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our vision 
all people are heard and helped in 
their time of need 

our purpose 
to support people to manage crisis 
and develop wellbeing by providing 
specialist, professional counselling  
and referral services 

our values 
Professionalism  
we are a team of qualified professionals, drawing on our specialised skills and 
experience, to provide expert solutions and effective services to the australian 
community. 

Integrity  
we strive to provide quality services while upholding the highest ethical and moral 
standards, with a commitment to honesty, transparency and accountability. 

Leadership  
we strive to be the national leaders in the field of professional telephone and  
online counselling, committed to best practice, continuous quality improvement,  
and advocacy for the people we serve. 

Compassion  
we show compassion and empathy for every individual, offering support and 
understanding in the face of life’s greatest challenges. 

Excellence  
we demonstrate professional excellence by consistently going above and beyond  
to achieve exceptional results in all that we do.

Who  
We  
are 



crisis support services (css) is 
australia’s leading specialist telephone 
and online counselling and training 
provider. with a proud 50 year history, 
css has supported hundreds of 
thousands of australians through 
their most challenging times with 
professional counselling, information 
and referrals to quality services. 

as the only organisation within 
australia to have gained international 
accreditation from the world-renowned 
american association of suicidology, 
css plays an integral role in australia’s 
mental health sector by setting the 
benchmark for quality across the 
telephone and online counselling 
industry. the organisation also provides 
specialist mental health training to a 
range of community organisations and 
corporates, offering insights into the 
wide range of complex issues relating 
to mental health and wellbeing. 

each year, more than 160,000 
calls are received by css. ensuring 
availability 24 hours a day, seven days 
a week is paramount and requires 
the expertise of 140 professionals 
including qualified psychologists,  
social workers, counsellors and mental 
health workers. 

During the 2010-11 financial year, 
css effectively managed more than  
10 telephone and online support 
services, including Mensline 
australia, the suicide call Back 
service, suicideline (Victoria), the 
ataps after-hours support service, 
the beyondblue info line, the shed 
online, australia post Mensline, 
open universities australia care line, 
Veterans line, the Department of 
Defence all-hours support line and 
the life communications project. 
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it is difficult to do justice to the 
achievements of css in just a few 
paragraphs; such is the strength and 
diversity of our success in the past 
financial year. although not without  
its challenges, we are immensely 
proud of the hard work put in by our 
staff team to cement our organisation 
as the national leader in telephone 
and online counselling. at times it  
has meant finding, and adapting  
to, new ways of working which  
allow our services to continue to 
flourish in what has been a very 
competitive year. 

having all of our service contracts 
renewed beyond 2010-11 is an 
accomplishment that should not be 
underestimated, with negotiations 
for some service contracts being an 
intense focus of the year. working 
to renew these service agreements 
required enormous effort, dedication 
and agility from our team, and has 
not only allowed us to keep all our 
vital services running, but also helped 
reshape them to better meet the 
needs of australians. 

after the intense scrutiny of 
independent external evaluations, 
our services continued to set 
a benchmark for high quality 
telephone and online counselling, 
and recognised css as a leader 
in customer satisfaction, service 
level and clinical practice. this was 
particularly evident in the results of 
the external evaluations and customer 
satisfaction surveys for Mensline 
australia, the suicide call Back 
service and the beyondblue info line, 
which we proudly continue to deliver. 

this year, css has built a strong 
foundation for its future, and it is from 
this solid base that we are preparing 
for growth. we are now ready to 
realise our potential and this next 

stage of development will drive us to 
expand our services, particularly in 
new and innovative streams where 
government funding is limited. 

our successful history as a 
telephone-based service provider 
means we are best placed to be 
leaders in online services, an area 
which will play an instrumental 
role in mental health provision into 
the future. Much work is already 
happening in the e-counselling space 
at css with the introduction of online 
counselling in the new Mensline 
australia contract, the moderation  
of the shed online, the incorporation 
of e-therapy into the suicide call 
Back service and the establishment 
of unique online components into all 
major css programs.

Despite the big expectations of the 
federal budget, the mental health 
sector remains as challenging as  
ever, with a number of key community 
issues under-recognised. we are 
committed to raising awareness at 
federal and state government levels 
of the breadth of mental health issues 
that need to be on the agenda and 
the potential for services like ours to 
improve quality of life. although these 
services don’t come cheap, we must 
not waver from the commitment to 
quality which sets our services apart. 
css services cut through the barriers 
to save lives, rebuild families and 
strengthen communities, and with the 
right level of support they have the 
potential to do much more.

it has been exciting to further 
build our industry collaborations 
this year through partnerships with 
key stakeholders spanning the 
government, community, corporate 
and philanthropic sectors. our 
community liaison team are constantly 
creating new relationships, attending 

industry events to present papers on 
our latest research and evidence, and 
ensure the people who need us know 
we are there. Month on month, we 
receive invitations to partner with  
like-minded organisations seeking 
to break through the boundaries and 
provide new and innovative mental 
health solutions to the community. 
working together for better mental 
health outcomes is a key driver for 
us all.

we extend our sincere thanks to 
the board for their leadership and 
steadfast support for both the 
organisation and our respective roles. 
we are all continually impressed 
by the creativity and leadership of 
the executive and management 
teams that has resulted in such an 
impressive year, despite the most 
challenging of circumstances. every 
member of the css team, whether 
in a clinical or an administrative role, 
plays a vital part in the life changing 
work we do. our heartfelt gratitude 
goes out to our committed staff team. 
your dedication to your work and the 
community is truly inspiring. 

css is now ready to build on our 
efforts and achievements and  
realise our potential for growth.  
as an organisation, we are in a strong 
position, with a reputation as the 
service provider of choice. we look 
forward to the 2011-12 year with 
great anticipation of realising these 
ambitious goals by living our values of 
professionalism, integrity, leadership, 
compassion and excellence. 

 
Nicholas voudouris 
chair 

Alyson Miller 
chief executive officer



our  
strategic  

focus

KEy rEsuLt ArEAs IdENtIfIEd IN thE 2010-11 strAtEgIC PLAN:

1).  BuILd our ProfILE
      ANd PosItIoN

2).  strENgthEN our     
   EvIdENCE BAsE 

3).  CrEAtE NEw     
   PArtNErshIPs

4).  dEvELoP our   
   ProfEssIoNAL   
   CuLturE 

5).  LEAd wIth  
   ExCELLENCE 

AChIEvEMENts AgAINst thE 2010-11 strAtEgIC PLAN:

•	 Developed new relationships 
with relevant Ministers and 
advisors, and government 
bodies, increasing the visibility 
and reputation of css as a  
key provider to the australian 
public sector.

•	 hosted the Mensline australia 
“top Blokes talk” business 
luncheon at etihad stadium 
in Melbourne to increase 
awareness of the service’s 
capability to support men in  
the workforce. 

•	 attended more than 35 
strategically aligned industry 
events to increase awareness 
of css programs and build 
relationships with key  
organisations and professionals.

•	 secured media partnerships 
with several high profile media 
organisations, including sBs, 
leader newspapers and  
Google ads.

•	 achieved outstanding 
results in the independent 
external evaluations 
conducted for the 
beyondblue info line and  
suicide call Back service.

•	 evaluated the impact of 
css’ programs through 
measures such as a 
Mensline australia 
customer satisfaction 
survey and the ataps 
pilot program evaluation.

•	 commenced more  
rigorous research and  
evaluation work in 
preparation for the 
introduction of a research 
and innovation department 
on July 1, 2011. 

•	 completed our database 
redevelopment to  
improve our ability to 
effectively report,  
research and evaluate. 

•	 expanded our online 
community services 
database - Jigsaw- to 
cover almost 5000 
community services, and 
become recognised as 
the second most popular 
community service 
database in australia.

•	 Developed several  
working partnerships  
with national community  
and government 
organisations in order  
to broaden our reach  
and create innovative 
mental health solutions. 

•	 Developed numerous 
relationships with 
corporates for the  
provision of specialised 
mental health workplace 
training programs.

•	 secured the contract  
for beyondblue’s the  
shed online. 

•	 secured a contract  
with Davidson trahaire 
corpsych to support their 
delivery of an after-hours 
eap service. 

•	 Developed and implemented 
a new online counselling 
and training program, with 
the generous support of 
the telematics course 
Development fund and the 
helen Macpherson smith 
trust. 

•	 successfully attracted and 
recruited a range of highly 
skilled and experienced 
staff to the css workforce. 

•	 Developed opportunities  
for succession planning  
and the promotion of  
high performing individuals 
to relevant senior roles 
within css. 

•	 implemented a new  
three-year collective 
agreement to align css 
with the modern award.

•	 invested in our people by 
providing a diverse internal 
training program focused  
on the advancement of 
clinical skill development,  
as well as access to 
external professional 
development opportunities.

•	 Markedly improved staff 
retention rate to become  
a leading employer of 
choice in the sector.

•	 successfully negotiated  
and renewed funding 
contracts resulting in  
a 16.14% growth in  
income throughout the 
2010-11 financial year.

•	 remained the only 
organisation within  
australia to achieve  
ongoing international 
accreditation with the 
american association  
of suicidology through  
the successful completion 
of the annual audit.

•	 Developed an innovative 
long-term growth strategy 
based on sophisticated 
analysis of external trends 
and opportunities relevant 
to css.

•	 conducted an executive 
review of clinical risk, 
governance, policies and 
procedures to enable 
professional management  
of organisation-wide risk. 

•	 Developed and  
implemented a robust 
leadership framework 
to strengthen senior 
management capabilities 
and improve performance.

In the 2010-11 financial 
year, Css worked towards 
building a strong foundation 
to achieve its strategic 
vision of being universally 
recognised as Australia’s 
leading professional 
telephone and online 
counselling provider,  
known for:

•	 Delivering excellence and  
 setting the benchmark for  
 the delivery of quality 
 telephone and online   
 counselling services.

•	 Being an expert voice and  
 valued partner for  
 government, corporate  
 and community organisations  
 striving to improve mental  
 health outcomes. 
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dr Nicholas voudouris 
ChAIr

nicholas is a clinical psychologist 
and health researcher and currently 
the senior Manager of science 
and education at the australian 
psychological society, where 
he manages accreditation and 
development of psychologist training 
courses nationally and coordinates the 
directorate of science and education. 
he has more than 15 years 
experience training and supervising 
psychologists and has worked for 
20 years as a clinical psychologist in 
public psychiatric services, community 
mental health, general hospital 
settings and private practice. nicholas 
is a member of the australian 
institute of company Directors and 
has held numerous leadership roles 
and positions on national bodies 
during his career. he brings a strong 
understanding of and commitment 
to good corporate governance and 
ethical practice. nicholas became a 
Director of crisis support services in 
2007 and was elected to the position 
of chair in 2009.

Board of  
directors

seán hogan 
dEPuty ChAIr

currently Director of employee 
relations for the Metropolitan fire 
and emergency services Board 
(MfB), seán has more than 20 years 
experience in operational, industrial 
relations and human resources 
management in a broad range of 
industries as well as government 
sectors. Before joining the MfB, 
seán had worked for a diverse range 
of organisations including Medibank 
private, coles Myer, rMit university, 
Bosch australia and pacifica Group. 
he has developed particular expertise 
in the area of employee relations and 
human resources as well as corporate 
governance and is chair of the css 
risk and Governance committee. 
seán holds a Bachelor of arts (social 
science) and Graduate Diploma 
in industrial relations and human 
resource Management. he became a 
Director of crisis support services in 
2005 and was elected to the position 
of Deputy chair in april 2010.

Michael grigoletto 
sECrEtAry

Michael is the Director of 
Development at swinburne university 
of technology. specialising in 
fundraising and development, 
Michael has held both executive 
and consulting roles with a broad 
range of organisations in various 
sectors including health, professional 
sport, medical research, social 
welfare, environment/conservation, 
and tertiary education. Michael 
commenced his career as an engineer 
working in the construction industry 
and later in a marketing capacity 
in the manufacturing sector. since 
moving into the not-for-profit sector, 
he has successfully established  
multi-million dollar philanthropic 
grants and partnerships. Michael 
has conducted organisational 
reviews, strategic planning, and 
development programs for a variety 
of organisations. Michael holds 
a Masters Degree in Business 
administration as well as a Bachelor 
of engineering and became a Director 
of crisis support services in 2006.
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Lynette o’Loughlin 
ChAIr – fINANCE CoMMIttEE

lynette is a cpa and has held senior 
management positions within the 
not-for-profit sector for over 25 
years. these have included financial 
controller for Berry street, a leading 
child and family welfare organisation, 
and Business Manager for Greening 
australia (Vic). this has provided 
lynette with extensive knowledge 
of the financial and governance 
requirements specific to the not-for-
profit sector. she brings considerable 
experience in reporting and 
compliance for government funders, 
financial management, governance 
and budgeting. lynette has also 
had extensive experience with the 
management of significant investment 
portfolios and has participated 
on several executive and Board 
committees. lynette holds a Bachelor 
of commerce and became a Director 
of crisis support services in 2005.

ron forsyth 
dIrECtor 

ron has over 40 years experience in 
the manufacturing industry in finance, 
governance and strategic planning 
within large public companies and us 
subsidiaries including pacific Dunlop, 
Goodyear, siddons industries, email, 
Monier, shaw industries inc and 
huntsman llc. ron has operated 
in a broad range of industries from 
commodities through to light and 
heavy engineering, to fast moving 
consumer goods with an outstanding 
track record of exceeding business 
plans and delivering successful 
strategy within competitive 
environments. ron has served on 
executive/formal boards with siddons, 
pacific Dunlop/Goodyear, rocklea 
spinning Mills and as director/
secretary of each of huntsman’s 
four businesses in australia. ron is 
currently operating as a consulting 
cfo/Director to a number of small 
and medium enterprises. he became 
a Director of crisis support services 
in 2007.

Arthur Papakotsias 
dIrECtor 

arthur has been chief executive 
officer of neami limited for 20 years. 
neami is an accredited national,  
not-for-profit, community based  
provider of mental health 
rehabilitation, housing and support 
services. neami provides services 
in Vic, nsw, sa, qld and wa in 
the areas of housing and support, 
individual and group rehabilitation 
program and art based practice. 
neami employs over 350 staff in 
30 different service locations and 
provides services to over 2500 
consumers. arthur has a background 
in psychiatric nursing and has 
completed postgraduate studies in 
management at royal Melbourne 
institute of technology. he recently 
completed a residential program at 
harvard school of Business focusing 
on strategic perspectives in non profit 
organisations. arthur is a member of 
the australian institute of company 
Directors (aicD), australian college 
of health service executives and is  
a Board Director on the Mental 
health council of australia. he 
became a Director of crisis support 
services in 2009.

Paul geyer 
dIrECtor until february 2011

paul is the state Manager of the 
australian institute of company 
Directors, australia’s peak body for 
directors from listed, unlisted, small 
and medium enterprises, not-for-
profit and statutory boards. with 
more than 20 years experience in a 
range of industries including health, 
it and retail, paul brought a wealth 
of knowledge to the css board. 
throughout his career, paul has 
been responsible for managing the 
strategic growth and development 
of several organisations, markedly 
increasing each organisation’s profile, 
revenue and membership. he served 
as a Director of crisis support 
services from 2009 to 2011.

John Mcgrath AM 
dIrECtor until december 2010

John served as the national party 
Member for warrnambool in the state 
parliament of Victoria from 1985 until 
his voluntary retirement in 1999. he 
held the position of Deputy speaker 
and chairman of committees in the 
Victorian legislative assembly from 
1992–1999 and also held an  
executive position on the 
commonwealth parliamentary 
association executive of the 
parliament. John’s decision to retire 
from politics was prompted by his 
desire to direct all of his energies 
towards promoting better outcomes 
for consumers of mental health 
services and their families. he now 
derives great personal satisfaction 
from his many activities in the mental 
health field. John has now retired 
from his role as Director of crisis 
support services after joining the 
board in 2007.



our  
people

css is governed by a voluntary Board 
of Directors and under the auspice of 
the chief executive officer - alyson 
Miller, the organisation consists of 
seven major departments: 

•	 Clinical	Services

•	 Commercial	Activities

•	 Finance

•	 Human	Resources	and		 	
 administration

•	 Information	Technology	

•	 Marketing	and	Communication

•	 Business	Development

the senior Management team

css’ seven departments are led by 
a team of General Managers who 
have specialised skills, qualifications 
and experience in their individual 
fields, working to support the 
primary function of css - the 
delivery of professional counselling 
and training services. each major 
counselling service is managed by 
a dedicated program leader who 
has a combination of clinical and 
management expertise relevant to 
their specific role. 

 

Qualified, professional 
counsellors

the counselling team at css 
includes more than 100 qualified 
professionals, who work across a 
24-hour, seven day week roster 
to support the hundreds of people 
who call our services each day. all 
css clinical staff hold a tertiary 
qualification in either psychology, 
social work or counselling, as well 

Who  
We  
are 



in order to provide 
the community with 

quality, professional 
counselling services 

and specialised 
training programs, 

css employs 140 
professional staff. 

as significant field experience 
in counselling. Many staff are 
undertaking further study and the 
experience gained at css enhances 
their academic pursuits. 

Professional services team

a team of more than 40 staff 
provide professional business 
services in areas of finance, it, 
hr, communications, reporting 
and statistics, workforce planning, 
business development and 
administration to support the  
growth of the organisation. 

supporting our People

css’ clinical support department 
hosts a team of counselling 
managers, quality assurance, and 
clinical supervision staff who work 
to ensure the highest quality of care 
is provided at all times from a team 
of well supported counsellors. the 
counselling centre is overseen by 

our team of counselling managers 
who are always available to support 
counsellors with challenging calls  
and provide immediate de-briefing 
as required.

 
all css counsellors receive rigorous 
on-the-job training and ongoing 
professional development, through 
the annual completion of up to 13 
clinically focused training modules. 
to ensure the wellbeing of our people 
and those in our care, css provides 
all clinical staff with access to regular 
de-briefing and clinical supervision.



following a highly successful year, 
Mensline australia continues to be 
nationally regarded as the leading 
support service for australian men. as 
the only service of its kind, Mensline 
australia provides men dealing with 
family and relationship concerns with 
universal access to quality support 
through the provision of specialist 
counselling, information and referrals. 
access to this professional service 
is now provided both online and via 
telephone, making it easier for men to 
find support anywhere in australia,  
24 hours a day, seven days a week.

successful negotiation of a new 
service provision contract with the 
australian Government Department 
of families, housing, community 
service, and indigenous affairs 
(fahcsia) will allow this service to 
continue under the management of 
css for the next three years. 

the service has diversified during 
2010-11 with online text-based 
counselling now available nationwide, 
following a successful pilot. 

even with the introduction of online 
counselling, the number of calls 
answered by Mensline australia 
has increased by more than 5000 
when compared to last financial year. 
in addition, calls on the Mensline 
australia call Back service, where 
our counsellors regularly call clients 
needing longer term support, 
increased tenfold, providing ongoing 
support to hundreds of men through 
more than 5000 outgoing calls. 

a new Mensline australia service  
for arabic-speaking men was 
launched this year to provide culturally 
appropriate support to  
men from australia’s arabic-speaking  
community who have limited access 
to quality counselling services. 

with a renewed focus on 
collaboration, Mensline australia  
this year entered into new 
partnerships with many leading 
community focused organisations. 

through joining forces, our 
organisations have broadened  
their reach and created better 
outcomes for some of the most 
vulnerable and disadvantaged men  
in our community. 

  I’m a nurse and I’ve been  
 using the MensLine Call 

Back service and the open  
line to help me deal with 

everything going on in my life. I  
was overwhelmed after my mother 
 passed away and I broke up with  
my partner of eight years. then, 

on top of everything, I was 
retrenched. without the support I 

have received from MensLine,  
I would not be where I 

am mentally, physically or 
emotionally. you guys are 

fantastic. I’ve called in tears and 
during sleepless nights. After 

speaking to you I could get some 
sleep. I can’t speak highly enough 

of the support I have received.

Alan, MensLine Australia caller

the 2010 Mensline australia 
business luncheon – top Blokes 
talk - brought together more than 
180 prominent business, government 
and community minded individuals. 
pitched as a business luncheon  
with australia’s leading voices in 
men’s health, the event boasted  
an impressive line-up with Dr andrew 
rochford as Mc, Mr tim Mathieson 
and a Mensline australia caller 
as guest speakers. the primary 
aim was to engage with leaders 
of government, corporate and 
community organisations and increase 
their awareness of Mensline australia 
and the important role it can play in 
supporting men in their workforce. 

Mensline australia was established in 
2001 and is funded by the australian 
Government Department of families, 
housing, community services and 
indigenous affairs (fahcsia).

mensline
australia

  Just wanted to say thanks 
for your help the other day. 
I was in a really dark place 

and feeling suicidal ever since my 
girlfriend left, until your counsellor 
helped me find a reason to live and 

lift my spirits. My ex and I  
are starting to talk again, we’re 

working through our issues,  
one step at a time.

Mel, MensLine Australia caller
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highlights
•	 Worked	with	FaHCSIA	to	 
 develop and secure a further  
 three year contract.

•	 Received	more	than	46,000	calls		
 and significantly improved service  
 levels by answering an additional  
 5000 calls in comparison to  
 2009-10. 

•	 Launched	the	MensLine	Australia		
 online counselling service. 
 25 per cent of the services   
 provided by Mensline australia  
 are now online.

•	 Introduced	Australia’s	first	 
 telephone counselling service  
 for arabic-speaking men, a pilot  
 for our future work with calD  
 communities.

MensLine Australia 
1300 78 99 78 
www.mensline.org.au



 

highlights
•	 The	success	of	community	awareness		 	 	
 campaigns saw calls to the service increase  
 from 5500 to almost 10,000.

•	 Visits	to	the	website	and	to	the	suite	of	online		 	
 self-help resources increased by 208 per cent. 

•	 Worked	with	The	Australia	Government		 	
 Department of health and ageing to shape and   
 secure an additional two year contract.

suicide Call Back service 
1300 659 467 
www.suicidecallbackservice.org.au

I started to use your service a few  
months ago after my boyfriend 

attempted suicide and was diagnosed  
with bipolar. we were doing it really tough, 

we didn’t have much support around us, and 
he was often highly distressed and agitated. 

Every time your counsellor called she helped to 
lighten the load just a little bit more. thank you 

for guiding us along the road to recovery. 

vanessa, suicide Call Back service client

What 
We
do



SUICIDE 
CALL 
BACK 

SERVICE

the suicide call Back service is a 
national service providing specialist 
support to anyone affected by suicide. 
crisis counselling is available 24 
hours per day, seven days a week 
for people at risk of suicide, carers 
of someone who is at risk of suicide 
and those bereaved by suicide. 
uniquely, the service provides people 
with access to ongoing professional 
support through up to six telephone 
counselling sessions with the same 
counsellor, where the counsellor calls 
the client at times scheduled to suit 
them over a six to 12 week period.

qualified counsellors, with specialist 
skills in working with suicide-related 
issues, assist thousands of callers 
from across australia in working 
through the most difficult emotional 
challenges.

in addition, the suicide call Back 
service provides a unique support 
service to health care providers 
working with people at risk, by 
offering:

•	 A	referral	point	for	clients	 
 who are at risk of suicide

•	 Professional	advice,	information		
 and support in dealing with   
 suicidal clients; and

•	 Access	to	debriefing	and	 
 self-care

as a result of our comprehensive 
community awareness campaign and 
the strategic relationships developed 
with health professionals nationally, 
demand for the service overwhelming 
increased. in 2010-11 calls to the 
suicide call Back service increased 
by more than 5000, almost double 
that of the previous year. 

to complement this telephone service, 
an extensive website has been 
established, housing a wide range 
of resources and information for 
people affected by suicide, including 
digital stories, e-therapy modules 
and a moderated bulletin board for 
carers and the bereaved. as a result 
of these additions, combined with a 
comprehensive web development and 
advertising campaign, visits to the 
website increased by 208 per cent.

the suicide call Back service was 
established in 2007 as a key initiative 
of the national suicide prevention 
strategy, funded by the australian 
Government Department of health 
and ageing (Doha).

  I was diagnosed with 
bipolar disorder seven 
years ago and I usually 

manage well. however, I have been  
having thoughts of suicide in the 

past few weeks. I’m normally able 
to manage my symptoms well but 
I was feeling really erratic - manic 

one day and flat the next. your 
counsellor helped me realise that 
it was time to seek formal mental 
health support and I committed to 
calling my local CAt team for help. 

I’m now back in touch with my 
psychiatrist and I know I can call 
you any time I feel at risk again.

tom, suicide Call Back  
service client



 

highlights
•	 Strengthened	capacity	to	work	 
 with mental health services within  
 the community, ensuring continuity  
 of  care for clients through the   
 development of case  management  
 plans.

•	 Managed	the	safety	of	the	91.5		
 per cent of callers to the line who  
 presented at-risk of suicide   
 through specialised counselling,  
 interventions and referrals.

•	 Provided	specialist	support	to	the		
 69 per cent of callers who had  
 been previously diagnosed with  
 a mental illness.

suicideLine 
1300 651 251 
www.suicideline.org.au

SUICIDELInE 
(VICtoRIA) 

  our family has really been 
struggling ever since dad’s 

suicide. your counsellors have 
not only helped me keep it together, 

but helped stop our entire family 
from falling apart. you provide an 
invaluable community service and  

I hope you’ll always be there  
for people like me.

Jenny, suicideLine Caller

suicideline provides free, 
professional telephone counselling 
and information for all people affected 
by suicide across Victoria. specialist 
counsellors provide confidential 
support and information to people 
who are thinking about taking their 
own life, worried about another 
person’s risk, or have lost someone  
to suicide. 

suicideline is available 24 hours a 
day, seven days a week to listen and 
support callers across Victoria. it is 
the only service of its kind in australia 
and is funded by the Victorian 
Department of health. 

More than 11,000 calls are received 
by the service each year. More than 
91 per cent of these calls are from 
callers who have been assessed to 
be at some level of suicidal risk, and 
more than 69 per cent have been 
diagnosed with a mental illness, 
accentuating the importance of 

having skilled professional counsellors 
available to provide specialist 
counselling, intervention or referrals. 

throughout the year, suicideline has 
developed numerous partnerships 
with a wide range of Victorian mental 
health services and providers. this 
has strengthened the service’s 
capacity to work with mental health 
services on the ground in order 
to create continuity of care and a 
seamless transition between services 
for Victorians at risk of suicide or 
self-harm. these linkages promote 
client safety through the development 
of case management plans which 
assure clients receive consistent 
clinical care whether accessing their 
face-to-face service or suicideline.

What 
We
do



 

highlights
•	 Strengthened	capacity	to	work	 
 with mental health services within  
 the community, ensuring continuity  
 of  care for clients through the   
 development of case  management  
 plans.

•	 Managed	the	safety	of	the	91.5		
 per cent of callers to the line who  
 presented at-risk of suicide   
 through specialised counselling,  
 interventions and referrals.

•	 Provided	specialist	support	to	the		
 69 per cent of callers who had  
 been previously diagnosed with  
 a mental illness.

suicideLine 
1300 651 251 
www.suicideline.org.au

the national ataps after-hours 
support service is a specialised 
service designed to support 
psychologists working with people 
at-risk of suicide, providing their 
clients with access to dedicated 
professional telephone counselling 
outside business hours.

psychologists request that the 
ataps after-hours support service 
makes contact with their client to 
help keep them safe and provide 
specialist support when they are 
concerned for them after-hours 
(between 5pm and 9am) or on 
weekends (24 hours a day).

the service also makes contact 
with clients who are not able to be 
contacted by their own psychologist 
within 24 hours of their release from 
hospital, or following a referral from 
their General practitioner.

officially known as the access 
to allied psychological services 
additional support for patients at  
risk of suicide and self-harm 
after-hours support service, this 
service is funded by the australian 
Government Department of health 
and ageing (national suicide 
prevention strategy) and this 
financial year provided after-hours 
support to 18 Divisions of General 
practice across australia. in the 
2011-12 financial year, the service 
will expand to provide after-hours 
support to all 106 Divisions of  
General practice that make up the 
australian General practice network.

AtAPS  
AftER-HoURS 

SUPPoRt  
SERVICE 

    I was working late and out in  
 the field when I was contacted 
by a client who was extremely 

distressed and suicidal. he was 
calling from his mobile and I didn’t 
know the area he was calling from, 

so I wasn’t sure which mental 
health team or hospital to contact. 
As I’m an AtAPs provider, I called 

the AtAPs After-hours support 
service and asked them to call him 
back. they contacted him straight 
away, and spent quite a lot of time 

with him on the phone, successfully 
guiding him to the hospital 

emergency department where he 
was duly assessed by the mental 

health team. they kept me informed 
throughout the day and followed up 

the client after he left hospital  
and over the weekend. thank you 
for the support you’re providing  

to the community and 
professionals like me.

Paul, Clinical Psychologist

AtAPs After-hours  
support service  

1800 859 585



css also manages the beyondblue 
resource orders, receiving an  
average of 822 orders per month.  
this represents a 38 per cent  
increase compared with the previous  
financial year. 

the beyondblue info line is funded by 
beyondblue: the national depression 
initiative. 

the beyondblue info line is a national 
service operated by css, providing 
the community with access to 
information and referral to relevant 
services for depression, anxiety and 
related issues, 24 hours a day, seven 
days a week. 

although not a counselling line, 
the beyondblue info line is staffed 
by highly qualified, professional 
counsellors, and is well-utilised by 
callers across all australian states  
and territories. 

throughout the financial year, css 
consistently maintained a service 
level of 85 per cent (calls answered) 
for the beyondblue info line, which 
is now recognised as the industry 
benchmark for service level. the 
most recent independent evaluation 
suggested that the beyondblue info 
line offered its callers a service of 
exceptional quality partnered with 
one of the highest answer rates when 
compared with other mental health 
phone services – consistent with that 
of all other css services.

the beyondblue info line now 
incorporates an online service for the 
provision of information and referrals. 
the staff team are responsible for 
managing and responding to more 
than 70 emails received by the 
service each week. this new service 
requires counsellors to adapt their 
clinical skills and communication style 
to provide adequate information and 
care via email to ensure the wellbeing 
and safety of every client who 
contacts us.

beyondblue 
info line

 

introducing... 
the shed online: 
in late 2010, css won a contract 
to provide clinical support for a new 
beyondblue initiative - the shed  
online. this new online social 
community for men was founded by 
beyondblue: the national depression 
initiative, in partnership with Movember 
australia and the australian Men’s 
shed association and is proudly funded 
by the Movember foundation.

 

It is with much heartfelt thanks 
that I send this to the team 
at beyondblue for the help I 

received in a time of hopelessness. 
It is very reassuring to know that 

help is there 24/7 to give someone 
like myself some empathy and 

advice. I value your care and support 
and without sounding like a broken 

record, thank you once again for 
your help and the speed in providing 

information and for the lovely 
personalised style of your email.

veronica, beyondblue  
info line caller

What 
We
do



  
I called you guys last week, after not  
knowing what to do to help my wife.  

we are new parents to a three-month  
old baby girl. It should be the happiest time  

of our lives, but it’s probably been the hardest. 
After talking to the bloke from beyondblue and 

reading the info he sent, I now know that my wife 
is struggling with postnatal depression, and  
I feel like I can actually help her through it.  

we’ve got a long way to go, but at least  
we know what we are dealing with.

Brad, beyondblue info line caller

css’ role is to monitor and moderate 
the rapidly growing online community 
which has attracted more than 1900 
members since its December 2010 
launch. our qualified counsellors 
monitor all related social media and 
moderate member activity across 
all areas of the site 24 hours a day, 
ensuring the safety and wellbeing of  
this expanding online community. css 
are honoured to have taken on this  
new initiative which is helping australian 
men to connect with their peers, form 
friendships and work through some of 
life’s toughest challenges.

beyondblue info line 
1300 224 636 



veterans  
line

Veterans line provides professional 
counselling and crisis support to 
australian veterans of war and 
peacekeeping operations, and their 
families. css manages this line as 
the after-hours component of the 
Veterans and Veterans families 
counselling service (VVcs). 

During 2010-11 css received 
more than 7200 calls on behalf of 
Veterans line, equating to more 
than 130 calls each week from 
members of the veteran community 
experiencing social or psychological 
difficulties, such as posttraumatic 

stress disorder, isolation, distressing 
memories and loneliness. 

our qualified staff are 
comprehensively trained in the 
issues specific to these valued 
members of our community and 
provide professional support and 
crisis counselling. css is honoured 
to provide support for the men and 
women who have served our country.

I wanted to offer my thanks to 
your veterans Line counsellor. 

I asked him a thousand 
questions before I’d talk to him.  

he helped me get through the night. 
My hat off to the man.

ron, veterans Line caller

highlights
•	 Worked	with	the	Australian		 	
 Government Department of   
 Veterans affairs and Vietnam   
 Veterans counselling service  
 to shape and secure an   
 additional three year contract   
 to provide the Veterans line   
 after-hours service.

•	 Expanded	our	role	to	provide	 
 advanced skills training to all   
 specialist staff to further   
 improve quality of care for  
 clients. 

•	 Received	more	than	7200		 	
 calls this financial year.

veterans Line 
1800 011 046

What 
We
do



department 
of defence 

all-hours 
support line 

the all-hours support line (asl) 
provides a confidential telephone 
referral service for australian 
Defence force members and their 
families. it is primarily a mental 
health triage service with the goal  
of linking serving australian Defence 
force members to appropriate 
mental health service providers and 
is available 24 hours a day, seven 
days a week. 

counsellors who work on the all-
hours support line at crisis support 
services have been trained to deal 
with the issues australian Defence 
force members and their families 
face, and are able to offer advice  
on services most appropriate to 
assist them.

department of defence  
All-hours support Line 

1800 628 036



open  
universities 

australia 
care line

the open universities australia  
care line is a free, confidential 
service for students of open 
universities australia who face the 
challenge of studying off-campus.

css operates the open universities 
australia care line to give 
students real, immediate help from 
professionally qualified counsellors 
experienced in assisting with a  
wide range of issues, including 
adjusting to dealing with study, 
anxiety, working through issues 
relating to university life and  
dealing with personal crises and 
relationship problems. 

this service operates 24 hours  
a day, seven days a week and 
ensures students of the university 
have access to the support they 
need when juggling multiple 
responsibilities, such as work, 
friends, family and study. 

the vast majority of calls to the 
service (more than 40 per cent) are 
related to difficulties in managing  
the stress caused by academic, 
family or relationship issues. calls 
relating to conflict or relationship 
breakdown account for more than  
10 per cent of calls.

      At ouA, we want students 
to have access to support 

when they need it, and having 
a professional and confidential 

counselling service easily available 
to them is an important part of this.

director, student Experience unit, 
open universities Australia

What 
We
do



australia  
post 

mensline

facts and figures 
•	 More	than	90	per	cent	of	callers		
 to  this service are male.

•	 Most	calls	are	from	people		 	
 working in the area of mail   
 delivery, with more than 60 per  
 cent of calls from this work area. 

•	 More	than	60	per	cent	of	calls		
 are related to interpersonal issues.

Australia Post MensLine

australia post Mensline is a 
specialised, telephone counselling 
service providing anonymous, 
confidential support for australia 
post employees and aims to 
support staff by promoting work-life 
balance, and healthy work and family 
relationships. 

australia post recognises that 
employee health and wellbeing is a 
key factor in improving their business 
by enhancing productivity and 
attendance levels. the introduction 
of australia post Mensline in 2005 
added another dimension to australia 
post’s corporate health and wellbeing 
program.

the service is available nationally 
from Monday to friday between 
9.00am and 9.00pm est. after this 
time, the service diverts back to 
Mensline australia, giving australia 
post a 24-hour service.

almost half of the calls to australia 
post Mensline are from callers aged 
between 35 and 44 years. 

       I’m a postie and called 
Australia Post MensLine 

recently when my wife and I 
were fighting a lot about parenting. 
we have two littlies and my wife has 
two older children from a previous 
relationship. I couldn’t understand 

the way she disciplined the children, 
or the lack of it. I felt like my 

marriage was on the rocks and I 
could not work my own way through 
it. the MensLine counsellor helped 

me recognise that my own  
childhood experience had 

influenced my expectations around 
discipline. talking to someone who 
listened and helped me explore my 
thoughts was invaluable. I felt less 

angry and overwhelmed.“

Mark, Australia Post MensLine Caller



highlights 
•	 Attended	35	industry	events	to	raise		 	
 awareness and engage industry   
 professionals.

•	 Distributed	more	than	18,000		printed	 
 copies of the new life resource ‘suicide:  
 worried about someone?’. 

•	 Supported	more	than	600	suicide	 
 prevention experts via the professional   
 development network.

LIfE Communications 
www.livingisforeveryone.com.au

life  
communications

life communications is an 
online resource and professional 
development network managed 
by crisis support services 
and funded by the australian 
Government Department of 
health and ageing, under the 
national suicide prevention 
strategy (nsps). its role is 
to promote the living is for 
everyone (life) framework, 
which sets out the national 
priorities for suicide and self-harm 
prevention. css was honoured  
to continue delivering this 
invaluable service on behalf of the 
australian Government for  
the 2010-11 year.

the life website is a world-class 
suicide prevention resource. it 
provides professionals working 
in the field of suicide prevention 
with an opportunity to engage and 
support one another, and brings 
together the latest resources, 
research and evidence. in addition 
to an extensive library of online 
resources, the life website 
features:

•	 the	LIFE	Framework

•	 interactive	elements	such	 
 as live expert chats and a  
 moderated discussion forum

•	 opportunities	to	share 
 expertise and discuss  
 relevant issues

•	 profiles	of	current	 
 nsps projects

•	 opportunities	to	review	 
 the life framework and  
 library resources

•	 access	to	LIFE	News,	the		
 e-newsletter of the nsps.

During the 2010-11 year 
many of australia’s leading 
experts contributed to the life 
communications project, sharing 
their knowledge and opinions  
with professionals across the 
country through contributions to 
life news and our online live 
chat sessions. 

a major achievement was the 
development of the highly 
acclaimed “suicide: worried about 
someone” resource, which was 
reprinted more than three times 
within the first three months of its 
launch due to an overwhelming 
demand from a broad range of 
community services. 

 thanks for putting this  
wonderful resource  
together, amazing  

and wonderful to see people 
actually care out there.

david Jenkins, 2XX  
community radio 

a key objective of the project is  
to ensure all professionals 
working in suicide prevention 
across the country are informed 
and engaged with the life 
framework and resources. to 
meet this end, our team attended, 
exhibited and presented at more 
than 35 industry events. 

in the 2010-2011 financial year,  
livingisforeveryone.com.au 
received 54,610 visits - an 
increase of 9608 visits on the 
previous financial year. the life 
professional development network 
supports more than 600 suicide 
prevention experts and we are in 
regular contact with more than 
4,500 professional subscribers.

What 
We
do



tRAInIng crisis support services training 
provides expert workplace training 
programs to australia’s leading 
corporate, industry and community 
organisations. our specialised 
training is designed to build capacity, 
emotional intelligence and resilience 
throughout these organisations by 
equipping staff with the skills they 
need to manage complex issues that 
may impact their health, wellbeing 
and productivity. 

Based on adult learning principles, 
css training programs are designed 
to be highly interactive, focus on 
skills development and offer practical 
strategies that can be implemented 
in the workplace. 

 

our programs are tailored to the 
individual workplace and include:

•	 Mental	health	awareness

•	 Building	resilience	–	self	care			
 and stress management

•	 Working	productively	with		 	
 difficult and/or distressed clients

•	 Suicide	risk	assessment	–		 	
 recognition, response and   
 referral

•	 Managing	crisis	and	diffusing			
 critical incidents

•	 Managing	challenging	callers

•	 Working	effectively	with	men

•	 Conflict	management

•	 Effectively	managing	staff	who		
 work with distressed clients.

It was invaluable to learn how  
to deal with someone who  

may be suicidal, how to 
address them and offer them 

referrals. It’s good to know that it 
may be significant to a person to 

ask them if they have been having 
these thoughts because you could 
be the only one who noticed, which 

can give them a feeling of value. 

department of Justice

Css training 
(03) 8371 2836 

training@crisissupport.org.au 



financial 
summary

Building on foundations laid in fy2010, major strategic investments were made  
in the 2010-11 financial year (fy2011) to underpin our core business of providing 
quality and effective counselling services to the australian community. the financial 
results for fy2011 demonstrate that the organisation is beginning to see the 
benefits of the initiatives put in place over the last two financial years with strong 
operational growth across the organisation. 

Key financial results

crisis support services recorded a surplus of $306,700 compared to a deficit  
of $51,131 for the year ended 30 June 2010. the surplus is primarily due to  
a focused investment strategy and continued efforts to diversify other  
income streams.

total income in fy2011 was $8.786 million. this represents an increase of 
16.14% on fy2010. the past year has seen continued strong demand nationally 
for our programs and services which was gratefully acknowledged and supported 
by our funders.

total expenditure in fy2011 was $8.479 million. this represents an increase 
of 11.33% on fy2010. this increased expenditure is a consequence of the 
expansion of our funded services.

fy 2011 fy 2010

income 8,785,854 7,564,970

expenditure 8,479,154  7,616,101

surplus / (Deficit) 306,700 (51,131)

Income streams

income in fy2011 increased overall by $1.22 million to a total of $8.786 million.

in line with community needs, government funding for our core services 
represented 73.7% of income and grew by 20.7%. this growth was mirrored by 
industry funding which grew by 18.4% and which accounted for 22.8% of income. 
a major achievement in fy2011 was the development and implementation of an 
investment policy which resulted in an increase of 62.7% of investment income 
which corresponded to 2.3% of income.

crisis support services is especially thankful to the trusts, foundations and all 
donors who continue to support our operations and without which it would not 
be possible to constantly improve our current services and to develop and pilot 
innovative projects. During fy2011, we were able to develop online clinical tools  
to increase efficiency in our service delivery, commence an online training project 
and invest in a variety of much needed equipment.

What 
We
do



Payroll

Information technology

telephony
Consultants and 
Professionals

Infrastructure

other

79.6%

2.3%

0.7%

0.5%

government  
funding
Industry  
funding

Interest
trust, foundations  
and training
donations, sales  
and sundry

Expenditure patterns

expenditure in fy2011 increased by 
$863,000 to a total of $8.479 million.

payroll expenditure increased by 17.7% 
to $6.752 million — a product of the 
commencement of the modern award, 
the implementation of a new three year 
collective agreement, and the growth of 
several of our funded services.

to safeguard the long-term sustainability 
of the organisation, 4.0% of total 
expenditure in fy2011 was directed 
towards revitalising our information 
technology systems. telephony costs 
grew by 14.49% to $237,000 while 
infrastructure costs accounted for 
$217,000 or 2.56% of total costs. 
professional and expert consultants 
engaged throughout fy2011 accounted 
for 3.41% or $289,000 of total costs.

Income fy2011

Expenditure fy2011 for fy2011 the organisation prepared 
special purpose financial statements in 
accordance with the financial reporting 
requirements of the associations 
incorporation act (Victoria) 1981 and 
applied australian accounting standards  
as determined by the Board of Directors. 
these special purpose financial statements 
are available on request.

as with past years, the guidance and  
advice given by the finance committee 
members and indeed the Board of Directors 
as a whole, provided invaluable support.

  

73.7%

22.8%

4.0%
2.8%
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7.6%

  



our 
supporters

the important work 
of Crisis support 
services would not be 
possible without the 
generous contributions 
of our supporters. Css 
extends a huge thank 
you to: 

Bell charitable fund

Burning house 
productions

canberra times

Dr andrew rochford

etihad stadium

Google Grants

Government relations 
australia

helen Macpherson  
smith trust

hr anywhere

ian potter foundation

Joseph hanna

Josh einam

kilfera foundation

lander and rogers

last Minute radio

leader community 
newspapers

Miller foundation

Manspace Magazine

neilma Gantner

northern Melbourne 
institute of tafe

nous Group

perpetual trustee 
company ltd

phelan Media

printing intelligence

red river 
communications

rotary club of footscray

sBs foundation 

scanlon foundation

telematics course 
Development fund

tim Mathieson

urban services

westpac

service Partners

australian Defence force

australian Government 
Department of families, 
housing, community 
services and  
indigenous affairs

australian Government 
Department of health  
and ageing

australian Government 
Department of Veterans 
affairs

australia post

beyondblue: the national 
depression initiative

Davidson trahaire 
corpsych

open universities 
australia 

Victorian Government 
Department of health

Community Partners

australian General 
practice network

australasian Men’s 
health forum

australian Men’s shed 
association

cancer council Victoria

child support agency

community legal 
centres

Dads in Distress

family court of australia

family relationship 
centres

family relationships 
services australia

leadership Groups 
of Men and family 
relationships network

lifeline

new south wales police

northern territory 
Government Department 
of children and families 

prostate cancer 
foundation australia

relationships australia

salvation army 
employment plus

suicide prevention 
australia

supportlink 

swinburne university

university of newcastle

Vacro

Victoria police

Victorian transport 
workers union

white ribbon 
foundation

   we are proud to again  
support Css with  
another innovative  

program responsive to community 
need. Mental health is a serious 

issue in the community and 
telephone and online counselling  

is a very important part of  
managing this issue. 

telematics Course development  
fund

What 
We
do



support us
crisis support services inc. is 
australia’s leading specialist 
telephone and online counselling, 
and training provider.

each year, our qualified staff work 
around the clock to offer specialist 
counselling, information and referrals 
to almost 160,000 people in times 
of need.

as a not-for-profit, community 
organisation, we are reliant on you 
- as donors, and community and 
corporate partners - to continue to 
provide these vital services. with 
your help we can continue to improve 
and expand our support services to 
help even more australians during 
their time of need. 

your tax deductable gift will help make it possible for people in crisis  
to get specialist help, no matter where they are, or when they need it.  
It only takes:
 
$100 to... Make it possible for a recently separated man to receive a 

professional support session during one of the most difficult 
times of his life.

$200 to... provide a young woman contemplating suicide with two 
50-minute, specialist counselling sessions.

$1000 to... Give an indigenous community health centre critical 
information on issues such as children and separation, tips 
for long distance fathers, and managing conflict.

$5000 to... ensure 150 people can access a counsellor when they 
don’t know where else to turn by funding one counselling 
shift per week for two months.

 

 
to support the life saving work of crisis support 
services, please visit us online at 
www.crisissupport.org.au



crisis  
support  
services

po Box 2335
footscray Vic 3011
03 8371 2800
enquiries@crisissupport.org.au
www.crisissupport.org.au
aBn: 33 185 295 654
asn: a0021399X




