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Lifeline South Coast (NSW) Wollongong Mission (ABN 16 968 890 469) 
was established in March 1969 as an unincorporated institution of the 
Uniting Church in NSW. It holds accreditation from Lifeline Australia Inc. 
and through that body is affiliated with Lifeline International. 

The Lifeline South Coast (NSW) Board is appointed by the Uniting 
Church in Australia, Wollongong Mission Church Council. 

Lifeline South Coast (NSW) is registered as a charity with the Australian 
Charities and Not-for-profits Commission (ACNC) and is endorsed as a 
Deductible Gift Recipient. 

Lifeline South Coast (NSW) is a Public Benevolent Institution (PBI) 
and endorsed to access the following tax concessions; Income Tax 
Exemption, GST concession, and FBT rebates.

Lifeline South Coast
3 Court Lane,
PO Box 404
Wollongong NSW 2500
02 4228 1311
admin@llsc.org.au 
www.lifelinesouthcoast.org.au 

Lifeline South Coast Financial 
Counselling Service
2/130 Junction Street,
PO Box 402
Nowra NSW 2541
02 4421 5365
f.counselling@llsc.org.au
www.lifelinesouthcoast.org.au
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Lifeline South Coast was 
established in Wollongong in 
March 1969 and the Nowra 
branch was opened in 1981. The 
service is non-denominational 
and Volunteer Telephone Crisis 
Supporters come from a wide 
range of backgrounds.

There are 40 Lifeline Centres in 
Australia. Each centre focuses 
on delivering programs to meet 
the needs of their immediate 
community. Lifeline South Coast’s 
service area spans the coastal 
strip between Helensburgh in the 
north to the Victorian border in 
the south.

More than 90% of people who 
work for Lifeline South Coast 
are volunteers – more than 300 
volunteers in our administration, 
retail, warehouse and book 
fair teams and more than 110 
Volunteer Telephone Crisis 
Supporters on the 13 11 14 Crisis 
Support Service. 

About Lifeline South Coast

Strategic Plan 2011 - 2013
Key Strategies
Work with other centres to provide 24 hour telephone crisis support

Develop innovative solutions to the identified needs of our stakeholders

Provide appropriate and effective services 

Create a sense of pride in the organisation

For our people we provide:

A safe working environment

Relevant training and skill development

Appropriate levels of remuneration to paid staff

A succession plan for key staff (paid and unpaid)

Benchmark with appropriate organisations

Generate and manage an appropriate mix of funding to support  
our activities

Keeping Lifeline “Top of Mind”

Relationship development

Information to the community and to policy makers

Mission
To provide social, emotional and mental health support  
services to the communities we serve

Vision
To be there for the community as life happens

Values
We believe in

The dignity of life Valuing and nurturing the spirit 
of volunteerismThe acceptance of all people

The Christian values of love and 
compassion as shared by other 
faith and belief traditions.

Maintaining the highest 
standards of service delivery

The privilege and importance of 
the relationship with those we 
serve

Working ethically

Being available

The opportunity that crisis presents 
for personal change

A strong sense of community

Key Stakeholders
The people of the Illawarra and 
South Coast regions of NSW

Other communities which we serve

Members of the Lifeline South Coast 
workforce, (both volunteer and paid)

Members of the Lifeline  
South Coast Board

Our partners in community service

Lifeline Australia and  
other Lifeline Centres

The Uniting Church in Australia 
Wollongong Mission

Uniting Care NSW.ACT

Our sponsors, supporters  
and funding bodies

Illawarra & South Coast Media

Key Result Areas
Stakeholder Satisfaction

We make a demonstrable contribution 
to the well-being of the communities 
we serve

People

We provide a satisfying, safe and skill-
enhancing workplace for our staff and 
volunteers

We promote an attractive, interesting 
and friendly environment to work in

Quality

We strive for best practice in all areas

Financial Performance

We are sufficiently resourced to 
provide our services
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Telephone Crisis 
Support

The 13 11 14 Telephone Crisis 
Support service offers support 
to people in crisis and emotional 
distress. The national service 
operates 24 hours a day, 7 days 
a week, 365 days a year and is 
delivered by fully trained and 
accredited Volunteer Telephone 
Crisis Supporters and supported 
by a highly qualified team of staff. 
Lifeline South Coast answered 
17,139 calls on the 13 11 14 
service in 2013/2014.

Trading

The Lifeline Shops are the 
financial cornerstone of Lifeline 
South Coast. They provide the 
largest portion of funding and 
allow the continuation of Lifeline 
South Coast’s vital Telephone 
Crisis Support Service.

During the 2013-2014 financial 
year, the Lifeline Shops together 
sold 82,000 items resulting in 
$390,000 worth of sales! They 
were supported by the Lifeline 
Warehouse which sorted more 
than 300,000 kilos of clothing 
and 380,000 books and raised 
$73,000 through wholesale sales. 
Thanks to all the volunteers 
working within the Warehouse, 
Auburn St Shop, Unanderra 
Shop, Little Book Shop and the 
Kiama Shop for their ongoing 
commitment to Lifeline South 
Coast.  

Book Fair

Lifeline’s Big Book Fair continues 
to go from strength to strength. 
During the 2013-2014 financial 
year there has been two Book 
Fairs at the Illawarra Sports 
Stadium, Berkeley and the first 
Book Fair at the Shoalhaven 
Entertainment Centre, Nowra. 
Together these three events have 
welcomed 12,800 customers, 
been supported by 230 
volunteers, showcased 226,800 
books for sale and raised more 
than $290,000 for Lifeline South 
Coast. 

Thank you to all the volunteers 
involved with the Book Fairs as 
well as the book sorting process 
at the Warehouse. Lifeline’s Big 
Book Fairs are an important part 
of ensuring the financial viability 
of Lifeline South Coast into the 
future. 

Financial Counselling

During the past 12 months 
Lifeline South Coast‘s Financial 
Counselling service has seen 
the retirement of long-standing 
Coordinator Sandy Dawson.  In 
addition, Financial Counsellor 
Martin Jess resigned due to 
relocating to the Southern 
Highlands. Anne Marie Sharkey 
commenced as the new 
Coordinator in September 2013.

Over the past 12 months, the 
service has assisted 191 people 
and conducted 336 interviews.  
Of those 336 interviews 59 
were within the South Coast 
Correctional Centre.

The partnership between the 
Illawarra Legal Centre and Lifeline 
South Coast for the provision of 
financial counselling services to 
the Kiama and Shoalhaven Local 
Government Areas continues via 
funding from Fair Trading NSW 
and is current to June 2015. 
Several well attended community 
education events on managing 
money and dealing with debt have 
also been provided under this 
Fair Trading funding. 

Legal Aid NSW has provided 
funding for an additional year, 
allowing the continuation of the 
financial counselling service to 
the South Coast Correctional 
Centre. Alongside appointments 
to inmates, Lifeline South 
Coast and Legal Aid Nowra are 
providing a monthly workshop to 
inmates coming close to release.  
These workshops cover issues 
of dealing with debt, fines and 
housing and are in addition to the 
community education mentioned 
above. 

Research

Lifeline South Coast is currently 
collaborating with the University 
of Wollongong and the Lifeline 
Foundation for Suicide Prevention 
to undertake research into the 
wellbeing of Volunteer Telephone 
Crisis Supporters. A research 
program titled: The role of 
assertiveness on telephone 
crisis supporters’ burn-out, well-
being and service provision has 
recently been completed. The 
research program is headed up 
by Dr Coralie Wilson and is being 
undertaken by Ms Tara Hunt. 

What we do
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KPI 1
Logged hours per TCS 
per month (target 7.7)

This target is based on the annual 
accreditation requirements for 
each Telephone Crisis Supporter 
(TCS) who has committed to 
completing 92 hours of logged-in 
time each year. We exceed the 
minimum target of 6.2 logged-
in hours per TCS per month. 
We are continuing to work with 
our volunteers on strategies to 
consistently lift this result to the 
target 7.7.

Telephone Crisis Support KPIs
In January 2013, Lifeline Australia introduced six Key Performance 
Indicators which each Lifeline Centre must achieve in order to maintain 
accreditation. These KPIs focus on developing and improving specific 
areas of our service to ensure our limited resources are used most 
effectively to provide a high quality crisis service to more Australians.

KPI 2 
TCS occupancy  
(target 70-80%)

TCS occupancy is a measure of 
how productively a TCS is using 
their time while on shift. This 
target outlines that between 70-
80% of a TCS’s logged-in hours 
should be in the status of “ready”, 
“talking” or “after call work”. 
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KPI 4
Percentage of referrals 
given (target 50%)

It is expected that 50% of crisis 
calls answered should be given 
at least one referral by the TCS. 
Lifeline Australia released an 
improved version of the national 
referral database in March 2013 
and since that time South Coast 
TCSs have exceeded this target.

KPI 3
Percentage of safety 
issues identified  
(target 30%)

Lifeline South Coast TCSs 
consistently exceed this target of 
30% and are currently working 
toward a target of 100% for all 
TCSs to ask callers if they are 
having thoughts of suicide. 
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KPI 5
Average call duration 
(target 15-25 minutes)

This target is looking at the 
duration of calls, with the aim 
of being able to increase the 
number of calls taken by the 
network per hour. Lifeline South 
Coast has conducted a number 
of training sessions on call 
containment and its importance 
and has (on average) met or 
exceeded this target.
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Target/Target Range
National Average
Lifeline South Coast

Lifeline South Coast Volunteer Telephone 
Crisis Supporters (TCS) answered 17,139 
calls in the 2013/14 financial year. That 
is a 13% increase on the previous year. 
Of these, 856 were suicide related calls.  
This shows the vital role our volunteers 
play in the community. 

All 110 Lifeline South Coast Telephone Crisis Supporters 
are volunteers. Our volunteers are recruited from the 
local community and combined have a wide range of 
skills, experiences, ages and backgrounds. We believe 
there is great value in callers knowing that the Telephone 
Crisis Supporter answering their call is doing so because 
they want to be there to help.

KPI 6
Calls answered per seat 
per day (target 12)

This target requires answering 
12 calls per seat per day. Lifeline 
South Coast is currently achieving 
below this target, in part due 
to a focus on group rostering 
of TCSs during national peak 
demand times. This requires 
enough seats to ensure TCSs 
can work together. This does, 
however, leave six empty Lifeline 
South Coast seats during non 
peak demand periods. We have 
conducted two training courses 
in 2014 recruiting TCSs who can 
complete weekly shifts therefore 
increasing the number of calls we 
take per seat. We are currently 
working to get all of the June 
Wollongong students onto the 
phones to be able to open up 
additional seats. 

0.00

3.25

6.50

9.75

13.00

Jul Aug AprSep Oct Nov Dec Jan JunFeb Mar May

Telephone Crisis  
Support KPIs (continued)
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There have been many wonderful 
highlights for Lifeline South Coast 
during the 2013/2014 financial 
year. I commend the strong 
guidance and leadership shown 
by Executive Director, Grahame 
Gould and his leadership team 
in ensuring Lifeline South Coast 
continues to save lives. 

Demand for the 13 11 14 
Telephone Crisis Support service 
continues to grow. During the 
year Lifeline South Coast took 
17,139 calls. That is a 13% 
increase on the previous year. 
Of these, 856 were suicide 
related calls.  I thank our team of 
dedicated Volunteer Telephone 
Crisis Supporters who commit 
themselves to answering all of 
these calls – no matter how 
difficult. I would like to note the 
important role played by the 
team of In Shift Supporters who 
support our Telephone Crisis 
Supporters during their shifts on 
the phones. 

In addition to taking more calls, 
Telephone Crisis Supporters have 
also been focusing on quality in 
relation to suicide intervention 
by ensuring that callers are 

asked about thoughts of suicide 
whenever this may be an issue. 
Lifeline South Coast has strong 
results in this area with over 70% 
of callers receiving a suicide risk 
assessment.

Our Financial Counselling 
service in Nowra continues its 
partnership with the Illawarra 
Legal Centre.  Over the past 12 
months, the service has assisted 
191 people and conducted 336 
interviews.  Of those interviews 
59 were within the South Coast 
Correctional Centre. These 
services are provided free of 
charge. 

To assist in funding our vital 
services, an additional book fair 
was held this year for the first 
time in Nowra. This fair turned 
over $50,000 and complements 
the existing two book fairs at 
Berkeley. Together these three 
events have welcomed 12,800 
customers, been supported 
by 230 volunteers, showcased 

226,800 books for sale and raised 
more than $290,000 for Lifeline 
South Coast. Thankyou to all the 
volunteers and staff involved in 
the book fairs.

During the year our trading area 
participated in a national retail trial 
with the aim of increasing shop 
sales. The trial focused on staff 
and volunteer training, store layout 
and visual merchandising. During 
the trial, sales at the Auburn St 
Store increased by 15%.

The Lifeline South Coast 
warehouse sorted over 300,000 
kilos of clothing and 380,000 
books and raised more than 
$73,000 in wholesale sales. 
Together, our Auburn St, 
Unanderra and Kiama shops 
sold over 82, 000 items totalling 
over $390,000 worth of sales. 
Congratulations to all the staff 
and volunteers involved in these 
wonderful achievements. 

Finally, I would like to thank 
the Lifeline South Coast Board 
members for their ongoing input, 
support, guidance and dedication 
to our organisation throughout 
the year. As an organisation 
we are well placed to face the 
challenges of meeting the needs 
of our community.  

Dr Peter Robertson

Board Chair
Lifeline South Coast

Chairman’s Report

Demand for the 13 11 14 Telephone Crisis Support 
service continues to grow. During the year Lifeline 
South Coast took 17,139 calls. That is a 13% 
increase on the previous year. Of these, 856 were 
suicide related calls.
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As Peter has outlined in the Board 
Chair’s report, this year has been 
a year of wonderful highlights.

As you will see from the following 
reports Lifeline South Coast 
has performed strongly in terms 
of service provision and quality 
while maintaining a solid financial 
position. I’m very proud of our 
staff and volunteers who have 
enabled us to do this. 

Firstly our Volunteer Telephone 
Crisis Supporters took a record 
17,139 calls during the year. That 
is 13% more than the previous 
year. Thankyou to the volunteers 
who took these calls, the In Shift 
Support staff who support them 
and Fiona Berry, Telephone 
Crisis Support Coordinator for 
overseeing this increase in calls 
answered.

I would like to make special 
mention of the focus that 
Telephone Crisis Supporters have 
used to substantially increase the 
percentage of calls where suicide 
safety is assessed from 30% to 
70%. This increase assists Lifeline 
South Coast to undertake its role 
of saving lives.

This year saw the first Nowra 
Book Fair. It is great to have 
such a high profile event in the 
Shoalhaven that helps keep 
Lifeline South Coast top of 
mind to our community. It also 
contributed greatly to our income 
generation.  This new event 
complements our two existing 
Berkeley fairs. I would like to 
acknowledge the wonderful work 
of the book sorters who sorted 

additional books to sustain these 
three book fairs.  Volunteers at 
the fair did a magnificent job and 
thanks must go to Clare Leslie, 
Marketing and PR Manager 
who coordinated the fairs and 
spearheaded the new Nowra fair.  

Financial Counselling continues 
to be active and the relationship 
with the South Coast Correctional 
Centre strengthens. Thankyou 
to Anne Marie Sharkey, Financial 
Counselling Coordinator 
for further developing this 
relationship.

This year saw our trading area 
participate in a national retail 
trial which increased income 
by 15% during the trial period. I 
would like to acknowledge the 

work that volunteers have done 
in embracing this trail and Darren 
Murphy, Trading Operations 
Manager for heading it.

During the year there has been 
a focus on Governance and 
policy review. Thankyou to Renee 
Green, Governance, Risk and 
Administration Manager for 
research and focus in this area.

I would like to thank all the staff 
of Lifeline South Coast for their 
great support of our volunteers. 
To the book sorters who sorted 
books for our book fairs and 
shops; to the Book Fair volunteers 
who staffed a record book fair; to 
our Shop volunteers in the Kiama, 
Unanderra and Auburn St shops 
who sold thousands of items; to 
our Warehouse volunteers who 
have sorted and shifted a huge 
amount of donations enabling 
our trading area to operate; to 
the Administration volunteers 
who keep things on track; and to 
our Volunteer Telephone Crisis 
Supporters who have been there 
for our callers - Thankyou.

I would also like to thank the 
board chair and board members 
for their support and guidance 
during the year.

Grahame Gould

Executive Director
Lifeline South Coast

Executive Director’s Report

I would like to thank all the staff of Lifeline South 
Coast for their great support of our volunteers.
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Dr Peter Robertson
Board Chair

Peter Robertson is currently 
owner/director of EzyFlow 
Logistics Pty Ltd a management 
consultancy firm. Peter is an 
experienced and resourceful 
businessperson with extensive 
knowledge of and experience 
in manufacturing and service 
industries. From his 45 years 
of work in these industries 
Peter brings the key strengths 
of strategic assessment, 
operations management, supply 
chain management, logistics, 
planning and scheduling, 
‘Lean’ methodology, business 
planning, value-stream 
mapping, project management, 
operational readiness, operations 
improvement, and ERP systems. 
On many occasions Peter has 
acted as a consultant on a range 
of significant business projects 
requiring strategic insight and/
or the management of complex 
interdependencies. Peter has 
worked across a culturally 
diverse set of businesses in Asia, 
Australia, Brazil, New Zealand and 
the USA.

Dr Penelope Murphy
Deputy Chair 

Penelope is a highly experienced 
international development 
consultant holding an MSc in 
Social Planning in Developing 
Countries and a PhD in Education 
Policy and Planning. She has 
held senior positions in health, 
education and research in 
Australia, Papua New Guinea and 
the United Kingdom. 

Penelope is multilingual, with 
fluency in English, French, Italian 
and Melanesian Pidgin.

Tara Hunt 
Treasurer

Tara is a PhD candidate in the 
School of Psychology at the 
University of Wollongong after 
graduating with a Bachelor of 
Psychology (Hons) First Class 
in 2013. Her honours thesis 
investigated personal and 
professional characteristics that 
were related to telephone crisis 
supporter burnout, impairment 
and intention to use skills with 
callers. Inspired by her ongoing 
work with Lifeline and Groupwork 
Solutions, Tara has now turned 
her research interests to suicide 
prevention and mental health 
issues encountered by men. She 
has assisted in the development 
and evaluation of group work, 
working with men and strengths 
based practice programs. 

Tara has also been a Volunteer 
Telephone Crisis Supporter at 
Lifeline South Coast.

Governance
Lifeline South Coast has 
been deliberate in recruiting 
Board Members who have 
complementary background 
and skills that are aligned to 
the organisation’s strategic 
objectives. Individually and 
collectively the Board Members 
strive to use their experience 
of business and community life 

to add value to the organisation 
as well as effectively monitor its 
operations. Lifeline South Coast 
is committed to supporting 
diversity in the workplace.

Activity of the Board includes: 
establishing the organisation’s 
strategic direction, reviewing and 
approving business plans and 

budgets, overseeing compliance 
and performance management 
systems, analysing results and 
exploring opportunities for 
improving outcomes, looking 
at the evolving landscape 
and anticipating the future 
community and organisational 
needs. 

Board members
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Bruce Elder
Board Member

Bruce is a Writer, Commentator 
and retired Journalist who worked 
with the Sydney Morning Herald 
specialising in travel and popular 
culture. His other areas of 
expertise include film, television, 
and popular music. He has written 
extensively about Australia and 
has a passion for Australian 
history. 

In 1988 Bruce won acclaim for his 
book Blood on the Wattle which 
was praised as “arguably the 
best book ever written about 
Aborigines by a white writer”. 
It was listed as one of the ten 
most influential Australian works 
of non-fiction in the twentieth 
century.

Malcolm Heard
Board Member

Malcolm is a Director of Heard 
McEwan Legal and an accredited 
specialist in both in property and 
business law. He was admitted 
as a solicitor of the Supreme 
Court of NSW in 1977 and since 
then has practiced extensively 
in the areas of property law and 
commercial and corporate law.

Malcolm’s connections 
throughout the community are 
longstanding and include being: 
a Director and past President of 
the Rotary Club of Wollongong; a 
member of the Property Council 
of Australia Illawarra Chapter’s 
committee; a foundation 
Director of Illawarra Business 
Chamber; and a past President 
of Wollongong Chamber of 
Commerce & Industry.

Board members (continued)

Dr Paul Chad
Board Member from April 2014

Paul is a Lecturer in Marketing 
at the University of Wollongong. 
Prior to academia, Paul gained 
over 25 years experience as a 
marketing practitioner in both 
public and private organisations 
operating in a diverse range of 
industries in local, national and 
international markets. Senior 
roles encompassed the full range 
of marketing activities.

Paul’s academic research 
includes examining the use of 
marketing by non-profit charities 
to increase funding as well as 
improve service delivery.  

Dr Robyn Young
Board Member from April 2014

As a Psychiatric Medical Officer, 
Robyn has worked in community-
based private psychiatry practices 
in the Illawarra for more than a 
decade in both a government 
and non-government capacity. 
Her professional interests are in 
the areas of adult and adolescent 
mental health – in particular 
mood and bipolar disorders, drug 
and alcohol problems and the 
impact of nature versus nurture 
on development. 

Robyn has worked overseas 
in England as the Head of 
Publications at the Department 
of Health, UK, and in Europe 
and Spain in the areas of mental 
health, medical education and 
emergency medicine.

Stephen Long
Board Member  
to November 2013

Stephen is a founding Director 
of Wollongong accountancy 
firm, Brodie, Long & Grew. He 
is a sound business thinker 
approaching his advice with a 
deep level of knowledge and an 
entrepreneurial mindset.

Stephen has always focused 
on providing a comprehensive 
service to clients, taking time 
to get to know the client, their 
business, and their goals. 
Stephen’s clients represent 
numerous diverse industries, from 
motor dealers, to agriculture, 
professional advisers and legal 
and medical practitioners. 

Linda Morrissey
Board Member  
to November 2013

Linda Morrissey is a Social Work 
Manager with Illawarra Health.  
She manages a team of social 
workers in Rehabilitation, Aged 
Care, Palliative Care, Brain Injury 
and Aboriginal Liaison.   She has 
experience in areas of health 
management:   recruitment; 
performance development; 
coaching and mentoring; 
promoting a positive workplace 
culture;  using mindfulness and 
positive values in the workplace;  
clinical supervision; and work 
health safety.

Linda loves nature and the 
environment.  She keeps chooks 
and grows her own vegetables 
and fruit.  Linda does yoga and is 
learning Italian.
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Grahame Gould
B. SC. PSyCH (HONS)
MASTER OF CLINICAL PSyCHOLOGy

Executive Director

Grahame has been with Lifeline 
South Coast since 1993. He 
is responsible for the overall 
running of the organisation. 
Grahame has a strong interest 
in improving the access of 
Lifeline to all Australians and 
sits on the Lifeline Australia 
expert advisory panel. His prior 
experience includes working with 
Lifeline Sydney and in the field 
of organisation development. 
Grahame has completed 
business subjects in accounting 
and management and is currently 
undertaking the Leadership 
Illawarra Development Program. 
Grahame is a member of the 
College of Clinical Psychologists.

Renee Green
BCOM (ACCOUNTANCy), CA

Administration Manager

Renee began work with Lifeline 
South Coast in September 
of 2011. She is responsible 
for the financial, information 
and business systems and 
organisational procedures within 
Lifeline South Coast. Renee has 
over 10 years experience in the 
accountancy field having worked 
in public practice, corporate 
environments, teaching, and with 
the Australian Tax Office (ATO). 
She is an accredited member 
of the Institute of Chartered 
Accountants. 

Clare Leslie
BA (COMMUNICATION)

Marketing and  
Public Relations Manager

Clare began working with Lifeline 
South Coast in 2006. She is 
responsible for the marketing and 
public relations within Lifeline 
South Coast. This includes  
raising awareness of Lifeline’s  
13 11 14 telephone crisis 
support service, promoting the 
retail shops and Big Book Fairs, 
local media relations and brand 
management. Clare has over 
10 years experience in public 
relations having worked in both 
a consultancy and corporate PR 
environment. She is currently 
undertaking her MBA. 

Fiona Berry
Telephone Crisis Support 
Coordinator

Fiona has been volunteering with 
Lifeline South Coast since 2010 
as a Telephone Crisis Supporter. 
She began working with Lifeline 
South Coast in 2013 as the 
Telephone Crisis Supporter 
Training Coordinator as well 
as Nowra Centre Supervisor 
and In-Shift Supporter. At the 
start of 2014 Fiona accepted 
the maternity leave position as 
the Telephone Crisis Support 
Coordinator and is currently 
responsible for the 24hr 
Telephone Crisis Support Service 
within Lifeline South Coast. This 
includes ensuring volunteer 
Telephone Crisis Supporters are 
well trained and supervised in 
their role.

Darren Murphy
Trading Operations Manager

Darren began working with 
Lifeline South Coast in 
September of 2011. He is 
responsible for the retail and 
warehousing division of Lifeline 
South Coast. This includes 
managing the warehouse process 
and the volunteers working 
within it, logistics and transport, 
wholesale, retail shops and 
Lifeline’s Big Book Fair. Darren 
has over 20 years experience 
in the warehousing field having 
held management roles both in 
Australia and New Zealand. 

Anne Marie Sharkey
DIPLOMA COMMUNITy SERVICES WORK

Financial Counselling 
Coordinator

Anne Marie has volunteered 
with Lifeline South Coast as 
a Telephone Crisis Supporter 
since 2009 and has been a Peer 
Group Supervisor during this 
time. Since 2012, she has also 
been an In-Shift Supporter and 
Centre Supervisor. In 2013, Anne 
Marie began working as the 
Financial Counselling Coordinator 
where she is responsible for 
the financial counselling service 
which provides free assistance 
to people experiencing financial 
stress (including those at the 
South Coast Correctional Centre). 
Anne Marie is an accredited 
member of the Financial 
Counsellors’ Association of NSW 
(FCAN) since 2011.

Leadership team
Lifeline South Coast is led by a leadership team focused on achieving the 
organisation’s strategic goals to the highest of standards. Together, they 
provide a clear and structured direction to motivate and encourage staff and 
volunteers and ensure the stability of Lifeline South Coast into the future. 
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Financial summary

Income 2013/14 Expenses by Sector 2013/14

Trading Income (Gross)

Big Book Fair

Grants

Donations 

Operational Income

Trading Costs

Service Delivery

Fundraising & Corporate Relations 

Operational Costs
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Lifeline’s core service is the 
operation of the 24 hour 
telephone crisis support line. 
The 13 11 14 service focuses 
on the provision of support to 
people in crisis and emotional 
distress. The service operates 
24-hours a day, 7 days a week, 
365 days a year, is delivered by 
trained and accredited Volunteer 
Telephone Crisis Supporters and 
is supported by a dedicated and 
highly qualified team of staff. 

Thank you to all our staff and 
volunteers associated with the 
service for their professionalism, 
dedication and support. 

Our retail operations at 
Wollongong, Unanderra and 
Kiama as well as our Big Book 
Fair fundraising events exists for 
the primary purpose of providing 
Lifeline South Coast’s core 
services with much needed funds. 

Thank you to all our Warehouse, 
Shop and Book Fair staff and 
volunteers for their ongoing 
commitment to Lifeline South 
Coast and the services we offer 
our community. 

We extend a special thank you 
to our generous donors and 
members of the public who 
donate time, funds, skills, goods 
or support to Lifeline South 
Coast. Without community 
support, Lifeline South Coast 
could not continue to provide 
vital crisis support services to the 
people of the Illawarra and South 
Coast. 

Thank you

Lifeline South Coast’s 
vision is to be there for 
our community as life 
happens! 



Lifeline South Coast’s vision is to be there 
for our community as life happens! 


