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HEALTHY 
LIVING CENTRE

MEMBERS

10 Feb   
Healthy Living Centre opened 

344  
Allied Health hours delivered  

including gym and hydrotherapy
102  
nights stayed

541 
hours of individual  
advocacy assistance

87 
SEAT presentations to 10,529  
students across Queensland

64 
Peer Support community 
catch-ups 

1,831 members
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I’m proud to present Spinal Life Australia’s 2019-20  
Annual Report and share more about our achievements 
over the past financial year, and how we have united as  
an organisation despite significant challenges.

It was certainly a year to remember. We celebrated 
the opening of our Spinal Life Healthy Living Centre in 
February 2020, then shortly after we were faced with the 
COVID-19 pandemic and working to deliver essential 
services while protecting the health of our community.

We also marked 60 years of Spinal Life in March 2020, 
remembering our early beginnings in 1960 when a group 
of people with paraplegia and quadriplegia met in 
Brisbane to talk about advocating for their needs.

During 2019-20, the Board continued to focus on 
the organisation’s growth and long-term financial 
sustainability, particularly following the transition to the 
National Disability Insurance Scheme (NDIS), which has 
led to many changes in the way we deliver services.

Board changes bring depth of knowledge
Following the retirement of former Chairman Alan 
Ashford, it was a privilege to be appointed Chair of the 
Board in August 2019, alongside long-serving Board 
Director Mark Dillman as Deputy Chair.

Directors Michelle Wilson and Gerard O’Brien were also 
officially elected to the Board in November 2019 at the 
Annual General Meeting (AGM) in November, after first 
joining in May to fill casual vacancies.

At the AGM, we also welcomed a new Director, Bradley 
Kinsela, who has been a Spinal Life member for many 
years with more than 30 years’ experience working in the 
community and government sectors, including disability 
advocacy and housing.

In June 2020, Spinal Life member Carol Taylor also joined 
the Board as an Alternate Director to provide additional 
support, bringing her specialist skills including as a lawyer 
and disability advocate.

I thank all our Directors for giving up their time to share 
their diverse skills and lived experience, ensuring the 
Board has a depth of knowledge and understanding that 
is critical to help us respond to current challenges and 
maintain a clear vision for the organisation’s future.

Setting new goals to achieve our mission
After completing several key projects that were part of  
the previous ‘roadmap’, the Board and new Chief 
Executive Officer Mark Townend spent time reviewing  
our strategic direction and setting new goals. In doing  
so, we will be able to further grow our organisation and 
continue to achieve our mission of supporting people  
with spinal cord damage to live accessible, equitable  
and empowered lives.

During the year, we experienced a significant amount of 
success and continued to improve the services we offer 
despite having to manage the extraordinary challenges 
of COVID-19. We have seen the successful launch of the 
Healthy Living Centre in Cairns and further expanded 
our services into Western Australia, along with increasing 
our activity in advocating for members’ interests, with 
government, funding bodies and other key decision-
makers. All of this was undertaken while we continued  
to manage the changes resulting from the transition to  
the NDIS and National Injury Insurance Scheme 
Queensland (NIISQ).

On behalf of the Board, thank you to all our customers 
for your continued support, particularly as we worked 
together to support each other throughout the  
COVID-19 pandemic.

I’d also like to recognise the incredible work of Spinal  
Life’s leadership team, employees and volunteers who 
have worked tirelessly over the past months, adapting 
to all of the changes quickly and positively, so we could 
continue delivering essential services with as little 
disruption as possible.

Thank you again for your support, and as always, please 
don’t hesitate to contact me if you have any feedback.

Gyl Stacey 
Board Chair

Chair message 
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Training provided to  20  
external organisations across 125 workshops

LEARNING & 
DEVELOPMENT

441  
Personal Support Workers received training 
from our Learning and Development team 

110,500  
disposable face masks 
purchased during COVID-19

BACK2WORK 48  
referrals in the Spinal Injuries Unit - industries 
included child care and primary school 
teaching, packaging, farming, engineering, 
returning to studying and volunteer work

COMMERCIAL
SERVICES

564,485 
hours of personal support 

6,882 
hours of Allied Health assistance

209  
NDIS Supports Coordination clients

11,927 
Plan Management invoices processed

704 
Physiotherapy practice appointments
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CEO message 

I have truly enjoyed the opportunity to lead Spinal Life 
Australia since commencing in October 2019, working 
towards our mission of supporting people with spinal  
cord damage to live accessible, equitable and  
empowered lives.

The COVID-19 pandemic created challenges unlike 
anything the organisation has ever faced before, with 
quick action required to respond to the latest advice  
from health and government authorities, and new  
policies and processes implemented to support our 
employees and customers.

Throughout the pandemic, we have focused on 
collaborating with our employees, customers and key 
stakeholders, to ensure we could continue providing 
essential services safely while protecting our community.

Building strong foundations for the future 
As you can see in our financial summary included within 
this report, we have had a positive year despite significant 
challenges due to COVID-19, as well as continued changes 
to our systems and processes due to the National 
Disability Insurance Scheme (NDIS). 

Looking ahead, our goal is to grow the services we 
deliver and lead the way in innovation, while remaining 
financially sustainable.

In doing so, we will take a holistic approach to services to 
ensure we are supporting people with spinal cord damage 
to live the life they wish to lead. 

The Executive team has been working with the Board to 
review and update the organisation’s strategic direction, 
following the completion of key projects such as the 
introduction of the NDIS and the opening of the Healthy 
Living Centre.

Our new strategic direction includes the Focussing  
On Customer and User EXperience (FOCUX) project,  
which began in early 2020, with a range of initiatives  
that will enable our employees to deliver exceptional 
services for customers.

This project involves introducing new technology and 
systems to support our employees, and cultural change 
initiatives designed to improve customer experience  
while positioning us an employer of choice. 

With increased market competition and respecting  
that customers have more choice than ever before,  
our new strategic direction will be vital to our success 
moving forward.

Leading the way in advocacy 
During 2019-20, we continued our advocacy work  
to increase access, inclusion and support for people  
with spinal cord damage in the community. 

Guided by our Advocacy Charter, we saw success 
delivered in several campaigns, from an inclusive  
tourism category being introduced in state and national 
tourism awards from 2021, to an Australian-first online 
education module for General Practitioners (GPs) about 
the late effects of polio.

Our aim is to be recognised as a national advocacy leader, 
representing our customers as well as empowering them 
to make their voices heard, improving our communities 
for the better and creating long-lasting change.

As we reflect on the past year, I would like to acknowledge 
all employees for their commitment to their roles, from 
those on the frontline to those who have been working 
remotely to ensure we could continue our operations.

Furthermore, thank you to all our customers for being part 
of Spinal Life, and for your support and understanding 
throughout the COVID-19 pandemic.

As we continue to grow the support we provide every day 
to people with spinal cord damage and the community,  
I look forward to seeing what the next year will bring.  

Mark Townend 
Chief Executive Officer



We supported Inala member Robert 
Van Wyk to find an accessible home, 
after the late effects of polio caused his 
mobility to deteriorate.
Our Advocacy team worked with Robert 
to understand his individual needs and 
challenges he was facing, to help him be 
more independent at home.

I would never have been 
able to find a place like 
this without the help of 
Spinal Life Australia and the 
Department of Housing

6 
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Supporting our  
customers as individuals

During 2019-20, our team of more than 800 Personal 
Support Workers (PSWs) provided 564,485 hours of 
support to 368 customers, to assist them throughout  
their daily lives at home, at work and in the community.

Behind the scenes, our Client Service Officers and 
Rostering team worked tirelessly to maintain service 
delivery, including keeping in touch with customers and 
PSWs and providing support with emergency planning, 
which was particularly important during COVID-19.

In addition, we supported more than 400 veterans and 
their families with general cleaning and other domestic 
assistance around the home, as part of our Veterans’ 
Home Care service.

Our occupational therapists also shared their expertise 
and experience to support their customers to reach their 
potential, with a holistic approach covering all aspects of 
their lives.

The team delivered almost 7,000 hours of service 
during the financial year, providing access to the latest 
equipment, aids and technology, home modifications, 
mobility and seating solutions and more.

In November 2019, we commenced a community nursing 
service in South East Queensland, with registered nurses 
available for home visits to assist with bladder and bowel 
management, guidance on health and wellbeing, wound 
care and other important assessments.

At our new Spinal Life Healthy Living Centre in Cairns, 
we introduced physiotherapy and exercise physiology 
to help guests make the most of the on-site gym and 
hydrotherapy pool, including providing customised 
exercise and training plans, rehabilitation support, pain 
management, mobility skills and more.

We also have a dedicated physiotherapy practice which 
operates from our Brisbane office in Woolloongabba and  
within the Sporting Wheelies gym, to help customers 
maintain and grow their independence. 

As we completed our organisation’s transition to the 
National Disability Insurance Scheme (NDIS), our 
Supports Coordinators shared their expertise; helping 
participants prepare for planning meetings, understand 
their new plan, establish services and pursue reviews to 
access additional funding and supports.

Our Plan Management service also assisted more than 144 
NDIS participants, processing 11,927 invoices in 2019-20.

Supporting our  
customers as individuals

 › Personal Support and Home Care 
Services delivered more than 
215,000 shifts across Queensland 
and Western Australia

 › Allied Health team provided 
almost 7,000 hours of service 
to provide access to latest 
equipment, aids and technology, 
home modifications and more

 › 209 NDIS participants accessed 
Supports Coordination to activate 
their plan and make the most of 
their funding



Cairns member Andrew Jamieson 
enjoyed the chance to tour the Spinal Life 
Healthy Living Centre in the lead-up to its 
opening in February and was impressed 
with what he saw.
As a keen athlete and Ironman 
competitor, Andrew was especially 
interested in the gym and therapy spaces.

It’s great to have a purpose-
built facility right here in  
Far North Queensland.  
The facility is state-of-the-art 
and it was quite exciting  
to see it for myself.

8 
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Sharing our specialist expertise 
and creating connections

We celebrated the opening of the Spinal Life Healthy 
Living Centre in Cairns in February 2020, offering 
accessible accommodation and specialist services to 
support the health and wellbeing of people with spinal 
cord damage or other physical disabilities.

Construction of the Centre was made possible with 
funding from the Australian Government’s Building Better 
Regions Fund, which provides grants for projects that will 
create jobs, drive economic growth and build stronger 
regional communities.

The Queensland Government through the Motor Accident 
Insurance Commission (MAIC) also proudly supported the 
Centre, particularly the specialist therapy services on offer.

The Centre features short-term accommodation for 
transitional, respite and holiday stays, personal support 
and therapy services, a gym and hydrotherapy pool, 
meeting rooms, a café and more.

While there were disruptions due to COVID-19, the Centre 
is growing to become a vibrant community hub for Far 
North Queensland locals and visitors, hosting weekly 
yoga, community events, meetings, and more.

Meanwhile, on the other side of the country, we continued 
to grow our Western Australia services, including Personal 
Support and Home Care, Peer Support, NDIS Supports 
Coordination and Advocacy.

We expanded our casual Peer Support team in Perth and 
Queensland, who share their lived experience with spinal 
cord damage to help others in the community.

As the COVID-19 pandemic escalated, our Peer Support 
team provided much-needed assistance via our private 
Facebook group, phone, email and video chat, which  
was particularly important for Spinal Injuries Unit patients 
in the Princess Alexandra Hospital when in-person visits 
were suspended.

We also created a series of online wellbeing videos,  
to increase opportunities to share our expertise and 
support anyone who was feeling isolated and concerned.

These videos included Peer Support discussing  
ways to stay connected, our exercise physiologist and 
physiotherapists sharing health advice and home 
exercises, plus hand washing tips from our training team.

 › 102 nights were spent at the 
Spinal Life Healthy Living Centre, 
with guests enjoying access to 
specialist services, a gym and 
hydrotherapy pool 

 › 17 Peer Support Officers in Perth 
and Queensland, to provide one-
on-one mentoring and guidance

 › Our online videos created during 
COVID-19 had more than 15,000 
views, with topics such as health 
and home exercises



I’m excited to see the 
future of tourism for 
Australians with a 
disability and hope we can 
help change the industry’s 
thinking from accessibility 
being a matter of 
compliance to what it 
really is – an opportunity.

Dane Cross joined our team to 
campaign for inclusive and accessible 
tourism for everyone. 
As part of ongoing advocacy efforts 
to improve regional tourism, Dane 
conducted an extensive accessibility 
review across Far North Queensland, 
joined by travel consultant Bill Forrester.

10 
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Our Advocacy Charter again guided our activities 
throughout 2019-20, which was developed through 
feedback from our customers as well as current issues 
impacting the disability community.

We began work on Accessible Australia, a free online 
resource for people with mobility challenges to share  
first-hand reviews and experiences of the places they  
visit, collating feedback from customers to guide the  
app’s development. 

As part of our accessible tourism efforts, we successfully 
advocated for an inclusive tourism recognition program to 
be included in state and national tourism awards, receiving 
the news in May that this would be implemented in 2021.

Access to health services was also in the spotlight during the 
year, particularly radiology and X-Ray services.

Our Advocacy team achieved another positive outcome 
during the year, when two of Queensland’s biggest providers 
agreed to introduce hoists in some of their clinics, with work 
continuing in this area.

We encouraged our customers to actively create change 
in their local communities, by hosting workshops and 
providing resources ahead of local government elections in 
Queensland in March 2020.

With 105 attendees taking part in workshops, including 
election candidates, we welcomed the opportunity to 
collaborate and raise awareness of key issues including 
accessible parking, accommodation and housing, and 
transport and footpath access. 

We also continued to work to raise awareness of the late 
effects of polio, particularly among health professionals. 

This included consulting leading polio experts in 
Queensland to develop Australia’s first comprehensive 
online education module for GPs, accredited by the Royal 
Australian College of General Practitioners (RACGP). 

Our information booklet, ‘The late effects of polio:  
A guide to management for medical professionals’, was  
also officially recognised as an Accepted Clinical Resource  
by the RACGP – another Australian first. 

Some of our other advocacy activities included promoting 
more accessible beaches, increased regulation of disability 
parking spaces, as well as NDIS funding for Personal 
Support Workers in hospital and nursing services in  
the community. 

Leading the way  
in advocacy 

 › Advocacy team provided 541 
hours of individual advocacy 
support, more than 2,600 hours 
of systemic advocacy on a local, 
state and national level

 › Inclusive tourism recognition 
program announced for state 
and national tourism awards, 
after advocating to Tourism 
Ministers and Tourism Industry 
Councils across all states

 › Australian-first polio education 
module developed for GPs, 
available via online professional 
development platform ThinkGP



Cairns Personal Support Worker 
Suzanne Elliott has been part of the 
Spinal Life team for almost eight years 
and is passionate about supporting her 
customers to reach their potential.
She initially applied for the role 
because she wanted to make a 
difference, and enjoys being able to 
celebrate key milestones with the 
people she supports. 

As a Personal Support 
Worker I enjoy seeing my 
clients achieving their goals 
– it is a privilege to be part 
of the process.

12 
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Supporting and 
encouraging our team

Throughout the 2019-20 financial year, we aimed to 
support our employees with programs and benefits to 
assist them at home and at work.

As we responded to the COVID-19 pandemic and the  
latest advice from health and government authorities,  
we introduced a range of policies and protocols to keep 
our employees, customers and community safe.

This included offering a fortnight’s paid leave for 
employees if they needed to self-isolate, required testing 
or became unwell; to ensure they were not financially 
disadvantaged by choosing to stay at home.

During the financial year, we had 90 instances of COVID-19 
testing for employees, and $79,000 of COVID-related leave 
was provided as at 30 June, with a dedicated support 
team created to help manage the return-to-work process.

We also purchased hundreds of litres of hand sanitiser 
and thousands of Personal Protective Equipment (PPE) 
supplies, including disposable face masks, gloves, 
aprons and goggles, as well as thermometers to conduct 
temperature checks in our offices and in customers’ 
homes while delivering services.

Many of our office-based staff also worked from home, 
which required increased technical support and system 
capabilities that were managed by our IT team to ensure 
operations could continue running smoothly.

We also provided employees with reimbursements for 
their annual flu vaccination, and continued to offer free 
counselling services through our Employee Assistance 
Program to support their mental wellbeing.

In early 2020, we also launched the Focussing On 
Customer and User EXperience (FOCUX) project, an 
organisation-wide project aiming to drive exceptional 
support for our customers and employees.

As part of the FOCUX project, we commenced a series 
of initiatives to give our employees the right tools to 
deliver the best possible service, including launching the 
CarelinkGo app for our Personal Support and Home Care 
Services, which provides real-time roster updates. 

Our Learning and Development team also continued 
to provide comprehensive training to new starters and 
ongoing professional development for our Personal 
Support Workers, in addition to conducting 125 
workshops with external organisations.

 › 480 litres of hand sanitiser 
sourced to distribute to 
employees and customers

 › 110,500 disposable face masks 
purchased to protect our team 
and community

 › 441 Personal Support Workers 
attended comprehensive  
training from our Learning and 
Development team
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Luke Rampal was able to practise 
transferring in and out of an aisle chair 
that is used on aircraft, as part of his 
rehabilitation in the Princess Alexandra 
Hospital’s Spinal Injuries Unit.  
The aisle chair was donated by 
Swissport as part of an ongoing 
collaboration with our Advocacy team, 
which included sharing feedback on 
airline and airport services.

It’s good to get a better 
idea of what to expect 
when travelling… this will 
help to build confidence for 
the next time I fly.
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Partnering to achieve the best outcomes 
and innovations

By building strong relationships with key partners, 
industry leaders and research institutions, we can work 
together to improve the lives of people with spinal cord 
damage and the entire disability community. 

During 2019-20, this included collaboring with researchers 
from The Hopkins Centre and Griffith University to explore 
the benefits of using virtual reality for pain management 
and mood for people with spinal cord damage.

Participants were led through a guided meditation 
experience using virtual reality, with their mood and pain 
outcomes monitored before and after the experience.

We also continued to support the Singing Cords project, 
led by singer and Peer Support Officer Tim McCallum, 
which took place in the Princess Alexandra Hospital’s 
Spinal Injuries Unit.

The pilot project aimed to investigate the medical benefits 
of singing to enhance breathing, voice and wellbeing for 
people with a spinal cord injury.

In early 2020, we began working with industrial design 
students from the Queensland University of Technology 
(QUT) on a competition aimed to make it easier for people 
to go kayaking, which was also supported by Seqwater. 

The project saw 13 teams of QUT Bachelor of Design 
(Honours) students submit their designs for an accessible 
kayak launch and recovery system, with the winning entry 
now being reviewed to see how it can be brought to life.

Over in Western Australia, we teamed up with local peer 
support organisation Spinal Chatter to share our expertise 
and create increased connections for people with spinal 
cord damage in the community.

Throughout the year, we were also generously supported 
by Coloplast to promote effective continence care for 
people with spinal cord damage.

The partnership included holding clinics in Brisbane, 
Townsville and Cairns to provide one-on-one bladder and 
bowel reviews, plus health and lifestyle advice. 

 › Partnered with The Hopkins 
Centre and Griffith University on 
virtual reality project looking at 
impact on pain management 

 › Supported Singing Cords project 
exploring benefits of singing on 
respiratory health for people 
with spinal cord damage 

 › 13 teams of QUT students 
submitted designs in accessible 
kayaking competition



Primary school teacher Keena Fox was 
supported to return to doing what she 
loves most, with the support of Lisa 
Moore from the Spinal Life Australia 
Back2Work team.
After sustaining a spinal cord injury and 
a long recovery process which included 
15 months off work, Keena started back 
in a volunteer role before increasing her 
hours when she was ready.

I don’t think my return 
would have been so easy 
without Lisa’s help – she 
still checks in on me now 
and then to see how  
it’s all going.

16 
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Throughout 2019-20, the Spinal Life Australia Back2Work 
program continued to assist patients in the Spinal Injuries 
Unit to return to work or study, in partnership with the 
Princess Alexandra Hospital – Metro South Health and  
The Hopkins Centre – Griffith University.

During the year, the Back2Work team supported patients 
to return to work or study, along with helping their 
employers where needed, in diverse fields such as child 
care and primary school teaching, packaging, farming, 
engineering, returning to studying and volunteer work.

The Motor Accident Insurance Commission (MAIC) has 
proudly supported the Back2Work program ever since  
it began in 2017, initially as a three-year pilot.

In early 2020 MAIC announced it would be supporting  
the Back2Work program for another three years, with 
Griffith University also continuing research to evaluate  
the outcomes for participants.

Across Queensland, our Spinal Education Awareness  
Team (SEAT) presenters continued to share valuable  
safety messages with students from Prep to Year 12,  
with the program also proudly supported by MAIC.

Community fundraising also helped to support our key 
programs and services.

In September 2019, we held our Take My Seat Shopping 
Challenge at Coles Earlville in Cairns, which saw nine 
community leaders use a wheelchair to complete a  
grocery list and gain an insight into the day-to-day 
challenges faced by people with a physical disability,  
all while raising funds for the Healthy Living Centre.

As the previous financial year drew to a close in 2019, 
member Wil Wiemann took part in our Tax Appeal,  
sharing his story to raise awareness of how Spinal Life  
had supported him to gain access to the NDIS after he  
was initially rejected from joining the national scheme. 

We were also lucky enough to be part of the Broncos 
Charity Partner Program and have the opportunity to  
sell tickets in the 50-50 Charity Raffle during a major  
game, with a portion of raffle ticket sales going towards 
our Peer Support program. 

Funding supports  
life-changing programs 

 › Back2Work received 46 referrals  
to assist people with their return  
to paid work, study or volunteer 
roles, with 21 outcomes achieved 
during 2019-20

 › SEAT delivered 87 presentations to 
10,529 students from Prep to Year 
12, despite COVID-19 disruptions

 › Take My Seat Shopping Challenge 
saw nine community leaders use  
a wheelchair to complete a grocery 
shop, to gain an insight into the 
challenges of living with a physical 
disability 



“It makes me proud to be part of an organisation that is 
continuing to grow and do great things with and for its 
membership.”
Highlight: “The way in which Spinal Life responded to the 
COVID-19 pandemic and continued to deliver services that 
met our clients’ needs despite the ongoing challenges.”

“It’s an honour to serve on the Board of an organisation 
that plays an important role in ensuring members’ needs 
are recognised and respected in the wider community.”
Highlight: “The opening of the Healthy Living Centre in 
Cairns and the appointment of Mark Townend as CEO to 
lead the organisation.”

“Being part of the Board is a great opportunity to 
understand the issues confronting our diverse members 
and hopefully provide the necessary supports to improve 
their quality of life.”
Highlight: “The opening of the Healthy Living Centre 
because it is a great model for the facilities and supports 
that Spinal Life plans to bring to members across 
Queensland.”

“I enjoy having the benefit of the resources of a large 
organisation to provide advocacy and support to 
members.”
Highlight: “Despite the challenges of 2020, observing how 
the Healthy Living Centre has exceeded expectations of 
growth and popularity since its opening in February.”

Gyl Stacey – Chair
Commenced: January 2016 
Meeting attendance: 10 of 11
Committees:  
Audit, Finance & Risk Committee  
(until February 2020)  
and Governance Committee

Mark Dillman – Deputy Chair 
Commenced: April 2008 
Meeting attendance: 10 of 11  
Committees:  
Governance Committee

Professor Phillip Morris
Commenced: June 2018 
Meeting attendance: 10 of 11
Committees:  
Governance Committee

Del Childs
Commenced: November 2018 
Meeting attendance: 11 of 11
Committees:  
Audit, Finance & Risk Committee

Gerard O’Brien
Commenced: May 2019  
Meeting attendance: 10 of 11
Committees:  
Governance Committee 

“Being on the Board enables me to play a role in an 
organisation that truly seeks to make a positive difference 
in people’s lives.”
Highlight: “Seeing the organisation respond proactively 
to the COVID crisis and take a leadership role in ensuring 
the safety of clients and staff was at the forefront of 
everything we set out to do.”

Michelle Wilson 
Commenced: May 2019  
Meeting attendance: 11 of 11
Committees:  
Audit, Finance & Risk Committee 

“I am proud and grateful for the opportunity to be a part of 
such a professional organisation that has the improvement 
of the quality of life for our members and clients at its heart.”
Highlight: “Seeing the internal strength of the organisation, 
as evidenced by the leadership, teamwork and dedication 
of staff and volunteers, to provide the best possible service 
for clients throughout the most trying of times.”

Highlights from our Directors 
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Our Board and Executive
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John Hoffman 
Chief Human Resource Officer

“I enjoyed working with the Personal Support and Home 
Care Services team on strategies to enhance their skills 
and capabilities, to ensure we can achieve our mission and 
provide exceptional support to customers.” 

Ross Duncan 
Executive Manager, Member Services 

“It was exciting to see the advances we were able to make 
in the area of accessible tourism, from advocating for a new 
category in the annual tourism awards to the commencement 
of the development of our Accessible Australia app.”

Carol Taylor 
Commenced: 1 June 2020 
Meeting attendance: 1 of 1
 
Carol was appointed an Alternate 
Director to provide additional 
support to the Board. 

“Being part of Spinal Life Australia means being part of the 
revolution – it’s an opportunity to advocate for change, to 
make a difference.”
Highlight: “Without doubt the highlight of the year was 
the opening of the Healthy Living Centre in Cairns, which 
is an outstanding achievement and a state-of-the-art 
example of inclusive design.”

Bradley Kinsela  
Commenced: November 2019 
Meeting attendance: 6 of 7
Committees:  
Audit, Finance & Risk Committee

Alan Ashford 
Commenced: November 2009 
Meeting attendance: 1 of 1
Committees:  
Audit, Finance & Risk Committee 

At the time of printing the Annual Report, Bradley had 
taken a leave of absence on the Board, with Carol Taylor 
appointed as an Alternate Director. 

After completing a 10-year tenure on the Board  
of Spinal Life, including five as Chairman, Alan resigned 
from the Board in August 2019.

Mark Townend AM  
Chief Executive Officer 

“I’m proud of how our Board, Executive and all our team 
worked together during COVID-19 to ensure we could 
maintain our services as best as possible and continue 
supporting our customers at such a critical time.”

Pauline Davis 
Executive Manager, Commercial Services 

“The highlight for me was the appointment of the Regional 
Manager for Queensland North. For the first time, this 
role is based in Cairns and covers the whole of Far North 
Queensland including Mackay, Townsville and Cairns.” 

Frances Porter  
Executive Manager, Business Development 

“The opening of the Healthy Living Centre was a highlight 
for me, as well as the Back2Work program being funded for 
another three years. It’s fantastic to see so many people living 
lives that they didn’t think were possible after their injury.”

Natalie von Snarski 
Chief Operating & Finance Officer 

“For me it was the way the entire organisation came together to 
ensure we successfully made it through the COVID-19 lockdowns 
and continued to provide the services our customers need.”

Highlights from our Executive 

Former Directors 

Visit spinal.com.au to read more about our Board and 
Executive. 

Our Board and Executive



Governor of Queensland,  
His Excellency the Honourable Paul de Jersey AC
His Excellency showed his support for Spinal Life with a message of support  
to all of our team and volunteers during COVID-19, commending them  
on their dedication during such a challenging time. 

Warren Pitt AM
Warren is our Community Ambassador for Far North Queensland and Cairns, showing  
his support for our Spinal Life Healthy Living Centre and activities across the region.

Greg Cornelsen OAM 
Greg has been a long-time supporter of Spinal Life, lending his profile to assist  
us whenever needed.

Tim Horan AM
Tim has previously arranged for rugby players to visit the Spinal Injuries Unit  
and attended to meet patients and their families.

Our Patron

Our Patron and Ambassadors support 
our mission to enable people with 
spinal cord damage to live accessible, 
equitable and empowered lives.

Ambassadors

Queen’s Birthday Honours recognise spinal injury leaders

Image courtesy of Office of the Queensland Governor. 

Some of Australia’s leading 
disability advocates and spinal 
cord researchers were recognised 
for their exemplary contributions 
in the Queen’s Birthday Honours 
announced on 8 June.

Included in this year’s Honours List were Spinal Life 
member Dr John MacPherson and Perry Cross, who both 
received a Member of the Order of Australia (AM) award, 
and Professor Perry Bartlett who received an Office of the 
Order of Australia (OM) award.

Dr MacPherson was recognised for his significant service 
to people with a disability in his many roles, including 
Brisbane City Council’s Access and Inclusion Officer and 

the founding life member of the Queenslanders with  
a Disability Network.

Mr Cross received the award for his work leading the 
Perry Cross Spinal Research Foundation, which supports 
research towards a cure for paralysis, as well as being an 
outstanding role model as someone with lived experience 
in spinal cord injury.

Professor Bartlett, Director of the Queensland Brain 
Institute, was recognised for his innovative neuroscience 
research and for his services to people living with 
dementia, motor neurone disease and spinal cord injury.

Congratulations to all the recipients for their contributions 
towards making Australia a better place for people with 
spinal cord damage.
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Our thanks 

Our funding partners

AUSTRALIAN GOVERNMENT – BUILDING BETTER REGIONS FUND
AUSTRALIAN GOVERNMENT – DEPARTMENT OF HEALTH 
AUSTRALIAN GOVERNMENT – DEPARTMENT OF SOCIAL SERVICES
AUSTRALIAN GOVERNMENT – DEPARTMENT OF VETERANS’ AFFAIRS
AUSTRALIAN GOVERNMENT – INNOVATIVE WORKFORCE FUND
AUSTRALIAN GOVERNMENT – REGIONAL JOBS AND INVESTMENT PACKAGES
COLOPLAST 
MOTOR ACCIDENT INSURANCE COMMISSION
QUEENSLAND GOVERNMENT – DEPARTMENT OF COMMUNITIES, DISABILITY SERVICES AND SENIORS
QUEENSLAND GOVERNMENT – DEPARTMENT OF JUSTICE AND ATTORNEY-GENERAL (COMMUNITY BENEFIT FUND)
QUEENSLAND GOVERNMENT – DEPARTMENT OF TRANSPORT AND MAIN ROADS
WESTERN AUSTRALIA GOVERNMENT – DEPARTMENT OF COMMUNITIES

Our key partners and supporters

ACCESS COMMUNITY SERVICES
ASSISTIVE TECHNOLOGY FOR ALL ALLIANCE
BRIOMETRIX 
BRITISH POLIO FELLOWSHIP
DEAKIN UNIVERSITY
DISABILITY EMPLOYMENT AUSTRALIA
GRIFFITH UNIVERSITY 
JAMES COOK UNIVERSITY 
MENZIES HEALTH INSTITUTE QUEENSLAND
METRO SOUTH HOSPITAL AND HEALTH SERVICE

POLIO AUSTRALIA
PWA MOBILITY
SPORTING WHEELIES AND DISABLED ASSOCIATION 
SUZANNESTAYS
SWINBURNE UNIVERSITY 
TELSTRA PURPLE
THE HOPKINS CENTRE 
THINK MOBILITY
TOWNSVILLE HOSPITAL AND HEALTH SERVICE
WHEELIE CAMPERS

AUSTRALIAN NETWORK FOR UNIVERSAL HOUSING  
DESIGN
AUSTRALIAN SPINAL INJURY ALLIANCE
BRISBANE AIRPORT ACCESSIBILITY REFERENCE GROUP
BRISBANE METRO ACCESSIBILITY ADVISORY GROUP
CROSS RIVER RAIL ACCESSIBILITY ADVISORY GROUP
INCLUSIVE BRISBANE BOARD, BRISBANE CITY COUNCIL

We actively share our expertise on the following committees:

NATIONAL ACCESSIBLE TRANSPORT TASKFORCE 
POLIO AUSTRALIA BOARD
QUEENSLAND ACTION FOR UNIVERSAL HOUSING DESIGN
QUEENSLAND TRANSPORT DIGITAL LICENCE APP 
COMMITTEE
TMR ACCESSIBILITY REFERENCE GROUP

Our donors and in-kind contributors

BRISBANE BRONCOS CHARITIES FUND 
CAIRNS CHAMBER OF COMMERCE 
CAIRNS REGIONAL COUNCIL 
COLES EARLVILLE 
COMMUNITY ENTERPRISE CHARITABLE 
FUND 
DEAN PRADAL

EY (ERNST AND YOUNG) 
FOLLOWMONT TRANSPORT 
J.J. RICHARDS & SONS PTY LTD
KEIR QLD
MACKAY REGIONAL COUNCIL
MORETON BAY REGIONAL COUNCIL 
MRS MARGO & MR GEORGE 

CHAPMAN AO
REEF HOTEL CASINO CAIRNS
TATTS GROUP CHARITABLE GAMES
THE WALTER AND ELIZA HALL TRUST 
VRC PRINTING
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While COVID-19 led to significant disruptions for our 
organisation, as a whole you can see from our financials 
we have remained strong and sustainable during 2019-20.

In response to the pandemic, the Australian Government 
introduced the JobKeeper scheme to provide employers 
with a payment of $1,500 per fortnight, per eligible 
employee, to help us cover wages during this  
challenging time.

We were eligible for this scheme from 1 May, which is 
reflected in our financials, with up to 500 employees  
paid JobKeeper fortnightly. 

While it was not mandatory to pay superannuation on  
the JobKeeper top-up payments, as an organisation 
 we decided to do this, for the benefit of all employees.

Since the pandemic began and on an ongoing basis,  
we have provided a fortnight’s paid leave for all  
employees if they need to self-isolate or become  
unwell, or are being tested, ensuring they would not  
be financially disadvantaged. 

In addition, we introduced a bonus $15 per shift for 
Personal Support Workers taking on additional shifts,  
in response to reduced availability as a result of  
COVID-19 testing and other factors.

We also purchased $400,000 worth of Personal Protective 
Equipment (PPE) items, including 110,500 disposable face 
masks, in addition to gloves, aprons and goggles, as well 
as thermometers for temperature checking in our offices 
and in customers’ homes.

This also included hand sanitiser distributions for  
our team and regular deep cleans of our offices.

Across the rest of our financials, the construction of our 
Spinal Life Healthy Living Centre was completed in early 
2020, with grants received to support this project during 
the year.

We also continued our transition to the National Disability 
Insurance Scheme (NDIS), which has changed the way our 
services are delivered and incurred additional costs with 
setting up new supports and systems.

Overall, we have made it through the biggest challenges of 
the NDIS introduction and are continuing to make further 
improvements based on our learnings and experiences.

As Chief Operating and Finance Officer, my role 
also involves managing our feedback, quality, and 
improvement processes. 

From 1 July 2019, the NDIS Quality and Safeguards 
Commission was launched, aimed at promoting safe, 
quality services for all participants, including a new  
NDIS Code of Conduct for all NDIS providers and  
workers. As a registered NDIS provider, we reviewed  
all our policies and processes to ensure they met the  
new NDIS Practice Standards, including our current  
Code of Conduct for all employees.

During 2019-20, Spinal Life also supported the Royal 
Commission into Violence, Abuse, Neglect and 
Exploitation of People with Disability, by attending 
workshops and community forums. We prepared a 
submission, both as as service provider and advocate, 
sharing general feedback from our customers and 
employees to ensure their voices were heard.

In addition, we took part in the Royal Commission into 
Aged Care Quality and Safety by collating feedback from 
our customers, in a submission about their experiences 
in the aged care system, particularly with access to aids, 
funding and equipment. 

You can find our full financial report on our website, and 
as always, if you have any feedback or questions please 
don’t hesitate to contact us.

Natalie von Snarski 
Chief Operating & Finance Officer
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Financial highlights

$’000

Grants and Subsidies  5,834 

Fee for NDIS Services  30,000 

Other Fee for Services  5,337 

Other Income Sources  675 

TOTAL 41,846

$'000

Commercial Services  30,282 

Corporate Services  5,538 

Membership  1,633 

Business Development  1,404 

Other Outlays  1,259 

TOTAL 40,116

Where the Money Comes From

Where the Money is Spent

These are extracted from the Consolidated Audited Annual 
Financial Report, available on request.



Financial highlights

2020 2019
$'000 $'000

REVENUE 41,846 34,963

EXPENSES
Salaries and on-costs 33,831 30,756
Staff related costs 1,988 851
Client support costs 218 428
Depreciation and amortisation 735 387
Finance costs 42 -
IT&T expenses 911 945
Motor vehicle expenses 120 113
Occupancy costs 409 446
Other expenses 1,862 1,601
Impairment of financial assets, net - 7
TOTAL EXPENSES 40,116 35,534

NET OPERATING INCOME/(LOSS) 1,730 (571)

OTHER INCOME
Capital grants received 6,985 802
Other income received (JobKeeper) 2,680 -
Profit on disposal of property and equipment - 1
Loss on disposal of financial assets (3) (8)
TOTAL OTHER INCOME 9,662 795

NET PROFIT 11,392 224

OTHER COMPREHENSIVE INCOME
ITEMS THAT MAY BE RECLASSIFIED TO PROFIT OR LOSS
Changes in the fair value of debt instruments at fair value through other comprehensive income (6) 1
ITEMS THAT WILL NOT BE RECLASSIFIED TO PROFIT OR LOSS
Changes in the fair value of equity instruments at fair value through other comprehensive income (84) 70

TOTAL OTHER COMPREHENSIVE INCOME/(LOSS) (90) 71

TOTAL COMPREHENSIVE INCOME 11,302 295

Consolidated statement of profit or loss and other comprehensive income  
For the year ended 30 June 2020

These are extracted from the Consolidated Audited Annual Financial Report, available on request.
24 
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Financial highlights

2020 2019
$'000 $'000

ASSETS
CURRENT ASSETS
Cash and cash equivalents 9,970 8,790
Trade and other receivables 1,178 1,425
Term deposits 1,773 2,976
Other current assets 3,607 1,594
TOTAL CURRENT ASSETS 16,528 14,785

NON-CURRENT ASSETS
Financial assets at fair value through other comprehensive income 2,239 2,705
Financial assets at fair value through profit or loss 2,522 2,165
Property and equipment 19,074 12,115
Right-of-use assets 491 -
Intangible assets 616 332
TOTAL NON-CURRENT ASSETS 24,942 17,317

TOTAL ASSETS 41,470 32,102

LIABILITIES
CURRENT LIABILITIES
Trade and other payables 2,766 2,576
Unexpended grant funds 485 3,317
Lease liabilities 124 -
Provisions 1,518 1,341
TOTAL CURRENT LIABILITIES 4,893 7,234

NON-CURRENT LIABILITIES
Lease liabilities 401 -
Other liabilities 5 -
Provisions 578 577
TOTAL NON-CURRENT LIABILITIES 984 577

TOTAL LIABILITIES 5,877 7,811

NET ASSETS 35,593 24,291

MEMBERS’ FUNDS (EQUITY)
Other reserves 363 453
Accumulated surplus 35,230 23,838

TOTAL MEMBERS’ FUNDS (EQUITY) 35,593 24,291

Consolidated statement of financial position  
As at 30 June 2020

These are extracted from the Consolidated Audited Annual Financial Report, available on request.



These are extracted from the Consolidated Audited Annual Financial Report, available on request.

Consolidated statement of cash flows  
For the year ended 30 June 2020

2020 2019
$'000 $'000

CASH FLOWS FROM OPERATING ACTIVITIES
Receipts from government and customers 48,286 35,735
Payments to employees and suppliers (40,512) (35,058)
GST paid, net (14) (876)
Interest received 93 344
Interest paid (42) -
Dividends and realised gains 202 97
Acquisition of long-term deposit 5 -
NET CASH INFLOW FROM OPERATING ACTIVITIES 8,018 242

CASH FLOWS FROM INVESTING ACTIVITIES
Proceeds on sale of financial assets, net 5,470 10,223
Acquisition of financial assets (4,362) (2,075)
Payments of property and equipment (7,399) (3,844)
Payments of intangible assets (450) (186)
NET CASH OUTFLOW FROM INVESTING ACTIVITIES 6,741 4,118

CASH FLOWS FROM FINANCING ACTIVITIES 
Principal elements of lease payments (97) -
NET CASH (OUTFLOW)/INFLOW FROM INVESTING ACTIVITIES (97) -

Net increase in cash and cash equivalents 1,180 4,360

Cash and cash equivalents, beginning of year 8,790 4,430

CASH AND CASH EQUIVALENTS END OF YEAR 9,970 8,790
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Advocacy Officer Lachy Chapman has 
led the development of Accessible 
Australia, a free online resource where 
users can find accessible places and 
experiences and leave personal  
reviews to help others.
The app will help people with a 
physical disability make more informed 
decisions about places they visit, with 
listings including hotels, restaurants, 
cafés, bars, shopping centres, public 
bathrooms, beaches, parks and more.

I worked closely with 
the development team, 
regularly reviewing the app, 
brainstorming features, 
providing feedback and 
leading a group of project 
officers who have been 
gathering data and I’m 
really proud to be working 
on such an important 
initiative. It will help more 
people than I can begin  
to imagine.



1300 774 625

enquiries@spinal.com.au

spinal.com.au


