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Incorporation: Lifeline Australia (ABN 84 081 031 263) is a public company limited by guarantee.  

Charitable status, tax concessions and fundraising:  
Lifeline Australia is registered with the Australian Charities and Not-for-profits Commission (ACNC)  
as a Public Benevolent Institution (PBI). The Australian Taxation Office (ATO) has endorsed the company  
as an Income Tax Exempt Charity. As a result, it receives income and certain other tax concessions,  
along with exemptions consistent with its status as a PBI which relate to Goods and Services and  
Fringe Benefits taxes. Lifeline Australia is also endorsed by the ATO as a Deductible Gift Recipient (DGR).

Some rains have fallen 
The grasses are growin
New stresses and pains 
Within me are showin

With feeding no more 
That daily task gone 
But now I’m stressed 
From sundown to dawn 

Nights are the worst 
Demons come to call 
Their debts want paying 
It’s taking my all 

To keep treading water 
And living with fears 
My account over drawn 
I’m still in arrears 

Then comes the days 
No better are they 
My real life’s debts 
They’re wanting them paid 

Three plus hard years 
Of relentless solid drought 
Has taken its toll 
Of everything I’m out 

Out of needed time 
To enjoy the rain 
Out of new ideas 
To ease the pain 

Out of wanted answers 
To settle the bank 
Fresh out of humble 
To those I should thank 

These new living times 
No clarity they bring 
With daily rule changes 
The demons they sing 

Their pound of flesh 
They want paid soon 
The banks close behind 
Maybe sealing my doom 

To those I owe 
My gratitude for time 
I’ll honour my word 
For every single dime 

Life I’ll not give 
To demons or banks 
These issues I’ll face 
With or without thanks 

W T Herring 

Some Rains Have Fallen

We are here to listen, without judgement. 
We’re here for you.

Phone: 13 11 14   Visit: lifeline.org.au 

In many ways, it has been a year of transformation for Australia. Moving  
from drought, to bush fire, to flooding, to COVID-19, across the country  
our people have been challenged with change and uncertainty.

We are honoured to be able to share this poem by W T Herring, a farmer 
who has faced the effects of years of extreme drought in Broken Hill. He 
shares the first signs of transition from drought and his personal journey 
towards recovery with our readers:

It had 22 Members at 30 June 2020 and a National Board of Directors.
Postal address: PO Box R1084, Royal Exchange NSW 1225.
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Lifeline Australia supports the delivery  
of services by Lifeline Centres.

Lifeline is a partnership between  
10,000 committed volunteers, our  
employees, our Member Centres,  
of which there are 41 located in  
communities around the nation,  
and Lifeline Australia. 

Together, we provide the crucial  
moments of connection that bring  
hope and save lives. We are united  
in our vision to achieve an Australia  
free of suicide and our determination  
to ensure that no person has to face  
their darkest moments alone.

● WHO WE ARE

41  
Lifeline Centres 

working in local 
communities across 

every state and  
territory of Australia.

22 
Members

41 22 3,36410k
10,000  

Volunteers

3,364   
Trained Crisis 

Supporters
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● WHAT WE DO  Lifeline Digital

24 hour 
FREE Telephone 

Crisis Line
13 11 14

Online
Self-Help Tools

Service Finder
Local health and 

community services 

Holding on to Hope
Podcast

Online 
Crisis Support Chat 

lifeline.org.au

Available 7 days  
a week, 7pm to  
midnight (AEDT)

Lifeline 
Text

0477 13 11 14

Available 7 days  
a week, 6pm to  
midnight (AEDT)
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● LIFELINE IN COMMUNITY

Eclipse 
Support Groups

Advocacy

The Prevention 
of Suicide 

in Public Places

bereavement

Bereavement 
Support 
Groups

Face to Face
Counselling

Community 
Capacity Building
First Aid Training 

Domestic Violence 
Response Training 
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Everyone I’ve spoken to at  
Lifeline has been truly special 
and truly amazing. Thank you 

with all my heart and soul for helping  
to keep my life in place. 

Today I hit rock bottom and had 
to ring your service twice. The two 
people I spoke to were so kind and 

supportive and helped me through a terrible 
time. I don’t know what I would have done  
without Lifeline. Thank you from the bottom  
of my heart.

● FY HIGHLIGHTS

13 HELP
Launch

36,163
calls 

 

73,466
articles and 
news stories 

mention
Lifeline

147,782 
Calls 

supervised 
through 

centralised
In-Shift 
Support

Fundraising 
achievement

$12.2M 
Best  

fundraising 
result to date

Facebook 
posts reached 

over

11M 
people

Holding on to 
Hope podcast

reaches

30,000
listens  

47,833
new followers 

on social media 
with 3.7  

engagements 
per follower

  

43,431 

Safety plans  
created

119 
per day

Total calls 

989,192 

Call answer 
rate 

84.5%

3,197 

Calls  
received  
on our  

busiest day

Text
conversations

39,680 

Chat 
conversations

53,527 

1,291,973 
Unique 

Australian  
visitors to  

the website

Domestic and Family Violence Response Training

357 
DV-Alert  

workshops

5,279
participants

Domestic and Family Violence Response Training

357 
DV-Alert 

workshops

5,279
participants

60 
seconds 

was the 
average 

call wait time

60



8         Lifeline Australia Annual Report 19-20    

In a year that saw Australians  
devastated by the impacts of  
bushfires and the COVID-19  
pandemic, Lifeline’s offer of  
unconditional support was  
more relevant than ever, and  
our standing as Australia’s  
leading suicide prevention  
service was more important  
than ever before.

We saw record demand for our crisis support 
services in FY20 (including a 25 per cent increase 
during the pandemic) and expect that this will  
continue as the impacts of these events play  
out over the years to come. Thankfully, the  
transformation of Lifeline in recent years,  
enabled by government and supporter funding, 
have ensured that we were able to increase our  
capacity to meet the growing demand and be 
there for Australians in their darkest moments.

For the 2019-20 financial year, Lifeline Australia 
(and its controlled entities) reported a consolidated  
deficit of $1.2m, due to the impact of the first-time  
adoption of the new accounting standards AASB 
15 Revenue, AASB 1058 Income of Not for Profit  
Entities, and AASB 16 Leases. Excluding the 
adoption of the new accounting standards  
which creates a one-off impact, an underlying  
net surplus of $528,929 was achieved which  
was a pleasing result.

Advocacy

Despite the significant challenge our society  
has faced over the last 12 months, we are  
buoyed by the Prime Minister’s commitment  
towards an Australia free of suicide and support 
for a whole-of-government approach to suicide 
prevention. Commitments from NSW Premier 
Gladys Berejiklian for a 20 per cent decrease  
in suicides by 2023 are genuine and important. 

Through FY20 we have presented Lifeline’s  
collective voice through engagement with the  
Productivity Commission of Inquiry into Mental 
Health, Royal Commission into Victoria’s Mental 
Health System, Senate Inquiry into the Australian 
Government’s Response to the COVID-19  
Pandemic, NSW Bushfire Inquiry and the  
recommendations of the Prime Minister’s  
National Suicide Prevention Adviser. We have  
been encouraged by the focus of the Nation’s 
media on delivering important messages to the 
community about maintaining mental wellbeing 
and reaching out for support when needed.

Delivering for Members

On the back of over $10M additional funding  
from the Commonwealth, NSW and Victorian  
Governments and funds raised through the  
Emergency Appeal, we distributed significant  
funding to Members to support their delivery  
of Lifeline services during the initial shutdown.

Within the context of COVID-19, the Board  
identified support to the Network as a top priority 
(along with continuity of service delivery and the 
health and wellbeing of employees). We were 
pleased to waive membership affiliation fees,  
ensure continuity of grant funding payments  
to Centres and deliver significant funding  
for Centres to offset the immediate financial  
impacts of COVID-19.

In FY20 we launched the Lifeline HR Advisory  
Service in partnership with Wentworth Advantage. 
This service provides Members with access to 
dedicated HR, IR and WHS support and advice  
at no cost.

● FROM THE CHAIRMAN
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Thank you

I would like to acknowledge the extraordinary  
efforts of our 10,000 volunteers for their  
resilience, commitment and generosity in giving 
of themselves to save lives. When we needed to 
answer more calls, our crisis supporters stepped 
up and gave us more time. Our services would  
not exist without our volunteers and we asked 
more of them than ever before in FY20.

We thank the Commonwealth, State and Territory 
governments for their recognition of Lifeline as 
an essential service which allowed us to continue 
service delivery safely within centres. We are  
also particularly grateful for additional funding 
provided by the Commonwealth and a number 
of state and territory governments to specifically 
support Lifeline services and our Centres during 
the pandemic. 

We also thank our valued corporate partners  
and individual supporters whose financial  
generosity makes the work of Lifeline possible. 
Some of these partners are acknowledged in 
more detail in this report.

Finally, I thank my fellow Directors. This year  
Sheryl Weil retired from the Board having served 
for six years, including four years as Chair of our 
Service Committee. Sheryl possesses a great 
passion for Lifeline and the life-saving services 
that we provide to Australians in need, and made 
an immense contribution to the organisation in 
her capacity as a Director. We are grateful to have 
new Directors Linda O’Farrell and Michelle Harpur 
contributing their expertise to the Board.

As an organisation, we are on a transformational 
journey aimed at enhancing our capability and  
capacity to deliver for our Members and those  
who need our support. This has involved much 
change and I thank our CEO Colin Seery and  
staff at Lifeline Australia for their commitment  
and dedication to our vision through this period.

Looking ahead

In FY21 we continue to improve, enhance and 
expand our services – they are needed more  
than ever.

As Australia’s leading suicide prevention service, 
we worry about the cascading effects on mental 
health posed by long-term social and economic 
impacts of the COVID-19 pandemic.

We remain firmly and proudly committed to  
ensuring that no person in Australia has to  
face their darkest moments alone.

John Brogden AM

Lifeline Australia Chairman
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FY 2020 has been a critical year  
for Lifeline and the support we  
offer Australians.

As Australia’s largest suicide  
prevention service receiving  
over 1 million individual contacts 
per year, Lifeline can be looked  
to as a barometer of the mental 
wellbeing of the nation.

Over the summer, we had already faced a  
significant challenge presented by the bushfires.  
Lifeline experienced a sustained spike in calls, 
hitting at our busiest time of the year. We normally  
receive around 2,500 calls per day as people who  
are doing it tough struggle with the additional 
pressure to be joyful through the Christmas  
period. However, from 1 December, we saw  
a 10% increase in calls that did not abate  
throughout the summer. With the support of the 
Federal government  and our generous corporate 
and individual supporters, we launched 13 HELP 
(13 43 57), a dedicated Bushfire Recovery Line 
and our Crisis Supporter volunteers came to the 
fore, responding with offers to do additional shifts, 
so we could be there to provide support to every 
Australian who needed us.

Then came February/March, and the onset of 
COVID-19 which brought additional challenges.

Firstly, the physical distancing restrictions  
introduced to reduce spread ensured that all  
Lifeline’s community based fundraising activity 
ground to a halt.

Our centres had to cancel gala dinners, shut down 
retail, put a halt to surfing, cycling, running events 
around the nation. Our famous bookfairs that raise 
millions for service delivery had to be indefinitely  
postponed. We responded with our first ever 
national emergency appeal and those that could, 
rallied behind us.

Meanwhile, our call numbers surged as Australians 
turned to us for support as they struggled through 
the isolation caused by physical distancing.  
March saw our busiest day on record, with 3,197 
Australians calling Lifeline on Good Friday.

Our calls have remained at around 3,000 per day 
ever since. We are now receiving close to 90,000 
calls a month. That’s an Australian in crisis phoning 
13 11 14 every 30 seconds.

Despite the increase in calls, I am pleased to  
report that our mandatory FY20 target to improve 
on the 80% call answer rate has been met.  
Pleasingly, we achieved a Call Answer Rate (CAR) 
of 84.5% for FY20. The improved performance 
continues, with a CAR now consistently above 90%.

● CEO’S INTRODUCTION



We continue to invest in the technology, systems 
and initiatives to support our digital transformation.  
Our COVID-19 response saw us achieve operational  
growth in consolidated revenue of 37% which  
we utilised to bring digital service delivery plans 
forward and increase capacity to respond to need:

●  �We were ready to ensure Lifeline’s 13 11 14 
service would continue for any Australian who 
needed us, even if the lock-down meant our 
volunteer crisis supporters could no longer 
attend a centre to receive calls.

●  �Throughout the epidemic, we’ve ramped up  
our online crisis chat service and increased 
capacity for our text service.  

●  �Through technology, we have improved  
our ability to predict call patterns which  
has enabled improvements to our rostering 
performance.

●  �Our Centralised In-Shift Support service has 
been established to significantly increase our 
capacity to provide supervision and support 
to Crisis Supporters while sharing supervisors 
across the network.

●  �We will also soon be launching a Tele-health 
Counselling service with thanks to the support 
of NRMA and RACV to provide ongoing  
clinical support for those in bushfire affected 
communities who are now facing the additional  
challenge of recovery without being able to 
connect with their community.  
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The last seven months have been a whirlwind  
for all of us at Lifeline, but never has our team 
been prouder to be delivering services within  
an organisation that Australians turn to when  
they need us most.  

I would like to thank the Board of Directors  
for their support and guidance during these  
challenging times for myself and the staff.

We are incredibly grateful to our volunteers,  
donors, government funders, corporate supporters 
and employees. You have all helped to ensure  
that Lifeline not only met the needs of Australians 
as they faced significant crises, but that we  
exceeded the expectations of those who turned  
to us for support. 

Thank you for helping us save lives.

COLIN SEERY 

Chief Executive Officer 
Lifeline Australia
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Lifeline’s volunteers and their ability to connect 
and offer hope to those who seek the support  
of Lifeline are the reason we are Australia’s  
leading suicide prevention service. This year,  
our volunteers have proven to be unsung heroes  
during times of crisis. With the onset of the 
bushfires, our volunteers responded by signing 
up to do additional shifts to help us offer support 
to community members experiencing the tragedy 
of bushfire, then in February, they continued to 
increase their commitment as Australians turned 
to Lifeline in record numbers throughout the 
COVID-19 pandemic. We are more grateful than 
ever for our volunteers for being there to offer 
hope to Australians through this difficult time.

Volunteers are the backbone 
of Lifeline. They come with a 
unified sense of purpose, to 

connect with others and bring hope.  
Especially through these challenging 
times, we are most grateful for the  
contribution every volunteer makes  
to the delivery of our services. 
– Colin Seery, CEO

Lifeline Text volunteers
After the successful trial of Lifeline Text, Lifeline 
Australia set up an online volunteer recruitment 
portal which has streamlined the volunteer process  
and created the opportunity to volunteer on a  
national scale for the first time. The online volunteer  
recruitment portal guides a volunteer through  
the application process with links to mandatory 
background checks, making the process as simple 
as possible. 

Volunteer celebration
Due to COVID-19 the Outstanding Volunteer of the 
Year Award was postponed until 20th November  
2020 to be part of the Member’s Forum and 
Annual General Meeting. Throughout Volunteer 
Week, we were very pleased to acknowledge 280 
volunteers with lengths of service above 5 years 
and 26 Volunteers with over 20 Years of Service  
to Lifeline.

● OUR VITAL VOLUNTEERS

       Volunteering 	
	  makes my  
heart bigger.
Antonia, Volunteer Crisis Supporter
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When bushfires and COVID-19 presented  
unprecedented challenge for Australians, Lifeline, 
was quickly turned to for support. This created the 
need to rapidly advance some elements of our 
digital service transformation while introducing 
emergency responses to needs arising within  
many communities across Australia.

13 HELP (13 43 57)  
Bushfire Recovery Line
On December 1, 2019, Lifeline received a 10% 
increase in calls as a direct consequence of the 
summer’s bushfire season. Over the summer,  
the increase fluctuated between 10-15%, but  
it never abated. This was the first time in our  
57-year history that Lifeline had experienced such 
service demand. Our volunteers ensured we were 
there to answer the calls throughout the summer 
as they raised their hands to do additional shifts.  
Over the summer, Lifeline listened to the needs 
of the community and partnered with the Federal 
Government and Corporate supporters to develop 
bushfire responses that would mitigate the impact 
of crisis and risk of suicide.

On February 17, we launched a dedicated  
24-hour bushfire recovery line, 13 HELP (13 43 57).  
The line provided access to crisis support and 
specialised referral to services in bushfire affected 
communities. By June 30, the bushfire recovery 
line had received 36,163 calls.

The Lifeline network came to the fore throughout 
the season. Lifeline Australia worked to secure 
funds to ensure our centres on the ground that 
were working to provide support for bushfire  
affected communities had the support they needed  
to continue service delivery, while Centres in  
unaffected regions increased 13 11 14 service 
delivery capacity to relieve them. 

CARE roll-out
As part of our commitment to continuous  
improvement, the CARE practice framework was 
developed.  Two years in the making, this year we 
implemented the framework with training of 3,364 
Crisis Supporters across the nation. Co-designed 
with Lived Experience Advisory Group members 
and Lifeline Crisis Supporters, the CARE framework 
is underpinned by clinical research and was  
developed in consultation with external subject 
matter experts. It provides a comprehensive,  
fit-for-purpose framework that supports the  
Crisis Supporter’s interactions with help  
seekers at every step.  

● �TRANSFORMING SERVICE CAPABILITY  
TO FACILITATE CONNECTION

The CARE framework is now fully embedded with 
all Lifeline’s Crisis Supporters now utilising the 
framework that deepens the connection between 
our Crisis Supporters and the person seeking  
our help. At the end of 2019, we upskilled every 
existing Crisis Supporter across the framework 
and every new Crisis Supporter has been trained 
from January onwards. 
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Centralised In-Shift Support Service 

After a successful pilot across six Centres, the  
In-Shift Support (ISS) Service was made business 
as usual in April and has transformed the way we 
use technology to provide in-call support to Crisis 
Supporters (CS). Whereas once a Crisis Supporter 
had to juggle two phones and quickly summarise 
to the In-Shift Supervisor what the caller was  
saying, the new support service allows instant  
messaging between a CS and an ISS while on a 
call. If required, an ISS can listen in to hear both 
sides of the conversation and once a call has 
ended, the CS can contact the ISS for a debrief. 
Decentralisation has meant the Lifeline network 
can tap into support from available ISS’s in  
different geographic locations. Both CS’s and ISS’s 
have reported the transformation has delivered 
great results in improving the support available  
for help-seekers in distress while also maintaining 
the wellbeing of CS and ISS alike. The centralised 
ISS service supervised 147,782 calls from help 
seekers predominantly originating from country 
and rural areas of Australia.

Agility to respond throughout  
pandemic
In mid-February, while still experiencing a 10% 
increase in calls due to the effects of bushfire, 
Lifeline experienced yet another increase in calls 
as the threat of coronavirus became real with its 
arrival in Australia. Our volunteer Crisis Supporters 

throughout the summer had already responded 
by increasing voluntary hours, but when we asked 
for yet more support, they rose to the challenge 
again. Throughout the COVID-19 pandemic, our 
volunteers contributed an additional 5,000 hours 
per month.

When the virus first hit, Lifeline Australia immediately  
grasped the significance and threat to service 
delivery. With a 10,000 strong volunteer workforce, 
a large number of those we rely on to maintain 
our services are in high-risk age groups and there 
was the very real concern that centres around the 
country may be forced to close. To ensure our  
services could continue to stay connected with 
Australians who need us, our service delivery  
team developed the capacity to provide services 
remotely should it be required, to ensure we  
could continue to be there for any Australian  
who needed us. Lifeline was deemed an essential 
service shortly after, but the work that has been 
completed is foundational for advancing our  
digital capability.

Service Delivery
With the support of our volunteers, our employees  
who also worked hours above and beyond their 
normal duties and corporate, philanthropic and 
government funding, Lifeline is proud to have  
been able to significantly increase our capacity  
to provide Crisis Support to meet the needs of 
Australians experiencing crisis.

● �TRANSFORMING SERVICE CAPABILITY  
TO FACILITATE CONNECTION

FY
2012/
2013

FY
2013/
2014

FY
2014/
2015

FY
2015/
2016

FY
2016/
2017

FY
2017/
2018

FY
2018/
2019

FY
2019/
2020

74%

76%

78%

80%

82%

84%

86%

Calls received vs Call Answer Rate

0

200,000

400,000

600,000

800,000

1,000,000

1,200,000

Calls received Call Answer Rate

418,147

864,390

994,275

916,368

989,192

977,191

939,856

9
01,273
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Indeed, Australians are turning to Lifeline in  
greater numbers than ever before throughout  
the pandemic. With the transformation of  
work-force capacity and our ability to use  
technology to predict call numbers and roster 
accordingly, the 13 11 14 service is receiving  
more calls and achieving higher call answer rates 
and operational performance than ever before.

Throughout the year, our focus has remained  
on improving access to Lifeline’s services.  
Part of improved access is to reduce the time  
a person who calls us has to wait to reach  
support. In October 2019, the average call wait 
time was 201 seconds, but through predictive 
technology and the support of the Network,  
we have reduced this time to 60 seconds.  
This is world class performance for a crisis  
line and especially significant at a time when  
we are facing increasing demand. 

Learning and Development
In March, due to physical distancing restrictions 
Lifeline Australia’s Learning & Development team 
had to redesign our face to face training for online 
facilitation to ensure the Network could continue 
to train Crisis Supporters. The L&D team put in 
an incredible effort to ensure no service delivery 
disruption was caused and our Network could 
continue training crisis supporters.  Across the 
Network, trainers learned a new set of skills in 
online facilitation. 

The way you’ve designed the Crisis 
Supporter Worker training has  
addressed many issues we encounter  

in the phone room: the early and continued 
emphasis on self-awareness has been brilliant  
in challenging people’s own values about 
helping and given them so much opportunity 
to begin examining how their beliefs impact 
on their ability to support others; the focus on 
skills upfront has also equipped them really  
well to think about connection through skills...
the Decision Support Tool is fantastic.

– Kelli Rowe, Lifeline Adelaide.

Future transformation
Throughout the year, there have been many  
opportunities to learn what the needs of  
Australians are and to respond rapidly to  
meet those needs. We are committed  
to continuing to explore digital technology to  
increase our capacity to reduce suicide. In  
the next year we look forward to facilitating  
tele-health counselling sessions for communities 
recovering from bushfire, we will also continue  
to invest resourcing in analytics and insights to 
maximise our responsivity to those who need us.

QLD
0.038

NT
0.016

WA
0.025

ACT
0.050

VIC
0.042

NSW
0.040

SA
0.044

TAS
0.046

Calls offered by state per ‘000 of population:

What I like about volunteering  
is the people who are a part  
of the program. Along the way I 

have met some incredible people who are 
willing to give their time to listen and allow 
the space for others to be heard. From the 
support staff to the supervisors there is a 
culture of caring and listening to others 
which makes it feel like you matter and 
what we do makes an impact.

– Volunteer, Lifeline Sydney & Sutherland.
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Lifeline in Community 

Lifeline Direct (LLD) provides services within the 
community that are designed to specifically meet 
local needs. Despite the challenges presented 
through COVID-19, our commitment to nurturing 
connections with people who are struggling has 
been maintained and in some cases, enhanced, 
as we worked together with our communities to 
tackle the challenges imposed by COVID-19. 

In October 2019, LLD expanded our community 
support when Lifeline Geelong amalgamated with 
LLD which resulted in more services being offered 
in that local community as well as an increase in 
the number of calls answered on 13 11 14. 

In financial news, LLD realised a surplus budget  
in FY20, its first since inception in July 2017. 

Lifeline Direct 13 11 14  
service support
LLD has more than doubled its capacity to support 
the 13 11 14 service, answering a total of 107,805 
calls in FY20, almost double that of FY19. 

LLD also supported Lifeline Text service capacity 
by creating a bridging course to enable counselling 
professionals to move into Crisis Support for Text.

Face to Face counselling
During FY20 LLD provided 3,859 counselling  
sessions without charge to people confronting 
crises or generally facing a challenging period  
in their lives. While the service did go into recess 
for 2-3 weeks due to COVID-19, our volunteers 
and counselling team moved quickly to provide  
the counselling service via telehealth adapting  
and developing the systems, tools and practices 
so we could continue meeting people when they 
seek help. 

● CONNECTING WITH COMMUNITY

Lifeline Direct Calls – FY19 vs FY20

FY20FY19
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Community Suicide Prevention 
Services
LLD delivered a number of community-led suicide 
prevention programs covering the Northern Rivers 
(NSW) Region, the Great South Coast of Victoria 
and six LGAs in the Hunter, New England and  
Central Coast of NSW.  Our suicide prevention  
team connected with thousands of people 
throughout the year, supporting communities  
to build capacity to respond to suicide and  
reduce risk in their region.

Quote from Richmond River Area,  
National Parks and Wildlife team:

Lifeline has delivered suicide 
prevention safeTALK training  
to the Richmond River Area  

National Parks staff and have always  
made themselves available for follow  
up conversations. While we hope staff 
never have to use these skills, they  
are now aware of the tools that could 
change a person’s mind and prevent  
further suicides.

Training
Our training programs aim to equip as many 
skilled suicide prevention caregivers as possible 
and include skills-for-life training for community 
members, and short courses or dedicated  
workplace training for managers, team leaders  
and HR professionals.

With the challenge of COVID-19 we also had to 
transform our training delivery.  Since mid-June 
2020, we have been delivering the majority of 
our training modules remotely.  This change has 
enabled greater flexibility to deliver training with 
trainers in decentralised locations.

In FY20, LLD delivered 205 training events,  
connecting with 3,798 participants across  
our six regions.

Feedback from participants:

Putting into practice, some of 
the programs and processes 
will help me with my confidence 

and knowledge of managing suicidality…
– �Advanced training in Suicide Prevention  

participant.

“Everyone should do this course.” 
– SafeTALK program participant

“Informative workshop that I hope reaches 
more communities.” 
– SafeTALK program participant

Suicide in Public Places
Lifeline has continued its important work engaging with 
communities across Australia to identify and improve 
safety at public locations where suicides are frequent.

Connecting with community plays an integral role in  
ensuring local strategies are responsive to local context.
With support from the Australian Government  
Department of Health, Lifeline has proactively  
engaged with over 200 community stakeholders 
including councils, emergency services and health 
organisations in over 32 locations nationally to  
tailor local suicide prevention strategies. 

Lifeline Australia has led cross-sector collaboration to 
improve coordination of services and resources and 

engaged with key suicide prevention agencies for 
ongoing collaboration. The first Site Intervention  
National Advisory Group meeting was held in February  
2020, with consecutive meetings held quarterly, 
bringing together thought leaders, researchers,  
suicide prevention agencies and community to  
guide best practice and contribute to evidence  
in the prevention of suicides in public places.

With special thanks to our Advisory Group Members: 
Mr Angus Nardi, Mr Bob Herbert, Mr Boe Rambaldini,  
Dr Emily Hindman, Ms Georgia Dempster, Prof Jane 
Pirkis, Dr Kairi Kolves, Mr Marc Bryant, Dr Mark Larsen,  
C/Ins Matt Hanlon, Ms Sue Johansson, Ms Thilini 
Perera, Dr Anna Brooks.
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Wellbeing and Healing Through 
Connection and Culture Report
Pat Dudgeon, Abigail Bray, Gracelyn Smallwood, 
Roz Walker and Tania Dalton

Lifeline Australia commissioned a report from 
a group of eminent researchers in the field of 
Aboriginal and Torres Strait Islander mental health 
and suicide prevention. The work was led by  
Professor Pat Dudgeon from the University of 
Western Australia.

The report’s purpose is to serve as a single  
authoritative source of information on emerging 
research and knowledge, key themes and  
principles as regards Aboriginal and Torres Strait 
Islander cultural perspectives and concepts of 
healing and social and emotional wellbeing as  
they relate to suicide prevention. 

In line with best practice, and in the words  
of the authors, the review “prioritises  
Indigenous knowledge of healing and  
wellbeing and provides examples of  
culturally appropriate and effective practices.”

Ultimately, the report will be a key document  
informing Lifeline’s knowledge and practice 
around culturally responsive suicide  
prevention services for Aboriginal and  
Torres Strait Islander peoples.

Eclipse: A support group for  
those who have attempted suicide

The Eclipse program is an 
8-week program modelled on 
‘Survivors of Suicide Attempt’ 
support groups offered by 
Didi Hirsch in Los Angeles, 

California. This program teaches specific skills to 
reduce suicidality while increasing resilience and 
behaviours that can assist in people identifying 
and seeking help when they need it. The Lifeline 
Research Foundation is working with the University 
of New England and Sydney University to provide 
evidence-based research on support group outcomes.  
Data is collected from consenting participants 
prior to group commencement, during and post 
group. The participants also return 1 month and 
6 months post group for follow up interviews to 
measure the changes of suicidal thoughts over 
time. To date, the evaluation of data is displaying 
a strong significant improvement in participants 
resilience and the reduction of sense of  
burdensomeness over time. The Lifeline  
Research Foundation has engaged Lifeline  
Mid Coast to pilot an online Eclipse program  
with the aim to deliver online group sessions  
so that people in rural, remote and isolated  
areas can access this suicide prevention program.

It’s nice to hear everyone’s  
stories – now I don’t feel like  
I am the only one who has  

been through all this stuff. 

– Eclipse Group participant.

Research Foundation Advocacy 
Submissions 2019-2020

●  �NSW Bushfire Inquiry (April 2020)

The 2019-20 bushfire season imposed  
many devastating impacts, including those  
specific to mental health, with implications  
for suicidality. In this submission to the  
NSW Bushfire Inquiry for the NSW State  
Government, Lifeline Australia consulted  
with Lifeline Centre CEOs from around  
the state about their regions’ experiences 
throughout the bushfire crisis. Based on  
their reflections Lifeline Australia endorsed  
a commitment to digital and in-community 
offerings as a part of any coordinated  
response to future disasters, summarised  
as a series of four recommendations. 

● �TRANSFORMING SERVICE PROVISION  
THROUGH RESEARCH AND ADVOCACY
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Lifeline South Coast engaged 
with communities heavily  
impacted by bushfires on the 

NSW South Coast. Our activities were 
focused on providing general information 
about mental health, general information 
about Lifeline services, being available  
to provide face-to-face support, and 
providing financial counselling. Through 
listening we learnt the value of having 
people available face-to-face to be able  
to listen. Lifeline people bring those  
skills of non-judgemental listening,  
understanding people in crisis, the  
experience to identify and talk about  
suicide, and appropriately escalate  
a situation if required.  

– Renee Green, CEO Lifeline South Coast 

●  �Prime Minister’s National Suicide  
Prevention Adviser - Initial Advice  
to the Prime Minister (April 2020)

Lifeline Australia provided feedback to  
the National Suicide Prevention Adviser,  
Christine Morgan, on her initial advice to  
the Prime Minister on six suicide prevention 
priority areas. The feedback identified the  
opportunities that the priority areas would  
provide in creating an Australia with zero  
suicide, and identified gaps where the  
priority areas might be enhanced. 

●  �Mental Health Response Plan  
to COVID-19 (May, 2020)

Lifeline Australia was invited to comment on  
the Mental Health Response Plan to COVID-19. 
Lifeline’s perspective is that in response to 
COVID-19 as well as future pandemics and  
natural disasters, clinical and non-clinical, 
digital and community-based services, mental 
health and suicide prevention services must  
be designated essential services. Nationally,  
the response to COVID-19 should prioritise 
ongoing provision of an ecosystem of services 
of varying degrees of intensity for those  
experiencing distress and suicidality. In  
addition, it is particularly important that  
the movement of help seekers through that 
ecosystem is smooth and user-friendly. 

●  �COVID-19 Senate Committee Inquiry 
(May 2020)

Lifeline Australia’s submission to the Mental 
Health Commission highlighted the central  
role of not-for-profit mental health organisations  
in the provision of crisis support, which was  
pivotal in the context of the COVID-19 pandemic. 
Using scientific literature as a basis, overlaid 
with our experience as Australia’s leading  
national suicide prevention service, Lifeline  
offered its perspective on the national  
response to COVID-19 across phases of  
recovery. The submission emphasised  
the challenges and protective factors for  
not-for-profit organisations in providing  
service continuity in the COVID-19 era.  
The submission also addressed the impact  
of COVID-19 on the Australian public’s  
mental health and suicidality across ongoing 
virus response and recovery phases including 
1) current arrangements of quarantine and 
isolation, 2) easing of current restrictions,  
3) occurrence of surges and potential impact 
of re-imposition of local restrictions, and  
4) long term recovery. 
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The Lifeline Lived Experience Group (LLEAG) was 
formed in recognition of the essential and expected  
role of obtaining and utilising expert knowledge 
from those with lived experience of mental health 
issues, crisis experiences and suicidality. The LLEAG 
meets every 2-months to provide considered, 
balanced and timely advice to Lifeline Australia on 
issues related to Lifeline Crisis Support Services.

During 2019-2020 the LLEAG met to provide  
advice in the following areas: 

●  �The needs of people in crisis and that  
of their families, friends and carers

●  �Suitable and practical methods of measuring 
outcomes across Lifeline services 

●  �Issues of accessibility and diversity (cultural, 
language, sexuality, age, gender) 

●  �Participatory consultation and co-design of  
new Lifeline Australia initiatives, such as the 
Lifeline Short-form Messaging Training  
package, and website redevelopment

●  �Insights into the development of an Aboriginal 
and Torres Strait Islander crisis support service

●  �Feedback and advice on a range of Lifeline 
Australia projects including the engagement  
of community members living near sites people  
use to take their lives; the evaluation of the 
Eclipse support program for survivors of  
suicide; and the methodology of the Building  
a Lifeline of the Future (Outcomes  
measurement) project 

●  �Contribution to marketing collateral including 
the COVID-19 emergency fundraising strategy, 
crisis text service advertising, and crisis  
supporter recruitment. 

Graeme Holdsworth
“In suicide prevention, we have no 
option than to position lived experience 
knowledge at the forefront of research, 
policy, and practice. Without this  
knowledge any reforms and service  

improvements will fall short of what people need 
and what people deserve. Lifeline has made a  
substantial first step along this path with their 
Lived Experience Advisory Group and it has  
been a pleasure to be part of it.”

Leilani Darwin

“It’s a privilege to be able to share  
my lived experience and advocate  
and elevate our inclusion in the  
work of LLA.” 

Imbi Pyman 
“In this last 12 months I have continued 
to be inspired by the wonderful Lifeline 
organisation. At a time where connection 
has never been more important, it has 
been evident that Lifelines services  

and ability to change, adapt and deliver has been  
extraordinary.”

Ingrid Ozols

“It is a joy and privilege to be a member 
of the LEAG within LLA. The personal  
and collective life experiences and 
narratives, skills and knowledge that is 
within this safe and supportive group 

of generous people is extraordinary. We bring 
the best out of painful traumatic situations, giving 
hope, and to make a difference to individuals, 
families and communities in their times of anguish, 
isolation and in need of comfort. Through the LEAG  
we try to influence LLA’s work from a day to day, 
minute to minute, and with every human that our 
Lifeline Family comes into contact with.”

Dave Peters

“The ongoing inclusion of the voice  
of lived experience has been actively 
supported by LLA over the past two 
years with the establishment of the 
Lived Experience Advisory Group. 

Over the past year I’ve seen the support and 
engagement with the group increase substantially, 
allowing for the principles of co-design to be used, 
bringing the voice of lifeline service users into the 
design, development and evaluation of programs 
and services at Lifeline. 

It’s immensely satisfying to be part of the processes  
that ensure Lifeline continues to support and meet  
the needs of the communities who rely upon them.”

Hayley Purdon 

“In the last 12 months, the LLEAG has 
provided real and frank insight into 
existing, new and possible directions 
for Lifeline Australia. We are a group 
who are really passionate and fearless 

in ensuring those with direct experience of suicide 
are supported in the best way possible. Lifeline 
Australia have taken our advice with maturity, using 
it to shape activities and public messages that 
have impact and prevent suicide.”

● THE LIFELINE LIVED EXPERIENCE ADVISORY GROUP
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DV-Alert

During FY20, the DV-alert program delivered  a 
total of 357 workshops, training 5,279 front line 
workers to recognise, respond and refer issues  
associated with Domestic and Family Violence.  
A further 309 students completed training via  
self-paced accredited e-learning. The workshops 
comprised accredited 2-day General, Indigenous,  
Multicultural, Settlement, and Working with  
Women with a Disability coursework, as well  
as non-accredited Working with Interpreters,  
Complex Forms of Violence, DV-aware, and  
Brothers Standing Tall sessions.

Holding on to Hope Podcast

Holding onto Hope is a podcast 
series in which people who have 
come through the darkness of 
suicidality share the connection 
that gave them hope to continue 
living. There are 20 episodes on 
the Holding on to Hope podcast with a new episode 
launched every 6 – 8 weeks. There has been 
30,000 downloads of episodes to date and the 
series was aired on Vision Australia Radio in 2020.

In a recent survey of participants, 100% said they 
felt the podcast contributed to their post traumatic 
growth and many participants explained they had 
received direct feedback that their episode had 
helped another person either seek or give help.  
An example of that feedback came from Ronnie, 
wife of podcast participant Ross who is a  
Firefighter who experienced PTSD. Ronnie told 
us she received a call from a gentleman who had 
listened to Ross’ podcast. He received a phone 
call from his sister-in-law saying his brother was in 
crisis and experiencing suicidality. Having listened 
to Ross’ podcast, he was able to suggest how to 
remain calm, have an open conversation with him, 
assure him that professional help was available, 
assure him that he was not alone and that he 
would be supported by his family every step of  
the way. The brother was consequently voluntarily  
admitted to hospital where he received appropriate  
treatment and ongoing support. 

Delivery of face to face workshops ceased when 
COVID-19 restrictions were implemented in  
March with DV-alert having delivered 62% of  
the total contracted workshop activity for the  
FY (585 workshops).

Project activity during FY20 included:

●  �Developing and piloting a new workshop 
stream, Working with Men Who Use Violence 

●  �Completing a scoping / discovery exercise on 
ensuring the DV-alert program recognises the 
unique needs of the Diverse Sexual Orientation 
and Gender Identity Community

The listener said: 

Listening to that podcast  
literally saved a life. I would  
not have known what advice  

to offer if I had not listened to it.

Lifeline Australia is grateful to all Holding on to 
Hope contributors for choosing to share their  
personal lived experience openly and courageously 
in order to offer hope and inspiration to others.

● TRANSFORMING OUTCOMES THROUGH EDUCATION

● TRANSFORMATIONAL STORIES

Dr Kieran, Psychiatrist. Doctor Kieran’s story of Holding on to Hope 
through mental illness and using his experience to help others.

Chris’s story of 
holding on to hope 
after surviving three 
major bushfires 
including Victoria’s 
Black Saturday and 
the PTSD it caused.



Lifeline communications are designed with the advice of our Lived Experience Advisory Group 
and clinical team. Across digital platforms, broadcast, print and out of home placements it’s 
important that our messages encourage help-seeking and reduce stigma, while promoting 
Lifeline’s work and the importance of connection in maintaining mental well-being.
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● OUR AUDIENCE REACH

Website

Throughout the year, Lifeline Australia developed 
and launched a new website. The Lifeline website 
is an integral component of our service delivery, 
it acts as a gateway to our crisis services and for 
many of our visitors, the visit will be the only  
interaction they will have with Lifeline.  

In FY19/20 the most common reasons for  
Australians to access Lifeline.org.au was to  
connect with our crisis support services (voice, 
chat and text), get information and support, and 
find out more about Lifeline and support our work.

We are grateful to the Grenet Foundation who  
provided funding to support the development  
of Lifeline Australia’s new website.

Website

Australian 
unique 
visitors: 

1,291,973

Australian 
unique  

page views: 
3,513,660

Unique  
page views  

of help topic 
pages:  
491,373
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Media

Lifeline was mentioned in  
articles and news stories  
across print, broadcast  
and digital platforms.     

Social Media

Out of Home placements

With support of oOH! Media, Lifeline messaging 
encouraging people to reach out for support  
when needed was placed on 9,232 billboards 
around the nation.

The Hello Neighbour! campaign was requested 
for inclusion in the National Archives documenting 
Australia’s response to COVID-19.

Total number of new social media followers
Month-on-Month increase

FY20FY19
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Lifeline Australia is a company limited by  
guarantee established to support the organisation,  
establishment, development and operation of 
Lifeline National Services and Lifeline Centres 
throughout Australia. Lifeline Australia develops 
and conducts programs, projects and initiatives 
to enable people to overcome isolation and cope 
with problems and crisis affecting mental health, 
well-being, life and safety.

The Lifeline Australia Board is committed to 
achieving and demonstrating the highest  
standards of corporate governance. Our  
corporate governance framework and practices 
are underpinned by the Corporations Act 2001 
(Cth), Australian Charities and Not-for-Profits  
Commission Act 2012 (Cth) and Lifeline Australia’s 
core governance documents (including the  
Constitution and Board Charter).

Our approach to corporate governance is based 
on a set of values and behaviours that underpin 
day-to-day activities, provide transparency and 
protect stakeholder interests. The Board and  
Executive Leadership Team are committed to  
pursuing excellence in corporate governance,  
as it is fundamental to Lifeline’s sustainability  
and performance.

Corporate Governance Framework

The appended diagram illustrates Lifeline  
Australia’s corporate governance framework.  
It reflects the relationship between the Board,  
its Committees, the CEO and the Executive  
Leadership Team, and the numerous  
independent assurance functions.

● CORPORATE GOVERNANCE

		    BOARD
• �Governs in accordance with: Corporations  

Act 2001 (Cth); Australian Charities &  
Not-for-profits Commission Act 2012 (Cth);  
The Constitution; Board Governance Charter

• �Delegates specific responsibilities to the  
Committees and Management via the Board Charter;

• ���Delegates specific authority to the CEO, who  
delegates authority to specific members of the  
Leadership Team

• �Retains responsibility for a range of matters  
including providing strategic direction, CEO  
succession and appointment, budget setting  
and monitoring, and strategic risk management

Board Committees

Delegation

Accountability

Chief 
Executive  
Officer

     Independent 
      Assurance

• External auditors
• External lawyers
• �Lifeline Foundation 

Expert Advisory Group
• �Internal Audit

Executive 
Leadership 

Team

Audit & Risk
• �Integrity of financial statements and reporting systems

• �External auditor’s qualifications, performance,  
independence & fees

• �Oversight and performance of the internal audit function

• �Compliance with financial reporting and regulatory  
requirements

• �Strategic risk management framework

Governance
• �Corporate governance  

(including Board meetings, 
governance and ethics matters,  
and Member matters)

• �Nominations (including  
annual evaluation of Board 
performance and skills  
mix/needs)

Service
• �Strategic service  

development

• �Strategic workforce matters

• �Service and quality impact 
evaluation

• �Consumer input
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Website

Further details regarding Lifeline Australia’s  
approach to corporate governance are  
available at: https://www.lifeline.org.au/ 
about/governance/. This website provides  
access to core governance documents,  
and other policies/documents of interest  
to our Members and stakeholders.

The Lifeline Australia Board

The Lifeline Australia Board is responsible for 
the stewardship and future well-being of Lifeline 
Australia and bears ultimate responsibility for the 

Key Focus Areas of the Board During FY20

Throughout FY20, the Board has overseen and 
provided direction to the significant transformation 
that Lifeline Australia has undertaken, with a  
particular focus on the areas below.

⦁ �Oversight of Lifeline’s strategic direction across 
the areas of ‘Lifeline Digital’ and ‘Lifeline  
Community’ to improve access and broaden 
reach for those seeking help.

⦁ �The performance of Lifeline’s National Services, 
in particular improving the 13 11 14 call answer 
rate and expanding Lifeline Text. 

⦁ �Guidance on Lifeline’s digital transformation 
strategy to improve the quality, accessibility and 
effectiveness of the core crisis support services.

The Board’s Charter, Diversity Policy, and Code of Conduct and Ethics are available at:  
https://www.lifeline.org.au/about/governance/

organisation achieving the purpose for which it 
exists. In providing strategic leadership, the Board 
provides input that assists in identifying and  
understanding emerging trends and issues  
likely to affect the wellbeing of Lifeline, Member 
Centres, stakeholders and help seekers. The 
Board monitors corporate performance against 
the strategic direction, including assessing  
operating results to evaluate whether the business 
is being properly managed, and identifies and 
evaluates the principal risks faced by Lifeline.

The Board is comprised of eight directors elected 
or appointed by the Members of Lifeline Australia 
and three directors appointed by the Board.

⦁ �Reviewing policies to improve the Company’s 
system of corporate governance and operational 
controls.

⦁ �Revising the organisation’s Enterprise  
Risk Management Framework to ensure a  
fit-for-purpose approach to risk management  
at a strategic and operational level.

⦁ �Leadership on advocacy activities to strengthen 
the Lifeline brand nationally and influence public 
policy outcomes.

⦁ �Progressing reforms to the Lifeline Australia 
Constitution in close collaboration with  
Lifeline Australia’s Members via the ‘Be Clearer’ 
Working Group.

Name			   Position - 30 June 2020

Mr John Brogden AM	 Chairman, Independent Director

Mrs Jacinta Munro	 Deputy Chair and Chair – Audit and Risk Committee, Independent Director 

Mr Travis Dillon		 Independent Director 

Rev. Geoff Flynn	 Non-Independent Director 

Ms Michelle Harpur	 Independent Director 

Dr Daniel Mainville	 Non-Independent Director

Mr Bruce Mansfield	 Independent Director

Mr Brent McCracken 	 Non-Independent Director

Mr Geoffrey McClellan	 Chair – Governance Committee, Independent Director

Ms Linda O’Farrell	 Independent Director

Mr Tony Windever	 Chair – Service Committee, Independent Director
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● LIFELINE AUSTRALIA MEMBERS

State	 Member Organisation			   Centre(s) owned and operated
ACT	 Lifeline Canberra Inc.			   Canberra

NSW	 Lifeline Broken Hill Inc.			   Broken Hill Country to Coast

	 Lifeline Central West Inc.		  Central West NSW, Dubbo

	 Lifeline Harbour to Hawkesbury Inc.	 Harbour to Hawkesbury

	 ERAC Australia Ltd.			   Albury Wodonga

	 Lifeline Northern Beaches Inc.		  Northern Beaches

	 The Uniting Church in Australia		  Macarthur, Mid Coast, North Coast, 
	 Property Trust (NSW) represented 	 South Coast, Sydney & Sutherland, 
	 by Uniting Care NSW ACT 		  Western Sydney

TAS	 Lifeline Tasmania Inc.			   Hobart, Devonport

VIC	 The Uniting Church in Australia 		 Ballarat, Melbourne 
	 (VIC.TAS) Property Trust

	 Lifeline Central Vic & Mallee Inc. 	 Central Victoria & Mallee Region

	 Lifeline Gippsland Inc.			   Gippsland

NT	 Lifeline Central Australia Inc.		  Central Australia

QLD	 The Uniting Church in Australia		  Brisbane, Far North Queensland, Bundaberg, Central Queensland,	
	 Property Trust (Q.) Trading as		  Fraser District, Gold Coast, Greater Sunshine Coast, Caboolture, 
	 UnitingCare Queensland		  Ipswich & West Moreton, Mackay-Whitsunday, North Queensland	
	 Lifeline Darling Downs & 		  Darling Downs and South West Queensland 
	 South West Queensland Ltd.

SA	 Uniting Communities Adelaide		  Adelaide

	 Lifeline South East (SA) Inc.		  South East SA

WA	 Living Stone Foundation Inc.		  Western Australia

At our core, Lifeline Australia is a Member-centric 
organisation and one of our great strengths lies in 
the diversity of our distributed Network comprising 
Lifeline Australia (National Office), Members, and 
Lifeline Centres located in every state and territory 
across Australia.

Lifeline Australia has two classes  
of Membership:

⦁ �17 Affiliate Members; and
⦁ �Five Non-Affiliate Members

Affiliate Members

Lifeline Australia has 17 Affiliate Members who 
collectively own/ operate 41 accredited Lifeline 
Centres across Australia (see table below).

Non-Affiliate Members

A Non-Affiliate Member is an individual or a body 
corporate and represent the communities served 
by Lifeline Direct Centres. Lifeline Australia’s five 
Non-Affiliate Members are:

⦁ �Mrs Mary Graham
⦁ �Mr Chris Liddell
⦁ �Mr Craig Corby
⦁ �Ms Anne Charlton
⦁ �Mr Joe Crosbie






























































































