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Where to from here?

Exciting times! On the Line is now in the third year 
of its market-oriented strategic transformation, 
and our attention has been on growing revenue 
to ensure our long-term sustainability, and 
position our organisation for the future. We 
continue to outstrip our annual performance 
targets and deliver on our strategic objectives. 

Over the past year, the Board, CEO and 
Executive team have focused on maintaining 
service line performance; generating additional 
new contract revenue; and laying the 
foundations for a culture of innovation across 
the business. All service lines have met, and are 
maintaining, service levels of 85% call answer 
rate in 90 seconds, due in part to a 10% increase 
in counsellor productivity across the service 
centre. We have generated new business to the 
value of $5.6M; and have implemented two new 
digital innovations: a digital assistant on the 
Suicide Call Back Service Website to engage 
with website visitors and help them to quickly 
and easily get the support they want, and a  
free and easy to use safety planning app  
called ReMinder.

In the year ahead, our attention will be on 
better meeting the needs of our funders and 
end-user clients via innovation, digital service 
solutions and cultural change. On the Line’s 
focus on innovation and digital transformation 
is about investing in people: our staff, our 
government and commercial funders, and the 
clients we support in the community. We aim to 
leverage technology to create consistent and 
collaborative communications platforms for our 
staff, for our funders, and for the community.

My sincere thanks to our CEO, Executive team, 
staff and counselling team, for their hard work 
and dedication to On the Line. Without your 
commitment and support, the success we have 
experienced over this year, and the past three 
years, would not have been possible.

I would like to take this opportunity to 
acknowledge and celebrate the expertise of our 
volunteer Board of Directors, who generously 
share their time and experience to guide On the 
Line’s strategic direction, and ensure a robust 
governance process. As Chair, I very much 
appreciate the diverse skills that each of you 
contribute to overseeing the current and future 
success of On the Line. Thank you.

Thank you to our government and commercial 
funders for their ongoing funding of the 23 
outsourced telephone and online counselling 
services that On the Line delivers on their behalf. 
And thank you also to our philanthropic partners 
and individual donors for their kind ongoing 
support of the work we deliver to the community. 

Where to from here, indeed! I am filled with 
anticipation and enthusiasm for the unfolding of 
our strategy and our future: continuous change, 
new ways of working, being and responding to 
change that creates advantage; minimising risks, 
and sustaining our business performance in the 
year ahead. Encouraging people to feel better 
and create a life worth living.

I am very proud to present On the Line’s Annual 
Report for financial year 2019.

Jeanette Jifkins 
Chair of the Board

The average age of end-user clients is 
decreasing across the 23 services we deliver 
on behalf of our government and commercial 
funders, with 47% of our clients now 25-44 years 
of age. As the demographic profile of our clients 
changes, there’s a corresponding change in their 
preferences for accessing counselling support: 
the demand for digital counselling services is 
now increasing at a faster rate than the demand 
for telephone counselling. 

With 88% of Australians owning a smart phone, 
there are now 25 million smart phones in 
Australia, and around three-quarters of them 
have internet access. People are not only using 
their phones to make and receive calls and 
SMS messages, but they’re also searching the 
internet, interacting with websites, social media, 
chat programs and apps. People are making 
their own choices about the channels they use 
to access the services they want. All from their 
mobile phones.

Client self-service via seamlessly integrated 
communication channels, an omnichannel 
experience, is fast becoming the new norm 
in online service delivery. Our future focus is 
therefore to leverage technology to streamline 
our business; increasing our reach into the 
community and cost-effectively supporting  
more people to access the support they need, 
using the service delivery channels they want. 

I am very proud to report that in FY 2019 we have 
secured 96% of existing contracts, and have built 
relationships that have resulted in new contracts 
to the value of $5.6M, contributing $2.2M in FY 2019, 
$2.6M in FY 2020, and growing the business by 12% 
(52% increase in revenue since FY 2016), with a 
corresponding increase in expenses of only 6.5%, 
which has resulted in a surplus of $820,406 (5.5% 
against a budget of 1.9%). 

The Board and I are confident that our journey 
of change, growth and sustainably positioning 
our business for a long and successful future 
continues. Our corporate brand awareness of 
36% (target 30%) demonstrates that current and 
potential Government and commercial funders 
know who we are, and understand the value of 
the outsourced telephone and online counselling 
services On the Line delivers. And 86% (target 
80%) funder satisfaction, demonstrates that 
those who already partner with us are very 
happy with the work we deliver.

In thanking our entire team here at On the Line 
for their professionalism and contribution to 
the resounding success of the previous year, 
I encourage each of you to continue to work 
together, to change, to adapt, to grow, and to 
realise the potential of On the Line.

Kim O’Neill 
Chief Executive Officer

from our Chair from our CEO

Opening message

Jeanette Jifkins Kim O’Neill
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simpler and easier.



What we do best

On the Line is a professional social health 
organisation that delivers outsourced 
telephone and digital counselling solutions 
on behalf of our funders.

Our 24/7 telephone and digital counselling 
solutions delivered nationwide include:

• Web chat

• Video counselling

•  Interactive websites and web portals

•  Digital apps and products

•  Virtual assistants

•  Moderating social media channels 
and online forums

On the Line specialises in supporting client 
groups along the mental health continuum:  
from those who are high risk and have complex 
mental and social health needs, to the worried 
well, through to integrated physical, mental  
and social wellbeing.

Areas of expertise

Men’s social and mental health

• Depression and anxiety

• Social isolation and loneliness

• Family and relationship issues

• Family and domestic violence

Suicide prevention

• Crisis support

• Support for anyone affected by suicide

 
Mental, social and chronic health

• Anxiety, depression, mood 
and personality disorders, 
and substance abuse

• Social isolation and loneliness

• Family and relationship issues

• Family and domestic violence

On the Line is a professional 
social health organisation 
providing counselling support, 
anywhere and anytime. We 
listen and encourage people to 
feel better: building resilience, 
fostering healthy relationships, 
and connecting people with 
community support.

Encouraging people to  
feel better and create a  
life worth living.

Our Mission, Vision 
and Strategy

Our mission

Our vision

Annual Report for the Year Ended 30 June 2019
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Vijay, MensLine client

“Thanks for the 
great work you 

did grounding me 
through a stressful 

time.”

Our strategic objectives

1.  Sustainability and growth: Diversify 
our funding sources and develop a 
more client centric model of marketing 
and service delivery to win in a more 
competitive, commercial environment.

2.  Customers: Create a market-oriented 
business to meet the needs of our clients 
more efficiently than our competitors.

3.  People: Position ourselves to be 
healthier and stronger for the sake 
of our clients and our people through 
high quality services.

4.  Technology and operational 
effectiveness: Create smarter, more 
adaptive and agile ways of engaging 
with our services.

Three strategic horizons

In 2017, On the Line set out a five-year plan 
over three horizons to grow the business and 
reposition itself as a financially sustainable  
social enterprise with social purpose and 
measurable outcomes. 

Horizon 1: Defend and extend  
(Jul 2017)

Two years ago, On the Line laid the foundation 
by maintaining existing contracts and improving 
service line performance: 

• Reviewed business models

• Developed leadership and built capabilities

• Optimised service delivery

• Developed a brand and marketing strategy

• Created a culture of accountability

Horizon 2: Consolidation and opportunity 
(Jul 2017 – Dec 2018)

In horizon two, On the Line prepared for 
growth by implementing improved technology 
efficiencies, data gathering, and operational 
processes: 

• Aligned resourcing and budget

• Implemented new technology

• Trained workforce

• Measured outcomes

• Business development

• Culture change

Horizon 3: Growth and diversification 
(2019 – 2021) 

In this next horizon, On the Line is focusing on 
medium and longer term sustainability, and 
diversifying and growing revenue: 

• Digital solutions

• New revenue sources

• New products and services

• Personalised products

• Commercial partnerships

Annual Report for the Year Ended 30 June 2019
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We’ll connect with
new technologies.



1.   Depression

2. Anxiety

3. Borderline 
personality 
disorder

Relationships46%

Loneliness15%

Work3%

Mental 
health 21%

Grief and 
loss 6%

Reasons for Calling Top 3 Mental Health Issues

47%
of clients are aged 25-44 years old

$5.6m
New contracts

66%
of clients identified as male

Financial year success

Client insights

increase in counsellor 
productivity

increase in website 
page views

sessions answered

blog articles 
published

service lines

increase in website 
users

119,968 

198 

10% 

52% 

23 

61% 

Service Achievements

Web and digital touchpoints

Annual Report for the Year Ended 30 June 2019
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Digital
Transformation

We’ll connect
to the future.

Where to
from here?



Now in the third year of our 
Strategic Transformation Plan 
(2017-2021), On the Line’s focus 
is on diversifying and growing 
revenue to ensure our long-term 
sustainability.

The average age of our clients is decreasing, 
and consistent with that, the demand for digital 
counselling services is increasing at a faster rate 
than the demand for telephone counselling. With 
88% of Australians owning a smart phone, there 
are now 25 million smart phones in Australia. 
Service centre traffic is largely driven from 
internet search traffic via mobile phones that 
can make and receive calls and SMS messages, 
and interact with websites, which means that 
omnichannel communications are fast becoming 
the new norm.

Our digital transformation agenda is about 
streamlining our business by increasing our 
reach into the community and cost-effectively 
supporting more people to access the support 
they need, using the service delivery channels 
they want.

Our approach is to invest in our people: to 
optimise and enhance our business processes; 
and to implement new personalised counselling 
products and services across the digital channels 
that people want and need. We are mapping 
the customer journey of all our stakeholders 
– our staff, our funders and our clients – to 
identify the best channels to optimise customer 
experience with each of the services that On 
the Line delivers on behalf of its Government and 
commercial funders.

Customer-focused Digital Transformation

• Cultural engagement across the 
business

• Data informed service design, delivery 
and customer satisfaction 
measurement

• Enable simple and effective 
collaboration and communication 
internally and externally

• Leverage cross-functional expertise to 
problem-solve and innovate across the 
business

• Streamline, optimise and redesign 
workflows and business processes

• Automate low client-value activities

• Design cost-effective new products 
and services using the channels clients 
want and need

• Advanced workforce planning 
and training

 
Our business is enabled by technology 
that creates consistent and collaborative 
communications platforms for our own people, 
for our Government and commercial funders, 
and for the clients we support in the community.

Digital Transformation
Overview

We’ll build new
ways to connect.
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In 2018-19, On the Line 
implemented two new digital 
transformation projects.

Depressed24%

Worried about 
someone 15%

 17%
Overwhelmed 

or stressed

How are you feeling?

Virtual Assistant user insights

ReMinder Digital Safety Planning App downloads

Claire: Virtual Assistant

Working with a software company and using 
in-house clinical expertise, On the Line launched 
an interactive virtual assistant on the Suicide Call 
Back Service website. 

The virtual assistant, Claire, is programmed with 
scripts and conversation flows to interact with 
website visitors who are looking for resources and 
assistance. Claire can conduct risk assessments, 
provide self-guided relaxation exercises, provide 
referrals to existing website resources, and direct 
users to seek counsellor or emergency assistance 
when required.

During the first three months, over 7,000 website 
visitors interacted with Claire. On average, a 
chat with Claire lasted five minutes.

Perhaps not surprisingly, Claire was most popular 
with a younger cohort, with 55% of users aged 25 
years and under. 

Early results have shown Claire to be very 
successful in engaging with website visitors. 
Plans are now underway to enhance her 
capability and adapt Claire to other areas  
of the business.

ReMinder: Digital Safety Planning App

On the Line developed a free and easy to use 
safety planning app called ReMinder. The app 
can be downloaded and accessed on a person’s 
mobile at any time. The safety plan can help our 
clients to be safe and reach out for support if 
they are feeling low or suicidal. 

The ReMinder app features:

• Create a team of personal contacts

• Access to helplines and emergency 
service numbers

• Favourite photos to remind people 
of reasons to stay safe

• Calming themes

• K10 questionnaire to screen for 
depression, anxiety or stress

 
Downloads of the app have increased each 
month on the Apple and Google Play stores  
since its launch in August 2018. In the second  
half of the financial year, the number of 
downloads doubled compared to the first six 
months. An update of the app with new features 
will be rolled out in the first quarter of the new 
financial year. 

Digital Transformation
Projects

average download 
growth each month

26% 
20



We’ll connect with
more people.



44 years and under relationship issues 18-34 years old

not in a relationship mental health increase in page views

separated from partner loneliness

grief and loss

36% 44% 57% 

17% 46% 48% 

13% 

5% 

13% 

Men’s Social  
and Mental Health

Men’s social and mental health continues to 
be a top priority for On the Line. We know that 
while some mental illnesses have a gender 
bias (e.g. anxiety for women and substance 
abuse for men), the gender differences over 
a lifetime are modest. However, help-seeking 
behaviour is biased towards women, with 
men only accounting for 40% of the Medicare 
subsidised mental health services. This lack of 
help-seeking behaviour can lead to unhealthy 
coping behaviours. The data shows that drug 
and alcohol mortality rates are higher for men, 
and suicide rates are three times higher for 
men than women. 

Over the past year, On the Line has seen an 
increase in men contacting our services. At 
MensLine Australia, we answered a record 66,726 
counselling sessions. This upward trend is likely 
happening as there is an increased awareness 
about mental health, coupled with a reduction 
in the stigma to seek help. 

On the Line’s services provide a place for men 
to feel safe and reach out for help. The research 
suggests that men’s mental health services work 
best when they use ‘male-sensitive’ language, 
acknowledge gender and masculinity, and 
reframe support as a way to get back on 
track, which we practice in our counselling and 
across our digital channels. We also know that 
after-hours telephone and online support is 
particularly appealing as it makes counselling 
convenient and accessible.

When a male client calls one of our services, such 
as MensLine or Open Arms, our counsellors have 
the experience and are trained to help them 
with relationship issues, grief or loss, stress and 
anxiety, social isolation or loneliness, depression, 
or post-traumatic stress. 

Our specialist program, Changing for Good, 
which helps men to stop using violence in their 
relationships, has also seen an increase in self-
referrals. The program, which is part of MensLine, 
has evolved from working with men who have 
completed a behaviour change program, to 
expanding the program to any male who wants 
to stop using violence in a relationship and needs 
support to do so. As with MensLine, consideration 
is given to gender and gender role modelling in 
the program delivery. The program also provides 
support to the client’s current or ex-partner. 

Client Profile Reasons for Calling Website Statistics

66,726
MensLine sessions answered

Monday

Most popular day and
month for MensLine calls?

Oct

MensLine insights
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Suicide Prevention

Suicide continues to be a major social health 
issue facing Australia. In 2017, 3,128 people took 
their own life, which is an average of 8.57 deaths 
per day. On the Line’s services for people who 
are at risk of suicide, bereaved by suicide, 
or worried about someone else, have seen an 
increase in the number of phone and online 
counselling sessions over the last year. 

In 2017, the Australian Bureau of Statistics 
reported that approximately 80% of suicides had 
comorbidities mentioned as associated factors. 
Mood disorders (including depression) were the 
most common with 43% reported in all suicides, 
next highest was drug and alcohol use disorders 
reported in 29.5%, and anxiety was reported in 
17.5%. For our suicide prevention services, 
the client diagnoses were similar, with 
approximately 32% reporting a depression 
diagnosis and 22% reporting anxiety. 

With suicide reported as the leading cause 
of death among people aged 15 to 44 years, 
On the Line is using digital transformation to 
look for ways to reach out to more people in this 
age group. Suicide Call Back Service had a 17% 
increase in clients contacting the service who 
were 44 years or younger.

Responding to this trend toward a young 
demographic, On the Line has launched digital 
transformation projects such as the ReMinder 
safety planning app and a virtual assistant on 
the Suicide Call Back Service website. Both of 
these initiatives have led to an increase in help-
seeking behaviour with our services. Website 
engagement increased with visitor time on the 
Suicide Call Back Service website growing by 
14% and website visitors on SuicideLine Victoria 
increasing by 23%. 

On the Line also focuses on the flow-on effect 
of suicide and attempted suicide, which has 
a substantial impact on family, friends, 
colleagues and the wider community. 
Communities affected by suicide experience 
their own grief, pain and suffering as a result 
of their loss. For the last year, both Suicide Call 
Back Service and SuicideLine Victoria have seen 
an increase in people accessing ‘worried about 
someone’ resources to help people recognise 
the warning signs and support someone in their 
life who may be suicidal. 

Steph, All Hours Suicide Support Service client

“Thanks to the 
counsellor who 

helped me through 
a difficult time and 

giving me a sounding 
board and offering 

support.”
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Diane, Suicide Call Back Service client

“I had a conversation 
with a counsellor 

who offered helpful 
perspectives and 

helped me with
my distress.”

identified as female increase in Facebook 
engagement

diagnosed with
depression

diagnosed with anxiety

diagnosed with borderline 
personality disorder

83% 74% 

32% 

22% 

15% 

Client Profile Social Media Engagement

24,483
Suicide Call Back Service sessions answered

Tuesday

Most popular day & month?

Aug

Suicide Call Back 
Service insights
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diagnosed with PTSD organic traffic

of visitors are  
18-34 years old

diagnosed with an 
eating disorder

were bereaved

71% 

54% 

16% 

14% 

4% 

Client Profile Website Traffic

64%
of SuicideLine Victoria 
clients identified as female

Friday

Most popular day & month?

May

Cara, SuicideLine Victoria client

“The support  
I received 

de-escalated my 
feelings and gave 
me some peace. 

Thank you.”

SuicideLine 
Victoria insights
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Low Intensity  
Counselling

On the Line delivered low intensity counselling 
services for four Primary Health Networks (PHNs) 
– Country South Australia PHN, North Western 
Melbourne PHN, Northern Queensland PHN, and 
Western Sydney PHN. 

As part of the stepped care model, these 
services support people who are at risk or have 
experienced symptoms of distress or mental 
ill health for less than 12 months. The services 
can also support clients who are stepping 
down from a moderate to high intensity mental 
health service who need a brief psychological 
intervention. 

For clients who need additional case managed 
support, they can receive three additional 
counselling sessions. These sessions are more 
in-depth than a one-off contact and are often 
used as an interim measure while a client is 
waiting to access face-to-face counselling.

Professionally trained counsellors on each 
service help clients to develop strategies to 
manage everyday issues that are causing them 
to feel stressed and overwhelmed. Last year, 
19% of clients called about relationship issues, 
and 13% were concerned about their mental health.

Overall, there was an increase in clients using 
web chat to access online counselling, with the 
largest growth coming from clients aged 15 to 34 
years. Over a third of clients who registered for 
online counselling were under 25 years old. 

Relationship issues19%

 13%

identified as male

male users

18-34 years old

24 years and under

18-34 years old

25-44 years old

65+ years old

52% 47% 

19% 
17% 

31% 49% 

14% 

Client Profile Website Traffic

Facebook Statistics

Why are you calling?

Mental health issues

insights from all Primary 
Health Networks

Emily, PHN client

“The counselling 
session gave me clarity 

and helped me to 
evaluate my situation.”
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Service Line Funders

• Australian Government 
Department of Defence

• Australian Government 
Department of Health

• Australian Government 
Department of Social Services

• Australian Manufacturing 
Workers’ Union

• Bupa

• Country South Australia 
Primary Health Network

• Drummond Street Services

• Incolink

• Mates in Construction

• North Western Melbourne 
Primary Health Network

• Northern Queensland 
Primary Health Network

• NSW Government

• Reachout Australia

• Travellers Aid

• Victorian Government 
Department of Health 
and Human Services

• Western Queensland 
Primary Health Network

• Western Sydney 
Primary Health Network

Men’s Mental and Social Health

Changing for Good 
A 24/7 specialist telephone counselling 
program supporting men to help them recognise 
their abusive behaviours and end their use of 
violence in their relationships.

changingforgood.org.au 
Funded by the Australian Government  
Department of Social Services

MensLine Australia 
A 24/7 national telephone, video and online 
counselling, information and referral service 
for men with family and relationship concerns.

mensline.org.au 
Funded by the Australian Government  
Department of Social Services

Suicide Prevention

All Hours Suicide Support Service  
A specialised national telephone service  
to support clients of the Primary Health  
Networks when their allied health provider  
is not available. 

Funded by the Australian Government  
Department of Health

Suicide Call Back Service 
A nationwide service that provides 24/7 
telephone, video and online counselling to 
people who are affected by suicide. For people 
who may benefit from short-term counselling, the 
service can offer up to six telephone counselling 
sessions. 

suicidecallbackservice.org.au 
Funded by the Australian Government  
Department of Health

SuicideLine Victoria 
A 24/7 telephone, video and online counselling 
service for people in Victoria who are at risk of 
suicide, concerned about someone or bereaved 
by suicide. 

suicideline.org.au 
Funded by the Victorian Government  
Department of Health and Human Services

Government

Department of Defence All Hours Support Line 
A national 24/7 telephone service for Australian 
Defence Force members and their families.

Funded by the Australian Government  
Department of Defence

National Redress Scheme 
A 24/7 telephone support and information 
service for people who have experienced 
institutional child sexual abuse. 

Funded by the Australian Government 
Department of Social Services

Open Arms – Veterans and Families Counselling 
An after-hours telephone counselling service 
for current and former Australian Defence Force 
personnel and their families and a business hours 
call back service for people waiting for face-
to-face counselling. After-hours monitoring of 
Innowell, an online self-intake platform. 
After-hours moderation and community 
management for a peer network forum and 
Facebook pages and groups.

openarms.gov.au 
Funded by the Australian Government 

Step Together 
A community advice and early intervention  
support service to help prevent violent  
extremism in NSW. 

steptogether.com.au 
Funded by the NSW Government

Support Now 
A telephone and online counselling service for 
people who have potentially been affected 
by per- and poly-fluoroalkyl substance (PFAS) 
exposure in Katherine, Oakey and Williamtown.

supportnow.org.au 
Funded by the Australian Government

Primary Health Networks

CAREinMIND 
A 24/7 low intensity telephone and online 
counselling service for people in northern, 
central or western suburbs of Melbourne.

careinmind.com.au 
Funded by North Western Melbourne  
Primary Health Network

Connections Western Sydney Helpline 
A 24/7 low intensity telephone counselling 
service for people in the western Sydney region.

ontheline.org.au/WSHelpine 
Commissioned by the Western  
Sydney Primary Health Network

NQ Connect 
A 24/7 counselling and support service 
for people in northern Queensland. Support 
extended to flood-affected areas in western 
and northern Queensland. 

nqconnect.com.au 
Funded by Northern Queensland  
Primary Health Network

NQ Connect: Operation Compass 
A 24/7 counselling and support service 
for veterans, Defence members and their 
families in the Townsville region. 

nqconnect.com.au/veterans 
Funded by Northern Queensland  
Primary Health Network

Regional Access  
A 24/7 low intensity telephone and online  
chat counselling service for people in regional 
South Australia.

saregionalaccess.org.au 
Commissioned by the Country SA  
Primary Health Network

Our Service Lines 
and Funders
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Commercial

AMWU Care for Australian  
Manufacturing Workers’ Union  
A 24/7 telephone and online counselling, 
supported referral and information service 
for AMWU members and their families.

Funded by the Australian  
Manufacturing Workers’ Union

Bupa Mental Health Navigation Service 
An early intervention 24/7 telephone service 
to provide referrals to families who have 
concerns about their children’s mental health. 

Funded by Bupa

Futures Free from Violence 
A program for cis women (heterosexual,  
bisexual and lesbian), transgender, and gender 
diverse people who are using violence in their 
intimate relationships to help them change  
their behaviour.

Funded by Drummond Street Services

Incolink 
An after-hours telephone counselling service for 
Incolink members and their families in Victoria.

Funded by Incolink

Mates in Construction National Helpline 
A national 24/7 triage and support counselling 
service for building and construction workers 
in high distress.

Funded by Mates in Construction

ReachOut Australia Forum Moderation 
Monitor ReachOut online peer support forums 
and social media outside of business hours.

Funded by ReachOut Australia

Travellers Aid EAP Service 
A 24/7 counselling service for Travellers Aid 
employees and volunteers.

Funded by Travellers Aid

With Respect 
An after-hours telephone and online counselling 
service for people who identify as LGBTQI and 
are experiencing family violence in Victoria. 

Funded by Drummond Street Services

Les, MensLine client

“MensLine is most 
helpful and left me 
with a good feeling 

after the call.”
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Your Board of Directors submit the financial 
report of On the Line Australia Limited for the 
financial year ended 30 June 2019.

Directors

The names and details of the Company’s  
Board of Directors are as follows:

• Jeanette Jifkins (Chair)

• Julianne Anderson 

• Paul Gladman 

• Sally Hasler

• Georgie Ibbott 

• Dr Steven Moylan 

• Arvind Nathan 

• Dr Nicholas Voudouris

Directors’ Report

Directors’ Qualifications, Experience 
and Special Responsibilities

Jeanette Jifkins 
Chair and Director | June 2013 

LLB, LLM, GDipLP, GAICD

Jeanette was appointed Chair of the On the Line 
Board in December 2015. She is a dedicated and 
inspiring senior lawyer with more than 20 years 
of experience across a wide range of private 
practice and in-house environments, including 
Mills Oakley Lawyers, and five years as in-house 
legal counsel with the Australian Psychological 
Society. Jeanette is the founder and Principal of 
Onyx Online Law, a law firm that provides legal 
solutions for online businesses.

Known for her practical and strategic approach, 
Jeanette is an experienced Board member 
contributing balanced and effective business 
governance solutions. In addition to her role as 
Chair of On the Line, Jeanette is a Member of 
the Queensland Law Society. 

With a keen interest in psychological services, 
Jeanette has also written and published 
a wide range of articles on ethics and legal 
responsibilities in psychology. 

 

Julianne Anderson 
Director | October 2017 

CA, GAICD

Julianne Anderson is a finance executive  
who has found success leading teams in  
complex organisations, both within Australia  
and internationally. She is a highly regarded 
business partner who provides expertise in  
all facets of financial management and is 
particularly passionate about mentoring  
and coaching to develop careers and assist 
attaining professional goals.

Julianne held various executive roles 
spanning a 26-year career with ExxonMobil. 
Career highlights included process change 
implementation, efficiency improvements, 
re-designed financial controls and large 
construction project financial management.  
At Mobil Oil New Zealand, Julianne successfully 
led a large team through a significant  
merger and assumed responsibilities for 
corporate governance, tax, and financial  
and management reporting.
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Paul Gladman 
Finance, Risk and Audit Committee  
Chair and Director | November 2016 
MBA, GAICD

Paul Gladman is an experienced senior 
executive with a combination of skills in strategy 
development and implementation, marketing, 
operations management, product management 
and IT within the Australian financial services 
industry. With particular expertise in general  
and private health insurance, he joined the On 
the Line Board as a Director in November 2016.

Paul is highly experienced developing effective 
communication between senior executive teams 
and their Boards. He is a future-oriented leader, 
adept at using risk management to facilitate 
better decision making across all functions and 
levels of an organisation.

Sally Hasler 
Director | November 2016 

BA(Hons), GCertAdHlth, MPP, GAICD

Sally Hasler brings senior experience working  
in government and not-for-profit organisations  
in Australia and Asia. She is currently an  
Assistant Director in Fairer Victoria in the 
Victorian Department of Premier and Cabinet.

A non-executive Director on the Board of  
St John Ambulance Australia for the past  
11 years, Sally has been an active volunteer 
with St John since 1993. Driven and passionate 
about improved health, education and gender 
outcomes, Sally brings expertise in strategy, 
business development, public policy, fundraising, 
and business-community partnerships to the  
On the Line Board.

Georgie Ibbott 
Digital Transformation Committee 
Chair and Director | October 2017 
BCom, MBA, GAICD

Georgie Ibbott is a highly qualified and 
experienced executive with strong leadership 
skills and is commercially astute, collaborative 
and values-driven. Through her niche consulting 
business she works with small business 
leaders to support their growth aspirations. 
Georgie is adept at engaging people to work 
collaboratively, and through her consultancy, 
works with businesses to develop marketing 
strategies with an emphasis on business growth 
and sustainability.

Georgie has a keen interest in the community 
and health sectors and holds a number of board 
director positions. She is currently chair and  
non-executive Director at Volunteering Tasmania, 
Executive Director at the Tasmanian Audit Office, 
and Secretary and non-executive Director at the 
Australian Pain Management Association.

Dr Steven Moylan 
Clinical Advisory and Governance Committee 
Chair and Director | October 2017 
BSc, BMBS (Hons), MPH (Harvard), MPM, PhD, 
GAICD, FRANZCP Cert. Old Age Psych

Dr Steven Moylan is a well-accomplished 
psychiatrist. He has a strong interest in medical 
leadership and governance, clinical care,  
and research in psychiatry.

In 2009, Steven was awarded the prestigious 
Frank Knox Memorial Fellowship to undertake 
specialist public health, leadership and 
management training at Harvard University. 
Currently, Steven is the Clinical Director for Acute 
Services at Barwon Health, where he leads 
a broad team of psychiatrists, trainees and 
specialists to provide high-quality mental health 
care. He is also a Clinical Associate Professor 
at Deakin University and sits on the Advisory 
Council for the Mental Health Complaints 
Commission.

Arvind Nathan 
Director | October 2017 
BSc, MBus (Sc&Tec)

With his science and business background, 
Arvind Nathan is in a relentless pursuit to create 
meaningful impact in emerging technology. He 
is currently a Cloud Solutions Sales Specialist at 
Optus where his passion is to simplify complex 
technology to help address strategic customer 
transformation objectives focusing on Education, 
Health and FSI.

Previous organisations include Philips Lighting 
where he worked on their research-driven  
higher education and smart city/campus 
solutions as well as independent advisory roles 
focusing on digital transformation and smart  
city feasibility studies. 

This has culminated into a unique understanding 
of the digital landscape from disruptive 
strategies through to the technology tools to 
enable change and how to navigate this journey.

Dr Nicholas Voudouris 
Nominations and Remuneration Committee  
Chair and Director | June 2013 
PhD, MAICD

Nicholas is an experienced CEO and non-
executive director with deep knowledge of 
the health sector. He has extensive executive 
experience in small-to-medium enterprises and 
has held a wide variety of leadership positions, 
which includes a track record of successfully 
leading boards, organisations, coalitions of 
organisations and professional groups. Nicholas 
was originally trained as a clinical psychologist 
and he worked for over 20 years in public 
psychiatric services, community mental health 
and general hospital settings. 
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Principal Activities 
The principal activities of the Company during 
the financial year were to provide specialist 
telephone and online counselling services.

Short and Long Term Objectives 
As outlined in the Company’s Constitution, the 
Objects, both short and long term, for which  
On the Line Australia Limited is established are to:

1. Improve the lives of vulnerable 
and disadvantaged people through 
the provision of professional remote 
counselling and wellbeing services.

2. Increase access to professional 
counselling and wellbeing services for 
people who are emotionally, socially, 
economically and/or geographically 
isolated throughout Australia.

3. Promote health and wellbeing 
outcomes identified through service 
provision to influence policy and programs 
that will assist the vulnerable and 
disadvantaged to continue to access 
remote counselling and information 
services.

4. Doing all other things which are 
necessary or expedient to further the 
Objects.

In pursuing these objectives, On the Line 
Australia Limited is focused on four  
strategy pillars:

1. Sustainability and growth – Diversify 
our funding sources and develop a 
more client centric model of service 
delivery.

2. Customers – Create a market-oriented 
business to meet the needs of our clients.

3. People – Position ourselves to be 
healthier and stronger for the sake of 
our clients and our people through high 
quality services.

4.  Technology and operational 
effectiveness – Create smarter, more 
adaptive and agile ways of engaging 
with our services.

Measurement of Performance 
On the Line Australia Limited continues to 
employ both financial and non-financial 
indicators to measure performance to 
ensure that the company’s resources are 
being utilised in both an efficient and 
effective manner.

Financial

i. General Financial Performance focusing 
on revenue growth and working capital ratio.

ii. Service Efficiency including ratio of 
service expenses to both service funding 
and total expenditure.

iii. Administrative Efficiency including ratio  
of administrative expenses to both revenue 
and total expenditure.

Non-Financial

i. Input Focus including number of staff 
hours on each service and number of full 
time employees.

ii. Output Focus including number  
of counselling sessions delivered.

iii. Efficiency Focus including cost per 
counselling session delivered.

iv. Effectiveness Focus including client 
feedback regarding counselling services 
and employee satisfaction.

Significant Changes 
No significant change in the nature of these 
activities occurred during the year.

Operating Result 
The surplus for the year amounted to 
$820,046 (2018: Surplus $184,391).

Auditor’s Independence Declaration 
A copy of the Auditor’s Independence 
Declaration as required under s.60-40 of 
the Australian Charities and Not for Profits 
Commission Act 2012 is set out on page 50.

Signed in accordance with a resolution  
of the Board of Directors.

Jeanette Jifkins

Paul Gladman

Dated this   29 day of August  2019

Directors' Meetings Attendance

The table below sets out the number of Board 
and Board Committee meetings held and the 
number of meetings attended by each Director.

Board  
of Directors 

Finance, Risk  
and Audit Committee 

Clinical Governance 
Advisory Committee 

Marketing/BSI 
Committee 

Nominations  
and Remuneration 

Committee

Number  
of meetings held 6 6 3 2 2

Director Eligible Attended Eligible Attended Eligible Attended Eligible Attended Eligible Attended

Jeanette Jifkins 6 6 6 6 3 3 - 1 - -

Julianne Anderson 6 5 6 5 - - - - - -

Paul Gladman 6 6 6 6 - - 2 2 - -

Sally Hasler1 2 2 - - - - - - 2 2

Georgie Ibbott 6 6 - - - - 2 2 - -

Steven Moylan 6 6 - - 3 3 - - - -

Arvind Nathan 6 5 - - - - - - 2 2

Nicholas Voudouris 6 5 - - - - - - 2 2

Moira Clarke  
MBus, GIA(Cert) 
Company Secretary

Moira Clarke is a member of the Governance  
Institute of Australia and has been an 
experienced Company Secretary since 2012. 
Moira is responsible for the company secretarial 
functions of the Company.

Members’ Liability 
If the company is wound up, the Constitution 
states that each Member is required to contribute 
a maximum of $1 towards meeting any outstanding 
obligations of the Company. As at 30 June 2019, 
the total amount that members of the company 
are liable to contribute if the company is wound 
up is $8. (2018:$8).

1 Sally Hasler was on parental leave from the 13th August 2018 to and including 27th March 2019

The Marketing/BSI Committee was replaced with the Digital Transformation (DT) Committee in May 2019. There was one meeting 
of the DT Committee attended by Jeanette Jifkins, Georgie Ibbott and Arvind Nathan, Julianne Anderson was absent.
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2019  

$

2018  

$
INCOME

Operating grants 14,523,884 12,832,631

Donations 106,796 119,370

Interest 249,272 211,561

Trusts, foundations & training - 149,847

Other (21,479) 52,132

Total Income 14,858,473 13,365,541

EXPENDITURE

Depreciation 192,769 135,542

IT and communications 1,481,434 1,448,054

Property 496,631 497,548

Employee benefits and training 11,230,895 10,322,772

Consultants and contractors 337,365 471,122

Travel 45,201 64,860

Other 254,132 241,252

Total Expenditure 14,038,427 13,181,150

Surplus before income tax 820,046 184,391

Income tax expense - -

Surplus for the year 820,046 184,391

Other comprehensive income 

Items that will be reclassified subsequently to profit  

or loss when specific conditions are met:

Fair value gain/(loss) on available-for-sale assets 95,060 8,403

Total other comprehensive income/(loss) for the year 95,060 8,403

Total comprehensive income/(loss) for the year 915,106 192,794

The accompanying notes form part of these financial statements

Auditor’s Independence Declaration Statement of Profit or Loss and Other Comprehensive Income 
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Note 2019  

$

2018  

$
CURRENT ASSETS

Cash and cash equivalents 2 2,061,986 1,958,949

Trade and other receivables 3 494,907 483,104

TOTAL CURRENT ASSETS 2,556,893 2,442,053

NON CURRENT ASSETS

Trade and other receivables 3 201,164 125,371

Plant and equipment 4 620,185 622,779

Financial assets 5 2,945,592 2,722,665

TOTAL NON CURRENT ASSETS 3,766,941 3,470,761

TOTAL ASSETS 6,323,834 5,912,814

CURRENT LIABILITIES

Trade and other payables 7 687,578 1,066,560 

Provisions 9 701,634 701,870

Grants received in advance 8 347,954 487,462

TOTAL CURRENT LIABILITIES 1,737,166 2,225,892

NON CURRENT LIABILITIES

Trade and other payables 7  - -

Provisions 9 171,000 156,360

TOTAL NON CURRENT LIABILITIES 171,000 156,360

TOTAL LIABILITIES 1,908,166 2,412,252

NET ASSETS 4,415,668 3,500,562

EQUITY  

Accumulated funds

Retained profits 4,272,957 3,452,911

Financial asset reserve 142,711 47,651

TOTAL EQUITY 4,415,668 3,500,562

The accompanying notes form part of these financial statements

Note 2019  

$

2018  

$
Cash flows from operating activities: 

Receipts from operating activities 14,495,600 12,717,277

Payments to suppliers and employees (14,284,020) (12,939,300)

Interest and dividends received 209,500 164,640

Net cash flows from operating activities 12  421,080  (57,383)

Cash flows from investing activities:

Payments for plant and equipment  (190,175)  (244,811)

Proceeds from plant and equipment - -

Purchase/Proceeds of financial assets (127,868) (188,322)

Net cash flows from investing activities (318,043) (433,133)

Net increase/(decrease) in cash held 103,037 (490,516)

Cash at the beginning of the year 1,958,949 2,449,465

Cash at the end of the year 2 2,061,986 1,958,949

The accompanying notes form part of these financial statements

Statement of Financial Position Statement of Cash Flows
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Retained Profits  

$

Financial Asset 

Reserve $

Total  

$

Balance at 30 June 2017 3,268,520 39,248 3,307,768

Surplus for the year 184,391 - 184,391

Other comprehensive income/(loss) - - -

Total comprehensive income 184,391 - 184,391

Transfer from financial asset reserve - 8,403 8,403

Balance at 30 June 2018 3,452,911 47,651 3,500,562

Surplus for the year 820,046 - 820,046

Other comprehensive income/(loss) - - -

Total comprehensive income/(loss) 820,046 - 820,046

Transfer to financial asset reserve - 95,060 95,060

Balance at 30 June 2019 4,272,957 142,711 4,415,668

The accompanying notes form part of these financial statements

Statement of Changes in Equity Notes to the Financial Statements

NOTE 1: SUMMARY OF SIGNIFICANT  
ACCOUNTING POLICIES 

The financial report is for On the Line Australia 
Limited as an individual entity. On the Line 
Australia Limited is a company limited by 
guarantee, incorporated and domiciled in 
Australia. 

1.1 Basis of accounting 
The directors have prepared the financial 
statements on the basis that the company is 
a non-reporting entity because there are no 
users who are dependent on its general purpose 
financial statements and the requirements 
of the Australian Charities and Not for profit 
Commission Act 2012 (ACNC Act). These financial 
statements are therefore special purpose 
financial statements that have been prepared in 
order to meet the requirements of the Australian 
Charities and Not for profit Commission Act 2012 
(ACNC Act). The company is a not-for-profit 
entity for financial reporting purposes under 
Australian Accounting Standards.

The financial statements have been prepared 
in accordance with the mandatory Australian 
Accounting Standards applicable to entities 
reporting under the Australian Charities and Not 
for profit Commission Act 2012 (ACNC Act) and 
the significant accounting policies disclosed 
below, which the directors have determined are 
appropriate to meet the needs of members. Such 
accounting policies are consistent with those  
of previous periods unless stated otherwise. 

This financial report has been prepared on an 
accruals basis. It is based on historic costs and 
does not take into account changing money  
values or, except where specifically stated,  
current valuations of non-current assets.

The following material accounting policies,  
which are consistent with the previous period  
unless otherwise stated, have been adopted  
in the preparation of this financial report:

1.2 Income tax exemption 
The Company is exempt from income tax under 
section 50-B of the Income Tax Assessment Act. 

1.3 Plant and Equipment 
Each class of plant and equipment is carried  
at cost less accumulated depreciation and 
impairment losses.

Plant and Equipment 
Plant and equipment are measured on the cost 
basis less depreciation and impairment losses.

The carrying amount of plant and equipment is 
reviewed annually by directors to ensure it is not 
in excess of the recoverable amount from these 
assets. The recoverable amount is assessed on 
the basis of the expected net cash flows that will 
be received from the assets employment and 
subsequent disposal. The expected net cash  
flows have been discounted to their present 
values in determining recoverable amounts. Plant 
and equipment that have been contributed at 
no cost or for nominal cost are valued at the fair 
value of the asset at the date it is acquired.

Depreciation 
The depreciable amount of all plant and 
equipment including building and capitalised 
lease assets, but excluding freehold land, 
is depreciated on a straight-line basis over 
their useful lives to the Company commencing 
from the time the asset is held ready for use. 
Leasehold improvements are depreciated over 
the shorter of either the unexpired period of 
the lease or the estimated useful lives of the 
improvements.

The depreciation rates used for each class of 
depreciable assets are:

Class of  
Fixed Asset

Depreciation  
Rate

Plant and 
equipment 20-33%

Leasehold 
improvements 7%
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The assets’ residual values and useful lives are 
reviewed, and adjusted if appropriate, at each 
reporting date. Asset classes carrying amount 
is written down immediately to its recoverable 
amount if the asset’s carrying amount is 
greater than its estimated recoverable amount. 
Gains and losses on disposals are determined 
by comparing proceeds with the carrying 
amount. These gains or losses are included 
in the statement of profit or loss and other 
comprehensive income. When revalued assets 
are sold, amounts included in the revaluation 
reserve relating to that asset are transferred 
to retained profits.

1.4 Financial instruments

Initial recognition and measurement 
Financial assets and financial liabilities are 
recognised when the Entity becomes a party 
to the contractual provisions of the instrument. 
For financial assets, this is equivalent to the 
date that the Entity commits itself to either the 
purchase or the sale of the asset (ie trade date 
accounting is adopted).

Financial instruments (except for trade 
receivables) are initially measured at fair 
value plus transaction costs, except where the 
instrument is classified “at fair value through 
profit or loss”, in which case transaction costs 
are expensed to profit or loss immediately. 
Where available, quoted prices in an active 
market are used to determine fair value. In 
other circumstances, valuation techniques are 
adopted.

Trade receivables are initially measured at the 
transaction price if the trade receivables do not 
contain a significant financing component or if 
the practical expedient was applied as specified 
in paragraph 63 of AASB 15: Revenue from 
Contracts with Customers.

Classification and subsequent measurement 
 
Financial liabilities 
Financial liabilities are subsequently 
measured at: 

• amortised cost; or 

• fair value through profit or loss.

A financial liability is measured at fair value 
through profit or loss if the financial liability is:

• a contingent consideration of an 
acquirer in a business combination to 
which AASB 3: Business Combinations 
applies;

• held for trading; or

• initially designated as at fair value 
through profit or loss.

All other financial liabilities are subsequently 
measured at amortised cost using the effective 
interest method.

The effective interest rate method is a method 
of calculating the amortised cost of a debt 
instrument and of allocating interest expense in 
profit or loss over the relevant period.

The effective interest rate is the internal rate of 
return of the financial asset or liability, that is, it 
is the rate that exactly discounts the estimated 
future cash flows through the expected life 
of the instrument to the net carrying amount 
recognition.

A financial liability is held for trading if it is:

• incurred for the purpose of 
repurchasing or repaying in the near 
term;

• part of a portfolio where there is an 
actual pattern of short-term profit 
taking; or

• a derivative financial instrument 
(except tor a derivative that is in 
a financial guarantee contract or 
a derivative that is in an effective 
hedging relationship).

Any gains or losses arising on changes in fair 
value are recognised in profit or loss to the extent 
that they are not part of a designated hedging 
relationship.

The change in fair value of the financial liability 
attributable to changes in the issuer’s credit risk 
is taken to other comprehensive income and is 
not subsequently reclassified to profit or loss. 
Instead, it is transferred to retained earnings 
upon derecognition of the financial liability.

If taking the change in credit risk in other 
comprehensive income enlarges or creates an 
accounting mismatch, then these gains or losses 
should be taken to profit or loss rather than other 
comprehensive income.

A financial liability cannot be reclassified.

Financial assets 
Financial assets are subsequently measured at:

• amortised cost;

• fair value through other comprehensive 
income; or 

• fair value through profit or loss

on the basis of the two primary criteria:

• the contractual cash flow 
characteristics of the financial asset; 
and

• the business model for managing the 
financial assets.

A financial asset is subsequently measured 
at amortised cost if it meets the following 
conditions:

• the financial asset is managed solely to 
collect contractual cash flows; and

• the contractual terms within the 
financial asset give rise to cash flows 
that are solely payments of principal 
and interest on the principal amount 
outstanding on specified dates.

A financial asset is subsequently measured at 
fair value through other comprehensive income  
if it meets the following conditions:

• the contractual terms within the 
financial asset give rise to cash flows 
that are solely payments of principal 
and interest on the principal amount 
outstanding on specified dates; and

• the business model for managing 
the financial asset comprises both 
contractual cash flows collection and 
the selling of the financial asset.

By default, all other financial assets that do not 
meet the conditions of amortised cost and the 
fair value through other comprehensive income’s 
measurement condition are subsequently 
measured at fair value through profit or loss.

The Company initially designates a financial 
instrument as measured at fair value through 
profit or loss if:

• it eliminates or significantly reduces 
a measurement or recognition 
inconsistency (often referred to as 
“accounting mismatch”) that would 
otherwise arise from measuring assets 
or liabilities or recognising the gains 
and losses on them on different bases;

•  it is in accordance to the documented 
risk management or investment 
strategy and information about 
the groupings was documented 
appropriately, so as the performance 
of the financial liability that was part 
of a group of financial liabilities or 
financial assets can be managed and 
evaluated consistently on a fair value 
basis; and

•  it is a hybrid contract that contains an 
embedded derivative that significantly 
modifies the cash flows otherwise 
required by the contract.

The initial designation of the financial 
instruments to measure at fair value through 
profit or loss is a one-time option on initial 
classification and is irrevocable until the financial 
asset is derecognised.

Derecognition 
Derecognition refers to the removal of a 
previously recognised financial asset or financial 
liability from the statement of financial position.

Derecognition of financial liabilities 
A liability is derecognised when it is extinguished 
(ie when the obligation in the contract is 
discharged, cancelled or expires). 

Notes to the Financial StatementsNotes to the Financial Statements
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NOTE 1: SUMMARY OF SIGNIFICANT  
ACCOUNTING POLICIES (CONT’D) 

An exchange of an existing financial liability for 
a new one with substantially modified terms, 
or a substantial modification to the terms of a 
financial liability, is treated as an extinguishment 
of the existing liability and recognition of a new 
financial liability.

The difference between the carrying amount 
of the financial liability derecognised and the 
consideration paid and payable, including 
any non-cash assets transferred or liabilities 
assumed, is recognised in profit or loss.

Derecognition of financial assets 
A financial asset is derecognised when the 
holder’s contractual rights to its cash flows 
expires, or the asset is transferred in such a way 
that all the risks and rewards of ownership are 
substantially transferred.

All the following criteria need to be satisfied for 
the derecognition of a financial asset:

• the right to receive cash flows from the 
asset has expired or been transferred;

• all risk and rewards of ownership of 
the asset have been substantially 
transferred; and

• the Company no longer controls the 
asset (ie it has no practical ability to 
make unilateral decisions to sell the 
asset to a third party).

On derecognition of a financial asset measured 
at amortised cost, the difference between 
the asset’s carrying amount and the sum of 
the consideration received and receivable is 
recognised in profit or loss.

On derecognition of a debt instrument classified 
as fair value through other comprehensive 
income, the cumulative gain or loss previously 
accumulated in the investment revaluation 
reserve is reclassified to profit or loss.

On derecognition of an investment in equity 
which was elected to be classified under fair 
value through other comprehensive income, the 
cumulative gain or loss previously accumulated 
in the investments revaluation reserve is not 
reclassified to profit or loss, but is transferred to 
retained earnings.

Impairment 
The Company recognises a loss allowance for 
expected credit losses on:

• financial assets that are measured at 
amortised cost or fair value through 
other comprehensive income; lease 
receivables;

Loss allowance is not recognised for:

• financial assets measured at fair value 
through profit or loss; or

• equity instruments measured at fair 
value through other comprehensive 
income.

Expected credit losses are the probability-
weighted estimate of credit losses over the 
expected life of a financial instrument. A credit 
loss is the difference between all contractual 
cash flows that are due and all cash flows 
expected to be received, all discounted at the 
original effective interest rate of the financial 
instrument.

The Company use the following approaches to 
impairment, as applicable under AASB 9:

Simplified approach

The simplified approach does not require 
tracking of changes in credit risk at every 
reporting period, but instead requires the 
recognition of lifetime expected credit loss 
at all times.

This approach is applicable to:

• trade receivables or contract assets 
that results from transactions that are 
within the scope of AASB 15: Revenue 
from Contracts with Customers, 
that contain a significant financing 
component; 

1.5 Impairment of Assets 
At the end of each reporting period, the entity 
reviews the carrying amounts of its tangible 
and intangible assets to determine whether 
there is any indication that those assets have 
been impaired. If such an indication exists, 
the recoverable amount of the asset, being 
the higher of the asset’s fair value less costs 
of disposal and value in use, is compared to 
the asset’s carrying amount. Any excess of the 
asset’s carrying amount over its recoverable 
amount is recognised immediately in profit 
or loss.

Where the future economic benefits of the asset 
are not primarily dependent upon the asset’s 
ability to generate net cash inflows and when the 
entity would, if deprived of the asset, replace its 
remaining future economic benefits, value in use 
is determined as the depreciated replacement 
cost of an asset.

Where it is not possible to estimate the 
recoverable amount of a class of asset, the entity 
estimates the recoverable amount of the cash-
generating unit to which the asset belongs.

Where an impairment loss on a revalued asset is 
identified, this is debited against the revaluation 
surplus in respect of the same class of asset to 
the extent that the impairment loss does not 
exceed the amount in the revaluation surplus for 
that same class of asset.

1.6 Cash and Cash Equivalents 
Cash and cash equivalents include cash on 
hand, deposits held at-call with banks, other 
short-term highly liquid investments with original 
maturities of eight months or less, and bank 
overdrafts.

1.7 Leases 
Leases of property, plant and equipment where 
substantially all the risks and benefits incidental 
to the ownership of the asset but not the legal 
ownership are transferred to the Company are 
classified as finance leases.

Finance leases are capitalised by recording an 
asset and a liability at the lower of the amounts 
equal to the fair value of the leased asset or the 
present value of the minimum lease payments, 
including any guaranteed residual values. Lease 
payments are allocated between the reduction  
of the lease liability and the lease interest  
expense for the period.

Leased assets are depreciated on a straight-line 
basis over the shorter of their estimated useful 
lives or the lease term.

Lease payments for operating leases, where 
substantially all the risks and benefits remain 
with the lessor, are charged as expenses in the 
periods in which they are incurred, or on a straight 
line basis where the lease contract includes fixed rate 
increases at the anniversary date.

Lease incentives under operating leases are 
recognised as a liability and amortised on a 
straight-line basis over the life of the lease term.

1.8 Computer software and 
information technology support 
Expenditure incurred on acquiring computer 
software and the utilisation of information 
technology support is expensed in the  
financial year.

1.9 Goods and Services Tax (GST) 
Revenues, expenses and assets are recognised  
net of the amount of GST, except where the  
amount of GST incurred is not recoverable from  
the Australian Tax Office. In these circumstances 
the GST is recognised as part of the cost of 
acquisition of the asset or as part of an item  
of the expense. Receivables and payables in  
the balance sheet are shown inclusive of GST.

Cash flows are presented in the cash flow 
statement on a gross basis, except for the GST 
component of investing and financing activities, 
which are disclosed as operating cash flows.

Notes to the Financial StatementsNotes to the Financial Statements
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NOTE 1: SUMMARY OF SIGNIFICANT  
ACCOUNTING POLICIES (CONT’D) 

1.10 Provision for Employee Benefits 
Provision is made for the entity’s liability for 
employee benefits arising from services rendered 
by employees to reporting date. Employee benefits 
expected to be settled within one year together 
with benefits arising from wages, salaries and 
annual leave which may be settled after one year, 
have been measured at the amounts expected to 
be paid when the liability is settled plus related on 
costs. Other employee benefits payable later than 
one year have been measured at the net present 
value. Contributions are made by the entity to an 
employee superannuation fund and are charged  
as expenses when incurred.

1.11 Revenue Recognition 
Grant revenue is recognised in the statement of 
profit or loss and other comprehensive income 
when it is controlled and it is probable that the 
economic benefits gained from the grant will flow 
to the company and the amount of the grant can 
be measured reliably. 

If conditions are attached to the grant which 
must be satisfied before the company is eligible 
to receive the contribution, the recognition of 
the grant as revenue will be deferred until those 
conditions are satisfied.

When grant revenue is received whereby 
the company incurs an obligation to deliver 
economic value directly back to the contributor, 
this is considered a reciprocal transaction and 
the grant revenue is recognised in the statement 
of financial position as a liability until the service 
has been delivered to the contributor; otherwise 
the grant is recognised as income on receipt.

Donations and bequests are recognised 
as revenue when received unless they are 
designated for a specific purpose, where they 
are carried forward as liabilities on the statement 
of financial position.

Membership revenue is recognised in 
the statement of profit or loss and other 
comprehensive income in the membership year 
to which it relates but on a receipt basis. 

Interest revenue and distribution income from 
investments is recognised on a proportional basis 
taking into account the interest rates applicable 
to the financial assets. 

Dividend revenue is recognised when the right to 
receive a dividend has been established.

Revenue from the rendering of a service is 
recognised upon the delivery of the service to 
the customers.

1.12 Unexpended Grants 
The entity receives grant monies to fund projects 
either for contracted periods of time or for 
specific projects irrespective of the period of 
time required to complete those projects. It is the 
policy of the Company to treat grants monies as 
unexpended grants in the statement of financial 
position where the Company is contractually 
obliged to provide the services in a subsequent 
financial period to when the grant is received or 
in the case of specific project grants where the 
project has not been completed.

1.13 Comparative Figures 
Where required by Accounting Standards 
comparative figures have been adjusted  
to conform to changes in presentation for  
the current year.

1.14 Economic Dependence 
On the Line Australia Limited is dependent  
on the Department of Social Services for 
the majority of its revenue used to operate 
the business. At the date of this report the 
Board of Directors has no reason to believe 
the Department will not continue its current 
relationship with the Company.

1.15 Critical Accounting  
Estimates and Judgments  
The company evaluates estimates and 
judgments incorporated into the financial 
report based on historical knowledge and best 
available current information. Estimates assume 
a reasonable expectation of future events and 
are based on current trends and economic data, 
obtained both externally and within the company.

Key Estimate – Impairment 
Management assesses impairment at each 
reporting date by evaluating conditions specific 
to the company that may lead to impairment of 
assets. Where an impairment trigger exists, the 
recoverable amount of the asset is determined 
as described above in note 1.5. Management has 
determined that there is no impairment charge 
required for the financial year ended 30 June 2019.
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2019  

$

2018 

$
NOTE 2 – CASH AND CASH EQUIVALENTS

Cash in hand and at bank 1,561,986 929,143

Term deposit 500,000 1,029,806

2,061,986 1,958,949

NOTE 3: TRADE AND OTHER RECEIVABLES

CURRENT

Trade debtors 162,420 263,325

Accrued income 277,653 162,880

Prepayments and deposits 54,834 56,899

494,907 483,104

NON-CURRENT

Prepayments and deposits 201,164 125,317

201,164 125,317

NOTE 4: PLANT AND EQUIPMENT

Computer equipment – at cost 672,077 487,210

Less accumulated depreciation (382,990) (220,536)

 289,087  266,674

Office equipment – at cost 368,887 368,887

Less accumulated depreciation (368,887) (368,887)

- -

Leasehold improvements – at cost 692,713 687,405

Less accumulated depreciation (361,615) (331,300)

331,098 356,105

Total Plant and Equipment 620,185 622,779

Notes to the Financial Statements

NOTE 4: PLANT AND EQUIPMENT (CONT’D)

Plant and equipment movement: Computer 

Equipment $

Office  

Equipment $

Leasehold 

Improvement $

Total  

$

Balance at the beginning of the year 266,674 - 356,105 622,779

Additions 184,867 -  5,308  190,175

Disposals/Written off -  - -  -

Depreciation (162,454)  - (30,315)  (192,769)

Carrying amount at the end of the year 289,087  - 331,098 620,185

2019  

$

2018  

$
NOTE 5: FINANCIAL ASSETS

NON-CURRENT

Available-for-sale financial assets:

Shares in listed corporations – at market value 1,497,945 1,349,707

Other available-for-sale assets – corporate bonds and hybrids 1,447,647 1,372,958

2,945,592 2,722,665

All available-for-sale investments are quoted on the Australian Stock Exchange. Shares in listed corporations have no fixed maturity date or 
coupon rate. Fixed interest securities include corporate bonds and hybrid securities which have coupon rates varying from 2.3% to 4.95% and 
maturity dates ranging from August 2018 to March 2025. The market value of these securities fluctuates from time to time.
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2019  

$

2018  

$
NOTE 6: AUDITORS’ REMUNERATION

Remuneration of the auditor of the parent entity for:

Auditing services  16,950  15,760

16,950 15,760

NOTE 7: TRADE AND OTHER PAYABLES

CURRENT

Trade creditors 197,835 206,044

GST payable 113,728 112,592

Sundry payables including accruals  376,015  747,924

Lease creditor - -

687,578 1,066,560

NON CURRENT

Lease creditor  - -

- -

NOTE 8: GRANTS RECEIVED IN ADVANCE 

CURRENT

Unexpended grants 347,954 487,462

347,954 487,462

NOTE 9: PROVISIONS

CURRENT

Employee benefits 701,634 701,870

Leased properties - -

701,634 701,870

NON CURRENT

Employee benefits 83,953 69,313

Leased properties 87,047 87,047

171,000 156,360

Notes to the Financial Statements

2019  

$

2018  

$
NOTE 10: LEASING COMMITMENTS

Payable:

- not later than 1 year 363,550 353,819

- later than 1 year but not later than 5 years 816,774 1,180,324

- later than 5 years - -

1,180,324 1,534,143

Leasing commitments relate to property, technology hardware and motor vehicle leases.

NOTE 11: OTHER COMMITMENTS

Payable:

- not later than 1 year 575,390 462,608

- later than 1 year but not later than 5 years 94,408 467,366

- later than 5 years - -

669,798 929,974

Other commitments relate to a managed services agreement, software as a service licence, support  
and development agreement and telephony maintenance support agreement.

NOTE 12: RECONCILIATION OF NET CASH FLOWS

Surplus after income tax 820,046 184,391

Cash flows excluded from profit attributable to operating activities

Non-cash flows in profit

Depreciation 192,769 135,542

(Gain)/Loss on disposal of plant and equipment - -

Donated assets - -

Changes in assets and liabilities, net of the effects of purchase and disposal of subsidiaries

Increase/(Decrease) in trade and other payables (452,764) (1,335)

Increase/(Decrease) in provisions 14,404 107,643

(Increase)/Decrease in trade and other receivables  (13,867)  (229,887)

Increase/(Decrease) in unexpended operating grants (139,508) (253,737)

 421,080 (57,383) 
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NOTE 13: ADOPTION OF NEW AND  
REVISED ACCOUNTING STANDARDS

During the current year, the company adopted 
all of the new and revised Australian Accounting 
Standards and Interpretations applicable to its 
operations which became mandatory.

The adoption of these Standards has not had  
a significant impact on the financial statements  
of the company.

Standards and Interpretations  
in issue not yet adopted

At the date of authorisation of the financial 
statements, the Standards and Interpretations 
listed below were in issue but not yet effective.

Standard/
Interpretation

Effective for annual 
reporting periods  
beginning on or after

Expected to be 
initially applied 
in the financial 
year ending

AASB 16: Leases 1 January 2019 30 June 2020

The reported results and position of the 
company will not change on adoption of these 
pronouncements as they do not result in any 
changes to the company’s accounting policies.  
The company does not intend to adopt any  
of these pronouncements before their  
effective dates.

NOTE 14: RELATED PARTY TRANSACTIONS

The financial transactions between Board  
of Directors, members and the Company were  
of a minor nature and related to reimbursement  
of expenditure necessarily incurred on behalf  
of the Company.

NOTE 15: EVENTS AFTER THE REPORTING PERIOD

No matters or circumstances have arisen since 
the end of the financial year which significantly 
affected or may significantly affect the 
operations of the Company, the results of those 
operations, or the state of affairs of the Company 
in future financial years.

NOTE 16: CONTINGENT LIABILITIES

On the Line Australia Limited has provided 
a guarantee as security against the lease 
agreement for its premises. At 30 June 2019  
the extent of this contingent liability amounted 
to $201,164 (2018: $125,318). This contingent 
liability is fully funded by term deposits held  
by the company.

Notes to the Financial Statements

The Board has determined that the Company 
is not a reporting entity and that these special 
purpose financial statements should be prepared 
in accordance with Division 60 of the Australian 
Charities and Not for Profits Commission Act 2012 
and the accounting policies outlined in Note 1 to 
the financial statements.

In the opinion of the Board the financial report 
as set out on pages 51 to 66:

1. Presents a true and fair view of the 
financial position of On the Line 
Australia Limited as at 30 June 2019 
and its performance and cash flows  
for the year ended on that date;

2. Comply with Australian Accounting 
Standards to the extent described 
in Note 1, and Division 60 of the 
Australian Charities and Not for profits 
Commission Act 2012; and

3. At the date of this statement, there  
are reasonable grounds to believe  
that On the Line Australia Limited will 
be able to pay its debts as and when 
they fall due.

This statement is made in accordance with  
a resolution of the Board of Directors and is 
signed for and on behalf of the Board by:

Chair, Jeanette Jifkins

Chair of Finance Committee, Paul Gladman

Dated this   29 day of August  2019
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Disclaimer 
The images in this annual report are licensed stock photography. 
All photography is for illustrative purposes only and are unrelated 
to client feedback. Client names have been changed. 

Acknowledgement of Country

We acknowledge that
we are on traditional lands of 
the Kulin nation. We offer our 
respect to the Elders of these 

traditional lands, and through 
them to all Aboriginal and 

Torres Strait Islander peoples 
past and present.
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