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@ Ufeline

Harbour to Hawkesbury

LIFELINE HARBOUR TO HAWKESBURY INC

4 Park Avenue, Gordon NSW 2072

OFFICE (02) 9498 8805
COMMUNITY AID  (02) 9498 5882
FAX (02) 9498 2338
EMAIL admin@lifelineh2h.com

24 HOUR COUNSELLING 131114

LIFELINE OPPORTUNITY SHOP

375 Pacific Highway, Asquith NSW 2077
Phone: (02) 9476 5876

Trading Hours:

Mon, Tues, Wed, Fri 10am-4pm

Thurs 10am-5pm, Sat 9.30am-1pm

TOP LINE

353 Pacific Highway, Asquith NSW 2077
Phone: (02) 9482 4396

Trading Hours:

Mon - Fri 10am -5pm, Sat 9.30am -1.30pm

LIFELINE BOOKSHOP

373 Pacific Hwy Asquith

Phone: (02) 9476 5876

Trading Hours:

Mon, Tues, Wed, Fri 10am-4pm
Thurs 10am-5pm, Sat 9.30am-1pm



Lifeline Australia’s Beliefs and Shared Values

We affirm our living heritage.
Lifeline affirms its founding vision to make care accessible to all, in every community. The
Christian heritage that shapes this vision views our neighbour as anyone in need.

Lifeline invites any who share this vision to help provide accessible support and strengthen
community.

Lifeline creates opportunities for community participation. We value the unique ways
volunteers and staff serve together, enriching Lifeline and the wider community.

Within Lifeline , people of differing beliefs and backgrounds work respectfully together, to create
a spirit of support and service.

We support people in Community.

We believe in caring for the whole person - mind, body, spirit and relationships. We seek to
instil hope and sustain living; journeying with people through the problems and possibilities in
their lives, nurturing healing and growth.

We believe in inclusive communities - where everyone can belong and contribute. We seek to
embrace diversity by kindling a spirit of fairness and openness that overcomes prejudice builds
understanding and promotes wellbeing.

We believe people can grow through crisis - finding resources to see and respond to painful
situations in new ways. We seek to hear what is hurtful to people, inform healthy choices and
support them in actions that enhance their wellbeing.

We respect everyone's right to be heard, understood and cared for.

Therefore we:

Embrace diversity , working with and for people from all beliefs, cultures and backgrounds;

Show compassion through respectful relationships that give competent care;

Invite trust through active listening that seeks understanding;

Instill hope by nurturing growth through the pain and possibilities in crisis;

Inform choices that increase safety, enhance wellness and sustain living;

Empower people by enabling their ability to care for themselves and others;

Build communities that show fairness, enhance resilience and promote belonging.

Lifeline's Key Statements

Lifeline aspires to be a leader in providing opportunities for people to benefit from and contribute
to quality services in local communities across Australia. These opportunities link people with

counselling, personal support, self-care resources, information about community services and
training.

Vision

Imagining Comm unities

whara anyone can
give and receive care

Mission

Process

Placing services Connecting People
that support living and to counsalling, learnin
wellbeing within reach and information thro

personal service an

of everyone innovative technology

Values

Respecting Everyone

has a right to be heard,
understood and caned for
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Mission Statement

LIFELINE HARBOUR TO HAWKESBURY INC

TO BE: A highly effective counselling and community service
BY: Being there — listening, hearing, and supporting

FOR: Our community, callers / clients, volunteers and staff

Lifeline first began as a telephone counselling service in Sydney on 16 March 1963. Lifeline
Hornsby Ku-ring-gai and Community Aid Inc (in 2005 became Lifeline Harbour to
Hawkesbury Inc — LLH2H) commenced operating as a telephone counselling service in
October 1968. Lifeline is now an international organisation, with 300 centres in 19 countries.
In 2006 there were 41 accredited centres in Australia. As is the case with many Lifeline
centres, LLH2H has developed and evolved to provide a range of other services to the
community in addition to telephone counselling.

Lifeline was founded by the Rev. Alan Walker at the Methodist Central Mission in Sydney as
an expression of Christian Ministry providing counselling help over the telephone to people
in need. Since that time Lifeline services have been established and have grown throughout
Australia and in many parts of the world. Today people who view Lifeline’s work as a
Christian Ministry and those who share compatible beliefs, values and qualities are part of
the covenant. We affirm that people who hold the Christian faith together with those who
understand and accept the Christian background of Lifeline are able to engage in a common
service of compassion and concern for people in need.

LIFELINE HARBOUR TO HAWKESBURY INC
is accredited by

LIFELINE AUSTRALIA INC
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Lifeline Harbour to Hawkesbury Provides

Telephone Counselling 24-hour counselling and support 13 11 14
Financial Counselling Face-to-face counselling by appointment
Personal Counselling Face-to-face generalist counselling, offering caring

support without judgement or religious or cultural
bias in a safe and respectful environment. By

appointment for couples and individuals

Problem Gambling Counselling Face-to-face gambling counselling for individuals or

family members by appointment

Community Aid Transporting, shopping, visiting for the frail, aged

and disabled in consultation with co-ordinator

Welfare General emergency assistance including: food,
electricity, water and phone bill vouchers, rent
assistance

Support Line Regular care calls for lonely and isolated people

Suicide Bereavement Support A safe and confidential environment for people

Groups to share their experience and support each other

Suicide Crisis Support Crisis telephone support for those at risk of suicide

Training Telephone Counselling Training, Certificate 1V in

Telephone Counselling, Suicide Awareness,
Applied Suicide Intervention Skills Training,

Customised Community & Workplace Training

Shops Op Shop

Top Line

Book Shop

Office 9498 8805

9476 5876
Used clothing, bric-a-brac

9482 4396
Boutique Op Shop

9476 5876
Wide range of books
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Lifeline Harbour to Hawkesbury Board of Directors & Staff

BOARD OF DIRECTORS

Chairperson
Malcolm McKinnon

Secretary
Brian Smith (resigned 27/10/08)
Robyn Gaspari

Treasurer
Peter Anderson

Directors
Malcolm Braid
Robyn Gaspari
Tessa Marshall
Peter Miller
Pamela Pritchard

Chief Executive Officer (Ex Officio)
David Woolley

RETAIL DIVISION STAFF

Manager Retail
Madeline Roberts

Coordinator Op Shop
Linda Vagara

Coordinator Top Line
Jacqueline Bush
Mary Hume

Supervisor Warehouse
Allan Keeler

Driver / Offsider
Andrew Veness (Resigned 31/12/08)
Richard Stone

AUDITORS

Rhodes Docherty & Co.
Chartered Accountants

ADMINISTRATION & COUNSELLING STAFF

Chief Executive Officer
David Woolley

Manager Administration
Joan Anderson

Administration Assistant / Receptionist
Elsa Adshead

IT Officer
Jim Henderson

Bookkeeper
Brendan Ritchie

Manager Counselling Services
Wendy Carver

Co-ordinator Face-to-Face Counselling Services
Gabrielle Waters-Mckay

Co-ordinator Telephone Counselling Services
Kirstie D'Souza
Sue Peacock

Supervisor Telephone Counsellors

Ceiny Maybury

Co-ordinator Suicide Bereavement Support Group
Ceiny Maybury

Co-ordinator Suicide Crisis Support Program
Kirstie D'Souza

Co-ordinator Community Aid
Soniya Gune

Training Manager
Rosanne Petters
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Lifeline Harbour to Hawkesbury Organisational Chart
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Message from the Chairperson

Despite our best efforts you will see that Lifeline Harbour to Hawkesbury suffered another trading loss for the
2008/2009 financial year. The Board is naturally very concerned with this situation and has thoroughly
considered the different options to cut cost and/or increase revenue. We reached the conclusion that the
operating costs are as low as practical without cutting services. Most of the services are interdependent and
removing any one community service would affect our ability to help our clients with their critical needs.

The following financial report shows a shortfall in a number of the budgeted revenue items. The disputed

amount owing from Lifeline Australia (taken up as a provision for doubtful debt in the previous year) was
unable to be recovered under the terms of the contract. A request for an ex-gratia payment, although
considered sympathetically by the Board of Lifeline Australia, was also rejected. We had budgeted for $50k
from corporate sponsorship, but no funds were generated from this source. A share of anticipated revenue
from LL NSW, which is facing severe financial difficulties, also did not eventuate. These factors, together
with a shortfall of approx $35k in the hoped for funding from the Chatswood Monkey Bar (receiver
appointed) resulted in an operating loss for the year of approx $68k.

On a more positive note, it would seem that the financial situation for the 2009/2010 year is already looking
much more secure.

You will probably be aware that our Chief Executive Officer, David Woolley, resigned due to a debilitating
illness preventing him from returning to work. David has been very sick since May 2009 and at the time of
writing is still quite ill. During his time as CEO, David represented Lifeline H2H in a professional manner and
raised our profile in the community. Lifeline H2H remains a well organised and managed Association.

During David’'s absence we were fortunate to have Wendy Carver step into the CEO role and manage the
many additional responsibilities in a competent manner.

The Board expresses its appreciation for the excellent work done by our dedicated staff and many
volunteers. We can all be very proud of the help that Lifeline H2H provides to people in our community.

Our appreciation also goes to Brian Smith who retired from the Board during the year. Brian was the
Association Secretary and was invaluable in ensuring that the group followed the rules of sound governance.

Finally, it is my turn to step down as your Chairperson and Board member. Pam Pritchard has accepted the
Board'’s request to take up the Chairperson role until a formal appointment is made by the members. Thank
you all for your support and friendship over the past five years.

| believe that Lifeline Harbour to Hawkesbury is in a good position to continue providing essential community
services for many years to come.

Kind regards to all,
A A i

Malcolm McKinnon
Chairperson
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Management Report

The last year has been one of significant challenges, hand in hand with significant achievements, for which
we are truly grateful. Our revenue continued to cause serious concern, yet our shops’ income was on target
and Book Fair income improved. However for the second year in a row, Lifeline Harbour Hawkesbury
(LLH2H) year end results, showed a substantial deficit. During the year further consultations were carried
out with Lifeline Australia regarding the short fall in their payment to LLH2H for the domestic violence and
sexual assault services. This matter was reported in the LLH2H 2008 Annual Report. Unfortunately it
became evident that our claim would not be justified on contractual grounds, resulting in the debt
being written off by Lifeline Harbour to Hawkesbury.

Moving forward from this disappointing reality, the good news is that the budget for the 2009/2010 financial
year is looking more realistic and on track to date.

Significant achievements during this year are a direct result of volunteer power. Volunteers have been
involved in all areas of Lifeline Harbour to Hawkesbury, including the shops, Book Fairs, counselling and
community services and within the office at Gordon. We are indebted to each and every one of our
volunteers and staff. We have remained appropriately focused on the services provided by our Lifeline
Centre and we remain extraordinarily proud of our service provision within the community. Services are
outlined in the Counselling Services Report.

Our shops and warehouse at Asquith continued to operate with a small, committed staff team, competently
lead and managed by our long-standing Retail Manager, Mandy Roberts. They were supported by an
equally committed and dedicated team of volunteers, who gave generously of their time and enabled the
shops to provide a reliable and regular source of income to support our Centre’s services.

Our Book Fairs continued to go from strength to strength. The Centre’s major Book Fair at Knox, ran like a
‘well oiled’ machine, driven by a committed and skilled Book Fair committee, who worked tirelessly with their
volunteers throughout the year. A strategy and plan was implemented to grow the number of annual Book
Fairs run by Lifeline Harbour to Hawkesbury. A highly successful inaugural Book Fair was held at
Thornleigh over 2 days in April. This was achieved through the commitment, energy and hard work of a new
group of volunteers, who were lead by their own volunteer committee. Thanks go to the Lindfield/Knox Book
Fair committee for their support and mentoring in this process. A third annual Book Fair is planned for the
next financial year.

Centre staff, Board and volunteers worked on an on-going basis throughout the second half of the financial
year towards meeting Lifeline Australia accreditation standards. All Lifeline Centres undergo a 3 yearly
accreditation review known as LASP (Lifeline Accreditation Standards Program). Our Centre’s LASP is
scheduled for November 2009. Preparations have involved documenting and implementing a new Board
Governance Charter and Management and Business Plan; as well as reviewing and updating Centre
policies, procedures and manuals. Our sincere thanks and gratitude go to Merlyne Thompson and Adrienne
Bennett for co-ordinating and facilitating this process.

Centre staff have also been actively involved in working with Lifeline NSW and Lifeline Australia throughout
the year. We have taken part in conferences, meetings, reference groups and teleconferences.
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Management Report continued

Changes in staff during the year sadly saw Sally Shepherd retire from her Community Relations and
Fundraising role with Lifeline Harbour to Hawkesbury and move on to new horizons. Sally’s cheerful face in
the office was greatly missed. Sue Hancock, the Centre’s intern psychologist, finished her internship and
Jeanette Svehla commenced an internship in the Counselling Services division. Ceiny Maybury, TC
Supervisor, took over the role of Suicide Bereavement Group Co-ordinator and Facilitator, and Elizabeth
Lohmiiller picked up the role of Facilitator of Cert IV in Telephone Counselling. Elizabeth Lee moved on
from her role of RGF (Responsible Gambling Fund) counsellor and Jeanette Svehla has taken over the RGF
position.

Thank you to our Centre’s sponsors and donors: we are particularly grateful to them all. Our major sponsors
and/or donors are mentioned in the Financial Reports.

As always a very genuine thank you to our Board members, staff and all volunteers, whose dedication to
Lifeline Harbour to Hawkesbury, our services and our clients and callers, is deeply appreciated.

Wendy Carver
On behalf of David Woolley
Chief Executive Officer

Page|8



Counselling Services Report

This report covers many achievements that our Centre, our services, our volunteers and staff have all been
part of for the last twelve months.

Lifeline Harbour to Hawkesbury’'s ability to provide any services, or meet any needs within the community,
would not be possible without the magnificent teams of appropriately qualified, experienced and accredited
volunteer counsellors, psychologists, interns, trainers, supervisors and mentors, all of whom continue to give
generously of their time and skills. Our services are also dependent on our Centre’s small, dedicated band
of paid and volunteer office staff, for whom we are extremely grateful.

TELEPHONE COUNSELLING

During the last Financial Year our core service continued to meet Lifeline Australia’s mission of providing
high quality 24 hour counselling in a professional and caring way, constantly working towards increasing
access for callers to Lifeline’s national 24 hr telephone counselling service.

Our sincere thanks go to our wonderful team of volunteer telephone counsellors who commit to regular shifts
24 hrs a day, 7 days a week, 52 weeks a year. Our gratitude also goes to our Supervisor-On-Call (SOC)
team and SOC Co-ordinator for faithfully being available for around-the-clock support of our telephone
counsellors. Thanks also go to the Mentoring team and their Co-ordinators, for their willingness to assist
and encourage probationary TCs. Last, but by no means least, sincere thanks to our Centre’s TC staff, Sue
Peacock, Kirstie D’Souza, and Ceiny Maybury for their tireless co-ordination, supervision and support of the
service, callers and volunteers.

For the 12 month period to 30 June 2009 our Centre’s TCs answered a total 21,134 calls with a total of 197
TCs involved in service provision throughout the year.

Telephone Counsellor Statistics 2008 - 2009

Annual Call Numbers
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Counselling Services continued

TELEPHONE COUNSELLOR TRAINING

Our Centre has been fortunate to have Rosanne Petters filling the role of Training Manager during the last
Financial Year. Rosanne continued to give generously of her time and expertise while reviewing, updating
and facilitating the Centre’s TC training program and associated training manuals. Rosanne facilitated the
two training courses for this period.

The Training Manager continues to be supported by an extremely skilled team of Training Facilitators, all of
whom are devoted and enthusiastic in their roles.

Lifeline Harbour to Hawkesbury's telephone counselling courses consist of two modules and a separate 2
day ASIST (Applied Suicide Intervention Skills Training) workshop. Throughout the courses trainees are
assessed in accordance with RTO requirements with the aim of ensuring competency prior to becoming
probationary telephone counsellors and moving onto the phones.

All of Lifeline Harbour to Hawkesbury's telephone counsellors are required to meet accreditation standards
on an annual basis. Re-accreditation includes attending Counsellor Development sessions during the year.
A series of interesting sessions of Counsellor Development were planned and implemented throughout the
year by the Centre’'s TC Supervisor and Counsellor Development Co-ordinator, Ceiny Maybury. The
program included the Centre’s second counsellor development residential weekend, where Petria King
facilitated a dynamic training weekend.

We continued to offer and run ASIST (Applied Suicide Intervention Skills Training) workshops during the
year. This training is mandatory for all TCs and personal counsellors at our Centre. Our thanks go to Lindy
MacGregor, Gabbie Pitcher and Gaynor Hicks, the Centre’s ASIST trainers.

Our sincere thanks go to all members of the Training Team. Without this dedicated and committed team of
volunteer facilitators and staff there would be no Telephone Counsellors and no Telephone Counselling
service. Their commitment and dedication are vital and valued components at Lifeline Harbour to
Hawkesbury.

PERSONAL COUNSELLING

This service had marked fluctuations from month to month in the number of people seeking appointments
and counselling. The quieter months saw the service’'s team of counsellors waiting for more clients and the
busier months saw our counsellors working at full capacity.

Our sincere thanks go to our very professional team of volunteer and/or Intern Personal Counsellors,
Psychologists and Social Workers. At 30 June 2009 we had 16 team members all accredited with CAPA
(Counsellors and Psychotherapists Association of NSW), APS (The Australian Psychological Society) or The
Australian Association of Social Workers. As in previous years we are extremely grateful to team members
for their commitment, experience and dedication to Lifeline and our clients. Special thanks go to Gabrielle
Waters-McKay, for co-ordinating the service, along with the team’s supervisor, Colleen Sullivan, for her
highly valued support throughout the year.

For the 12 month period to 30 June 2009 a total of 182 clients attended 1,102 counselling sessions. The
service continues to be generalist in nature and responds to a wide range of counselling issues, such as
anxiety, depression, drug and alcohol, loss and grief, relationship, self-esteem, trauma and problem
gambling.
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Counselling Services continued

Personal Counselling Statistics 2008 - 2009

Service 2004-05 2005-06 2006-07 2007-08 2008-09
New Clients in year 162 134 121 93 121
Number of Clients 215 197 181 142 182
Face-to-face Sessions 1,185 984 983 895 1,102
Face-to-face hours 1,288 1,056 1,055 960 1,249
Additional Support hours 303 270 228 231 285
Total Clients' hours 1,591 1,326 1,283 1,191 1,534

Clients' Local Government Areas

Warringah
3%

Willoughby City
2%

Gosford City
1%
Ryde City
9%
Hornsby

Other Areas 35%
9%
North Sydney
1%
Lane Cove
5%
Ku-ring-gai
35%
Client's Presenting Issues
Trauma _
Self Esteem/Personal 1% Arg;l/fty
Glrg\é\//th Depression
(]
13%
Drug & Alcohol

2%

Relationship
Problem ]
31% Gambling
13%
General

4%

12% 504
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Counselling Services continued

FINANCIAL COUNSELLING
The demand for this service remained high and fortunately the number of Financial Counsellors at our

Centre grew during the year, which enabled the waiting time for appointments to reduce and clients were
normally able to access appointments within approximately 1 week. As at 30" June 2009 the Centre’s team
of Financial Counsellors consisted of 8 accredited Financial Counsellors and 1 trainee. The growth in our
team enabled the Centre’s more experienced Financial Counsellors to move into more supervisory and
mentoring roles, enhancing the quality of our service provision.

As always, the counsellors were committed to their clients and to their specialised, volunteer role. Thanks
go to all of the team, with a special thank you to Anne Holmes, as team leader, along with Raf Byron, and
Joan Anderson for their roles as Supervisors and Gabrielle Waters-McKay for her role of Co-ordinator.

A total of 227 clients attended 593 sessions, with Financial Counsellors providing 1,154 hours of service on
behalf of their clients.

For the 12 month period to 30 June 2009 we continued to receive some funding from The Responsible
Gambling Fund (RGF) enabling financial counselling to be provided to problem gamblers and/or their
families.

Our sincere thanks go to all staff and volunteers involved in this service.

Financial Counselling Statistics 2008 - 2009

Service 2004-05 2005-06 2006-07 2007-08 2008-09
New clients in year 129 143 130 161 139
Number of Clients 168 197 200 209 227
Face-to-face sessions 291 338 390 458 593
Face-to-face hours 396 442 509 588 687
Additional support hours 224 386 228 447 467
Total clients' hours 620 828 737 1,035 1,154

Clients' Local Government Areas

Gosford City

Willoughby City 4%

11%

Warringah )
Hawkesbury City

0%

Ryde City
5%
North Sydney
5%

Hornsby
44%

Lane Cove
7%

Ku-ring-gai
19%
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Counselling Services continued

FINANCIAL COUNSELLING continued

Clients' Presenting Issues

Relationship
Breakdown
2%

Utility Debt
1%

Taxation Debt
1%

Account dispute
4%

Overcommitment
5% Bankruptcy

20%
Loss of Employment
8%
Budgeting

Inadequate Income
13% Contract Dispute

0%

Debt Recovery Action
2%

Harassment
0%

Gambling
5%
General Debt
28%

EMERGENCY RELIEF

During the year ended 30" June 2009 a total of 242 clients/families attended 505 emergency relief
appointments. The total value of assistance, including vouchers and payments, was $75,667.

The aim of Lifeline Harbour to Hawkesbury’'s Emergency Relief Fund (ERF) is to assist members of the local
community who are in financial crisis, to deal with their imnmediate crisis in a way that maintains their dignity
and encourages self reliance.

The service is run in accordance with the Guiding Principles of Australian Government Department of
Families, Community Services and Indigenous Affairs, which provides funds for assisting people who are in
financial crisis. The funds are supplemented with vouchers provided by the NSW Government to assist with
electricity, gas and water accounts, and vouchers provided by Telstra to assist people to maintain access to
a telephone service.

We continue to meet the on-going weekly demand for food parcels and food vouchers. This very real need
would be a struggle to meet, if it wasn't for the continuous weekly support and donations of non perishable
goods from Gordon Uniting Church, the Leisure and Learning group at Gordon Uniting Church, St John’s
Anglican Church, North Shore Temple Emmanuel and Ravenswood School for Girls. A number of other
schools, Churches and organisations have also provided donations, for which we are always grateful. The
Gordon Pre School staff, children and parents also provided generous support throughout the year by
donating children’s toys and clothes, as well as gifts for our Christmas hampers. The relationship between
our two community centres is valued and appreciated.

Once again we were fortunate to have John Buchanan co-ordinate and facilitate the collection, sorting,
packaging and distribution of 180 Christmas Hampers to individuals and families living north of the Sydney
Harbour Bridge. John Buchanan and his team of volunteers work throughout the year and devote the entire
week prior to Christmas to pack and disperse hampers.

Page|l3



Counselling Services continued

EMERGENCY RELIEF continued

Appointments for emergency relief assessments and assistance were primarily carried out by a committed
volunteer, Peter Bates, and one of the Centre’s intern psychologists, Jeannette Svehla. Team members
work under the guidance of Gabrielle Waters-McKay, the Co-ordinator. We are grateful to all who have been
involved in this program during the last financial year.

Emergency Relief Statistics 2008 - 2009

Clients' Local Government Areas

Warringah - Willoughby City
0% 7% _ Gosford City
1%

Ryde City
2%

Other Areas
7%

North Sydney
2%
Lane Cove
4%

Hornsby

0,
Ku-ring-gai 58%

19%

Major Areas of Assistance

$40,000
$35,000 -
$30,000 -

$25,000 -

(0]

tL—éﬂszo,ooo g

>51515,000 8
$10,000 -
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B

Elec & Water Phone Food Other  Medical Rent
Gas Vouch
2004-05 2005-06 2006-07 2007-08 2008-09
Number of Appointments 427 519 601 533 505
Number of clients served 217 258 274 253 242
Number of new clients 114 133 110 91 89
Total Value of Assistance $38,360 $53,017 $63,463 $69,268 $75,667
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Counselling Services continued

LIFELINE SUICIDE CRISIS SUPPORT PROGRAM (LSCSP)

The program continues to provide one-on-one phone support to clients at risk of suicide or who have
survived a suicide attempt. The service primarily takes referrals from Lifeline’s 13 11 14 line, however some
clients enter the service through external referrals from other agencies.

The service had 47 referrals between 1* July 2008 and 30™ June 2009. Of those referrals:

14 were taken on as clients

9 were referred on to other Lifeline centres operating LSCSP
5 did not meet the program criteria

8 declined the service

6 reported improved circumstances

5 were not contactable

As in previous years, we are extremely grateful to the counsellors who volunteer their time and are
committed to this high risk client group and specialised role. Thanks go to Kirstie D’'Souza for her very
caring co-ordination of this unique service.

SUICIDE BEREAVEMENT SUPPORT GROUPS (SBSGSs)

Our Cenrtre is currently running the fourth SBSG. Our groups provide a safe and confidential place where
those bereaved by suicide can share their grief and support each other. We provide information and
discussion on some of the more complex aspects of grief, following the death of a loved one and we explore
the various coping skills that group members find useful.

We aim to run two closed groups a year and we are currently seeking funding which will enable us to
continue this much needed program. The term ‘Closed Group’ means that we run eight fortnightly sessions
with the same group members. In this manner we find that group members form quite close bonds with each
other. A further need has been identified to run an open group, which would continue to support those who
have attended our closed groups. Group members sometimes report feeling ‘out on a limb’ once their group
ceases to meet. An open group would also be available to other members of the community who are
bereaved by suicide and would be held monthly.

The groups are facilitated by Tessa Marshall and Ceiny Maybury who are both clinically accredited
counsellors. Our thanks and gratitude go to both Tessa and Ceiny for their professionalism and caring
support of group members.

SUPPORTLINE

This service continues to provide regular calls to isolated, lonely clients in need of social contact. Lifeline
aims to provide all clients with a call every two to three weeks. During the financial year 6 counsellors made
calls on a regular basis and 6 others filled shifts from time to time. Approximately 90 hours were spent
talking to clients.

As with other services, our thanks and gratitude go to all volunteers and the co-ordinator, Sue Peacock.

Wendy Carver
Manager Counselling Services
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Administration

FINANCE

Lifeline Harbour to Hawkesbury’s operations are becoming increasingly complex and rely on sound and
accurate accounting systems to enable comprehensive monthly reports to the Board’s finance committee,
and summaries to the Retail and Fundraising Committee. Brendan our Bookkeeper produces these reports.
Each funding grant LLH2H received required a comprehensive and detailed acquittal. An annual audit is
carried out by Rhodes Docherty & Co who also provides a detailed management letter commenting on our
systems and accounting procedures. After seven years Malia (our former volunteer bookkeeper) returned
to the office and now looks after our cash receipting and assists in the office where possible.

INSURANCES

All insurances related to the properties we occupy plus public liability, professional indemnity, director’s
officers insurances and workers compensation are monitored regularly. Individual insurance assessment for
each fundraising event is required.

DATABASES

All our services and operations are underpinned by comprehensive databases which generate important
statistical information used for the management of the Centre’s grants and funding applications and
accountability. Lifeline Australia relies on accurate statistical information for the breadth of services our
Centre provides. Installation of new operating software, Microsoft Office 2007 provided an opportunity for a
comprehensive upgrade of our data base system. Our database expert, Jim Henderson, spent many hours
refining our data bases to meet our current needs plus the increasing demands for accurate information to
support our services and day to day operations.

RECEPTIONIST / ADMINISTRATION ASSISTANT

Lifeline Harbour to Hawkesbury prides itself on providing a warm and caring welcome to those who contact
our Centre in person or by telephone. Elsa’s smile and friendly greeting at our front desk complemented the
ethos of our centre. The complexity of the Administrative Assistant component of this position has gradually
changed due to the increase and diversity of our services and therefore requires the talent of an adaptable
and multi skilled person. A non service funding grant from the Mental Health Council of Australia provided an
upgrade of our reception area including increased security.

IT

During the year we were successful in obtaining a non services grant from the Mental Health Council of
Australia which enabled us to replace all our office computers and provide new computers in three of our
face to face counselling rooms. The funding provided for the cost of installing the computers and upgrading
our operating software to Microsoft Word 2007. Confirmation of this funding was met with great excitement
as our computers for many years, had been “kept alive” by continuous rebuilding and maintenance and
many dedicated volunteer hours. Phil Dear was instrumental in putting together the funding submission and
the subsequent in-house installation of the computers which ran without a hitch. Phil continues to provide
many valuable volunteers hours supporting our IT operations.

SUPPORT AND THANKS

Lifeline Harbour to Hawkesbury continues to provide an ever-increasing range of services to those in need.
This would not be possible without the ongoing support of our administrative services team both paid and
unpaid, who play their part, either directly or indirectly in supporting our Centre’s operations.

Thank you “Admin” for your professionalism and for your enthusiasm.

Joan Anderson
Administration Manager
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Community Aid

Lifeline Harbour to Hawkesbury Inc Community Aid service is funded by the Commonwealth and State
Governments as a Home and Community Care project to provide social support to frail aged and young
people with disabilities and also their carers. The aim of this service is to help clients maintain their
independence in their own homes and enhance the quality of their life by providing transport for medical
appointments, shopping and other essential needs, and friendly visiting to avoid social isolation.

Nine volunteers and the co-ordinators enjoyed the annual volunteer celebration lunch at Pymble Golf Club
during Volunteers Week, organised by the Ku-ring-gai/Hornsby Volunteer Co-ordinators Forum for all the
Home and Community Care (HACC) volunteers in the area.

The Co-ordinator continues to attend the relevant HACC training sessions, regional and subregional meetings
held by Northside Community Forum Inc. This provides the services with a platform for networking, information
sharing with waiting lists, client statistics as well as sharing project developments and connectedness. These
sessions are also important for understanding the Hornsby Ku-ring-gai sub regional profile and its changing
nature and developments. The co-ordinator also attends quarterly meetings with VRRTS- Volunteer
Recruitment Referral and Training Services. These meetings are beneficial for networking and of sharing
information.

Regular morning teas for volunteers provide interaction and feedback for any necessary changes,
improvements and efficiency of the service. This year Community Aid has benefited from very interesting
and interactive information sessions by guest speaker, Cindi Hankinson, an Occupational Therapist from
Aged Care Psychiatry Services at Hornsby Hospital. Cindy spoke about Dementia, Social Isolation and
Volunteer Duty of Care. Joan Anderson, Administration Manager at Lifeline Harbour to Hawkesbury gave us
a glimpse of the other services at Lifeline.

During the period of 1* July 2008 to 30" June 2009, 101 new clients were referred to the service. 3,988
hours of social support including 2,250 trips was provided by Community Aid Service with the help of our
dedicated team of volunteers. Our sincere thanks to each of you.

28 new volunteers were interviewed and 17 retained during the period of July 2008 to June 2009. | would
like to thank Alison Grealish, Co-ordinator of Ku-ring-gai / Hornsby Volunteer Service, for her efforts and

enthusiasm for promoting volunteering on every level within the community with the result of a significant
increase in suitable volunteers.

Quarterly reporting for DADHC through MDS, consistent with the guidelines provided by HACC was
processed successfully.

Pagel|l7



Community Aid  continued

COMMUNITY AID STATISTICS 2008-09

Services Provided
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Collect Not Specified  Take Client Transport Visiting
Shopping Shopping
Analysis of Services
2004-05 2005-06 2006-07 2007-08 2008-09
Number of new clients referred 72 61 57 106 101
Number of clients served 127 107 89 153 142
Number of trips 2,003 | 1544 | 1,139 | 1968 | 2,250
Job time (hours) 2060 | 1,667 | 1467 | 3596 | 3,988
Admin. Time (hours) 594 486 355 580 689
Unsatisfied requests for assistance 20 33 13 14 7

Soniya Gune
Coordinator Community Aid

Page|l8



Retail Division

This has been another year of steady improvement. All shops have been trading successfully and have
achieved budget. An increasing number of customers seem to be finding the benefits of ‘recycling’ during
the economic downturn and hopefully when things improve they will continue to support the charity recycling
outlets.

Donations including clothing, bric-a-brac, books and toys have continued to increase and we are searching
for new sites to place more Clothing bins in our area. We have also purchased several lots of ‘new stock’
from Lifeline NSW Inc which have, on the whole, sold well in both Topline and our Op shop.

The Bookshop continues to be very popular, with new customers finding us every month. We are still
receiving plenty of good donations that fill the shelves. Once again my thanks go to Terry and Paul for
keeping the shop well stocked and interesting.

Topline is also continuing to attract more customers and now has the benefit of being able to offer EFTPOS
facilities, which has improved takings considerably. We also welcomed two new volunteers to help in
Topline, Kari and Val who together, with our Staff members, Mairi and Jaqueline, work very hard to make the
shop the success it is.

The toy sales have continued to be very popular and profitable. My thanks go to all involved in these fund
raising events.

Unfortunately we lost the services of Andrew, our Driver / Offsider at the warehouse at the end of the year.
Andrew was with us for quite a few years and we thank him for his past assistance and wish him good luck
with any future endeavours.

As always we are still struggling to attract suitable, reliable volunteers to assist in the arduous task of sorting,
preparing and selling the vast quantities of donations we receive. If it were not for the dedication or our
current, wonderful team, the Trading Division would not continue to operate. They all have my sincerest
thanks.

This will be my last end of the year report for the Trading Division as | am moving down to Victoria in the
near future. | would like to take this opportunity to thank all the wonderful people | have had the pleasure of
working with over the past 14 years. | thank the other staff members, Allan, Linda, Mairi and Jaqueline for
their support and help over the years and all the great volunteers | have relied on to keep the shops
operating. Life has been ‘interesting’ to say the least!!

My thanks also to Joan and the Office staff and the Board of Directors for their support and faith in me.

Madeline Roberts
Manager Retail Division
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Treasurer’'s Report

The year ended 30 June 2009 resulted in an operating loss of $67,903, which followed a loss of $120,005 in
the previous year. This meant that accumulated funds have fallen from $256,375 two years ago to $68,467
as at 30 June 2009. $41,846 of the current balance consists of the written down value of fixed assets,
leaving only $26,621 of net current assets as at 30" June 2009, so it is therefore imperative that the coming
year arrests the slide and we cease to operate at a deficit.

At the start of the financial year high hopes were held for obtaining funds from corporate sponsorships. For
various reasons, including available sponsorship funds being diverted to the Victorian bushfires, and the
effects of the global financial crisis, it became obvious by the second half of the year that funds from this
source would not eventuate, thus leaving a $50,000 hole in the budget. Approaches to businesses in our
area were not entirely in vain, as some companies agreed to provide tangible support of our book fairs.
During mid 2008, an agreement had been reached with the Monkey Bar in Chatswood. A binding condition

of the Monkey Bar obtaining a license for an additional 10 gaming machines, was that the Monkey Bar
undertook to donate a fixed percentage of the new machines turnover to LLH2H. The licensee estimated
that the donation would amount to approx $48,000 pa on an ongoing basis. By the end of June 2009 the
expected funds had not been received, and soon after we learned that the Monkey Bar group of hotels had
been placed in receivership. After protracted discussions with the receiver via the Office of Liquor, Gaming
and Racing, we managed to obtain a payment of $14,406.

Over the past 2 — 3 years our Centre had invested a considerable amount of time and effort into the
establishment of Lifeline NSW Inc, the purpose being to create a fund raising and lobbying entity at State
level, and could coordinate retail operations and negotiate with the State Government on behalf of NSW
Centres. Unfortunately towards the end of the financial year, it became apparent that LLNSW Inc was
operating at a financial loss and it was agreed by the combined Lifeline NSW member Centres that LLNSW
Inc should wind down its operations. Therefore budgeted amounts for a share of expected profits and
reimbursement of expenses were never received.

Thus the shortfall in the above fund raising initiatives largely explains the operating loss. These items tended
to overshadow good news in other areas:

Operating expenses (excluding Helpline costs) fell from $891,735 in the previous year to $$818,184.
Income from fundraising, grants and donations all increased in comparison with the previous year.

Net profit from the shops increased by $12,477 over 2007-2008.

Gross takings from the Knox book fair increased from $104,396 in the previous year to $150,751 and a
successful new book fair at Thornleigh generated gross takings of $35,157. Total net profit from book
sales amounted to $149,480.

The Management report points out that we were unable to pursue the Lifeline Australia debt of $77,713 and
the provision for doubtful debts raised in the previous year had to be regarded as a write off in the current
year. However there was a small consolation in that by doing so we were able to write back the GST that
would have been payable of $7,771, which assisted our result this year.

Your Board and management are acutely aware that the financial haemorrhaging has to stop, and every
effort is being made to ensure that the financial situation is turned around.

Peter Anderson
Treasurer
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Statement of Financial Position

BALANCE SHEET AS AT 30 JUNE 2009

Current Assets

Cash and Deposits
Accounts Receivable

Less: Provision for Doubtful Debts

Sundry Receivables
Prepayments
Total Current Assets

Non Current Assets

Motor Vehicles
Furniture & Fixtures
Office Equipment

Confidential Helpline Call Centre

Less Provision for Depreciation

Total Non Current Assets

Total Assets

Current Liabilities

Trade Creditors
Sundry Creditors
Accruals

Provision for Long Service Leave

Provision for Annual Leave

Total Current Liabilities

Net Assets

Accumulated Funds

Balance brought forward 1 July 2008

(Deficit) arising during year

Total Accumulated Funds

22,197
259

2009
139,199
21,938

17,206
11,226

189,569

40,640
24,373
60,490
75,697

201,200
(159,354)

41,846

41,846

231,415

0
26,875
6,000
52,385
77,688

162,948

68,467

136,370
(67,903)

68,467

2008

191,537
118,089

(77,713) 40,376

49,197
17,867
298,977

40,640
17,030
30,539
75,697
163,906
(145,206)
18,700

18,700
317,677
2,945
32,343
13,754
49,137
83,128
181,307
136,370
256,375

(120,005)

136,370
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Statement of Financial Performance

FOR YEAR ENDED 30 JUNE 2009

LIFELINE SHOPS

Sales Revenue
Cost of Sales

Shops’ Contributions

SERVICES
INCOME

Govt, Council & Other Grants
Donations

Course Fees

Fundraising

Other Income

Confidential Helpline

Total Service Income

Amount available to
provide our services

EXPENSES

Employment Costs
Fundraising Expenses
Doubtful Debts

Office Expenses

Bad Debts

Premises Expenses

Depreciation and
Equipment under $1,001
Service Expenses

Confidential Helpline Costs
Total Expenses
(Deficit)

Retained Profits at beginning
of financial year

Retained Profits at end

of financial year

2009

413,723
296,829

212,245
48,480
52,391

208,743
27,928
83,600

580,417
42,889
(77,454)
103,338
72,149
25,520
8,148

63,177
0

116,894

633,387

750,281

818,184

(67,903)

136,370

$68,467

2008
396,585
292,168

104,417
202,684
35,197
69,474
204,347
31,175
1,048,306

1,591,183

1,695,600
617,152
26,440
77,713
92,490
24,511
3,720
49,709
923,870

1,815,605

(120,005)

256,375

$136,370
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Income and Expenditure

FIVE YEAR COMPARISON

2009 2008 2007 2006 2005
Gross Income
Shop 413,723 396,585 368,816 397,570 450,910
Confidential Helpline 83,600 1,048,306 1,492,210 84,378 88,197
Fundraising 208,743 204,347 308,315 139,320 87,217
Donations 48,480 35,197 19,448 71,615 42,036
Grants 212,245 202,684 139,142 75,307 59,156
Course Fees 52,391 69,474 34,883 42 551 54,394
Other Income 27,928 31,175 30,931
1,500,000
1,200,000
02009
900,000 82008
02007
600,000 02006
®2005
300,000 - |
0 - :-_,_E'_Eh L - . r.:l:__,_z-=|=-_,_=_

Shops Confidential Fundraising  Donations
Helpline

Grants Course Fees Other Income

Other Income
3%

Course Fees
5%

Grants
20%

Donations
5%

Fundraising
20%

Shops
39%

Confidential Helpline

8%

Source of Income

Depreciation and
Equipment under Service Expenses
$1,001 8%

1%

Premises Expenses
3%

Office Expenses
5%

Fundraising
Expenses
5%

Application of Expenditure

70%

Employment Costs
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Notes Attached to the Financial Statements

1. ACCOUNTING PRINCIPLES AND METHODS ADOPTED IN THE ACCOUNTS

The financial statements have been prepared using the accrual accounting method. The financial
report is a special purpose financial report prepared in order to satisfy the financial reporting
requirements of the Associations Incorporation Act (NSW) 1984 and the Charitable Fundraising Act
1991. The Board has determined that Lifeline Harbour to Hawkesbury Inc. (LLH2H) is not a reporting
entity. The financial report has been prepared in accordance with the requirements of the above Acts
and the following accounting standards:

AAS 5 Materiality

AAS 8 Events Occurring after reporting date.

The accounting policies applied are consistent with those applied in the previous year. No other
applicable Accounting Standards, Urgent Issues Consensus views or other authoritative
pronouncements of the Australian Accounting Standards Board have been applied.

Principal accounting policies are:

Provisions: provisions are made for employee entitlements such as long service leave and annual
leave in accordance with the relevant legislation.

Depreciation : fixed assets costing $1,001 or more per item purchased on and after 1 July 2006 are
depreciated over their estimated useful lives. Items costing $1,000 or less are fully depreciated at the
time of purchase.

Accrued and prepaid expenses and income are calculated and brought to account.

2. GRANTS AND SPECIAL FUNDING
During the year LLH2H received as grants:

$73,627 (2008 $92,979) from the NSW Home and Community Care program. This grant is
applied specifically to fund our Community Aid services.

$43,397 (2008 $42,018) from the COAG Mental Health — Telephone Counselling, Self Help and
Web-Based Support Program.

$5,834 (2008 $3,750) from Sydney Water for the provision of support for our costs of providing
training for Telephone Counsellors.

$2,000 (2008 $3,600) from the Hornsby RSL. This was applied to support and supervision costs
for Telephone Counsellors.

$28,683 (2008 $0) from Mental Health Council of Australia. This grant was applied to the
replacement of computer hardware and systems, and the installation of security systems in the
foyer.

$36,409 (2008 $0) from the Responsible Gambling Fund. This was applied to support the costs
of supporting a part-time Gambling Counsellor

$10,045 (2008 $12,000) from Lifeline Australia per the Commonwealth Government for costs
pertaining to Suicide Bereavement Support Group (SBSG).

$12,250 (2008 $14,250) from Lifeline Australia for cost pertaining to Suicide Crisis Support
Program (LSCSP)
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Notes Attached to the Financial Statements continued

LLH2H also received funding of $46,045 (2008 $34,805) from the Commonwealth Department of Family
and Community Services for provision of emergency relief (ERF) to persons experiencing severe
financial difficulties.

These funds are applied solely to the distribution of relief. The Centre acts as agent only for the
Department. As the funds belong to the Department, not the Centre, they are accounted for separately
from the Centre’s ordinary accounts.

3. HELPLINES

LLH2H received a service fee of $83,600 (last year $41,800) for allowing Lifeline Australia (LLA) to
use LLH2H premises for the provision of Helpline call services. A provision for doubtful debts of
$77,713 as at 30June 2008 for an amount owed by LLA was fully written off during the year.
Accordingly the GST owing on this transaction of $7,771 was also written back

4. ASQUITH SHOPS’' CONTRIBUTIONS

2009 2008
Opportunity Shop 104,254 88,460
Top Line 12,640 15,957
Total 116,894 104,417

5. ADDITIONAL INFORMATION AND DECLARATIONS TO BE FU RNISHED UNDER THE NSW
CHARITABLE FUNDING ACT

LLH2H is an authority holder in accordance with the NSW Charitable Fundraising Act, 1991. The
following statements are provided in compliance with authority condition No 7.

The accounting principles adopted are as stated above.

Details of LLH2H activities are set out in the Managers’ reports appearing elsewhere in the Annual
Report. There are no other material matters or occurrences to report.

During the year, LLH2H obtained a surplus of $116,894 (2008 $104,417) from the collection and
subsequent sale through our shops of donated second hand clothing, books, toys, furniture and
other items. No indirect costs or any allocation of Gordon office expenses were charged to the
shops. Our Book Fairs contributed a net surplus of $149,479 (2008 $97,730).

Donations were received amounting to $48,480 (2008 $35,197).

These amounts, together with income from other sources, were applied to meet the costs of
providing our counselling and other welfare services and administration costs. A deficit of $67,903
(2008 deficit of $120,005) has been applied against accumulated funds.

LLH2H did not conduct any appeals jointly with Traders during the financial period.

6 ACCUMULATED FUNDS

2009 2008 2007 2006 2005

Accumulated Funds 68,467 136,370 256,375 242,499 | 261,273
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STATEMENT OF THE BOARD

We state that

In the opinion of the Board of Lifeline Harbour to Hawkesbury Inc:

1

The revenue statement is drawn up so as to give a true and fair view of the
results of the association for the year ended 30th June 2009.

. The balance sheet is drawn up so as to give a true and fair view of the state

of the association as at 30" June 2009.

At the date of this statement there are reasonable grounds to believe the
association will be able to pay its debts as and when they fall due.

. The provisions of the Charitable Fundraising Act 1991 and the regulations

under that act and the conditions attached to the authority have been
complied with.

The internal controls of Lifeline Harbour to Hawkesbury are appropriate and
effective in accounting for all income received.

On behalf of the Board

Chairperson Treasurer

i e 7 ﬁ'bfé’é»w’/

Pamela Pritchard Peter Anderson

pate: 9 # /0 Lo ] oate:_/10/ 1049

Page|26



Auditor’s Report
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Years of Service

5 YEARS

Michael Andrews
Patricia Barnett
Dennis Bush
Jacqueline Bush
Judy Cameron-Smith
Judy Cheong
Beverly Dawson
Toby Donnan
Lyndell Ford
Helen Galasch
Adrienne Gadsden
Soniya Gune
Bill King
Helen Logie
Elisabeth Lohmiiller
Deborah Maizels
Gracie Mathams
Andrew Peterson
Brendan Ritchie
Margaret Rowland
Cherri Southerton
Frederick Thompson
Kay Woodward

10 YEARS
Jennifer Crago
Jacqueline King
Tessa Marshall
Shirley Morrow

Jean O’Hara

Phillis Pool

Hugh Seccombe

15 YEARS
Joan Anderson
Agnes Klen-Jaegar
Kerry O’Shea
Jenny Parker
Suzanne Peacock
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