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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
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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.

Board Chair’s Report

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 205 volunteers
in our administration, retail and book fair teams; more
than 100 Volunteer Telephone Crisis Supporters
on the 13 11 14 Crisis Support service; and 7 volunteer
Board members.

Strategic Plan 2018/19
Vision
An Australia free of
suicide

Mission
To provide first rate
suicide prevention and
crisis support services to
Australia

Values
We believe in
• The dignity of life
• The acceptance of all
people
• The Christian values of
love, compassion and
community as shared
by other faith and belief
traditions
• Working ethically
• The opportunity that
crisis presents for
personal change
• Valuing and
nurturing the spirit of
volunteerism
• Maintaining the highest
standards of service
delivery

Key
Stakeholders

Objectives

Key Strategies

Stakeholder Satisfaction

• The people of the
South Coast regions
of NSW

• To maintain membership
of Lifeline Australia

• Work with other centres
to provide 24 hour
telephone crisis support

• Other communities
which we serve,
including the callers
across Australia
• Members of the
Lifeline South Coast
workforce (both
volunteer and paid)
• Our partners in
community service
• Lifeline Australia
and other Lifeline
Centres
• The Uniting
Church in Australia
including local
congregations,
Wollongong
Mission, NSW/ACT
Synod and Uniting
• Our sponsors,
supporters and
funding bodies

• The privilege and
importance of the
relationship with those
we serve
• The need to embrace
change
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• To be top of mind for
the Uniting Church
in Australia as an
expression of Christian
ministry
• To meet or exceed the
needs and expectations
of all our stakeholders

People

• 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:

• To achieve a satisfying,
safe and skill enhancing
workplace for our staff
and volunteers

◊ A safe working
environment

• To be an attractive,
interesting and friendly
environment at which
to work

◊ Appropriate levels of
remuneration to paid
staff

Quality
• To meet all accreditation
requirements

Financial Performance
• To maintain sufficient
revenues and assets
to meet financial
commitments as they
fall due

Awareness and Image
• To ensure the Lifeline
service and brand
remain top of mind in
the communities we
serve

◊ Relevant training and
skill development

◊ A succession plan for
key staff (paid and
unpaid)

I have had the honour of being part of Lifeline South
Coast for less than a year, but even in that short period
I have learned what an extraordinary team we are.
Crisis can affect anyone, at any time. The knowledge
that Lifeline can provide support and hope whenever it
is needed can change the way a person gets through
their crisis. I have been a GP for almost 20 years, and
I can personally vouch for the importance of having a
safety net for our community. For every person who
dials 13 11 14, there will be dozens who feel better,
sleep better and live better knowing that they could
call us if they needed to.
Crisis support is the crux of our role and is the front
line of Lifeline’s work. I have personally observed
our crisis support workers during a call and was just
so impressed with their skills in communication and
care. I can honestly say that many of my medical
practitioner colleagues could learn from them. But I
also want to call out the work of the team behind the
scenes that make it possible for the crisis supporters
to do their work. Just like a cancer surgeon can’t do
his or her work without the theatre technicians and
laboratory scientists, so too can our crisis support not
exist without our book sorters, retail shop staff and
administrative team. They are pivotal to saving lives at
the coal face. Every single one of you - us - should be
immensely proud of the part you play in saving lives,
every single day.
This year we celebrated 50 years of crisis support.
We responded to 22,560 calls, with suicide support
specifically provided on 240 occasions and
emergency suicide interventions in 83 situations. We
sorted 156,777 books for some of our most successful
Big Book Fairs ever and we sold 114,000 items in our
shops. We have also delivered training in suicide
prevention to 465 attendees throughout the Illawarra,
Shoalhaven and Far South Coast.

I would like to point out the excellent outcome of our
LASP audit this year. This comprehensive assessment
by Lifeline Australia of our systems and practices
found that we work with quality and competence
across the board. You should all be very proud of this
achievement.

We responded to 22,560 calls, with
suicide support specifically provided
on 240 occasions and emergency
suicide interventions in 83 situations.
There are always changes and challenges for
volunteer and charitable organisations. The Board of
Lifeline South Coast, ably supported by CEO Rachel
Norris and the whole executive team, is navigating
a way to the best decisions and outcomes for our
organisation for the years ahead. Change can be
difficult, but like so many difficult things it leads
to growth and progress. We are working through
upgrades and relocations in our retail spaces in
Corrimal and Wollongong and new spaces in the
Shoalhaven, which will ultimately allow us to be a
strong and capable community organisation at all
levels for decades to come.
Thank you for allowing me to be part of Lifeline South
Coast and thank you for the amazing work you do.
Dr Kate Manderson
Board Chair
Lifeline South Coast

• Benchmark with
appropriate organisations
• Open new retail outlets
• Generate and manage
an appropriate mix of
funding to support our
activities
• Foster productive
relationships with media
and congregations
• To provide information to
the community and policy
makers
• Relationship development
Lifeline South Coast Annual Report 2018-2019
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CEO’s Report
This has been a very busy and memorable year. A year
in which we saw a full complement of staff and a year
in which we recognised and celebrated 50 years of
crisis support delivered by Lifeline South Coast.
On 1 March 1969 at 11am Lifeline South Coast took
its first phone call. We celebrated our golden jubilee
with a number of events. We commenced celebrations
with a 50-hour crisis support phone marathon which
had many of our crisis support volunteers on the
phone around the clock. The marathon ended at 11
am on 1 March 2019 to coincide with the time of the
first call taken 50 years ago. This was followed by a
50th celebratory Morning Tea event attended by the
Lifeline Australia Board, our Board and many of our

partners, supporters, staff and volunteers. It was a
wonderful occasion and I’d like to thank all involved for
the enormous spirit of generosity over this period.

•

To facilitate a strong values-based culture that
supports and enhances the skills of our staff and
volunteers.

In 2018/19 our operational plan included 5 goals:

•

To contribute to attitudinal change to suicide
prevention in the community through a
commitment to advocacy, and promotion via
media.

•

To be an innovator in crisis support in our local
community.

•

To expand the range and geographic reach of
services and programs from the Illawarra to the
Far South Coast communities which assist in
building community resilience, suicide prevention
and support.

•

To build and maintain sustainable, efficient and
quality services (capacity, capability and financial).

1981

1970

The Nowra
branch
opens. June
Stephens was
appointed
branch
manager. She
was Director
1985-1992.

Lifeline Illawarra begins in Bright Arcade, Crown Street
Wollongong. First Lifeline Illawarra shop opened in Keira
Street Wollongong.
757 local calls were answered by volunteers in the
first year.

1975

1968

Lifeline Illawarra moves
premises to Crown Street
opposite Wollongong
Hospital.

First training
course for
115 volunteer
telephone
crisis
counsellors.

Sub committee set up to
raise $20,000 to start a
Nowra phone service.

1969

Lifeline Illawarra volunteer Margaret
Rogers takes the first call on Saturday
1 March at 11 am.

1973

First full-time appointment of a
Director: Maurice Hodgson who
stayed for 12 years.
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1980

Youthline
commences,
with
volunteers
assisting
young people
dealing with
mental health
issues.

The Lifeline
Illawarra
phone
number
changed
from 299 211
to 281 211.

This year, Lifeline South Coast answered 22,560 calls
on the 24-hour Crisis Support service, achieving its
second highest number of calls second only to the
year before. Congratulations to the Volunteer Crisis
Supporters who achieved this fantastic result and to
the Training Team and In-Shift Support Supervisors
who support our volunteers so well. And finally,
congratulations to Danielle Mullaney for overseeing
the performance in this area.

1993

New Lifeline Illawarra
shop opens at Auburn
Street, where it still
operates.

1985

2000

1995-1999

Opening of shops in
Kiama, Unanderra, Dapto,
Warrawong.

Jim Kibble offers
Nowra Lifeline branch
office space above his
pharmacy in Nowra

1992

Financial
Counselling
starts in
Nowra.

Lifeline
South Coast
opens a
shop in
Corrimal.

2006

2013

April: First Book Fair in
Kembla Grange Racecourse.

Change
of Phone
Counselling
model and
title to Crisis
Support
Workers.

We officially
changed
our name
to Lifeline
South Coast .

Sir Alan Walker opens
new Lifeline South Coast
premises at 3 Court Lane
Wollongong, where we
still are today.

2017

All Lifeline Centres
became a national
service, so receiving
calls from anyone in
Australia.

Every centre only
received local calls,
24 hours a day. A
bed was provided for
overnight shifts.
Grahame Gould
appointed as Director,
stays for 24 years.

The Lifeline South Coast Financial Counselling Service
has continued to see an increase in demand this
financial year. It has been wonderful to see some
growth in the financial counselling service supported
by the Board, who elected to use some of Lifeline
South Coast’s own funds to support the expansion

2009

All Lifeline Centres
changed their phone
numbers to 13 11 14.

1988

During the year we have seen growth in our two shops
and Book Fairs, which exceeded all budget targets.
These activities remain a vital source of income for the
organisation. Congratulations to all Retail and Book
Fair volunteers and the Team Leaders who support
the volunteers. Thanks to everyone for making a
wonderful contribution to Lifeline South Coast over
the past 12 months and thanks to Alicia Federer who
has provided great leadership on these expanding
services.

2007

Computers
were now
being
used by
volunteers
instead of
using notes
on How To
Converse.

2011

Lifeline South
Coast ceases
overnight
shifts,
receiving calls
from 7am till

11pm.

2015

2019

The Nowra office no
longer takes crisis calls,
all calls are received at
Wollongong.

1 March Lifeline
South Coast
celebrates 50
years.

Big Book Fair reaches
$2,000,000 in total.

22-24 March
30th Book
Fair, held
in Illawarra
Sports
Stadium.

Lifeline South Coast
receives Honorary
Fellowship from
the University of
Wollongong.

2001

Lifeline’s “Just
Ask” mental
health info line
launched.
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of the service. Other funding sources were also
identified enabling us to provide services to members
of the community in Nowra, Huskisson and South
Coast Correctional Services. We have spent time
lobbying local politicians in the issues surrounding
the inadequacy of funding for financial counselling
services. This will continue in the wake of the
recommendations arising from the Royal Commission
into the Finance and Banking sectors. Our thanks
to the financial counselling team consisting of Anne
Marie Sharkey, Kim Perkins and Dannyelle Formosa
(our trainee) on another great year.

Celebrating our
Volunteers
Each year we organise a Volunteer Recognition event
to recognise and thank our volunteers. On Wednesday
27 May a breakfast was held at the Novotel Wollongong
to say thank you to our volunteers. It was a wonderful
occasion and while we list those below who received
particular length of service awards, we want to thank all
our volunteers for their service: without you we would not
exist.
We especially recognised on this occasion:

Thanks to funding from the local PHN (Coordinare),
ClubGRANTS and fee-paying organisations, we were
able to increase the range of face-to-face suicide
prevention and mental health training programs
to promote community and individual resilience in
the Illawarra, Shoalhaven and especially in the far
South Coast regions. We thank these funders for
their wonderful support which not only enabled us
to coordinate and deliver these programs but also
supported many in our community who so greatly
benefited from this support. Our thanks go to Clare
Leslie who headed up the development of the training
programs and to our wonderful trainers Danielle
Mullaney, Sonia Bout, Bianca Hunt, Lindsay Murphy
and Erin Tierney who travelled across the region
delivering these programs.

20 plus years of service: Lifeline Lifetime Achievement
award

Strategically many great partnerships continue to
build and enable Lifeline South Coast to be an active
partner in the community, notably our relationship
as a contributor to the Illawarra Shoalhaven Suicide
Prevention Collaborative, our relationship with UoW;
and the support we receive from BlueScope WIN
Community partnership and Illawarra Shoalhaven
Health District.

Retail:

We are developing our strategic directions for the
coming years and have engaged Spark Strategy to
work with us in this endeavour.

Retail:

•

Audrey Wilson, Crisis Supporter. Audrey retired after
23 years of service.

•

Noelene Fraser, Shop Sorter, Auburn Street shop.
Noelene gave 29 years’ service. Her award was
conferred posthumously to her family at a separate
event.

15 years of service: Opal of Honour award
Retail:
•

Stephen Freeman

•

Rhonda Philips

•

Rae Zeppieri

10 years of service: Golden Wattle award
•

Elica Stojanovic

Crisis Support:
•

Jan Halliday

•

Irene Pickard

5 years of service: Eucalyptus Award
•

Glenda Foster

•

Anne Gabriel

•

Geoff Gallagher

•

Maree Garrett

•

Ben Meek

•

Barry Ridding

•

Lisa Taylor

•

Steven Robertson

•

Paula Ryan

From a governance perspective several changes
and achievements were noted in the year. Stephen
Long stepped down as Board Chair at the AGM in
September 2018 after many years of service as Chair
and many more on the Board; We were delighted
that he was awarded the Lifeline Australia Golden
Wattle Award for 10 years of service. We welcomed
Dr Kate Manderson, who is a GP based in Nowra, as
our new Board Chair and another two new members
to the Board; Rhonda O’Donnell, who works with
Relationships Australia and Jacqui Cousins who is
a Social Worker with the Illawarra and Shoalhaven
Health District. It was with much sadness that the
Board accepted the resignations of both Linda
Morrissey and Jon Hoogland from the Board. They
provided wonderful leadership and commitment in
their roles and will be missed by myself and the Board.
A further notable achievement included obtaining
a full 3-year accreditation status through Lifeline
Australia’s LASP program. We increasingly have spent
time and focus on risk management and introduced
the Audit and Risk Committee, passionately led by the
Board Secretary Jon Hoogland.
Our Finance Board committee is well supported and
Finance and Governance Manager Renee Green and
I would like to thank Chair Ross Johnson and Stephen
Long for their ongoing support. We ended the
financial year with a surplus.
In closing I would like to thank the Management team
and the Board for their support in my first year as the
organisation’s CEO. As in any new job, there is always
a learning curve, but it’s made much easier by the
good will and support of many. Thank you all.
Rachel Norris
CEO

Crisis Support:
•

Judy Beadman

Board:
•
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The year in review
Lifeline South Coast is part of the Wollongong Mission
Uniting Church and operates one of Lifeline Australia’s
40 Lifeline Centres, which 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.

•

Lifeline South Coast provides a range of crisis support
and suicide prevention services.
•

Notably we operate five crisis support phones
from Wollongong on the 13 11 14 Telephone Crisis
Support service.

Our Lifeline Shops and Big Book Fair fundraising
events ensure the financial viability of the 13 11 14
crisis support service.

Telephone Crisis
Support

•

Our Financial Counselling service operates in
the Shoalhaven and offers free and confidential
support to those in financial distress.

•

Our Suicide prevention training program provides
suicide awareness and skills training to both
members of the public and front-line gatekeepers.

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, 365 days a year.

2018/2019 snapshot
2018/2019 Snapshot

43,823

114,000
Items sold in
a Lifeline South
Coast Shop to
support 13 11 14

Customers visiting
a Lifeline South
Coast Shop

35,369
Hours worked by
retail and book
volunteers (18/19)

385
FREE face-to-face
financial counselling
appointments

+

22,560
Calls answered by a
Lifeline South Coast
support volunteer
10

240

Calls answered at Lifeline
South Coast where caller
is at imminent risk of
suicide

156,777
Books packed for
Lifeline’s Big Book
fair and Lifeline
Shops

12,422
Hours worked by
Crisis Support
volunteers

83

The service itself could not run
without the many skilled and
highly trained Volunteer Crisis
Supporters, with Lifeline South
Coast volunteers answering
22,560 calls during the 2018/2019
financial year. Overall, Lifeline
South Coast continues to increase
the volume of calls answered, with
the notion of quality not quantity at
the forefront of our minds.
Importantly, 89% of callers
were asked specifically about
suicide, which means that Lifeline
South Coast initiated 20,078
conversations about suicide in the
last financial year alone!
During the lead up to our 50th
birthday celebrations over 50 of
our Telephone Crisis Supporters
participated in a 50-hour crisis
support marathon, in which 430
calls were taken and 43 safety
plans in this period alone. Several
Telephone Crisis Supporters
worked across the night from
midnight to 6am, which are shifts
that are not usually covered by our
centre.

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 supported
by a specially qualified team of
staff who strive to maintain the
wellbeing of each individual. This
training team consisted of Sonia
Bout and me with support from
Lindsay Murphy, Erin Tierney and
Juliet Richardson.
This financial year, Lifeline South
Coast ran three training courses
which saw 45 Volunteer Crisis
Supporters trained and on the
phones by the end of June 2019.
In addition, more than 1476 hours
of extra volunteer time was given
to these students by Lifeline South
Coast Crisis Support volunteers to
support these individuals through
each phase of their training and
then onto the phones.

During the year many of our crisis
support volunteers also offer
their time to support new trainees
acting as mentors. They give
this time in addition to their work
on the phones and we are very
grateful for their generosity and
willingness to support incoming
volunteers in this way.
Danielle Mullaney
Crisis Support Manager

“When I reflect on my
experience as a Telephone
Crisis Support volunteer for
Lifeline South Coast, the
overriding emotion I feel
is pride. Pride in the work
that we do on the phones,
pride for my Lifeline peers
and supervisors, pride for
the students and new crisis
supporters who we help to
learn and grow, and pride for
the resilient help seekers who
I have had the privilege of
speaking to. I feel incredibly
lucky that we get to speak
to people on the phone who
we’d never have met in our
everyday lives, but who trust
us enough to sit with them
during their darkest and most
vulnerable times. All Lifeline
volunteers are different, but
we have the same desire to
empower those around us –
and that makes for the best,
most supportive community
that I’ve ever been a part of.”
Sarah Douglas, Crisis Support
volunteer

Emergency
suicide
interventions

Lifeline South Coast Annual Report 2018-2019
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Financial Counselling
Over the past 12 months, the
service has assisted 203 people
and conducted 385 interviews.
Funding via Legal Aid CLSD for
the South Coast Correctional
Centre ceased in November 2018
with Lifeline South Coast Financial
Counselling service continuing
to see ongoing clients through to
May 2019.
We have greatly appreciated
funding from Uniting which
enabled us to have the support
of a financial counsellor trainee.
We are grateful for the continued
support from the Uniting Church
Bay and Basin congregation
for supporting outreach for this
vital service to Huskisson. With
a strong community awareness
of this service, it continues
to be solidly booked which
enabled us to build industry and
service capacity locally with
the appointment of a financial
counselling trainee internship.
The partnership for the provision
of financial counselling services
between Illawarra Legal Centre
and Lifeline South Coast to the
Kiama Local Government Area and
the Shoalhaven via funding from
Fair Trading NSW ceased at the
end of September 2018.
We continue to provide
community education events on
managing money and dealing
with debt and have participated
in local Bring Your Bills Day and
Womens Wellness Festival in the
Shoalhaven.
Anne Marie Sharkey
Financial Counselling Manager
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Suicide Prevention
Training
Lifeline South Coast is committed
to increasing awareness and
knowledge in the community with
regards to responding to people
who are at risk of suicide. We offer
suicide prevention training for
people from all walks of life – the
general community, caregivers,
workers, employers and health
professionals. We are very
appreciative of the support of PHN
(Coordinare) and ClubGRANTS.
It enabled us to organise 35
training sessions in the Illawarra,
Shoalhaven and Far South Coast
with a total of 465 attendees (was
261 in 2017/2018).
The training we offer:
ASIST (2 days)
Applied Suicide Intervention Skills
Training (ASIST) is the world’s
leading suicide intervention
workshop. Participants learn to
recognise when someone may be
at risk of suicide, apply a suicide
first-aid intervention model and
respond in ways that helps to
increase their immediate safety
and link them to further help.
Lifeline South Coast delivered 3
sessions to a total of 32 people.
DV Alert (2 days)
We deliver this free nationally
recognised training program on
behalf of Lifeline Australia. It is
funded by the Department of
Social Services and supported to
contribute to one of the outcomes
of the National Plan to Reduce
Violence Against Women and their
Children 2010-2022.

Lifeline South Coast Annual Report 2018-2019

It enables health, allied health and
frontline workers to confidently:
•

Recognise signs of domestic
and family violence

•

Respond with appropriate
care

•

Refer affected individuals and
families to relevant support
services

Lifeline South Coast delivered 5
sessions to a total of 66 people.
DV Aware (2 hours)
This is a free national training
program designed for health, allied
health and community frontline
workers. DV-Aware sessions are a
two-hour interactive presentation
where individuals and groups can
talk about the issue of domestic
violence and what they can do to
help make a difference.
Lifeline South Coast delivered 2
sessions to a total of 20 people.
Accidental Counsellor
Foundations (1 and 2 day courses)
This program provides the
necessary skills and tools to
be able to step into the shoes
of an Accidental Counsellor
momentarily. Trainees learn to
respond appropriately, efficiently
and effectively to people in crisis
or distress. It focuses on the
importance of communication
and provides participants
with fundamental skills in
organisational, community and
individual resilience. Lifeline South
Coast delivered 4 sessions to a
total of 77 people.

“I attended the QPR training
yesterday at Bomaderry
Bowling Club. Please could
you pass on my thanks to the
trainers. It was a really useful
evening and the presentation
was very thorough and
professional. I had previously
done the training online but
found the face-to-face has
really helped me to understand
the practical side of QPR a lot
better.”
Defence School mentor,
St John Evangelist Catholic
High School

QPR – Question Persuade Refer
This ½ day program focuses on
3 steps anyone can learn to help
save a life from suicide. Just as
people trained in CPR help save
thousands of lives each year,
people trained in QPR learn how
to recognise the warning signs of a
suicide crisis and how to question,
persuade, and refer someone
to help. With Club Grant funding
Lifeline South Coast delivered 10
sessions to a total of 126 people.
With PHN funding we delivered
11 QPR sessions to a total of 144
people, with the last one delivered
end of July 2019.
Clare Leslie
Marketing and PR Manager

Retail

Book Fair

2018/2019 has been a year
of consolidation for our retail
outlets with a clear focus on
strengthening our team. This
has resulted in a solid year for
our shops reaching a combined
income of $663,478, including a
wholesale income of $26,000.
Over the 12 months we have
been visited 43,823 times selling
114,000 items.

Our 2018/2019 Book Fairs that
were held in October 2018 and
March 2019 grossed a total of
$277,995.

We have introduced a new
POS system that provides live
data, flexible reporting and a
customer loyalty program as well
as many other features to assist
in managing revenue growth
for our core services. The team
have also been developing our
incoming donation processes,
including a donation bag drop off
to areas in our region to increase
our donation quality and yield to
achieve continued sales increases
for the year ahead.
Thank you to our Team Leaders
and our team of 76 volunteer
sorters, cashiers, drivers,
merchandisers, workers, pricers
and valuers who have been
industrious in their work to achieve
these incredible results.

We welcomed 10,973 customers
over the 3 days trade for each
Book Fair and displayed 156.777
books for sale with the assistance
of 174 volunteers. Some of these
volunteers are from our 40 strong
team of book sorters who see
the books from sorting incoming
donations through to tallying
books as they are sold at the Book
Fair. Thank you to our dedicated
volunteer team, both Book Sorters
and Book Fair volunteers who
make it possible each time.
As always, a massive combined
effort from staff and volunteers
made this result a reality and kept
the Lifeline South Coast Book
Fair event standard at a level our
customers are used to with the
range, quality, pricing and layout.
Alicia Ferderer
Retail Area Manager

“Two days a week I volunteer in the Lifeline shop in Corrimal. I enjoy
giving back to the community, whether it is with a chat with one of
the regular customers or just exchanging a friendly smile and hello.
It’s been very rewarding for me. I have met so many friendly people
through volunteering and I really enjoy working with the other shop
volunteers.” Vicki Borysko, retail volunteer
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Board members
Dr Kate Manderson
Board Chair

CHAIR OF REMUNERATION COMMITTEE,
CHAIR OF AUDIT AND RISK COMMITTEE
CMDR RANR BMEDSCI, MBBS (HONS), MPH,
DAVMED (UK), FRACGP, FACASM, GAICD

Kate is a General Practitioner
with several practices in the
Shoalhaven, where she mentors
GP students and registrars. Her
passion for aerospace medicine
has culminated in working with
the Australian Defence Force;
becoming President and Chair
of the Australasian Society of
Aerospace Medicine; being the
inaugural Chair of the RACGP
Special Interest in Aviation
Medicine; and to receive the rare
honour of being fellowed into the
Royal Aeronautical Society.
Kate has always espoused
and delivered high quality,
compassionate, integrated patient
care at the heart of her practice,
and sees her involvement with
Lifeline as a natural extension of
this philosophy. Kate has been
the Board Chair of Lifeline South
Coast since October 2018. After
many years of referring patients
in difficulty to call Lifeline as
one of their crisis management
options, Kate sees this as a great
opportunity to “give back” and
support Lifeline - so it can keep
supporting us all.

Stephen Long
Board Chair

July - November 2018, Board
Member November 2018 onwards
MEMBER OF FINANCE COMMITTEE;
MEMBER OF REMUNERATION COMMITTEE
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.
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He has a Commerce degree from
the University of Wollongong,
is a member of the Institute
of Chartered Accountants in
Australia and New Zealand, was
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.
Stephen has been involved with
Lifeline South Coast for over 17
years and is committed to the
goals of the organisation

Andrew Smith
Deputy Chair

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

Andrew has been the Minister of
Corrimal Uniting Church for almost
13 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.

Ross Johnson
Treasurer

CHAIR OF FINANCE COMMITTEE
FCPA; FGIA; FCIS

Ross is the Executive General
Manager Development of the
Gladstone Steel Plant Project.
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Governance
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.

Jon Hoogland

Secretary (resigned May 2019)
CHAIR OF AUDIT & RISK 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.

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.

Linda Morrissey

Board Member (resigned August
2018)
B. SOCIAL WORK; B.A. (PSYCHOLOGY AND
SOCIOLOGY); ADV. DIP OF GOVERNMENT; JP

Linda Morrissey is a Social Work
Manager with Illawarra Health.
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.

Dr Paul Chad
Board Member

B.SC. (HONS); M.MGT; MBA; M.COM.
(MARKETING); PHD; JP

Paul is a Lecturer at 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.
Paul’s academic research includes
examining the use of marketing
by non-profit organisations to
improve organisational outcomes
(both revenue generation as well
as service delivery); volunteer

satisfaction; donor behaviour;
consumer behaviour of shoppers
of second hand goods; as well as
the circular economy.

Rhonda O’Donnell

Jacqui Cousins

Rhonda has worked for
Relationships Australia, NSW for
the past 17 years, as Illawarra
Regional Manager for the past 9
years. She currently manages a
program providing coaching and
supervision to FACS Managers
across 86 sites in NSW.

Board Member

MEMBER OF AUDIT & RISK COMMITTEE
B. SOCIAL WORK

Jacqui Cousins has 25 years’
experience as a Social Worker in
the Health and Disability Fields.
She currently manages Social
Work services in the Southern
Illawarra Hospitals Group,
within the Illawarra Shoalhaven
Local Health District and NSW
Health. Jacqui has a passion for
addressing the systemic issues
that impact upon the health and
wellbeing of our most vulnerable
and marginalised community
members. She also has experience
in staff management, service
development, quality project
leadership, systemic advocacy,
clinical supervision and mentoring,
and education of staff and
students. In addition, her extensive
clinical experience has given her
a comprehensive understanding
of the Mental Health needs of our
community, as well as the range
of associated community supports
and the challenges associated
with navigating these supports.

Board Member

MEMBER OF AUDIT & RISK COMMITTEE;
B. SOCIAL WORK; FAMILY THERAPIST; DIP.
MANAGEMENT; FDRP

Rhonda has worked in the health
and community sectors since a
mid-life return to study. Her work
over the past 20 years has focused
on therapy with families and
children; assisting families to focus
on the needs of children following
family breakdown as a Child
Consultant and Mediator; working
with the impacts of trauma and
supporting survivors through the
Royal Commission into Institutional
Responses to Child Sexual
Abuse; and, facilitating healthy
relationship and interpersonal
skills development groups. She
has experience in workplace
coaching, mentoring and provision
of clinical supervision and has
taught modules for the Australian
Institute of Relationship Studies.

Jacqui has always been an active
member of her local church and
has been involved in many and
varied ministries. She currently
attends the Wollongong Anglican
Cathedral.
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BCom CA, Registered Company Auditor
meeting their statutory requirements and also in
developing their organisations to achieve their goals.
His experience with NFP clients include those within
the education, manufacturing, transport and service
sectors as well as other professional bodies.

David Burrows
(Honorary Solicitor)

Rhonda O’Donnell

Jacqui Cousins

Jon Hoogland
(resigned May 2019)

Linda Morrissey
(resigned August 2018)

Dr Paul Chad

Skills
Accounting / Finance
Legal
Senior Management / Governance
Marketing / Promotions
Government / Government Relations
/ Advocacy
Health / Mental Health / Welfare /
Community / NFP

Renee Green

CEO

Finance and Governance
Manager

Rachel joined Lifeline South Coast
in June 2018. She is responsible
for the overall running of the
organisation. Rachel has a strong
interest in improving the access
of Lifeline to all Australians and
especially on the South Coast
from Helensburgh to the Victorian
border. She is a member of the
Illawarra Shoalhaven Suicide
Prevention Collaborative
and MIND the GaP Advisory
committee.

Clare Leslie
Marketing and Public Relations
Manager

Entrepreneurship
Business Management /
Administration / Development

B.A. COMM. (PUBLIC COMM.); M.MGT (DIST);
MBA (DIST)

Information / Communication
Technology
Project Management / Consulting
Research
Quality Management / Evaluation
Operations / Service Delivery

Board meetings
No. eligible to attend

Number attended

Stephen Long

7

6

Dr Paul Chad

7

7

Andrew Smith

7

7

Ross Johnson

7

6

Jon Hoogland

6

4

Jacqui Cousins

5

5

Rhonda O’Donnell

4

3

Dr Kate Manderson

4

3

Linda Morrissey

1

0
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Rachel Norris

Prior to joining Lifeline South
Coast Rachel was CEO of
Occupational Therapy Australia
a national peak professional
association.

Fundraising / Sponsorship

Name

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.

MEMBER OF FINANCE COMMITTEE AND
AUDIT AND RISK COMMITTEE
MBA; GRADUATE CERTIFICATE BUSINESS
COACHING; GAICD;

Ross Johnson
(Treasurer)

Stephen Long
(Chair until November)

Board skills
matrix

Dr Kate Manderson
(Chair from November)

Ben is a partner at HLB Mann Judd Wollongong with
over 20 years public practice and audit experience.
He works in both the business advisory and audit
sectors with a hands-on approach to working with
his clients. Ben and his audit team have a passion
for working with Not-for-Profit (NFP) entities in both

Andrew Smith
(Deputy Chair)

Auditor

Leadership team

Ben Fock of HLB Mann Judd Wollongong
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Clare began working with Lifeline
South Coast in 2006. She is
responsible for the marketing and
public relations activities within
the organisation. 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.

each phase of training. Danielle is
currently completing a Graduate
Diploma of Counselling.

Anne Marie Sharkey

MEMBER OF FINANCE COMMITTEE
B.COM. (ACCOUNTANCY); CA

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.

Danielle Mullaney
Telephone Crisis Support
Manager
B.A (PSYCHOLOGY)

Danielle has been our Telephone
Crisis Support Manager since
2017. She is responsible for the
management of the 24-hour
Telephone Crisis Support Service
within Lifeline South Coast, which
ensures Crisis Support Volunteers
are well trained and supported
in their role on an ongoing basis.
Outside of this role, Danielle
has been working as an In-Shift
Support Supervisor, Centre
Supervisor and Trainer since 2015,
and was the Acting TCS Manager
since 2016. As a current Trainer,
Danielle’s scope includes Crisis
Supporter Workplace Training
(CSWT), Domestic and Family
Violence (DV-Alert and DV Aware),
and Accidental Counselling Skills
(ACF) training. Danielle joined
Lifeline South Coast in 2011 as a
Volunteer Crisis Supporter and
still maintains regular shifts for the
13 11 14 service to talk with people
in crisis. In this time, she has also
been a part of group facilitating
and mentoring students within

Financial Counselling
Coordinator
DIP. COMMUNITY SERVICES WORK; DIP.
COUNSELLING; DIP. COMMUNITY SERVICE
(FINANCIAL COUNSELLING)

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
held a number of positions with
Lifeline South Coast, commencing
as a Volunteer Crisis Supporter in
2009 and has been a Peer Group
Supervisor, In-Shift Supporter and
Centre Supervisor during this time.

Alicia Ferderer
Retail Area Manager
DIP. RETAIL MANAGEMENT

Alicia is the Retail Area Manager
for Lifeline South Coast Retail and
has been in this role since January
2018. Her responsibilities include
overseeing the Lifeline Shops in
Corrimal and Wollongong, working
closely with the Team Leaders to
streamline processes, meet sales
budgets and operational targets.
Alicia oversees the book sorting
team, supporting them to meet
book packing quotas required
for the success of our biannual
Big Book Fair events which she
coordinates. The proceeds raised
from the Lifeline South Coast retail
functions provide funding for our
services, including the 13 11 14
crisis support service.
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50th Birthday Celebrations

Thank you
Lifeline South Coast’s
vision is an Australia
free of suicide
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 all our staff and volunteers
associated with the service for
their professionalism, commitment
and support. 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.

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 Ulladulla. Thank you
to Fair Trading NSW for funding
this service, and to the Illawarra
Legal Centre for partnering with us
in service delivery. We have been
offering financial counselling to
the people of the Bay and Basin
community one day per week at
Huskission, thanks to the support
of a Uniting funding grant and
Uniting Church Bay and Basin
congregation. 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 our Book Fair
sponsors for their ongoing support
– Wave FM, Prime7, Illawarra
Sports Stadium – and to Chris
Johnson for providing free storage
of our packed book pallets for the
event. Thank you to all our 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.

Lifeline South Coast CEO

The crowd

Morning Tea

Rachel Norris

Thank you
Lifeline South Coast Board Chair Kate Manderson,
Deputy Lord Mayor David Brown, Rev Geoff Flynn,
Lifeline Chairman John Brogden, Linda Knowles
(Church Council)

Phone Marathon

In Shift Supporter Lindsay and volunteer Irene

Lifeline South Coas
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Telephone Crisis Supp
ort Supervisors Bianca
, Marc
and Danielle

The cake

43

Lifeline South Coast’s vision
is an Australia free of suicide

