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Intfroduction

For over 43 years, Lifeline Canberra has provided support to Canberra and the
surrounding regions. We are active partners in a national network that provides
a high quality telephone service 24 hours a day, 7 days a week to those in
crisis. The most critical part of this service is our focus on suicide prevention, as
expressed by Lifeline Australia whose vision is “An Australia free of suicide”.

We are an integral part of the Canberra landscape and continue to promote
community resilience. We are proud that our organisationis success has been
based on our large group of dedicated volunteers from the local region.

This plan lays the foundations of our organisation as it is today, including our
products and services. It also outlines the vision of the organisation for the future
and how we intend to achieve that vision.



Where we are today

Every hour of every day, trained volunteer telephone crisis supporters are available
to the community of the ACT and surrounding region. Lifeline is there 24 hours a
day, seven days a week, when other services are closed. Many services and private
practitioners refer clients to our service for support between appointments and after
hours.

Our telephone crisis supporters provide skilled and knowledgeable support to our
callers at the time when their situation has overwhelmed them or just seems too much
to bear alone. They listen with care and acceptance, whatever the circumstances.
People call Lifeline for many reasons. Common themes include relationships, suicide,
loneliness, anxiety, addictions, health, bereavement and information.

In the last financial year, Lifeline Canberra answered over 30,000 crisis calls. This
could not have been achieved without the dedication and compassion of our 300
volunteer telephone crisis supporters.

Lifeline Canberra offers a range of resilience and crisis intervention training courses.
This is a further opportunity for us to provide support for the community and to raise
funds to support our telephone crisis line. These courses are available publicly and
we also contract to government agencies and private enterprise to conduct in-house
courses.

Lifeline Canberra holds a number of events each year to bring the Canberra
community together and raise awareness of specific issues. These include the “Out
of the Shadows” walk to mark World Suicide Prevention Day in September and the
annual “Women of Spirit” awards. We see these activities as a support to the
Canberra community and a way of bringing our brand to life.

The training of our dedicated volunteers also has value to the wider Canberra
community as these skills are transferred outside of our phone centre.



Anicon of our city, Lifeline Canberra has two major Bookfairs each year and a smaller
winter fair. These fairs provide much needed funds to support our services. We have
a warehouse in Mitchell that enables our 200 warehouse and Bookfair volunteers
to collect, sort, and price the thousands of books that are generously donated each
year. The volunteers work almost 365 days of the year to support our Bookfairs.

Where do we want to be?

Our Vision
To be the first organisation people turn to when they seek crisis support.

Our Purpose
To support Australians in times of crisis and equip individuals to be resilient and
suicide safe - Changing lives for the better.

Our Core Values
Integrity

Respect
Compassion
Professionalism



Key Indicators of Success
By 2018, Lifeline Canberra will know that it has been successful if;

e We have continued to increase the number of calls taken by Lifeline Canberra,
each year, or we have improved on our national KPI's.

e Lifeline Canberra remains within the top 5% of the most efficient call services (as
reflected by Lifeline Australia - efficient against infrastructure costs).

¢ We have continued to build a strong partnership with Lifeline Australia so that we
are considered a preferred supplier of crisis support services within the national
Lifeline brand.

* We have strong professional relationships with ACT and federal government.

* We have increased the number of our sponsors, both large and small by 50%
and continue to have productive partnerships with a large number of businesses
across Canberra.

e We continue to be well supported by the Canberra community.

e We continue to atftract adequate numbers of volunteers to all aspects of our
organisation and we have waiting lists for all volunteer groups.

e Recruit and retain high quality individuals who are professional and recognised
as experts in their field.

e All of our volunteers and staff are satisfied with the level of support, systems and
training they receive.

e CORE Solutions is the preferred training provider in the area of community
resilience and crisis intervention in Canberra.

e CORE Solutions, over time, becomes a proven revenue stream, supporting our
telephone crisis services.

¢ CORE Solutions innovates to meet community needs with regards to training.



Financial Stability

e Lifeline Canberra has sufficient finances to operate the telephone crisis line and to
provide additional community support as identified by the Lifeline Canberra Board
and the CEO, at all times.

e Lifeline Canberra has an annual debt to income ratio of 2.1.
e Lifeline Canberra has continued to investigate diversification of income streams.

Brand

e Lifeline Canberra is the most recognised and trusted not for profit brand within
the Canberra community.

e The Canberra community associates the Lifeline brand with suicide prevention,
crisis infervention and resilience.
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