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About Lifeline South Coast
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 95% of people who
work for Lifeline South Coast
are volunteers – more than 180
volunteers in our administration,
retail and book fair teams; more
than 90 Volunteer Telephone
Crisis Supporters on the 13 11
14 Crisis Support Service; and 6
volunteer Board members.

Strategic Plan 2016 - 2017
Mission

Key Stakeholders

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

The people of the Illawarra and
South Coast regions of NSW

Vision

Other communities which we serve

To be there for the community as life happens

The Lifeline South Coast workforce
(both volunteer and paid)

Values
We believe in
The dignity of life

Members of the Lifeline South Coast
Board

The acceptance of all people

Valuing and nurturing the spirit
of volunteerism

The opportunity that crisis presents
for personal change

Maintaining the highest
standards of service delivery

Lifeline Australia and other Lifeline
Centres

Working ethically

A strong sense of community

The Uniting Church in Australia
Wollongong Mission

Being available

The need to embrace change

Uniting Care NSW.ACT

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

The privilege and importance of
the relationship with those we
serve

Our partners in community service

Our sponsors, supporters and
funding bodies
Illawarra & South Coast media

Key Strategies

Key Result Areas

Work with other Lifeline Centres to provide 24 hour telephone
crisis support

Stakeholder Satisfaction

Develop innovative solutions to the identified needs of our
stakeholders
Provide appropriate and effective services
Create a sense of pride in the organisation
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
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)
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We make a demonstrable contribution to the
well-being of the communities we serve

People
We provide a satisfying, safe and skillenhancing 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
Awareness and Image
We strive to ensure the Lifeline service
and brand remains top-of-mind in the
communities we serve

What we do
Lifeline is a national charity
providing all Australians
experiencing a personal crisis with
access to 24 hour crisis support
and suicide prevention services.
Somewhere in Australia, there is a
new call to Lifeline every minute.

Telephone Crisis Support
The 13 11 14 Telephone Crisis
Support service offers support
to Australians experiencing
personal crisis, including that of
suicide prevention. The national
service operates 24 hours a day,
7 days a week, and 365 days
a year. The service itself could
not run without the many skilled
and highly trained Volunteer
Telephone Crisis Supporters, with
Lifeline South Coast volunteers
answering 23,533 calls during the
2016/2017 financial year.

Financial Counselling
During the past 12 months,
Lifeline South Coast’s Financial
Counselling service has assisted
168 people and conducted 362
interviews. Legal Aid funding for
financial counselling service to
the South Coast Correctional
Centre ceased at the end of June
2016, but we remain actively
engaged with Legal Aid to explore
future service opportunities within
the South Coast Correctional
Centre.
The partnership for the provision
of financial counselling services
between Illawarra Legal Centre
and Lifeline South Coast to the
Kiama and Shoalhaven Local
Government Areas continues via
funding from Fair Trading NSW
and is current to June 2018. We
continue to provide community
education events on managing
money and dealing with debt
under this Fair Trading funding.

Lifeline South Coast operates
five crisis support phones from
Wollongong on the 13 11 14 Crisis
Support service. Our Lifeline Shops
and Big Book Fairs ensure the
financial viability of this vital service
into the future.

Demand on the Lifeline South
Coast service has increased
greatly in the Shoalhaven since
the loss of another financial
counselling service in Nowra
in December of 2016. Lifeline
South Coast has engaged an
external consultant to investigate
the demand for the service and
explore opportunities for service
development and delivery into the
next financial year.

Telephone Crisis Support
Training
The recruitment and training
of Volunteer Telephone Crisis
Supporters at Lifeline South
Coast is an extensive process
and focuses on supporting each
individual student in fulfilling
their potential to answer calls
for those in need. The training
itself consists of three phases.
Phase one includes the initial
face-to-face training sessions;
e-learning components; two full
weekends of workshops; and
assessment role plays. In phase
two, students undertake shifts
on the crisis service over a twomonth period, whilst being closely
supported by a Supervisor. Phase
three consists of 84 hours over
seven months of probationary
crisis support work. Throughout
their training, new Volunteer
Crisis Supporters complete
accreditation requirements,
including observation shifts;
group supervision; and
professional development.
At Lifeline South Coast,
each volunteer is trained and

Lifeline South Coast’s Financial
Counselling service operates in
the Shoalhaven and Kiama Local
Government Areas and offers free
and confidential support to those in
financial distress.

supported by a specially qualified
team of staff who strive to
maintain the wellbeing of each
individual. This financial year,
Lifeline South Coast ran three
training courses which saw over
40 Volunteer Crisis Supporters
trained and on the phones by the
end of June 2017. In addition,
more than 210 existing Lifeline
South Coast Crisis Supporters
volunteer their time to support
these individuals through each
phase of their training and
eventually onto the phones.

Suicide Prevention Training
Lifeline South Coast is committed
to suicide prevention work in
our local communities. We
are pleased to offer a range of
face-to-face suicide prevention
and mental health training
sessions to promote community
and individual resilience in
the Illawarra and South Coast
regions.
During the 2016/2017 financial
year, Lifeline South Coast ran
eight sessions and trained 110
people in safeTALK (suicide
awareness) training; ran four
sessions and trained 76 people
in ASIST (two-day suicide
intervention) training; ran one
session and trained 20 people
in DV aware (domestic violence
awareness) training; and ran three
sessions and trained 65 people
in DV Alert (two-day domestic
violence for frontline staff)
training.
CONTINUED NEXT PAGE
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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 on 13 11 14.
During the 2016/2017 financial
year, the Lifeline Shops
together sold 74,083 items to
26,152 customers resulting in
$414,079 worth of sales! They
were supported by the Lifeline
Warehouse which raised $45,363
through wholesale sales. Thanks
to all the volunteers working within
the Warehouse and Auburn St and

Kiama Shops for their ongoing
commitment to Lifeline South
Coast.

Book Fair
During the 2016/2017 financial
year, there has been two Book
Fairs at the Illawarra Sports
Stadium, Berkeley and one Book
Fair at the Bomaderry Basketball
Stadium, Bomaderry. Together
these three events have welcomed
12,540 customers, been supported
by 234 volunteers, showcased
175,913 books for sale and raised
more than $306,000 for Lifeline
South Coast services in the
Illawarra and South Coast.
This valuable community event not
only raises much needed funds for

Lifeline services in our region, but
also allows us to engage with our
community about mental health
and suicide prevention. Lifeline’s
Big Book Fairs are a vital part of
ensuring the financial viability of
Lifeline South Coast services into
the future.
Thank you to all the wonderful
volunteers and staff involved with
the Book Fair events as well as
the book sorting process. Our
Volunteer Book Sorters have
sorted, categorised, cleaned,
priced and packed more than
175,000 books for the three Book
Fair events, as well as prepared
more than 18,000 books for sale in
our Lifeline Shops.

Training as a Lifeline Volunteer
Have you ever tried to imagine what it would feel
like to be in a place surrounded by people who
genuinely care about you and support you?
Welcome to Lifeline!
I have a vivid memory of my first day at training. I sat
down, and had to complete a questionnaire about
my attitudes and views towards suicide. I remember
filling in my ratings, then I looked at the person
sitting to my left and I saw that she had filled in
the opposite ratings. I took a deep breath and told
myself at that moment “Wow. This is going to be
some learning experience.” And it was!
I believe that one of the most essential skills
I learned (and am developing) throughout my
experience with Lifeline is “unconditional positive
regard”. To listen to someone and make them feel
that they matter and that they’re heard, means that
you genuinely care; you show empathy and support;
and you care about their safety and wellbeing. And
what a better way to do all that than being a nonjudgmental supporter, sitting with them in their pain;
ensuring they know that it’s okay not to be okay; and
most importantly, making sure that they are safe.
I am currently a PhD student doing my research in
civil engineering. I come from a culture were suicide
is a taboo, discussing suicide is a taboo, and asking
for help is considered a weakness. Believe me when
I say that the training provided at Lifeline has been
“invaluable”! I learned how to assist someone who’s
suicidal, how to practice self-care and maintain a
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great mental health, I learned about domestic and
family violence, I learned about diversity and how
special and unique people are. I’ve learned all that
using an excellent e-learning program provided by
Lifeline that provides extensive information and by
attending face-to-face interviews.
I’m not sure that I can find the right words to
describe how Lifeline has positively impacted my
life and made me change the way I look at life.
Some people pay a lot of attention to detail. I am
one of those people. I remember the first time we
started our role plays, the trainer asked us about
what went well? And there I was ready to say what
had gone wrong! It’s a human trait I guess; we love
to point out the imperfections! But then the second
and third role plays took place, and all I ever heard
was positive feedback and areas where I went well!
I insisted that the facilitators give me some negative
feedback, so occasionally they would rephrase to
“areas of potential improvement”! Can you read any
negative words in that constructive criticism? I can’t!
So, finally I gave up on that occasional pessimism,
and surrendered to the fact that this is purely a
positive environment and I had to rewire my brain to
look at life from a purely positive perspective!
When I walk into Lifeline I feel family surrounding
me. No words can express how grateful I am to my
trainer, facilitators, and volunteers who have made
this experience a once in a lifetime journey!
Zein, Lifeline South Coast Volunteer

Telephone Crisis Support KPIs

Target/Target Range
National Average
Lifeline South Coast

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 in need.

14.0

KPI 1

12.0

Logged hours per CS per month
(target 7.7)
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This target is based on the
minimum annual accreditation
requirements for each Telephone
Crisis Supporter (CS). This target
area has improved from the last
financial year in a consistent
pattern and we have continuously
exceeded the target of 7.7
logged hours per month. We
are continuing to work with our
volunteers on strategies to further
lift this result where we can.

KPI 2
TCS occupancy (target 70-80%)
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TCS occupancy is a measure
of how productively a CS is
using their time while on shift.
Generally, occupancy rates are
reduced during and after training
periods where coaching and
debriefing reduces time on the
phones for both accredited and
probationary Telephone Crisis
Supporters. Due to three training
courses each year, Lifeline South
Coast has a high number of
probationary TCS. We are working
with volunteers to improve in this
area.
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Telephone Crisis
Support KPIs (continued)
KPI 3
Percentage of calls where suicide
is specifically discussed (target
50%)
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KPI 4
Percentage of referrals recorded
(target 50%)

90%
80%
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It is expected that 50% of crisis
calls answered should be given
at least one referral by the CS.
Lifeline South Coast CS’s have
continuously and substantially
exceeded this target with an
average of 80% of help seekers
being given a referral to become
self-skilled and empowered when
not talking to a CS.
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KPI 5
Average call duration (target 15-25
minutes)

30
25
20
10
5
0
Jul

8

This target is about directly asking
the help seeker if they are having
thoughts of suicide. Lifeline South
Coast consistently exceeds this
target with an average of 85%
for this financial year. We believe
that asking about suicide is at
the centre of what we do, and
continue to work hard to improve
this area for the benefit of the
help seeker.

Aug

Sep Oct Nov Dec Jan Feb
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Mar
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This target focuses on the
duration of calls, in order to
both improve the quality of crisis
contacts and CS availability.
Lifeline South Coast has
conducted a number of training
sessions on call containment,
its importance, and relevance
for consistency of the service.
Lifeline South Coast is
consistently within the target
range.

Target/Target Range
National Average
Lifeline South Coast

16.0
KPI 6
Calls answered per seat per day
(target 12)

14.0
12.0

This target requires us to
answer 12 calls per seat per day.
Overall, Lifeline South Coast
has improved in this area over
the past 12 months. The Lifeline
South Coast support team will
continue to monitor and work with
volunteers to remain consistent in
this area.
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Lifeline South Coast Volunteer Crisis Supporters
(CS) answered 23,533 calls within the 2016/2017
financial year. That is an increase of 21% on
the previous year. Overall, Lifeline South Coast
continues to increase the volume of calls answered
- on the whole, each month has increased in the
same month from the previous years, and March
2017 was a record high call rate.
Importantly however, 85% of those callers were
asked specifically about suicide, which means that

May Jun

Lifeline South Coast initiated 20,003 conversations
about suicide in the last financial year alone! That’s
an increase of 4% on the previous year.
All 90 Lifeline South Coast 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 CS answering their call is doing so because
they want to be there to help.
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Board Chair’s Report

All stakeholders in Lifeline South
Coast (LLSC) should be proud
of the contribution we make
to mental health and suicide
prevention in Australia.

its clients, I have no doubt it is
great. The funding provided by the
Department of Fair Trading via the
Illawarra Legal Centre certainly is
appreciated.

We should also be proud of
our retail initiative that provides
shoppers with great products and
provides a recycling channel for
items that may otherwise end up
in land fill.

We continue to push into new
areas such as the Illawarra
Shoalhaven Suicide Prevention
Collaborative and Mind The Gap

I am always impressed by the
enthusiasm the people of LLSC
show for our mission.
It has been a good year for our
core activity - our 13 11 14 Crisis
Support service. At a time when
other Lifeline centres are finding
it difficult to maintain answered
call volumes, LLSC has been
answering record numbers of
calls. We must thank Lindsay
Murphy, Danielle Mullaney and
the supervision and training team
for their good guidance in regard
to this. Also, the many Volunteer
Telephone Crisis Supporters
who contribute their time and
emotional energy to this service
that saves lives. The contribution
they make is very significant.
Anne Marie continues our
good work with our Financial
Counselling service in Nowra
and although it is hard to quantify
the contribution this service
makes to the mental health of
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Our financial position is good
although we have utilised some
cash for the opening of the
Corrimal Shop and to continue
providing a strong and varied suite
of services. This will continue into
the 2017-2018 financial year. Our
Balance Sheet remains in a very
strong position.

I am always impressed by the enthusiasm the people
of Lifeline South Coast show for our mission
initiative (with the University of
Wollongong). As these programs
evolve they will contribute greatly
to our goal of suicide prevention.
We have had a period of flux in
our retail area as we move to the
new decentralised model that has
been shown to be successful with
other Lifeline centres. Sadly, this
transition included the closing of
our Kiama Shop. The transition
has not come without disturbance
to our retail staff and volunteers
and the Board recognises this and
thanks them for their forbearance.
At the time of writing, the Corrimal
Shop has just opened and the
initial sales seem very promising.
I thank all those involved in the
opening of the Corrimal Shop and
all involved in our retail division.
The wonderful contribution you
make forms the major source of
funding our services.
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I thank Renee Green for stepping
in as Acting Executive Director at
a difficult time and providing calm
and thoughtful guidance in this
role.
Lastly, I thank our Executive
Director, Grahame Gould, who
continues to provide enthusiasm
that drives Lifeline South Coast
and who contributes greatly to
suicide prevention in a number of
forums.
“Nothing great was ever
achieved without enthusiasm.”
Ralph Waldo Emerson
Stephen Long
Board Chair
Lifeline South Coast

Executive Director’s Report

This year, the number of crisis
calls Lifeline South Coast
answered on the 24-hour
Telephone Crisis Support
service has again increased. We
answered 23 533 calls which is
a 26% increase on the previous
year. Congratulations to the
Volunteer Crisis Supporters
who achieved this fantastic
result; the Training Team and
In-Shift Support Supervisors

one in which organisations work
closely together to coordinate
their efforts. In the Illawarra and
Shoalhaven regions, the Suicide
Prevention Collaborative is
trialling the LifeSpan systemsapproach to suicide prevention.
Lifeline South Coast is a key
member of the Collaborative and
under the LifeSpan project, will
be providing suicide prevention
training; 24-hour crisis support;

This year we answered 23 533 calls on the 24-hour
Crisis Support service. This is a 26% increase on the
previous year.
who support our volunteers so
well; and to Lindsay Murphy and
Danielle Mullaney for overseeing
performance in this area.
The Lifeline South Coast
Financial Counselling Service has
seen a huge increase in demand
this year due to the closure of
the Salvation Army Financial
Counselling Service in Nowra. We
believe the Shoalhaven area is
significantly under-resourced in
the area of financial counselling,
so have commissioned a report
to lobby funders and government
for appropriate resourcing. I thank
Anne Marie Sharkey for her great
work in this area.
Sadly, in Australia, the number
of suicide deaths continues to
increase. International research
has shown that a systemsapproach to suicide prevention
is most likely to have the greatest
impact in reducing the number of
lives lost. A systems-approach is

media liaison; and community
awareness around literacy
and reduction in stigma. I
acknowledge Clare Leslie’s
important role in leading the
Community Interventions Working
Group as part of the LifeSpan
project.
An important component of
our funding comes from our
Trading area which includes the
Lifeline Shops and Big Book
Fairs. Research from other
Lifeline Centres has indicated
that customers now prefer larger
shops with a bigger variety of
stock. This led to a restructure in
our Trading area, which saw the
closure of our Kiama Shop and
the redundancy of the Trading
Operations Manager role.
I would like to thank the
volunteers from the Kiama
Shop for their time, generosity
and effort in operating the
Shop for over thirty years. Their

outstanding contribution to
Lifeline South Coast’s suicide
prevention work in the region has
been remarkable. I would also like
to acknowledge and thank former
Trading Operations Manager,
Darren Murphy for the role that
he has played with Lifeline South
Coast. Darren developed strong
relationships with volunteers and
was much liked. He was involved
in many Book Fairs and was well
known for his work in the set up
and pack down of the Fairs.
Thank you to all the volunteers
working in the Auburn St Shop
- truck drivers, receiving dock,
sorting and shop volunteers - for
your wonderful contribution this
year. Our three Big Book Fairs
continue to be a great success.
Thank you to our Book Sorting
and Book Fair volunteers and our
staff in this area for your part in a
much-loved community event.
Our focus on governance and
policy review continues this
year. I thank Renee Green for
her attention to detail in this
area. She is supported by some
wonderful administration staff
and volunteers who keep things
on track – thank you.
Finally, I would like to thank the
Board Chair and all Lifeline
South Coast Board Members for
their voluntary service, for their
support and for their guidance
during the past year.

Grahame Gould
Executive Director
Lifeline South Coast
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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; and
looking at the evolving landscape
and anticipating the future
community and organisational
needs.

Board members
Stephen Long

Andrew Smith

Ross Johnson

Board Chair

Deputy Chair

Treasurer from September 2016

Member of Finance Committee; Member of
Remuneration Committee

Member of Remuneration Committee

Chair of Finance Committee

B.SC/LLB; GRAD DIP LEGAL PRACTICE;
MASTER OF DIVINITY

FCPA; FGIA; FCIS

B.COM. (ACCOUNTANCY); CA

Stephen is a Chartered
Accountant who has been in the
profession for over 30 years. He
is one of the founding partners of
Brodie Long & Grew Pty Limited,
a leading business advisory firm.
Stephen’s business career involved
advising clients of varying sizes
involved in many various areas of
business.
He has a Commerce degree from
the University of Wollongong,
is a member of the Institute of
Chartered Accountants in Australia
and New Zealand, is a Registered
Tax Agent and was a Fellow of
the Tax Institute. Stephen has
been involved in the not for profit
sector for many years being an
office holder in a number of
organisations. He has also held
Directorships in a number of
successful private companies.

Andrew has been the Minister
of Corrimal Uniting Church for
almost 10 years. Prior to that, he
worked as Legislative Counsel
with the Commonwealth Attorney’s
General Department where he
was involved in the preparation
of Commonwealth delegated
legislation.
On leaving the Attorney’s General
Department, Andrew worked as
a Youth Pastor with a Uniting
Church congregation in Canberra,
and then was accepted to train
in Sydney as a Minister with the
Uniting Church. Under Andrew’s
leadership, the church at Corrimal
has engaged in a number of
activities to strengthen the mental
health of people. Andrew’s
concern for mental health
dovetails nicely with the values of
Lifeline South Coast.

Stephen has been involved with
Lifeline South Coast for over 14
years and is committed to the
goals of the organisation.
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Ross is the Executive General
Manager Development of the
Gladstone Steel Plant Project.
Formerly the Senior Accountant
Costing and Manager Supply
Major Contracts of BHP Steel
Group, and former Managing
Director of Siam Steel Mill
Services. Ross has considerable
experience in finance, supply
and logistics management and
government negotiation.
In addition to his work with Lifeline
South Coast, Ross serves on the
Board of several organisations,
including Uniting Resources; the
Flagstaff Group; and the Country
Music Association Incorporated.
Previously Chairman of Australian
Metal Recovery Pty Ltd and Hunter
Mill Services. In addition, Ross
is the Treasurer of the Illawarra
Presbytery of the Uniting Church
and is the Logistics Coordinator
for Operation Christmas Child in
NSW.

Board members (continued)

Jon Hoogland
Secretary from November 2016
Chair of Remuneration Committee
DIP ELEC ENG.; M QUALITY MGT.

Jon is retired after a successful
career in avionics (RAAF),
telecommunications and
risk management industries.
He has held several senior
management positions including
Group Manager Audit and Risk
Management for Wesley Mission
Sydney one of Australia’s largest
Not for Profit charities. The major
function of that role was to provide
independent, objective assurance
and consulting activities designed
to add value and improve
the organisations operations
over aged care, disabilities,
employment services, hospitals
and their many Uniting Church
congregations.
Jon is enjoying his retirement
undertaking volunteering in
the Uniting Church Illawarra
Presbytery and his local
congregation. When time permits,
Jon enjoys gardening and reading.

Linda Morrissey
Board Member
Member of Remuneration Committee
B. SOCIAL WORK;
B.A. (PSYCHOLOGY AND SOCIOLOGY);
ADV. DIP OF GOVERNMENT; JP

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 (WHS). Linda is
an accredited member of the
Australian Association of Social
Workers (AASW) and is a Justice
of the Peace.
Linda loves nature and the
environment. She keeps chooks
and grows her own vegetables
and fruit. Linda does yoga and is
learning Italian.

Dr Paul Chad
Board Member
B.SC. (HONS); M.MGT; MBA; M.COM.
(MARKETING); PHD; JP

Paul is a Lecturer in Marketing
at various universities including
the University of Wollongong.
He is also a management and
marketing consultant. Prior to
academia and consulting, 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.

Dr Robyn Young
Deputy Chair and Secretary to
October 2016
Member of Remuneration Committee
MB BS

As a Psychiatric Medical Officer,
Robyn has worked in communitybased 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.

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

Lifeline South Coast Annual Report 2016/2017

13

Elias (Lou) Kinnas of KH Accounting & Financial Group

B.Com (Accountancy); CA

David Burrows
(Honorary Solicitor)

John Hoogland

Linda Morrissey

Dr Paul Chad

Stephen Long
(Chair)

Board skills
matrix

auditing; not-for-profit and government funded
organisations auditing; self-managed super
fund auditing; taxation; accounting; small
business.

Ross Johnson
(Treasuerer)

Lou has over thirty years of professional
experience in accounting and auditing
matters. Lou specialises in the audit of notfor-profit/government funded organisations.
He has an extensive knowledge of: general

Andrew Smith
(Deputy Chair)

Auditor

Skills
Accounting / Finance
Legal
Senior Management / Governance
Marketing / Promotions
Fundraising / Sponsorship
Government / Government Relations /
Advocacy
Health / Mental Health / Welfare /
Community / NFP
Entrepreneurship
Business Management /
Administration / Development
Information / Communication Technology
Project Management / Consulting
Research
Quality Management / Evaluation
Operations / Service Delivery

Board meetings
Name

No. eligible to attend

Number attended

Stephen Long

7

6

Dr Robyn Young

3

3

Dr Paul Chad

7

7

Linda Morrissey

7

3

Andrew Smith

7

6

Ross Johnson

6

6

Jon Hoogland

4

4
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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.

Grahame Gould

Clare Leslie

Anne Marie Sharkey

Executive Director

Financial Counselling Coordinator

Member of Finance Committee

Marketing and Public Relations
Manager

B.SC. PSYCH (HONS); M.CLIN.PSYCH

B.A. COMM. (PUBLIC COMMUNICATION);

Dip. Counselling; Dip. Community Service

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
UOW and Illawarra Shoalhaven
Local Health District Community
Reference Committees. His prior
experience includes working with
Lifeline Sydney and in the field of
organisation development in a large
bank. Grahame has completed the
Leadership Illawarra Development
Program and is a member of the
College of Clinical Psychologists.

Renee Green
Governance, Risk and Administration
Manager

M.MGT (DIST); MBA (DIST)

(Financial Counselling)

Clare began working with Lifeline
South Coast in 2006. She is
responsible for the marketing and
public relations activities within
Lifeline South Coast. This includes
raising awareness of Lifeline’s 13 11
14 telephone crisis support service;
promoting the Lifeline Shops; media
and stakeholder relations; brand
management; and running Lifeline’s
Big Book Fair fundraising events.
Clare has extensive experience in
public relations having worked in
both a consultancy and corporate
PR environment. She holds a Master
of Management and an MBA from
UOW.

Anne Marie has been the
Financial Counselling Coordinator
at Lifeline South Coast since
2013. 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). She is an
accredited member of the Financial
Counsellors’ Association of NSW
(FCAN). Anne Marie has volunteered
with Lifeline South Coast as a
Telephone Crisis Supporter since
2009 and has been a Peer Group
Supervisor, In-Shift Supporter and
Centre Supervisor during this time.

Danielle Mullaney

Member of Finance Committee

Acting Telephone Crisis Support
Manager

B.COM. (ACCOUNTANCY); CA

B.A (PSYCHOLOGY)

Renee began work with Lifeline
South Coast in 2011. She is
responsible for the financial,
information and business systems
and organisational procedures
within Lifeline South Coast. Renee
has extensive 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.

Dip. Community Services Work;

Danielle has been the Acting
Telephone Crisis Support Manager
since 2016. She is responsible for
the management of the 24-hour
Telephone Crisis Support Service
within Lifeline South Coast, which
includes ensuring Crisis Support
Volunteers are well trained and
supported in their role on an
ongoing basis. Danielle has been
working as an In-Shift Support
Supervisor, Centre Supervisor,
and Crisis Support Trainer since
2015. Danielle joined Lifeline South
Coast in 2011 as a volunteer and
still maintains regular shifts for
the 13 11 14 service to talk with
people in crisis. Danielle is currently
completing a Graduate Diploma of
Counselling.
Lifeline South Coast Annual Report 2016/2017
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Financial summary
No. eligible to attend
Income 2016/17

Expenses by Sector 2016/17

Trading Income (Gross)

Trading Costs

Big Book Fair

Big Book Fair

Grants

Service Delivery

Donations

Operational Costs

Operational Income
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Number attended
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Thank you
Lifeline South Coast’s
vision is to be there for
our community as life
happens!
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
Crisis Supporters and is supported
by a dedicated and highly qualified
team of staff. Thank you to NSW
Health for their funding support of
this service. Thank you also to the
Illawarra Shoalhaven Local Health
District and to the BlueScope WIN
Community Partnership program
for financial support in training new

volunteers to the service. Thank
you to all our staff and volunteers
associated with the service for their
professionalism, commitment and
support.
Lifeline South Coast’s Financial
Counselling service offers free,
confidential support to people
in financial distress. The service
operates out of Nowra and
outreaches to Kiama and Ulladulla.
Thank you to Fair Trading NSW
for funding this service, and to
the Illawarra Legal Centre for
partnering with us in service
delivery. Thank you to our financial
counselling staff for their ongoing
dedication.
Our Lifeline Shops as well as our
Big Book Fair fundraising events
exist for the primary purpose of
providing Lifeline South Coast’s
core services with much needed

funds. Thank you to our Community
Partner Southern.IML Pathology for
their role in ensuring the ongoing
success of Lifeline’s Big Book Fair
fundraising events. 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 Annual Report 2016/2017

31

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

