@ Lifeline

Darling Downs &
South West QLD Ltd

Lifeline Darling Downs & South West Queensland Ltd
(ABN 97075403059)
Holds accreditation from Lifeline Australia

Lifeline iz & Christian ministry committed to counsel in accordance with Chnstian insights,

Lifeline seeks and acknowledges the support of the wider community in enabling it to maintain
[t service,

Our Motto:

Strengthening Communities
Empowering People

Our Vision

We see a future of people living engaged and fulfilling
lives throughout our region by:

» strengthening community participation and resilience

* more individuals, families and communities achieving an increased sense of wellbeing
= increasing our engagement with at-risk groups

*» helping to reduce rates of suicide in our region

» maintaining a state of readiness to respond to natural disasters via our Community
Recovery capabilities

= ensuring our practices and systems are responsive to community needs and expectations

Our Thanks

The Lifeline Darling Downs & South West Gueensland Ltd Team extends thanks to the
Chronicle, ABC Radic Southern Queensland, Radic Stations Triple M 864 Darling Downs,
4WK and 102.7 FM Community Broadcasting Association of Australia, WIN Television,
Channel Seven Queensland, Nine Television Network, Southem Cross Austereo, The Dalby
Herald, The Warwick Daily News, Queensland Country Life Newspaper and other rural
papers for their support throughout the year.
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OUR HISTORY (1975 - 2019)

The establishment of Lifeline Toowoomba was due to the efforts of Mr Vic Davis, a foundation member of
Liteline Brisbane and retired bank manager,
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Lifeling Toowoomba openad at Matida House,
B8 Russsll Biresl Tooweomba freceaving 800 ta
TO0 cadla per advrirm).

Fev Gaoll Waugh serves aa the Intanm Dusotorn

Reov Aobert Holt tokes over aa the Director of
Lifedine Toowoomba

Sister Barnadetie Curtin LC.M. is appolnted
Diractor

The Family Support Sarvics known orginally os
The Homemaker Sanvics) s first funded

Rev Noal Park beging ea Dwecton/Managing
Director

Tha htaterial Ald Sarvics inow called Emegency
Raliaf) |5 satabdsteed.

Thé Counseling Centré (s reocated o
181 Hume Street, Toowoomba

The Dalby and Warwick Sub-Commitiess are
astablished to halp tund the first land line to
Toowoomba in June 1082,

F0B3 Lifeline’s current bogo |s approved by the
Matianal Board of Litalre Auatralia.

The Distribution Centre relocates o
2-& Hodgaon Sarest

Lifaline Farmiine is estabiished 10 haip farmes
cope with high interest rates

Ralocation of the Counsslling Centre to 127
Fusssll Sirest in 1988

Tha Dalky Ofice is 2pened,
The Breok-even Program is estabished

Telstra infroduces the Natlonad Numbser - 13 11
14

Thie Coungsliing Cantre relocates to
5 MIll Stresst,

Fural Family Gounsaling Sanice established.
Thia Company ia regislensd

Viorwick Counaalling Rosme and Shop
eslablished

St George Counsalling Roorms and Shop
sotublished

The Distribution Cantre relocales to
1024 Stephen Street

Charlevills Offics s sstablishad

Offics at 1 Taylor Streat, Toowcomba ls
ealablished

Dok Tuffiold appoirted General Manager
Dulby Offic (1 Pairick Streat) in officially
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Tha Liteline Srmart Tip Shop s oficaly opaned.
Promisss at 17 Long Strest. Toowoomba are
purchasad

Calabration of 30 Years of Servioe.

HNational Roll-Out of Greater Acceas Program by
Lifaling Australia Incomporated - 1211 14,

Oifice opens a1 34 Quesn 51, Roma,
Office opens &l 24 Stockyard 31, Cunnamulia

Lifedine Darfing Downe & South West QLD Lid
calabrates 35 years of sandce,

Execution of new Memorandum of
Underwimnding || betwean UnitingCare
Commamity end Lifsline Darfing Downe & South
Weat QLD Ltd

Purchess of 33 Russell Street, Toowoombn

Rsnovations commeanced at 1924 Stephan
Streel and 33 Russell Stree

Sals of 5 Mill & 1 Taylor Streets, Toowoomba

Padocaton of Head Office to 33 Rusesll Bitreet,
Toowoomba

Official Opaning of Head Offica. 33 Russasl)
Street. Toowo-oirba

Ceficial Openang of Renovations 1o Distnbution
Centre, 1024, Stephan Strest, Toowoomba

Sale of 17 Long Stest, Toowoomba
Opaning of New Shop in Warwick
Celabration of 40 Years of Service
Opeaning of Hares Stresl Suparsons
Opening of new Smart Tip Shop, Wallcamp

Cfficral opaning of the Flaxi-Schoal
Intergenerntional Mentonng Hub

Liteline Awstralia Winter Ssaslons hald in
Toowoomba

Purchase of SateStant Units (2} 1o support
dameslic and famdy viclshce victima

Offical opaning of the new ook Wilsonton
Shopping Cenfre

Purchsse of bullding 14-16 MeDovall Strest
Foma lor offices,

Returmn to the Tilanic Fundraiaing Dinner, raised
$15,000

Opening of second Conteiners for Change depot
in Dalby
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ABOUT US

44 YEARS

of Dedicated Service

Lifeline Darling Downs & South West Qld Ltd provides
counselling and community services on the Darling Downs and
in the far South West of Queensland, a coverage area of more
than 500,000 square kilometers. We are the largest Regional
Lifeline Centre in Australia and a Member of Lifeline Australia,
our national body

25 LOCATIONS 15,000

PEOPLE REGEIVING
CARE AND SUPPORT

240

STAFF EMPLOYED 140

IN 2018

STAFF EMPLOYED NOIS GLENTS

IN 2019 21 2 350
+

OVER THE PAST
12 MONTHS CUR
VOLUNTEERS

WE PROUDLY HAVE ESTABLISHED
OFFICES IN CUNNAMULLA,
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CHARLEVILLE, DALBY, ROMA, )

ST GEORGE, TOOWOOMBA AND

WARWICK 1 2,500
HOURS

We have shops in INVITAL WORK

15 different locations D R

acCross our coverage area
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BOARD CHAIRMAN

Andrew Taylor

Itis with much pleasure that | present the Ghalman's
report for 2019 on behall of the Board of Lifeline
Darling Downs and South Wes! Quesensiand Lid
[Lifeline Darling Downs).

As you read through the pages of this report, you
will hopefully get a sensa of the breadth of services
that Lifefine Darling Downs provides o pecple on
the Darling Downs and in the South West corner of
Queensland. | hope that by the end you will have
some insight into the extraordinary work that our
team underiake avery day.

Qur aim s to assiat paople in need. Whather that
15 through counselling for someone who is feeling
suicidal, whether it |a for someone who is struggling
financially or whether it is to provide affordable
clothing or goods - our goal is to meet that person’s
needs in whatever form that may be.

The Board of Directors mests monthly and twice a
yvear for board development days. Our migssion s
to ensure that the organisation operates effectively
and s able to provide whatever rescurces and
support are necessary in order for our team 1o
provide the ssrvices required.

Lifefine Darling Downs is an entity thal is locally
owned and operated, The funds thal are raised
through the sale of second-hand goods, from
donations received and from government grants
are administered locally and used for programs
and sarvices in our region. We are also proud of
our ongoing affiliation with Lifelina Australia and we
suppert the national vision of an Ausltralia free of
auicide.

Every program and division of the organisation s
considered by the Board at our mesetings during the
year. We receive reporta from every program and
division in the organisation and then make strategic
decisions to make sure that the organisation can
function properly to achieve the goals we have sat
in our srategic plan.

In particular, this year we have developed and
axtendad the range of services thal are being
provided to NDIS participants, We have seen this
area of our organisation expand considerably in the
past few years. In addition, the Board has been
ancouraged by the expansion of our services in
South Wwest Queensland. |t is with much pride that
we have withessed the rollout of additional services
in this area that so desperalely needs attention,

As we lock to the fulure, we see that there will
be an increase in demand for our services in the
community. Our focus as a Board will be to always
use the resources that have been provided lo us
to equip our team in &8 way that most effectively
addresses the people that we serve.

It has been an hanour to chair the Board this year,
Each director on the Board s extremely competent
and has a clear desire o support the organisation
and this is evident in the discuasions that take
plzce at our meeatings, | thank each one of them for
the time and commitment they have shown to the
Board throughout the year.

As a Board, we would like to thank the Executive
Management Team, our Managers, our program
coordinators and every member of staff and all the
voluntears for the tireless work that they do. The
organisation has a very bright future and we are
confident as we look ahead as an organisation that
we will ba able to conlinue to help those most in
nesad,

 Ufeline Daring Downs & South West Queensland Ltd



TREASURER’S REPORT

Alex Terwijn - Treasurer

| am pleased to present my Treasurer's Report for
the 2018-2018 Financial Year for Lifeline Darling
Downe and South Weat Queeansland Ltd (Lifaline
Darling Dowwna),

The 20HB-2010 year was a year of significant
financial growth and improved general trading
for Lifefine Darling Downs . Total Income of
§17,685 655 for the year was up 31.9% on the
201 7-201 8 Financial Year.

The deficit for the year of $104 M6 was after
depreciation of $300,749 and was down on the
previous year $212 110 surplus, However, the
surplus was achieved after an  extraordinarny
donation of 5400000 to assist us o purchase g
property for families flesing domestic and farmily
violance.

Total Income

Major contributing factors to the $4.278.414
increase in Total Income include the following:

Positive Factors;

= Grant Revenueis up $2,533 439 or 30% on last
year, This large increase includes funds from
the state and federal governments as well as
philanthropy and is a testament to Lifeline's
reputation and success in delivering programs
to assist Queenslanders in need,

«  Other Income is up considerably on last year,
This is primanly dua to the growth of Tranguillity
Care Services (TCH). This demonstrates the
level of care that Lifeline Darding Downs and
South West Queensland LUmited has provided
via TCS to our clients with a disability.

*« Training Incorme ls up 520 444 or 69% on last
year. Funds were used to conduct various
workishops on Mental Health First-Aid, Suicide
Prevention and Domestic Violence Alerts (DV-
Alert), just to mention a few.

Adverse Factors,

*  Grose Profit from Trading ls down § 240,304
or 5 % on last year. The profit contribution by
the Toowoomba stores declined by $113 828
and the overall trading result was affected by
firatly the closure of Lifeline Smart Tip Shop
in late December 2018, and secondly a more
conservative valuation methodeology for closing
stock on hand. These two factors further
affected our trading result by $81 083,

Total Income has been steadily increasing over the
past five years as reflected by the following graph.

Income

19000000
1800000
10000
16000000
1500000
14000000
13000000
10000
11000008

2014/15 2015/16

10000000

I06/17 017/18 2M8/19

conhinded ovareaf

Annual Report 2019



Total Expenditure

Expenditure is up 54 592 540 on last year
and is in line with the increases in income of
£4.276,414.

The major contributing factor to the increased
expenditure was the employment of an
additional 83 staff during the year to fulfill
abligations in providing governmeant grants and
enhanced support of NDIS services provided
to participants, As aresult Salaries, Wages &
On Costs and Superannuation was $3 433,200
higher than last year

Cther expenditure items had modest increases
in line with new programs and to fulfill
government grant reguirements.

Surplus/ Deficit

As a not-for- profit organisation, the deficit of
104,016 {or only 0.6 % of total income) is a
maore than acceptable result for the year. This
is on the back of a vary successful year from
Lifelina Darling Downs providing much neadad
community services and emotional support
agcross more than 450 000 aquare kilometres.

These financial results could not have been
achieved without the help of our dedicated
band of loyal volunteers that have contributed
their time to the success of the vision of Lifeline
Darling Downs,

Financial Highlights

Lifeline is fortunate to have many income
atreams. These income streams and asasodciated
expenditures are shown below.

Income

Expenditure

Baulch & Associates conducted an independant
audit of the Financial Statements for the year
ended 30 June 2019 and have provided an
‘unqgualified audit opinion”.

| started my role as Treasurer in May 2019 after
the resignation of Donna Lafferty who had
been Treasurer for seven years. On baehalf of
the organisation | congratulate and express our
heartfelt gratitude to Donna for her long and
dedicated service.

In my short tenure | have been very impressed
with the professionalism of the finance team
headed by Colin Aynsley as Chief Financial
Officer and the afficiency of the interaction
between the Finance & Assets Committee and
the Board.

The 2018/2020 budget has been approved and
adopted by the Board and we relish the year
ahead as wa pursue our vision of "We sea a
future of people living engaged and fulfilling
lives throughout our region’.

Lifeline Darling Downs & South West Queensland Ltd




CHIEF EXECUTIVE OFFICER

Derek Tuffield OAM

EXECUTIVE
MANAGEMENT TEAM

Chief Executive Officer
Derek Tuffiald

Chief Operating Officer-Corporate & Human
Resources

Andrew MaGill (sxited June 2019)

Chief Operating Officer -Human and
Community Services

Rachelle Patterson,

Chief Operating Officer -Partnerships and
Business Development

Rodney Wattan,

Chief Financial Officer

Colin Aynsley

Personal Assistant to CEO

Robin Waldis

It is with much pleasure that | present my
twentieth report on the activities and challenges
that have occurred within Liteline Darling Downs
and South West Queenaland Ltd (Lifeline Darling
Downs) over the past 12 months. We are g
member centre of Lifeline Australia and work
together with UnitingCare {Qid) as detailed in
aur Memorandum of Linderstanding of 2011 and
varigtion agreement of 2017.

Achievements

There are several wonderful achievements
which occurred during the 2018119 financial

year.

JULY 2018

MNatification of the successful tender for
Conlainers for Change

AUGUST 2018
HSGQF Surveillance Audit condusted

10 OCTOBER 2018
Uinlsash the Beast Writers Symposium

OCTOBER 2018
Roll-out of Office 365 across our organisation

OCTOBER 2018

Purchase of Gunnamulla houss propsry for
staft

1 NOVEMBER 2018

Successful launch of Containers for Change

DECEMBER 2018

The 4th Civic Assist / Lifeline Loads of Love
Christmas appeal

DECEMBER 2018

Hand back of Smart Tip Shop to Toowoomba
Reglonal Council after 15.5 years of partnership

FEBRUARY 2019
Past and Present Board Member Lunch

FEBRUARY 2019

The Lions Giub of West Toowoomba donation
of $27.500 from the Toowoomba Christmas
Wonderland annual event December 2018
FEBRUARY 2019

Community Recovery activation following
Townsville floods

MARCH 2019

The 39th Chronicle / Lifeline Bookfest ($74,000)

MARCH 2019
Official opening of the new ook Wilsonton store

MARCH 2019

Purchase of building 14-16 McDowall Street.
Roma for offices.

APRIL 2019

Return to Titanic Fundraising Dinner raised
$15,000

MAY 2019

Thie construction of a naw sacure fence at our
SafeStart units

MAY 2019

Rainbow Connections forum for the LGBTIGA+
community

JUNE 2019

9th Annual Wheole of Organisation Day

JUNE 2019

Centenary Heights State High School Interact
Ciub donates over 8,365 non-perishable food
for Emergency Relief, (Seventeenth year of
donations)



JUNE 2019

Cpening of second Gontainers for Changs
depot in Dalby

Challenges Resolved

We have successfully addressed our rural
accommedation (ssues during 2018/19 with
the purchase of 14-18 McDowall Strest, Roma
and the relocation of our Warwick offices to 52
King Street, Warwick. We have also fully air-
conditioned our Dalby and Gharleville offices.

Disappointments

The closure of Partners in Recovery in June
2019 after seven successful years of supporting
people with severe and persistent mental hesalth
issues. The closure of Community Managed
Mental Health South West - Charlevills as at
June 2019,

Future Challenges

With the continued growth of our NDIS
program, suitable office space going
forward will be a challenges for 201972020,

* The construction of a new book storage
area at our Distribution Centre, 192A
Staphen Streat, Toowoamba.

+ The progressive replacement of our trucks
for our Business Division,

*  NDIS - turther development of streamlining
ICT capabilities for statf and cllents,

Future goals

We continue to develop our organisational
resources in helping to pesition our organisation
tor the future. We are achieving this through;

* succession planning for key positions,

* upgrading of our trucks for the Business
Division,

= axpansion of Container for Change depols
inour region of oparation,

= continued expansion of NDIS,

* apening a new shop at Highfislds by March
2020,

Consortiums and
Partnerships

Once again Il is extremely important to
acknowledge the importance that consortium
partnerships play in the delivery of effective

 Liteine Darling Downs & South West Queensiand Ltd

and successful services in Toowoomba, on the
Darfing Downs and in South West Quesansland.
Currently we partnar with the following
organisations;

= Aftercare - Community Managed Mental
Health South West [Charleville)

* Centenary Heights State High Schoal,
Univeraity of Southern Queensiand,
The Clder Men's Network, East Creek
Community Centra, Rotary Club of East
Toowoornba, Toowoomba Regional Council
= Flexi-school Intergenerational Mentaring
Hub construction project.

+  CatholieCare Toowoomba, Centre for Rural
and Remote Meantal Heailth, Toowoomba
Clubhouse, Richmond Fellowship
Queensland — Partners in Becovery (PIA).

= CGivic Care —Loads of Love Christmas
Appeal.

+ lions Club of Toowocomba West,
Toowsomba Hospice, Toowoomba Hospital
Foundation - Christmas Wondarfand.

+  Mearcy Community Services - Family and
Child Gonnect = Roma and Charleville

+ New Hope Group - Men's Meantal Health

* He.Group — Relurn it: partnership as part of
Containers for Change in Queensland.

* Relationships Australia Queensiand - |ead
organisation for Gambling Help

+  The Apex Club of Toowoomba
s The Order of St John Hospitaller

Business Services

Manager - Angela Klein

Mse Angela Klsin |s our Manager Business
Services and through her leadership, drive and
commitment we have witnessed another strang
performance for our Business Division. Angela
has been axtramely well supported by Barbara
Dallingsr Retail Coordinator, Stephen Peannells
Distribution Centre Goordinator and many
other statf and velunteers. Early indicatlons are
thal the net profitability will be approximataly
$1 million dollars for the third yaar in a row.,
Generating cur own funds |5 extremaly
impertant to the Board of Directors and the
Executive Management Team. Over the past 12
months Angela has also managed our SKilling
Guesnslanders for Work program with 80% of
our participants securing employment by the
end of the program in March 2019,

&



Fundraising and Marketing

Manager - Kirsten McGovern

The past 12 menths has proven to be another
very busy year for our Manager Fundraising
and Marketing. Kirsten's confidence and
professional development continues to improve
as can be witnessed by our varoua successiul
fundraising and marketing activities during
201818, Two major events include the highly
successful Unleash the Beast conversation
about mental health and how it affects us,

our famiies and our community. This event
was held on 10 October 2018 on World

Mental Health Day. Another major event was
the holding of our first Return to the Titanic
Fundraising Dinner at the Cathedral Centre In
Neil Strest Toowoomba on Saturday, 13 April
2018, These avenis would not have proven

g0 successful without Kirsten's support and
commitment and that of her working party
volunteers, such as;

*  Frances Holmes

= Emma Mactaggart

s Shana Rogera

* | aura Ryan

= Bolun Waldie [staff member)
s Cr Geolf McDonald

* Cr Megan O'Hara-Sullivan

* o Sheppard

Community Training
Rob Nielsen

The past 12 months has witnessed Rob
Nielsen being extremely busy delivering a wide
variety of invaluable training in |pswich, the
Darling Downs and South West Queensland.
Robr has delivered training in DV-Alert, Mental
Health First Aid, Mental Health First Aid for the
LGBTIS community, Mindfit, Myers Briggs and
SafeTalk just to mention a few. | wish to axpress
my sincere thanks for Rob's commitment

In delivering this training on behalf of cur
organisation.

Human and
Community Services

Chief Operating Officer
- Rachelle Patterson

Ancther outstanding and very demanding

12 month’s for Hachelle as she continues
reshaping and developing her staff in the
Human and Community Services Division,
Rachelle has focused on strengthening our
rural services and had vanous western trips
dunng the past 12 months, Likewise, she has
worked extremely closely with Debbie Olsen,
Alison Smith (resigned March 2018), Darren
Tomlinson, Samantha Comelius and Alison
Gasey our Program and Practice Coordinators
and her Human and Community Services staff,
Rachelle's experience and leadership have
sirengthened our operational capacity with
increased client service delivery. Rachelle has
also performed as Acting CEQ during Derek's
annual leavs.

Corporate and
Human Resources

Chief Operating Officer
- Andrew McGill

QOver the past 12 months Andrew has developed
various new documents such as the People
Plan and the Leadership Document to help
address future staff planning and management
requirements. We are looking at a new HR
systam that will fit with our new Payral|
program to take the organisation forward

over tha next & -10 years. |t is important that

| once again acknowledge the ongoing work

of our Corporate Services staff who provide
the administration support. quality assurance,
policy review, internet communication and
technology (ICT) support services and work
health and safety for our organisation. Their
roles like other staffl help make our organisation
function, responsive and keep abreast of
constant changes In communication and risk
managemaent.

continued overleal



Partnerships &
Business Development

Chief Operating Officer
- Rodney Watton

Rodney has enjoyed a very successful but also
demanding past 12 months. He confinues to
work with our Manager Service Development
NDIS Melissa Violp to further develop and
expand our NDIS services under the umbrella
of Tranquillity Care Services (TGS}, He has been
busy with the deyelopment of the Toowoomba
Housing Hub and he has continued his

work with Golden Thread and social iImpact
developmeant. Rodney has also worked closely
with Louise Kennett our Manager Submission
Writing who has also enjoyed a successful year
in sscunng some outstanding new funding In a
wide variety of new and existing areas for our
organisation, He also has direct oversight of
our SafeStart Transltional Housing Program for
family members flesing Domestic and Family
Viclence, Rodney has also performed as Acting
GEQ during Derek's annual leave, sharing duties
with Rachells Patterson,

Finance
(Payroll & Accounts)

Chief Financial Officer
- Colin Aynsley

Cwver the past 12 months Colin has introduced
new ook financial reports for the Board of
Directors. He has produced a new monthiy
'Dashboard Report' and meets regularly with
program practice coordinators and managers
in refation to their budgets. | also wish to
acknowiedge Lea Bausch our Manager Finance
and &ll the members of the finance team for
their dedication, professionalism and support
during 2018/19. This team has seen significant
development over the past 12 monins and plans
for a new payroll system enhancemeant await in
the 2019/2020 financial year.

Lifeline Drought Appeal
Chief Executive Officer = Derek Tuffield
and PA to CEO - Robin Waldie

This has been the fourth year that Liteline
Darling Downs has supported drought sffected
landholders in our region with cash payments
direct to their nominated bank accounts.

This year our drought assistance was seif-

&
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funded, and we.are grateful 1o those who
donated to this cause. Our Relurn to Tilanic
Fundraising Dinner raised much needed funds
and we had vary genarous donations from

AGL, Aspley Caring Through Service [ACTS),
Clubs Queensland — Cabeclture, Downs

Club Toowoomba, Elders Rural, Lions Club
International District 201Q3, Lions Club of West
Toowoomba, pb Agrifoods and Re/Max Success
« Toowoamba,

We have made payments to 133 families,
assisting them to make bill payments, buy
food and fuel, pay medical bills, help with
school needs and purchase water and feed for
their stock. Robin Waldie handles all drought
applications and apeaks daily with our farmers
doing it tough during this difficult time. As well
as the financial support they receive, recipients
also appreciate the opportunity to be listened
to and to know that others care about their
situation,

In addition, Robin and | were Involved in
assisting DOr Sarah Casey and a team of the
University of the Sunshine Coast Creative
Indusiries academics in two research
projects that gim to recognise and support
the importance of emoticnal and physical
communications in rural communities. Real
Stones of Country Women investigates,
doouments, records and helps o disseminate
the expetiences and coping strategies of
women farmers and other women |iving in
drought-affected communities

Conclusion

The past 12 months have once again proved
vary challenging, exciting and Impressive for
our organisation. | wish to express my sincere
appreciation to the dedicated Board of Directors
both past and presant, staff and our volunlesrs
on how we have successfully negotiated our
way through the past 12 months with cur clisnts
as our focus and maintaining our motto of
Strengthening Communities and Empowering
People. Our success coluld not be achieved
without the combined etfforts of all staff and
volunteers to ensure we remain a succesaful
and financially viable organisation,

Derek P Tuffield OAM
Chief Executive Officer

&



CORPORATE & HUMAN RESOURCES

Andrew McGill

THE TEAM

ADMINISTRATION
Administration Team Coordinator
Karen Murray

Administration Support Officer
Eviyn McKenzla

Administration Support Officer
Sandy Neuendori

Administration Support Officer
Tracey Gnghton

Customer Service Officer
lzabella Waldie

WORKPLACE HEALTH & SAFETY

Workplace Health & Safety Advisor
Craig Linceln

INFORMATION & COMMUNICATIONS
TECHNOLOGY

ICT Manager

Andries Buys

Senior ICT Officer

Antoine Changuion

ICT Support Officer

Jay Opperman

ICT Support Officer

Aaron Linder

Assistant ICT Support Officer
Stewart McGillivray

Purpose

The purpose of the Corporate Services Team

Ia to ensure Lifeline Darling Downa and South
West Quesensland Limited (Lifeling Darling
Cownsiemployees and volunteers can continue
the exceptional service they provide to the
community, confident in the knowledge they are
supported by:

* A robust corporate governance siructure;

= A ngorous Workplace Health & Safety
WHE&S) framework;

* A people and culture strategy based on
organisational development and continual
quality improverment;

* Aquality and contemporary information and
communications technology (ICT) service;
and

= Qutstanding and timely administrative
support sarvices,

The Administration Team

The administrative team 2 crtical to the
organisation as it not only reduces the
administrative burden on counselions and other
practitioners, |t also provides all-important
recaption and customer facing operations such
as Emengency Helief,

During the past twelve months the administration
staff have welcomed the appointment of lsabelia
(Bella) Waldie 1o help strengthen the team given
the Increased workioad and growth of programs
during 2018/12,

Administration Team Coordinator Karen Murray
has skilfully led the team and ensured ongoing
training and support has bean achieved. Cur
administration staff are our face of Lifeline
Darling Downs Teowoomba. The variety of
anguines, appointments and unexpected daily
challenges keep our staff on their toes as they
answer in excess of thirty-nine thousand calls a
year.

The team of Karen Murray, Eviyn McKenzia,
Sandy Meusndor!, Tracey Crighton and |sabeilla
(Bella) Waldie have done an excellent job over
the past 12 months and we thank them and
the various administration volunteers who have
also supported us, for their dedication and
commitment to the values of our organisation.

ICT

The ICT team initiated and implemented various
Improvements in Lifeline Daring Downs in the
past year.

As expected, change and improvemant often
brings new challenges and we managed these
challenges as a team successfully, whilst
continuing to deliver support 1o the organisation
to ensure cngoing, affective communication and
ICT sclutiona throughout the organisation. In
fact, evidence demonstrates that the ICT team,
maintained uptime for the organisation far above
benchmark expectation,

In the current environment, it has unfortunately
become paramount to constantly be vigilant of
potential hackers. We therefore implementad
various new strategies o defend and protect
our systems against these potential attacks,

confinued overkeal
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Email filters had to be upgraded, all mobila
and workstations are continuously monitored,
and additional systams wera put in place o
block and protect hackers entering our internet
connections in our offices and shops.

In order to ensure that staff are up to date

with the new Implamentations, education and
training sessions commenced and |CT now
offer training to all staff twice a month. Thia
training is conducted every sacond Thursday of
the month and repeated every fourth Tussday
for staff convenience, The objeclive of these
sessions is to improve siaff knowledge, lo keep
slaff up to date with changes within ICT systems
and to ensure the effective use of our systems.
The cutcome is better time management and
higher productivity and work satisfaction for ail
involved.

Office 385 and SharePoint as a platform brought
ita own challenges. The change however,
provided us with new opportunities to enhanos
our day-to-day task management as a larger
teamn. Integration between teams is improved
and the future for more improvemeants is looking
bnght and exciting.

The ICT team are currently looking inta new
Apps to integrate with our current usages. We
have developed and launched an App for the
Community Connections team (o kesp track
of their day-to-day tasks and we are looking
forward to receiving more feadback on this App.
This App has significantly Improved the time
alficiency of the team and provided a platform
where clignts can recelve information and
meet deadlines s&t when interacting with the
community,

ICT is excited and positive aboul these changes
and innovations. The growth in Lifeline Darling
Downs in all areas, including IGT has bean
extremely positive and we as a team look
forward to the next chapter and what it holds in
store for us.

Workplace Health & Safety

All our counselling centres and business division
sites were visited during the year and found to
be at low risk to staff and visitors,

We have had 17 Workcover claims since Juns
2019, mastly minor, reguiring a single visit lo a
doctor.

We had a few staff requiring lost time from work,
two of which were the result of minor motor

vehicle accidents and two that occurred in public

places.

This is reflected in our premiurm cost which is
73% less than the industry slandard rate.

Training with rural staff at Roma, St George,
Charleville, and Cunnamulla was conducted
during visits in November and March. Topics
covered included GPS locators, incident
reporting and risk assessments. Site audits were
also conducted during these trips,

Breath test devices were purchased in November
2018 and supplied to Russell St, Stephen St and
for our rural staff in December 2018 and random
testing was implemented. \We have completed
239 tests with no positive results so far,

Responsible driver training was arranged for
approx. 52 staff from all ereas of the organisation
and was held over two days at Helidan for
Toowoomba and surrcunds staff and one day at
Homa for rural staff,

Payroll staff have received training n the use of
the Workcover website to assist in processing of
wages in relation 1o our claims.

The cpaning of our Return It sites required that
they pass comprehensive WHS audits to be able
to operate. Il is pleasing to note that all sites
passed the audits and are now operational.

Six monthly audits at our 11 Work for the Dole
sites were also conducted and all sites wera
compliant with no outstanding issues.

WHS policies and procedures were updated as
required,

A Red Cross blood donation group was
established for Lifeline Darling Downs based in
Toowocomba (as Red Groas do not have clinics in
rural Queenslandy in February and we have mads
36 donations so far, averaging about 4 a month.

 Lifeline Darling Downs & South West Queensland Ltd



PARTNERSHIPS & BUSINESS

D EVE LO PM ENT Rodney Watton - Chief Operating Officer

THE TEAM

Manager Service Development (NDIS)
Melissa Volp

Manager Submission Writing
Loutsa Kennett

Hub Services Integration Manager
Halen McGrath

Community Education Trainer
Rob Mlelsen

As the Chief Operating Officer responaible

for the growth of the organisation it has been
extremely rewarding to witness the organisation’s
devalopment over the last twelve months.

I'am very happy to concede this growth s

not the result of my efforts, but the hard

work and passion expressed by the staff and
volunteers across the whole organisation. |

am equally proud that we do not only pursueg
the low hanging fruit but across a number of
initiatives such as Rainbow Connections, Safe
Connections, the Toowoomba Housing Hub and
Community Connections, have taken the more
difficult, more inclusive, and more partnered
approach recognising that we are only a part

of the systems that impact people's lives, As

g result, | believe we have become a desirable
partner across a range of social issues. This
bringe both opportunities and challenges | fesl
blessed to be part of this wonderful work,

Achievements
Tranguillity Care Services

Tranquillity Gare Services (TCE) has continued

to grow at an outstanding rate from seven staff
engaged in June 2017 to over 20 staff engaged
In June 2018 to over B4 staff engaged dunng

the financial year ending June 2019, In the |ast
twelve months we have focused on developing
the direct service delivery elemant of our services
as this builds a backbone of revenue required for
our service to be susiainable in the long term. We
have also focused on the development of our IT
systems largely using our Office 365 environment
to streamiine and automate several of our
processes. These processes have allowed our
Financial Intermediator NDIS (FIN) service to be
a sustainable operation for the organisation and
an excellent exemplar of a partnership between
two separate departments (Finance and the

TGS team). Our long-term strategy is to develop
a saries of semi-independent 'pods’ where

a coordinator works with a group (generally

In a gecgraphic location) of participants and
their workers to operate what leels [ike {for the
participants and their families) a small local
sarvice. After a number of faled starts we have
witnessed this strategy bear frult in Warwick
which is well on its way to olfering a quality local
service with the strangth of a larger organisation.
The TGS team have also spent much time this
year developing the structures required 1o move
the service nto its next phase of development,
This has included the craation of a Support
Coordinator role specifically supporting our

FiM participants, two Service Coordinator roles
{coordinating direct sarvice delivery} and four
taam leader rolés. For the first time this year we
have alsc employed stalf specifically to provide
Support Goordination which continues to be a
significant part of our TCS senvices.

Toowoomba Housing Hub - Community
Connections Partner

| was delighted late in June 2018, on behalf of
the crganisation, fo accept an extension o our
Community Connections Partner {CCP) funding,
extending our work and partnership wiih the
Department of Housing and Public Works until
June 2020. It is fair to say that establishing the
successful day-to-day operations of the Hub was
the foous of our efforts cver the last 12 months.

| am pleased to report that the Hub has operated
every business day since opening on 8 August
2018 and has supported hundreds of households
lo access support sarvices to maintain or find
new accommodation solutions, The Toowoomba
Housing Hub operates on a 'no wrong door’
principal and we have found that this removal of
‘ellgitility criteria’ from the initial conversation
has besn a game changer in developing a quick
rapport with the Hub's customers. Dapending on
a person's needs whean thay present, ws have
thrae types of response!

s Straightforward - person has an enguiry that
can be simply responded to eithar within
the Hub {using the provided computers to
lodge a rental application) or quick referral
to the most appropriate service to meet their
needs.

» Complicated - peraon’s initial enguiry
requires gn assessmeant of their
circumsiances to determine the most
appropriate next steps. The ultimate referrals
may be to one or more organisations
howsaver once the referralis) is completa no
turther action is reguired.,

confinued overkeal
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* Complex - person may have multiple
complex issuss, assessment may require
several conversations (these may include
the provision of straigh tiorward responses
to immediate needs while assessment
continues). Ultimate referrals may be delayed
due to a lack of spaces in the appropriate
programs/housing. The Hub may be required
to pravide interim casze management while
solutions emenge, or a space opens in the
appropriate program.

The Hub is staffed by a core group of workers

emploved by Lifeline Darling Downs these

are then supported by a roster of staff from

the partnering organisations including the

Toowoomba and South West Housing Service

Centre (H5T). In addition to the assessment and

linking services, several partners also deliver

elements of their service using the Hub facilities,

In addition to the day-to-day operations of the

Hub ‘place’ as CCP we also provide a secretariat

to the Hub 'space’ or the collaboration

of services working in the housing and

homelessness sector. This group has developed

a high-level action plan seeking to: better

integrate services, hamess community resources

with the aim of eliminating homelessness in

Teowoomba. Our draft action plan has just been

endorsed and will form our work plan over the

next twelve months.

SafeStarts Transitional Housing Program

The SafeStarts units have besn operational

for just over a year now and have supported
four households to transition from crizes into

a stable life free from viclence. The feedback
from tenants and service providers has been
extremely positive and itis clear that the
transitional nature of our program fills a gap.
\We have installed new kitchens in the units with
the support of the Gambling Community Benefit
Fund. YWe have also fenced the property to

add security and privacy for our lenants with
the support of Stronger Communities Program
funding and the Apex Toowoomba group which
provided assistance tidying the yvards, removing
a wall and cleaning the paths and driveways
Community Training

| would like to take this opportunity to recognise
the contribution of Rob Nielsen over the last
twelve months. Rob has delivered thousands
of hours of community education and training
delivery including Mindfit, DV Alert, SafeTALK
and Mental Health First Aid not anly in our
region but across the state and interstate. Rob

voluntears his time to the organisation and
when the training eams the organisation a fee
the profits from these deliveries contribute to
the viork of the organisation. Cver an extended
period, these fees represent a significant cash
confribution to the organisation. Rob has also
represented the organisation and the region

at several conferences and roundtables in the
Mental Health, LGETICA+ and DV Alert domains.
This year Bob has been very busy and has
travelled extensively and it has been my great
pleasure to have witnessed his contribution to
the mission of our organisation firsthand.

Rainbow Connections

It was with great pleasure | attended the Rainbow
Connections event supporting members of the
Toowoomba LGETIGA+ community on Saturday
18 May 2012 together with my colleagues Louise
Kennett, Kirsten McGovern, Hob Mielsen and
Derek Tuffield. My role involves me attending

many events and functions locally, in Brisbane
and interstate. | am very happy to report the
calibre of speaker/content and the organisation
of the event was nothing short of sector

leading. The early feedback would confirm that
participants at the event were equally impressad
with our efforts.

My major contribution to the event was the
development of an event app using the Crowd
Compass platfzrm. The app allowed attendees



to access information about the sessions and
speakers on their own devices, in addition to
allowing the attendees (o ask quastions and
provide fesdback in real time. This is a new
innovative way 1o engage with the public that has
significant potential for many of our community
education/engagament activities. Over 200
paople engaged in the Rainbow Connections
activity and the community feedback from a
range of sources has been axtremely positive,

Submissions

Another successful yaar with Submissions
Manager Louse Kennett leading our organisation
through several significant proposals and

many smaller proposals. Louise also presented

a subrmisgion wnting presentation at the

Mational Association of Charitable Recycling
Crganisations (NACRQY) conference and assisted
with & number of Golden Thread activities {social
impact arflculation and measuremernit) both
internally and externalhy.

Challenges

Adequate resources continue to be a challenge
with very few weeks coming to an end where all
pending [tems have received their due attention,
Both the TGS and Hub processes continue to
develop fastar that the available resources which
places stress on everyons involved.,

The Future

As discussed above, significant time has been
devoted to planning and preparing for the next
stage of development for TGS this will likely
include both broadening of our service delivery
{o include activity based programs, respite

and perhaps some early approaches into the
employmen! area and despening our service
delivery into the region with the establishment of
new Pods in the South West.

Al the beginning of the next financial year we
will commence planning for the mergar of the
Hub opearation into the transformed sarnvice
delivery of the H3SC where the Hub will be co-
located with the foyer of the HSG. This work
will be conducted in paralle! with the ongoing
development of both the Hub service delivery
model and the wider integrated service dalivery
medel of the sector with the aim of halving
homelessnass in Toowoomba within two years,

Frem a business development parspective, |
believe new opportunities in housing and the
potential of establishing a public ancillary fund
will feature in our near future.

Final Words

I'would like to thank my team of managers
Melissa, Helen, Louise, and Rob - each of you
contribute well beyond the call of duty to your
areas as do your respective teams. | would also
like to thank the Business Development and
Fundrafsing Committee for your ongoing support
and confiribution 1o both the organisation and 1o
ma both personally and professionally. Finally, |
would like to thank Derek Tuffeld for his ongoing
mentorship and wise counsel on many things,



HUMAN & COMMUNITY SERVICES

Rachelle Patterson - Chief Operating Officer

THE TEAM

Manager PIR/Community Connections
Jodie Edge

Program and Practice Coordinator
Debbie Olsan

Program and Practice Coordinator
Darren Tomlinson

Program and Practice Coordinator
samantha Cornelius

Program and Practice Coordinator
Allson Casey

Program and Practice Coordinator
Allson Smith - exited

Program and Practice Coordinator
Sue Mollgaard - exited

Program Support Officer
Tobi {TJ) Devereaux

I.H'r_dinn Darling Downs & South West Queensland Ltd



COMMUNITY CONNECTIONS

Jodie Edge - Manager

Service Profile

Community Connections, funded by the Darling
Cowns and West Moreton Primary Health
Network, has been developed to address the
negative impact on individuals and communities
due to the ongoing drought conditions and

kas been rolled out across the Lockyer Vallay,
Somerset, South Burnett, Cherbourg, and
Western Downs, Goondiwingi, Southern Downs
and Toowoomba regions.,

The program is designed to enhance the ongoing
social and emotional wellbeing of pecple by
supporting them to recognise, strengthen and
develop their community connections. This by
no means indicates rural people are lacking in
the ability to support each other. In fact, rural
people are experts at it. Acknowledging rural
connectedness and the work that already takea
place together with awareness of available
resources by someons they trust is a great
starting point.

THE TEAM

Program Assistant
Bres-Anna Boorman

Community Development Facilitator
David Handarson

Community Development Facilitator
Lib McNaughton

Community Development Facilitator
Kathering Watson

Community Development Facilitator
Stephanie Walsh

Achievements

A strong foundation has been set to ensure the
Community Connections program listens to our
commun|ties which are drought impacted by
responding appropnately and respectfully. To
do this Lifeline set about employing the right
paople (who understand that relationships are
ayerything), set program values and objectives
and developed processes and workfiows thai
support the team.

Challenges

Surprisingly the graatest challanga is that
everyons wants to help farmers and rural people,
Most assistance is greally appreciated, however
al times assistance can be unhalpful and can
damage trust, Over sanicing creales sanica
exhaustion and a reluctance to engage. As we all
know trust is fragile and easy to break. It is easy
to lose and one of the hardest things to ever get
back. When people are under stress suppaort
and assistance needs to be appropriate and

respectful,

Future directions

Sscuring ongoing funding for this important work
iz gritical. At present funding s only guaranteed
until 20 June 2020.

Funding Body

Darling Downs and West Moreton Primary Health
MNetwork (DOWMPHN)



COMMONWEALTH FINANCIAL COUNSELLING
FINANCIAL COUNSELLING FOR PROBLEM GAMBLING

Service Profile

Commonwealth Financial Counselling &
Financial Capability (CFC)

Frovides assistance to paople in financial
difficulty by helping them address their financial
problems, make informed cholces and build
longer tarm capability to budgei and manage
their mioney.

Financial Counselling for Problem Gambling
(PG)

Offers targeted assistance for the delivery of
financial counselling to support people atfected
by problern gambling, including direct case
work, infarmation provision, advocacy, creditor
negotiation and community education.
Financial Literacy and Resilience

This program has an early intervention focus,
assisting people to address their financial
problems before they reach crisis point through
financial counselling support.

THE TEAM

Financial Counselior
William {Bill) MeNaughton

Financial Counsellor
Donna Neale-Arnold

Financial Counsellor
Vivienne Ambrosiussen

Financial Resiliance Worker
Kath Mclltchen

Achievements

* Currently programs have offices in
Toowoomba, Warwick and Dalby, along with
outreach service provision between these
sites and further west.

« Across gl financial counselling programsa
there has been an increass in creditors
waiving debts for vulnerable clients. In
12 weeks alone at the start of 2019 the
combined programs negotiated $555.138 in
debt baing waived.

+ Support in regional and rural areas has
remained a strong focus with face-to-
face cutreach services being provided
in Miles, Tara, Chinchilta and Roma, with
remote senvice delivery via information and
technology platforms to areas such as St
George and Tarcom. The program regularty
travels approximately 1,200 kilometres a

manth 1o deliver face-10-face sarvices,

+ A strong partnership has been developed
with Safe Connections in Roma, supporting
women expeariencing domestic and family
violence with daebt management assistance
and negotialing walvers or arrangements not
usually granted to the "genaral’ consumaer.

«  The bullding of our strong partnerships with
other service providers has ensured we are
able to engage with clients from a broad
range of backgrounds, including, but not
restricted to job reediness clients, Aboriginal
and Torres Strait islander peoples and
culturally and linguistically diverse (CALD)
communities and clder people,

* Al programa maintain high engagement
rates with low wait times, despite high
demand and high referra! rates, Betweaen
September 2018 and September 2018,

458 clients received individual financial
counselling and/or resilience services across
all three programs, Despite the consistently
high referral rates the program manages
to-maintain minimum wait times. This
responsiveness s to a large part, due fo the
close collaboration between the program
and Lifeline Darling Downs' other financial
counaeling services,

Challenges

* Al three programs confinuously operate at
near capacity.

+ Not only are numbers of referrals seen 1o
be increasing. the complexity of presenting
gircumstances and the impacts upon
indlvidual clients and families is also
anecdotally seen 1o be incraasing.

* The program has seen an Increase in referral
for older people over 55 yaars, as wellas a
rise of older people requiring support whilst
on Newstart. Many of these older clients
would formerly have accessed the aged
pEnsian.

*  Mortgage defaults continue to increase as
property values continue 1o decling in the
western region due to the mining downturn.

Funding Body

Cepartment of Social Sanvices ([Commonwealth)

Lifeline Darling Downs & South West Queensland Ltd



CREATIVE COPING

Service Profile

Creative Coping is a 20-week skill building
program o develop capacity of participants in a
group therapy model, to manage overwhealming
thoughts and emotions; reduce distress and
make life changes towards recovery. The four
key skills are mindfulness,; distress tolerance;
emotional regulation and inlerpersonal
effectivensas,

“Creative Coping has changed my ife and helped
me mange my meantal haalth and Winess in a
healthier way, ['m evar gratefuf for being given
this opportunify to gadn skilis for a better life.” -
Creative Coping Participant 2078

THE TEAM

Facilitator
Sarah Owens

Facilitator
Clare Whyte

Achievements

¢ During the 12 months of service provision
a total of 32 participants commenced the
program, meating expected targets. Of
the 32 service usars who commeanced the
program, seven withdrew prior to complation
which ig Iower than expeciad whean
compared to other DBET based programs
which report retention rates of only 50%.

» Fesdback collated from participants
identified that the group formatl was found
to be a positive learning snvironment for
most, however potential participants where
individual work was deemed to be mare
suitable due to personal complicating factors
and individual circumstances, were referred
to separate programs within Lifeline Darling
Downs and Southwest Queensiand Lid
{Lifgline Darling Downa) for DBT focused
supports,

* Anecdotal evidence suggesta the program
has successiully engaged a target population
who, before the program's existence, would
likely have been challenged in finding &
service model that met their needs.

Verbal feedback from Week 10 and Week 20
surveys included the following:

“This is fantastic, { have jearned 50 much.”

“L eved this course. Was broken down and
explained resfly well, and questions were always
answered."

“Excelfent, life changing. All the facifitators very
kind, supportive and very knowledgeable.”

“I tell everyone aboul jI, best help with my
life I've ever experfenced. Thank you, quite
profound.”

*f loved this group and found it so easy to falk
to Cath and Sarah. | can't wail to do this course
again.”

“Absolutely life changing. Thank you! Facilitators
were wonderful, vary knowledgeabla, sensitive,
kind and caring.”

Funding Body

Darling Downs and West Moreton Primary
Health Network PHN (Public Health Network)
[CDWMPHN)



EMERGENCY RELIEF (ER)

Service Profile

This program supporls people expensncing
unexpectad short-tenm financial stress or a crisis
such as loss of income, evictlon, a personal
tragedy, or emotional upheaval. The program
meets short-term neads by providing food,
clathing and, on oceasion, funds o purchase life-
saving medication.

THE TEAM

Administration Team Coordinator
K.aren Mumay

Administration Support Officer
Eviyn McKenzie

Administration Support Officer
Sandy Neuendori

Administration Support Officer
Trecey Crighton

Customer Service Officer
Isabealla Waldie

Achievements

+ Thanks o the ongoing support of our Board
of Dirsctors we have been able to purchase
tood vouchers to provide to pecple in need on
days when food parcels are not avallable,

«  We continue 1o work with Second Bite and Oz
Harvest to ulilise food that would othenwise
go 1o wasle,

« We are also grateful 1o Coles and Aldi who
donate excess bread and vegetables which
we can then provide to clients,

«  We extend thanks to our volunteers who pick
up and daliver donated grocery items and
pack our emergency rellef food boxes each
weak,

« During the 2018 Christmas penod food
parcels were provided to support 1700
individuals.

* Adopt a Family 2018 provided Christmas
hampers to 38 families in need.

Food Parcels 429
Clothing Vouchers 15
Peopie looking for bread 3625
Homealess Enquires 25
People Turned Away 522

Challenges

Every year we sae an increass in demand for
emergency reliel and we struggle 1o meet the
growing nesds of our comamunity,

Future directions

* |n 2019 we will un the Loads of Love
Christrmas Appeal which provides food
parcels to members of the community m nesd
over the festive season.

+  Wa will continue to partner with Centenary
Heights State High Schecl and their Lifeline
Can Appeal. This annual projéct, conducted
by the Student Interact Club, provides
nan-perishable food items to increase our
emergancy ralief stock,

Funding Bodies

Department of Communities, Disability Services
and Seniors

Lifeline Darling Downs and South West
Gueanstkand Lid

Lifeline Darling Downs & South West Queensland Ltd



FAMILY AND CHILD CONNECT

- ROMA AND CHARLEVILLE

Service Profile

Family and Child Connect is a service that
provides information and advice to people
sesking assistance for children and families
where there are worries about their wellbeing.
Families who find themselves in need of support
can also contact Family and Child Connect for
help. Family and Child Connect is a non-profit
service designed to support vulnerable families by
providing information, advice and assessment.

THE TEAM

Family Response Facilitator
Kaylie Inglis

Family Responsze Facilitator
Any Wilson

Family Response Facilitator
Fobin Guinea

Achievements

+ Working together with all networks in the
region to bring about success.

+ Building positive relationships within
Indigencus communities to deliver sustainable
outcomes for vulnerable families,

¢  Maintaining and expanding networks and
referral bases within the South West region.
+  The team continuing to remain dedicated
to providing the best possible outcomes for
clients.

+  The South YWest team consistently attains
a higher success rate of engaging non-
consenting clients when comparad with othar

regional counterparts.
Challenges

Recruiting is limited given the need for
potantial employees to have minimum
education qualification of diploma or above,

* Thevasiness of the regicn and the
subsequent long distances constantly
travelled.

+ The limited quantity of services in the region.

* Maintaining client engagement whilst on
waitlists for referred services.

+ [ue to the remotenass of the region the
professional demographic is typically transient
which negatively impacts the continuity of
care,

Funding Body

Department of Child Safety, Youth and Women

Through dust sforms to get fo remote locations

Ta find some beauty in the Outback



FAMILY COUNSELLING

Service Profile

The Family Counselling Team provides a rangs of
professional counselling services for individuals,
couples, families and children

THE TEAM

Counsellor
Kim Coleman

Counsellor
Kellie McDonald

Achievements

+  Clients exiting the program report improved
relationships, stronger attachments and
reduced conflict through counsalling and
the increased ability to use a range of
reflective strategias in their relationships and
paranting,

e We continue to receive referrals from
Goolburi Aboriginal Health Advancemeant
and support Aberiginal and Torres Strait
Islander community members to access our
senvices.

+ Continued review and developmart in the
following areas:

*  Program model - focus on family systems
therapy and a comprehansive individual
case review process to manage complex
clients.

+ Monthly reflective practice with other
counselling team members to encourage
reflection and shared learning. Previously
this was done in separate teams.

+  Part time specialist children’s counsellor
able to meet the demand from the
community for this worlk.

¢+ Staff have attended training that has
increased awareness of up to date research
and current best practice.

+ Certificate in Sand-play Therapy and
Symbol Work

= Circle of Security

s  Play Therapy

= Seasons of Growth

* Domestic and Family Vielence Workshop
+ Family Systems Therapy

*  The refurbishment of the counselling reems

has meant that we are now providing
cemfortable and client focused spacas faor
working with couples, parents and childran,

Updated counssliing rooms for adults
and children 2072

Challenges
+  Complexity of presenting issues,

«  Adjustment of the intake process to reflect
parent/child inclusion as the demand for
Children’s counselling increases.

Funding Body

Since 1 January 2017, this program has been
100% funded by Lifeline Darling Downs and
South West Queensland Ltd

Lifeline Darling Downs & South West Gueensland Ltd



FAMILY INTERVENTION SERVICES

SEW“:E Prnﬁle * Childhood Trauma GConferance in
Melbourns;

The Family Intervention Service [FIS) aims to . ; .

provide a holistic response to families whosa Emggﬁﬁnﬁﬁ;ﬁ;:mnge!; a

children are at imminent risk of out of hame Multicultural Setting

placament or requiring reunification following ) : )

a pariod of out of home cars to address issues » Circle of Security Parenting

retating to, but not imited to, child protection * |nsight AOD Crash Course

concerns,. By providing practical and emotional

support and counselling, familles are offered * Bringing Up Great Kids

opportunities to make informed decisions about, = Family Systems Therapy
and change for, their futurs.

Challenges
THE TEAM The mave to the FIXUS case management
Family Intervention Worker software provided a challenge to the team, who
Sally Sciarrone have unique reporting and case requirements
Family Intervention Worker Including the necessity of working with an enfire

famlly rather than a single client, The addition

Kirky Melrary of the Qutcome Star tool will be introduced to
Family Intervention Worker enhance the program's ability to collaboratively
Meaghan Feddema develop comprehensive goals with clients as well
Family Intervention Worker as measure outcomes for reporting purposas.
Grace Slatter F i

unding Bod
Family Intervention Worker g Y
Phillippa Riggs (moved to YOSS) Department of Child Safety, Youth and Women.
Achievements

*  Since 1 July 2018 the sarvice has worked
with 38 families comprising 68 adults and
128 children, This number includes a total
of 16 Indigenous families. 18 cases have
been closed during the year with a total of 12
tamilies closed after successfully resolving
mest of the child protection concermna,

s The Lifeline FIS team have had high rates
of engagement from families. In the last
year, only two cases have been required to
close due to non-engagemeant. Given the
tumuliuous crcumstances families are offen
faced with, thia is an achievement for both
the familles and the team demonstrating a
safe and supportive working relationship and
actve engagement akills.

= The leam has continued to upskill and enstre
they are using contempaorary and relevant j
tools and strategies to ensure best practice Meebee Play Therapy Dolf
while working with families. All staff have Sl
embraced opportunities for development and
the team has besn supported to attend:

L
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FAMILY INTERVENTION SERVICES

- CHARLEVILLE

Service Profile

The Lifeline Family Interention Semvice [FIS)
aims o preserve famibes where aohikd (o
children) remains living at home under cngoing
intervantion by Child Safety Services. The
senice asoassists inthe reunification of achild
for children) with their tamily from an out-of-
homea care placament wheare |t s detarmined to
b in the best interest of the child. This program
iafunded by the Department of Child Safety,
Touth and Women fhe Department)

THE TEAM

Family Intervention Worker
Rachael Kenneady

Achievements

+  During the pariod 1 July 1030 September
2018, there was no Family Intervention
Worker in the position. Since 1 Oatober the
Family Intervention Senvice has worked with
12 families comprsing 24 chikdren and 18
adlults

+  Elght cases have besn olosed during the
pericd. Two cases were closed dues 1o non-
engagemant, five moved from the region and
Che was incarderatad

+  The Family Intervention Service continues
1o have a positive and oollaborative wiorking
relationship with Department of Child Safety
staff in the Charleville Service Gentre.

v+ The Family Intervention Worker has
attended reievant professiong development
wiorkshops over the last nine months,
including Circle of Sacurity, Suicide
Fravention, Maotivational intervew ing and
Domestic and Famiby Violence.

+  The Family Interdention Worker facilitated
three separste Circlke of Security groups over
the last nina months. Thess groups were
run in Eulo, Guilpie and Charsyille with three
Attendess in sach group.

* The brokerage this year has aliowed FIS
1o prowvide families with househald tems,
furniture and other practical support 1o alkow
for a bether result for families r—unifying or
preserning

Challenges

+  |CT issues when aftempting to contact
Toowoomba FIS to link into support
meetings

+  The isspes of families that work with FIS
rrmain complex with aubatance abuse and
domestic and family viclence commaon within
these famifies,

v W receie referrals from the Department
req Lesting we work with families who may
raslde up o4 hours and more traval Trom
Charlevilie

v Explore Turther relevant training for staff
o assist the sanvice to have a variety of
strategies towork with complex familkes in
rural and remcte Quesnsland

+  Sirategic planning rrganding best practice in
working with families in remote areas.

Funding Body

Department of Child Safety Youth and Wormen.

Lilsline Darling Dowms & South West Gueensiand Lid



FAMILY LAW PATHWAYS

Service Profile

The Family Law Pathways Network (the Network)
is part of a suite of post-separation services

with a primary focus of family law. The Network
aims o help professionals operating in the
tamily law system to better collaborate and
therefore improve overall essistance provided 1o
separating and saparated families at the local
leval. The Network has a Steening Commitiee
with membership from several professional areas
inciuding law, human services, mediation and
family dieputa resolution, education and child
consultants,

THE TEAM

Neatwork Coordinator
Gail Sanderson

Achievements

» The brokenng of significant collaborative
partnerships across the Family Law and
community sector in the South West. The
prograrm-maintained connection with the
Greater Downs Local Level Alliance (GDLLA)
agency network. LLA membership allows
a "one stop' connection with all regional
service providers that support families with
complex nesds,

*  The information and refermal service (Court
Kiosk) established (n 2018 continues to
operate alongside Federal Circuit Court.
The initiative receives strong support from
the judiciary, senior legal practitioners and
Indepandeant Children's Lawyers. Lifeline
Darling Downs and South West Queensiand
Ltd (Liteline Darling Downs) would like to
thiank |ts pariner agencies, particularly
Catholic Gare and the University of Southem
Queenstand who voluntesr time and
axpertise 1o the Gourt Kiosk (o assist court
attendees with Information and referral in
relation to Family Law matters,

« The nationally significant ressarch
commissionsd by the Stesring Committes
in 2018 to investigate the valus and
worthwhileness of Family Law networks
was undertaken. USQ donated time and
expertise to design and roll out the project.
Phase 1 of the research project was
completed as of February 2019, Phase 2 is
currently underway, and includes the analysis
and synthesis of information, and the drafting
of the assoclated research paper.

¢+ A sirong professional development
program continues to be delivered to local
practitioners. Circle of Security-Parenting
(COS-P) facilitator training was hald in
Toowoomba between 25 and 28 February
2019 with Family Law Pathways support.
COS-P ia an intemationally recognised
attachmeant theory-based parenting program
that provides a roadmap for parents to assist
with negotiating their children’s emotional
needs. The roll out of the COS-P facilitator
training will support common practice across
all professional disciplines seclor wide,
The Toowoomba training was the first time
COS-P facilitator tralning has been offered
outside of a major capital city.

Funding Body

Attornay General's Department



28

Service Profile

The Gambling Help sarvice is a free confidential
counselling service for anyone affected by
problem gambling. Gambling has far reaching
impacta, not just on the individual but on family,
friends, work, study, finances, a person’s health
and wellbeng, The program alge offers free
training and education to schools, community
organigations, and other services raising
awaraness of problem gambling

THE TEAM

Counsellor/Community Educator
Karen Moran
Counsellor/Community Educator
Sue Hamlet
Counsellor/Community Educator
Kim Colerman

Community Educator

Kim Tubb

Community Educator
Peatar Mightingale {retired)

Achievements

= Supported the Dalby BUOK event with
Tania Kernighan, This event facilitated
converaation and connaction for the Dalby
community and service providers and
gngeing cellaborative opportunities

RUOK Day - Gambling Help Team with
Tarvia Kerrighan

GAMBLING HELP TOOWOOMBA
& SOUTH WEST

* Successful partnership with Bronce's
Development Team, which led to a road trip
across the Western Downs and Maranoa.
Broncos players partnered and travelled with
the Lifaline Gambling Help team to achools
and community BEBOs with parents.

Challenges

* Thera iz an ongeing challenge arcund
building and maintaining service
collaborations n remote arsas due to the
hours of travel required to connect with
these communities. Community Educators
wiork very hard to visit as often as possible
and utilize technology wherever possible to
improve thess connections.

+ A continuous challenge for Gambling Help
staff is working with venue employees to
upskill them in how to identify if someone is
struggling with their gambling habits.,

Funding Body

Department of Communities, Disability Services
and Saniors

Partnerships

We acknowledge our partnership with
Relationships Australia Queensland (RAQ)

Lifeline Darling Downs & South West Queensland Ltd



IAS TRACKS TO SUCCESS

- ST GEORGE

Service Profile

The Tracks to Success program is deliveraed in
line with the Australian Government's Closing the
Gap strategy which aims lo improve the lives of
Aboriginal and Torres Strait Istander Australlans.
This- program specifically focuses on the
education targets of Closing the Gap by creating
pathways for progression and success with the
focus to increase educational engagement and
retention rates for Aboriginal and Torres Strait
lslander children.

The Tracks 1o Success program is funded under
the Indigenous Advancemen! Strategy (IAS) and
is facilitated by a mentor who helps and provides
support to disadvantaged families and children
who are at risk or have completely disengaged
from school or education,

THE TEAM

IAS Mentor
Jeamine Clevin

Achievements

»  Tracks to Success 5t George has supporied
a total of 13 families and 23 children since
January 2019, Many of the families that have
been supported were acknowledged to have
a diversity of issues and difficulties however
school engagemeant was the issue most
raised, Children were not engaging in school
because of parental poverty, frauma and griet
and loss Issues within the cormmunity.

* Tracks to Success worker has also worked
with |ocal sporting clubs and assisted in the
registration of clients. It is ailso good to see
that clients and families that were previously
@ssisted are now registering their child on
their own. This is about empowering our
clients to be able to do things on their own,
it may only be a small step but every step
counts.,

* Tracks to Success has also been supporting
grieving families. It is comforting to know
that people in the community know they can
come to Lifeling for assistance.

Challenges

= Sorry business has had a major impact on
the St George community and our mentor
this year with extremely high levels of suicide
occurring - 12 suicides in the space of nine
months, This has impacted on the service by

Ty .-'-.. - . ! % M_M#‘Iil I.__ '-.. "__-.. E ."._. ..-..-""....._.. e I.-._-- .’_.

means of increased referrals inlo the service
as the youth are disengaging from thelr
community because of grief and less.

* Engaging a counselior and extra resources fo
enable us to assist the community response
to this issue;

Family environments tend to be changing
frequently amongst our community. The
result of family breakdown or famnily
mambers going to jai.

Future directions

*  Continued improvemeant of collaborative
pathways with relevant educational sarvices
and departmental atakeholders,

* Dngoing advocacy to assist families to utilise
mainstream services more effectively and
improve their communication and articulation
skills in order to receive appropriate support,

+ Tocontinue to promote the program via
community services &.g. police, health and
education, to encourage and increase referral
numbers.

= Develop strategic plans to retain engagement
from future clients to ensure effective service
delivery is achisved to a high standard.

¢ Development of school holiday programs
with collaboration of other senices,

Funding Body

Department of the Prime Minister and Cabinet

-+



Service Profile

The Tracks to Success program is funded under
the Indigenous Advancement Strategy (IAS]

and is facllitated by a mentor who provides
assistance and support to Aboriginal and Torres
Btrait Islander families whose children and young
people are at risk of disengagement from school
of education.

The Toowoomba program delivers its services
across the traditional lands of the Giabal and
Jarrowair paople, with a service model that
aligns with the Australlan Government's Closing
the Gap strategy. The program is funded 1o
specifically focus upon the education targels
within the Clasing the Gap report by creating
pathways for progression and success in
aducational engagement and retention for
Aboriginal and Torres Strait Islander children and
young people,

“We have our eye on the same destinglion - a
sustaipable future where Indigenous people

are recognised for their wisdom and honoured
for their culture — there s no problem taking

a different path to reach that place.”- Jackis
Huggins, Co-chalr National Congress of
Australia’s First Peoples

THE TEAM

IAS Mentor
Joe Twidale

Achievements

The program has maintained a consistent
staffing structure. The employment of one full
time mentor has assisted with consistency for
clients, families and external stakeholders such
as schoots and service delivery partners. It has
also assisted with community engagement with
regards to the program profile and important
community connectlons,

The majonty of referrals continue to be from
schools and the program recognises close
working relationship with primary and secondary
schools across Toowoomba.

IAS TRACKS TO SUCCESS
- TOOWOOMBA

The Toowoomba program continued in

its partnership with CatholicCares through
participation in the Whaddup Youth Program,
with the program mentor attending the program
as a tacilitator each Friday and assisting with
activities and engagement with children and
young people. Whaddup aims to reinforce

the importance of making healthy lifestyle
choices and supports young people to choose
not to engage in negative types of risk-taking
behaviours. The program is wel| supported

by elders, parents and voluntears within the
community.

Tracks o Succeass itsell has suppornad a lotal of
57 children and young pecple and their families
since September 2018, Many of the familles that
have been supported were identified to have

a variety of issues and complexities ranging
from situational poverty, intellectual disabilities,
trauma and gnef and loss. Other support has
included purchasing essantial items such as
uniforms and textbooks to alleviate some of the
financial stress on parents and caregivers.

Funding Body

Department of the Prime Minister and Cabinet

Lifeline Darling Downs & South West Queensland Ltd



MARANOA YOUTH SUPPORT

SERVICES - ROMA

Service Profile

Maranoa Youth Support program is a local
community-basad service assisting young
people o overcome parsonal and social
barriars 1o achieve greater social and aconomic
participation in their local community. The
youth support worker assisls and ancourages
youlh to engage in the development of their
persanal safety, wellbeing and in education or
employment.

THE TEAM

Youth Support Worker
Rasles Maorrs

Achievements

* Positive client cutcomes with young peopls
having more positive relationships with
families and engagement in education
and employment. There have been several
referrals from family members who have
friends who have engaged with the
Liteline youth support worker and have
recommended contact,

* The youth support workers have had close
involvermnent with the Get sat for Work
programs in Aoma for disengaged youth and
adults. These programs provide training 1o
existing clients, and ongoing referrals to the
service of clients with varying degrees of
support neads.

* The support of the youth interagency
mestings, a youth specific group of
community service agencies, created fo
specifically target and assist youth at risk
and engage them in more than one support
service. This group has seen an improvement
in; information sharing, program SUCCesses,
referral options and youth engagement.

Challenges

# The culture of alcohol (drug) abuse in rural
comimunities among young man In particular.

* The ramocte towns of the Maranoa (especially
Mitchell} have extremely limited options
or sevices/agenciea for youth to access,
especially those who are disengaged
from school, This makes referral options
limited and requires more intenaive case
menagemeant support of youth worker as well
a8 tranaport.

« |Lack of alternative/specific sarvices (O raler
clients 1o,

+ | ack of alternative education/employment
options for youth who have been expelled or
are disengaged from school.

Future directions

* Toestablish an accessible literacy program

that will help disengaged youth access
employmeant and tralning

+ o faclitate a life skills group — to be mun
once a week with the 18 to 21-year olds who
at risk of disengaging frofn school and the
community.

Funding Body

Department of Child Satety, Youth and Women

1t : . Annual Report 2019

31



32

NDIS AND THE DEVELOPMENT OF
TRANQUILLITY CARE SERVICES

THE TEAM

Manager
Melissa Volp
Service Coordinator

Paige Wilkinson = Toowoomba

Service Coordinator

Karen Parker - Wanwick
Administrative Officer

Ashleigh Cranitch

Administrative Officer

Katring Russsll

Support Coordinator
Davida Melksham
Support Coordinator
Keilly Caten

Support Coordinator
Deanne Garretl
Support Coordinator
Logan Hunter (exited)
Support Coordinator

Leanne Weailand {exited)

Support Coordinator

Linda Saunders {exited|

FIN Coordinator
Saskia Smith

Team Leader

Tracey Wilkinson
Team Leader
Lawrance Volp

Team Leader

Vicky Cameron Smith

Team Leader
Amelia Wilkinso

DIRECT STAFF

Allanha Lobley
Amanda Budde
Andreya Kiesel
Anita Lawrencs

Annabelle Espero-
Beahan

Abraham Mabior
Andreya Kisel
Bernadette Hopkins
Bosco Oryem

Brett Stewart

Brittney Young
Brooke Chapman
Cara Pnce

Catheryn Faulkner
Chalena Griffin
Christine Hoey
Christine Peacock
Christopher Mcteeren
Cralg Scrivener

Lifeline Darling Downs & South West Queensland Ltd

Darren Rabbit
Cravid Edwards
Debbia Minnikin
Damon Cotter
Elaine Wenham
Elton Thompaon
Eliza Ferreria

Erle Gosoe
Felicity Fryer
Gabbrielie Stark
Harjot Nandha{Minni)
Esther Wak

Jack (Y1) Jiang
Jai Gresnwood
Janinie Hodgen
Jane Shultz
Jazine Zerala
Jeanette Legasatt
Janna Thompsaon
Jennifer Walker
Joanna Gresn
Jeremy Olofsson
Joceyin Marguez
Kathenne Willatt
Letiesha Rose

Lousiana Pep
Madola Kachigamba
Margarat Otto
Mathan Carison
Mishani Kuramasinghe
Paul Andrew Gale
Paul Minnikin

Penny Hooper
Raelans Billsborough
Richard Main

Robyn Boldiston
Rodger Murray
Stewart Miratana
Samantha Harrower
Samantha McMartin
Scott Elfverson
Shelley Pacdget
Susan Catheart
Thomas Wiersma

Thusitha Lakmalie
Solangaarachchie

Tobias Howard
Trica Barlow
Wendy Watkin

Participants by service type

Financial Intermeadiary/Plan Managament

« 130

Support Coordination

= 0D
Direct Support
s T2

Achievements

* The National Disability Insurance Schemea
(MDIS} ia all about Participants’ achieving
their life goals. This may be entering
amployment, receiving supports togoon a
hollday, setting up supporied independent
living, or just accessing the community more.
We support our paricipants to achieve these
goals every day and we feel we are blessed
1o ba ablé to be involved and witness our
participants developing the best life possible.



As the NDIS matures the mechanisms and
processes for making sure peoples' plans
meet their necesaarny and reasonable needs
are stabilising. We have supported several
participants to achieve increased support
and additional funds. These have included
one-to-cne supports for a number of
participants, increased community access
funding and increased therapy supporis,

We have achieved in terms of both financial
iturnover) and in terms of participant
numbers a level of growth beyond our
projections, TGS has achieved in 2.5
yaars a level of growth we had expected
&l the beginning of the fifth year, this is an
achievement the TGS team is very proud
of and we look forward to our next year
o see what it brings and how many more
participants we can assist with their NDIS
Journey.

Challenges

Balancing Workloads - We continue to

be challenged by having to balance the
workload of our team leaders and support
coordinators whike managing the growth rate
and delivering the best service possible.

Workplace environment -While basing our
asarvices from the Distribution Centre has
facilitated our early growth the inability to
have our participants living with mobility
issues visit us on site (due to the stairs)

Is & growing issue. While we make other
arrangements and often visit participants
In their home or the community, ideally
we would like to ba able to meet with our
participants and potential participants in an
accessible space. this is alse important a3
we would like to ensure we are providing
a workplace where people living with a
disability could also work from and assist
with capacity bullding.

Transport — several participants are requinng
transport. Whilst our staft use their own cars
1o assist at imes, some participants require
a car that |s accessible to our participants
with mobility issues. Neading assistance with
transport is a significant barrner for several of
our parlicipants.

As our provision of direct services has
deveiopad, the nead to expand our on-call
support for staff supporting participants
outside business hours has also increased,

* NDIA-The schema and the agency continue
to evolve; the ongaing and sometimes
significant change is an ever-presant
challenge. This presents as difficulty with
our operations and difficulties for our
participants as they attempt to navigate the
still developing scheme,

Future directions

= New Pods - Further development of our pod
model [groups of participants and their statf
working with a key coordinator) which has
been very successful in Warwick. This will
include the management of on-call, rostering
and timesheat approval as the coordinaiors
that understand the needs and goals of the
participants best are those that work with
them every day.

+ Hespite/short term accommodation is a
growing unmet nead in in the whole South
West Queensland region.

» Dally capacity bullding program — another
area where we can have an impact with
participants developing living skills,

*  Activities program — offering different
activities regularly - woodwork, pamnting,
beading, music program, cooking and basic
computer skills,

*  Employment support — assisting to enter
amployment, assisting with supervision
whilst on the job.

*  Facebook page - A TGS Facebook page
for our partlcipants and families to be a
part of this social media platform would be
beneficial to us to promote inclusiveness,
advise what we do, Impaortant events,
echievemsnis and celebrations,

Finally, | would like to thank our participants
and their families. We ahlways acknowledge that
you have chosen us to provide your service and
we never take the choice for granted. | would
also like to thank the TCS team - without your
dedication and professionalism none of what
has been achieved this year would have been
possible,

~ Annual Report 2019



NEW ACCESS ROMA

 Service Profile arowng,
- * Positive chent outcomes have an jmpact on

New Access program provides Low Intensity all the relationships surrounding the client.

Cognitive Behavioural Therapy (LICBT)

interventions to peopla with mild to moderate
depression and/or anxiety. Low intensity Chﬂllﬂﬂgﬂs
Cognitive Behavioural Therapy Coaches are s Distance to traval throughoul the region.
based in Charleville and Roma on a part time il g red
: basis. * Confidentiality in remole towns,
THE TEAM Future directions
New Access Worker * To establish a mental health awareness
- Brad Graharn program based on GBT and Positive
Psychology
Achievements *  Tocontinue to iMprove community
4 knowledge and awareness about New
o * The New Access role has become an Access and its place in the mental health
/ important role In the community, Referrals system.
¥ come from numerous agencies, GPs, families
. or n.ndlviduata Fuﬂdiﬂg Bﬂdy
* Building networks and stakeholder
relationships to assist the community with HHeaith

referrals In St George, Roma, Mitchell,
Charleville and Cunnamulla, These Natworks
take time to build and referrals are slowly
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PARTNERS IN RECOVERY (PIR)

Partners in Recovery (PIR), a Commonweaalth
lunded program, supports people with severs
and persistent mental iliness with complex
needs, and their carers and families. Since
the program started in 2013 PIR has worked
alongside approximately 1018 people navigating
their recovery journey. Recovery is possible for
averyons, it is a process through which people
can improve their health and weliness, live a
self-directed life, and sirive to reach thesr full
patential,

THE TEAM

Manager
Jodie Edge

Regional Coordinator
Lucilie Hill {exited)

NDIS Transition Support
Kanssa Davey/Bryant {exited)

Five Consortium Members have worked

closely with the lead agency to deliver the

PIR program. They include CatholicCare

Social Services, Centre for Rural and Remote
Mental Health, RHealth Limited, Rlchmond
Fallowship Queensland and Toowoomba
Clubhouse. A team of 18 Supporl Facilitators
working for Consortium Members are sHtuated in
Toowoomba, Warwick, Goondiwindi, St George,
Chinehilla, Roma. Charleville and Kingaroy.

Achievements

DDSWQ PIR supported 326 people with severs
and persistent mental iliness acroas the region
during this period. Our focus is to lransition
people Into the NDIS. At the end of June 2018
238 PIR participants were assisted to apply

for the NDIS by their PIR Support Facilitalors
and 95 participants now have NDIS Individual
Funded Plans. Through gaining access to the
MNDIS pecple will be assisted to achieve their
goals. This may include greater indepandence,
commumity involrement, employment and
improved wellbsing.

Challenges

Thera has bean a change (o services offéered lor
pecple with severs and persistent mental linsss,
This is due to the Introduction of the NDIS which
is a major, complex national reform, the largest
soclal reform since the introduction of Medicare
In 1984, Given the size, speed and complexity
of the reform, it is inavitable that thaere will be
transitional issues with the rallout.

Future directions

Final day of PIR cperations took place on the
30th June 2019, Ongoing support for people will
continue through other avenuas. To find suitable
support for people with severs and persistent
mental lliness contact Health Sennce Navigators
1300 012 710,

Funding Body

Department of Health (Commonweaalth)

~ Annual Report 2019



POSITIVE RELATIONSHIPS PROGRAM

Service Profile

The Positive Relationships Program aims to
strengthen relationships, support families,
improve children's wellbeing and increase
participation in community life to strengthen
family and community functioning, and reduce
the cost of family breakdown.

*Our greatest ability as humans is not to change
the world; bul to change ourselves”- Mahatma
Gandhi

THE TEAM

Counsellor
Cath Leask

Counsellor

Katrina Marsh
Counselior

Stephen Belesky (Acting)

Counsellor
Kim Colermnan (Acting)

Achievements

e Sslf-referrals into the program remaln high,
and would be due, in part, to Liteline Darling
Downs' continuing high profils within the
Toowoomba and South West region,

* Geographic catchments for the program
have included Toowoomba, Warwick and
Dalby,

=  The establishment of “partnarship based"
reciprocal referral arrangements with partner
agencies that service like target groups i.&.
Mercy Community Services, Act 4 Kids,
Uniting Care, Catholic Care and Multicultural
Development Association has enabled
the program to offer a “wrap around”
service model. This approach has allowed
the program to focus upon foundational
relationship work with clients while also
ansuring other neads in the areas of mental
heslth, domestic 2nd family viclence, family
separation and child safety are met with the
right sarvice at the right time.

* The program has also bagun to engage in
group work within the community, beginning
with the successful delivery of a five-week
relationship skills program at Toowoomba
called "Better Relationships”. Feedback
has keen positive from participants and
Toowoomba Clubhouse staft with turther
workshops being planned into the remainder
of 2018,

Funding Body

Department of Social Services (DSS)



RURAL FAMILY COUNSELLING
SERVICE (RFCS) CHARLEVILLE SO\,

i i +  High success rates and positive cutcomas
Service Profile fO!'gGIiEi'ItS with the majoﬁty of participants ¥ Lk
The Charleville Rural Family Counselling reporting improved guality of life and well- e
Service enables vulnerable familias to access being,
counselling, advics, information, referrals JIE
and crisis intervention. It supports families to Challenges '

assess their ciroumstancas, mental health and

relationships, to make choices, decisions and +« [uetothe inorease in client numbers in -
plans for thetfuture using a strengths based outreach areas the time spent travelling has
therapeutical approach. been considerable This has resulted in a 2
backlog of administrative tasks including cu
THE TEAM keeping client fles up to date and processing |
Rural Family Gounsellor refesralsin atimely manner. —
F‘:;:Ia Boyle + [uetothetransient professional population
it is e}:ﬂlremeh: difficult to r;afe_sr Ehnldrentfard
chological assessment via Quasnslan \
Achievements Hoaith, Y
»  Client numbers have significantly increased +« Limtted referral pathways for cients who .
in cutreach areas, with clients in Charleuville, present with complex needs. .
Morven, Quilpie, Mitchell, Thargomindah and . 2 s N
Cunnamulla. Aeferral pathways to the service  Future Directions
from these areas has improved considaralsly : ; .
with other service providers recognising the +  Collaborate with other service providers to :
valuable support the service offers, provide access to parenting programs. .
+ The program is extending its reach engaging  *  Explore the option of phone counselling for —
with parents in these communities as it is remote clients. :

no longer being sesn as a youth counsalling

service. Funding B'ﬂ'dy

¢ Theservice has implemented relapse Department of Child Safety, Youth and Women
pravention strategies to ensura clients ara

maintaining their counsalling goals and
outcomas, This has bean successful with
clients being abla to competant |y utilise
strategies and techniques provided during
counsalling to ensura long term mantal
health probleam sohing

+ Referrals have significantly increased - 41
farnilies referred in the past 12 months

+ |mplementation of a holistie approach when
counselling youths which includes the
participation of parents and schools in the
therapautic process o reinforce strategias
and techniques within the home and school
enyirenment. Schools have welcomead this
initiative as it generates communication and
produ ctive working relationships with the
parents.




RURAL FAMILY SUPPORT DALBY

Service Profile

The Rural Family Support service engages and
works with families who are at risk of involvemant
with the Department of Child Safety, Youth and
Women (the Department) and with families who
have axited from orders with the Department
Fammilies present to the program with a huge
variety of issues that can pul pressure on family
functioning if not addressed, including domestic
and family violence, child development and
behaviour management, suicidal ideation, local
environmental impacts such as drought or loss of
employmenl, budgeting and alcohol and drug uss.

The program region covers areas including Dalby,
Cooyar, Tara, Jandowae, Cecil Plains, Crows Nest,
Jondaryan and within 12 kms of Toowoomba.

THE TEAM

Family Support Worker
Annette Jasinski

Achievements

* The senvice has supported 24 families this
year consisting of 84 individuals. The family
support program is able to work with a wide
variety of carers, including parents, aunts and
uncles, grandparents, kinship carers and step
families. Over the course of this year, most
families have been supported to meet the
majority of their goals which has increased
their capacity to make sustainable change.

* This service is offerad and provided in the
office, in the family home or In community,
The service can receive referrals from many
different scurces such as self-referral, FACG,
hospitals, schools and Redbourne.

+ The family support worker may use a vanety
of strategles and education tools when
working with families, such as Circle of
Security, Bringing Up Great Kids, Tree of Life,
Streas Less, basic budgeting, healthy eating
information, sand tray and play therapy and
mindfulness parenting, which are all offered
with a strengths-based approach,

5

* The upgrade o having laptops and a central
database has led 1o a more streamlined
sarvice provision whean casa noting, referral
and processes of family support work.,

* This year has seen the inclusion of the family
support worker role into the Children and
Families tearm.

Challenges

Clients often presant with multiple issues and it

is sometimes challenging to weork with a team

of commiunity stakeholders in order to create a
supportive network. At imes families can start to
withdraw from supports as thelr situation improves
and then re-engage when another crisis hits,
making it difficult to complete the intended long-

term goals,

Future directions

In response to the ecmmunity need and the
differing levels of engagement, an information
program is being developed to be offered to early
childhood educators and carers, This program will
help them 1o recognise neseds in the parent group
with whom they have contact.

Funding Body
Department of Child Safety, Youth and Women

" dieine Darig Downe & South West Gueenslandltd
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SAFE CONNECTIONS - roma, ST GEORGE,

CHARLEVILLE, CUNNAMULLA AND SURROUNDING AREAS

Service Profile

Safe Connections is the first point of contact for
individuals or families who require domestic and
family vickance or sexual viclence support, This
Includes providing direct support services as well
as working closaly with local service providers to
&nsure a strong multi-agency responsa to thosea
who are impacted by domestic and family violence
and sexual viclence,

The domestic and family violence, sexual assault
and woman's health and wellbeing service is
central to a client's journey through the system
acting &s service navigator and key conduit for
Informaticn sharing.

This program works clesely with local service
providers to ensune wrap-around supports ara
available in the communities throughout South
West Queensiand.

Support Services offered include:

* Domeslic vilence counselling

* Court based support services

¢ Parpetrator intervention programs

¢ Children's domestic violence counseling
s Sexual viclence senvices

=  Women's health and wellbeing

THE TEAM
Support Practitioner
Brian Shillingsworth
Support Practitioner
Catherine MeQuillan
Support Practitioner
Julia Boulter

Support Practitioner
Kathryn Dhes
Support Practitioner
Kymberey Monaghan
Support Practitioner
Micole Hobinson
Support Practitioner
Renelle Mokellar
Support Practitioner
Rabin Guinea
Support Practitioner
Scolt Kennady

Support Practitioner
Jacqueline McKellar-Garratt - exited

Support Practitioner
Madonna Price - exited

Support Practitioner
Ruth Moran - exited

Support Practitioner
Di Mahcnay - exited

Support Practitioner
[eanne Fawoett - exited

Achievements

*  Support provided to 313 clients in the space
of 12 months,

+ Successful delivery of Disrupting Family
Violence Programs (perpetrator program) in
three of the four sarvice araas,

+  Provislon of Domestic and Famlly Vickence
manth activities - candle it marches, Women's
Health and Well Being Days, Unwind with Wirs
workshops, community lunches and highting
towns up in purple.

s Deliverad senices in the most remote aress
of Queensland — sometimes facing chailenges
such as flooded roads and cresks, dust
atorms, dirt roads and isolation.

continved overleal
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Built positive relationships with Indigenous
communities o gain cultural knowladge 1o
assisl whan worling with indigenous clients,

Consolidated outreach sernvice provision to
refmote locations, such as Thargomindah,
Quilpie and Tambo o provide a momns
consistent and efficient service to those
communities,

Built a reputation for Safe Connections as a
respectful, fair and non-judgmental service
which will work coflaboratively with individuals,
communities and other sarvice providers.

A significant number of referrals and supports
providad to families expariencing domestic
and family viclence through multiple referral
pathways working clossaly with Quesnsiand
Corrections, court officers, magistrates

and the Queensland Pollce Service 1o build

a collaborative approach 1o addressing
domestic violence.

Achieved success with respondents seeking
to changs behaviours to achieve family
wellbeing,

Provided clients the opportunity to learn and
use new life skills:

Attended professional development
workshopa and training to ensure skills ane
appropriate for the delivery of high-guality
SErVices,

Challenges

Staff retantion due to the intensive nature of
the business,

The extensive service delivery arsa,

Cultural issues within the Indigenous
communities that impact on engagement and
continuation of program sessions,

De-mystiting perceptions of a perpetrator to
allow communities the opportunity to engage
and identify iasues within their families or
friends,

Refarral sources for more complex cases (for
example, paychologista) due to our rural and
remote region. It should be noted that there
has been an increase in the number of clients
presaenting with complex trauma.

Maintaining perpetrator engagement.

Future directions

L]

Continued upskilling of staff anabling them
to stay up to date with the current trends and
IBSUES,

Ensuring our services continue to meet
community needs.

Secure funding for 8 Healing Journey event
for Indigenous perpeiratora which @ima to
get parucipanis back 1o ancestral lands and
communicates the message that domestic
viglence ig not part of the indigenous culiure.
This program will include perpeirators from
Charleville and Cunnamulia and will Include a
walk between the two centres with camping,
yaming circles and guest speakera,

Facilitate additional group discussion sessions
lor perpetrators,

Continua working in partnarship with
Department of Corrections, Queensland Police
Sarvice, Department of Child Safely, Youth
and Wornen, Aboriginal Legal Service and
other local service providers.

Continue to develop strategic plans to
mialntain engagement with future chents to
ensure effective service dalivery.

Funding Body

Department of Child Safety, Youth and Wornen

Lifeine Daring Downs & South West Queensiand Lt



ST GEORGE YOUTH

SUPPORT PROGRAM

SEWI ce pl'OfllE +« Grief and Loss Workshop - Developing a
"»‘ wiorkahop for the youth in our community
 a. The 31 Geonde based vouth sUpport senice focusing on grief and loss, pathways to
e o, provides an information, assessment and referral saelf-awarenszs, increaszed salf-confidencs
., ” Farvice to tanget at-risk voung people aged 12- and zocial functioning, helping vour mates
M : 18 vears from the St George and Dirranbandi ahd accidental counsalling. Waorking with
aregs, Goondir Health Services and Wiallbeing
o e gounsellor, Goondir Big Buddy and Dirug Arm
THE TEAM counsallors,
N T Youth Support Worker

.....
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Funding Body

Department of Chikd Safety, Youth and Women

Tarmmmy Wz ner-hilzom

Achievements

v A strengthensd relationshipwith outh
Justice and increasaed referrals received from
them. Thaere s no Youth Justice office in St
George o Dirranbandi the wouth suppo
wiorker wiorks clozely with Youth Justice staff
in Toowoomba to suppot young people on
Youth Justice Orders. The vouth auppor
wiorker alao paticipates in Youth Justice
conferences and sUppo s the young peo ple
with the goals set during thess,

+ The vouth support wiorker regularhy supports
YoUng pEople o complate thaeir comimunity
seryice hours,

«  Youth Holiday Program - £ pardnership
betwesn Lifeling, Cuesnzland Police, Youth
Justice and our local Rotany club facilitates
this holiday program which conasists of weslk-
long activities for identified at-risk walung
people, This program ingcludes clients from
the St Geonge Youth Support program, Youth
Justice and the high sshool. Some of the
altcomes achisved for participants includs
improved attendance rates at the b=ginning
of eveny school tarm,  Activities undertaken
inGlude healthy cooking workshops,
Indigenaus art workshops, fizhing,
traditional dance workshops, field trips out
to zignificant Indigenous sites arpund the
region and various sporta. We have had great
successwith attendance and endagement
with nearky all of the selected voung peopls
attending moat days of the program.
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SUPPORTING CHILDREN AFTER
SEPARATION PROGRAM (scasp)

Service Profile

SCasP provides a range of age and culburally
appropriate interventions to support children and
young people from separated families, as they
expariance [ssuss related to the breakdown of
their parents’ relationship. The program provides
oppaortunities for children to safely explore and
express their thowghts and feelings about the
circumstances in which they find themselves.

THE TEAM

Child Counsellor
Kellie McDonald

Child Counsellor
Sally O'Brien

Chikd Counsellor
Danielle d'Abadie (currantly on maternity leave)

Achievements

+« The team has continued to review, update
and Improve SCaSP processes and
procedures. With SCaSP now experiencing
a smoother-running and maore afficient
intake process following changes to the
intake procedure, This is proving to be very
beneficial for both staff and clients with
increased lavels of consistent engagemsnt
being one result of the changes.,

+  SCaSP counsellors received training for
the Seasons for Growth program which is
a psycho-educational program designed
to assist children to adjust to change and
loss. This training anabled SCaSP to offer
the Seazons program to a group of children
earlier thiz year. A parent education group
was also designed by SCasP and run
simultansously with the children's group, with
the aim of educating parents about ways
inwhich they can support their children's
adjustment. Both the children's and parent's
groups recelved posltive feedback and
SCasP staff ook forward to conducting more
groups in the coming months.

+  The re-intreduction of groups and changes to
processas and procedures have resulted in
more efficient management of the waiting list
20 that children are no longer walting for long
periods of time before accessing counsalling.

SCasP has compiled Information packs for
dissemination to local schools and other
community organisations, Thesa packs
include information about the services
affered by SCaSP, how to access the
program and helpful Information for parents
and teachers including when to seak
professional support for children,

Child-focusad Gircle Of Support

Challenges

L]

Staff are frequently challenged by parnts
having unreascnable expectations of
counselling and lacking insight into their
awn part in often highly acrimenious parent
relationzhips and their mle in supporting their
children after separation, SCasSP responds
i this by providing parents with information
packs, feedback and education as well as
referrals into other counselling and support
sarvices as a parallel process b support the
parents, their capacity to parent, and the
whole family.

SCas5P continues o see complex cases, with
growing prevalence of mental health Issues,
sanaory processing dificulties, domestic
violence, parenting issues and child
protection issues. This requires counseliors
o channel significant additional time and
resources into parant support and referrals,
outzide of the children’s sessions.

Future directions

Ll

SCasP plans to explore opportunitizs to
engage with Toowoomba's multicultural
community and has started o plan ways o
raduce barriers that may be raducing the
likalinood of parents and children from CALD
backgrounds from accessing SCasSP services.

Funding Body

Department of Social Sarvices (DSS)
{Commonwealth)
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TOOWOOMBA HOUSING HUB

Service Profile

Tha Toowoomba Housing Hub is a one stop
shop that acts as a foyer to the wider housing,
homelessness and human services seclor

for people who are homeless or expearencing
hausing stress,

Al the Hub there are 8 range of sevice
providers avallable to help people sesking
housing assistance, including staft from local
homelessness senvices, housing providers and
other community services, This is deliversd by
providing an assessmeant, referral and linking
service that helps Hub customers improve their
welbeing and sell- reliance, and access and
ststain safe and secure tenancies.

Support includes infarmation and advice,
ass/stance applying for private rental properties,
connection and coordination with other services,
self-service stations with computers, printers,
telephone, Wi-Fi and charging facillties,

THE TEAM

COO - Partnerships & Business Development
Rodney Watton

Staff from Liteline Darling Downs and South-
West Queensfand manage the day-to-day

operations.

Manager, Hub Integration Services
Helen MeGrath

Lead Assessor
Anna Falconer

Indigenous Engagement Assessor
Karla Draper

Hub Assessor
Michelle Wiersma
Local Partners working in the Hub includa;

Toowoomba and South-West Housing Service
Centre

YellowBridge Queensland
Australian Red Cross
Ozcare

YWCA Queensland

St Vincent de Paul Society

&

© Lifeine Darfing Downs & South West Gueensiand Ltd

United Synargies
Mission Australia

Agencies who provide their services direct from
the Hub include:

TASC Advocacy Services
UnitingCare Financial Counselling Services
NEAMI - mental health services navigation

Achievements

*  The Toowoomba Housing Hub is the first of
its kind to be established in Quesnsiand.

* The Hub opened dunng Homelessneas Week
on § August 2018 and has recorded over
3300 customer presentations.

= Significant housing outcomes have been
achieved by & number of cusiomears who
have previously expanenced long-temm
homelessness. This success has been a
direct result of the person-centred and
committed staft who have carefully built
enduring relationships with people who have
complex lives, enabling longstanding barriars
o be addressed so that suitable housing
apticns could be identified.

+ The Hub has becoma well Known in the
Toowoomba community as a one stop shop
for people who need housing support, largely
built through positive word of mouth and
through the Hub's exposure via its Facebook
account.

* The Hub partlcipates on & number of
community committeas and through those
connections is now established as a key
point of referral for agencies who nesd
advice, assistance and support for their own
clientele,

*  The Hub participated in the Homelessness
Week expo, with staff directly contributing
to raising awareness of the Issue of
hemelessness and fundraising to supporn
people expenancing homelessnass through
the Homekessness Week Sleep Out event.

* The lsarnings from the Hub's model of
customer response has heavily influsnced
the transformation of the Department of
Housing and Public Works housing service
dellvery.

&



Hub partners are |eading a number of
significant innovative collaborations,
including a Youth Homelessness Roundtable
addressing the wicked problem of youth
homelessness, a shared community
response to suppor rough-sleeping people,
a shared tenancy housing model for young
pecple (SPIN) and participation as a
member of the Safer Toowoomba Regicnal
Partnerships.

The Department of Housing and Public
Works has confirmed its commitment to
LLDDSWQ as the Community Connections
Partner, extending a contract offer fora
further 12 months to June 2020,

A promotional video has been developed lo
Introduce the Hub, fealuring Hub customers
and their ife story, The promotional video is
now widely used to help people understand
tha Hub's ongin, it's no wrong door and
person-centred philosophy and its warm,
welcoming and flexible space design.

The Teowosomba Housing Hub was privileged
to be showcased in the 2019 Annual Forum
of Institute of Public Administration Australia
as a case study example of the future of
public purpose work in action, creating
positive change by working for with shared
purpose. The Hub was represented by

both Helen McGrath and Rodney Watton in
conjunclion with Simon King, Manager of
the Toowoomba and South-Wast Housing
Service Centre.

Challenges

Cver the past 12 months, Toowoomba has
expenenced a downturn in availability of
budget accommodation options and has
limited low cost private rental properties.
This places stress on people in receipt of
very low incomes or New Start allowance
and increases the nsk of people becoming
homelessnass

The Hub staffing model is resourced

by government and non-government
agencies who contribute staff on a goodwill
basts. Due to competing and increasing
organisational pressures of parthers
operating with limited resources, this model
is not sustainable and requires o review of
contractual deliverables for funded pariners,
ensurng a direct line of sight to the Hub.

The capacity of pariner organisations

to respond timely to Hub refermls is
incremsingly challenged in an environment of
increasing demand for suppor services due
to complications and complexity of peoples’
lives impacting on housing stability

Future Directions

A number of people are not able fo access
tha Hub in parson and require cutreach to
bring Hub services to them. Current Hub
resourcing does not allow this option and
nesds {o be considered [n planning for future

growth,

FPhase 2 of the Hub's development will
incorporate co-location with the Toowoomba
& South-West Housing Service Centre. This
i both an opporunity for service delvery
integration and a challenge to ensure that the
identity of the Hub as a community driven
place-based response remains strong.

Hub data and learnings will provide an
ongoing opportunity to influence service
delivery integration across housing,
homelessness and human services, and in
particular identify gaps in service delivery for
vulnerable pacple.

Funding body

Depariment of Housing and Public Works
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BUSINESS SERVICES

Angela Klein - Manager

Service Profile

Tha Lifaline Darling Downz and South Wast
Queensland Ltd (Lifeline Darling Downs)
Business Division currently employs 80-70

paid staff and is supported by 350 dedicated
and valued volunteers who donate mors than
15,000 howrs of their time annually. The business
aperations components includs:

= Sorting Division (paid staff, voluntears and
work placement participants)

* Hetail stores — 15 across South West
Cueensland

* Raturn-it sites - in Toowoomba and Dalby
*  Export
= [Distribution Centre {Toowoeomba basad)

o Administration (basesd at the Distribution
GCentra}

* Transport and Logistics

*  Fras furniture pick-up service

*  Reacycling and waste management
¢ Special events

*  Voluntesr management

e Work experience and raturn to work
programs

= Skill based funded traineeship programs
{Skilling Queanslanders for Work)

+  Social justice programs and school-based
placement programs

Current income generating outlets

Caregory Shop Name

Booashops Hever Ending Slonies Sheap
Ermnporiusm Bocks

Az ac Averos Shnp
Eifiponet Shoo & Bookshop
Ferih Sirest Shop

The Rangs Shog
Wilsonion Shop

Viyala Flada

Furmiture & Coflectabies/Hemes Sineet Sipersione
Retychog Retiimi L - Tomwaormba

Toowoomiis Ships

S — fotu B Tty
Country Clothing Shops [ Charimyle

Dy

Oakey

Sl Gearge

Starihorpe

Tam

WERMCE

NG Smart Tio closed 23 Dec 2018

Overview

2018/2019 has bean a challanging but
successful year for the Buziness Divizsion with
sales turnover for the financial yaar in excess of
£4 millien.

Thanks go out te our dedicated shop managers,
staff and our wonderful volunteers who ara tha
face of Lifeline and continually mprove their
retail sites, raizse funds and provide quality
customer sarvice. Tha shops are also a training
facility for many unemployed pecple and a hub
for social interaction. Our country outlets support
social inclusiveness in rural and remote areas,

The nead to continue to raize funds for the
organisation continues to be the focus of the
retail division. This must be balanced against
increasing operational expenses and the costs of
beng legislative compliant as well as maintamning
the ‘community’ type functions that the stores
fulfil, Qur retail shops remain profitable even
under the changing scepe of retailing where
tachnology and online buying has a direct impact
on brick and mortar cutletz, We continue to look
for opportunitiss for our shops to capitalise on
new technology.

Sorters

Our sorters have the cngeing and undervaluad
task of sorting through tonnes of donatad tems
and categerising products te achieve the highast
value for each item. Our ratail division relies
heavily on the skills of our sorters to ensure

high guality goods are provided for resales in

olr shopsa and for our export customers while
minimiging wasta for landfill. With ower 1000
boxes of stock being produced for our retail
oltlets on a monthly basis, our key to continued
parformances is supplying the right product to
our Lifeline customers. The Lifeline National
Strategic Review Committes stated that: "Sorters
are the key to clothing sales”.

The quantity of donations has remamed constant
however with the 'fast fashion’ era. the quality of
garmants has declined. Vie now operate in the
same retail environment as some of the larger
department stores and are in direct competition
with Kmart {in particular) which has captured

the retail market with low cost hamawares and
fashionable goods at low cost prices,

Lifeline Darling Downs & South West Gueensiand Ltd



Retail

Special thanks go to Barb Dallinger our Retail
GCoordinator who manages the operational and
ataffing needs of our retail and sorting division,

It has been a busy year and, although she has
faced many obstacles in the ratail framewark, her
passion for Lifeline and her rofe continues,

Buying online, selling onling and giving away

to others on community Facebook sites has
impacted donations to Lifeline. The proliferation
of smart phones means that it is now even
easier to sell goods online. Facebook has

now overtaken Gumtree as the preferred aite

to sell goods. Cash shop retailers such as
Cash Converters have alao taken a direct hit

as consumers are now able to sell their tems
without using a third party.

Export

Our export markets have seen solid growth over
the past financial year. This financial year wa
produced and sold over 350 tonnes of product
to various export markets, This product, which

is unsaleable through our shop network, raised a
profit of £90,000 but alao saved 535,000 in waste
1o result in @ net worth of $125,000.

Distribution Centre

The Distribution Centre cannot operate
effectively without strong coordination and for
this | thank our Distribution Centre Coordinator
Stephen Pennells. Without his leadership and
exceptional organisational skills, the day-to-
day operation would not run as efficiently as it
does. My sincere appreciation also goes out
our Distribution Centre administration team
who manage our administration requirernents
and to our warehousing staff who provide the
foundations of our fully functioning facility.
This team of staff ensures the smoaoth running
and harmonious working environmeant of our
transport and |ogistics division.

Transport and Logistics

We are extremely fortunate to have a truck flest
that complements our work. Qur drivers are
the face of Lifeline when they are on the road
picking up goods from the general public, We
are blessad to have highly skilled drivers on
staff. Our staff conduct approximately 2,000
collections from private homes each year

Dvatribution Centre Fleet

Work for the Dole / Work
Placement

This year we were once again funded through
Best Employment to place job seekers in roles
whete they can gain skills and experience within
the Business Division. Nathaniel Dallinger, our
Work Placement Coordinator, successfully
managed over 300 individual participants. Other
work placement participants came from other job
agancies, return to work rehabilitation, disability
sarvices, school groups and community sarvice
participants, Thea total labour hours contributed
as a result of these programs weare in excess of
25,000 hours.

This year, we also introduced the Supervisor
Attendance App (for mobile devices). This app
supports a direct link with Best Employment
and Centrefink and snables reporting on daily
attendance of participants. This allows for more
accurate and cumrent attendance information to
be provided to Best Employrment and Centralink
in relation to attendance. This has also positively
impacted the total hours contributed over the
last financial year,

The most significant change to Work for the Dole
this year were the increased weakly requiraments
for participantsa,

Old New
Age Group |requirement/ | requirement/
week week
18-24 25hrs 25hrs
25-55 15hre 25hrs
55-85 10hrs 15hrs
continuad overfeaf
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School Programs

* 5t Mary's — 20 ¥ Year © students and 20
x Year 11 students attended Distribution
Centre and stares for their Social Justice
Charter placement

* Downlands College - 15 x Year 11 students
attended Distribution Centre for their Social
Justice placement

+ Christian Outreach Gollege — 20 x students
attended the Distribution Centre

BOOKFEST

First weekend in March every year

Bookfest achieved over $74 000 in sales in 2019

Many thanks to all the valunteers that make
thiz event possible. Many behind-the-scenes
voluntesrs work all year round 1o ensure this
avent is a success and should be commended
for ther continued commitment. Without their
work threughout the year, this event would not
be possible. For the event itself over 100 pallats
of books were unloaded and categorised ente
tables.

We alzo received significant suppert from local
business which assisted to kesp the expenses
down,

Plastic bag ban

Queesnsland introduced the ban on plastic bags
on 1 July 2018

Wilsonton Shop Reopening

Following a heavy downpour of rain in November
2018, the Wilsonton shop was forced to close its
doors due to flooding which enterad via the roof.

Following the clean-up, we ralocated the inside
the shopping centre as a temporary shop. As
the shopping centre
was undergoing

major construction
and we were awara
that at some tlime

our beloved shop
would be demolished,
negotiations began for
a permaneant Lifeline
shop for inside the
centre. The new shep
was launched with a
grand opening on 11
March 2019

Employment Project Funding -
Skilling Gueenslanders for Work

Retail Trainse:
Sarnantha Stead at the
Cakay shop

Lifelime was successful in sacuning fundimy for
i tralneeship emplovmant  proects  his
financial year

Retall — 12 fulktme tranees for sx months
$255.000

County shaps rstail tranesships for Charlaville

S George, Daby, Waweck, Stanthorpe  and
Ciakesy

Business - eight full-time rainess for smomanins
$175.200

Two. rainees for adminstration s Head Offics
and six [of thie Distrbution Certra

Tetal funding $430,200 (excuding GST) = 20
full ime pald trainees for gix monthse.

Lifeline Darling Downs & South West Queensland Ltd



Lifeline Smart Tip Shop -
The end of an era

Sadly, after almost 15 and a half years our
Materials Recovery Services contract with the
Toowoomba Regional CGouncil (TRC) ended

at 5.00pm on Sunday, 23 December 2018.
Tooweomba Regional Council awarded the
tender for the naxt five years to Resource
Recovery Australia.

Lifeline Business Division is very proud of
our time as the Material Recovery Services
contractor at the Greater Waste Managemeant
Facility in Toowoomba,

Lifeline acknowledges our staff and velunteers
both past and prasent for their work and
dedication to making this facility successful

at =0 many different levels. We also wish to
acknowledge our custormers who have supported
us faithfully during these many years.

The new face of recycling
- Containers for change -
Container refund scheme

Prior to the start date of 1 November 2018,
Lifeline was well invelved in negotiations with our
partnership with Beturn It to open a containar
collection and sorting site in Toowoomba as

a means to raise additional funds for Lifeline
Darling Downs. This new initiative had the
potantial to raise the profile of Lifeline not just

as op shops to deriva our income te deliver our
community services, but to extend our recycling
income streams.

Lifeline opened the doors to the new site located
within the Lifeling Parth Strest site on the official
start date on 1 November 2018.

Luckily, it was a slow start on the first day as
we processed 4,318 containers whilst we were
learning the operational requirements for the
site, By 2 January 2019, we processad over
55,000 containars in one single day. Our current
daily record sits at 67,000 containers in one
single day. This site has now processed well
over 5 million containers. The site for the period
of Movermnber 2018 to the end of the financial
vear, returned a profit to the organisation of over
£100,000.

Dalby Site - On 3 June 2019, Lifeline opened our
second container deposit site at 31 Nicholson
Street, Dalby. A full-time manager, a part-time
assistant manager and a casual staff mamber
were employed to operate the site. The site

has been handling between 10,000 to 20,000
containers a day since opening its doors.

Community Callections - the naxt phase
Forming partnerships with donors that will
donate their containers to Lifsling is the naxt
phase for the Return it sites. These collections
nat only yield cash donations for the 10 cents
refund, but Lifeline also receives the handling
fee. Over $4,000 has been deonated to Lifeline
through direct donations.

Beef City Newslatter
Containers for change - Lifeline bins

These collection points
have been placed at Beef
City so we can all do our
part for the anvironmant
and the community these
essantial services support.
Every single recyclable
itarm will be cashed in
and all proceeds will be
donated fo Lifeline which
helps support pecple in
the community:

Pat Holmas from
Donors can donate to Beef City showcasing
Lifeline. Lifeline number the collection bins.

is C 1000 4170,
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Staff Milestones

Years of Service
10 Years Alan Bradley
Sharon Knight
15 Years MNarrelle Monaghan
20 Years Tania Griinke
25 Years Helen Lynam
Achievements

L]

All of our trading outlets are profitable and
contributing to the financial wellbeing of our
ocrganiaation,

Successiully exporting surplus unwanted
stock to oversaas markets (350 tonnes of
product diverted from landfill).

Gontinuing to provide onsite training to
unemployed participants.

Cparating successiul fundraising events.
Low turm-over and long serving staff,

Warkplace training for all business division
staff.

Continued funding for traineeship programs
which boast employment outcomes of

75% (against a KPl of 55%). This training

1= proudly funded and supporied by the
Queensiand Government through ita Skilling
Queensianders for Work initiative.

Continued ability lo effectively manage large
quantities of donated goods.

We are a respecled second-hand recycling
and retall provider operating 17 siles in
Toowoomba and throughout South West
Queenstand.

Challenges

Generation of additional incomes each year
50 We can continue to balance the budge! a5
expenses continue to riss,

Maintaining our fleet to ensure vehicles
remain reliable, preseniable and cost
efficient,

Enhancing the quality and quantity of
donations.

Restorations of donalion bins to ensure high
quality collection facliities in public spaces.

Competing with on-line 2ales - via
Facebook/Gumtree/aBay.

Ensuring we are a donor of cholce.
Reducing wasta and increasing recycling.

Increasing furniture donations for future
sustainability.

Seeking reductions in expenses including
alectricity, rent, waste and repairs,

Sourcing new product at cost competitive
rates for resale in outlets,

Future directions

Provision of ready programs that provide
skills and work experience opportunities.

Development of a social enterprise focusing
on upcycling of unsaleable products,

Continuing to explore options for the
expansion of the retail network.

Utilising Office 365 in ralail outlats to
increase the accessibility for staff, volunteers
and workplace participants to onling training
programs,

Continue to buy in rew product that fills
gaps (n our supply chain andf/or derves a
profit margin for the retall division,

Build on the Lifeline brand and educating
donors on what products to donate, how to
donate and where to donate. “Maie your
donation count™ — reinforced through media
and communication strategies.

Increase recognition that Lifeline retai|
outlets are social enterprises and market the
benefita they bring to the community.

Increase recycling opportunities o reduce
wasle costs and minimise landfill,

Achieve operational effectiveness by
reviewing process and praduction,

Continue to train and support our staff/
voluntesrs who are the drivers of our
business.

One of the key tasks in cur vigion s 1o have
planned opportunism. This is a recognition that
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the future has unpredictability which can be
'memhtmnﬂmwtm our

To respond to this, we need to manage
change and have the flexibility to recognise
=:E10mmwm respond when it comes along.
business directions have come from
onpormnmmwﬂnhm have responded. To
grow the Business Division into the future we
must be open to early signs and changing trends
-and then have the lity to capitalise on
mwm ics, technology, customer
needs, and environmental and regulatory shifts,

In closing
|mdlmmmmmlmmmmm
of the Business Division. | am blessed to
work with people who have a great dedication
and commitment to Lifeline Darling Downs
end the work we do, Our staff have a belief in
‘and connection to the work that we do which
enriches not only our own lives, but the lives

of others in the community whe we may never
meet,




L My role includes ongoing consultation and liaison

= SUBMISSIONS

Louise Kennett - Manager Submission Writing

During my two years in the role of Manager = 52,500 frorn the Department of Aboriginal
Submisaion Writing at Lifeline Darling Downs and Torres Strait Islander Partnerships for the
and South Wast Qld Ltd (Lifeline Darling Downs) Cunnamulla in Focus project

| have worked to build strong relationships with

staff across the organisation and to gain a good Sk T LOng by W

understanding of cur work throughout the Darling
Downs and South Weat Queensland. During

this time our team at ifeline Darling Downs has
embedded some great processes o enhance our
ahility to sscure grant funding.

with the Executive Management Team, managers
and staff to;

: +  [dentify grant opportunities that conform to e Y el b
our strategic objectives;

« Review current funding to identify and DHRP S by i

proactively address future gaps;

* Gonfirm that the organisation has the
capacity to deliver the outcomes associated
with potential grants; and,

*  Communicate funding opportunities and

develop proposals,
Achievements Vot Sl v e
During the 2018-19 financial year, total funding :
i requested was In excess of $4.1M with Additional grants ware avarded for;
© .. $3,837,672 secured (compared to a requested + A project for 12 trainees to undertake work
~ $13.6M with $8,456,297 secured in 2017-18 and experince in aix L feline retail cutlets whila
E11M with $1.1M secured in 2016-2017). Atotal completing a Certificate | in Retall Services
of 24 submissions were lodged. This represents {Skilling Queenslanders for Work):

one less grant than the 2017-18 financial year
L and four fewer than the 2016-2017 financial year.  * Renewed funding for Supporting Children

- after Separation, Financial Counselling for
Problem Gambling, and Financial Counselling
and Financial Capability (Commonwealth
Department of Social Services)

* The Installation of safe and secure fencing
at the SafeStart site (Stronger Communities

Submissinne by outcome

s | Prograrm); and,
+  Ongoing funding for three years for the
Paisig _ 8 Creative Coping program delivering
skills training to improve symptomes and
1 p i . i G functioning for people with mental haalth

concerns (Darling Downs and Wesat Moreton
& Funding ranged from: Frimacy:Health: Netwans).
«  51.2M from the Daring Downs and VWest

Mareton Primary Health Network for the

Community Connections program, to:

= o
5 ]



Subrmisslons by location
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| was invited to participate on a panel on grants
and fundraising at the 2018 National Asscciation
of Charitable Recycling Organisations (MACRO)
conference in October 2018. | was also asked
by the Department of Education and Training to
deliver a grant writing workshop for 35 regional
Youth Support Coordinators and teachers.

1ith Neva Lisen at Rainbow Connections

One of the best things about my role is being
able to see the results of funding we are awarded
and how this translates to the provision of
support and services, This financial year | was
able to witness the impact of grant funding
firsthand as | had the privilege of participating

as a member of a passionate working party to

crganise and hold the Rainbow Connections
event funded by Perpetual Trustees and the
Darling Downs and West Moreton Primary Health
MNetwork.

| also worked with Kirsten McGovern and our
grant partners at Agforce to organise and attend
five community events funded by the Tackling
Regional Adversity through Integrated Care
(TRAIC) pragram.

With Kirsten McGovern at the TRAIC Event in Warra

Fefero Clvoniceva at the TRAIC Event in Warra

Challenges

While Lifeline Daring Downs has a strong
reputation and excellent teams who consistently
mest (and exceed) funding expectations, finding
suitable grant funding opportunities remains

a constant challenge. Competition for grants

is fierce across the sector and funding is often
divarted to address emerging needs or new
priorities (such as natural disasters). | will
continue to work with our staff and partners to
identify appropriate funding opportunities,



FUNDRAISING & MARKETING

The Fundraising and Marketing Departmant has
had a very exciting and successful year.

The year commenced with a joint promotion
*Shanks for Lifeling’ with the City Golf Club, the
Toowoomba Sports Club and Club Glenvale,
One dollar from each shank meal sold in July
and August was donated to Liteline Darling
Downs. We received great exposure throughout
the venues and in the media, which gave us

the opportunity to promote what we do. The
promotion raised $2,300 for our emargency raliet
prograrm,

In September we held our annual Cut of the
Shadows event to mark World Suicide Prevention
Day. This year we held a candlelight vigil on

the grounds of the Empire Theaire. Mayor
Councillor Paul Antonio spoke on the night with
several councillors also attending. The event js
an important one on our calendar as it brings

the community together to raise awareness,
remamber those |oat to suicide and unite in a
commitment to prevent future deaths by suicide,

In October we heid Linleash the Beast on World
Mental Heaith Day in partnership with wall-
known local author Emma Mactaggart. We had
ovar 20 writers come together and provide
in-conversations about mental health across a
variety topics to over 2,000 attendees, a Lad's
Lunch that raised $30.000, 21 cafes providing
goods with proceads going to Lifeline Darling
Downa and a comedy show to finish off the day,
All this in just one day! It was wonderful to see
celsbrities such as Ray Martin, Pater FitzSimons
and Mia Freedman throw their support behind
this initiative. Whilst we received fantastic
media coverage on the day, more importantly
the conversation about good mental health
continued well after the event, We recorded

all the day's seasions which have since beean
upleaded to our YouTube channal making the
sessions a valuable rescurce available to all
members of fhe community.

We also held our first ever Op Shop Bus Tour
during the month which saw guests visit several
our retail shops with lunch at the City Golf Glub,
The tour was designed fo showcass our shops
and was held during neticnal Op Shop Week.

The annual Loads of Love appeal lsunched

in November in the lead up 1o another busy
Christmas period. The appeal is run in
conjunction with Civic Assist and Heritage
Bank each year and in 2018, 22 tonnes of non-
perishable food items were donated which was

Kirsten McGovern - Manager Fundraising & Marketing

a fantastic result. This allowed us to assist more
than 1,670 people over the Christmas period.

A= we have done for the past 16 years
throughout December, we worked alongside

the Lions Club of West Toowoomba to make
Christmas Wonderland the wonderful community
avent it is. There was greal celsbration during
the month when the one millionth gold coin was
donated. This year we recelved 328,000 as one
of the major beneficlaries, as did the Toowoomba
Haospice and the Toowsomba Hospital
Foundation.

In February, we held a Past and Present Board
Members Lunch at beautiful Preston Manor.

It was wonderful to welcoma so many past
supporters of the crganisation and gave us the
opportunity to let inform them of what we are
achieving. We were delighted to be named a
beneficiary of the Elders Rural Service Australia
BBQ which saw us receive $20,000 for drought
relief which was a great result.

The annual Chronicle Lifeline Bookfest was

held in March where we reconded saies of over
$74,000 in the two days which is an outstanding
achisvemant.

In April we hosted our first ever fundraising
dinner in over 30 yeara. Our theme was Return
to the Titanic and saw our gueats dress up in the
style of the era, many of whom had purchased
items from our retail shops. The evening was

a great success raising over $16.000 for our
drought and counselling services.

Events continued throughout May as we

hosted Rainbow Connections, a free one-day
event designed to promole regional action on
LGBTIQA+ issues. We engaged saveral Interstate
speakers who presented on a varisty of topics.
This event was funded by Perpetual Trustess and
the Darling Downs and Wesi Moreton Primary
Health Network.

We also hosted four community events in
partnership with Aglorce which were funded

by the Tackling Reglonal Adversity through
Integrated Care (TRAIC) program. The events
featured well rencwned professional rugby
lgague player Petero Civoniceva who spent tims
with guests and spoke about his journey with a
forus on mental heaith. The events were held in
the drought affected areas of Warra, Stanthorpe,
Kingaroy and Proston and were designed to
encourage the community to get together,
socialize and find out whara mantal health
services are available,

Lifeline Darling Downs & South West Queensland Ltd



In June we received the largest donation of FUtI.II’E DifE‘CtiﬂﬂS

non-perishable food itema ever from Centenary

Heighta State High Schoaol Interact Club, In the 19720 financial year wea will continus
Throwgh their 16th annual Lifeline Can Appeal to increase our brand awareness and boost
the students donated 8,355 items to our the number of fundraising activities to grow
emeargency relisf program. This allowed us to donations. Greater exposure will lead to
support struggling individuals and familizs with further support and opportunities, Key to
food parcels during the winter months. the Fundraising and Marketing Departmeant
is building relationships with corporate and
Throughout the year we had the pleasure of indiuidualgd BRors wh:; we can Er?en work

working with Cheap Cars Toowoomba who kindly collabaratively to achieve great results.
donated three second hand motor vehicles to

peopta in nesd. Thanks to our connection in the

community we vwere able to assist Les and his

teamn by identifying suitable benefactors. It was

a wonderful initiative and one we were delighted

to be involved with.

Morgen Ruiz, Cheap Cars Toowoomba and Derek

Challenges

The Fundraising and Marketing Department
continues to face the same challenges in the
local fundraising markst as in previous years.
Several our competitors have expanded in the
past twelve months and increased their activities
putting further atrain on our ability to collect
donations. The effect of the drought has been felt
as previous supporters are just notin a position
to support the organisation at the moment. Our
key message remains the same in that we are

a local charity helping our local community,

We continde to promote the fact that the funds
we raige stay in our region, for our region and
position ourselves as the charity of choice across
the Darling Downs and South West Queensland.
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Staternent of Financlal Performance
For the Year Ended 30 June 2018

4 452,564 4,500, 737]

The accompanying notes form part of this financial report
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Lifeline Darling Downs & South West QLD Ltd
of Financial Performance
ar the Year Ended 30 June 2019

(104.0186)

212,110|

otal comprahsnsiva income atiributabie to members of the sntitly

(104,016)

2121

The accompanying notes form part of this financkal report
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Lifeline Darling Downs & South West QLD Ltd
Statement of Financial Position
For the Year ended 30 June 2018

AL EQUITY TATH
Tha accompanying notes form par of this financial report
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Lifeline Darling Downs & South West QLD Ltd
Statement of Changes in Equity
For the Year ended 30 June 2018
Asset
Ratalnod Revaluation
Earnings Ressrve Total
5 § 5
5731, 727 1,234,836 6,966,561
212,110 - 2,110
5,943,837 1,234,836 TATB6TI
(104,018) * {104,016)|
5,830,821 1,334,838 7,074,857
| The accompanying notes form part of this financial report
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Lifeline Darling Downs & South West QLD Ltd
Statement of Cash Flow
For the Year Ended 30 June 2019

1,208

307 065
3988,034
{35,438)
{17 1114

Flows from Financing Activities
(increase) / degrease in loans o NILS scheme recipients - i
1ds | (Repayment) of borrowings 485 144,
%ﬁ 1

increase | (Decrease) in Cash Held s TR (102.164)

3,267,780 3388
: 3

Reconciliation of Cash Flows from Operations with Profit attributable to the Entity

aftribitable 1o the Entity (104,018) 22,1104
flows in profit

Add Depraciation 383,888

Add Loss / (Less Profit) on Sake of Assels {17,851)

Add decrease / (Less increase) in market value of Investments {453)
|Changes in assets and liabilities

(Less increase) / Add decrease in Debtors (151,381)

(Less increase) | Add decrease in Prepayments [27,723)

{Less increasa) / Add decrease in Stock 38,037

Add increase | (Less decreasa) in Creditors & Accruals 227 051

Add increase / (Less decreasa) in Provisions 265,005

Add increase / (Less decrease) in Income in Advance & Unspent 231,766
[Cash Fiows from Operafing Activities (above] 844323 7
The accompanying notes farm part of this financial report
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Lifeline Darling Downs & South West QLD Ltd
Notes to The Financial Report
For The Year Endad 30 June 2019

{g) Goods and Services Tax (GST)

Revenues, expenses and assels are recogressa net of the amount of GST, except whians ihe amount of GST
incumed |8 not recoverable from the Australian Taxation Office. in thesea circumstances the GST is recognised
as pari of the cost of scquisition of the assed or as part of an item of expense. Recewvables and payables in the
Statement of Financial Posibon ara shown nclusive of GST

Caah fMows are presantad in ihe Stalament of Cash Flows on a gross bosis, excapt for the GST component of
Imvesting and financing aclivitos, which are dsclosad as operating cash flows Accordingly, investing and
financing cash flows are presented in the statement of cash flows net of the GST thal is recoverable from, oF
payabia to, tha Australian Taxalion Dffice

(h) Unexpanded Granis / Grants in Advance / Income in Advance

Unegxpanded grants &re the unepent portion of govemnmaent funding received (o provide sanvices in the cument
or previous financinl years, where thare is & requirement to relum any unspeani maney

Granis in Advance e govermnmani funding received for services (o ba parormed in future financisl yesms.
income in Advance is non-governmaeni funding received lor sanvicas io be parformed in future financial years,

{f} Cash and Cash Equivalents

Cash and cash equivalents include cash on hand, deposiis heid at-cail with banks and other short term highly
liguid invesiments.

(i) Income Tax

No provision for income tax has been rused as the company & cxempl from income tax under Divimon 50 of
ihe incama Tax Assessment Act 1087

(k) Provisions

Prowisions sre recognised when the company has a legal or construclive obligation, &5 a result of past events,
for which it is probabie that an outiow of economic benefits wall result and that oulfiow can be reliably measured

Provisions recoghised represant tha best estimate of the amounts required 1o ssttle the obligntion al reparing
date

(1} Comparative Figures
Where required by Accounding Stendards, comparalive figures have been adjusied o conform Lo changes in
presentation for the cument financial year.

{m) Critical Accounting Estimates and Judgementa

The directors avaluame estimates and judgments incorporated into the financial statements, based on historical
knowlsdge and bes! svailable current information. Estimates assume a raasonable expaciation of fulure events
and are based on current trends and economic data, oblained both extermally and by the company.

Donated stock on hand al year end of S872.311 is recognised of replacemant cost, determinad as being equal
to seffing price at year and.

Lifelina Darling Downs & South Weast Quaensiand Lid




Lifeline Darling Downs & South West QLD Ltd
Notes to The Financial Report
For The Year Ended 30 June 2018

(&) Finencial Instruments

Derivative financial Instrumants
The company has no dervative financial instruments.

Non-derivative financisl instruments
Non-deswvative fmancial instrumants comprise the following accounts: Cash and Cssh Equivalents, Deblors.
Trade Creditors, Loans

Non-dervative financial instrumants are recognised Initially at far vaiue of the date the company commits itsell
to sither purchase or sell the assel (le imde dale sccounling is adopled),

Subsaquent la Inilial recognition, non-derivative financial instrumants are mesisured as foliows:

Cash and Cash Equivalents are carried al amounis due. Cash and Cash Equivaients include cash on hand and
peity cash, deposits held ol call with banks, and ofher shori-term highly Ngquid invesiments.

Debiors, crediiors and loans are stated at their amonised cost. Amortised Costf is calculated as the amount as
which ihe financial asset or Eabdily s measured at initlal recognition less principal repayments, agreed offsets
and any reduction for impairment.

() Employss Bonafits
Prowision is made for the company’s Nabiity lor annual, long sarvice and ol lssve arising from services rendered
by emgloyees ai the reporting date

The prowisions for annual leave and todl leave sre calculated using normal rates and loading where apphicabis

The prowsion for long sericn leave is calculated from whan the employes firsl commences. Hance, in many
cases, & provision is made for which there is no legal entilament. However, iha direciors have made this decision
based en the government's policy of providing subsidies which inciude n allowance for long service leave for
all amployses. The provision for long sarvice leave for employess recaiving salary benefts is calculated =t their
‘gross’ rate @s per the award, thet is the rate they would receive if they elected not fo receive salary benefils.
This is based on (he assumption that most long sarvice leave is taken on lerminabon

Whaa an amployes has reached 7 yaars of savics, and the amployes i therefors enbed to receive payment
of long service lsave in certsin circumstances, the long service lagve habilily is classifisd as a ourren! kabiity as
the company does nol heve any unconditionsl nghl to defer setilemeant of the Eabiity for sl least 12 months afler
tha reparting daie, The obligation 1o settle could occur at any time.

The company has calculated tha provision for sick leave based upon [he axpacled wages to be oullaid should
employees lake (ong e sick laeve

Contributions ara made by the company to an employes superannuation fund and & charged a8 expanses
when incurred. The company has no legal obligation (o provide banafits to employees on ratirament,




Lifeline Darling Downs & South West QLD Ltd
Motes to The Financlal Report

For The Year Ended 30 June 2019

Plant and Equipment
Plant and squipment & measured on the cos| basis loss deprecation and IMpANTent I0S6Es.

Plant and equipmeni that has been contribuled at no cost, or for nominal cost, is valuad st the fair value of the
assat as ai the dala il is acquired,

Depreciation

The depreciable amount of all fixed assets inciuding buikdings, but excluding freshold land, is daprecmed on A
straight line basls over the asset's useful life fo the company commencing from the ime the assel is heid ready
for use

The depreciation rates used for sach class of depreciablo assels are

Class of Fixed Assat Depreciation
Alate

Buildings 2.50%

Plant and equipment 5% - 2T%

The sssels’ residunl values and useful lives am reviewod, snd adusted if appropriate. ot esch balance dute.

Gains and losses on dsposals ane delermined by comparning proceads with the camying amount, Thass gains
or losses are included in the Income sialement When revalued assels are sold, amounis includad in the
revaluation reserve relating o that assel are transferred (o retained samings.

() Stock

Stock ihat has besn donated has been acquined Bl no cost. Although it in nol obliged lo, tha company complies
with AASH 102 whereby stock acquired for no cost is valued &t the current replacement cosl as i the date of
acquisition. "Curreni repiacemeni cost as al the date of acquistion” is considened o be the selling price at yaar
end

A physical count of stock & made at all locations at the end of the finencial year

d} Loasua
Lesses of Mixed assets where substantially all of the risks and banefits incidental o the ownership of the sssel,
but not the ipgal ownership, are transferred io the company are dassified as finsnce leases.

Finance leases are caplalised, recording an assel and a Nabdity equal fo the sum of the ménimum lease
paymants, including any guarantead residusal values.

Leased assols are deprecialed over ther estimated uselul ives whare it is lkely that the company will obitain
ownership of |he assel Leaza paymenis ane allocated betwesn fhe reduction of the keasa liability and the leass
interest expense for the period.

Lease payments for operaiing leases, whene subatantially all the risks and benafits remain with the lessor, are
macagniaad as sxpenses when [ncunmad

Lifelina Darling Downs & South Weast Quaensiand Lid




Lifeline Darling Downs & South West QLD Ltd
Notes to The Financial Report

For The Year Ended 30 June 2018

Nots 1: Statemant of Sigaificant Accounting Pollcies

The financial report is for Lifesing Daring Downs and South West Ouesnsiand Limited ('the comprny’) 85 an
individual company. Tha company is a company limied by guaranisa, incorporaled and domiciied in Ausiraia
The registerad office |s 33 Russell Sirest, Toowoomba, and the principal place of business (s 33 Russell Siresl,
Tooweomba. The principal sctiviles of the company during he financial yeor were 0 provide counsaling
services through the provision of mentoring, suppart and intervention programs.

Basis of Praparation

The girectors have prepaed the financial repar on the basis that the company |s a nonreparting entity because
(here @re No users who are dependent on ite general purpose financial report. This financial report is therefore
8 spacial purposa financisl report that has been preparad in order fo maat the requmements of the Ausiralian
Charities and Nol-for-profits Commission Act 2012 Tha company is & nol-for-prafil enlity for financial repoting
purposes under Australisn Accounting Standands.

The financal repori hes been prepared in sccordance with the mandafory Australian Accounting Standards
applicable to anfities reparting under (ha Australian Charities and Not-for-profite Commission Act 2012 and the
significant accounting policies disclosed below, which the directors have determined are appropriate to maet the
niads of mambers. Such sccounting poficies are consiatent with thoas of previous penods unlnss otherwise
sialed balow

Tha financial raport has been prepaned on &n accruals basis and s based on histoncal costs unlass oihermsa
stated in the notes. it is presenied in Austrakan Dollars, rounded o the nearest doliar. The acoounbing policies
that have been adoptad in the preparation of the repor are as follows:

Accounting Policles
(a) Revenus
Revenue from the sale of goods s recogmnsed wupon the delivary of 1he servica 10 the customens,

Revenue, including grant revenue, received in perform a service or complete a project is recognised as the
service/project is delivensd.

Donations and baguaests are mcognised ps revenue when reopdved unless they ane designated for @ spocific
senicaiproject, in which case they are mcognised once the service/project in delivered

Interast ravenue (s recognissd on rece|pt
All revenue is stated net of the amount of goods and services tax (GST).
b} Property, Plant and Equipmenl

Each ciass of properiy, piani and equipmenl is camied ai cos! less, where applicable, accumulated depreciaiion
and impairment losses.

Property

Freshold land and buildings are inciuded at waluation. All freehold land and bulldings were independently
revalued during 2011112




Lifeline Darling Downs & South West QLD Ltd
Notes to The Financial Reports
For the Year Ended 30 June 2018

2: Auditor's feas

of the financal stalements 12,875 13,
af
fsor8

3: Debtors
188377 EJ'NII

Provision for doubtful debts - 10,561
Total 188377
Nots 4: Property Plant and Equipment
{a) Land and Bulldings

& Bulldings at Valuation 7016817 6,436,003

accumulated depreciation 877,013 558,907

} Plant and Equipment & Motor Vehicles at Cost
Equipment & Molor Viehicles ot cosi 1,831,321 1.532
acoumulnted 1.003.728 981,
Tatal 837,583 §51,191
MNote 5: Ressrves

Revaluation Reserve
| This reserve records the revaluation of proparty, plant and equigment.

#: New Accounting Standards for Application In Future Periods

Australian Accounting Standards Board has issued new and amended Accouniing Standards
thal have mandatory appication daies for future reporting periods and which the company
nat to early adopt. The company doss not antlcipate sarly adoption of any such Accounting Standards, and
not expect tham (o have any matetial afect on s financial repo.

T: Members' Guarantes
The company & incorporated under the Cotporationa Act 2001 and is a company limited by guarantee If

is wound up, the constitution states that each member s requived to contribule a maximum of 10
any outstanding obligations of the company. At 30 June 2018, the number of members was 12.

The secompanying notes form part of ihis financial report

Lifeting Darling Downs & South West Queensiand Lid




Lifeline Darling Downs & South West QLD Ltd
Responsible Persons' Declaration
For the Year Ended 30 June 2018

The Direclors of Lifeline Darding Downs and South Wasl Queensiand Limited (“the company'), being the
responsibie parsons of the company, have determinad that the company is not a repoiting entity and thal this
special purpose financial report should be prepared in accordance with the accounting policies described in
Note 1 io the financial statements.

The direciors of the company declare that in their opinion:

1. There are reasonable grounds to believe that the company will be able 1o pay its debls as and when
they become due and payable, and

2. The financial staterents and noles satisly the requirements of the Auslralian Chaniies and Nol-for-
profits Cormvnission Act 2012,

This declaration is made in accordance with a resoiution of the board of direclors and is signed In accordance
with 580 15(2) of the Australian Charities and Nol-for-profits Commission Regulation 2013 for and on bahalf
of the board of directors by

Dated this 7.l dayof Sef=3 2019




INDEPENDENT AUDITOR'S REPORT
TO THE MEMBERS OF
LIFELINE DARLING DOWNS & SOUTH WEST QUEENSLAND LIMITED

Raport on the Audit of the Financial Report

Opinion

Wae have sudited tha accompanying financisl report, being & spacial puposs financial fepen of Lieline Dading Downs & South
West Ousensiand Limiled {"he company’) which comprises: tha statemant of financial posion & 52 30 June 2070, the statsman!
of comprenansive income and statement of cash fiows for the year then ended, notes comprsing & summary of significan
Bcoounling policies and other axplanalory nformation and the responsils persone’ declerstion.

I our openian the financial repart of the company fes been propared iy sccordance with Div 60 of the Australian Charities and
Mol far-prafits Commingion At 2012, including:

i} giving & true and fair view of the compary’s financlsl position as @l 30 June 2018 #nd of th performance for the
yeur anced on that date; and

{Il} complying with Ausiralian Accounting Standards fo the extent described in Note 1, and the Australan Charities
and Not-for-profits Commigglon Regutaton 2013

Basis for Opinion

We conducted our audil in sccordence with Austreiian Audifing Standards. Our responeibiiies undsr inose standards ans furthar
dasciibed In the Auditor's Responsibilities for the Audit of tha Financal Report section of our report below. We sre inoepandent
of the company in accomance with (ha alhical requirements. of the Accounting Professions! and Elhical Standarde Board's APES
110 Code of Ethics for Professional Accountants (the Code) that are relevant to our audit of the financial report n Australie. Ve
have aiss faififled our ciher eirical responsibilites in accordance with the Code

Win befieve that thin auds evidance wa hove obiained i suffickant and aperopariale io provide & basis for our apinion.

information Othar than the Financial Report and Auditor's Report Thereon

The directors of the company ae responsible for the other infarmation. The other infarmation coemprises the information includad
in the company’s annual report for the yeer ended 30 June 2018, but does not include the Snancial report and our suditor's
opition Sergan

Our opnion on (v Ninancisl mport doss nol cower the other infermation and accordingly we do not express Bny form of
ELBLUTANGE (hArean,

I cannezson with our muds of e financlal report, our responsibility = i read the other informstion and, in doing =o, considar
whther the oiher Information is matarislly consistent with the finandal report or our knowleoge obtsined In tha sudt o otherwise
Bppess ko be materiadly mizslstod

If, Bosad on tha wor we have parformed. we conclude that there s & material misstatement of tis other information, we am
reguined to repart that fect. YWe hewa nothing ta fepert in e regard,

Emphasis of Mattor - Basls of Accounting

We drew sfiention io Nole 1 to the financial report. which describes e basis of sccouniing. The financial repodt has baan
preperad for the purpose of fulfiling the company's financil raponing respansibifites under the Australlan Charities and Not-for-
profits Commission Act 2042 As a resull. the fimancial repord may not be sutable for snolher purpose.  Our opition s not
rnodsfed in respact of this matier

Responsibilities of Directors for tha Financial Report

Tha diectars of are responsitie for the prepsraton of the financial rapon that givas a true and faly view and have delermined that
the basis of preparalion dascribed i Mote 1 to the financial report @ approgriste fo moeel the requirements of ke Ausirakan
Crarities and MNol-for-profits Comenission Act 2012 and s approprisle to mest the needs of fhe members. The direciors’
rasponsiity slso inciudes such inlesnal conirol as he directors determine I8 NECHSSATY 19 andble the proparation o & fnancial
fuport that glves o trus and fasr view snd in fres from mabedial misstetement, wiather dua 1o fraud or affor.

in preparing ihe financial repon, ihe direcions ere responsible for assessing the company's abily o conling &6 B QoING CONCEM
#rid dissiasing (where spplcabin) matbers relafing to going cofces, and for Laing the going concern basis of accounting unisss
the directors either imend o Bxuidate the company of 1o cease opersiions. or have no realsdic altemative bit to do so

Lifelina Darling Downs & South Weast Quaensiand Lid




Auditor's Responslbliities for the Audil of the Financial Report

Cur chbjectives are '0 cbisin ressonable sssurance sboul whether the financial report as a whole i fres from maberisl
misstatemeant, whether due to fraud of amar, and 1o issue 0 SUAHOrs repon that includsd our opinicn. Reasonable assurence &
a high lewsi of assurance. but not a guarantee that an audit conducted in accondsnce with Austafan Auditing Stendands will
abways detect a matedial missiaerment whan [} exists. Missistements can srisa from fraud or emor and sre considend matarial if
individuailly or in ihe aggregate. they could reasonably be axpected 1o influsnce The sconomic decisions of users takes on the
basis of this fnancial repod

As part of an audll In pocordance with the Austrafian Audfing Standards. we municiss professional judgament and manbsn
professionsl scepbiclsm throughout the audil, We siszc

Idanilfy and assess e risics of material misstztamant of the Ainancial report, whithes due o fraud or error, design and
parform gudil procedurss responsive 1o thoss risks, and obtain sudit evidence that & sufficient and epprooriate io
prowide @ bas|s for our opnion. The risk of not detecting & matenal misstatement resulting from fraud i higher than for
one mesulfing from eror, @ fraud may irvohe collusion, forgery, intantional omissions, misreproseniations, or the
evortice af Intarnsl contml

Ottain an understanging of iMemal contral relevant to the sl in ordar 10 desgn audEl procedunes Thad are
appropriate in the circomatances, but Aot for he purposs of EpMEssing an opnisn an the effectivensss of tha
company's intemnisl control.

Eveiuats the sppropriatensss of accounting poliches used and the rassonablensss of Bccounting estimates and related
dmsciosures magde by the dirsclors.

Concluda on tha appropriateness of the dimcion” use of ihe paing concern bask of acoounting and, based o0 the audit
wedenca obtsined. whether & malarial uncerainty exiels relaled 1o swnls or condibions thal may cas! aignificent doubt
on fhe company’s abiity 1o continue &s & going concern. If we conciude (hel a materal Uncerainty adsts. we ae
required [o draw BiEson n our audiors repon o the related discicsures in the financial repart o, If such disclosures
a8 inscaquale, o modify our opinkon, Our conciusions are based on the audi evidencs cotained Up lo the dete of our
suditor's report  Howewer. futurd events of conditions may causs the company i cease to confinue a8 2 going
concam.

Evalusts 1he ovarnll pressniakion, slrucism and confant of the finescial report, sncluding B disclosures, and whathar
1ha financial report Mpresents the undanying transactions and events in & mannps thet schieves falr presanteton.

Wi communicate with the dirsciors regerding, smong other matiers, i planned scope and liming of the Rudii Bnd sgnificant
audn findings, including any significant deficiencies in infaimai conirol thal we identify during cur sudit

Mame of Firm: Baucn & Assaciates

Charténed Actountants

Address:

B.P. Baukch

1354 Russod Straw!, Toowoomba QLD 4350

Dateatnis 25 oayof Sﬁ-ﬁfw 309 .




IMPORTANT ACKNOWLEDGEMENTS AND THANKS

CORPORATE DONORS

PB Agrifood Elders Rural Services Australia Ltd
DFS Insurance Services Kitchener Street Dental
Oshborne Restaurant Clear Vision Accountancy Group
CORPORATE SPONSORSHIPS
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e =i Foundation

GRANTS — CHARITABLE ORGANISATIONS — FOUNDATIONS
Brazil Family Foundation

Institute of Technology for Australia and New Zealand (TITAN)

Impact Philanthropy

Order of the Eastern Star Darling Downs Chapter No 140 OES

SERVICE CLUBS

Lions Club of West Toowoomba Inc Toowoomba Apex Club
Apex Club of Toowoomba Lions Club Toowoomba
QCWA Condamine Valley Warwick Branch Lions Club Clifton
Clubs Queensland

20 gl e R T g A A
Frac R R R T O PR i " ]



SCHOOLS

Centenary Heights SHS

MEDIA PARTNERS

Dalby Herald

Toowoomba Newspapers
Warwick Daily News

Western Times

Southern Cross Austereo

ABC Radio Southern Queensland
Channel Seven Queensland

GOVERNMENT
FUNDING DEPARTMENT
ACKNOWLEDGEMENTS

State Government

Department of Communities,
Disability Services and Seniors

Department of Child Safety, Youth
and Women

Department of Employment, Small
Business and Tralning

Department of Aboriginal and Torres
Strait islander Partnerships

Department of Environment and
Heritage Protection

Department of Health

Department of Housing and Public
Works

Office of Liquor and Gaming
Regulation

Office of Justice and Attorney-
General

Department of Local, Racing and
Multicultural Affairs

WIN Television
4AK/AWK

864 Triple M
4RRFM
88.1FM

102.7 FM

Department of Industry, Innovation
and Science

Queensland Mental Health
Commission

Federal Government
Department of Soclal Services
Department of Health and Ageing
Office of the Prime Minister and
Cabinet

Other Funding Bodies:

Darling Downs and West Maoreton
PHN

Toowoomba Regional Councill
Western Qid PHN

RHealth

Perpetual Limited
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