G line 24 hour Ganbling Crisis and Referral Tel ephone Service
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. OVERVI EW

The purpose of this docunent is to provide a profile of the managenent and
operation of G Line a 24 hour tel ephone counselling service for people
affected by probl em ganbling.

G Line is a key service unit of the Addiction Research Institute and was
established in response to community concern regarding the increase in the
preval ence of people experiencing difficulties as a result of problem
ganbling and the |lack of services available to address the needs of this
gr oup. A snapshot of key aspects of G Line is presented bel ow



G Line operates within the broader environmental context of the Addiction
Research Institute which is an independent, not-for-profit organisation
supported by funding from both government and non-governnent sectors. The
Institute is managed by a Board of Directors which is supported by three
Advi sory Councils in the areas of Strategic Devel opnment, Research and

Et hi cs.

Currently the Institute enploys seven full-time and part-tine staff in
manageri al and admi nistrative roles, 37 qualified tele-counselling staff and
has several sub-contractual arrangenments with external organisations and
consultants to provide a range of supporting functions.

The mission of the Addiction Research Institute is to pronote the health
and adequate social functioning of the comunity through research, and its
application into al cohol, drugs and ganbling. Since 1994, the Institute has
expanded its focus to include the provision of counselling, information and
referral services for people affected by probl em ganbling through the
establishment of G Line, a 24 hour nulti-lingual telephone service.

The first G Line service was established in Victoria in 1993 and was fully
operational as a 24 hour service from Cctober 1994. Two years later in

Oct ober 1996 the Tasmani an service commenced, followed by the NSWand
Western Australian services in August 1997. A G Line service for Qeensland
has recently, in Septenber 1998, becone operational. Negotiations have been
finalised to expand the service into South Australia. Al the G Line
services are co-ordinated through the national tele-counselling centre based
in Mel bourne, Victoria.

GLine is the first point of contact for people affected by problem ganbling
behavi our to access a range of confidential services from professiona

crisis counselling to information provision and referral. In addition to
tel ephone access to G Line via a 1800 tel ephone nunber, a TTY service is
avail able for people with a hearing inpairnent. An internet website

(www. g- i ne.org. au) which compl ements and suppl ements the functions of

G Line is accessible in 13 community | anguages.

Il. PROFILE OF GLINE

The foll owi ng pages present a brief profile of the nanagenment, structure,
operations and services of G Line as a key service unit of the Addiction
Research Institute. The profile is outlined according to the follow ng

maj or areas:

? historical devel opnent



phi | osophy

ai s and objectives
nmanagenent

key policies

human and fi nanci al resources
accountability arrangenents
G Li ne services

servi ce node
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1.0 Historical Devel opnent

The Addiction Research Institute is an independent, not-for-profit

organi sati on supported by funding from both governnment and non-gover nnent
sectors. It was established over a decade ago by a group of academics,
researchers and practitioners with the viewinitially to foster inforned
opi nion on current research in the field of addiction research either
directly through its efforts or indirectly by facilitating and/or

co-ordi nating such activities.

The aimof the Addiction Research Institute is to pronote the health and
adequat e social functioning of the community through research, and its
application into al cohol, drugs and ganbling. Mre specifically, its
obj ectives are to:

? address the social inpact of ganbling in the comunity through quality
research and tel ephone counselling

? encourage and initiate research into all forns of addiction

? co-ordinate research and to encourage a cross-disciplinary approach

? increase participation in research relating to al cohol and other drugs

? dissenminate informati on and research findings in order to foster inforned
opi ni on on issues about al cohol, drug and other forns of addiction

? provide education and training in addiction studies, especially in
relation to research

More recently, the Addiction Research Institute has expanded its role and
responsibilities in the field of ganbling with the establishnent of GLine a
24 hour tel ephone counselling service for people affected by probl em
ganbl i ng behavi our.

2.0 Phil osophy

G Line was established with the phil osophy that people affected by probl em
ganbl i ng behavi our shoul d have equitabl e access to professional

non-j udgnental , anonymous, confidential and high quality tel ephone

counsel ling services including service referral and information provision

3.0 Ainmrs and bj ectives of G Line

The primary aimof G Line is to assist people affected by probl em ganbling
behavi our. A secondary aimis to assist in the devel opnment of preventative
and education strategies for the reduction of the incidence of problem

ganbling in the w der comunity.

More specifically, its objectives are to provide:



? 24 hour crisis counselling to pronote the safety and well-being of callers
and those in their imrediate vicinity;
? a culturally and linguistically appropriate counselling service by

enpl oyi ng bi-lingual staff and by pronoting |inkages with services for
peopl e fromdiverse cultural, linguistic and religious communities;

? access to the service via a TTY facility for people with a hearing

i mpai r ment ;

? a workforce of highly qualified and specifically trained counselling staff
with know edge, expertise and skills in the area of probl em ganbling;

? referrals to a conprehensive range of generalist and specialist services
inrelation to problem ganbling and rel ated i ssues;

? ongoi hg case nanagenent;

? clinical consultancy to professionals in the field.

4.0 Managenent

The Addiction Research Institute is managed by a Board of Directors which
nmeets on a binonthly basis, supported by three Advisory Councils in the
areas of Strategic Devel opnment, Research and Ethics and a Chief Executive
Oficer. Refer to organisational chart on the follow ng page and to
Attachment 1 for the names of the current menbers of the Board and Executive
Staff.

The National Director of GLine is based at the Addiction Research Institute
in Mel bourne and is accountable to the Chief Executive Oficer of the
Addi ction Research Institute.

For each State there is a Project Manager who is the first point of contact
for the wider community and service providers. The G Line tel ephone
counselling staff are located in Ml bourne at the Addiction Research
Institute.

4.1 Role and Responsibilities of the National Director

The National Director has overall responsibility for the pronotion
expansi on and i npl enentation of GLine a national 24 hour tel ephone
counsel ling service and for supervising the G Line Project Minagers and
counsel  ors who have the day-to-day responsibility for the operations of
their respective State services

The duties of the National Director include the follow ng key tasks:
? contract negotiation and ongoing liaison with state fundi ng bodi es;
? contract managenent including accountability requirenents;

? liaison and networking with comunity groups, ganbling industry and
nati onal bodies;

? devel opnent and i npl enentati on of marketing strategies including
producti on of pronotional and advertising information

? preparation of an annual budget and its financial nmanagenent;

staff recruitnment, training, supervision, professional devel opnent;
chair state tel econference;

oncal | supervision 24 hour, 7 days/fortnight.

N N N

MANAGEMENT AND ORGANI SATI ONAL STRUCTURE OF G- LI NE
AN AUSTRALI A W DE SERVI CE



4.2 Role and Responsibilities of the Project Mnager

To work closely with the National Director of GLine to provide an effective
and accessi bl e tel ephone counselling service in probl em ganbling.

The duties of this role are:

? liaising with Probl em Ganbling Support Agencies to build a referra

network and to provide each other with updated informati on and feedback in
the probl em ganbling area;

? to organi se ongoi ng tel econferences with Problem Ganbl i ng Support Agencies
to update informati on and provide feedback

? consi stent updating and refining of referral base;

? collating monthly reports to funding body;

? overseeing mail-out of problemganbling material to venue operators and
communi ty organi sations.

5.0 Key Policies

Al staff are required to adhere to the governnment statutory requirenents of



the Cccupational Health and Safety and EEO Acts and to the rel evant
pr of essi onal Codes of Conduct. 1In addition staff are required to
fam liarise thenmselves with the followi ng key operational policies
regar di ng:

i nduction and orientation

t el ephone counsel | i ng procedures
pr of essi onal devel opnent

counsel ling accreditation

dat abase security

nmedi a cont act
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As part of the formal induction GLine staff are provided with a verba
expl anati on about, inter alia, the following nmatters:

organi sational structure

pay system entitlements, tinme sheets, study |eave
avail ability of further training

access to debriefing services

staff grievance procedures

N N ) ) N

6.0 Human and Fi nanci al Resources
6.1 Human Resources

Currently the Institute enploys six full-tine and part-tinme staff in
manageri al and administrative roles, 37 qualified tel e-counselling staff
with specialist skills in the area of probl em ganbling counselling and
crisis managenent and has several sub-contractual arrangenments with externa
organi sations and consultants to provide a range of supporting functions.

G Line nmaintains an up-to-date register of staff qualifications and skills
as part of its annual program of ongoi ng professional education and training
activities. This programincludes an accredited counselling certificate
cour se.

6.2 Financi al Resources

The Addiction Research Institute is an independent, not-for-profit

organi sati on supported by funding from both governnment and non-gover nnent
sources as well as by donations and its nenbers.

The funding for the GLine services is received from State Governnents under
contracts to provide those services for each State.

7.0 Accountability Arrangenents

G Line nmaintains an up-to-date caller database designed to collect a broad
range of information about callers.

7.1 Contractual nbligations



There are contractual arrangenents with each of the relevant State bodies
whi ch cover a range of obligations including operations, data collection and
finances.

7.2 Binonthly Board Meetings

The Board of the Directors neets binonthly and receives and di scusses G Line
activities and financial statenents.

7.3 Continuous | nprovenent Program

The Continuous | nprovenent Program of G Line focusses on three areas of
managenent and admi ni stration, staff professional devel opment and training,
mai nt enance and enhancenent of the conputer network and the national problem
ganbl i ng cal | er dat abase.

7.3.1 Managenent and Adm ni stration

The Addiction Research Institute is accountable to the various State
Governnents and their rel evant departnents, providing full accounting of the
funds received on an annual basis, or as required.

7.3.2 Staff Professional Devel oprent

G Line has a regul ar program of counselling accreditation. Al'l counselling
staff are required to participate in ongoing professional devel opnment and
group supervision. This is in addition to any external professiona

devel opnent with which staff may be involved in order to ensure and maintain
a high standard of service delivery. The G Line ganbling counselling
program i nvol ves two | evel s of accreditation

To achieve Level 1 accreditation, counsellors nust conplete:

? a mnimum of 200 hours of counselling over a mninum period of 12 nont hs;
? attend a mnimum of two professional devel opnent sem nars per year

? attend four small group supervision sessions and offer one case
presentation per year.

To achieve Level 2 accreditation, counsellors nust conplete:

? a m ni mum of 600 hours of counselling over a mninum period of three
years;

? have the capacity or skills required to performa supervisory role with
trai nee counsell ors;

? at | east one workshop presentation at a professional devel opnment sem nar

An annual tinetable is prepared for both the Professional Devel opnent and
Smal | Group Supervision sessions and distributed to all counsellors at the
comencenent of each year

7.3.3 Computer Network Facilities

G Line recently conpleted a najor upgrade to its conputer facilities

i ncl udi ng the purchase of new hardware and the revision and enhancenents of
the G Line database software. A conputer has been purchased for the purpose
of processing and anal ysing G Line data.



Under pi nni ng the conputer network is the newy installed tel ephone system
with the nunber of incoming tel ephone Iines increased to acconmodate the
expanded G Line service and Internet facility. The new tel ephone system
will inmprove the accuracy with which calls received on the 1800 tel ephone
nunbers are recorded, nonitored and distributed. Training in the use of the
new y introduced tel ephone system has been provided to all rel evant staff
menbers.

7.3.4 Problem Ganbling Cal |l er Dat abase

The G Line software has been enhanced and the nodifications have been
largely inplenented with the counselling staff trained in its use. The
devel opnent of a set of national standards is being carried out by the
Addi cti on Research Institute.

In order to nmonitor the utilisation of GLine in each state, calls are
anal ysed on a regul ar basis and forwarded to the rel evant fundi ng bodi es.

8.0 G Line Services

GLine is the first point of contact for nmany people affected by problem
ganbl i ng behaviour. Access to a range of confidential services from

prof essional crisis counselling to information provision and referral is
avail able. The service is staffed by professionally qualified and

accredi ted tel ephone counsellors and includes a nunber of counselling staff
with a range of bilingual skills. GLine Services include:

The service is confidential with anonymity assured. G Line does not charge
the caller for its services and calls to G Line are not recorded on the
caller’s tel ephone account. |In addition to tel ephone access to GLine via a
1800 tel ephone number, a TTY service is available for people with a hearing
inmpairment. An internet website (www g-line.org.au) which conplenments and
suppl enents the functions of GLine is accessible in 13 community | anguages.

The conplete list of tel ephone and TTY tel ephone nunbers for each G Line
service is provided bel ow

G LI NE SERVI CE TELEPHONE AND TTY NUMBERS

STATE TELEPHONE NUMBERS



? VICTORIA, WESTERN AUSTRALI A, & TASMANI A
? G Line 1800 622 112
? TTY 1800 622 125

? NEW SOUTH WALES
? G Line 1800 633 635
? TTY 1800 633 649

? QUEENSLAND
? Ganbling Hel p Line 1800 222 050
Diverted to Victoria 1800 622 112

? SOUTH AUSTRALI A
? G Line 1800 622 112 (to change)

G Line commenced in Victoria in 1994 and now operates in NSW Wstern
Austral ia, Tasmania and Queensland with negotiations recently conpleted with
South Australia. Refer to Attachnent 2 for a list of GLine s current
service contracts.

"updat ed: Dec ' 98"
9.0 Service Mdel

The key el enents of the service nodel of G Line Services are:
1. Referral

2. Problemldentification
3. Service Delivery



In order to continue to provide a responsive and high quality service,
G Line is actively involved in a wide range of national, state and | oca
col  aborati ve arrangenents and partnershi ps across the ganbling and
comuni ty- based service provider industries. A list of GLine s service
i nkages is outlined bel ow

Col | abor ati ve Arrangenent
Terms of Reference

VI CTORI A:

? Victorian Association of Tel ephone Support Services (VATSS) To foster
net wor ki ng and mai ntai n standards of performance. To keep inforned about
devel opnents in the field

? Victorian Probl em Ganbli ng Reference G oup (VPGRG Peak body which brings
toget her key players to explore relevant issues and to provide an
opportunity for the frank exchange of ideas anong industry, service
providers and regul atory authority (VCGA)

? Crisis Response Wrking Goup (subconmittee of VPGRG Reports to the VPGRG
on the devel opnment of a crisis response to probl em ganbling issues.
Representatives are fromindustry and service providers.

? Multicultural Wrking Goup (subcommittee of VPGRG Reports to the VPGRG
on the devel opnment of nulticultural issues and probl em ganbling.
Representatives are fromindustry and service providers.

? BreakEven Sout hern Advisory G oup

Covers Sout hern Metropolitan Region of the Departnent of Human Services and
i ncl udes Problem Ganbling Services. To address issues relating to the
further devel opment of prograns for people affected by probl em ganbling.

NSW
? Reference Panel Established to nmake recommendations to Casi no Community
Benefit Fund Trustees on subm ssions for grants

? G Line Advisory Goup (Steering G oup)

? NSW Counci| on Probl em Ganbling (NSWCPG To advocate and pronote
responsi bl e ganbling and includes principally practitioners in the field of
pr obl em ganbl i ng.

OTHER

? Australian College of dinical Psychology To renain abreast of new
devel opnents in the treatnent of probl em ganbling behaviour. To naintain
linkages in the area of staff professional devel opnent.



? Australian Psychol ogi cal Society (APS) To deliver educational sessions for
the Coll eges of the Society and to participate in further education and
pr of essi onal devel oprment prograns

? National Association of Gambling Studies Participation in annua
conference of the Associ ation

| NFORMAL :
? Chinese Action Group To address issues arising in the Chinese comunity
regardi ng the social inmpact of problem ganbling

? Lifeline (Victoria and NSW Involved in the delivery of educationa
sessions and presentations

? Multicultura

I nformal |inkages through our tel ephone counsellors with follow ng
non- Engl i sh speaki ng communities: Vietnamese, Arabic, Spanish, G eek,
Chi nese



ATTACHMENT 1

PATRONS OF THE ADDI CTlI ON RESEARCH | NSTI TUTE

The Honourable Sir Janes Gobbo AC

Ms Jeanne Pratt AO

BOARD OF DI RECTORS COF THE ADDI CTI ON RESEARCH | NSTI TUTE

Philip Dunn QC (Chairman)

M Dunn is one of Australia s nost experienced criminal barristers
practi sing

t hroughout Australia since 1968

M's Moya Kerr (Secretary)

Ms Kerr is active in marketing and public relations for the Addiction
Research Institute and has extensive experience with problem ganbling
service provision and industry |iaison.

John Keenan QC (Treasurer)
M Keenan was admtted to practice at the Victorian Bar in 1962 and has been
Queens Counsel since 1989.

Ms Sharon Firebrace

Ms Firebrace is the fornmer executive director of the Koori Research Centre;
Monash University and has represented Australia’s indi genous people in
international forunms. She is principal director of PalmRi ver Pty Ltd, an
Abori gi nal -focussed busi ness active in Aboriginal Affairs throughout
Australia.

M lan Joblin

M Joblin is a Forensic Psychologist. He has been in full-time private
practice for 21 years throughout Australia and has broad experience in
psychol ogi cal assessnent and presentations in a forensic setting.

M  Ken St out

M Stout is a Partner of Ernst & Young, Accountants in the Corporate
Services Division. He has extensive small business tax and conpliance
accounting experience.

M M chael O Brien.



M OBrien is the fornmer Managing Director of Canpbell Mishroons Asia
Pacific. He now acts as a consultant and is highly experienced i n managi ng
busi nesses to deliver inproved results in all disciplines.

Ms Jacinta Heffey
Ms Heffey holds the position of Coroner and has been a Magistrate in the
State of Victoria since 1986.

M Alistair Mnt

M  Mant has published several books and is an internationally recognised
authority on corporate nanagenent in both the public and private sector. He
is a consultant to many corporations worl dw de.

M Bruce Hal | ows
M Hallows is a senior partner in Russell Kennedy, Solicitors with
experience in comercial property, banking and finance.

M M chael Houli han
M Houlihan is a barrister with extensive experience in agricultural and
ani mal, industrial relations, corporate and crimnal |aw

M Reny van de Wel

A foundi ng nenber of the Fitzroy Legal Service and other |egal services, M
van de Wel has practised throughout Australia (specialising mainly in
crimnal law) for 25 years and it was his early experience involving drug
addi cted persons which aroused his interest in addiction and its

ram fications.

STAFF OF THE ADDI CTI ON RESEARCH | NSTI TUTE

CH EF EXECUTI VE OFFI CER

M lan Pernezel

M  Permezel has a background in education (RMT University), health services
(Odyssey House) and finance (Hambo Australia)

NATI ONAL DI RECTOR G- LI NE

Ms Kate Earl

Ms Earl is a Psychol ogist, a Menber of the Australian College of dinical
Psychol ogi sts and the National Director of G Line.

Bl OSTATI STI Cl AN

M Peter Elliott

M Elliott is a biostatistician and experienced in the application of
various statistical packages. He is also a registered psychol ogist and a
menber of the APS Col | ege of Counselling Psychol ogi sts.

MANAGER



M Mal col m Par k
M Park is a corporate nmenber of the Institute of Engineers, Australia. He
is also a Barrister adnmitted to practice in NSWand Victori a.

FI NANCE MANAGER
M Brian Elliott
M Elliott is a nenber of the Australian Society of Certified Practicing
Accountants and the Chartered Institute of Secretaries and Adm nistrators

ADM NI STRATI ON MANAGER

Ms Lyndell Cutteridge

Ms Qutteridge is responsible for overseeing the adnministrative activities of
the Institute.

ADM NI STRATOR, G- LI NE
Ms Sophi e Tsatsakis
Ms Tsatsakis is the roster admnistrator for G Line and a G Line counsell or.

LI STI NG OF CURRENT G- LI NE CONTRACTS
Stat e Fundi ng Body/ Source Contact Details Contract Dates

New Sout h Wl es

(Comenced August 1997)
Departnment of Gam ng and Racing

(Casino Community Benefit Fund)

Level 11, Central Square Buil ding
Cnr Hay & Castlereagh Street
Sydney NSW 2000

GPO Box 7005

Sydney NSW 2000

Tel . (02) 9289 8600
Fax. (02) 92898699

1st August 1997 -
31st July 1999

Western Australia

(Comenced August 1997)

Lotteri es Comm ssion of Western Australia
74 Walters Drive

Gsborne Park WA 6917

PO Box 1113

Gsborne Park WA 6917

Tel . (08) 9340 5270
Fax. (08) 9340 5274

1st September 1997 - 31st August 1999



Queensl and
(Comenced Sept enber 1998)

Comuni ty Fundi ng and Support Branch
Fam lies, Youth and Comunity Care

GPO Box 806
Bri sbane QLD 4001

Tel . (07) 3224 7639
Fax. (07) 3224 4480

3rd Septenber 1998 -
3rd March 1999

(Six month pilot)
Victoria

(Commenced Cct ober 1994)
Ofice of the Fam |y Departnent of Human Services

(Comuni ty Support Fund)

555 Collins Street
Mel bourne VI C 3000
GPO Box 4057

Mel bourne VI C 3001

Tel . (03) 96167500
Fax. (03) 9616 8002

1st July 1997 -
30t h June 1999

Tasmani a

(Commenced Cct ober 1996)
Tasmani an Gani ng Commi ssi on

(Conmunity Support Levy)

80 Elizabeth Street
Hobart TAS 7001
GPO Box 1374

Hobart TAS 7001

Tel . (03) 96233 3100
Fax. (03) 96234 3357



1st June 1998 -
31st Decenber 1998

South Australia

Contract Managenent

Conmmuni ty Services Division
Fam |y and Community Services
PO Box 39

Rundl e Mal |

SA 5001

Tel . (08) 8226 6724
Fax. (08) 8226 6833

Commenci ng end of 1998/ early 1999



