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Crisis Support Services is Australia’s 
leading professional telephone and online 
counselling provider. Crisis Support 
Services also provides specialist training 
to corporate and private sectors, local 
community organisations, and not-for-
profits, offering insights into a range of 
complex issues relating to mental health 
and wellbeing. With a proud 50 year history, 
Crisis Support Services 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, Crisis Support Services 
plays an integral role in Australia’s mental 
health sector by setting the benchmark 
for quality across the telephone and online 
counselling industry. 

Each year, more than 160,000 calls are 
received by Crisis Support Services. 
Ensuring availability to callers 24 hours a 
day, seven days a week, 365 days of the 
year is paramount. It requires the teamwork 
of 160 professionals including qualified 
psychologists, social workers, counsellors 
and mental health workers to work across 
multiple services. 

During the 2011-12 financial year, Crisis 
Support Services effectively managed 
more than 10 telephone and online support 
services, including MensLine Australia, 
the Suicide Call Back Service, SuicideLine 
Victoria, the ATAPS After-hours Suicide 
Support Line, the beyondblue info 
line, Veterans Line, the Department of 
Defence All-hours Support Line, the LIFE 
Communications project, Australia Post 
MensLine and Open Universities Australia 
Care Line. 

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.
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As we reach the end of another financial 
year, it is a great time to reflect on all that 
we have accomplished in a short space of 
time, in particular the work we have done 
to set in place the foundations for continued 
success in the years ahead. 

During 2011-12, our board and 
management team focused on the 
development of plans and strategies to 
support future growth. These strategies will 
be at the heart of the future work of Crisis 
Support Services, and are intended to drive 
us to remain at the forefront of professional 
remote counselling in Australia.

In the context of these plans, and given 
the remarkable evolution of Crisis Support 
Services over the past three years, the 
timing is right to rebrand the organisation 
to better express who we are and define 
the vital services we provide. Our new name 
and brand will also reflect our position as 
leaders within the sector. The rebranding is 
a significant milestone for our organisation, 
and has evolved out of a strong shared 
identity and a clear vision for the future. 

Our new identity coincides with our 
decision to move to new, purpose-built 
premises. The new building has been 
designed with the future needs of Crisis 
Support Services in mind and will provide 
the space, infrastructure and resources for 
our intended improvements and growth. 
Both the rebranding and relocation projects 
are seen as exciting developments for our 
organisation and strengthen our ability to 
take up future opportunities. 

We were delighted to re-secure our service 
contracts for MensLine Australia, the 
Suicide Call Back Service, SuicideLine 
Victoria, the beyondblue info line and 
ATAPS (Access to Allied Psychological 
Services) After-hours Suicide Support 
Line. We remain committed to providing 
professional, high quality services on 
behalf of our funders to help strengthen 
communities, rebuild families and cut 
through barriers to save lives. Our 
funders, who include the Department of 
Families, Housing, Community Services 
and Indigenous Affairs (FaHCSIA); the 
Department of Health and Ageing (DoHA); 
the Victorian Department of Health; the 
Department of Veterans Affairs (DVA); 
the Australian Defence Force; and 
beyondblue, continue to put their trust  
in us to deliver high quality services to  
the community.

Our expansion into new modalities, 
including online counselling, ensures that 
we continue to provide vital services to 
anyone who requires them, regardless 
of their location or circumstances. Online 
and other remote services such as video 
counselling will remain an important future 
strategic focus for Crisis Support Services 
as we continue to innovate and grow.

Another highlight of the year was our 
involvement in the American Association 
of Suicidology (AAS) Conference. Crisis 
Support Services gave presentations about 
two of our services, the ATAPS After-hours 
Suicide Support Line and the Suicide Call 
Back Service at the Conference. Attendees 
were interested and impressed by our 
services and it was very gratifying to be 
received so positively by a distinguished 
international audience. This year we again 
obtained accreditation with the AAS, and 
remain the only organisation in Australia 
to have this valuable endorsement.

We are conscious that delivering our 
strategic priorities requires strong 
collaboration and committed support from 
our partners. Our partnerships with key 
stakeholders in the government, corporate, 
community and philanthropic sectors have 
strengthened over the year and we are 
grateful for their support. 

We are committed to making sure that 
these strong relationships continue to grow 
and develop. We have been especially 
grateful for, and humbled by, the generous 
pro-bono support received for our new 
initiatives over the past year, particularly 
for the rebranding and relocation projects. 
With the continued support of our partners, 
we are driven to work together to pioneer 
new services.

It has been a very busy, exciting year 
and we would like to thank our staff who 
have worked incredibly hard to place our 
organisation in a strong position for the 
future. We would like to extend our thanks 
to the Board for their vision, direction and 
invaluable support. 

We are proud to have secured our 
position as leaders in professional remote 
counselling and enter another year more 
confident than ever that we will continue  
to strengthen and grow our organisation.

Nicholas Voudouris PhD MAICD 
Chair

Alyson Miller 
Chief Executive Officer
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CHAIR

Dr Nicholas Voudouris,  
PhD, MAICD
Nicholas is the CEO of the Australian 
Psychology Accreditation Council and 
a clinical psychologist. He has more 
than 15 years experience in training 
and supervising psychologists and has 
worked for over 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. 

DEPUTy CHAIR

Seán Hogan
Seán is the 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 including private 
health insurance, manufacturing, retail, 
and government sectors. He became 
a Director of Crisis Support Services in 
2005 and was elected to the position  
of Deputy Chair in April 2010. 

SECRETARy

Michael Grigoletto
Michael Grigoletto is the Director, 
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. 
He became a Director of Crisis Support 
Services in 2006. 

CHAIR – FINANCE COMMITTEE

Lynette O’Loughlin
Lynette has over 20 years experience in 
the not-for-profit sector. Her previous roles 
include Financial Controller for a leading 
child and family welfare organisation and 
Business Manager for Greening Australia 
(Victoria). Lynette has also developed 
invaluable knowledge and experience 
in administrative areas of IT, motor 
vehicle fleet management and corporate 
governance. Lynette became Chair of the 
Finance Committee on the Board of Crisis 
Support Services in February 2005.

DIRECTOR 

Ron Forsyth
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. He 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 
SME’s. He became a Director of Crisis 
Support Services in 2007.

DIRECTOR 

Arthur Papakotsias
Arthur Papakotsias has been Chief 
Executive Officer of Neami Limited for 
over 20 years. Neami is an accredited 
national, not-for-profit, community 
managed provider of mental health 
rehabilitation, housing and support 
services. Neami provides services in 
Victoria, NSW, SA, Queensland and 
WA in the areas of housing and support, 
individual and group rehabilitation program 
and art-based practice. Arthur has a 
background in Psychiatric Nursing and 
has completed post graduate studies in 
management at Royal Melbourne Institute 
of Technology. Arthur became a Director 
of Crisis Support Services in 2009 and 
is also a Board Director for the Mental 
Health Council of Australia and Housing 
Choices Australia.

DIRECTOR

Derek Humphery-Smith
Derek is the National Head of the 
Workplace Relations & Safety Group at 
law firm Lander & Rogers. He practises in 
all areas of workplace relations and safety 
law, operating extensively across both the 
public and private sectors. Derek appears 
regularly before Fair Work Australia, 
various equal opportunity commissions and 
tribunals and has developed an extensive 
series of training workshops used by 
numerous national employers. As a former 
AFL field umpire, Derek retains a strong 
interest in AFL football through a weekly 
radio show on SEN 1116. Derek became a 
Director of Crisis Support Services in 2011.
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Our strategic focus

In the 2011-12 financial year, Crisis Support 
Services board and management team 
developed high-level strategies to ensure 
the organisation continues to move forward 
and lead the way in providing quality, 
professional remote counselling.

Over the coming years, Crisis Support 
Services will proactively seek out new 
opportunities as part of a progression 
strategy. The opportunity for Crisis Support 
Services to extend its influence, and best 
achieve its mission of supporting people to 
manage crisis and develop well-being, is 
through the creation of new services. There 
are opportunities to pioneer new forms of 
remote counselling (e.g. video counselling 
for rural and remote clients) and provide 
after-hours case management that links 
with ‘on the ground’ services to provide 
essential continuity of care.

Our core service lines; MensLine Australia, 
Suicide Call Back Service, SuicideLine 
Victoria and Veterans Line will continue to 
be the foundation of our future success. 
Crisis Support Services works closely 
with funders to keep developing these 
vital services. Significantly, the track 
record achieved in delivering high quality, 
professional remote counselling services 
through these existing services, ensures we 
are well placed to continue to seek out new 
partnerships and funding opportunities.

Critical to our growth is a strong belief 
in who we are and where we are going. 
This last financial year, we strengthened 
our foundations and made the decision to 
rebrand in order to position Crisis Support 
Services for the future. We commenced 
plans to relocate to a new, purpose-built 
building which will allow Crisis Support 
Services to continue to grow and realise 
our full potential.

Some of our key achievements over the 
past financial year were: 

•	 	Re-secured	all	of	our	service	contracts	
including MensLine Australia, Suicide 
Call Back Service, SuicideLine Victoria, 
Veterans Line and beyondblue.

•	 	Established	the	infrastructure	and	
resources to enable greater capacity.

•	 	Developed	strategies	to	enable	growth	
and diversification over the coming years.

•	 	Developed	several	key	partnerships	with	
government, corporate and philanthropic 
organisations. 

•	 	Commenced	the	process	of	rebranding	
Crisis Support Services. 

•	 	Commenced	the	relocation	to	a	new,	
purpose-built building.

•	 	Integrated	online	counselling	into	 
key services.
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“ The training gave me more of 
an understanding about mental 
illness. We learnt practical 
strategies and I now have the 
knowledge to help provide options 
for people to seek help.” 

Farstad Shipping

“ Excellent sessions addressing all 
participants’ roles and needs.” 

beyondblue 
Call Management and  

Self Care workshop

“ I enjoyed today’s training – made 
me realise things I would like to 
improve on.” 

Blue Star 
Call Management and 

Self Care workshop

Internal
Led by a dedicated training department,  
all counsellors complete mandatory training 
modules in conjunction with detailed 
inductions to service models and different 
counselling modalities (telephone, online 
and video). Training sessions build on 
existing counselling skills, reflect clinical 
best-practice and are enhanced by regular 
engagement with Clinical Supervision and 
Quality Assurance staff.

External
Crisis Support Services offers expert, 
specialist training to Australia’s leading 
corporate, industry and community 
organisations. Specialised training is 
custom designed to meet the needs 
of clients. This specialised training 
develops capacity, emotional intelligence, 
resilience and skills in individuals and 
work groups, enhancing health, wellbeing 
and productivity. Based on adult-learning 
principles, our training is engaging, highly 
interactive and develops practical life 
strategies for the workplace and beyond. 

Our external training programs include:
•	 Working	effectively	with	men
•	 	Managing	suicide	risk	–	assessment,	

recognition, response and referral
•	 	Working	productively	with	difficult	and/

or distressed clients and customers
•	 	Managing	challenging	and	demanding	

callers
•	 	Workplace	mentoring:	developing	

networks of care in the workplace
•	 Building	resilience	–	self-care	
•	 	Managing	crises	and	critical	incidents	

in the workplace
•	 	Introduction	to	counselling	and	 

listening skills

SuperFriend
Crisis Support Services is delighted to 
be one of six organisations selected to 
partner with SuperFriend. Created by 
the Industry Funds Forum, SuperFriend 
is passionate about making a difference 
to the mental health and wellbeing of 
Australians who belong to industry 
super funds and their families, friends 
and fellow workers. The Industry Funds 
Forum has a membership that equates 
to half the Australian working population, 
so the activities and programs delivered 
by SuperFriend significantly influence 
people’s knowledge and understanding 
of mental health and wellbeing. Through 
this partnership, Crisis Support Services 
is delivering the SuperFit Mates program, 
an innovative workplace mentoring 
program that works across three 
organisations to empower staff through 
the provision of mental health peer 
support and training. It is hoped  
the initiative will be rolled out nationally  
in the future.

Who we are

Our People Training

In order to provide quality, professional 
remote counselling services and specialised 
training programs, Crisis Support Services 
employs 160 professional staff. 

Crisis Support Services is governed by an 
honourary Board of Directors and under  
the auspice of the Chief Executive Officer  
– Alyson Miller, the organisation consists  
of eight major departments: 
•	 Clinical	Services
•	 Commercial	Activities
•	 Research	and	Innovation
•	 Finance
•	 	Human	Resources	and	Administration
•	 Information	Technology	
•	 Marketing	and	Communication
•	 Business	Development

The Senior Management Team
The 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 Crisis Support Services 
- the delivery of professional counselling 
and training services. Each major service 
is managed by a dedicated program leader 
who has clinical and management expertise 
relevant to their specific role. 

Qualified, professional counsellors 
Our counsellors are qualified professionals, 
who work across a 24/7 roster to support 
the thousands of callers to our services 
each week. All Crisis Support Services 
clinical staff hold a tertiary qualification 
in either psychology, social work or 
counselling, as well as significant field 
experience in counselling. Many staff 
are undertaking further study and the 
experience gained at Crisis Support 
Services enhances their academic  
pursuits and brings new learnings to 
the organisation. 

Professional services team 
Our support staff are qualified 
professionals who provide support in 
areas of finance, IT, HR, communications, 
reporting and statistics, workforce 
planning, business development and 
administration. 

Supporting Our People 
Our Clinical Services department 
comprises a team of specialist staff 
involved in selecting, training and 
supporting counsellors, ensuring the 
highest professional standards and quality 
of care. Counselling Managers, Quality 
Assurance and Clinical Supervision staff 
work together to enhance counsellor skills 
and expertise. Ongoing expert support 
enables continual service improvement, 
and ensures specific attention and 
expertise is provided when managing 
challenging or high-risk clients.

0908
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What we do 

MensLine Australia supported thousands  
of callers and experienced a significant 
increase of 13 per cent over 2010-11 
and demonstrates the ongoing demand 
for the service. Traffic to the MensLine 
Australia website has also substantially 
increased by 30 per cent from the 
previous financial year, highlighting a 
strong demand for online resources 
and information.

MensLine Australia completed two 
successful pilot projects in this year: an 
online (text based) counselling service 
and an Arabic Call Back Service. Both of 
these projects are now well established 
within the MensLine Australia service. 

In the last quarter of the last financial 
year, we also undertook an extensive 
survey of callers to MensLine Australia 
and identified a critical need to provide 
video counselling which will commence  
in the 2012-13 financial year. 

CONTACT

MensLine Australia 
1300 78 99 78

mensline.org.au

MensLine Australia is nationally regarded 
as the leading telephone and online 
support service for Australian men. This 
vital service provides men dealing with 
family and relationship concerns with 
universal access to quality support through 
the provision of specialist counselling, 
information and referrals.

This last financial year, Crisis Support 
Services were successful in securing a 
further three year contract to deliver the 
MensLine Australia service. MensLine 
Australia is a key component of the 
family support program funded by the 
Department of Families, Housing, 
Community Services and Indigenous 
Affairs (FaHCSIA) which focuses 
on children, collaboration with other 
community focused organisation’s and 
connecting with the most vulnerable and 
disadvantaged people in our community. In April 2012, Crisis Support Services 

launched the first online counselling 
project for suicide prevention in Australia. 
This project is running as a nine month 
pilot delivering online (text based) 
counselling sessions free of charge to 
the carers of people at risk of suicide 
and people bereaved by suicide. The 
online counselling service will increase 
accessibility for people who are otherwise 
unable to access support due to their 
location or circumstances. 

In addition to the telephone and online 
counselling support, those in need can 
access a wealth of resources via the 
website. These resources include carer 
and bereaved support forums, video 
vignettes, a community referral database, 
extensive psycho-education, and 
e-therapy modules on grief and 
loss developed in partnership with 
Swinburne University.

CONTACT

Suicide Call Back Service 
1300 659 467

suicidecallbackservice.org.au

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). 

Suicide Call Back Service continues to 
be the only national suicide counselling 
line providing professional 24/7 support 
to anyone affected by suicide, including 
people who are feeling suicidal, their  
carer’s and anyone who has lost someone 
to suicide.

A unique feature of Suicide Call Back 
Service is that it provides people with 
access to ongoing professional support 
through up to six telephone counselling 
sessions with the same counsellor.

In addition, the Suicide Call Back Service 
provides a 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

In Fy11-12, incoming calls continued  
to exceed the number of calls anticipated, 
highlighting the increase in demand and 
the high regard for this professional service. 

MensLine Australia Suicide Call Back Service

“ I first called MensLine Australia 
more than two years ago during 
a very difficult time. Soon after 
my son was born, my then 
partner took him from my care 
and refused to let me see him. 
What followed was an emotionally 
horrific time as I dealt with the 
grief I was feeling and then the 
daily stress, pain and frustration 
that came with going through the 
court process. MensLine Australia 
was recommended to me and I 
started using the service regularly 
to get me through. MensLine 
Australia played a big part in 
getting me through in periods 
when I was not seeing my son 
and was thinking “I don’t want to 
keep going with this life”. It has 
allowed me to talk things through 
and come to an acceptance of 
what’s happened in my life. I’ve 
now been able to reduce my use of 
MensLine Australia but I know it’s 
always there.”

Joe 
MensLine Australia caller

“ Thank you from the bottom of 
my heart for being there when I 
needed it. I spoke to a counsellor 
last Friday who was very 
supportive and gave me some 
really good advice around caring 
for my daughter who was having 
thoughts of suicide. My daughter 
seems to be over the worst of it 
and is now getting the support 
she needs to get through.” 

John 
Suicide Call Back Service caller
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What we do 

SuicideLine Victoria beyondblue info line 

SuicideLine Victoria is the only state  
based suicide telephone service in  
Australia and is funded by the Victorian 
Department of Health. The service 
operates 24 hours a day, seven days  
a week. 

SuicideLine Victoria provides free, 
professional telephone counselling and 
information for all people affected by 
suicide across Victoria. The professional 
counsellors of SuicideLine Victoria are 
responsible for providing accessible 
care to Victorians at the highest risk of 
suicide, people worried about someone 
at risk and people bereaved by suicide. 
Last financial year, thousands of callers 
received support and of these, the 
majority were at some suicidal risk 
themselves, accentuating the importance 
of having skilled professional counsellors 
available to provide specialist counselling, 
intervention or referrals. 

In Fy11-12, Crisis Support Services 
secured a further three year contract to 
deliver SuicideLine Victoria. The service 
has developed numerous partnerships 
with a wide range of Victorian health 
and community services and providers, 
strengthening its 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 Victoria. 

CONTACT

SuicideLine Victoria 
1300 651 251

suicideline.org.au

The beyondblue info line is a national 
service operated by Crisis Support 
Services, 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. 

Supporting thousands of callers every 
year from all across Australia, 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 last financial year, 
the beyondblue info line supported 
beyondblue with several of their 
campaigns including Mental Health 
Week/Anxiety and Depression 
Awareness Month and Movember.  
The demand on the info line for 
resources peaked during these  
campaign periods.

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

CONTACT

beyondblue info line  
1300 224 636

“ I’ve just come out of hospital and 
I wanted to thank the service, 
particularly two counsellors who 
have supported me over the last  
12 months while I was going 
through therapy. I am really 
grateful for the support you have 
given me and I am now feeling 
more in control of my life.”

Duncan 
SuicideLine Victoria caller

Dear beyondblue info line team,

The last time I wrote to you, I was 
in such a desperate situation, I was 
not sure what the next day would 
be like. There was no avenue for 
me to let out the weight of the 
stress I was carrying. And then I 
called beyondblue info line. 

Since then my life has been a lot 
better. This year has almost come 
to an end now and I still have a job 
and I am happy and love going to 
work. Thanks to you, I was able 
to get through a very difficult time 
and now, things are absolutely 
fantastic.

I cannot thank you enough for the 
help and support you gave me. 
Please keep up the good work. 
There are many more people that 
need you.

 
Richard 

beyondblue info line caller

I recently called the beyondblue 
info line and wanted to say thank 
you to the counsellor I spoke to.  
I had been feeling very unwell and 
having suicidal thoughts, however 
I felt well supported by the 
counsellor. After the phone call, 
I went to my GP the next day and 
reconnected to counselling in my 
local area. I now have a sense of 
hope and wanted the beyondblue 
info line counsellor to know I was 
ok. Thank you so much! 

Sophie 
beyondblue info line caller
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The national ATAPS (Access to Allied 
Psychological Services) After-hours 
Suicide Support Line is a specialised 
service designed to support allied health 
providers working with people at-risk of 
suicide, providing their clients with access 
to dedicated professional telephone 
counselling outside business hours. 
This service is funded by the Australian 
Government Department of Health and 
Ageing (DoHA). Whenever allied health 
providers are concerned for a client, they 
can request that the ATAPS After-hours 
Suicide Support Line contact their client 
to help keep them safe and provide 
specialist support.

In 2008 Crisis Support Services was 
awarded the contract to run the ATAPS 
After-hours Suicide Support Line as part 
of a pilot program. After the success 
of the pilot, the initiative evolved into a 
service in its own right. In Fy11-12 the 
ATAPS Suicide Prevention Programs 
expanded exponentially across the 
nation’s Divisions of General Practice and 
Medicare Locals, resulting in a significant 
increase in the busyness of the ATAPS 
After-hours Suicide Support Line. In the 
first three months of 2012, the service 
supported almost three times more calls 
than in the entire 2010-2011 year. 

Earlier this year, ATAPS was represented 
on an international scale at the American 
Association of Suicidology (AAS) 
Conference in Baltimore. Crisis Support 
Services’ Director of Research of 
Innovation and the CEO presented on 
ATAPS’ collaborative multidisciplinary 
approach to managing client care, 
focusing on the ATAPS After-hours 
Suicide Support Line’s vital role in 
assuring continuity of care.

Crisis Support Services is currently the 
only Australian organisation with AAS 
accreditation, and we are proud that 
ATAPS After-hours Suicide Support  
Line has been recognised on an 
international scale as an acclaimed 
suicide prevention service. 

Veterans Line is funded by the 
Department of Veterans Affairs and 
provides professional counselling and 
crisis support to Australian veterans of 
war and peacekeeping operations, and 
their families. Crisis Support Services 
manages this line as the after-hours 
component of the Veterans and Veterans 
Families Counselling Service (VVCS). 

The majority of calls to the service are 
from veterans, with a significant number 
of family members of veterans also 
contacting the service.

While the breadth of caller concerns 
are wide, the majority of calls involve 
psychological distress including post-
traumatic stress disorder, depression, 
anxiety and general family and 
relationship concerns as a result of 
military related stress.

In Fy11-12, Veterans Line experienced 
a significant increase of 40 per cent 
over 2010-11. The service received 
thousands of calls from members of the 
veteran community experiencing social 
or psychological difficulties such as 
post traumatic 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. Crisis Support Services is 
honoured to provide support for the men 
and women who have served our country.

The All-hours Support Line is funded by 
the Australian Defence Force and 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 
that Australian Defence Force members 
and their families face, and are able to 
offer advice on services that are most 
appropriate to assist them.

What we do 

ATAPS After-hours  
Suicide Support Line Veterans Line 

Department of Defence  
All-hours Support Line

“ I just wanted to say thank you  
to the counsellor who gave me 
life saving support last week.  
I think it most likely prevented  
me from taking my own life. I  
can’t say how important it is to  
me that the ATAPS service is 
there when I need support.  
Thank you so much.”

Jesse  
ATAPS After-hours  

Suicide Support Line caller

“ I spoke with an exceptional 
counsellor – he listened well, 
showed empathy and understood 
my concerns and condition and 
indicated that he cared. The result 
was that I was calmed, able to 
eat and sleep for the first time 
in ages. I feel that he restored 
hope in me and I wanted his 
supervisors to know what an 
asset he is to Veterans Line.”

Ron 
Veterans Line caller

crisissupport.org.au
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What we do 

Australia Post MensLine
Open Universities  
Australia Care Line LIFE Communications 

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. After this time, the service  
diverts back to MensLine Australia,  
giving Australia Post a 24-hour service.

In 2011-12, Crisis Support Services 
delivered an after-hours Employee 
Assistance Program (EAP) on behalf 
of Davidson Trahaire Corpsych. Crisis 
Support Services managed all after-hours 
calls received from organisations that 
use Davidson Trahaire Corpsych’s EAP 
services. This included employees of some 
of Australia’s largest government and 
corporate organisations.

During 2011-12 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 
involvement in Expert Insights. More 
than 1,000 industry professionals and 
community members have subscribed to 
LIFE News within this period, increasing 
our total subscribers to over 5,100. The 
launch of Expert Insights attracted over 
1,700 page views since its introduction  
in October 2011.

CONTACT

LIFE Communications  
livingisforeveryone.com.au

In 2011-12, the Open Universities 
Australia Care Line was a free, 
confidential service for students of 
Open Universities Australia who faced 
the challenge of studying off-campus.

Crisis Support Services operated 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 operated 24 hours a day, 
seven days a week and ensured that 
students of the university had access to 
the support they needed when juggling 
multiple responsibilities, such as work, 
friends, family and study. 

In 2011-12, the Open Universities 
Australia Care Line experienced a 28 
per cent increase in calls compared 
with the previous financial year. 

LIFE Communications is a National  
Suicide Prevention Strategy (NSPS) 
project managed by Crisis Support 
Services and funded by the Department 
of Health and Ageing. The project aims to 
improve suicide and self-harm prevention 
activities in Australia through the promotion 
of the LIFE resources and website, and 
improve communication between suicide 
prevention stakeholders in Australia. This 
is achieved by providing access to a range 
of resources and research, including the 
latest information from NSPS projects. 

The LIFE website is a world-class suicide 
prevention resource and last financial year 
received over 57,000 visits to the website 
(livingisforeveryone.com.au). 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.

“ A big thank you for sending 
me the LIFE suicide prevention 
framework so quickly. It is packed 
with so much useful information 
which is assisting me with my 
study and will continue to do so 
in the future as well, I’m forever 
grateful.”

Lynda, Diploma Of Counselling Student, 
Brisbane North Institute of TAFE

“ Great site you have put together 
here. Particularly impressive 
information regarding when men 
most need support, how they 
engage and how to best support 
them. Thank you for your efforts.”

Blokes at ManINFO.org.  
ManINFO.org Australia’s Men’s Health & Life 

Matters Online Resource www.maninfo.org

“ I would like to express my  
heartfelt gratitude and 
appreciation to the LIFE team 
for the resources sent to me.” 

Asirifi 
Social Worker
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Despite the challenging economic 
conditions which characterised the 
2011-12 financial year, Crisis Support 
Services performed strongly with 
increased funding levels for our core 
services; growth in investment returns; 
and strengthened relationships with, and 
support from, Trusts and Foundations. 
These revenue achievements coupled 
with operational improvements including 
investment in workforce planning and 
telephony technologies meant that more 
than 160,000 Australians received 
support through crisis by our professional 
counselling, information and referrals 
to local services, online resources and 
expert training.

Key financial results
The organisation recorded a surplus of 
$378k compared to a surplus of $307k 
for the year ended 30 June 2011 being 
a 23.03% increase or $71k. The result is 
primarily due to record investment income 
and continued efforts to diversify other 
income streams.

Total income in Fy2012 was $9.607m. 
This represents an increase of 9.34% 
on Fy2011. 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 Fy2012 was 
$9.229m. This represents an increase 
of 8.85% on Fy2011. This increased 
expenditure is a consequence of the 
expansion of our funded services and 
upgrading our workforce planning and 
telephony capabilities.

Income Streams
Income in Fy2012 increased overall by 
$821k to a total of $9.607m.

Funding from government and industry for 
our core services collectively represented 
95.12% of income and grew by 25.94% 
over Fy2011. The benefits of seeking 
assistance with mental health issues are 
now better recognised and understood by 
the Australian community and have resulted 
in rising demand across our services.

Capitalising on the investment policy 
developed and implemented in Fy2011, 
income from investments represented 
2.79% of total income, an increase of 
31.92% over Fy2011 returns. 

As always, Crisis Support Services 
is especially thankful to the trusts, 
foundations and donors who continue to 
support our operations; without who, it 
would not be possible to continually improve 
our services and to develop and pilot 
innovative projects. These income streams 
increased by 139.31% to $139k and 
provided the opportunity to invest in much 
needed technology and equipment; develop 
and roll-out online and video counselling 
sessions; design and offer specialised 
training for workplace mental health and 
wellbeing and training to support migrants 
and refugees.

Expenditure patterns
Expenditure in Fy2012 increased by 
$750k to a total of $9.229m.

In line with the growth of our services and 
related funding, and the expansion of our 
research and innovation and business 
development departments, employee 
benefits and training continued to be 
our largest expense. This expenditure 
accounted for 78.26% of total expenditure 
and increased by 5.50% to $7.222m. 

One of the key drivers of the organisation’s 
capability to operate and efficiently deliver 
funded services is information technology 
and as such this represented 7.90% of 
total expenditure in Fy2012, an increase 
of 25.91% to $729k.

Property accommodation costs were 
34.24% higher than in Fy2011 as a 
result of property rent reviews, increased 
building repairs and maintenance and costs 
associated with our upcoming relocation.  

Direct costs associated with business 
development and external training were 
higher which was directly associated with 
increased income in these areas.

For Fy2012 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, 
advice and support given by the Finance 
Committee members and indeed the  
Board of Directors as a whole, was  
greatly appreciated.

Financial summary

Fy 2012 Fy 2011

Income 9,606,531 8,785,854

Expenditure 9,229,178 8,479,154

Surplus 377,353 306,700

EXPENDITURE

 Employee benefits & training 
 IT & communication
 Property
 Consultants & contractors
 Travel
 Depreciation
 Other
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INCOME

 Core services funding
 Interest
 Trusts, foundations & training
 Donations, sales & sundry
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Service Partners
Australia 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
SuperFriend
Victorian Government  
Department of Health 

Community Partners
Australian Medicare Local Alliance 
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 Relationship Services Australia
Lifeline
Mental Health Council of Australia 
Mibbinbah
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

Trew Health
University of Melbourne 
University of Newcastle
VACRO
Victoria Police
Victoria Transport Workers Union
White Ribbon Foundation
Women in Mining

Support UsOur Supporters 

The important work of Crisis Support 
Services would not be possible without  
the generous contributions of our 
supporters. Crisis Support Services 
extends a huge thank you to: 

Our Supporters
Bell Charitable Fund
Bendelta
Billi Pty Ltd
Charter Hall
Chess J. Wilson Removals
Collier Charitable Fund
Corporate Window Film Company 
Dig Design
Freemasons Lodge Chelmsford
Gallagher Jeffs Consulting
Google Grants
Helen Macpherson Smith Trust
HR Anywhere
Interpoint Events
InterfaceFLOR 
Kilfera Foundation
Lander & Rogers
Miller Foundation
Neilma Gantner
Nous Group
One Fell Swoop
Perpetual Trustees Company Ltd
PTID Environments
Roger Taylor & Juliette Ward
Scanlon Foundation
Schiavello
Spring
Telematics Trust
The Ian Potter Foundation
The Jack Brockhoff Foundation
The Rotary Club of Footscray
Urban Services
Westpac

“ I am truly delighted to be involved 
with Crisis Support Services. It is 
important that when people are in 
difficult times that we help them 
understand that things will be ok 
even if it doesn’t feel so in that 
moment. The online and video 
counselling programs are a huge 
step forward to ensure people 
know they are not alone and can 
access the service they need, 
when they need it most.” 

Janita Ryan  
Kilfera Foundation
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Crisis Support Services is Australia’s 
leading professional telephone and online 
counselling and training provider.

As a not-for-profit, we rely on community, 
corporate and government support to 
continue to provide these vital services. 
With your help we can continue to deliver 
telephone, online and video counselling and 
mental health training programs to people 
in need, whenever and wherever they  
need us. 

How you can help:

•	 Fundraise
•	 Make	a	donation
•	 Raise	awareness
•	 Become	a	corporate	partner

For further information on how  
to support the life saving work of  
Crisis Support Services, please contact 
the Business Development Team on 
03 8371 2800 or visit us online at 
crisissupport.org.au
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PO Box 2335 
Footscray Vic 3011
03 8371 2800
enquiries@crisissupport.org.au
crisissupport.org.au

ABN: 33 185 295 654
ASN: A0021399X

CRISIS SUPPORT SERVICES


