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We acknowledge the Traditional Owners of the land where we work today  
and pay our respects to Elders past and present and to emerging community 
leaders. We also acknowledge the important role of Aboriginal and Torres  
Strait Islander people within the communities we work with.
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Snapshot

SPINAL LIFE AUSTRALIA BACK2WORK

COMMERCIAL SERVICES

571,863 hours of 
personal support

7,256 hours of allied  
health assistance

240 NDIS Supports 
Coordination clients

142 Plan Management 
customers

HEALTHY LIVING CENTRE

3,458 Allied Health hours 
delivered including gym 
and hydrotherapy

1,197 nights stayed

LEARNING & DEVELOPMENT

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

98 days of training provided  
to external organisations

MEMBERS

1,895 members

3 active campaigns in 
systemic advocacy

7,880 hours of advocacy 
services provided 

2,419 Peer Support 
Facebook group members 

61 referrals in the Spinal  
Injuries Unit 

Industries included Education, 
Mining and Food Services 



I am very proud of the position we find ourselves in, as we 
emerge from the challenges of the pandemic with a strong 
financial standing.

As a team, we have continued to deliver against our 
strategic plan and implement the projects contained in 
the Focus On CUstomer eXperience (FOCUX) program. We 
have endeavoured to further understand the needs of our 
diverse customer base, implement significant process 
improvement, invest in our people and strengthen key 
partnerships - all designed to deliver the highest level of 
service for our customers.

I have worked with the Board and wider leadership  
team to establish six critical success factors to ensure  
the fulfillment of our mission. This report details our 
successes in pursuing these critical success factors and 
describes all we have done this year to support people 
living with spinal cord damage and other physical 
disabilities. The critical success factors are:

• Understand and respond to individual customer needs
• Be an employer of choice with a fully  

engaged workforce
• Have a strong and compelling brand
• Have the expertise to deliver on our specialist role
• Maintain strong relationships with key partners, 

funders and suppliers
• Drive improved quality and efficiency  

focused on customer value.

I am especially proud of the achievements our advocacy 
team has delivered, supporting our vision of creating real 
and tangible outcomes for people with a physical disability. 
The three key campaigns, Disability Doesn’t Discriminate, 
Building Better Homes and Assistive Technology For 
All Alliance, have raised awareness of significant issues 
impacting our community and aim to create real, social 
change.

I am very proud of what we have achieved this year and the 
steps we are taking to ensure long-term success. I am very 
optimistic about the future as we endeavour to become a 
truly customer-centric organisation and a market leader 
within the disability industry.

Thank you for your ongoing support.
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Mark Townend
CEO

CEO  
message 
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When reflecting on the past year I am amazed at the rate  
of change we have experienced despite still feeling the 
effects of COVID-19.

Working closely with the leadership team, the Board and I 
have started to execute the strategic roadmap after laying 
solid foundations in the previous year. We have achieved 
so much but there is always more work to be done.

Witnessing the Healthy Living Centre in Cairns in its first  
full year of operation was a highlight for the Board, and 
to see utilisation continue to increase augers well for 
the future. While the pandemic had an obvious impact 
on tourism, the Healthy Living Centre had visitors from 
interstate as well as intrastate travellers looking to 
experience all it has to offer. Our Allied Health team has 
grown locally to accommodate this demand, which is an 
especially pleasing sign of the potential for continued 
growth into the future and replication nationally.

The National Disability Insurance Scheme (NDIS),  
along with other funding bodies, continues to have  
a significant impact on the day-to-day lives of our 
customers and the broader community. We understand  
that the introduction of NDIS has assisted many but  
not all equally. It was the Board's position this age- 
based funding discrimination needed to be addressed.  
The Board and I were proud to allocate resources for 
our first truly national campaign - Disability Doesn’t 
Discriminate, aiming to end age discrimination in the  
NDIS. We will continue to support this important  
advocacy for funding equity and legislative change.

On behalf of the Board, I would like to thank the Spinal Life 
team; our leaders, our employees and volunteers both here 
in Queensland and in Western Australia who continue to 
adapt and thrive in light of the ongoing challenges we face.

I would like to acknowledge the work of the Board 
members who are all unified to achieve our key goal of 
long-term financial stability and continued provision of 
high quality services to our members and clients. We are 
very excited about what’s to come and passionate about 
our mission.

Thank you for all your support and please contact me 
should you have any feedback.

Chair  
message 

Gyl Stacey 
Board Chair
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Customer satisfaction is of paramount importance  
to Spinal Life achieving both our short and long-term  
goals. To find out what our customers felt about us  
we conducted a Customer Satisfaction survey. The 
results were encouraging, with the Net Promoter Score 
(NPS) indicating satisfaction of customers had increased 
significantly from an NPS of -2 in October 2019 to +13 in 
March 2021. 

We also implemented regular snapshot surveys to  
reduce the time between service delivery and  
potential customer feedback.  

Our research highlighted the key drivers of customer 
satisfaction related to service predictability and 
communication with the organisation. Throughout  
the year we identified and implemented continuous 
improvement to our processes and practices in order  
to address the issues raised by customers. 

There were several significant changes implemented  
that improved the experience of our customers,  
including the establishment of  the Customer  
Engagement Team as a central point of contact for  
existing and prospective customers alike. This team and 
its close collaboration with other teams including Services 
Establishment, Peer Support, Back2Work and Allied Health 
has led to more efficient handling of customer enquiries 
and improved delivery of services. By working more closely 
than ever with customers to understand their individual 

goals and requirements, our staff were able to  
implement supports and desired rosters to ensure  
the highest quality of service is provided to every  
Spinal Life customer. 

Our annual survey of members once again highlighted  
the importance of our advocacy programs to our members.  
Respondents to the survey  indicated they were most 
interested in advocacy efforts in the areas of accessible 
health and improving accessible tourism opportunities. 
Partnerships with Local Government to improve 
accessibility in local communities and influencing  
for more provision of accessible housing, also rated  
highly with members.  Accordingly, our advocacy  
efforts in these areas continued throughout the year.

We also surveyed our members who identified as polio 
survivors to ensure the delivery of ongoing support.  
The results indicated that advocating for enhanced 
education and awareness of the late effects of polio 
amongst health professionals remained the highest 
priority for these members, along with providing more 
information about access to funding, aids and equipment. 
We also continued to participate as Board members in 
Polio Australia, and delivered polio education materials 
to General Practitioners through a specially designed 
brochure and online education module.  We ended the 
year having distributed approximately 9,000 brochures 
throughout Australia and having 320 Health professionals 
complete the online education module. 

Understand and  
respond to customer’s 
individual needs 

CRITICAL SUCCESS FACTOR 1
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CRITICAL SUCCESS FACTOR 2

collaboration and two-way communication with 
employees. The platform is on schedule for launch  
in September. 

• Trialling of potential uniform options has begun  
with a selection of Personal Support Workers in  
a range of locations to ensure a sound co-design 
process. Employee feedback indicated that  
introducing uniforms will increase engagement,  
create a stronger connection and a feeling of 
belonging. Based on the success of these trials, 
uniform options will be available to staff early in  
the next financial year.

• The structure of the People and Culture team was 
changed, and new roles were created to focus on 
increasing the level of experience and capability  
to support the organisation moving forward.

• Journey mapping of the end-to-end recruitment and 
onboarding process of candidates resulted in a redesign 
of the process, that aims to provide clearer expectations 
of roles and increased retention of new starters.

• A new advanced rostering system for Personal Support 
Workers was developed and will be implemented in the 
coming financial year. The new system provides greater 
certainty around shift visibility enabling employees to 
plan their day, creating a greater balance between their 
work and home life.

• We continued to invest in our people through the 
provision of 550 Personal Support Workers receiving 
training from our Learning and Development team 
and Peer Support staff completing Thought Patterns 
for High Performance training, with some staff also 
achieving facilitator status.  

Be an employer of  
choice with a fully 
engaged workforce

Given the competition for quality, reliable and long-term 
staff in the disability support industry, considerable effort 
was undertaken this year to improve engagement with  
our staff.

Reflecting on employee feedback via annual surveys and 
personal interviews, a range of initiatives were identified to 
improve employee satisfaction, engagement and retention. 
The most significant initiatives to be pursued included:

• Repositioning and embedding the organisation's 
values as the core of the organisation and supporting 
them with a clear set of behaviours and expectations. 

• Commencing the development of a communications 
and engagement platform to increase connection, 



Our brand makes a statement on who we are and  
what we stand for, it is a promise of sorts to customers, 
members, prospects, employees, partners, and others.  
It predicts the experience that people should expect  
when interacting with the organisation. We spent much  
of this year reviewing our brand and how it is promoted  
to the community before seeking to embark upon an  
active client acquisition program.

To strengthen our brand, we started with the foundations 
of refreshing the brand look and feel and moved on to 
reviewing and improving the websites and other digital 
channels used to promote our services.

While retaining our logo we refreshed all other brand 
elements including imagery, corporate colours, font,  
voice and tone. At the heart of the brand refresh was  
the development of a Customer Value Proposition and an 
Employee Value Proposition, better aligning all aspects  
of activity from recruitment through training to the 
delivery of services to our customers.

With our customers interacting with us in different ways, 
we identified the need to improve all the channels used 
to engage customers, members and other stakeholders. 
Efforts included the redesign of all promotional collateral, 
reinvigoration of social media channels, and revision and 
improvement of corporate documents, merchandise and 
event support materials.

Given the importance of an effective and engaging  
web presence, we focused considerable effort on 
redesigning our websites. We aimed to improve the  
user experience regardless of devices on which they  
were accessing our websites, and also needed to  
enable a stronger connection to be made between  
website visits and sales enquiry. 
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The foundation work 
completed this year 
has set us up well for 
improved efficiency 
and effectiveness of 
digital marketing efforts 
undertaken  
in the future.

As part of our efforts to better 
market the Healthy Living Centre (HLC), 
we implemented an online booking system that 
increased accommodation bookings. Other improvements 
to the HLC website led to increases in users, pageviews and 
engagement with the website, boding well for our efforts to  
increase utilisation of the HLC.

With the trend toward high quality video and image based 
content driving online traffic, we undertook significant 
effort to dramatically improve the quality and quantity of 
video content for social media, web presences and internal 
communications. Topics ranged from at home fitness, peer 
support, respiratory health, the HLC, general health and 
changes within the organisation. 

The Advocate 
 
While the Advocate magazine had a strong following with 
a core group of customers and members, we identified 
an opportunity to reimagine the publication to attract 
a broader audience. By taking a more contemporary 
approach to design, sourcing higher quality imagery  
and streamlining the production process, the quality of  
the magazine has reached a new level. Positive feedback 
was received throughout the year and the work has 
prepared The Advocate for a new era of popularity with 
readers. Personal Support Workers were also included in 

Have a strong and  
compelling brand 

CRITICAL SUCCESS FACTOR 3



the distribution of the advocate magazine to help  
them feel connected to the wider organisation.

ADVOCACY

Supported by funding from the Queensland State 
Government, advocacy remained a critical part of  
Spinal Life Australia’s activities this year, with more  
than 7,880 hours of advocacy delivered to help 
Queenslanders achieve better outcomes. We assisted  
with a large number of requests from people with disability 
to have access to the funding and supports they need to 
live life on their terms. Some of these requests included 
NDIS access, NDIS plan reviews, requests for social housing, 
to improved funding from the My Aged Care Scheme. 

Alongside the important advocacy assistance that we 
were able to offer individuals we also led and participated 
in key systemic advocacy initiatives to influence the 
Commonwealth Government to improve supports for 
all people with disability and underpin a fairer, more 
equitable Australia. Three of the most significant  
initiatives are outlined below.

Disability Doesn’t Discriminate Campaign 

Our members have raised the issue of age discrimination 
by the NDIS since the scheme was implemented, a 
situation resulting in many members over the age of 65 
being excluded from the scheme. Recognising the negative 
impact on our members the Board of Spinal Life committed 
significant funding to create a high impact campaign that 

appeared on television, radio, digital and social media. 
Encouraging Australians to sign a petition to influence 
Commonwealth politicians to end age discrimination. 
Running for only a single week in the Financial Year, the 
campaign reached an estimated 5,680,000 Australians  
and resulted in 3,401 petition signatures to date. The 
campaign will continue until the next federal election  
or until change is achieved.

Building Better Homes 

This year, we contributed to the multi-organisational 
advocacy campaign to influence the delivery of more 
accessible housing for our communities. As a result,  
on April 30, Housing Ministers across Australia agreed  
to include mandatory minimum accessibility standards  
in the 2022 National Construction Code (NCC). The 
amended NCC requirements saw the Silver level of Livable 
Housing Design Guidelines be introduced as the minimum 
standard of accessibility for construction.  These include 
seven design features to be standard in the development of 
all new homes. A win for our members and the community.

The reforms are expected to increase the availability 
of homes with accessibility features to 50 percent of 
Australia’s total housing stock by 2050.

Assistive Technology For All Alliance

In April, Spinal Life Australia joined the Assistive 
Technology for All Alliance (AFTA). AFTA is a national 
alliance of peak bodies and consumer representatives 

10 
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spanning the Health, Ageing and Disability sectors,  
formed to advocate for equitable access to Assistive 
Technology for people with a disability that are over 65. 
The Alliance seeks to harmonise existing state-based 
assistive technology programs and those operated by 
not-for-profit organisations. If this can be achieved access 
would be streamlined, and nationally consistent outcomes 
would be delivered for consumers while reducing the 
administrative burden on governments. John Mayo,  
Spinal Life’s Chief Advisor - Government,  represents  
Spinal Life Australia on the Committee co-ordinating  
the ATFA campaign.

Accessible Tourism

In an effort to draw attention to the estimated  
$8 Billion Accessible tourism market in Australia  
we developed Accessible Tourism reviews in the  
Sunshine Coast, Moreton Bay and Mackay. The  
resulting reports have been used to inform  
meetings of tourism providers, Councillors and  
the broader community about what is accessible  
in their local communities, along with improvements  
that could be made. In addition, we worked with  
local tourism providers, regional tourism  
organisations and state tourism agencies to  
influence the use of more appropriate language  
and images when marketing their tourism assets  
and experiences. Several of these collaborations,  
with accommodation providers like Big4 Holiday  
Parks, Accor Hotels and Choice Hotels will form  
the basis of long-term productive partnerships.
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Accessible Australia App 

By creating a free online national resource that gives 
people the ability to understand the accessibility of 
a location before they arrive, we delivered on our 
mission “To enable people to live an accessible, 
equitable and empowered life”.  This initiative also 
provided a significant opportunity for us to improve 
our national brand awareness and relevance by 
illustrating our brand in a tangible way to the  
broader disability sector and stakeholders. We  
also took the opportunities presented by Accessible 
Australia to forge relationships with organisations  
such as accommodation providers and the broader 
tourism industry. 

1,118 reviews 
completed  
on the app
 (as at June 

2020)



This year we continued to build on our existing  
expertise to solidify our position as market leaders  
in supporting people with spinal cord damage and  
other physical disability.

To match the growing needs and expectations of our 
customers, and to underpin our future growth, we 
continued to attract and develop high quality staff  
across multiple departments.

The role of Key Worker was established this past  
year to provide more timely and effective induction  
of Personal Support Workers, and to enhance the  
level of service delivered to our valued customers.  
Additionally this role facilitates refresher training for 
existing support workers to maintain a consistent,  
reliable and professional service.

Allied health services expanded to include driver training 
and assessments in the regional areas of Bundaberg and 
Cairns - a key differentiator from our competitors. We 
also added a registered nurse to the team to support the 
growing demand for community nursing services in the 
greater Brisbane area. In addition, an allied health assistant 
was brought on board to support the local Cairns team to 
fulfill key services for the community.

One of the key appointments for us this year was the 
recruitment of our first Regional Operations manager in  
our Perth office. This important role was tasked with 
continuing to drive our growth in this market and increase 
the strength of our professional networks and partnerships 
in Western Australia.

Because of the growing demand for the Supports 
Coordination service by NDIS participants, we were able to 
successfully achieve profitable growth in the past financial 
year - with the team expanding from one individual to nine 
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Have the 
expertise to 
deliver on our 
specialist role

CRITICAL SUCCESS FACTOR 4

staff members located in Brisbane, Rockhampton,  
Cairns and Perth with 240 customers assisted this year.

We also appointed an experienced social worker to 
commence the delivery of this service to our customers.

  
 
 
Peer Support
Throughout the year, the delivery of our peer support 
services to patients in the Princess Alexandra Hospital 
and the community were curtailed because of COVID-19 
restrictions. We turned our efforts to improving our 
connections through phone calls and virtual peer  
support sessions through the Peer Support Spinal Life 
Australia Facebook group. With pre-recorded and live 
sessions being delivered to audiences, this form of 
connection will form an integral part of our Peer  
Support program in the future.

Supporting people in the Spinal Injury Unit of the  
Princess Alexandra Hospital continued where possible  
with regular face to face visits and two patient lunches.  
To further support engagement with individuals and 
families in the hospital,  the Peer Support satchels 
containing information about Spinal Life Australia  
were redeveloped and information on display at the 
hospital about Spinal Life Australia was also updated. 

In Perth we continued to collaborate closely with  
the Paraplegic Benefit Fund who delivers the Peer  
Support program for patients in the Fiona Stanley  
Hospital and actively refers patients to Spinal Life  
Australia upon discharge.

2,419 people  
in our closed  
Peer Support 
Facebook groups

As of June 2021 - 
1,895 members



This year, we continued to maintain our valuable long-term 
relationships as well as connecting with new partners  
who assisted us to achieve our mission. These partnerships 
involved research, cross referral opportunities, funding 
assistance as well as opportunities to impact policies and 
service provision for people with spinal cord injury through 
national and state committees. 

Some of our important partners this year included the 
International Spinal Cord Injury (INSCI) Australian Arm, 
Hopkins Centre, Advanced Robotics Manufacturing 
Hub, Queensland Health, Motor Accidents Insurance 
Commission, Bionics Queensland, Clem Jones Research 
Centre and Access Community Services.

Key Highlights 

A world-first study into the benefits of virtual reality (VR)  
for people with spinal cord injury explored how VR could  
be used to let patients experience 'natural' environments  
and how this impacted their psycho-emotional health.  
The results were very encouraging and the findings will be 
used to as evidence for VR-delivered recreational programs 
to be considered for health and hospital services. The study 
received funding support from the Hopkins Centre, Menzies 
Health Institute, Spinal Life Australia and Griffith University. 
Further work foreshadowed in the applications of VR 
include home modifications and training for new users  
of power chairs.

The new, independent advisory body, Queensland 
Accessible Transport Advisory Council (QATAC) has been 
established to make transport and major infrastructure 
projects accessible for all Queenslanders. QATAC will 
provide strategic access and inclusion advice to the 
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Maintain strong 
relationships with  
key partners, funders 
and suppliers

CRITICAL SUCCESS FACTOR 5

Minister for Transport and Main Roads, relating to transport 
and major infrastructure projects across the state. 
The council includes seven members with expertise in 
achieving inclusive outcomes for people with disability. 
John Mayo, Spinal Life’s Chief Advisor - Government, has 
been appointed as the Deputy Chair.

We continued our strong partnerships with the Department 
of Transport and Main Roads, The Taxi Council of 
Queensland and the Australian Taxi Industry Association. 
To overcome dimensional issues with the H32 series Toyota 
commuter van for use as a wheelchair accessible taxi, Spinal 
Life together with these partners conducted an equivalent 
access test to ensure a safe design for customers.

The design competition conducted with partners QUT and 
seqwater commenced last year, progressed to construction 
of an accessible kayak launching platform for testing at 
QUT, and also enabled us to consult more broadly with 
seqwater on accessibility to the dams and lakes they 
manage around South East Queensland. Students who 
participated in the initial project completed new studies 
this year, including researching improvements to the 
aesthetics of mobility devices, and research into personal 
mobility devices for hire around Brisbane.

We also remained committed to continuing to provide 
supports to polio survivors and will do so in close 
partnership with Polio Australia. Two Queenslanders 
continued to serve on the board of Polio Australia 
representing Spinal Life Australia. 

The creation of a research committee this year means that 
the organisation is well placed to participate in existing 
research and play an active role in the development of 
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new research of interest to, and of benefit to our customers 
and the wider community of people living with a disability. 
Just as importantly, the research committee will enable us 
to build longer term more meaningful partnerships with 
leading research agencies and institutions, enhancing our 
reputation as leaders in the industry. 

 

  
This year proved to be the toughest ever in the 30 years 
of delivering the Spinal Education and Awareness Team 
(SEAT) presentations to schools. COVID-19 restrictions 
meant that face to face visits to schools was extremely 
difficult to secure, resulting in only 58 SEAT presentations 
to 7,347 students across Queensland. The content and 
context of the program will be reviewed in the coming year.

Our approach to developing new partnerships included 
forging a new partnership with Victoria Park as the 
20/21 charity partner for their flagship Melbourne Cup, 
Father’s Day and Mother’s Day events. This marked the 
commencement of a new approach to fundraising, where 
the resourcing and risk to the organisation is minimal, 
while awareness of our brand is still raised to the wider 
community. Continuing with this strategy, we were 
involved in the Grill’d Local Matters initiative,  

which also raised funds for the Peer Support program, 
along with two smaller lottery organisations that 
contributed some funds to the organisation.

Grants are another critical type of partnership for our 
organisation. Our pursuit of grants this year yielded some 
results, despite the tough operating environment largely 
caused by the COVID-19 pandemic and changing priorities 
for the majority of funding bodies. In addition to grants 
received for some of the existing programs (Back2Work,  
SEAT and advocacy), successful grants were obtained  
to support the following activities:

• Completion of an accessible tourism research project  
in Mackay, Moreton Bay and Sunshine Coast. 

• Purchase and installation of solar power system for  
the Healthy Living Centre, Cairns.

• Purchase of hoist and other equipment in our 
Townsville office. 

98 days of training 
provided to external 
organisations



Drive improved quality 
and efficiency focused 
on customer value

CRITICAL SUCCESS FACTOR 6
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Acknowledging the fact that we are in a highly  
competitive environment when it comes to attracting  
and retaining staff, we undertook several projects to 
improve the experience levels of our staff, and their  
ability to deliver excellent customer service. 

Through the continuation of the Focus On CUstomer 
eXperience (FOCUX) project, the following projects were 
initiated:

• CarelinkGo
• Employee Self Serve 
• eRecruitment Platform 
• Learning Management System 
• Enterprise Content Manager
• Mobile Data Management 

To improve access by our Personal Support Workforce to 
accurate information about their rosters we implemented 
CarelinkGo - a smartphone application that is also able to 
be used by our customers to check their shifts and request 
changes on their smartphones or portable devices.

Aiming to modernise the experience of our employees,  
we implemented an employee self service software 
platform enabling employees to undertake tasks  
online, improving efficiency by reducing the need  
for paper based forms.

Understanding that genuine customer centricity  
relies on harnessing the power of data and insight  
we continue to build capability across the organisation.  
We continue to increase the utilisation of analytics 
platforms to deepen our understanding of  
customers and inform  decision making,  
experience design communications. 

Building on the improved understanding of our  
customers and how our processes underpin the  
customer experience, we identified that the introduction  
of a Customer Relationship Management platform is  
critical to supporting more personalised communication 
and deeper engagement with our customers.

In pursuit of continued and never ending improvement,  
we again conducted many internal audits of our activities  
in accordance with an annual plan developed by staff  
and endorsed by the Audit Finance and Risk Committee 
of the Board. During the financial year, 25 audits were 
conducted, including three external audits all resulting  
in compliant outcomes. 

Of particular note was the successful re-registration as  
an NDIS Provider on 3 June 2021, with our follow up  
mid-cycle review scheduled to occur in 18 months in 
November 2022. 
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One campaigner and activist, Bobbie English, has been 
advocating for changes to the NDIS since January 2021. 

Bobbie took up the cause following the death of her 
husband Chris, who became a quadriplegic at 69, and  
did not qualify for the NDIS - due to his age. 

“I promised Chris before he passed away in January  
this year that I would keep fighting until things  
changed,” Bobbie said. “Chris was a man who lived  
and breathed for the community, always thinking  
of others. He was a Kiama Lions Club member for  
20 years. On the Saturday before he collapsed, he  
had spent the day collecting money for the Lions to  
give to Tarthra bushfire victims, then moving on to  
collect donations for Red Cross." 

Every day, every week, Bobbie is writing new letters  
and resending old. She has thrown her support  
behind Spinal Life Australia’s national campaign,  
Disability Doesn’t Discriminate, shining a light on a  
decision made in 2013 to exclude the National Disability 
Insurance Scheme (NDIS) from the Age Discrimination Act. 
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Supporting and 
advocating alongside 
our wider community 

COMMUNITY CONNECTIONS 

“Our funding allowed us seven and a half hours a  
week of care. Chris needed help to get from his chair  
to his bed, to get dressed and to exercise. People  
donated equipment to help him exercise but some  
of it (equipment) took three people to get him onto  
a machine, so it was impossible to do. His lung  
capabilities suffered to a point he died of pneumonia."

“If we had NDIS then we would have had the funding that 
would have kept Chris alive – absolutely. We would have 
had access to help, to better facilities for exercise – we 
could only get the basics under the funding we had.”

The introduction of the Disability Doesn’t Discriminate 
campaign aims to shine a light on stories like Bobbie’s, 
highlighting the unconscionable actions of the Government 
who are denying older Australians with a disability access 
to life-saving supports and services. 

Spinal Life Australia’s message to the Government and all 
Australians is that disability can impact anyone at any time. 
Sign the petition and ensure that older Australians with a 
disability aren’t left behind. 
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Keeping Post-
Polio on the 
agenda 

COMMUNITY CONNECTIONS 
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From being diagnosed with Polio as a child to surviving  
an incendiary bomb during World War Two, Margaret 
Culling has been through it all – and now she’s struggling 
with a medical condition many doctors are unaware even 
exists. Margaret contracted polio in London in August 1939, 
when she was just five years old. 

“Polio had affected my whole left side and I just couldn’t  
do the same things as other people,” she says. “I had 
callipers for both legs that I had to wear at night while I 
slept, and a calliper for one leg that I used during the day 
with a walking stick.” 

Margaret spent more than three years in the hospital  
being treated for Polio. Shortly after her recovervy,  
Margaret moved with her family to South Africa. She  
didn’t let anything hold her back, learning how to ride 
horses, play tennis, swim and ride a bike

It wasn’t until many years later – decades after she was first 
diagnosed – that Margaret first began to experience the late 
effects of Polio. Up until that point, she had been perfectly fine. 

Margaret says she can pinpoint the day when it all  
started: “I was walking home, and all of a sudden it  
was like a brick wall came down in front of me and  
I couldn’t move,” she says. “I tried to walk, and it was  
like I was pushing through something heavy. To get  
home took me forever, and when I got inside I collapsed  
in a chair.”

It wasn’t until years later that Margaret was finally  
able to access the information and supports she  
needed. On a chance visit to a shopping centre, she  
saw a flyer with a number and the message ‘have you  
ever had Polio?’. 

Margaret called the number and on the other end of  
the phone was the Spinal Life team, who provided  
Margaret with information and resources. They also 
encouraged her to see a specialist at the Prince Charles 
Hospital, who diagnosed her with Post-Polio syndrome, 
a condition that occurs due to the late effects of Polio. 
Thanks to the help of Spinal Life, Margaret was able to 
identify and manage her condition. 



GERARD O’BRIEN
What action was taken this year 
will have the greatest impact on 
future success and why?

Setting out a new Strategic 
Blueprint for the organisation, 
featuring widespread consultation 
and buy-in, that will guide the 
development of the organisation 
for the next 3 to 5 years

MICHELLE WILSON 
What do you think was the  
greatest organisational 
achievement this year?

One of our great organisational 
achievements this year was the 
creation of Spinal Futures Ltd – 
allowing us to focus on research 
and innovation, with the aim of 
generating new products and 
services, further enabling  
members to lead their best lives.  
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MARK DILLMAN 
What action was taken this year 
will have the greatest impact on 
future success and why?

I think the appointment of the 
Regional Operations Manager in 
Perth, along with increasing the 
number of systemic advocacy 
initiatives that we have been 
involved in means that we are  
well placed for the future.

GYL STACEY
What do you think was the 
greatest organisational 
achievement this year?

Delivering high quality services  
to customers through the 
disruptions and uncertainty  
caused by COVID-19 as a  
highlight for me this year –  
a clear demonstration that we  
are a resilient, responsive and 
focused organisation.



CAROL TAYLOR 
What action was taken this year 
will have the greatest impact on 
future success and why?

I enjoyed seeing the organisation 
make progress on improvements  
to our processes in the short term 
that will lead to better customer 
service and financial sustainability 
in the longer-term.

DEL CHILDS
What do you think was the 
greatest challenge this year? 

Ensuring that personal support 
services to clients continued 
seamlessly during the various 
COVID-19 lockdowns and 
restrictions while at the same 
time managing Personal Support 
Workers turnover rates.

REBECCA TWEEDY 
What do you think was the  
greatest organisational 
achievement this year?

I think our greatest achievement 
this year was the advocacy 
campaigns we conducted, 
especially starting the Disability 
Doesn’t Discriminate campaign – 
our first national campaign. 
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DR DINESH PALIPANA
What do you think was the 
greatest challenge this year?

COVID-19 related challenges 
continue to affect our society,  
but people with spinal cord  
injuries even more. Our collective 
voice to overcome these challenges 
is more important than ever.
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Visit spinal.com.au to read more about our Board and Executive. 

PROF PHILLIP MORRIS
What do you think was the  
greatest organisational 
achievement this year?

The successful operation of  
the new Healthy Living Centre  
in Cairns.

It is one thing to build a centre  
like this but the biggest challenge  
is to operate it so that it is 
successful and benefits the most 
people with spinal cord damage.



DANIELLE READY 
Acting Chief Financial Officer
 “I was thrilled to be able to take on the  
role of Acting Chief Financial Officer at  
such a critical and exciting time for the 
organisation. I’ll remember leading the 
Finance Team through the COVID-19 
disruptions and contributing to the design 
and construction of the health and wellbeing 
centre at our Logan Road premises.”

ROSS DUNCAN  
Executive Manager, Member Services 
“I was excited this year to commence the 
Disability Doesn’t Discriminate campaign, 
participate in other systemic advocacy 
campaigns, increase our individual advocacy 
efforts and to co-ordinate the improvement 
of our marketing efforts to set the scene for 
the future.”

Highlights from our Executives 

SECTION 2

Our Executives
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BRENT SILVA 
Chief Information Officer
“Throughout this year my team and I have 
supported excellence in service delivery 
to our customers and staff through an 
intensive program of changes, upgrades and 
improvements. This exciting period of change 
has prepared us for continued improvements 
in 2022 and beyond.”

MARK TOWNEND AM   
Chief Executive Officer 
“On reflection, this was an exciting year  
of consolidation and preparation - 
consolidation of our past successes and 
preparation for continued evolution, 
improvement and growth in 2022, a 
launching pad if you like to a better, more 
customer focused Spinal Life Australia.”

PAULINE DAVIS  
Executive Manager, Commercial Services 
“There were several highlights for me this 
year.  I was particularly proud of the way  
we managed the response to COVID-19  
in that we were able to keep our staff  
and clients safe while we continued to  
provide a quality service throughout the 
pandemic. I also was very excited to see  
the appointment of our Regional Manager  
and Team Leader in Perth.  In addition to 
this we introduced a number of technology 
improvements such as  CarelinkGo, which 
gives real time access to their rosters for  
our Personal Support Workers.”

FRANCES PORTER   
Executive Manager, Business Development 
“It was fantastic to contribute to the 
continued growth of activity at our Healthy 
Living Centre and see our Back2Work 
program continue to help people secure 
positions of employment. Managing our 
Allied Health Services in disrupted times  
was also a challenge, but importantly we 
were able to continue delivery of quality 
services to clients through this disruption.“

NATALIE VON SNARSKI  
Chief Operating & Finance Officer 
 “I was very proud to lead the Focus on 
Customer and User Experience (FOCUX) 
project for Spinal Life knowing the many 
improvements we made will lead to better 
outcomes for our staff and customers in  
both the short and long term.”

VICTORIA HARRIS 
Chief Human Resource Officer
“I was excited to join the team at  
Spinal Life Australia and to lead the  
re-invigoration of our corporate  
culture and engagement with our  
staff - the most valuable asset  
we have.”
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SECTION 3

Our Patron and 
Ambassadors

HIS EXCELLENCY THE HONOURABLE PAUL DE JERSEY AC
Governor of Queensland
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. 

We would like to thank his Excellency the Honourable Paul de Jersey, AC CVO for his unwavering support of  
Spinal Life over his extended term as our patron and Governor of Queensland.

His Excellency's original five-year term commenced on 29 July 2014 and was extended by two years, through  
to 29 July 2021. With a further extension until 1 November 2021, due to the commitments of the new incumbent  
Dr Jeannette Young PSM prioritising the critical COVID-19 vaccination roll out. 

Over the length of his term, his Excellency has lent his support to a range of key initiatives to support our customers, 
members, and employees. We have the honour of attending morning teas hosted by Justice de Jersey, with the last  
one focusing on the International Day for People with Disability and the launch of the Spinal Life Accessible Australia  
App. We thank his Excellency for all his support over the last 7 years and wish him all the best for the future. 

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.

Image courtesy of Office of the Queensland Governor. 

Thank you
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The past twelve months has seen Spinal Life Australia 
overcome the disruption of the COVID-19 pandemic  
and illustrated significant resilience from both  
employees and clients to remain financially sustainable. 

As disclosed in the financial statements, Spinal Life 
Australia’s group net assets have grown by 17% to  
$41.53M (2020: $35.59M ). Total comprehensive income  
for the financial year as shown in the Statement of Profit  
or Loss and Other Comprehensive Income was $5.94M 
(2020: $11.30M). 

The Board and leadership team have focused on future 
investment in our services for members and clients.  
During the year Spinal Futures Australia, a registered 
charity and fully owned subsidiary of Spinal Life Australia, 
was incorporated for future investment opportunities.  
As a leadership team we will look to identify new 
investment opportunities and partnerships to facilitate 
growth and maintain our high standard of services.

We understand the importance of investing in  
innovation, which has seen the development and 
introduction of applications to assist both support  
workers and clients manage their rosters and  
rostered care respectively. Innovation will continue  
to be a priority as we endeavour to deliver the  
highest quality of care. 

Spinal Life Australia was eligible for the Australian 
Government’s JobKeeper stimulus scheme until  

Financial summary

Healthy Living Centre 
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March 2021. We have introduced and will continue  
to provide a fortnight’s paid pandemic leave on an  
ongoing basis for all employees if they are required to self-
isolate, become unwell or are being tested to ensure they 
are not financially disadvantaged.

After a first full year in operation, the Spinal Life Healthy 
Living Centre in Cairns is going from strength to strength 
following a challenging start to the financial year with the 
disruption of COVID-19 border closures. The final quarter  
of the year has seen continual growth in occupancy and it 
has fast become a popular holiday destination for many of 
our customers and members.

 The success of this Centre has given viability to extend  
the concept further south, to Brisbane. At the conclusion  
of the year we finalised our vision for the new rehabilitation 
and fitness centre at Woolloongabba and we look forward 
to sharing news on its accomplishments with all our 
members, customers and partners in the coming year.

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

Danielle Ready 
Acting CFO
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Financial highlights

$’000

Commercial Services  27,203 

Allied Health & Business Development  9,699 

Corporate Services  6,447 

Other Outlays  2,309 

Member Services  1,193 

TOTAL 46,851

Where the Money is Spent$’000

Fee for NDIS Services 29,787

Other Fee for Services 10,001

Grants and Subsidies 4,844

Other Income Sources 948

TOTAL 45,580

Where the Money Comes From

Grants and 
Subsidies  11% 

Fee for NDIS 
Services  65% 

Other Income 
Sources  2% 

Other Fee for 
Services  22% 

Member Services  
2% 

Other Outlays  5% 

Corporate 
Services 14% 

Allied Health 
& Business 
Development 21% 

Commercial 
Services  58% 

$50,000

$40,000

$30,000

$20,000

$10,000

$0

-$10,000

2021 2020 2019

Equity ($’000)

2018

41,534
35,593

24,291 23,996

Intangible Assets

Right-of-Use Assets

Property and Equipment

Financial Assets

Other Current Assets

Cash and Cash Equivalents

Bank Borrowings

Other Current Liabilities

Non-Current Liabilities

These are extracted from the full set of Consolidated Financials.  Full sets of Consolidated Financials are available on request.
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Consolidated Statement of Profit or  
Loss and Other Comprehensive Income 

2021 2020

$'000 $'000

 REVENUE 45,580 41,846

EXPENSES

Salaries and on-costs 38,746 33,831

Staff related costs 3,107 1,988

Client support costs 385 218

Depreciation and amortisation 1,120 735

Finance costs 25 42

Information technology & telecommunication expenses 1,190 911

Motor vehicle expenses 133 120

Occupancy costs 517 409

Other expenses 1,628 1,862

TOTAL EXPENSES 46,851 40,116

NET OPERATING (LOSS)/INCOME (1,271) 1,730

OTHER INCOME

Capital grants received 39 6,985

Other income received 6,484 2,680

Loss on disposal of financial assets - (3)

TOTAL OTHER INCOME 6,523 9,662

NET PROFIT 5,252 11,392

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

10 (6)

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

679 (84)

TOTAL OTHER COMPREHENSIVE INCOME/(LOSS) 689 (90)

TOTAL COMPREHENSIVE INCOME 5,941 11,302

These are extracted from the full set of Consolidated Financials.  Full sets of Consolidated Financials are available on request.
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Consolidated Statement of  
Financial Position

2021 2020

$'000 $'000

ASSETS - Current Assets
Cash and cash equivalents 16,725 9,970
Trade and other receivables 1,286 1,178
Term deposits 139 1,773
Other current assets 2,232 3,607
TOTAL CURRENT ASSETS 20,382 16,528

ASSETS - Non-Current Assets
Financial assets at fair value through other comprehensive income 3,421 2,239
Financial assets at fair value through profit or loss 3,218 2,522
Property and equipment 18,619 19,074
Right-of-use assets 346 491
Intangible assets 692 616
TOTAL NON-CURRENT ASSETS 26,296 24,942

TOTAL ASSETS 46,678 41,470

LIABILITIES - Current Liabilities
Trade and other payables 1,773 2,766
Unexpended grant funds 388 485
Lease liabilities 74 124
Provisions 1,832 1,518
Bank loan - Insurance premium finance facility 140 -
TOTAL CURRENT LIABILITIES 4,207 4,893

LIABILITIES - Non-Current Liabilities
Lease liabilities 318 401
Other liabilities 6 5
Provisions 613 578
TOTAL NON-CURRENT LIABILITIES 937 984

TOTAL LIABILITIES 5,144 5,877

NET ASSETS 41,534 35,593

MEMBERS’ FUNDS (EQUITY)

Other reserves 1,052 363

Accumulated surplus 40,482 35,230

TOTAL MEMBERS’ FUNDS (EQUITY) 41,534 35,593

These are extracted from the full set of Consolidated Financials.  Full sets of Consolidated Financials are available on request.
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Consolidated Statement of Cash Flows

2021 2020

$'000 $'000

CASH FLOWS FROM OPERATING ACTIVITIES

Receipts from government and customers 53,660 48,286

Payments to employees and suppliers (47,125) (40,512)

GST paid, net (197) (14)

Interest received 31 93

Interest paid (24) (42)

Dividends and realised gains 216 202

Acquisition of long-term deposit - 5

NET CASH INFLOW FROM OPERATING ACTIVITIES 6,561 8,018

CASH FLOWS FROM INVESTING ACTIVITIES

Proceeds on sale of financial assets, net 1,822 5,470

Acquisition of financial assets (953) (4,362)

Payments of property and equipment (324) (7,399)

Payments of intangible assets (358) (450)

NET CASH INFLOW/(OUTFLOW) FROM INVESTING ACTIVITIES 187 (6,741)

CASH FLOWS FROM FINANCING ACTIVITIES 

Principal elements of lease payments (133) (97)

Proceeds from borrowings 140 -

NET CASH INFLOW/(OUTFLOW) FROM FINANCING ACTIVITIES 7 (97)

Net increase in cash and cash equivalents 6,755 1,180

Cash and cash equivalents, beginning of year 9,970 8,790

CASH AND CASH EQUIVALENTS END OF YEAR 16,725 9,970

These are extracted from the full set of Consolidated Financials.  Full sets of Consolidated Financials are available on request.
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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
Motor Accidents Insurance Commission
Queensland Government – Department of Communities, 

Disability Services and Seniors
Queensland Government – Department of Justice and 

Attorney General (Gambling Community Benefit Fund) 
Queensland Government – Department of Transport and 

Main Roads

Our key partners and supporters
Advanced Robotics Manufacturing Hub
Amputees and Families Support group Queensland
Assistive Technology For All Alliance
Australia Disability Support Agency
Bionics Queensland
Bowerbird Industries
Briometrix
Cairns Regional Council 
Clem Jones Centre for Neurobiology and Stem Cell 

Research
Disability Justice Australia
GIVIT
Griffith University
James Cook University
Lifetec
Mackay City Council 
Menzies Health Institute Queensland
Metro South Health and Hospital Service
MND Australia
Moreton Bay Region Industry and Tourism
Motor Accidents Insurance Commission
Muscular Dystrophy Foundation Australia
National Disability Services (WA)
Paraplegic Benefit Fund
Paraquad South Australia
Paraquad Tasmania
Physical Disability Australia
Physical Disability Council of New South Wales
Point Zero Five
Polio South Australia 
Polio Australia
Post Polio Victoria
PWA Mobility 
Queensland Advocacy Incorporated
QUT
Seqwater
Sporting Wheelies and Disabled Association

Telstra Purple
The Hopkins Centre
Travis Schultz and Partners
Townsville City Council 
Townsville Health and Hospital Service
Wheeliecampers
Victoria Park 

Our donors and in-kind contributors
Accorhotels Pacific
Sofitel Noosa Pacific 
Libertine Parfumerie
Quest Woolloongabba
Sirromet Wines
JK Mobility
Story Bridge Adventure Climb
TBH Group
Bunnings Mt Gravatt
Rock & Roll Butcher
Suncorp Stadium
Telstra Purple
Ethan Group
Tim McCallum
Treasury Brisbane
Pandora Jewelry
Robert Barty
Thunderbird Industries
Brisbane Broncos
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