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Our story

Lifeline Canberra exists to support people in crisis and save the lives of 
those experiencing thoughts of suicide.

For over 46 years, Lifeline Canberra has provided the Canberra community with 24/7 crisis 
support via our local 13 11 14 service. Lifeline Canberra telephone crisis supporters are 
passionate and highly skilled volunteers who listen with care and acceptance, whatever the 
circumstance, and provide support and information to people in need.

Through our community events and our engagement with the local and federal governments, 
as well as corporate and community organisations, we also raise awareness of mental health 
support and suicide prevention. In our efforts, we provide a voice in the community and 
government discussions on crisis support and suicide prevention, including utilising 
international research and experience to influence policy and programs.

Changing lives for the better.
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Our vision, purpose & core values

Our vision is to be the first organisation people turn to when they seek crisis support. 

Our purpose is to support Australians in times of crisis and equip individuals to be resilient and 
suicide safe—changing lives for the better. 

We have a specific focus on supporting the Canberra community, and continue to support all 
other jurisdictions across Australia in times of need.

Our core values are integrity, respect, compassion and professionalism.

Integrity
• We are transparent in an environment of confidentiality.
• We focus on positive workplace behaviours, encouraging a healthy work-life balance.
• We seek opportunities to learn, grow and improve.

Respect
• We respect different opinions and strive to learn from our mistakes.
• We work collaboratively and acknowledge individual contributions and efforts.
• We recognise and value diversity.

Compassion
• We are inclusive of others.
• Communicating openly, we show compassion for each other and recognise the 

contribution of paid and unpaid staff (volunteers).

Professionalism
• As our purpose is to support others, we work for client-focused outcomes.
• We seek and provide feedback constructively.
•	 We pride ourselves on being reliable and accountable.
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What drives us

Our number one priority at Lifeline Canberra is to be the first organisation the local community 
turns to when they need crisis support. We have 275 volunteers working in our crisis support 
centre. We are here for our community every minute of the day. 

Our volunteers are the backbone of Lifeline Canberra; whether it is on the end of a phone, at 
our Bookfairs, or helping at our annual Fun Run, each and every volunteer works to our core 
values of integrity, respect, compassion and professionalism.

8 people die by suicide  
each day in Australia.

2,866 Australians took their own life  
in 2016.

Suicide remains the leading cause of preventable death  
in Australians aged 15 to 44.

In Canberra, we lose one person to suicide each week.

For every death by suicide, it is estimated that as many as 30 people attempt to end  
their lives. That is approximately 90,810 suicide attempts each year. 

45 per cent of Australians will experience  
mental illness in their lifetime. 

Approximately 1 in 5 Australians will experience a  
mental illness each year—that’s 20 per cent of us— 
yet this topic is still misunderstood and still stigmatised.

Mental illness is the main risk factor for suicide.

Each day our telephone crisis support volunteers speak with approximately 100 callers. 

Lifeline Canberra had a momentous year with many goals achieved and much support 
extended to our Canberra community.
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What drives us . . .

8 people die by suicide 
each day in Australia.

3,027 Australians took their own life in 2015.

In Canberra, we lose on person to suicide each week.

For every death by suicide, it is estimated that as many as 30 people attempt 
to end their lives. That is approximately 90,810 suicide attempts each year.

Suicide remains the leading cause of preventable 
death for Australians aged 15 to 44.

45% of Australians will 
experience mental illness 
in their lifetime.

Approximately 1 in 5 Australians will experience a 
mental illness each year - that's 20% of us - yet this 
topic is still misunderstood and often stigmatised.

Mental illness is the main risk factor for suicide.

45%

Data reflects the Australian Bureau of Statistics (ABS) Catalogue 3303.0 Cause of Death Australia, 2015

With the prevalence of suicide 
rapidly increasing, each day 
awareness and demand for our 
life-saving 13 11 14 service rises.

Each day our telephone crisis support 
volunteers speak with almost 100 callers.

Hello this is 
Lifeline, may we 

help you?
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Our achievements

34,035  
life-changing calls 
answered by our crisis 
supporters.

3,386  
calls where suicide was 
discussed

2,389 
safety plans created  
with callers at risk

Approx 4,200 
shifts filled by our  
crisis supporters

85  
new crisis supporters 
inducted

6,570  
hours of in-shift support 
completed

8 Lifeline Canberra Annual Report 2015 - 2016

Our achievements from the year . . .

34,911
calls answered 
by our crisis 
supporters

2,414
safety plans 
created with 
callers at risk

17,896
calls where 
suicide was 
discussed

4,280
shifts filled 
by our crisis 
supporters

133
new crisis 
supporters 
inducted

6,570
hours of in-
shift support 
completed

We also . .  . 

• answered 775 help-seeker enquiries on the National Feedback Service

• involved all crisis support volunteers in a supervision and 
development program for skill and best practice enhancement

• trained 1,932 people in our CORE Solutions courses

• delivered a number of Federal and ACT Government grants

• launched a major awareness and fundraising campaign

• received significant positive media exposure across a variety of 
community initiatives

• contributed to creating a more resilient community 

On Sunday, 26 June 2016, we had the highest 

record of calls answered in one day: 249 calls
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We also:

•	 Held two very successful bookfairs, 
including two record-breaking fairs 

–	 Each bookfair brought together 
around 350 volunteers and thousands 
of community members and even 
included the sale of an extremely rare 
first print copy of Harry Potter and the 
Prisoner of Azkaban.

•	 Continued to build solid and meaningful 
relationships within the Canberra 
community, including with the ACT  
and Federal governments, corporate, 
sporting and community sectors. 

•	 Held our third annual Fun Run  
event, which was attended by over  
1,000 runners and walkers, and 
supported by 150 volunteers.

•	 Held our first ‘Touch of Life’ Corporate 
Touch Football Day, in conjunction with 
ACT Touch Football, raising awareness of 
mental health and workplace care in 
corporate environments. 

•	 Encouraged many men across the region 
to grow a beard for winter in support of 
our vital crisis support service, raising 
awareness of suicide prevention.

•	 Contributed our voice, and was heard,  
on local matters, including: gambling  
harm-minimisation and support for 
pregnant women and new mothers—
which is critical with suicide rates 
increasing in this community area.

•	 Delivered a powerful campaign on the 
issue of suicide following suicide rates  
in the ACT reaching a 10-year high.

•	 Delivered 201 facilitated training sessions 
to 2,254 participants across Canberra as 
part of our Core Solutions training 
package.

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
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Our Board of Directors

Cade Brown, President

Cade joined the Lifeline Canberra Board in 
2012. He was elected to the position of 
Treasurer in 2014, Vice-President in 2015 
and President in 2016. Cade provides the 
board with a deep understanding of 
corporate governance, risk management 
and financial management skills that he has 
obtained in a 15-year career as a consultant 
in one of Canberra’s leading accounting 
firms. He is currently a Partner of Callida 
Consulting and has also figured prominently 
in Canberra’s sporting landscape, primarily 
as captain of the ACT Comets. 

Cade is a proud Canberran and is 
committed to the Lifeline vision and values. 
He is passionate about the services that our 
volunteers and hardworking staff provide  
to the people of Canberra and the 
surrounding region.

Todd Wills, Vice-President

Todd joined the Lifeline Canberra Board in 
February 2016. In 2015, Todd moved to 
Canberra from Melbourne and has been 
passionate about Canberra and its 
community ever since.

Todd holds a Bachelor of Law and Bachelor 
of Arts and has over 25 years’ experience  
in the professional services industry in 
South Africa, Melbourne and Canberra.  
He is currently the Canberra Office 
Managing Partner for EY. His experience 
over the last 25 years has given him a great 
appetite for growing business, supporting 
the community and creating value. Todd  
is currently on the Red Shield Appeal 
Committee and the Canberra Cancerians 

Committee. In addition, he was formerly a 
board member of the Canberra Business 
Council.

Todd has a strong passion for mental health, 
support around mental illness and the 
prevention of suicide.

Jessica Mellor, Secretary

Jessica joined the Lifeline Canberra Board  
as a Director in February 2017. She is an 
experienced project executive with a strong 
focus on strategy and innovative solutions. 

Her experience spans major infrastructure 
projects, residential and commercial 
development, and funds management.  
Jessica is currently the Chief Executive Officer 
of Aquis Entertainment and Casino Canberra, 
and brings a wealth of knowledge in public 
company administration and compliance, 
projects and cost management.

Arran Curll, Treasurer

Arran joined the Lifeline Canberra Board in 
2014 and was appointed to the Finance Risk 
and Audit Committee, leveraging his expertise 
in finance to help ensure we maintain a 
long-term approach to sustainability. He was 
elected to the position of Treasurer in 2015. 

Having studied in the ACT, Arran’s skills and 
passion for life took him abroad to the United 
Kingdom and then to the Northern Territory, 
before returning to Canberra in 2007. Arran is  
a partner at local financial planning firm, Much 
more than money (formerly Godfrey Pembroke) 
and is an accredited Financial Advisor. 

A passionate fitness fanatic, Arran is often 
seen around town running or cycling.
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Warren Apps, Director 

Warren joined the Lifeline Canberra Board 
in 2011. Leveraging his experience in 
communications, he has worked closely 
with the team to assist engagement and 
business development. 

Warren is a Director of Coordinate Group, 
Canberra’s largest communication, 
marketing and advertising consultancy. He 
has 20 years’ experience working in 
multinational advertising agencies and was 
twice named one of the top five advertising 
professionals under 30 in Australia by B&T 
(2007 and 2008). 

Outside of his agency role, Warren is a 
regular media commentator on advertising, 
media and marketing issues, and is a 
Director of both the CBR Brave Ice Hockey 
team and the Brave Foundation.

Carol Bennett, Director

Carol joined the Lifeline Canberra Board in 
June 2017. Over the last two decades, Carol 
has worked at senior executive levels in 
peak national and state health and aged 
care organisations. This includes as Chief 
Executive Officer of Alzheimer’s Australia, 
Consumers Health Forum of Australia, 
Hunter Medicare Local, Rural Health 
Workforce Australia and the Victorian 
Alcohol and Drug Association. 

Carol has also managed her own consulting 
business working with national peak groups 
such as beyondblue, Australian Practice 
Nurses Association, Heart Support Australia 

and Snowy Hydro SouthCare Rescue 
Helicopter Trust, where she performed in the 
role of interim CEO.

Carol is the current CEO of Painaustralia—a 
national peak body representing broad 
interests in the areas of medical/scientific, 
academia/research, carers, consumers and 
allied health professionals. 

Carol is also on the Board of the Snowy 
Hydro SouthCare Helicopter Fund and is a 
member of the Medicines Australia Advisory 
Council. 

Carol is passionate about improving the 
quality of health and aged care for all 
Australians.

Jeanie Bruce, Director

Jeanie joined the Lifeline Canberra Board in 
2012. She joined Lifeline Canberra as a 
Telephone Crisis Support volunteer in 1999, 
quickly expanding her volunteering role to 
include In-shift Support Supervisor and 
mentoring new volunteers as a Group 
Facilitator. 

In 2011, she was named ACT Volunteer of the 
Year for her considerable and ongoing 
contribution to Lifeline. 

Jeanie has extensive experience as a 
manager in the public sector in both Western 
Australia and the ACT. 

Canberra has been her home since 1991 and 
contributing to the local community, through 
Lifeline Canberra, continues to inspire her.
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Ayesha Razzaq, Director

Ayesha joined the Lifeline Canberra Board in 
2011. She brings a wealth of commercial 
knowledge and expertise obtained through 
her career in the retail energy industry, 
leading a dynamic business through a time 
of significant industry change. Ayesha is 
currently the General Manager, Retail, for 
local utility company ActewAGL.

Ayesha is proud to be on the Lifeline 
Canberra Board and supports the important 
work it does in providing telephone crisis 
support to the people of Canberra and 
surrounding region.

Archie Tsirimokos, Director

Archie joined the Lifeline Canberra Board in 
February 2017. He has a strong connection 
to, and is an active member of, the Canberra 
community. 

Archie is Meyer Vandenberg’s Chair and is 
recognised as one of Canberra’s most 
experienced commercial lawyers. 

In 2014 Archie was named the Property 
Council ACT’s Property Professional of the 
Year, and in 2016 Archie was inducted to the 
Real Estate Institute of ACT Hall of Fame. 
Archie was named the Institute’s ‘Solicitor of 
the Year’ in 2015, 2014 and 2013.

In addition to his role as a Director of Lifeline 
Canberra, he is also Deputy Chair of the 
Canberra Business Chamber and former 
Chair of Communities@Work. 

Archie believes that an understanding of 
what clients want is critical to achieving 
excellence.
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President’s message

In an environment where our services are 
increasing in demand and where suicide 
statistics are also increasing, Lifeline 
Canberra, like previous years, can be 
justifiably proud of our achievements and 
successes in 2016–17. Critically, our call rate 
has improved to a record rate as we continue 
to perform at a level that is at the very top of 
all centres across Australia. 

The Lifeline Canberra Bookfairs continue to 
amaze all of us. The year-round efforts of our 
book warehouse and Bookfair volunteers 
fundamentally allow us to remain in our strong 
financial position and, ultimately to take more 
calls on our 13 11 14 crisis support line. 

We continue to develop and deliver  
high-quality training outcomes 
through our CORE Solutions team, 
who improve the understanding and 
capability of our broader community 
through a range of innovative 
training programs. 

All of these achievements have 
been on the back of the unwavering 
efforts and our unbelievably 
committed and talented staff. 

On behalf of the Board, I would like to 
thank all of you for both what you do and, 
equally, the way that you do it. 

Carrie Leeson has again been an 
outstanding leader of this organisation. 
Thank you to both her and the families of 
all of our staff for their love and support, 
which allows our staff to fulfill their 
potential. This thanks also goes to our 
inspirational army of volunteers which is 
now over 700. Their selfless commitment 
to the Lifeline Canberra cause is truly 
remarkable and allows us to deliver a truly 
first-class service.

I would like to thank our Board for their 
efforts. We welcomed three new Board 
members this year, Archie Tsirimokos, Jess 
Mellor and Carol Bennett were all 
outstanding contributors and are all 
equally passionate about assisting Lifeline 
Canberra to achieve our objectives. A 
huge thank you must also go to departing 
President Joannee Houghton. Joanne’s 
contribution to Lifeline Canberra was 
enormous and her board tenure spanned 
three beautiful children, we wish her,  
Ben and the kids all the best and look 
forward to them remaining in the  
Lifeline Canberra family. 
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An enormous thank you must also go to our 
Patron Dr Brendan Nelson. It is an honour to 
have Dr Nelson associated and making a 
genuine impact to our organisation. For this 
we remain truly grateful. 

Finally, a thank you to everyone that has 
given their time to Lifeline Canberra, this 
includes our business partners, our staff, our 
volunteers and those who simply support 
what we do. 

We remain committed to helping our 
community here in Canberra in any 
and every way.

Cade Brown
Lifeline Canberra President
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CEO’s message

Lifeline Canberra’s social and financial 
performance this past year is the 
continuation of a remarkable turnaround, 
precipitated by unwavering community, 
volunteer, employee and business support.

In March, our strategic plan was revisited 
and revised to ensure that we continue to 
strive to meet community needs and 
outcomes. Our crisis support services have 
demonstrated stable growth. This annual 
report focuses on the alignment with our 
2015–2018 (previous) strategic plan to 
maintain consistency in reporting against  
our goals and performance.

Lifeline Canberra, as a result of some bold 
and innovative operational changes, have 
repositioned ourselves to play a different 
role in the changing landscape of mental 
health in Australia. 

The professionalisation of our 
charity to be a more sustainable 
platform to address what is the 
fastest growing health issue 
internationally has been so 
generously supported by sponsors 
and philanthropists alike.

 The ultimate goal of this resurgence is to 
get to more individuals in need, when they 
need us, as well as increase training and 
education to prevent mental ill health from 
changing lives where practicable. Thank you 
to those individuals and businesses who 
believe in the work that we do and support 
us financially or in kind.

Our independence continues to serve the 
community well. In an ever changing political 
environment we are best placed  
to cut through the haze and deliver 
messaging that best serves individuals in our 
community, their families and workplaces/
schools. 

As we move towards renewed values, within 
a hope-filled strategic plan, we look forward 
to another year with our incredible 
volunteers. Thank you to these incredible 
individuals, who give their time, either  
in the crisis centre or at the warehouse,  
for your commitment and support. 



13  Lifeline Canberra Annual Report 2016–2017

I would also like to thank the Board of 
Lifeline Canberra for their time, guidance 
and support; and my team for their passion, 
commitment and humour. 

It is an honour and a privilege to have Dr 
Brendan Nelson as our Patron, an 
inspirational leader and supporter for the 
work we do. Thank you to our ambassadors, 
to the families of all of our volunteers and 
staff, and to our community partners.  
An absolute dream team!

Moving into the 2017–2018 financial 
year we are as determined as ever to 
do more and more to change lives for 
the better. I look forward to sharing 
this with you.

Carrie-Ann Leeson
Chief Executive Officer
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Our progress

Strategic Plan 2013–2018
Lifeline Canberra continues to be on-track to achieve our Key Indicators of Success,  
as set out in our Strategic Plan to 2018. Our progress in the 2016–17 financial year is  
outlined below.

Crisis Support Services 

In 2013, we set out to increase the number of
calls taken by Lifeline Canberra by  
10 per cent each year. 

In the 2016–17 financial year we continued to
see an increase in our capacity to take 
life-changing calls. 

We also remained within the top 5 per cent 
of the most efficient Lifeline call centres  
in Australia.

Relationships

Each year, Lifeline Canberra strengthens its 
relationships locally, nationally and 
internationally for the benefit of the Canberra
community.

We maintain 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 also continued to strengthen our 
relationships with the ACT and Federal 
governments to ensure a consistent share  
of government funding and a meaningful 
voice in policy debate that impacts crisis 
support and mental health awareness, and 
supports suicide prevention. This includes 
being a key community organisation voice 

 

 

 

 

present in government round-tables and 
other discussions relating to gambling  
harm minimisation.

Our government engagement continues to 
grow with advocacy efforts reaching new 
members of the ACT Legislative Assembly 
and ongoing support from ministers.

Each year we increase the number of 
sponsors joining our Lifeline Canberra family. 
In 2013, we set an ambitious goal to increase 
our sponsors by 50 per cent and continue to 
have productive partnerships with a large 
number of businesses across Canberra. 
Since 2013 we have doubled our sponsors. 
Even in the last year, we have seen an 
increase in sponsors, and through our 
awareness campaigns and ongoing 
community engagement this number rises at 
every event. 

We continue to be well supported by the 
Canberra community who engage with  
us through events and social media. Every 
event in 2016–2017 saw attendance 
numbers that were an increase on  
2015–16 event levels, and our social media 
continues to grow in both followers and 
engagement every month.

Strong relationships allow us to continue to 
raise awareness of our services and mental 
health across the Canberra region.
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People

We continue to attract increasing numbers  
of volunteers who support all aspects  
of our organisation. We currently have  
750 volunteers across our crisis support 
centre, book warehouse and events team. 

In 2013, we set out to see the retention rate 
of our telephone crisis supporters be the 
highest in the country. We continue strong 
progress towards this goal.

Volunteers are the lifeblood of Lifeline 
Canberra and we are pleased to have 
excellent staff retention rates, with 
individuals being professional and 
recognised as experts in their field.

With a strong team of staff and volunteers, 
Lifeline Canberra is achieving the goals set 
out in our Strategic Plan for our people. This 
strong team is helping Lifeline Canberra to 
deliver exceptional services to the Canberra 
community through our  
13 11 14 crisis support line, community 
awareness activities, events and advocacy 
efforts. We are grateful for their support.

Support Systems

Following on from our commitment to recruit 
and retain, Lifeline Canberra continues to 
deliver on the objectives  
in our Strategic Plan, to provide support 
systems that benefit all our volunteers  
and our paid staff. 

This includes:

•	 continuing to review and improve  
our systems annually 

•	 providing ongoing training to staff  
and volunteers

•	 ensuring we stay aware of international 
best practice, and incorporate new 
developments and practices into  
our training

•	 continuing a strong program of genuine 
rewards and recognition, and

•	 encouraging and applying innovative 
thinking on a daily basis.
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Our outlook for 2017–18

In March 2017, we set out to renew our 
strategic direction. We will build on our work 
to date, further our ability to build resilience 
in regards to mental health within our 
community and support people in crisis.

In 2017–18 Lifeline Canberra has clear goals 
and a strong commitment to keep offering 
high-quality services to the Canberra 
community.

Our Strategic Plan 2017–20 has four goals:

Goal 1
Build the financial sustainability of 
Lifeline Canberra to invest in new and 
existing services. 

Goal 2
Change the conversation around  
suicide and mental health.

Goal 3
Increase our ability to provide proactive 
early intervention and meet our current 
crisis support services.

Goal 4
Demonstrate the value of Lifeline 
Canberra to our stakeholders.

We look forward to updating you further on these goals and our work to achieve them 
throughout 2017–20. Copies of our new Strategic Plan are available on request, and can also 
be downloaded from our website later in the 2017–18 financial year. 
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Our supporters

We would like to express our gratitude to the following organisations for their generous 
sponsorship and support throughout the year.

Sponsors 
Audi Centre Canberra

Icon Water

Much More than Money

Australian National University—Centre for 
Continuing Education

Sennell

Green Shed

Aquis Entertainment

Bond Hair Religion

Service One Alliance Bank

RSM Australia

Canberra Outlet Centre

Club Lime 

Community Partners
Canberra Cavalry

Canberra Raiders

Belconnen Magpies

Touch Football Australia

Supporters
ACTEW AGL

AHC Studios

Australian Institute of Sport

Birdsnest

Canberra FM

Canberra Southern Cross Club

Canberra Weekly

Cantlie

Capital Hotel Group

Coordinate

Dendy Cinemas

EPIC

EQ Café and Lounge

Evendots

HerCanberra

Infinite Sight and Sound

King & Wood Mallesons

King O’Malley’s

Leader Security

Lennock Motors

Malibu Spray

National Australia Bank

Prime7

Show Pony

Storage King

Tony Innaimo Transport 
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A message from our crisis support team

At the core of our organisation is our Crisis 
Support team. 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. 

This service exists to 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.

In the face of what is the fastest growing 
health issue internationally—mental health—
and against many challenges, the Lifeline 
Canberra team continue to deliver,  
listening with care and acceptance, whatever 
the circumstance.

In 2016–17 the Telephone Crisis Support 
team has been kept busy with many changes 
and improvements on a national level and 
many exciting developments on a local level. 

We have maintained our amazing call answer 
rate while incorporating our local initiatives 
such as the Canberra Commitment 
Challenge and Thank You dinners, to add a 
feeling of community, companionship and 
support to our volunteers.

Our extraordinary volunteer crisis supporters 
continue to provide support, guidance and 
care for our callers. 

During the 2016–17 financial year 
we answered 34,035 calls. 

Of these;

•	 513 callers had imminent safety issues—
they were in the process of suicide or at 
risk of harm and Lifeline Canberra 
intervened in this process, sending 
assistance to them. 

•	 3,386 callers were having suicidal 
thoughts and struggling to keep safe.

•	 918 callers were in highly dangerous 
domestic and family violence situations. 

•	 305 callers were currently at risk of 
non-suicidal self-injury.

•	 94 callers were children in child abuse 
situations, or concerned family members 
reporting children in child abuse 
situations. 

•	 2,389 callers were assisted by Lifeline 
Canberra to establish and develop safe 
plans for the individual’s wellbeing.

We’re proud to make a 
difference in so many lives.
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Family and relationships, mental health and 
‘concerns with self’ continue to be the major 
issues in which callers contact us seeking 
support. Advances in technology mean that, 
as a society, we are more connected than 
ever. But even with this connection, 
loneliness and isolation remain key 
community issues. These issues can be a 
great source of pain and helplessness for 
many, and we are seeing evidence of this 
through our callers. 

In an ever changing political environment, 
we continue to retain the mainstay to ensure 
we get to the person in need, when they are 
in need.

We remain committed to understanding 
suicide and mental health, and the human 
elements driving this. Making a real 
difference to individuals and our community 
is our priority and this remains front and 
centre in all our work.
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A message from our crisis support team

Lifeline Canberra continues to be a driving 
force and is recognised as a thought-leader 
in the Lifeline Australia network. Our 
Canberra Commitment Challenge (where we 
fill every seat in every shift to increase our 
answer rate and be available for as many 
callers as possible) has been incorporated as 
a national initiative with a majority of centres 
now involved in Super Sundays—where we 
aim to increase the caller answer rate 
nationally, especially on those high-demand 
days, such as Saturday and Sunday. 

At Lifeline Canberra the Commitment 
Challenge initiative has certainly achieved 
more than answering additional calls.  
The feedback we have had from our 
volunteers has been highly positive, with 
many asking for an increase in the number  
of the three-day challenge events each year. 
Our volunteers talk of feelings of common 
purpose and teamwork during these 
weekends, as well as the building of 
friendships and community within the  
Lifeline Canberra team.

At the end of the financial year we had  
275 dedicated crisis supporter volunteers. 
This number has remained relatively steady 
over the past 12 months. We have trained  
85 new crisis supporter volunteers, which 
has been a slight reduction on previous 
years; however, we have seen a decrease  
in volunteer resignations. 

We believe this is due to the building of 
community, friendships and support between 
our volunteers, which has been a strong 
focus this year. The Crisis Support team has 
also maintained its concentration on working 

Saturdays and some Sundays to make sure 
all volunteers, no matter the day, feel 
supported and connected to staff.

The Crisis Support team continued to 
operate the National Feedback Service.  
The National Feedback Service is where 
individuals using Lifeline services provide 
comment, complaint or compliments about 
the services Lifeline provides. During 
2016–17 we provided support for 933 clients 
offering feedback and comments regarding 
Lifeline services. These included help 
seekers struggling with suicide, 
homelessness and mental health concerns. 

We would like to thank Steve and Ruth 
Lambert for the continued sponsorship of 
one staff position within the Crisis Support 
team. This position has given Lifeline 
Canberra the ability to offer more ongoing 
support to our volunteers, as well as working 
on specific projects, in-call supervision, call 
assessments and call coaching. 

We would also like to thank the incredible 
Crisis Support team—Barbara, Trish, Felicity, 
Rowena, Dawn, Kellie, Jackie and John. 
These eight amazing individuals have 
worked tirelessly over the past 12 months—
especially with the additional workload of 
national changes that have been 
implemented. Their never-ending dedication 
and enthusiasm is inspiring. Thank you. 

We would also like to thank our volunteers. 
This group of Canberrans sacrifice their 
weekends, weeknights and sleep-ins to 
come into our phone room and change lives, 
every day. 
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Without the care and compassion, the hope 
and belief, the resilience and commitment of 
these 275 plus individuals there would be 
34,035 callers who would not have had a 
listening ear and much needed support 
during the year.

Thank you all so much—you truly are the 
heroes of our Canberra community. 

Members of the Crisis Support team, left to right: Dawn Nusa, Mandy Larsson, Felicity Wheeler, Rowena Martin  
and Barbara Bankovsky.

Mandy Larsson
Director of Service Delivery
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A message from our training team

CORE Solutions Corporate Training

Lifeline Canberra’s Corporate and 
Community Training team (CORE Solutions) 
passionately and inherently believe that 
education is power. The CORE Solutions 
mission is to ‘Build Community Resilience’ 
and we strive to achieve this through our 
prevention-based workshops on Mental 
Health and Suicide Awareness, Crisis 
Intervention and Resilience-based training.

The CORE Solutions portfolio of workshops 
all aim to leave our participants with skills 
and knowledge that will enable people to 
support those around them that may be 
showing signs of psychological struggle.  
Our philosophy is that, with a little education 
around the topics mentioned above, you can 
make a massive difference—a life-changing 
difference—to those around you.

In 2016–17, CORE Solutions has cemented 
itself as a major revenue stream for Lifeline 
Canberra. While this is a great outcome, and 
one the team can be proud of, the real 
achievement is reflected in the number  
of people that have been educated in  
our programs. 

In 2016–17 we delivered a 
total of 201 workshops around 
the country, with 2,254 
participants. 

This means that 2,254 people are now more 
ready, willing and able to reach out and 
support someone in emotional need, 
support someone through their crisis and 
employ life-saving skills if required. A 
phenomenal result, which indicates the  
mark CORE Solutions is making in the 
preventative education context around 
Mental Health Awareness in Australia. 

The CORE Solutions team continues to be 
ever grateful for the support of the  
Much more than money team, as a major 
sponsor. This sponsorship has meant that 
we have offered places in various 
workshops to over 100 participants who 
would not have been able to attend without 
this support. Thank you to the ‘Much' team, 
your support is truly valued and has 
changed the lives of many.  
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We would like to thank Alisha Tarrant and 
Erica Whitby, the training coordinators of the 
CORE Solutions team. These two have 
undoubtedly made the 2016–17 year the 
success it has been, working always with 
passion and pride when taking on this huge 
task of making our community a more 
resilient place. These women are an 
inspiration and have truly made this 
community a better place. Thank you.

Lastly, and so importantly, we would like  
to thank those 2,254 participants that  
have attended one of our workshops.  

Training team Manager  
Tracey McMahon

Training team member  
Erica Whitby

Training team member  
Alisha Tarrant

It is encouraging to see so many people 
willing and eager to be a part of making our 
community a more resilient and safe place to 
be. Because of you, we are one step closer. 
Thank you.

Tracey McMahon
Training Manager

Proudly supported by
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We have received a wealth of positive feedback from training participants, some 
of their testimonials include:

"I’ve done a lot of mental health training lately, including Cert IV in 
Mental Health—this course has been the best by a LONG margin!"

"A life-changing experience for me on a personal and professional level."

"As soon as I walk out of the room I feel like I can put these new skills 
into practice."

Crisis Supporter Workplace Training (CSWT)

In 2016–17 we delivered CSWT over 
three rounds. 

This meant that we were able to 
welcome 100 students into the 
Lifeline Canberra family.

What an amazing bunch of people we have 
had completing CSWT this year. Lifeline 
Canberra has been privileged to welcome 
you into the organisation; and our callers  
and community will benefit enormously 
through your compassion and commitment—
thank you!

Such a year would not be made possible 
without the endless giving, support and 
guidance from our wonderful Group 
Facilitators. In 2016–17, 30 Group Facilitators 
gave up their time to share their expertise and 
knowledge with our students. With the 
assistance of these incredible individuals, we 
have been able to train 100 new Telephone 
Crisis Supporters, and ultimately answer more 
calls from people  
in their time of need. You are all remarkable 
and inspire every day with your passion  
and commitment, and truly do save lives. 
Thank you! 
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Our courses

Communications skills

Accidental Counsellor

This two-day program has been developed for 
people who find themselves in situations 
where counselling or empathetic 
communication is required. The program 
focuses on the importance of communication 
and resilience in a workplace and provides 
participants with a range of skills to work 
effectively with clients who are distressed, 
agitated or in crisis.

Dealing with people in  
difficult situations

This course provides participants with 
fundamental skills to deal with people who are 
displaying difficult behaviour. This intensive 
course equips people with the skills needed 
to de-escalate difficult situations as they arise, 
and most importantly, the value of boundary 
setting and self-care.

Suicide awareness  
and intervention
Applied suicide intervention skills 
training (ASIST)

Would you know what to do if someone talked 
to you about having thoughts of suicide? 
Lifeline Canberra offers a two-day program 
designed for people in the community who 
want to feel more comfortable, confident and 
competent in helping people at risk of suicide. 
ASIST is a highly interactive, practical, 
practice-oriented workshop.

Mental health awareness  
and resilience

Resilience in the workplace

Resilience in the Workplace is designed to build 
stress resilience and empower staff to perform 
at their peak. Using evidence-based strategies 
from the latest in academic studies, and 
behavioural and brain science, this practical 
course covers the essential skills and resources 
employees need to become more effective 
contributors within their workplace.

Mental health first aid

This two-day course addresses many mental 
health issues such as depression, anxiety 
disorders, psychosis, drug and alcohol, 
deliberate self-harm and eating disorders.

For more information on any of 
Lifeline Canberra’s courses please 
contact our training team,  
training@act.lifeline.org.au 
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A message from our engagement team

Lifeline Canberra exists to support Australians 
in times of crisis and equip individuals to be 
resilient and suicide safe. To deliver on our 
purpose, we must raise awareness of our 
services and the importance of looking after 
our mental health, and we must raise the 
funds needed to support every call and 
change lives for the better. 

In 2016–2017, we continued to receive 
incredible support from the Canberra 
community as we grew our events and 
fundraising activities.

In 2016–2017, we set out to hold seven  
major events, with a goal to make each  
event bigger and better than before. Two of 
these events were bookfairs, of which both 
fairs broke ground on the same events held 
last financial year. The two bookfairs  
brought together tens of thousands of 
Canberrans in support of, and raising 
awareness of, our 13 11 14 crisis support and 
suicide prevention line. 

In addition to our bookfairs, we held:

•	 Our tenth annual Women of Spirit Awards, 
sponsored by Bond Hair Religion and  
Icon Water. The Awards are not primarily  
a fundraising event, rather, they shine a  
light on the amazing women we have in 
our community. Women who have 
overcome adversity and are giving back 
to the community in a myriad of ways.  
This event is a truly memorable lunch  
that touches all who attend.

•	 Our first Corporate Touch Football Day, 
sponsored by RSM Australia, which  
saw 14 teams come together for an 
afternoon of Touch Football and in 

acknowledgement we all need to take 
time out from our busy days to engage in 
some self-care. 

•	 Our third annual Run for your Lifeline Fun 
Run, sponsored by Icon Water and Audi 
Centre Canberra, and supported by Club 
Lime, Canberra Outlet Centre and Prime7. 
The Fun Run was attended by more than 
1,000 members of the community. The 
Fun Run saw participants compete in 
half-marathon, 10km and 5km events. 

•	 Our 6th annual Gala Ball. This event 
raised the bar in so many ways. The 
National Arboretum, in which we held the 
event, is a world-class venue and we  
were pleased to be the first charity to host 
a gala event at the venue. The event was 
a sell-out and raised the most amount of 
funds of any gala event held by Lifeline 
Canberra. We give a huge thank you to 
Richard and Deborah Rolfe, along with  
our patron Dr Brendan Nelson AO and  
our wonderful supporters who all 
contributed to making this night a 
success.

•	 Our first ever virtual Lock up Your Boss 
event where bosses from across  
Canberra were locked up ‘virtually’ for  
a good cause.

You can read more about our events on the 
following pages.

We continue to be extremely grateful for  
the amazing Canberra community, who 
continue to host individual community 
fundraising events in our honour. More than 
32 community fundraising events were held  
in 2016–17, with funds raised going to support 
our crisis support service.  
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We acknowledge the great effort that so 
many people have gone to in undertaking 
these fundraising events for us and we thank 
everyone involved.

A very personal thank you to the 
engagement team—Winnie, Sarah, Terina, 
Sheena and Zoran—for their support. Each of 
these people work incredibly hard; their 
dedication and willingness to jump in and 
deliver great outcomes, sometimes at only a 
moment’s notice, ensures our events are of 
value to the community and in turn are 
successful. Their hard work helps us 
generate the vital funds that are required to 
train volunteers who answer our 13 11 14 
telephone crisis support service. 

We also thank our wonderful Lifeline Canberra 
ambassadors, who continue to support our 
charity whenever and wherever they can. 
Melissa Breen, Mariana Tolo, Henry Speight 
and Cameron Hill—thank you; we certainly 
value your time and are extremely grateful for 
your ongoing support.

Thank you for a great year!

Members of the Engagement team, left to right: Jenine Woodman, Sarah Kentwell, Zoran Janjic, Winnie Dennis.

Jenine Woodman
Events Manager
Engagement & Business Development
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A message from our ambassadors

We are all fighting different battles in life, but 
this amazing Canberra organisation constantly 
gives back, lifts people up and spreads love 
thorough the community. 

Life takes us all on different journeys, 
sometimes we might feel alone, but being 
exposed to the amazing volunteers and staff 
at Lifeline fills my heart back up—there is 
always someone there. 

"I'm so proud to be an ambassador for Lifeline Canberra."
– Melissa Breen

Melissa Breen with Pauline Thorneloe

Being a Lifeline Canberra Ambassador is an 
honour, we all want to make a difference in 
this world, make a positive change and be 
there for those around us—friends or 
strangers.

Melissa Breen
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It’s important to spread awareness and 
educate people about mental illness, to help 
remove the stigma that is associated with it. 
Also letting people who suffer from mental 
illness know that there is always someone 
that they can turn to, and encourage them to 
seek help either through Lifeline or friends 
and family. 

With my involvement in motorsport, which is 
a male dominated industry, I hope that I can 
make a positive impact on those who have 
suffered, are suffering or know someone that 
suffers from mental illness, and keep on 
spreading awareness of such an important 
issue facing so many Australians today.

Cameron Hill

"Having the opportunity to be a Lifeline Canberra 
ambassador means a lot to me."

– Cameron Hill

Cameron Hill
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Our events

Bookfairs

For 46 years, Lifeline Canberra, and its 
bookfairs, have grown significantly. The funds 
raised from our bookfairs go directly to fund 
the crisis support phone line.

In the 2016–17 financial year we held two 
bookfairs, one at Thoroughbred Park, and  
one at Exhibition Park in Canberra (EPIC).  
Our EPIC bookfair was our second biggest 
bookfair ever.

Moving forward we will hold three bookfairs 
per calendar year, two at EPIC and one on  
the south-side, at the Southern Cross 
Basketball Stadium.

Each Bookfair requires a wealth of planning 
and we are truly blessed to have more than 
150 volunteers who work at our book 
warehouse in Mitchell, sorting the thousands 
of items that are kindly donated. 

Our warehouse is open seven days a week, 
365 days of the year. Our volunteers sort, 
price and package the books, CDs, DVDs, 
sheet music, vinyl records, magazines and 
comic books. The warehouse in itself is a 
community, offering individuals the 

opportunity to engage with others, share 
experiences and establish long-lasting 
friendships.

In 2016–17 we continued our partnership 
with Communities@Work to offer  
non-perishable food donation bins for the 
community to support those in need. 
Together, we were able to collect well over 
1,000 items of food across the year.

Our Lifeline Canberra bear at the Spring Bookfair.

2016–2017 Bookfairs
Spring Bookfair 
18–16 September 2016 
Thoroughbred Park

EPIC Bookfair  
10–12 February 2017 
Exhibition Park in Canberra
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Women of Spirit Awards

Our 2016 Women of Spirit Awards uncovered 
16 inspirational women whose dedication to 
helping their community and their  
self-commitment to overcoming adversity is 
truly remarkable.

Held in September 2016, the Awards 
luncheon celebrated all 16 women and 
provided a forum to announce the 2016 
Rising Women of Spirit and 2016 Women of 
Spirit Award recipients. 

The luncheon was the biggest in our 
organisation's history, with a record  
200 Canberrans in attendance. This 
milestone shows significant growth from the 
small, afternoon tea-style events that were 
the Award ceremonies in the first seven 
years of operation. 

Deborah Evans was announced as the 2016 
Woman of Spirit and Natasha Maguire was 

announced as the 2016 Rising Woman of 
Spirit. Nominated by their peers, these 
incredible women were selected for their 
outstanding community work while showing 
unbelievable resilience in the face of 
significant adversity in their lives.

Speaking at the event, Lifeline Canberra CEO 
Carrie Leeson said it was humbling to be in 
the company of such incredible and 
inspirational women who give hope to their 
communities. 

“Our community is full of everyday heroes,  
of individuals giving selflessly to leave others 
better than they find them. The Awards is an 
opportunity to recognise and celebrate them. 
It is also an opportunity to inspire others. 
There is no event like it.” 

This event was proudly sponsored by  
Bond Hair Religion and Icon Water. 

Pictured left to right: 2016 Woman of Spirit, Deborah Evans with Awards Partner, Bond Hair Religion owner, Jenni Tarrant and  
2016 Rising Woman of Spirit, Natasha Maguire at the 2016 Women of Spirit Awards.
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Out of the Shadows and into the Light  
World Suicide Prevention Day

Lifeline Canberra, the Domestic Violence 
Crisis Centre and the Canberra community 
came together on World Suicide Prevention 
Day (10 September 2016) to walk Out of the 
Shadows and into the Light.

Members of the Canberra community 
gathered with us on the steps of the 
Australian War Memorial before dawn on the 
day to hear a tribute to loved ones lost. As the 
sun rose, we walked united down Anzac 

Parade and back to reflect on our loved ones 
and speak openly about suicide and suicide 
prevention in a supportive environment.

We were honoured to have our patron  
Dr Brendan Nelson AO address the group, 
along with ACT Member of the Legislative 
Assembly, Shane Rattenbury, who read out a 
memorial list of the names of people we have 
been lost to suicide.

For 24-hour crisis support, call Lifeline on 13 11 14.
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Touch of Life • Corporate Touch Football

In October 2016, we held our first-ever ‘Touch 
of Life’ Corporate Touch Football Day, 
cementing a key partnership with Touch 
Football Australia and raising awareness of 
workplace wellbeing and our crisis support 
service. 

More than 180 people attended the day, which 
was sponsored by RSM Australia and 
supported by Touch Football Australia.

Twelve corporate teams participated in the 
round-robin-style event.

As a community organisation, we are 
always looking for opportunities to  
engage with our local community. This 
new event enables organisations to 
support their community through Lifeline 
Canberra’s services, as well as network 
with like-minded Canberra businesses.

Pictured: RSM Australia team at the inaugural Touch of Life event.
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Summer Nights Gala, presented by Audi Centre Canberra

In February 2017, we held our 2017 ‘Summer 
Nights’ Gala, with over 300 of our Lifeline 
Canberra community joining us at the 
National Arboretum.

The sell-out event was the first of its kind at 
the stunning National Arboretum. Journalist, 
author and former national rugby player 
Peter Fitzsimons AM kindly donated his  
time, experience and wit to host the event.  
Our entertainment for the evening, 
international hit sensation 'Boys in the Band', 
were kindly sponsored by SMA Productions 
and Aquis Entertainment.

Guests had the opportunity to meet 
Australian Olympians including, Melissa 
Breen, Marianna Tolo, Michelle Heyman and 
Matt Beckenham. 

Presenting partner Richard Rolfe OAM from 
Audi Centre Canberra, presented our 
champions with a special Cross of Valour coin, 
with help from Lifeline Canberra supporter 
Allan Sparkes CV, OAM, VA.

Our Director of Service Delivery, Mandy 
Larsson spoke passionately about her 
experience answering the crisis support line,  
a moving speech that highlighted to the 
community the contribution Lifeline Canberra 
makes to the community and the passion  
of our staff and volunteers to support people 
in need. 

Our auctioneer for the evening, Richard Luton, 
spoke bravely about his personal experiences 
and why he was so proud to donate his time 
for the event. 

Pictured left to right: Doug Thompson, Erica Snell, Gillian Adamson, Dr Brendan Nelson AO, Carrie Leeson and 
Sean Molloy at the 2017 Lifeline Canberra 'Summer Nights' Gala.
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Visit from HRH Princess Haya Bint Al Hussein, United Arab Emirates

On 28 March 2017, Lifeline Canberra hosted 
Her Royal Highness (HRH) Haya Bint Al 
Hussein from the United Arab Emirates, 
chairperson of the Dubai Health Authority. 
HRH was joined by Director of the Australian 
War Memorial and Lifeline Canberra Patron  
Dr Brendan Nelson AO and Lifeline Canberra 
CEO Carrie Leeson. 

HRH also heard from Canberra’s many 
philanthropists who support the charity 
within the Canberra community.

Pictured left to right: Dr Brendan Nelson AO, Her Royal Highness Haya Bint Al Hussein, Carrie Leeson and  
His Excellency Dr Obaid Al Ketbi, UAE Ambassador, at the Lifeline Canberra office.
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Lock Up Your Boss—virtually!

In April 2017, bosses from across Canberra 
were locked up ‘virtually’ for a good cause. 
Their crimes ranged from eating too many 
sausage rolls at the office morning tea, 
through to causing mischief that required  
the team to step in and have their boss 
locked up. 

In addition to raising funds, Lock Up Your 
Boss is an event that allows individuals and 
their employers the opportunity to start 
conversations, to reach out and educate, 
and to raise funds for crisis support and 
suicide prevention in Canberra.

Every boss was under close watch from their 
parole officer/s who named a bail price and 
charged the boss with fundraising enough 
money to be released on 9 June 2017. 

The 2017 Lock Up Your Boss initiative was 
our first virtual event, which saw most of our 
communication play out on social media, 
with pictures of tied-up bosses under close 
surveillance. 

Service One Alliance Bank supported  
this event, once again, continuing our 
long-standing partnership.

Pictured left to right: Richard Luton, Principal of Luton Properties, with Carrie Leeson and ACT Chief Minister, 
Andrew Barr MLA.
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Our volunteers

Crisis support

Lifeline helped Dennis through some of his 
darkest moments. Today, he gives back by 
volunteering on the phones. 

At age 18, Dennis joined the Army and went 
through the Australian Defence Force 
Academy and later underwent officer training 
at the Royal Military College, Duntroon. Over 
the years, Dennis underwent rigorous training 
that prepared him for some of the toughest 
circumstances you could imagine. But he 
never thought among them would be suicide. 

“I was deployed to East Timor twice. When  
I came back, I was different. Looking back 
now I know it wasn’t normal. But back then,  
I didn’t have any idea about depression or 
mental health,” Dennis said. 

For years, Dennis struggled with 
undiagnosed depression that soon turned to 
thoughts of suicide. His military training 
taught him to overcome challenges and be 
self-reliant, but Dennis truly needed help. 

“My thoughts became so dark, it was 
overwhelming. All I could think was that I 
didn’t want to burden the people in my life 
any more. I thought they would all be better 
off without me,” Dennis said. 

In 2004–2005 Dennis’ unaddressed mental 
health issues worsened and he was 
hospitalised three times after serious suicide 
attempts. The doctors said he was incredibly 
lucky to be alive. Each time Dennis left 
hospital, he struggled to find the support he 
needed to pull himself out of the terrible 
cycle. Dennis called Lifeline for help many 
times during those years. 

“I remember one time I was suicidal when  
I called. I spoke to a gentleman and he 
helped stop me being at risk of hurting 
myself. For someone to just say, ‘it’s ok mate, 
we’ll just have a chat’—it takes such a weight 
off your shoulders,” Dennis said. 
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Dennis worked with psychologists to 
address his depression and started to 
recover. Telling all his family and friends what 
he had been through was an integral but 
challenging part of his journey. 

“I served 19 years in the army. I ran into fires 
as a firefighter. But, my mental health is the 
toughest thing I’ve had to face,” Dennis said.

Today, Dennis has his mental health under 
control. But his work on the front lines isn’t 
over. He is now a trained Lifeline Telephone 
Crisis Supporter and helps save lives with 
every shift.

This story was first published by Lifeline Australia

For 24-hour support, call Lifeline on 13 11 14.
Seek help and find hope.
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A common thread that holds our volunteers at our Lifeline Canberra book warehouse together 
is a love of books. Following are the thoughts of three of our long-serving volunteers who love 
books, volunteering and the contribution they are making to Lifeline Canberra.

Book warehouse

It was her love of Mills and Boons romance 
novels that brought Doreen Watt to a Lifeline 
Canberra Bookfair in the 1970s. Ever since 
that time, approximately 40 years ago, 
Doreen’s relationship with Lifeline Canberra 
has blossomed! She’s worked in many 
different warehouse locations in those 40 
years and now, at the book warehouse in 
Mitchell, she’s in charge of the large fiction 
section, which of cause includes ‘Romance’. 

Doreen reflects on that first time she attended 
a Lifeline Canberra Bookfair and in her own 
words “I got sucked in”. 

And it’s lucky for Lifeline Canberra that she 
did, as she has been a volunteer in the 
warehouse ever since. 

“I do it now for a love of books and of course 
the benefit for Lifeline Canberra.”

Doreen, now 78 years of age, works at the 
warehouse twice a week (every second day 
when there are large donations to sort and 
pack) and has seen many an odd occurrence 
when she’s opened donated books. On one 

occasion she was shocked to find ten  
$100 bills within the pages of a book—this of 
course became a donation to Lifeline 
Canberra. She’s also opened boxes of books 
finding the receipts inside them. 

“Some of these books are brand new, never 
touched, and they get donated to the 
warehouse,” Doreen said.

And while her number one priority is 
supporting Lifeline Canberra, Doreen is still  
on the search for missing titles from her  
Mills and Boon collection. 

“What keeps me coming back is that thought: 
‘I’m going to find that book I want on the very 
next day’.”

Doreen has encouraged anyone in the 
community wanting to volunteer or anyone 
with some spare time to offer their services  
to the bookfair warehouse. “The people that  
I know and work with… we’re all getting older 
and we need the new blood coming in to do 
some of the heavy work.” 

Asked to sum up her time as a volunteer 
Doreen’s response: “I look forward to it… if I 
didn’t have this, I would be sitting at home 
twiddling my thumbs; it’s meeting people, 
looking at books and helping Lifeline 
Canberra… it’s fulfilment.”

Doreen Watt
Lifeline Canberra Bookfair volunteer  
since 1978 approximately)
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We thank all of our book warehouse volunteers, old and new, for their 
valued contribution to Lifeline Canberra’s biggest fundraising event.

It was the early 1970s when Marie Sexton first 
started volunteering for Lifeline Canberra in 
the book warehouse. It was an easy decision 
for Marie to volunteer; she has a great love for 
books and was a librarian. Many of her friends, 
also librarians volunteered too.

When asked why she chose to volunteer for 
Lifeline Canberra, Marie’s response was 
simple.

“You realise you’re supporting a marvellous 
cause. You see Lifeline Canberra referred to 
so much in the news; there seems to be so 
much need in the community. It’s pretty 
terrible to imagine there are so many people 
who are feeling that they need support; but 
this (the book warehouse) all helps.”

Marie has watched the Bookfair grow from a 
small event, with only a few boxes of books at 
Albert Hall to a massive Canberra event, with 
thousands of books and a community that 
would be devastated if the event was not on 
their calendars.

“Canberra is a unique location, the centre of 
government, various universities and 
institutions, all sorts of associations, so you 

have a very literate population who have all 
sorts of book interests… people use books  
for information, to relax, find out facts  
(i.e. gardening).” 

Marie, who did not reveal her age, but did 
mention she was 29 plus, volunteers three 
days a week. She admits that work in the 
warehouse can be physical with lots of heavy 
lifting, variable comfort levels with the change 
of seasons, and sometimes dusty and dirty. 
However, the positives outweigh any 
negatives, she has made wonderful 
friendships and is part of her very own 
community as a volunteer at Lifeline Canberra 
and an added bonus is that her role in the 
warehouse keeps her fit. 

“You do have to be fairly fit to work here, 
which is good, it helps encourage you to keep 
up your level of fitness,” Marie said.

Marie sums up her volunteering experience as 
“rewarding and enjoyable”. 

When asked what makes her come back each 
week to help at the warehouse Marie said, 
“The stimulation of new authors and old 
books and hearing what people have to say to 
the volunteers here and how they react, 
because you observe a lot of things. It’s 
almost like a family group, or a big station or 
property, people coming and going with 
various interests, but all with a love of books.”

Marie Sexton
Lifeline Canberra Bookfair volunteer  
since 1972
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Jean Hodgson was brought up in a family that 
encouraged contributing to society; hence it 
was an easy decision for her to volunteer for 
Lifeline Canberra in the book warehouse. 

“Initially I thought it would be good to help 
older ladies in a nursing home, but when I 
heard I could play with books for Lifeline 
Canberra instead… I thought that might be 
more interesting,” Jean said with a  
cheeky laugh.

Jean, now 78 years of age and also a librarian, 
had a number of friends, teachers and 
librarians who volunteered in the warehouse; 
so she decided to join them. At the time there 
was a vacancy in magazines and that is where 
Jean started her now 17-year volunteering 
career with Lifeline Canberra. 

Watching the changing nature of information 
and the evolution of e-books and kindles, 
Jean did start to wonder what might become 
of the Bookfair. 

“It is scary what the future does hold and 
whether we’ll keep using resources to make 
paper to make books.” 

However, a quick look around the warehouse 
at the large piles of books in all different 

categories and genres indicates the future of 
the Bookfair is very safe. 

Jean gets a buzz at every Bookfair. “It’s just 
unbelievable at the start of a Bookfair…
there’s a great queue outside, then the 
doors are open and the people come 
rushing in.”

Jean said an added bonus of working at the 
Bookfair was that Lifeline Canberra tries to 
match volunteers with book categories they 
are interested in. 

“I have a new chap in my area (non-fiction) 
who does ‘outdoors stuff’ and so of course 
he has got the outdoor adventures section, 
which he loves.”

Jean thoroughly enjoys her two days a week 
volunteering at the warehouse and said time 
would be “heavy on her hands” if she didn’t 
volunteer.

“Being aware of Lifeline Canberra and all it 
does makes it very worthwhile to volunteer 
for. These charity organisations that help  
society so much, that’s so worthwhile, you 
don’t feel your little effort is wasted, it is very 
self-satisfying.”

“It’s fun playing with the books and in the 
back of my mind I’m doing a good deed.”

“Anyone who is thinking ‘what shall I do in 
retirement’ or ‘what shall I do with my spare 
time’, and who loves books, I would 
encourage them to please volunteer.”

Jean Hodgson
Lifeline Canberra Bookfair volunteer  
since 2000
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Events

Over the last 12 months Lifeline Canberra 
has been privileged to work with its 
volunteers from the Canberra community, 
who give up their time on weekends and 
after hours to help with our events. 

Hundreds of wonderful volunteers bring 
each Bookfair to life and in 2016, our  
'Run for your Lifeline' Fun Run event saw  
60 volunteers brave very grey weather 
conditions to come along and help us 

A wonderful 2016 Fun Run volunteer

deliver the event. Their support truly 
brightened the day and showed the 
commitment our community has to 
supporting Lifeline Canberra.

Dedicated volunteers at the book warehouse  
make the Bookfair possible

We could not deliver the events 
we do without the support of 
our wonderful volunteers.

We are always looking for more volunteers to join the Lifeline Canberra family. 

Be it one day a year, or many days per year; if you’re interested in supporting us, 

please email events@act.lifeline.org.au
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A message from our Treasurer

On behalf of the Board of Directors, I am 
pleased to present Lifeline Canberra’s 
2016–17 Treasurer’s Report. The 2016–2017 
Financial Year has been another great year 
both from a service provision and financial 
perspective for Lifeline Canberra. Having 
turned the corner most particularly in 
2014–2015 Financial Year, Lifeline Canberra 
has managed to consolidate its financial 
position from the 2015–2016 Financial Year, 
continuing to add to the positive financial 
health of the organisation throughout 
2016–2017 with a profit result of $342,000.  

The Lifeline Canberra team has continued to 
work tirelessly to grow our fundraising base 
over the past 12 months. We have now 
reached a point where we hope to be able 
to segregate capital to provision for 
unexpected events into the future, thus 
ensuring Lifeline Canberra operates in the 
best position to continue to deliver  
much-needed services.  

The bookfairs remain our largest fundraising 
activity, however efforts to diversify the 
revenue base and profile of Lifeline 

Canberra saw the Icon Water 'Run for you 
Lifeline' Fun Run further establish itself with a 
$45,000 profit. The Canberra Gala Ball 
contributed profits of $61,000, and Lock Up 
Your Boss $74,000.  Inclusive of these items, 
an incredible $744,000 was received as 
donations from the general public and 
through the efforts of our volunteers. The 
fundraising and awareness efforts continue 
to grow with the team busily developing 
other events such as the 'Touch of Life' touch 
football afternoon, the Women of Spirit 
Awards and Lifeline Canberra Golf Day. 

The 2016–17 financial year saw the launch of 
the Save a Seat campaign, which has 
provided us with another opportunity to 
share our message and develop further 
fundraising platforms. We look forward to 
developing the portals created through this 
to further reach out to the general public and 
businesses for regular donations and 
support.

Corporate Training continued to grow its 
reputation through its exceptional delivery 
and building on the strong relationships 
developed over the past few years. Profits 
from Corporate Training reached over 
$72,000 for the year, with Lifeline Canberra 
seeing this as a key way of continuing to 
raise further funds, but most importantly 
empowering people in the community with 
the tools they need to assist themselves and 
those around them in crisis.  

Our cash-flow position was strong 
throughout the 2016–17 Financial Year.  
We are grateful that the extraordinary efforts 
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of the Lifeline Canberra team have placed 
the organisation in a very good financial 
position. We look forward to further securing 
the financial stability of Lifeline Canberra and 
seeking new ways to attract support, and 
much-needed funds, and to assist the 
community over the next 12 months. 

Thank you to all the donors, big and small,  
all staff and the hundreds of volunteers that 
have contributed to the very successful 
outcomes for Lifeline Canberra this year.

Additional details on the Financial 
Statements:

•	 $17,500 was received by way of interest 
from Saving Accounts, Term Deposit and 
Investments (Greater Good Foundation).

•	 Employment costs were slightly higher in 
the beginning of the year due to 
additional cost of Acting CEO (maternity 
leave) until the start of September 2016.

Arran Curll
Treasurer
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Lifeline Canberra Incorporated
ABN 14 207 094 003

Financial Report
30 June 2017
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AUDITOR’S INDEPENDENCE DECLARATION 
 
 
As lead auditor for the audit of the financial report of Lifeline Canberra Incorporated for the year ended 30 June 
2017, I declare that, to the best of my knowledge and belief, there have been no contraventions of: 
 

(i) the auditor independence requirements of the Australian Charities and Not-for-profits Commission 
Act 2012  in relation to the audit; and 

 
(ii) any applicable code of professional conduct in relation to the audit. 

 
 
 
 
 

         
 
 
 
 
Canberra, Australian Capital Territory    GED STENHOUSE 
Dated:   25 October 2017     Director 
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INDEPENDENT AUDITOR’S REPORT 
 

TO THE MEMBERS OF 
 

LIFELINE CANBERRA INCORPORATED 
 
Opinion 
 
We have audited the financial report of Lifeline Canberra Incorporated (“the Association”), which comprises the 
statement of financial position as at 30 June 2017, the statement of comprehensive income, the statement of 
changes in equity and the statement of cash flows for the year then ended, and notes to the financial statements, 
including a summary of significant accounting policies, and the declaration by those charged with governance.  
 
In our opinion, the financial report of Lifeline Canberra Incorporated has been prepared in accordance with 
Division 60 of the Australian Charities and Not-for-profits Commission Act 2012, including:  
 

(a) giving a true and fair view of the registered Association’s financial position as at 30 June 2017 and of its 
financial performance and cash flows for the year ended on that date; and  

 
(b) complying with Australian Accounting Standards – Reduced Disclosure Regime and Division 60 of the 

Australian Charities and Not-for-profits Commission Regulation 2013.  
 
Basis for Qualified Opinion 
 
Lifeline Canberra Incorporated, in common with similar not-for-profit associations, does not have a comprehensive 
system of internal control over all revenue, such as Bookfair income and cash donations. Revenues of this nature 
are a significant source of revenue for the Association. The Association has determined that it is impracticable to 
establish control over the collection of this revenue prior to entry into its financial records. Accordingly, as the 
evidence available to us regarding revenue from these sources was limited, our audit procedures with respect to 
this revenue had to be restricted to the amounts recorded in the financial records. We therefore are unable to 
express an opinion whether Bookfair revenue and cash donations that the Association recorded are complete. 
 
 
Qualified Opinion 
 
In our opinion, except for the possible effects of the matter described in the Basis for Qualified Opinion paragraph, 
the financial report presents fairly, in all material respects, the financial position of Lifeline Canberra Incorporated 
as at 30 June 2017 and its financial performance and its cash flows for the year then ended in accordance with  
Division 60 of the Australian Charities and Not-for-profits Commission Regulation 2013 and Australian Accounting 
Standards – Reduced Disclosure Requirements.  
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Other Information  
 
Those charged with governance are responsible for the other information. The other information comprises the 
information included in Lifeline Canberra Incorporated’s annual report for the year ended 30 June 2017, but does 
not include the financial report and the auditor's report thereon.  
 
Our opinion on the financial report does not cover the other information and accordingly we do not express any 
form of assurance conclusion thereon.  
 
In connection with our audit of the financial report, our responsibility is to read the other information and, in doing 
so, consider whether the other information is materially inconsistent with the financial report or our knowledge 
obtained in the audit or otherwise appears to be materially misstated.  
 
If, based on the work we have performed, we conclude that there is a material misstatement of this other 
information, we are required to report that fact. We have nothing to report in this regard.  
 
Responsibilities of Management and Those Charged with Governance for the Financial Report 
 
Management is responsible for the preparation and fair presentation of the financial report in accordance with 
Australian Accounting Standards and the Australian Charities and Not-for-profit Commission Act 2012, and for 
such internal control as management determines is necessary to enable the preparation of the financial report 
that is free from material misstatement, whether due to fraud or error.  
 
In preparing the financial report, management is responsible for assessing Lifeline Canberra Incorporated ‘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 management either intends to liquidate Lifeline Canberra Incorporated or to 
cease operations, or has no realistic alternative but to do so.  
 
Those charged with governance are responsible for overseeing the Association’s financial reporting process. 
 
Auditor's Responsibilities for the Audit of the Financial Report 
 
Our objectives 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 our 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.  
 
A further description of our responsibilities for the audit of the financial report is located at the Auditing and 
Assurance Standards Board website at: http://www.auasb.gov.au/auditors_responsibilities/ar4.pdf. This 
description forms part of our auditor's report.  
 
 
 
 
       RSM Australia Pty Ltd 
 

        
 
 
Canberra, Australian Capital Territory   GED STENHOUSE 
Dated:   25 October 2017    Director 
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