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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 49 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. They 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 for mental health 
support and suicide prevention. In our efforts, we provide a voice in 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

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

Our mission

Our mission is to proactively build resilience within our community and provide crisis support 
to individuals.

We do this through an increased focus on early intervention to build resilience. We work with 
the community but specifically with those who are most at risk, in relation to mental health. We 
seek to build life skills and educate people to help themselves. We support those in crisis and 
provide care and support to their family and friends. 

Our tagline 

Lifeline—changing lives for the better.

Our values

Integrity: We will be genuine in everything we do. We will be honest, transparent and do what 
we say. 

Leadership: We will be a leader in the mental health sector by showing the courage to care 
through best practice delivery of services.

Connection: Through connecting with the community, individuals, business and government 
we will create a robust network of support for our community. We connect people to people, to 
support and build community resilience.

Innovation: We will challenge the status quo through thought leadership and develop new 
ways and initiatives to address mental health and suicidal behaviour.
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What drives us

Our number one priority and vision at Lifeline Canberra is to be the first organisation the local 
community turns to when they need crisis support. We have 280 volunteers working on our 
crisis support phone service.

These incredible human beings give up their nights, weekends and family time to help those  
in need.

Our volunteers are the true heroes of the community giving unconditionally, and achieving the 
extraordinary. We thank you; and our callers thank you.

We want to change lives for the better

Suicide is the leading cause of death for people aged 
between 15-44 and the second leading cause of death 
for those aged between 45-54.

9 people die by suicide each day  
in Australia.

6 Lifeline Canberra Annual Report 2015 - 2016

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?

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.

(Source: the Australian Bureau of Statistics)
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At a glance

36 984  
life-changing calls 
answered by our crisis 
supporters.

3 692 
callers having suicidal
thoughts and 
struggling to  
keep safe

2 902 
safety plans created 
with callers at risk

1 232 
callers in highly 
dangerous domestic 
and family violence 
situations

Approx 15 926 
hours of crisis support

79 
new crisis supporters
inducted

6 570 
hours of in-shift 
support supervising

484 
callers had imminent 
safety issues where 
Lifeline Canberra 
intervened and sent 
assistance

430 
callers were at risk  
of non-suicidal  
self-infury

101 
callers were children 
in child abuse 
situations

414 
crimes or other 
emergency

held 3 
recordbreaking 
bookfairs with the 
help of over 400 
volunteers 
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We also:

• Continued to build authentic 
relationships within the Canberra 
community, including with the 
government, corporate, sporting and 
community sectors.

 - This included increasing our 
number of ambassadors who help 
us engage our local community 
and spread important messages 
of mental health awareness and 
self-care.

• Held our second Bootcamp 
supported by Icon Water, Club Lime 
and the University of Canberra.

• Held our forth ‘Touch of Life’ 
Corporate Touch Football Day, 
sponsored by RSM Australia and 
supported by ACT Touch Football, 
raising awareness of mental health 
and workplace care in corporate 
environments.

• Delivered 173 workshops to approx. 
2518 people across Canberra as part 
of our training packages 
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Our Board of Directors

Arran Curll, President

Arran joined the 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, and then in 2020 he become 
President of Lifeline Canberra. Having 
studied in the ACT, Arran's skills and passion 
for life took him abroad to the United 
Kingdom and then 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 
can more often than not be seen around 
town running or cycling.

Todd Wills, Vice-President

Todd joined the Lifeline 
Canberra Board as a 
Director 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 (Ernst & 
Young). 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 (CBC).
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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. She brings a wealth of 
knowledge in public company administration 
and compliance, as well as projects and  
cost management.

Warren Apps, Director

Warren joined the Lifeline 
Canberra Board as a 
Director 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 in 2007 and 2008.

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.
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Richard Rolfe, Director

Richard joined the Lifeline 
Canberra Board as a 
Director in February 2020. 
As the Director of the Audi 
Centre in Canberra, Richard 
has built a successful career 
in the motor industry over the past 34 years 
during which he has developed a reputation 
for his acute business acumen.  Both within 
the motor industry and the broader Canberra 
community, Richard is recognised for his 
expertise in developing business strategy, 
leadership, event management, marketing 
and communications and business planning. 
In addition to his business pursuits, Richard 
also has a strong involvement in the 
Canberra community. In 2009, Richard was 
awarded the Order of Australia Medal (OAM) 
for service to the community of Canberra 
through philanthropic support for sporting, 
service and charitable organisations. In 2017, 
Richard was elevated from the OAM to a 
Member of the Order of Australia (AM) for 
significant service to the community of the 
Australian Capital Territory through 
philanthropic support of medical, cultural and 
social welfare organisations. Currently, 
Richard is Patron of the Heart Foundation 
(ACT), Vice-Patron of the Cross of Valour 
Association, a major supporter of Lifeline 
Canberra, the Heart Foundation, Home in 
Queanbeyan and the founding member of 
the AUDI Foundation. Richard holds a 
Bachelor of Economics from ANU.

Bruce Armstrong, Director

Bruce joined the Lifeline 
Canberra Board as a 
Director in April 2020. Bruce 
started his working career in 
the Australian Army.  On 
graduating from Portsea 
Officer Cadet School in 1980, Bruce was 
posted to 8/12 Medium Regiment, RAA.  
Highlights of his subsequent military career 
included service in the Special Air Service 
Regiment, Command of 8/12 Medium 
Regiment and his final appointment as Chief 
of Staff International Force East Timor, prior 
to the UN handover in 2000.  Since 
resigning from the Australian Defence Force 
in late 2000, Bruce’s commercial roles have 
included: Director Channel Sales and 
Strategic Alliances for a global enterprise 
software company; Managing Director for a 
national building service company and Chief 
Operating Officer of a publicly listed 
company in the automotive industry. In April 
2013, Bruce joined Aspen Medical as the 
Chief of Staff.  In January 2015 he was 
appointed as the Chief Executive Officer for 
the global operation spanning 16  
countries and employing in excess of 
2,000 employees.
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President’s message

What a year.  Lifeline has always been 
important, but it is impossible to overstate 
the importance of the role the organisation 
has played in the community this year.  
Mental health was a growing concern before 
the fires hit, but our black summer saw a 
further increase in demand for Lifeline’s 
crisis support services as the physical and 
mental effects of that period came to bare.  
No sooner were the fires extinguished 
(though certainly not the impact) and a 
global pandemic had gripped us bringing 
challenges for Lifeline swiftly at all levels 
– most importantly the mental health of our 
community, but also the ability and capacity 
of raising funds, the logistics of providing our 
critically important services, and a level of 
uncertainty and loss of control over what the 
future holds that no one could 
have anticipated.

In amongst such uncertain 
times Lifeline has understood 
the importance of continuing to 
provide their critical services 
more than ever, even as behind 
the scenes the management 

and volunteers have had to 
grapple with the logistics of an 
environment changing at times 
by the minute.  Not only have 
Lifeline Canberra managed to 
keep the 13 11 14 Crisis Support 
Service running, but as demand 
has increased substantially 
so too Lifeline Canberra have 
increased the number of calls 
answered by an incredible 
30%, with the percentage of 
calls answered consistently 
in excess of 90%.  These are 
incredible achievements at any 
time, but demonstrates Lifeline 
Canberra’s commitment 
to stepping up when our 
community needs us most.

Supporting our community in this way 
requires a lot of ingredients, however there 
is no doubt the most important one is our 
amazing volunteers.  Over the past months 
we have heard so many stories of our crisis 
supporters going above and beyond.  
Answering one phone call can make a 
life-changing difference to someone, 
however over this difficult time we have 
seen so many people volunteering more of 
their time to answer phone calls and provide 
in-shift supervision, a higher proportion of 
people continuing to volunteer, and over the 
last financial year we saw an additional 79 
crisis supporters join our family.  On behalf of 
the board we would like to extend our 
deepest thanks to all of our telephone 
crisis supporters.
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Of course, the volunteers in our network 
extend to so many other areas to ensure we 
can provide the services we do.  Prior to 
Covid-19 turning on its head the operation of 
our bookfairs, Lifeline Canberra had enjoyed 
another 3 record-breaking bookfair events.  
Though what the future holds is unknown we 
are looking forward to increased flexibility in 
that space and returning to welcoming all 
our supporters out to buy a book or 10 (or 
more!) as soon as possible.

Having an open mind, being innovative, and 
continuing to smile have been the hallmark 
of this period for the Lifeline Canberra team.  
Mentioning any of the specifics will mean 
missing so much of what has been 
happening behind the scenes, but we can all 
be proud of the Book Lovers Lane bookstore 
operating out at Fyshwick markets.  Similarly 
our training team, continuing to partner with 
Beacon Group, has needed to adjust very 
quickly to our new circumstances preparing 
online training options, looking at new 
training initiatives such as our fledgling 
schools program, and seeking out grants to 
help us keep our doors open.  All are 
examples of making sure Lifeline Canberra 
continues to operate and offer leadership in 
our community as we seek to answer the 
phones and provide tools to as many people 
as possible to empower them to know how 
to help those around them who may need 
help, and how to engage in self-care.

To the board, it has been an absolute 
pleasure working with you all.  Standing 
alongside our incredible volunteers and the 
Lifeline Canberra team we can be proud the 
organisation finds itself in a strong position 
to contend with whatever our future holds.  It 
is a joy to work with such a committed, 
hardworking, and open minded group 
of people.  

Finally, a big thank you to everyone that has 
given any of their time to support Lifeline 
Canberra.  The effort over the last period has 
been immense, but we know suicide and 
mental health issues continue to be a 
growing concern, particularly in the 
environment we are currently in.  Our role is 
as a consequence more important than ever.  
As uncertain as things may feel at present, 
one thing that I am certain of is that the 
wonderful Lifeline Canberra volunteers and 
team will continue to turn up every day to 
make sure as many callers as possible have 
the opportunity to be heard and as many 
people in our community possess the tools 
to address their own challenges and assist 
their loved ones when they need help.

Arran Curll
Lifeline Canberra President 
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CEO’s message

In the year under review Lifeline Canberra 
achieved incredible outcomes, in the face of 
unprecedented and unforeseen challenges.

Throughout the bushfires, smoke, storms 
and Covid – 19 the organisation maintained 
its composure and was able to scale 
activities on the crisis support front to meet 
the ever increasing demand on the service. 
This the result of years of hard work on 
the foundations.

Challenged to continue to enable and 
deliver crisis support in a world where 
isolation and suicide is increasing; yet 
humbled by the continuous demonstrations 
of compassion and kindness and the 
knowledge that we as an organisation 
change lives. 

It is a special person who 
gives their time to work here 
at Lifeline Canberra, as a staff 
member and/or a volunteer. 
The Board and I do not take 
that lightly. 

We are privileged to be able 
to work with such passionate 
people who give so generously 
to support people in their 
time of need and to provide 
all the supports necessary to 
operate and fund our crisis 
support service. 

Lifeline Canberra is a not-for-profit 
organisation largely funded by the 
community, and established for the 
community. That is why we continue to strive 
for excellence in our operations, to build the 
financial sustainability of Lifeline Canberra to 
invest in new and existing services that our 
community can benefit from and be proud of. 

The increasing need for crisis support, as a 
result of complex ongoing issues, in the face 
of short-term funding is something we have 
worked hard to understand and solve. You 
can’t grow long-term if you can’t make the 
short-term a major consideration at all times. 

Harnessing these tensions is something our 
leadership team has worked incredibly hard 
to achieve. It gives me great pleasure to 
confirm that strategically we have 
underpinned the foundations of the 
organisation over the past three years and 
are now set for scale and growth. 

We have long promoted our vision to be the 
first organisation people turn to when they 
need crisis support and to build resilience 
within our community. With increasing calls 
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to our crisis support line, we know that our 
message is getting through and that people 
are picking up the phone. As we enter 
another year, we remind ourselves of our 
drive to ensure every caller to our 13 11 14 
crisis support line is answered. 

We thank every new crisis supporter who put 
themselves forward this year to train to 
answer our phones and to support people in 
need. You are truly incredible. 

Lifeline Canberra’s financial performance this 
past year is continuing on the trend set over 
the past five years, precipitated by 
unwavering community, volunteer, employee 
and business support. We have been able to 
innovate and pivot our revenue streams 
relatively seamlessly. 

As we enter another year, I look forward to 
facing each challenge with an amazing team 
by my side. This includes our staff who give 
tirelessly every day to our cause; our Board, 
who dedicate their time, guidance and skills 
to helping us deliver the best support for 
Canberra; and our volunteers who work 
across crisis support, our book warehouse 
and our fundraising events— without you, we 
could not do what we do for our community. 

This year we farewelled Cade Brown, our 
Chair, and thanked him for eight years of 
dedicated service to Lifeline Canberra and 
this community. Cade was central to the 
cultural shift in the organisation and 
facilitated the appetite to achieve some lofty 
organisational goals.  Thank you Cade.

I also thank our sponsors and supporters for 
your generosity and your commitment to 
supporting our cause. Moving into the 
2020-2021 financial year, we remain 
determined to do everything we can to 
change lives for the better. 

Thank you for being with us. 

Best wishes 

Carrie-Ann Leeson
Chief Executive Officer
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Our progress

Strategic Plan 2017–2020
Lifeline Canberra continues to be on-track to 
achieve our Key Indicators of Success, as set 
out in our strategic plan to 2020. Our 
progress in the 2019–20 financial year is 
outlined below.

Crisis support services

In the 2019-20 financial year we operated at 
capacity to answer life-saving calls. We also 
remained within the top 5% 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 
efforts continue to help us grow and with 
ACT Legislative Assembly awareness of 
what we do and of our mission to proactively 
build resilience within our community we will 

continue to provide crisis support to 
individuals. We are continually humbled by 
the support of our Canberra community. In 
the last financial year we were grateful to 
welcome a number of new supporters to the 
Lifeline Canberra family. We have built strong 
relationships within the community which 
allows us to continue to raise awareness of 
our services and mental health across the 
Canberra region. Our social media presence, 
which continues to grow and engage our 
community helps us achieve this awareness. 
We also welcomed two new ambassadors 
and continue to work with local sporting 
teams to engage the Canberra community 
and advocate for selfcare, community, 
conversations, compassion and tolerance.

People 

We continue to attract increasing numbers of 
volunteers who support all aspects of our 
organisation. We currently have 700 
volunteers across our crisis support centre, 
book warehouse and events team.
Volunteers are the lifeblood of Lifeline 
Canberra and we are pleased to also 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.
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Support systems

Following on from our commitment to recruit 
and retain crisis support staff and supporters 
across all our activities, 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.

Find us on Social Media 

Instagram @Lifeline_ACT 

Twitter @Lifeline_ACT 

Facebook Lifeline Canberra
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Our outlook for 2020-21

As we come to the end of our Strategic Plan for 2017–20, we remain focused on furthering 
our ability to build resilience in regards to mental health within our community, and to 
support people in crisis.

We are guided by our goals and our unwavering commitment to keep offering highquality 
services to the Canberra community.

The Board will meet in November 2020 to revise the Strategic Plan for the next four years.

Our Strategic Plan 2017–20 has four goals:

Goal 1 Goal 3
Build the financial sustainability of
Lifeline Canberra to invest in new and
existing services.

Increase our ability to provide proactive

early intervention and meet our current

crisis support services.

Goal 2 Goal 4
Change the conversation around
suicide and mental health.

Demonstrate the value of Lifeline
Canberra to our stakeholders.

We are proud of our efforts to continue to 
build the sustainability of Lifeline Canberra to 
deliver our current services and invest in 
new opportunities for the future. As we do 
so, we remain focused on our strategies to:

• separate growth funds from 
operating expenditure to allow 
investment for the future

• secure an increase in 
government funding

• build revenue from regular donors

• explore and develop additional 
revenue streams

• expand our CORE Solutions 
training, and

• seek secondments from industry 
and government to build capability 
and foster broader awareness of  
Lifeline Canberra.
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When we developed our current strategic 
plan, we put forward our want to change the 
conversation around suicide and mental 
health from one of overriding negativity, to 
one about prevention and positive stories of 
recovery. In our work to change the 
conversations, we are working to:

• develop ways to promote through 
leadership around positivity

• empower champions to advocate for 
Lifeline Canberra, and

• build media relationships and 
contribute to media commentary.

Increase our ability to provide early 
intervention, we are employing strategies to 
build greater awareness, expand our 
capacity and explore strategic partnerships.
This includes a continued focus on the 
recruitment and training of volunteer crisis 
supporters to support us in taking more calls 
to support more people in crisis.
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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

• Tony Innaimo Transport 

• Much More Than Money

• RSM Australia

• Service One Alliance Bank

• Infinite Sight and Sound

• Canberra Outlet Centre

• Show Pony Events

• Club Lime

Community Partners

• Canberra Cavalry

• Touch Football Australia

Media Partners 

• Coordinate

• Canberra Weekly

• Her Canberra

• HIT 104.7

• Mix 106.3

• Prime 7
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Supporters

• AHC Studios

• AllBids

• Australian Institute of Sport – Aquatic and Fitness Centre

• Australian National University—Centre for Continuing Education

• Canberra Southern Cross Club

• The Fyshwick Fresh Food Markets

• Cantlie Recruitment Solutions

• Coordinate

• EPIC – Exhibition Park Canberra

• Even Dots

• Embassy of the United Arab Emirates

• Hertz

• J.J Richards & Sons

• Kennards Hire

• King O’Malley’s 

• King & Wood Mallesons 

• National Australia Bank 

• Leader Security 

• OPC it

• Storage King 

• Westpac Financial Services Company

• Lennock Motors
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Meet the team

Carrie-Ann Leeson 
CEO Lifeline Canberra

Mandy Larsson  
Director of Crisis & 
Preventative Service 

Jenine Woodman  
Director of Strategic, 
Engagement & 
Communications

Rachel Theodorakis 
EA to the CEO & 
Office Manager

Alisha Tarrant  
Lifeline Programs Manager 

Laura Clugston  
Client & Team 
Project Coordinator 

Mark Molloy  
Corporate Trainer &  
Business Development

Tracey McMahon 
Quality and Training 
Development/
Corporate Trainer

Angela Belluomo  
Corporate Trainer 

Chrissy English 
Corporate Trainer 

Alicia Flack-Kone 
Corporate Trainer 

Mark Wadie  
Corporate Trainer

Trish White  
Workforce Management 
System Administrator 

Dawn Nusa    
Centre Supervisor 

Felicity Wheeler   
Centre Supervisor

Stefanie Gerstenberg   
Centre Supervisor 
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Joshua Bishop
Centre Supervisor 

Rebecca Greenwood  
Centre Supervisor

Brendan Dean   
Centre Supervisor 

Kunal Sharma   
Human Resource Lead  

Terina Atkins  
Administration Officer 

Lisa Padzensky  
Donations Courier

Jenelle Lawson  
Warehouse Lead

Winnie Dennis   
Events & Volunteer 
Coordinator 

Melissa Breen 
Communications Coordinator

Meet the team
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A message from our crisis support team

2019-20 has been a truly 
challenging year for everyone 
at Lifeline Canberra.  While 
the first few months of FY19-
20 were relatively steady 
things certainly changed 
dramatically in November.  The 
year has felt like a whirlwind 
of concern – with the summer 
bushfires creating havoc in 
every direction, Covid-19 and 
shutdowns from March and the 
majority of Canberrans feeling 
they have not had a break for 
the past 12 months.

The past six months have been a time of 
adaptation.  Personally we have had to 
rework our work, our home lives, our 
hygiene, our finances and our connection to 
others.  We have certainly seen this played 
out in the phone room where we have had 
to adapt to learning a new form of remote 
crisis support, socially isolating in the phone 
room, completing a whole heap of extra 
shifts due to the demand and having extra 
issues and struggles of our own to  
contend with.

In February/March to align with the increase 
in calls that were forecast and the need for 
social distancing Lifeline Canberra invested 
in a second phone room.  While this only has 
the capacity for an additional four crisis 
supporters it has increased our capacity to 
twelve crisis supporters on shift when 
required.  The second phone room has also 
resulted in the ability to offer those volunteer 
crisis supporters who are vulnerable within 

our Lifeline community to have a phone 
room isolated from others – adding to the 
safety for their shifts.  

We would like to thank the ACT Government 
in supporting Lifeline Canberra in the 
funding of this second phone room as well 
as extra resources required to purchase 
individual headsets for each of our crisis 
supporters.  Each crisis supporter who has a 
‘fixed shift’ has been provided with their own 
personal headset, rather than any shared 
equipment.  This has resulted in our crisis 
supporters feeling safe and comfortable 
coming into the centre.

During April and May we saw enormous 
pressure placed on the crisis line as our call 
rates increased 30-40% on previous years.  
With the stress our community was under at 
this time it would have been understandable 
if crisis supporters found they couldn’t come 
in for shifts.  However, we witnessed quite 
the opposite happen.  Our crisis supporters 
answered our plea for assistance and 
committed to an incredible amount of hours 
over this period.  Some volunteers covered 
several shifts over the weekends and our 
In-shift Support Supervisors again gave 
above and beyond filling rosters weeks in 
advance.  To our entire team of Lifeline 
Canberra Crisis Supporters and In shift 
Support Supervisors – for your dedication to 
our service, but more importantly to your 
fellow Australians in this time of need and 
uncertainty – Thank You.

Over the past six months we have certainly 
felt a loss in the amount of social gatherings 
we have been able to have with our 
volunteers.  And while we have adapted 
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many of these to virtual sessions we do miss 
the social connections and really look 
forward to being able to spend time with our 
volunteer community.

I would also like to say a special thank you to 
the staff Crisis Support Team. These seven 
staff members have really worked tirelessly 
over this period, and the year, to make sure 
every call gets answered. They have worked 
hundreds of phone hours, given weeks of 
support, written and re-written rosters and 
scheduling, assessed a heap of students and 
adapted to a new style of training. To Lish, 
Trish, Dawn, Felicity, Stef, Bec, Josh – thank 
you for your extraordinary energy and belief 
in what we do. 

It has been a truly incredible year.  We have 
seen such loss and pain, however we have 
also seen such humanity with our community 
of volunteers really showing what 
compassion and ‘being there for others is  
all about’.

To our volunteers – the heart of our 
organisation – thank you.  Without your 
dedication, empathy and belief in the 
difference that our service makes we 
wouldn’t have been able to support these 
Australians in crisis and struggling to get 
through each day.  I know many of you have 
been going through your own call this year, 
just as I know many of you are feeling tired 
and worn-out.   However you’ve continued to 
be here for Lifeline Canberra, our callers and 
our community.  Thank you.  It is truly an 
honour to work beside you all.

Mandy Larsson OAM
Director of Crisis & 
Preventative Services 

Members of the crisis support team
Left to right – top row Mandy, Alisha, Felicity, Dawn, Stefanie

Bottom row Trish, Rebecca, Joshua, Brendan
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A message from our training team

Throughout 2019-20 our community has 
faced some impactful challenges. On an 
individual level, it has been almost 
impossible not to have been effected by one 
or more of the events this year has thrust 
upon us. Drought, bush-fire, smoke, floods, 
hail storms and of course Covid-19 have all 
weighed heavily on us at a societal level. 
Throughout all of these, Lifeline Canberra 
has been there to support those in crisis.

However, our vision goes further than this. 
We realise that Lifeline Canberra has an 
obligation to prepare and educate our 
community. To acknowledge the importance 
of mental health and create a safe dialogue 
of conversation, encouraging shared 
understanding and access to appropriate 
(early intervention) care pathways.  In doing 
so, we strive to achieve our mission, to ‘Build 
Community Resilience’, which we accomplish 
through our evidence-based educational 
training programs on mental health and 
wellbeing, suicide awareness, crisis 
intervention, resilience and self-care.

For the Lifeline Canberra Training Team, the 
2019-20 restrictions in response to the 
above events have had a massive impact on 
how we can physically interact and engage 
with our community that is in dire need of 
continued support.  Changing the landscape 
of how we can deliver training to individuals 
and workplaces. Our amazing team of 
trainers have supported each other and 
maintained their passion to deliver training in 
new and adaptive ways. Tackling new virtual 
platforms, delivery formats and course 
content to remain engaged and accessible 
to the Canberra community.

In the few months that travel and workplace 
gatherings were permitted in 2019 to early 
2020, our team spent enormous time 
educating and working within, not only the 
ACT, but also nationally– facilitating training 
in Armidale, Sydney, Brisbane, Melbourne, 
Adelaide, Perth, Townsville, Cairns and the 
Gold Coast.

Despite the enforced restrictions across the 
latter half of this year we have delivered 173 
courses, connecting with 2518 people.

Despite the recent hardship, the Training 
Team is stronger. We now have an increased 
ability to reach individuals and organisations 
via a virtual platform, enabling us to meet the 
needs of vulnerable, isolated or remote 
people in a way that was previously not 
available. The team is postured to maximise 
its learnt expertise to meet the changing 
demand of the broader community.

We would like to acknowledge the whole 
Training Team for their incredible dedication, 
resilience and professionalism throughout 
the year. The team continues to grow and 
evolve, always working with the utmost 
passion and pride, uniting in our goal to 
better prepare the community for whatever 
challenges are still to come.

We have a collective impact on individuals 
and organisations in a way that can change 
conversations, cultures, lives and the 
outcomes of mental illness or injury.  This we 
hold as a privileged position; as such we 
would like to take this opportunity to thank 
each and every person who participated in 
our programs; as well as organisations, 
agencies and local businesses that came to 
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us as a trusted point of truth;  for advice and 
guidance of how to best look after their staff 
throughout this year.  We appreciate your 
continued faith and support more than we 
could ever say.  It has been amazing to see 
so many leaders in our community 
acknowledge the need for better education 
and understanding. Through this we are a 
step closer to making our community a more 
resilient and safer place.  Thank you for your 
trust, support and friendship, we are here for 
you…leading through learning.

Mark Molloy 
Business Development / 
Corporate trainer

Laura Clugston
Client & Team Project 
Coordinator

Members of the training team 
Left to right – Laura, Mark M, Angela, Chrissy. 

Bottom row Alicia, Mark W, Tracey
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Our courses

173 workshops to approx. 2518 people run in 2019–20

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. Accidental Counsellor 
can also be delivered in one-day in a 
corporate setting (only).

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. This course has recently been 
adapted with the additional scope to deliver 
in an on-line format; which has proved 
very popular.

The Working 
Mind Programs

Road to Mental Readiness (R2MR)

R2MR is based on scientific research and 
best practice. Developed by the Canadian 
Mental Health Commission and Canadian 
Defence Force, the suite of courses was 
adapted for delivery to Emergency Service 
and First Responder audiences. To date, 
Australian and Canadian First Responders 
who have completed this training report 
significant outcomes for both themselves, 
their families and the organisations they 
serve. The course is designed to leave 
participants with clear categorization of 
one’s mental health along a continuum, 
improved coping with stress, a decrease in 
stigmatizing attitudes, thereby changing 
attitudes towards mental illness and 
improvement in the lives of people living 
with mental illness within agencies.

The Working Mind

A further adaption of the Canadian R2MR 
course designed for delivery in a workplace 
environment; with half day courses for 
employees and full day for managers.  
Utilising similar evidence-based training 
which creates maximum impact for 
employees and business units. The course 
aims to reduce the stigma of mental health 
whilst improving educational knowledge, 
which in turn removes the barriers that stop 
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individuals from accessing care early. The 
program introduces self-awareness of one’s 
own mental health across a continuum and 
encourages improved resilience and 
self-care practices

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. 

Suicide Awareness

This two-hour session promotes awareness 
around suicide within Australia; the facts, 
signs of someone at risk, how to interact and 
assuming the role of a support person. This 
session covers suicide statistics, stigmas and 
facts, how to notice the signs, how to have a 
chat; listen to concerns, evaluating safety 
concerns, where to go for help, and looking 
after yourself. 

Mental health awareness 
and resilience 

Mental health awareness

This two-hour awareness session exposes 
participants to a greater understanding of 
mental health. The session looks at reducing 
the stigma associated with mental health 
issues, what mental health problems and 
illnesses are, how to help others and how to 
look after yourself.

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. 

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.
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Stress Management

This two-hour stress management session is 
designed to invite participants to explore 
stress; what it is, how it affects people and 
how it can be effectively managed. People 
leave with an understanding of stress being 
a natural part of life, ability to identify various 
levels of stress in relation to performance.

Domestic violence alert (DV alert)

This course is designed for individuals to 
learn skills for a professional or personal role 
that relates to supporting people affected by 

domestic and family violence. Through this 
powerful workshop, stigmas that surround 
domestic and family violence are broken 
down, and participants learn how to 
communicate respectfully and effectively 
when discussing domestic and family 
violence, and are empowered to connect 
those at risk to local supports. Across two 
days, a three step model is taught: 
Recognise, Respond, Refer. DV-alert is 
funded by the Department of Social Services 
and participants gain a statement of 
attainment upon successful completion of 
the course.

Head to https://www.lifelinecanberra.org.au/workplace-training/ to book a course or 
contact our training team for information: training@act.lifeline.org.au
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A message from our engagement team

As I sit to write about our achievements over 
the last 12 financial months, I am reflecting 
on how all our lives have changed due to the 
fires, storms and Covid-19. Our events from 
July 2019 to February 2020 were extremely 
successful, we held our July and September 
Bookfair along with Touch Football, our 
Family Day and then our Gala. We continued 
to receive incredible support from the 
Canberra community our sponsors and 
supporters. THANK YOU we are 
extremely grateful.

In early March, we had to look at ways to 
generate funds for Lifeline Canberra, we 
came up with the decision to open a 
Bookstore and we finally achieved this in 
July 2020. Book Lovers Lane was born, 
many thanks goes to our amazing volunteers 
who saw the warehouse shut down for a 
period of months due to Covid-19. As 
restrictions eased, we found ways to accept 
donations and commence working again

from the warehouse. Despite multiple 
challenges, we succeeded and I would like 
to thank each volunteer who continued to 
work during these extremely difficult months 
of isolation and uncertainty. 

Looking into 2021, we are committed to 
getting back out into the community and 
holding our events. Due to Covid-19 our 
fundraising events for the last five months 
were cancelled, let us hope 2021 is kinder 
tous all.

The Engagement Team

In February 2020, Lifeline Canberra 
reluctantly accepted Zoran’s resignation, 
after working for us for 20 years. Zoran 
thank you for all your hard work and 
dedication to your role as our donations 
courier. We all wish Zoran and Slajana much 
happiness and good health as you embark 
on your new path.
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A very personal thank you to the team, 
Winnie, Mel, Jenelle and Lisa. Each of these 
individuals work incredibly hard; their 
dedication and willingness to jump in and 
deliver great outcomes, ensures that Lifeline 
Canberra continues to raise much-needed 
funds for our community. THANK YOU 

Let us hope moving into 2021, we see life 
start to settle as we all rebuild and look for 
ways to enrich our lives and our loved ones.

Thank you again, to our volunteers, our 
community partners, sponsors and fellow 
team members, we all belong to a unique 
Lifeline Canberra Family.

Warm Regards 

Jenine Woodman
Director Strategic 
Engagements & 
Communications 

Members of the engagement team
Left to right, Jenine, Winnie, Melissa, Jenelle & Lisa
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Meet our administration team

Terina
Office Administrator 

Terina began as the Lifeline 
Canberra receptionist in 
January 2017, you will hear 
her friendly voice every time you ring 
through to us. A real people person, always 
assisting at the Bookfairs, and other 
fundraising events we have on during the 
year. She keeps the cogs turning at our 
organisation on a daily basis.

Kunal Sharma
Human Resource Lead 

Kunal is an experienced 
Human Resources 
Generalist with 
demonstrated skills in setting up Human 
Resource function for growing organisations. 
He has over 7 years of experience across 
different domains of Human resource 
function. Kunal is passionate about People, 
Organisation, Culture and Dynamics. He has 
been looking after Human Resource and 
Finance at Lifeline Canberra since April 2018.

Rachel Theodorakis
EA to the CEO & 
Office Manager 

Rachel is a driven 
professional in both the 
business sector and creative arts. She has a 
diverse skillset with 20+ years’ experience in 
business management, customer service 
and administration. She is passionate about 
supporting and enhancing the Lifeline Team.

Rachel was born in Canberra and loves her 
city! In 2019, she felt it was time to find a 
position that allowed her to give back to the 
community that she so loves. When the 
Lifeline door opened she knew it was the 
right path. Rachel is proud to be working 
with a dynamic team which supports the 
volunteers that provide crisis support for the 
Canberra community.
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A message from our ambassadors

Our Ambassadors are some of the most valued members of the Lifeline Canberra family. 
These exceptional individuals represent our city and country in their chosen professions, 
and then take time out of their busy schedules to represent Lifeline Canberra. 

We’d like to take a moment to thank them for the work they do for us and congratulate 
them on their personal successes.

Who are our ambassadors?

Melissa Breen

Melissa recently retired 
from athletics, well and truly 
ready to begin her next 
chapter. Her career 
highlight was breaking the 
Australian Record for the 
women's 100m, when she clocked 11.11 
seconds at the ACT Championships, held on 
9 Feb 2014. This broke a record previously 
held by Melinda Gainsford-Taylor, which had 
stood for more than 20 years.

Passionate about mental health, talking 
openly and making a difference in the 
Canberra community, Melissa is also the 
Communications Officer here at 
Lifeline Canberra.

Marianna Tolo

Marianna is an Australian 
basketball player for the 
University of Canberra 
Capitals in Australia's 
Women's National 
Basketball League (WNBL). 
She has also played for the CJM Bourges 
Basket in the LFB and Los Angeles Sparks in 
the WNBA. She has also been a member of 
the Australia Women's National 
Basketball Team.

Sport can deal some challenging cards at 
times, injuries, setbacks and missing teams. 
The skills Marianna has developed on and off 
the court hold true to our mission of building 
a more resilient Canberra Community.
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Sarah Walsh

Sarah, who was born with 
fibular hemimelia, was 18 
months old when her 
parents gave doctors the 
go-ahead to amputate her 
foot. That decision changed 
the course of her life. Were it not for that 
decision, Sarah would not have represented 
Australia in Para-athletics. She would not 
have become a Paralympian. She would not 
have been given all the incredible 
opportunities that come with being an 
athlete on the world stage. Sarah says it is 
the best decision her parents have ever 
made for her, and is the reason why they are 
her heroes.

Recently Sarah jumped a personal best in 
the Long Jump of 5.47m and at the Para 
World Championships in Dubai she won 
bronze.

Sarah is passionate about inclusiveness, 
building resilience and speaking openly and 
honestly about self.

Ange Reakes

Ange is the current ACT 
Meteors Captain. She has 
also played in Women's 
National Cricket League for 
11 years and represented 
Sydney Sixers & Melbourne Stars in WBBL. 
Won 5x WNCL titles and Won 2x WBBL titles

For 10 years, Ange has juggled with the life 
of a semi-professional cricketer and exercise 
physiologist. Through both domains, she's 
been exposed to many challenges, lessons 
and learnings. Now at the back end of her 
cricket career, it’s time to give back to the 
community and her sport.

Cameron Hill

Cameron grew up on the 
track, watching his father 
Colin play crew chief on the 
National Sports Sedan 
scene for seasoned 
professionals and former 
champions including Terry Shiel, Keith 
Carling and Neil McFadyen.
One of his earliest memories was being in 
the grandstand, watching the cars rip around 
the track. There was smoke, it was loud, and 
he could taste the raw smell of fuel.  He 
remembers the scene as being full of 
nervous tension and palpable excitement.
Cam is humble about his success but ask 
him questions about the driving, and his 
eyes light up and his voice rises to confirm 
the sheer excitement of it all.

Ned and Josh from HIT 104.7

Best mates and co-hosts on 
HIT Network’s 104.7 
CANBERRA FM breakfast 
show, Ned & Josh are a 
young duo on the rise. 
Kicking off their Capital Hill 
stint in December 2017 the boys have 
already endeared themselves to their ACT 
audience despite having to learn about the 
city from scratch.
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David Kandilas

David is an Australian 
professional baseball 
outfielder, playing for the 
Canberra Cavalry in the 
Australian Baseball League 
(ABL). The Canberra Cavalry 
wasn’t always his home team but for the past 
5 seasons he’s been a proud Canberran! 
Supporting the Canberra community is what 
he is all about, chatting with mates on and 
off the field to help break down the stigma 
associated with mental health.

Ben Farinazzo

Ben proudly represented 
Australia at the Invictus 
Games 2018 in both the 
indoor rowing and 
powerlifting. Coming home 
with two gold medals from 
the rowing events, an obvious highlight but 
for Ben, nothing compared to the moment he 
approached the crowd after his victories to 
hug his supporters, including his wife Jodie 
and three children.

Ben served in the Australian Army from 1991 
until 2002. He graduated from the Australian 
Defence Force Academy (ADFA) and Royal 
Military College.

In recent years, Ben and his family have 
faced several challenges. He was diagnosed 
with Post Traumatic Stress Disorder (PTSD), 
depression and anxiety as a result of his 
military service. In addition, he had a 
mountain bike accident fracturing his neck 
and spine in several places.
Sport has played a very important role in his 
rehabilitation process, with Ben believing 
sport and exercise formed one of the pillars 
upon which he rebuilt a meaningful and 
purposeful life.

Josh Illusions aka Sarge

Josh is a local entertainer 
and MC extraordinaire, a 
proud advocate of mental 
health, checking in with his 
mates and supporting the 
Canberra community.  
He does however live a double life and is 
the man behind the mascot Sarge from the 
Canberra Cavalry.

Sarge, proud Mascot of the Canberra Cavalry 
grew up in the Australian Capital Territory but 
his childhood days were spent roaming the 
beautiful countryside that surrounds 
Canberra. Sarge grew up in a family that had 
a long and honourable tradition of serving in 
the Australian Army. To show his pride for 
the men and women that serve in the 
defence of Australia, Sarge has been 
wearing his signature Australian slouch hat 
and brown Army boots almost from birth.
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Women of Spirit Awards
Canberra is home to many inspirational 
women who are dedicated to helping their 
local community.

The 2019 Women of Spirit Awards Luncheon 
highlighted the inspiring efforts of 17 local 
women. With 200 guests attending, we 
listened to the keynote speaker The Hon. 
Julie Bishop a truly remarkable woman, 
driven, passionate and authentic.

Bonnie Carter received the Rising Women of 
Spirit Award and Joan Andersson, founder of 
‘Women Get It Done', a social enterprise that 
connects women from diverse backgrounds 
with opportunities for training, employment 
and other supports named the recipient of 
the Women of Spirit Award. 

These incredible women were selected for 
their outstanding community work while 
showing unbelievable resilience in the face 
of significant adversity in their lives. Our 
award recipients are nominated by 
their peers.

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 so much to 
support our community, often unseen so it 
was wonderful to shed light on these 
incredible women today.

This event was proudly sponsored by Icon 
Water, The Canberra Outlet Centre and 
Club Lime

Lifeline Canberra CEO Carrie Leeson and The Hon. Julie Bishop with the 2019 Women of  
Spirit and Rising Women of Spirt nominees

Our events
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Out of the Shadows and into the Light

World Suicide Prevention Day 2019

World Suicide Prevention Day (10 September 
2019) the Canberra community came 
together to walk Out of the Shadows and 
into the Light. 

We gathered 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 lost to suicide. 

Songwriter and performer Jason Maynard 
performed an original and moving song for 
everyone gathered.

Jason Maynard supporting our Out of the Shadows into The Light 
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Touch of Life

Corporate Touch Football 2019

In October 2019 we held our fourth ‘Touch of 
Life’ Corporate Touch Football Day, further 
strengthening our partnership with Touch 
Football Australia and raising awareness of 
workplace wellbeing and our crisis 
support service. 
More than 200 people attended the day, 
which was sponsored by RSM Australia and 
supported by Touch Football Australia. 

Eleven 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 event enables 
organisations to support their community 
through Lifeline Canberra’s services, as well 
as network with like-minded 
Canberra businesses.

Congratulations to the team from Much More Than Money for taking out the title this year!
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Indigenous Art Auction and Cocktail Event 

In support of The National Heart Foundation and Lifeline Canberra

In November 2019 in conjunction with The 
National Heart Foundation we held an 
Indigenous Art Auction and Cocktail Event at 
the National Gallery of Australia. Thank you 
to Wally Bell for the Welcome to Country. 
The event included twenty-six amazing 

original artworks, kindly donated by Richard 
& Debbie Rolfe from Audi Centre Canberra 
and Chris Simon. With all funds raised 
throughout the silent and live auctions split 
between The National Heart Foundation and 
Lifeline Canberra. 

Tony Stubbs, Richard Rolfe AM, Shane Rattenbury MLA, Louise Bilston
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2020 Light up the Night Gala, presented by Audi 
Centre Canberra 
In February 2020, we held our ‘Light up the 
Night Gala, another sold out event! With 
members from the Canberra community 
once again coming together at the 
National Arboretum. 

Our event was hosted by our Lifeline 
Canberra Ambassadors Ned and Josh from 
Hit 104.7 for about 2 minutes before Vince 
Sorrenti took charge of a very special night. 
The entertainment was provided by our 
good friends SMA productions. With no live 
auctions this year, our 34 items were all 
silent auctions with an amazing 
amount raised. 

The last event for our 8 year serving 
president of Lifeline Canberra – Cade 
Brown. Thank you for all you have done 
through your years of service to our 
organisation. Thank you for sharing your 
story, and for inspiring so many others to find 
the courage to reach out.

Sponsoring our Gala again was the 
wonderful Richard and Debbie Rolfe OAM 
from Audi Centre Canberra, thank you for 
your continued support. Lifeline Canberra 
would not be able to deliver the events we 
do without the extremely generous support 
of our sponsors and supporters.

The wonderful Vince Sorrenti spreading light and joy at this year’s gala
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Our volunteers 

Book Lovers Lane fills bookfair void for customers 
and volunteers
While Covid-19 has forced a 
magnitude of changes right 
across our local community, 
it’s also provided a lesson in 
resilience and opened doors to 
new opportunities.

Lifeline Canberra is no 
exception and an innovative 
pivot this year has been the 
creation of Book Lovers Lane. 
This Lifeline bookstore, located 
at the Fyshwick Markets, is 
allowing book sales to continue 
at a time when our Bookfairs 
are unable to be held.

Of course this new store can’t 
operate without the assistance 
of our wonderful volunteers. 
Meet Brenda Brown, a valued 
Lifeline Canberra volunteer 
who works at Book Lovers Lane, 
our book warehouse in Mitchell 
and our bookfairs.

Before Brenda Brown retired she knew she 
wanted to secure a volunteering role in the 
community; a little job or task, at least once a 
week, to keep her active, focused and 
committed to a cause.

“There’s a limit to how many coffees and 
lunches you can have in a week,” 
Brenda laughs.

“I wanted something I could do that could 
also fit around family, social and travel life, 
but also be satisfying and provide me with 
responsibility and commitment.”

Enter the Lifeline Canberra book warehouse. 

Brenda is an avid reader and wanted to give 
back to the community; hence volunteering 
at the Lifeline Canberra book warehouse 
and bookfairs, was the obvious choice.  

Her primary role at the book warehouse is 
working in the children’s section, and as a 
grandmother of 11 grandchildren, who are all 
big library borrowers, she knows a thing or 
two about children’s books! 

At the beautiful age of 76, Brenda is in her 
7th year volunteering at the Lifeline 
Canberra book warehouse. 

“It’s such a good feeling to be giving back to 
the community and it’s so vital to keep 
Lifeline operating,” she said.

However, Brenda very much acknowledges 
the sense of purpose Lifeline Canberra has 
provided her.
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“When you’re working you have 
responsibilities and commitments; when you 
retire a lot of that is taken away. It’s hard to 
understand if you’re not there yet, but when 
you’ve always been committed to something, 
you thrive on it. 

“With Lifeline you just know the job’s got to 
be done; I have responsibilities—cleaning, 
pricing and packing of boxes, getting 
everything ready for bookfairs, or more 
recently working at Book Lovers Lane.”

Brenda speaks fondly of the new Book 
Lovers Lane; she enjoys chatting to 
customers, helping them find what they 
want, and is pleased the community has 
embraced the store.

“We’re turning over a large number of books 
each and every day we are open, and we 
work hard to keep the store fully stocked.

“The feedback from the community has also 
been positive; people are so grateful they 
still have access to buying our books even 
though we can’t have bookfairs at 
the moment.”

Book Lovers Lane has been an important 
and innovative pivot for Lifeline Canberra to 
help move the book donations on and of 
course raise much-needed funds to support 
the Lifeline Telephone Crisis 
Support Service.

“The great part about the store is if a 
customer can’t find what they want, we take 

a note of it, take it back to the warehouse 
and if we find the book we then get back in 
touch with them to come in and pick it 
up—we’ve satisfied a number of customers 
in that way.

“I’m quite a reader myself, so I understand 
when a customer is after something very 
particular, and how important it is to them to 
get a hold of it. 

“It’s always satisfying to see books being 
rehomed and given another lease of life.”

Brenda is acutely aware of the costs 
involved in running the Lifeline Telephone 
Crisis Support Service.

It costs around $10,000 to train new 
Telephone Crisis Support Volunteers and it 
costs $26 to answer a life-changing call.

“It’s important we raise money for Lifeline, 
especially during these difficult times due to 
Covid-19. We’re finding more people than 
ever who are feeling low and depressed 
because their lives have been so  
heavily disrupted.

“There’s such a great need for the call 
centre; and it’s important to ensure enough 
funds are raised to cover costs like training, 
the calls and the rent, etc.” 

“It’s being aware of these factors that keep 
me going and wanting to do all I can to help.”

Brenda also notes that Lifeline caters for all 
types of volunteers in many types of jobs.
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“If you’re committed and you can lend a 
hand then I’d encourage you to volunteer.

“If you want a regular role, then the book 
warehouse is a wonderful and rewarding 
place to work, but if you’re only able to 
volunteer a couple of times during the year, 

you can still help by volunteering at the 
bookfairs (when restrictions ease) or Book 
Lovers Lane.

“Lifeline really is a wonderful organisation 
where you’re made to feel part of the family.”

Brenda enjoying her time at Book Lovers Lane at the Fyshwick Fresh Food Markets

If you’re interested in volunteering at Book Lovers Lane 
contact Lifeline Canberra via email: bookloverslane@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 
2019-20 Treasurers’ Report.

For the last few years the Lifeline Canberra 
team and volunteers have worked tirelessly 
to provide critical services and support to 
our local and national communities, at the 
same time as ensuring the organisation 
remains in a strong financial position to both 
continue to help more people, and ensure 
the organisation is able to withstand an 
unexpected event should it occur.  That 
“event” has occurred, with the 
unforeseeable impact of a pandemic 
gripping us in the second half of financial 
year 2020.

In a year where we experienced so much in 
terms of the ongoing impact of mental health 
trauma within our community, the impact of 
the Black Summer, before without barely 
taking a breath moving into Covid-19, 
concerning ourselves with financial matters 
can seem secondary, and in many respects 
is.  Continuing to provide the support our 
community needs, however, requires 
funding.  Without that funding we couldn’t 
provide the seats necessary to answer the 

phone calls of people in crisis; people who 
have reached out in their hour of need.

Despite the challenging conditions, I am 
pleased to report that for financial year 2020 
the Lifeline Canberra team returned a 
surplus of in excess of $400,000.  The 
balance sheet has strengthened as a result, 
with cash holdings at 30 June 2020 in 
excess of $2,000,0000.  Getting to that 
position has required the continued and 
tireless efforts of the Canberra team and our 
amazing volunteers.  Over the financial year 
2020 we have continued to work hard on 
delivering the continued fundraising events 
and programs of the past, as well as needing 
to move quickly and nimbly as circumstances 
have dictated what is possible in a 
completely new environment.

The Bookfairs continued to be our strongest 
revenue source, with new initiatives such as 
our book store, Book Lovers Lane, situated 
in Fyshwick markets, and our online Book 
Store examples of the Lifeline Canberra 
team reacting quickly and effectively to 
continue to raise funds in new 
circumstances.  Similarly, the training team 
managed to deliver a huge number of 
training courses before Covid-19 turned the 
delivery of those programs on their head.  
Our training team have however continued 
to develop new material, arranged new 
delivery methods, and continue to look to 
get the important messages and training 
regarding self-care and assisting others in 
crisis out to our community.
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We must also thank our incredible sponsors 
and donors, and we are grateful for the 
increased importance government is steadily 
demonstrating in terms of recognition and 
financial support.  Through hard work and 
good management Lifeline Canberra is in 
good financial shape.  We do, however, 
recognise that the demand for our services 
is only increasing at present, and the ways 
we will need to seek funding less certain 
than 12 months ago.  It is on that basis the 
Lifeline Canberra team continue to look for 
new opportunities and carefully manage 
what we have available to us now.   

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

Arran Curll
Lifeline Canberra President
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Lifeline Canberra Incorporated
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