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introduction

Lifeline Canberra was established in 1971 

as part of a national telephone counseling 

network intent on becoming a greater 

support service for the community.

  

changing lives for 
the better
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Where we are today 

Lifeline Canberra continues to deliver excellent services to the 
community through its various offerings and its commitment to being 
available when people need support. These services include:

Telephone Counselling
Lifeline telephone counselling service 
offers two 24 hour crisis counselling, 
information and referral lines - one for 
people who are homeless or facing 
homelessness (CEAS) and our general 
crisis counselling service (13 11 14).  
(CEAS will cease operation 30th  
June 2010) 

Marketing and fundraising
Lifeline marketing and fundraising 
services promote a number of events 
each year to the ACT community which 
raise funds to enable Lifeline to provide 
our services. These events include the 
biannual Lifeline Canberra Bookfair.  

Gambling Care
Lifeline gambling counselling program 
provides professional, confidential 
problem gambling and financial 
counselling to people affected by 
problem gambling.

LYNX
Lifeline Youth Network (LYNX)  
runs courses for young people, 
giving them an opportunity to build 
resilience by enhancing their skills and 
encouraging individual empowerment 
through the provision of information 
and skill development. 

Training and professional 
development
Lifeline training and professional 
development service offers training 
programs covering communication 
and counselling skills to both the 
Government and non-Government 
sector within the ACT and surrounding 
regions. 

Lifeline Canberra is well represented in 
the community and is highly respected 
for the work it undertakes.
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Where do we want to be?
 
Our Vision 
To be the first organisation people turn to  
when they seek support. 

Our Mission
Changing lives for the better. 

Our Distinctive Contribution
Providing 24 hour counselling services for  
people in crisis.

We have a unique competence in providing  
generalist counselling across a range of issues  
to the community.

Our Core Values 

Integrity
Respect 
Compassion  
Professionalism

To be  
the first  

organisation 
people turn 

to when  
they seek 
support.
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Where will the 
organisation be in 
three years timE? 
 
By June 2012 the  
organisation will be:

Relevant

•	 We have responded to emerging 
sector needs

•	 We have delivered evidence of the 
effectiveness of our products and 
services for our value proposition, 
including

–	We are involved in community 
social policy development

–	We have developed  
an evidence–based  
advocacy role

Accessible

•	 We have ensured a broader and 
more effective use of channels to 
deliver our products

Secure
•	 We have enhanced our  

financial position

•	 We are an employer of choice  

for staff and volunteers

Recognised
•	 We  have a high level of  influence 

within the National Lifeline Network 

•	 We have strong, dynamic leadership 
with high visibility in  
the Canberra community

•	 Investors see Lifeline Canberra  
as an attractive source of investment, 
by being a provider  
of choice

Key factors of 
success 
 
1	Align the organisation (leadership, 

services,  
people, ICT) to build capability in line 
with  
strategic objectives.

2 	Engage with staff and volunteers 
around  
the vision of the future and the 
imperatives  
for success.

3 	Build evidence and knowledge 
management  
to support increased engagement, 
through  
strengthened capability and capacity. 

4 	Grow revenue base through broader 
investor  
and funding options to support the 
strategy.

5	Strengthen profile and position in the  
sector and with key stakeholders.
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In this year we have:

•	 answered 15 538 calls

•	 responded to 1195 suicide calls

•	 inducted 112 new telephone counsellors

•	filled 2912 counselling shifts

•	delivered services to more than 298 young people in Canberra

•	 reached out to over 1000 young people through Lifeline Canberra/LYNX: 
through Health Awareness Fairs, National Youth Week Expo and Youth Week 
events

•	delivered training programs to organisations and government departments

•	provided Employee Assistance Programs (EAP) and external supervision to 
seven organisations

•	 trained over 120 individuals through our Applied Suicide Invention Skills Training 
program (ASIST)

•	booked 773 problem-gambling counselling appointments

•	seen 103 new problem-gambling clients

•	booked 182 financial counselling appointments

•	seen 63 new financial counselling  clients

•	 reached out to 2129 members of the community through our 41 Community 
Gambling Education events.
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Our mission, our vision
Mission
To enhance the well-being of the community through the  
provision of counselling and counselling-related services, the  
core of which is a 24-hour telephone counselling service provided  
by trained volunteer telephone counsellors

Vision
Changing lives for the better

24-hour  
telephone  

counselling  
service
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Services provided
Lifeline 24-hour telephone counselling service
Every hour of every day, a trained volunteer telephone counsellor is available  
to the community of the Australian Capital Territory (ACT) and the surrounding 
region. Lifeline is there when other services are closed. Many services and  
private practitioners refer clients to our service between appointments and after 
hours. Our counsellors 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.

CEAS: 24-hour emergency accommodation service
The Canberra Emergency Accommodation Service, offered through the telephone 
counselling service, was designed to provide the public with up-to-date information 
on the availability of emergency accommodation. Our counsellors also provided 
counselling on the background issues associated with the risk of homelessness, 
alternative resources to refuge accommodation and information on other services 
and programs available in the ACT.

LYNX: Lifeline Youth NetworX
LYNX is Lifeline Canberra’s youth services program. LYNX continues to implement 
a range of projects and activities aimed at enhancing resilience and empowerment 
in young people, primarily through the development of skills and the provision of 
information.

Gambling Care
Gambling Care is the face-to-face counselling service provided to those members 
of the community who are experiencing problems with gambling and associated 
financial difficulties. Counselling is also available for the family members of people 
affected by gambling.

Clubcare
Clubcare provides counselling for patrons and professional services to  
club managements of the 27 clubs affiliated with Clubcare and ACTTAB.  
Our partnership with ClubsACT allows us to continue to provide high quality 
service to clients.

ASIST: Applied Suicide Intervention Skills Training
ASIST is a two-day workshop designed to give emergency care-givers the skills 
to prevent the immediate risk of suicide or self-harm for people who are thinking 
of completing suicide. Programs are provided to individual organisations and 
community groups on request.

Corporate training
Lifeline Canberra provides high quality services to the community in the  
areas of employee training in communication, counselling and listening skills, 
employee–client relationship skills, supervision, peer relationship skills and  
mental health first aid.
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	Boar d of directors
Robyn Clough
Robyn joined Lifeline Canberra as a telephone 
counsellor in 2005 and became a member of the 
Board in the same year. She was elected to the 
position of Board President in November 2008.

Robyn has extensive research and project experience 
across the community, academic and broader public 
sectors. She presently holds the position of principal 
research officer with the Australian Parliament. Robyn 
is motivated by Lifeline Canberra’s vision: ‘changing 
lives for the better ‘.

Steve Fielding
Steve is a Principal Consultant at Oakton (previously 
Acumen Alliance). Steve has held senior executive 
and management positions in the public and private 
sectors. 

He brings many years of practical experience to the 
Board of Lifeline and he is a member of the Australian 
Institute of Directors. He joined the Board in 2006. He 
is currently the Deputy President of Lifeline.

Phillip McCorkell CPA MAICD
Phillip is the founder and Managing Director of 
Quattro Consulting, a firm that is based in Canberra 
and provides management consulting services which 
help businesses improve their performance.

Prior to founding Quattro Consulting, Phillip worked in 
senior corporate management positions in the federal 
government, local government, private and not-for-
profit sectors over a period of 15 years. Phillip is the 
Chair of the Finance, Risk and Audit Committee.

Robyn Clough

Steve Fielding

Phillip McCorkell
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PJ Gould
PJ’s involvement with Lifeline Canberra started 
in 2004 through her role at Toll Transport, where 
she helped set up weekly transport and storage 
assistance for the Bookfair volunteers. 

PJ has also been involved with various events and 
joined the Board in February 2007. She currently 
holds the position of Board Secretary.

Athol Opas
Athol has proudly served as a director of Lifeline 
Canberra for over two years, commencing in February 
2008. Athol has lived in Canberra for 17 years and 
is an active member of the Canberra community. 
Athol is committed to the values and work of Lifeline 
Canberra—changing lives for the better.

Athol is a graduate in Arts and Law, including a 
Master of Laws. Athol is a solicitor with over 11 years 
experience in private and public sectors, and is 
currently President of the ACT Law Society.

Pauline Thorneloe
Pauline has worked in the public service for over  
30 years and specialised over the last 10 years 
in human resource management. She came to 
Canberra in 2002 and joined Lifeline as a telephone 
counsellor in 2004.

Pauline sees her contribution to Lifeline as a way 
to get more involved in the Canberra community. 
Pauline became a member of the Board in May 2009.

Joanna Houghton
Joanna first joined the Board of Lifeline Canberra  
in 2005 when she was working as a lawyer in a 
private firm. 

She left in 2007 to work in the Congress of the 
Federated States of Micronesia before rejoining the 
Board in late 2008. Joanna now works for AusAID.

PJ Gould

Athol Opas

Pauline Thorneloe

Joanna Houghton
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President’s report

This year was a period of stabilisation for Lifeline Canberra.  
The Board’s priority was to re-establish certainty at the executive 
level and commence delivery of our three-year strategic plan. 
Accordingly, the Board was delighted to announce the appointment 
of Mike Zissler as Lifeline Canberra’s new Chief Executive Officer  
in January this year. 

Mike came to Lifeline with extensive 
senior management experience and 
a reputation for taking on difficult 
challenges. It is not surprising, then, 
that during his first six months with 
the organisation Mike has been 
instrumental in raising public awareness 
about the ‘hidden toll’ of suicide in 
our region and insisting that as a 
community we openly confront the 
problem of suicide.

Approximately 10% of calls taken on 
the Lifeline 13 11 14 crisis counselling 
line are suicide related. We consider 
the crisis line a vital part of suicide 
prevention. 

Of course, Lifeline Canberra’s 
distinctive contribution to the 
community is the provision of generalist 
telephone counselling. This means that 
our 24-hour telephone counselling 
service is available to anyone, at any 
time, experiencing crisis or concerned 
about the well-being of another. 

The mission of Lifeline Canberra is 
simple: changing lives for the better. 
The services we provide contribute 
to building resilient individuals and, 
correspondingly, healthy communities. 
In 2009–2010 our trained volunteer 
telephone counsellors answered  
15, 538 calls. 

Along with the crisis counselling line, 
Lifeline Canberra continued to deliver 
other key services in the national capital 
region: face-to-face gambling and 
financial counselling, youth support 
and education, and training and 
professional development services. 
Following the re-focusing of the ACT 
Government’s homelessness policy, 
Lifeline Canberra ceased delivery of the 
Canberra Emergency Accommodation 
Service (CEAS) at the close of the 
financial year. The Board thanks all 
telephone counsellors who delivered 
this important service over the past  
39 years. We acknowledge, in particular, 
Jenny Persi and Angela Thomas, who 
so capably coordinated the CEAS 
program.

Behind the scenes we have 
strengthened our internal controls and 
commenced review of the policies that 
govern the way we do business. This 
positions us well as we move into the 
second year of our strategic planning 
cycle. Our priorities in 2010–2011 are: to 
build the body of evidence that enables 
us to remain responsive to community 
needs; and to commence growth of 
our revenue base to ensure long-term 
financial stability.
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The lifeblood of our organisation is 
our volunteer workforce. At 30 June 
we had 235 warehouse and Bookfair 
volunteers and 220 volunteer telephone 
counsellors on our books. The Board 
acknowledges the dedication and 
expertise of all our volunteers. We thank 
our paid staff who so ably support the 
volunteer workforce and deliver our 
other services. We especially note the 
contribution that Amanda Tobler has 
made to Lifeline Canberra and thank 
her for leading the organisation, in an 
acting capacity, in the first half of the 
reporting year.

Finally, the Board gratefully 
acknowledge our funders, sponsors 
and sector partners for their support 
and for sharing our commitment to the 
mission of Lifeline Canberra.

It has been a pleasure and an 
inspiration to work with our new CEO. 
With Mike at the helm, the Board will 
direct more attention to the external 
environment in 2010–2011. We look 
forward to working with Mike and his 
team—and all our stakeholders—in the 
year ahead.

Robyn Clough 
President

The lifeblood of 
our organisation 
is our volunteer 

workforce. 
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Corporate governance statement 

In 2007, the Board adopted the Australian Securities Exchange 
(ASX) Principles of Good Corporate Governance and Best Practice 
Recommendations. The ASX Principles are not prescriptive but 
provide guidelines on best practice in corporate governance.

The Board resolved to include in  
all future Lifeline Canberra annual 
reports a governance statement to 
report on progress in implementing  
the ASX Principles.

Principle 1
Lay solid foundations for  
management and oversight.

The Constitution of Lifeline Canberra 
sets out the powers of the Board. 
Additionally, the Lifeline Canberra Policy 
Manual provides guidance to the Board 
and management on their respective 
roles and functions. A review of the 
policy manual was commenced in  
early 2010.

Principle 2
Structure the Board to add value.

The Board has a Governance 
Committee with specific Terms of 
Reference focused on reviewing and 
monitoring governance processes and 
director independence. In the second 
quarter of 2010, the Governance 
Committee conducted a skills audit  
of the Board and expects to fill priority 
skill gaps on the Board in the second 
half of 2010.

Principle 3
Promote ethical and responsible 
decision making.

The Board is satisfied that the existing 
Code of Conduct and Code of Ethics 
set out in the Lifeline Canberra Policy 
Manual, as well as the Conflict of 
Interest Policy, satisfy this requirement.

Principle 4
Safeguard integrity in financial 
reporting.

The Board has established a Finance, 
Risk and Audit Committee, which is 
chaired by a director with qualifications 
in finance and accounting. The 
Committee operates under formal 
Terms of Reference and regularly 
reviews and provides reports to the 
Board on the organisation’s financial 
position. The Chief Executive Officer 
is responsible for the preparation 
and presentation of monthly financial 
statements to the Finance, Risk and 
Audit Committee. 
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Principle 5
Make timely and balanced  
disclosure.

This principle is not specifically relevant 
to Lifeline Canberra as it relates to 
continuous disclosure requirements for 
companies listed on the ASX. However, 
the Board is keen to ensure that as a 
general principle, Lifeline Canberra 
strives to maintain open and regular 
communication with its members and 
key stakeholders—communication that 
is timely and factual. 

Principle 6
Respect the rights of  
shareholders.

Lifeline Canberra’s members may be 
considered its shareholders. The annual 
general meeting (AGM) is the formal 
means by which we can communicate 
with our members and through which 
members can vote on significant 
decisions that affect Lifeline Canberra. 
However, it is the Board’s view that 
members should be consulted prior  
to the presentation of a major  
proposal at an AGM.

Principle 7
Recognise and manage risk.

The Board’s Finance, Risk and  
Audit Committee have a specific 
responsibility under its Terms of 
Reference to examine and advise  
the Board on risk management.  
In the first half of 2010, Lifeline 
Canberra undertook a comprehensive 
risk assessment and management  
exercise. The risk management  
plan is due to be completed in  
the third quarter of 2010.

Principle 8
Encourage enhanced  
performance.

Some years ago the Board adopted a 
policy that the Board would review its 
performance at least every two years. 
The most recent review was conducted 
in October 2008. A further review is 
scheduled for late 2010. The outcomes 
of these reviews are used to modify 
Board and related processes and 
enhance Board and/or director skills 
through training where appropriate.  
The Chief Executive Officer is required 
to undergo an annual performance 
review by the Board.

Principle 9
Remunerate fairly and  
responsibly.

As a charity, Lifeline Canberra has a 
limited capacity to use remuneration 
as an incentive for people to join 
the organisation. To ensure that the 
organisation remains competitive within 
the community sector the Board seeks 
independent advice on remuneration 
issues. The Board’s Governance 
Committee provides advice to the 
Board on remuneration and related 
issues for the Chief Executive Officer.

Principle 10
Recognise the legitimate interests  
of stakeholders.

The Lifeline Canberra Code of Conduct 
and Code of Ethics establish the 
requirement for directors, staff and 
volunteers to comply with all legal 
obligations and to conduct themselves 
in a manner consistent with the Codes.

Robyn Clough 
President



LIFELINE CANBERRA ANNUAL REPORT 2009-10

PAGE 15

CEO’s report

Lifeline Canberra has always been known as an organisation that 
listens to people and gives back to the community and this year 
was no different. This was a year for building on our shared history 
together, a year for saying goodbye to old friends and welcoming 
a few new friends along the way. This year was a time for reflection 
and a time for starting anew. This was a year of change. 

In this year we took 15, 538 telephone 
calls and listened to people in 
emotional distress and crisis. We 
provided them trust, we provided 
them a confidential and non-
judgmental service and we provided 
them assistance and hope. Critically, 
we responded to 1195 suicide calls 
and provided the callers with the 
opportunity to consider other options 
and to make a different decision. 
Lifeline Canberra actively saves lives.

To do this we trained and inducted 
another 112 telephone counsellors 
and collectively filled 2912 shifts to 
take those calls. We went out into our 
community and delivered training to 
the young and not so young through 
our LYNX program and our corporate 
training. We supported a number of 
organisations with their employee 
assistance programs and we trained 
well over 120 people through our 
Applied Suicide Invention Skills Training 
program.

We also continued to support people 
with problem gambling by providing 
problem-gambling counselling and 
financial counselling through our 
Gambling Care and Clubcare programs. 
We trained club staff and worked in the 
community to help people recognise 
the risks with problem gambling and 
where they can get help.

We also said farewell to the Canberra 
Emergency Accommodation Service  
as our contract finished with the  
ACT Government at the end of the 
financial year.

As we supported the community, the 
community continued to support us: 
the iconic Lifeline Canberra Bookfairs 
are in many people’s diaries and people 
came out and invested while supporting 
Lifeline Canberra. Our Friends of 
Lifeline gave generously again and 
our many sponsors continued to 
donate their time and money to help 
ensure that we provide services to our 
community. As always we thank each 
and every sponsor and member of the 
community who made a contribution to 
Lifeline Canberra.
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As this is my first Annual Report I 
need to thank the Board for having 
the confidence in me to make the 
appointment of an outsider; the staff 
for their enduring patience as I worked 
my way into the job; the volunteers 
who continue to amaze me with their 
resilience, commitment, and patience; 
and our many friends and sponsors 
of Lifeline Canberra. We could not 
do what we need to do without your 
support.

I would also like to pay tribute to 
Amanda Tobler, who after many years 
with Lifeline Canberra moved on to 
bigger and better things but during 
2009 held the organisation together 
with skill, flair and determination.

And so to next year. The themes 
will continue to be much the same, 
supporting individuals and the 
community to become strong and 
resilient so that people can look after 
themselves, each other and their 
community. We will continue to provide 
the 13 11 14 telephone counselling 
service 24 hours a day, every day, 
for people who need emotional and 
crisis support; and we will maintain a 
continued and strong commitment to 
assist people who have thoughts of 
suicide and to actively intervene when 
necessary.

Mike Zissler 
Chief Executive Officer

To be the first  
organisation people 

turn to when they 
seek support.
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Telephone counselling

For the telephone counselling team, this past year has been one 
filled with change, yet also excitement and opportunity.  

We have continued to grow as we’ve 
faced the challenges of upgrading our 
national system to allow more calls to 
be answered and to provide a more 
consistent service. Some of these 
changes have been implemented while 
more will be implemented in the next 
financial year.

These changes have included changes 
to our counselling model, changes to 
telephone counsellors’ accreditation 
commitments and many changes to 
the management of the volunteer 
body. The telephone counselling staff 
team, along with MATT (Make Up and 
Transformation Team) have ensured 
these changes have been made as 
smoothly and openly as possible.

This financial year has seen 112 newly 
trained telephone counsellors join our 
phone room. It is always wonderful 
having new enthusiasm and interest 
within the counselling body and Lifeline 
Canberra is truly lucky to have our 
current volunteer numbers.

This calendar year has seen the first 
national training delivered by Lifeline 
Canberra; many thanks to Janet for 
taking up what seemed a mammoth 
task and getting all our students 
through the first course.

The year we have seen with sadness 
the departure of Alan Verhagen, Jenny 
Persi and Lynette Williams from our 
team. We thank them so much for all 
their amazing efforts, especially Jenny 
who was with us for seven wonderful 
years and was often referred to as the 
heart of Lifeline.

However, we have been blessed to 
have another four wonderful team 
members join our ranks: Barbara 
Bankovsky—Pastoral Care Officer, Karen 
Rendall—Co-ordinator of Supervision, 
Tom Hulse—Administration and 
Janet Rickwood—Initial Counsellor 
Development Program Trainer. It has 
been an absolute pleasure working 
with such a dedicated and professional 
team.

The beginning of 2010 also saw the 
departure of Amanda Tobler, who 
had been the manager of telephone 
counselling for the past 8 years. 
Amanda had been instrumental in 
making the telephone counselling 
section what it is today—a healthy, 
dynamic, vibrant place to work. We 
thank Amanda so much for her years 
of passion and her belief in both our 
service and the caller.

Lastly to our wonderful 200-plus 
telephone counsellors—the strength 
and backbone of our organisation. 
Thank you for your amazing 
commitment to Lifeline Canberra, for 
your patience during the changes 
which have continued to come over the 
past 12 months and for your faith that 
all these improvements will help our 
service in answering more calls. You are 
the voice so many people need to hear 
to get through the night. We are so 
blessed to have you.

Mandy Fraser 
Manager Telephone Counselling 
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CEAS: Canberra Emergency  
Accommodation Service

June 2010 saw the end of an era for the Canberra Emergency 
Accommodation Service (CEAS) at Lifeline. 

For the past 7 years, CEAS has 
provided a 24-hour, seven-days-a-
week counselling, information and 
referral line for Canberra’s homeless 
population, and has collated 
information daily on possible vacancies 
for the local homelessness network. 
Building on the success of CEAS as a 
referral agency, the ACT government is 
implementing a one-stop intake system 
for all its social housing programs and 
this will replace CEAS, becoming fully 
active in late 2010.

This year saw the CEAS line respond to 
1647 calls, covering 2320 people who 
were in need of crisis accommodation 
because of a variety of unfortunate 
circumstances in their lives. Calls to 
the CEAS line also dealt with a range 
of other issues including longer term 
accommodation concerns, requests 
for financial and material support 
and general counselling for non-
accommodation-related situations such 
as family breakdowns and parenting 
problems.

The CEAS line was staffed 24/7 with 
trained Lifeline counsellors who were 
able to offer up-to-date referrals for 
accommodation vacancies; they also 
provided referrals to other support 
services for help with food, material 
possessions, legal aid, spiritual 
guidance, substance abuse issues 
etc. which may have helped the 
callers either to avert a move into 
homelessness or to work their way 
through issues which were contributing 
to their homelessness.

Despite the continued frustration, 
where accommodation vacancies were 
never enough to match the demand, 
callers were appreciative of the service 
offered by CEAS to help them explore 
their own resources or to link them in 
with other support services.

CEAS staff continued to play an active 
role in the homelessness sector 
during the year and were enthusiastic 
contributors to various working groups 
including training for the sector, 
the issues of accreditation and the 
never-ending quest for effective 
communication across the sector.

The closure of CEAS in June saw the 
end of an era for Jenny Persi who 
had established the CEAS program at 
Lifeline and contributed solidly to its 
continued outstanding contribution 
to the sector. Jenny’s commitment to 
Canberra’s homeless community is 
unparalleled as her daily list of possible 
accommodation vacancies to the sector 
will attest.

Thanks are due to all the Lifeline 
Canberra counsellors who picked up 
the CEAS phone and offered a listening 
and supportive ear to callers whose 
basic need for accommodation was the 
most critical issue in their lives at a time 

when everything appeared hopeless. 

Angela Thomas 
Coordinator of CEAS at Lifeline
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Training and development

Over the past 12 months Lifeline Canberra’s corporate training has 
focussed on the provision of training programs designed to enhance 
the general well-being of the community and giving basic counselling 
skills for when individuals find themselves in situations dealing with 
people in crisis. 

Individuals, community organisations 
and government departments have 
been involved in our programs which in 
turn have developed communication, 
resilience and support skills.

Some groups which have been involved 
in Lifeline Canberra’s corporate 
training are: New South Wales Police 
Department, Department of Defence, 
ComSuper, Department of Justice 
and Community Service, Department 
of Disability, Housing and Community 
Services, Australian Tax Office, Uniting 
Care—Wollongong and ACT Council of 
Social Service (ACTCOSS).

Lifeline Canberra also conducted 
many open training programs including 
Mental Health First Aid, Applied Suicide 
Intervention Skills Training, Accidental 
Counsellor and Dealing with Difficult 
Callers.

designed to enhance  
the general well-being  

of the community 
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LYNX: Lifeline Youth NetworX

LYNX has had a total of 298 young people involved in its programs 
over the past 12 months with over 1000 other young people coming 
into contact with Lifeline Canberra/LYNX through Health Awareness 
Fair and Youth Week activities.

The three key programs offered by 
LYNX are Peer Skills, Mental Health 
Ambassador and First Responder—
Emerging Suicide Helper. The programs 
are run with young people who have 
been nominated by their peer group 
as people they would turn to for help. 
Each program works on refining their 
communication skills, developing their 
problem-solving skills and highlighting 
the importance of self-care and 
boundaries as a helper.

The young people really engage in the 
workshops and are full of energy and 
enthusiasm. We have run our programs 
at St Clare’s College, Canberra High, 
St Mary MacKillop College, Campbell 
High, Narrabundah College, Belconnen 
High, Melba Copland Secondary School 
and Radford College.

The Corporate Training/LYNX section 
has been lucky enough to have had 
Megan Skillicorn as its head trainer for 
the past two years. Sadly, Megan has 
recently left Lifeline Canberra to start a 
new adventure; however we thank her 
for her enthusiasm and energy during 
her time with Lifeline Canberra.
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Gambling Care

Lifeline Canberra’s Gambling Care program provides  
problem-gambling counselling, financial counselling, community 
education about problem and responsible gambling, and training  
to gambling venue staff in the delivery of responsible gambling 
service. 

Gambling Care is funded by the ACT 
Department of Disability, Housing and 
Community Services and by Clubcare.

Clubcare is a partnership between 
27 of Canberra’s leading licensed 
community clubs, ACTTAB and Lifeline 
Canberra. Clubcare provides two thirds 
of Gambling Care’s total funding. 
Clubcare is a demonstration of each 
partner’s commitment to assisting 
Canberrans who are experiencing 
problems with gambling.

The provision of gambling counselling 
assists clients to assess their personal 
and financial circumstances and 
to make fundamental changes to 
their lives. Assistance is provided to 
individuals and couples, to people 
with gambling problems and also to 
their families. Clients usually present 
in crisis and often have co-morbid 
issues: excessive alcohol use, drug 
use, moderate to severe mental health 
problems, trauma, grief and loss issues 
and relationship problems.

Financial counselling is essential for 
clients experiencing financial distress 
as a result of their gambling or a family 
member’s gambling. The impacts can 
range from erosion of a family’s future 
choices or difficulty meeting immediate 
living costs and financial commitments 
and even loss of their home. 

We were very active with community 
education again in Responsible 
Gambling Awareness Week this year. 
Gambling Care staff distributed over 
1000 Responsible Gambling Awareness 
pamphlets this year at Canberra’s 
town centres. More and more around 
Australia, problem gambling is being 
addressed as a public health issue. 
Gambling products are readily available 
and overuse is strongly associated with 
harm.

Paul Guinane 
Manager Gambling Care
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Marketing

This year was our biggest yet in terms of fundraising. The programs 
that were put in place increased our income by doing what we do 
best—selling books. The spring and autumn Bookfairs raised over 
$718 000 and EPIC extended its sponsorship of our core fundraising 
event through to 2015.

A successful book sale was held in 
Cooma over two days, raising around 
$7000. We had extensive media 
coverage in the region and that resulted 
in some very good publicity and media 
relations. We will be doing another 
bigger book sale in Cooma during 2011.

The second Mini Bookfair in the 
Auditorium at Vikings Erindale 
increased its takings over the previous 
year, to $38, 000. The Vikings Club will 
again sponsor the event for 2011, when 
it will be bigger again. 

As always the success of our Bookfairs 
and sales could not occur without the 
hard work and commitment of our 
volunteers. They continue to work week 
in and week out at the warehouse to 
deliver a great outcome for Lifeline 
Canberra.

The second CIT Bookfair Dinner, hosted 
by Natalie Forrest from PRIME TV, was 
a sell-out success, with over $13, 000 
raised from the sale of tickets and an 
auction.

The popular Women of Spirit Award, 
held at The Boat House by the Lake, 
was smaller than the previous year 
with not as many nominations, but 
nevertheless was a success.

The Friends of Lifeline Newsletter 
Appeal came in over budget 
expectations with more than $60, 000 
being donated by this group of people, 
some of whom have been donating to 
Lifeline Canberra for over 35 years.

We also received a $12, 500 grant from 
The John James Memorial Foundation 
for our continuing work with LYNX and 
$5000 from The Ross Divett Foundation 
to buy a new laptop and projector for 
the training programs.

Ric Bennett 
Marketing Manager
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Treasurer’s report

While the year to 30 June 2010 has been a year of great progress for 
the organisation, Lifeline Canberra’s services remained unchanged 
from the previous reporting period, with a focus on its core business 
of providing a 24-hour telephone crisis counselling service.

As in previous years, services have 
been funded through Commonwealth 
Government grants, ACT Government 
grants, corporate support and 
sponsorship, donations and fundraising. 
The largest source of funding for 
Lifeline Canberra is donations and 
fundraising, of which the most 
significant component comes from the 
bi-annual Lifeline Canberra Bookfairs. 
It is a credit to all of the people who 
make these events happen and to the 
community who continue to support 
them through the donation and 
purchase of books.

Delivery of such valuable, high quality 
services to the community would not 
be possible without the commitment, 
passion and compassion of our 
staff and volunteers.  While our staff 
costs represent the most significant 
item of expenditure in our Financial 
Statements, the value of the effort 
generously donated by over 200 trained 
volunteer telephone counsellors and 
over 220 Bookfair volunteers is critical 
to Lifeline Canberra’s operations.

Lifeline Canberra achieved a net 
surplus in 2009–2010 of $157 622 and a 
net increase in cash of $105 205.

The 2009–2010 reported net surplus 
is in the order of $107k better than 
budgeted. This is predominantly as 
a result of lower expenditures than 
expected, which are largely the result 
of vacant staff positions and lower than 
planned program activity.

While 2009–2010 revenues of $1.9m 
look significantly lower than prior year 
revenues of $2.3m, this is an expected 
change as a consequence of the 
once-only grant for the construction of 
the Book Storage and Sorting Facility 
(BSSF) in the prior year.

Lifeline Canberra’s net assets have 
increased to $2.5m from $2.3m, largely 
as a result of the increase in cash on 
hand.

As I reported last year, while Lifeline 
Canberra has relatively healthy net 
assets it should be noted that the land 
gifted by the ACT Government for the 
BSSF is restricted for that purpose and 
is therefore not an asset which can 
be used for other purposes or sold at 
Lifeline Canberra’s discretion.

The Board is confident that—with the 
recent year’s positive financial results, 
continued success of the Bookfairs 
and strong management—the required 
development and investment in the 
organisation is achievable.

From a purely financial perspective, 
it is important to broaden Lifeline 
Canberra’s revenue base. The Bookfairs 
are a resounding success; however as 
an organisation we are very dependent 
on them. Management has commenced 
the development of a Community 
Engagement and Fundraising program 
which goes to the heart of this issue.
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While the financial reports, risks, 
governance and planning mentioned 
in this report seem far away from the 
services which Lifeline Canberra offers 
and the compassion which our staff 
and volunteers show for our ‘clients’, 
they are critical to our success in 
providing those services as efficiently 
and effectively as possible. As I said in 
conclusion last year, Lifeline Canberra 
should ‘operate commercially without 
commercial intent’.

The Board is very pleased with the 
progress made in the past year in re-
engineering our business to ensure that 
we remain relevant, accessible, secure 
and recognised in the context of our 
mission to ‘change lives for the better’.

As a member of the Board, I look 
forward to the next phase of execution 
of the Strategic Plan. I would like to 
thank volunteers, staff, management, 
the Finance, Risk and Audit Committee 
and the Board of Directors for their 
effort, enthusiasm, dedication, 
professionalism and passion for Lifeline 
Canberra and most of all for their 
compassion for those who need its 
services.

Phillip McCorkell 
Treasurer
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Financial Satatement
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Like a pebble thrown into a pool of still 
water, Lifeline changes lives…gently.

Without fireworks or fanfare, Lifeline 
touches more people  
than we can count.

We call it the ripple effect. 
Sometimes the ripples are so tiny we hardly 
notice them. 
Other days we really make waves.

Right now, somewhere in our region,  
a Lifeline telephone counsellor is listening  
to a story… 
Of loss or loneliness… 
Of fear or frustration… 
Of anger or regret… 
Of suicide and death…

Lifeline listens…No matter how long  
that may take.
 
Ric Bennett 
Marketing Manager
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Lifeline Canberra Enquiries

GPO Box 583, 
Canberra City, 
ACT 2601

P: (02) 6247 0655
E: office@act.lifeline.org.au

1st Floor, Novell Building
71 Northbourne Avenue,
Canberra City


