of AMES Australia’s compliance 
with Information Security Registered Assessors 
Program (IRAP) as a jobactive provider.

$30,000 -

Nous Group Pty Ltd Provision of AMES Australia’s blueprint for culturally 
and linguistically diverse (CALD) community 
engagement in Victoria.

$81,495 -

Grant Thornton Australia Ltd Provide an analysis and review of AMES 
Australia’s current operating model and front of 
house customer experience.

$149,922 -

All operational ICT 
expenditure Business  

as Usual (BAU)

ICT expenditure related to projects

Non-Business As Usual  
(non-BAU) ICT expenditure 

(Total=Operational expenditure  
and capital expenditure)

Operational 
expenditure

Capital 
expenditure

$3,222,948 $55,000 $0 $55,000

There were six consultancies costing in excess of $10,000 (exclusive of GST) during the reporting period ending 30 
June 2018. Below is a summary of the projects involved. 

Below is AMES Australia’s ICT expenditure for the reporting period 2017–18.

During the reporting period, AMES Australia engaged one consultant where the fee payable to each consultant 
was less than $10,000 (exclusive of GST). The total cost of this project was $7,500.

Information and Communication Technology (ICT) Expenditure

Governance
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Key Performance Outcomes  
and Measures 2017-2018
Indicator title Description 2017–18 

Target
2017–18 
Actual Explanation of variances 2016–17 Result

Education

Accredited training 
delivery

Student Contact Hours (SEE, Skills 
First and AMEP)

833,000 1.25m n/a 3.34m

Certificate Completion Rate 82% 83% n/a
Previously not 
included

Course Completion Rate 90% 91% n/a
Previously not 
included

Pre-accredited 
delivery

Student Contact Hours delivered 152,000 178,445 n/a 91,047

Module Completion Rate – ACFE 57% 79% n/a
Previously not 
included

Increased student 
satisfaction rates

Student satisfaction surveys 93% 78.6% The loss of the majority of the 
AMEP contract resulted in 
the reduction of experienced 
teaching and administrative 
staff. This impacted on client 
enrolments and service delivery 
across sites.

93%

Increased 
participation in 
workplace and 
industry experience

Number of students in accredited 
courses with work or industry-
based experience

300 205 Limited Skills First 
commencement approval 
from the Dept Education and 
Training for Early Childhood had 
a significant impact on Sem 1 
enrolment in 2018.

700

Settlement

Humanitarian 
Settlement Program

Number of clients referred by the 
Dept. Social Services (including 
clients who transitioned from HSS)

6,072 7,231 n/a

Status Resolution 
Services

Number of clients referred by the 
Dept. Home Affairs 

3,621 4,473 n/a

Employment

Sustainable 
employment 
outcomes

jobactive 
Number of Placements

9,500 8,832

Actual number of outcomes 
impacted by significant 
reduction on caseload over  
the year.

10,363

Number of 26-week retention 
outcomes

3,536 3,313

Retention rate remained 
high, however actual number 
of outcomes impacted by 
significant reduction in caseload 
over the year.

3,611

Research and Evaluation

Evidence based 
research and 
evaluation capability

Number of research and 
evaluation reports

3 4 n/a 4

Organisational Governance

Financial 
sustainability

Liquidity available to meet 
expenses as they arise Working 
capital ratio

1.9:1 2.14:1 n/a 1.44:1

Surplus / (deficit) before 
depreciation and excluding 
capital

($1.22m) $4.35m Favorable variances versus 
projected from the operating 
divisions- Education, 
Employment and Settlement & 
Asylum Seeker Program.

($5.21m)

Revenue projection 
for 2017–18 financial 
year

Annual turnover  
AMES 
Australia total revenue

$100.8m $103.14m n/a $164.86m

Expenditure to 
budget reporting

Monthly Management reports 15th day 
of month

Met n/a Met

Annual Report 
submission, including 
audited financial 
statements

Annual Report information in 
accordance with the Dept. of 
Treasury and Finance Model 
Report. Tabling timeline as 
advised by the Dept. Education 
and Training.

Met n/a Met
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Attestation for financial management compliance with Ministerial Standing 
Direction 5.1.4

AMES Australia Financial Management Compliance Attestation Statement

I, Stuart Crosby, on behalf of the Responsible Body, certify that AMES Australia has complied with the applicable 
Standing Directions of the Minister for Finance under the Financial Management Act 1994 and Instructions. 

Stuart Crosby

AMES Australia Board Chair 
27 August 2018
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Five Year Financial Summary

Financial summary

12 months 12 months 12 months 18 months 12 months

30 June  
2018 

30 June  
2017

30 June  
2016

30 June  
2015

31 December 
2013

$000 $000 $000 $000 $000

Total income from transactions 103,141 164,864 171,035 271,518 191,428

Total expenses from transactions (100,495) (170,175) (167,083) (261,959) (188,526)

Net result from transactions 2,646 (5,311) 3,952 9,559 2,902

Net result for the period 2,712 (6,866) 3,528 8,914 3,301

Net cash flow from/(used in) operating activities (8,266) 4,458 10,824 2,953 8,139

Total assets 65,350 83,518 78,348 68,657 59,456

Total liabilities 18,515 39,395 35,714 29,551 29,264

The financial statements for AMES Australia incorporate the assets, liabilities and results of its subsidiary entity 
- Connect Settlement Services Pty Ltd. AMES Australia holds the right to control with 50 per cent ownership of 
Connect Settlement Services Pty Ltd. 

The financial year 2017–18 was the first year of delivery after the loss of a major part of the Adult Migrant 
Education Program (AMEP) contract in Education Services. The delivery of the Humanitarian Settlement Services 
(HSS) contract ceased on 30 October 2017 which was replaced by the Humanitarian Settlement Program (HSP) 
commencing from 31 October 2017. AMES Australia successfully tendered and retained service delivery for 
whole of Victoria and was also awarded to deliver services for the whole of South Australia and Tasmania.

In the year ended 30 June 2018, AMES Australia reported a surplus of $2.712 million (consolidated result and for 
the entity). Connect Settlement Services Pty Ltd activities were significantly less than the previous year. AMES 
Australia’s reported a significant reduction in revenue, $103.141 million compared to $164.8 million in 2016–17, 
largely due to the loss of a major portion of the AMEP contract. 

During the year, AMES Australia continued to contribute towards Community Investments through its 
engagement in Social Enterprises and the Multicultural Hub.

A complete set of the audited accounts with notes is available in the AMES Australia Annual Report 2017–2018 or 
on our website: www.ames.net.au.

AMES Australia five year financial summary 
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Acronyms

ACP AMES Client Pathway

ACFE Adult Community and Further Education

ACSF Australian Core Skills Framework

AFLN AMEP Flexible Learning Network

AMEP Adult Migrant English Program

APO Approved Processing Organisation

ATCR Annual Tripartite Consultation on Resettlement

BVE Bridging Visa E

CALD Culturally and Linguistically Diverse

CCS Complex Case Support

CMY Centre for Multicultural Youth

CPP Community Proposal Pilot

CSS Connect Settlement Services

DET Department of Education and Training

DIBP Department of Immigration and Border Protection

DOHA Department of Home Affairs

DSS Department of Social Services

FECCA Federation of Ethnic Communities Councils of Australia

FTE Full time Equivalent

HSS Humanitarian Settlement Services

HSP Humanitarian Settlement Program

IELTS International English Language Testing System

MDA Multicultural Development Association

MRC Migrant Resource Centre

PVAW Prevention of Violence Against Women

RTO Registered Training Organisation

SASP Settlement and Asylum Seeker Programs

SCH Student Contact Hour

SEE Skills for Education and Employment Program

SHP Special Humanitarian Program

SLPET Settlement Language Pathways to Employment / Training

SPMP Skilled Professional Migrant Program

SRSS Status Resolution Support Services

TAFE Technical and Further Education

UN United Nations

UNHCR United Nations High Commissioner for Refugees

VET Vocational Education and Training

VIO Volunteer Involving Organisation

VMU Volunteer Management Unit

VTSEP Volunteer Tutor Scheme Enhancement Program

VTG Victorian Training Guarantee

VTP Volunteer Tutor Program

WHS Work Health and Safety
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Disclosure Index

Legislation Requirement Page reference

Ministerial Directions & Financial Reporting Directions

Report of operations

Charter and purpose
FRD 22H Manner of establishment and the relevant Ministers Part A page 22

FRD 22H Purpose, functions, powers and duties Part A page 2 and 22

FRD 8D Departmental objectives, indicators and outputs Part A page 2 and 31

FRD 22H Key initiatives and projects Part A page 2, 5–19

FRD 22H Nature and range of services provided Part A page 2, 5–16

Management and structure
FRD 22H Organisational structure Part A page 24

Financial and other information
FRD 8D Performance against output performance measures Part A page 31

FRD 8D Budget portfolio outcomes Nil report

FRD 10A Disclosure index Part A page 35

FRD 12B Disclosure of major contracts N/A

FRD 15E Executive officer disclosures Part A page 24

FRD 22H Employment and conduct principles Part A page 29

FRD 22H Occupational health and safety policy Part A page 26–27

FRD 22H Summary of the financial results for the year Part A page 33

FRD 22H Significant changes in financial position during the year Part A page 31 and 33

FRD 22H Major changes or factors affecting performance Part A page 31 and 33  
Part B page 5–7

FRD 22H Subsequent events Part B page 51

FRD 22H Application and operation of Freedom of Information Act 1982 Part A page 29

FRD 22H Compliance with building and maintenance provisions of Building Act 1993 Part A page 21

FRD 22H Statement on Competitive Neutrality Policy Part A page 29

FRD 22H Application and operation of the Protected Disclosure Act 2012 Part A page 29

FRD 22H Application and operation of the Carers Recognition Act 2012 Part A page 29

FRD 22H Details of consultancies over $10 000 Part A page 30

FRD 22H Details of consultancies under $10 000 Part A page 30

FRD 22H Disclosure of government advertising expenditure Nil report

FRD 22H Disclosure of ICT expenditure Part A page 30

FRD 22H Statement of availability of other information Part A page 29

FRD 24D Reporting of office based environmental impacts Part A page 27–28

FRD 25C Victorian Industry Participation Policy disclosures Nil report

FRD 29C Workforce data disclosures Part A page 25

SD 5.2 Specific requirements under Standing Direction 5.2 Part A page 32

Compliance attestation and declaration
SD 5.1.4 Attestation for compliance with Ministerial Standing Direction Part A page 32

SD 5.2.3 Declaration in report of operations Part A page 1

Financial statements

Declaration and other requirements under Standing Directions 5.2
SD 5.2.2 Declaration in financial statements Part B page 3

SD 5.2.1(a) Compliance with Australian accounting standards and other authoritative 
pronouncements

Part B page 9

SD 5.2.1(a) Compliance with Ministerial Directions Part A page 32 
Part B page 3

SD 5.2.1(b) Compliance with Model Financial Report Part B page 3

Other disclosures as required by FRDs in notes to the financial statements
FRD 9B Departmental Disclosure of Administered Assets and Liabilities by Activity Nil report

FRD 11A Disclosure of Ex gratia Expenses Part B page 47

FRD 13 Disclosure of Parliamentary Appropriations Nil report

FRD 21C Disclosures of Responsible Persons, Executive Officers and other Personnel 
(Contractors with Significant Management Responsibilities) in the Financial Report

Part B page 48-51

FRD 103G Non Financial Physical Assets Part B page 20-23

FRD 110A Cash Flow Statements Part B page 7

FRD 112D Defined Benefit Superannuation Obligations Part B page 17

Legislation

Freedom of Information Act 1982 Part A page 29

Building Act 1993 Part A page 21

Protected Disclosure Act 2012 Part A page 29

Carers Recognition Act 2012 Part A page 29

Victorian Industry Participation Policy Act 2003 Nil report

Financial Management Act 1994 Part A page 32 
Part B page 3
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Part B 
Financial Statements

AMES Australia Consolidated Annual Financial Report for the Year ended 30 June 2018 (Page 1-55)
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Independent Auditor’s Report 
To the Board of AMES Australia 

Opinion I have audited the consolidated financial report of AMES Australia (the authority) and its controlled 
entity (together the consolidated entity), which comprises the: 

consolidated entity and authority balance sheet as at 30 June 2018
consolidated entity and authority comprehensive operating statement for the year then
ended
consolidated entity and authority statement of changes in equity for the year then ended
consolidated entity and authority cash flow statement for the year then ended
notes to the financial statements, including significant accounting policies
declaration by board chair, chief executive officer and chief finance officer.

In my opinion, the financial report presents fairly, in all material respects, the financial positions of 
the consolidated entity and the authority as at 30 June 2018 and their financial performance and 
cash flows for the year then ended in accordance with the financial reporting requirements of 
Direction 5.2 of the Standing Directions of the Minister for Finance under the Financial Management 
Act 1994 and applicable Australian Accounting Standards. 

Basis for 
Opinion 

I have conducted my audit in accordance with the Audit Act 1994 which incorporates the Australian 
Auditing Standards. I further describe my responsibilities under that Act and those standards in the 
Auditor’s Responsibilities for the Audit of the Financial Report section of my report.  

My independence is established by the Constitution Act 1975. My staff and I are independent of the 
authority and the consolidated entity in accordance with the ethical requirements of the Accounting 
Professional and Ethical Standards Board’s APES 110 Code of Ethics for Professional Accountants (the 
Code) that are relevant to my audit of the financial report in Victoria. My staff and I have also 
fulfilled our other ethical responsibilities in accordance with the Code.  

I believe that the audit evidence I have obtained is sufficient and appropriate to provide a basis for 
my opinion. 

Board’s 
responsibilities 
for the 
financial 
report 

The Board of the authority is responsible for the preparation and fair presentation of the financial 
report in accordance with Australian Accounting Standards and the Financial Management Act 1994, 
and for such internal control as the Board determines is necessary to enable the preparation and fair 
presentation of a financial report that is free from material misstatement, whether due to fraud or 
error. 

In preparing the financial report, the Board is responsible for assessing the authority and the 
consolidated entity’s ability to continue as a going concern, disclosing, as applicable, matters related 
to going concern and using the going concern basis of accounting unless it is inappropriate to do so. 
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Auditor’s 
responsibilities 
for the audit 
of the financial 
report 

As required by the Audit Act 1994, my responsibility is to express an opinion on the financial report 
based on the audit. My objectives for the audit are to obtain reasonable assurance about whether 
the financial report as a whole is free from material misstatement, whether due to fraud or error, 
and to issue an auditor’s report that includes my opinion. Reasonable assurance is a high level of 
assurance, but is not a guarantee that an audit conducted in accordance with the Australian Auditing 
Standards will always detect a material misstatement when it exists. Misstatements can arise from 
fraud or error and are considered material if, individually or in the aggregate, they could reasonably 
be expected to influence the economic decisions of users taken on the basis of this financial report.  

As part of an audit in accordance with the Australian Auditing Standards, I exercise professional 
judgement and maintain professional scepticism throughout the audit. I also:  

identify and assess the risks of material misstatement of the financial report, whether due to
fraud or error, design and perform audit procedures responsive to those risks, and obtain
audit evidence that is sufficient and appropriate to provide a basis for my opinion. The risk of
not detecting a material misstatement resulting from fraud is higher than for one resulting
from error, as fraud may involve collusion, forgery, intentional omissions, misrepresentations,
or the override of internal control.
obtain an understanding of internal control relevant to the audit in order to design audit
procedures that are appropriate in the circumstances, but not for the purpose of expressing
an opinion on the effectiveness of the authority and the consolidated entity’s internal control
evaluate the appropriateness of accounting policies used and the reasonableness of
accounting estimates and related disclosures made by the Board
conclude on the appropriateness of the Board's use of the going concern basis of accounting
and, based on the audit evidence obtained, whether a material uncertainty exists related to
events or conditions that may cast significant doubt on the authority and the consolidated
entity’s ability to continue as a going concern. If I conclude that a material uncertainty exists, I
am required to draw attention in my auditor’s report to the related disclosures in the financial
report or, if such disclosures are inadequate, to modify my opinion. My conclusions are based
on the audit evidence obtained up to the date of my auditor’s report. However, future events
or conditions may cause the authority and the consolidated entity to cease to continue as a
going concern.
evaluate the overall presentation, structure and content of the financial report, including the
disclosures, and whether the financial report represents the underlying transactions and
events in a manner that achieves fair presentation
obtain sufficient appropriate audit evidence regarding the financial information of the entities
or business activities within the authority and consolidated entity to express an opinion on
the financial report. I remain responsible for the direction, supervision and performance of
the audit of the authority and the consolidated entity. I remain solely responsible for my audit
opinion.

I communicate with the Board regarding, among other matters, the planned scope and timing of the 
audit and significant audit findings, including any significant deficiencies in internal control that I 
identify during my audit. 

MELBOURNE 
29 August 2018 

Charlotte Jeffries 
as delegate for the Auditor-General of Victoria 
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Melbourne VIC 3000
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