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About SWBCLC 
 
South West Brisbane Community Legal Centre is a not-for-profit organisation managed by 
volunteers in our community. 
 
In 1986 a group of volunteer lawyers and community members formed the Community of 
Inala Legal Service ("COILS") to empower community members by providing free legal 
advice. 
 
Since that time, both the State and Federal governments have recognised the value of our 
work and have provided funding to help us grow and develop as an organisation. 
 
In 2001 we changed our name to South West Brisbane Community Legal Centre because 
our services had expanded beyond Inala to surrounding suburbs. 
 
In 2015 we merged with The Hub Neighbourhood Centre - another Inala organization of 
approximately the same age. We now enjoy the benefits of complementary, multi-
disciplinary services joined in one organisation. 
 
We now have a team of over 40 volunteers, as well as 7 lawyers on staff and 5 non-legal 
staff, providing legal advice, information, education, referrals and neighbourhood centre 
social events and activities. 
 
Our mission remains the same as envisaged by the founders of these community 
organsations - to promote a society where all people are valued & supported by 
providing access to justice, community connectedness & social inclusion.  
 
We are a community legal centre, providing free legal advice to members of our 
community, and we provide the Hub Neighbourhood Centre, a point of connection in the 
Inala community.  
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President’s Report 
 
 
Many of my reports over the years have been about the uncertainty of funding and 
continued challenges and frustrations.  As you will note in this year’s financial statement, 
we are now in the healthy position of having a small surplus.  Much of the credit for this is 
the meticulous expertise of our operations manager, Michael Haenell.  This year we have 
been able to better utilise staff resources, lower some overheads and costs of 
accommodation.   
 
We continue to integrate our programs where appropriate and have staff working across 
both the legal and neighbourhood centre.  This has been the result of well-organized 
planning and training.  With the amalgamation, both services complement each other 
and can provide the necessary advice through networking to arrange referrals. 
 
After evaluating our processes, staffing and organisational needs, it was determined that 
it was necessary to have a mini restructure.  This resulted in some new positions being 
implemented, some with increased responsibilities.  This was achieved and implemented 
after strategic planning and training days in September and May.  I make myself available 
to attend the training days as I believe they are essential to the organisation, and 
important that I am there to represent and give feedback to the board.   
 
As a result we have achieved much and have been able to meet or exceed our 
requirements, standards, and benchmarks.  We have a strong cohesive team, high 
morale, and elimination of duplication.  The combination of all these factors has increased 
efficiencies and savings in our overall operational costs. 
 
We now have a staff of 15, complimented by a list of more than 30 volunteer lawyers and 
25 support workers who roster to perform a Tuesday session and conduct the Thursday 
event program. Three pro bono barristers provide representation or law reform 
assistance. 
 
Having volunteer lawyers enables us to keep on top of the ever-growing appointments 
and gives greater flexibility to the community.  Apart from in-house legal advice we still 
network and attend our outreach centres on a weekly basis at Booval, Goodna, 
Beenleigh, Beaudesert, Browns Plains with the addition of Springfield.  We also conduct 
Community Legal information sessions for various organisations. 
 
The Hub Neighbourhood Centre plays a very important role in providing not only to our 
English speaking community but also to the ever increasing multicultural groups seeking 
support as they settle in to our community.  The neighbourhood centre provides an array 
of program and activities to meet the demand and does a remarkable job utilizing every 
inch of space in the cramped environment.  The Hub interacts and networks with other 
community groups and service providers so that we can effectively refer community 
members to services that can best meet their needs when we are unable to assist.   The 
Hub relies on the support of 20 volunteers and 3 students to meet community demand.    
 



 
4 SOUTH WEST BRISBANE LEGAL CENTRE IMPACT REPORT 2017/2018 

Our staff are looking forward to relocating next year to the new Inala Community Centre 
being built on the old Richlands TAFE site.  Alison and her team are already in forward 
planning mode, including fitting out of the centre and developing plans for activities that 
will be able to be provided due to the increased space.    
 
The finer points of statistics and breakdown of the individual programs will be covered in 
the following report. 
 
I am pleased to report that we have 2 new women joining the board which will give us a 
much more gender balanced team. I will encourage our new board members  to exercise 
independent judgement and participate actively in the decision making process.  Our role 
and responsibilities have increased dramatically.  
 
Finally, to the staff, volunteers, and board members, I have the greatest admiration for 
you.  You have made a special commitment to serve those less fortunate, many of whom 
have only known abuse, dislocation and despair through no fault of their own.  I admire 
you and thank you for your dedication. Like minded I stand alongside you in your 
endeavours to make it a better place. 
 
 
Rangi Ross 
President  
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Director’s Report 
 
 
Our organisation continues to grow and improve at serving our community. We have a 
great team on board and we worked unitedly towards common goals. 
 

National Association of Community Legal Centres 
(NACLC) accreditation 
 
We continued to benefit from the knowledge and guidance of 
NACLC and Community Legal Centres Queensland in achieving 
the goals of our accreditation work plan. In particular, we 
focussed on: 
 

§ Capturing client feedback and using it to  
continuously improve our service delivery 

§ Improving our risk management practises 
§ Improving our communication, both internal and external 
§ Improving our strategic planning processes 
§ Improving the documentation of our policies. 

 

Our intake and referral team 
 
We have always struggled with the demands on our phone lines. The process of taking 
enquiries from members of the public, giving them information, booking appointments 
and taking their details cannot always be done speedily, so we found that it was often 
difficult for people to get through to us on our phone lines. 
 
In early 2018 we partnered with the University of Queensland Pro Bono Centre to bring on 
a team of volunteers represent us on our reception desk and receiving phone calls. We 
have provided training sessions to ensure that the volunteers have the skills and 
knowledge required and we have developed a manual that outlines the relevant 
procedure. 
 
The project has been an enormous successful and our volunteers have proved dedicated, 
enthusiastic and very competent. 
 

The paperless project 
 
Thanks to our initiative driven by our coordinating lawyer Jim, we have now gone almost 
completely paperless in our legal advices. This is a much more efficient system, as 
previously data had to be entered and then stored for 7 years. We are grateful to all who 
have gotten on board for this paperless transition. 
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Thursday night legal clinic and Tuesday daytime legal clinic 
 
Our volunteer legal clinics are increasingly supported and we have had many new 
volunteers this year. Our Tuesday clinic is well coordinated by Jim and he continues to 
deliver great results for our clients. 
 

A purpose built building 
 
We thank the Department of Communities, Child Safety and Disability Services (now 
Department of Communities, Disability Services and Seniors) for their hard work in 
planning and consulting with us regarding the new purpose built building at 79 Poinsettia 
Street Inala. We look forward to co-locating there with Inala Youth Service. 
 
We are almost at the point of work commencing on the building and hope to be settled in 
to our new home, along with Inala Youth Service by mid-2019. 
 
We are very grateful to be included in the new centre and look forward to the new 
possibilities that it offers. 

 
Partnership with Micah Projects 
 
We commenced working in partnership with our co-tenants at Inala Plaza Brisbane 
Domestic Violence Service. We developed a system whereby:  

§ Our family lawyer Chi attends their West End offices weekly to advise their clients. 
§ BDVS workers directly book appointments for their clients with our family lawyer 

and send us a referral form.  
§ We conflict check the names and make changes if necessary. 

 
This direct referral system makes it easier for clients of BDVS to get an appointment for 
legal advice and be supported throughout the process. 
 
 

Cultural Safety Action Plan 
 
We are happy to launch our Cultural Safety Action Plan. The plan is aligned to three key 
principles – relationships, respect and opportunities and it will result in increasing our 
ability to listen to the voices of Aboriginal and Torres Strait Islander peoples in our 
community and to make our services appropriate to their needs. 
 

Welcome new staff members 
 
We have a new solicitor Chi Kalu on our team. Chi practises in family, domestic violence 
and child protection law. 
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We have had Terry Walker, who also volunteers in our Tuesday advice clinic, join us for a 
number of projects, including 
 

§ setting up training and manuals for our paperless system of recording advice,  
§ developing our cultural safety action plan and  
§ collecting feedback and stakeholder evaluation in an impact report. 

 
Seng McMahon has been employed as a Community Development Worker with a focus 
on our activities and community development at the Hub Neighbourhood Centre.  
 
We have enjoyed benefiting from the knowledge and experience of these new 
employees. 
 

Organisational changes 
 
We have changed our structure to include the following management positions: 
 

§ Community Engagement and Development Manager 
§ Operations Manager 
§ Coordinating Lawyer 

 
Jim Gibney is Coordinating Solicitor. 
 
Michael Haenell, formerly Finance Administrator has been appointed Operations 
Manager. 
 
Alison O’Quinn has been appointed to the position of Community Engagement and 
Development manager.  
 

Thank you  
 
We would like to thank and acknowledge our funding bodies, both state and federal 
including Department of Communities, Child Safety and Disability Services, Departments 
of Justice and Attorney-General both State and Federal, the Legal Practitioners Interest on 
Trust Account Fund and Legal Aid Queensland. 
 
We acknowledge the support that we have received from our local state member the Hon 
Annastacia Palaszczuk MP, the Federal Member for Oxley, Mr Milton Dick MP and Cr 
Charles Strunk, Councillor for Forest Lake Ward. 
 
 
I wish to acknowledge the hard work and enthusiasm of our staff and volunteers, kicking 
goals for our clients and our organisation. Our staff and volunteers can be proud that we 
achieved excellent outcomes throughout the year that have improved our client’s lives.  
 
 
Jonathan Ward 
Director  
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Treasurer’s Report 
 
 
Our largest single source of funding is the Community Legal Services Program funding 
administered by Legal Aid Queensland. This year we received $888,452. Our grant 
includes funds from the Commonwealth government to continue to provide family law 
advice at Ipswich and Logan Family Relationship Centres and our Child Protection Duty 
Lawyer Service at Beenleigh.  
 
We expended the remainder of our grant of from the Commonwealth government to 
provide legal advice, casework and community legal education in outreach locations in 
the areas of family law, domestic violence and child protection. The initial 18 month 
funding ended on 30th September 2017, but fortunately we were able to secure further 
funding to continue this work until the end of our current funding agreement in June 2020. 
We greatly appreciate the work and flexibility of the Department of Justice and Attorney-
General in helping us continue this important work. 
 
The Hub programs continue to be funded by the Department of Communities, Child Safety 
and Disability Services from whom we received $115, 374 this Financial Year. 
 
In addition, activities such as room hire, duty lawyer services and lawyer assisted 
mediations have proven strong contributors to our non-program related income. 
We would like to thank and acknowledge our funding bodies, both state and federal 
including Department of Communities, Child Safety and Disability Services, Departments 
of Justice and Attorney-General both State and Federal and the Legal Practitioners Interest 
on Trust Account Fund for their ongoing commitment to our community and the services 
needed to make our community strong and resilient.  
Throughout the year we continued to review and improve our policies and practices to 
ensure that our finances remain accountable and transparent and provide the best 
possible opportunities for the organisation. 
 
A full set of the Audited Financial Statements for the Year Ended 30 June 2018 are 
provided. We would like to thank our Auditor Haywards Accountants for their excellent 
work, in particular Brad Harbourne.  
 
  
Andrew Carroll 
Treasurer 
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The Hub Neighbourhood Centre Report 
 
 
Since 1986 the Hub Neighbourhood Centre has provided valuable services to support our 
community. With funding from the Department of Communities, Child Safety and Disability 
Services (now Department of Communities, Disability Services, and Seniors), we are 
funded to provide 1) a balanced mix of programs and activities that improve social 
connectedness and 2) information, advice and referral services. 
 

We provided a balanced mix of programs and activities that improved 
social connectedness. 
 
A critical piece of our program is the welcoming and inclusive drop in space in our foyer.  
It provides a soft entry point for community members to connect with other community 
members and learn more about available services.  We provide activities such as yoga 
and Hot Hula to support emotional health through physical activity.  We host a 
multicultural women’s group, seniors’ Hoy Group, and craft group to support social 
inclusion.   
 
One barrier to social connectedness in our diverse community is language.  We 
addressed this by offering English conversation classes.  In addition, we provided digital 
literacy mentoring to support older Australians to connect online. 
 
To provide this mix of activities and improve social connectedness, we engaged 
community volunteers.  This year we were fortunate to have 20 community members 
choose to volunteer with us.  They are an invaluable resource and we could not offer such 
a diverse range of neighbourhood centre programs and activities without them.   
 
Our facility is in constant use.  In addition to our own centre based activities, we continued 
to make our space available and accessible for use by other community groups and 
organisations.  Our facility was used seven days per week by many diverse groups 
including peer support groups, a youth group, multicultural and faith groups.  These fall 
outside of our funded neighbourhood centre activities but providing space for them 
increases opportunities for community members to meet, connect, and get information. 
 
Each year we not only deliver on a new set of funded milestones, we also continue to 
maintain activities from previous funded periods.  This ever increasing amount of activity 
and usage impacts on the capacity of our resources.  
 

We provided information, advice and referral so that community 
members have improved ability to access appropriate services. 
 
We are a local point of referral and linkage to services provided by other organisations.  
To maintain up to date community knowledge and share information about our services, 
we maintained and developed partnerships and networks.  This year, we were regularly 
called upon to assist other agencies to reach their target demographic.  We hosted a 
number of organisations so that community members can have local access to support 
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services.  These included Queensland Statewide Tenancy Advice & Referral Service, 
Neami, Aftercare, Smith Family, ECCQ, MDA, Inala Youth Service, FSG, Epic Assist, and 
ARAFMI.  Networking with other services has the added benefit of introducing our service 
to a wider group of clients and strengthens our ability to deliver services.  In addition to 
building these networks, we continued to leverage our website and social media 
presence to raise community awareness of important issues and highlight local 
community events. 
 
Notably, over 25% of our information and referral services were for crisis related issues 
including housing and homelessness, emergency relief and financial assistance, domestic 
violence situations, and mental health issues.  When community members face barriers to 
accessing other services they frequently turn to our centre seeking assistance.  We need 
greater resources to provide the support that community members with complex needs 
require when navigating an increasingly complex world.       
 
Many of our community members are disadvantaged by lack of access to information 
technology.  We provide a “community office” where community members can drop in 
and use computers, printers, and photocopiers.  They can also receive assistance filling in 
forms.  
  

Highlights from the past year  
  
Our Women’s Multicultural Group is hugely successful in bringing together local women 
from over 15 different backgrounds.  This year the group met weekly to share cooking, 
craft, sewing, and friendship.  They shared their cultures through 9 “Culture in the Kitchen” 
activities, celebrated International Women’s Day, participated in a women’s forum for 
Domestic & Family Violence Awareness month, and created wonderful sculptures which 
were displayed in the library for Create Welcome Week.  We thank MDA for partnering 
with us and Brisbane City Council for providing some funding for this project. 
 

 
 
We celebrated Create Welcome Week.  Partnering with MDA, we celebrated our diverse 
community through craft, music, food and story.  The rich cultural stories & experiences 
shared by a panel of Inala residents their home were captured by artist Rachel Apelt and 
grace the front cover of our impact report.    
 



 
11 SOUTH WEST BRISBANE LEGAL CENTRE IMPACT REPORT 2017/2018 

Hot Hula is an ongoing collaboration with Brisbane City Council, Heilani Productions, and 
Culture in Mind.  This Brisbane City Council funded wellness initiative promotes emotional 
health through physical wellbeing.  We promote the group widely and it fills the hall to 
capacity every Thursday.   
 
Held to coincide with anti-poverty week and to encourage discussion and action to 
address problems related to poverty, we hosted “Making Ends Meet,” a financial 
information fair.  Over 25 stallholders and 6 presenters shared information with the 400+ 
attendees. 
 
I would like to thank the Department of Communities, Disability Services and Seniors for 
investing in our community, the management committee and leadership team for 
empowering us to create a program that is flexible and responsive to community need, 
and most importantly, the staff and volunteers who have worked with the neighbourhood 
centre over the year.  Our activities continually stretch the capacity of our small space and 
we look forward to discovering new opportunities and sharing new premises with the 
community in the coming year.   
 
  
Alison O’Quinn 
Service Manager, Hub Neighbourhood Centre 
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Hub Neighbourhood Centre by the Numbers 
 
 

4016  

visits to activities for social connection 
 
 
 

703  

information & referrals provided 

447  
visits to our “community office” to 

access technology 
 
 

1500 
volunteer hours generously donated by 

our team of volunteers 

 
 
 

“Volunteering Magic”  – Gladys's Story 
  
 
Recovering from illness I was housebound and fearful. Things had to change. Food 
restrictions meant my solution had to be head and heart orientated rather than tummy 
focussed. What could I do? I sometimes visited Inala for its huge choice of green 
vegetables - a colour I could eat. If I asked, exotic women explained the names of strange 
leaves, and how to cook them. Some women had no English to reply with. I had English. 
We had something to exchange – a mutual need. Tentatively I approached The HUB. Was 
there any way I could contribute? ESL teaching for example? They were willing to try me 
out. I lacked confidence, but so did the women I would teach. 
  
The Hub connected me to training at MDA and the teaching philosophy spoke to my 
heart. Refugees were like the phoenix. They had to build upon on the ashes of their past. 
BUILD COMMUNITY became my mantra. First things first: establish trust, find their smile, 
encourage playfulness, have fun. Magic happened. As we laughed, played games, 
danced and sang, we learned and grew more confident together. 
  
I started out as a helper. Two years on, I run a class and now have many helpful tutors. I 
try to ‘enable’ them by preparing flexible English classes that they can take down or up to 
the level of each student, and use their own way. This enables close mentoring as we 
break into small groups. My tutors are generous and invaluable, bringing a diversity of 
personalities and teaching styles to the classroom. Students gravitate to the tutor that suits 
their particular needs. Tutors too are growing confident in their leadership role, as they 
enable students to learn and feel at home in Inala. As students begin to relate to each 
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other friendships happen and help is offered. I overhear rewarding snippets of 
conversation between students: "Come to my house, I will teach you how to cook..." "I can 
give you a lift..." 
             
So this is what I have come to love about volunteering. It is transformative as it writes 
new stories over past experiences as we each give each other what we can, in our very 
different ways. 
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Artist: Rachel Apelt 20-6-2018
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South West Brisbane Community Legal Centre  
 
 
South West Brisbane Community Legal Centre (SWBCLC) provides: 
 

A community legal centre 
providing free legal advice to 
members of our community, 
and  

“The Hub” a Neighbourhood 
Centre which is a point of 
connection in the Inala 
community. 

 
 
 
As a community legal centre, we endeavoured to empower our clients and community by 
providing high quality legal services. 
 
This report is about the legal services that we provided. It measures the impacts of the legal services 
on our community and its people.   
 
 
 

What legal services did we provide? 
 
During the 2017/2018 financial year we performed the following types of services: 

ü Information 
ü Referrals 
ü Advice 
ü Tasks 
ü Court representation 

ü Other representation  
(for example, casework) 

ü Duty lawyer representation 
ü Legally assisted mediations. 

 

We helped people in our community by providing them with legal advice about:  

ü Family Law 
§ Divorce 
§ Children 
§ Domestic Violence 
§ Property 

ü Powers of Attorney 
ü Estate and succession 
ü Consumer 
ü Credit and debt 
ü Traffic 

ü Motor vehicle accidents  
ü Civil  
ü Neighbour disputes 
ü Child protection 
ü Youth criminal  
ü Youth advocacy (for example, school 

exclusion or other legal issues) 
ü Employment 
ü Crime 
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Our Family, Domestic Violence and Child Protection lawyer:  

§ Worked with Micah Project's Brisbane 
Domestic Violence Service, to ensure 
that the victims of domestic violence 
had easy access to lawyers 
 
 

§ Visited outreach locations in Acacia 
Ridge, Brown's Plains, Beaudesert, 
Riverview and Springfield Lakes, 
partnering with community centres 
and support services to provide 
access to legal help for their clients.

 
We provided family law advice on-site at the Ipswich and Logan Family Relationship Centres. 
 

Our youth lawyers have a wealth of experience in assisting children and young people with legal 
problems. 

 
We provided advocacy to young people experiencing legal issues including: 

§ Youth justice  
§ School exclusion 

§ Child protection 
§ Domestic and family violence.

 
We continued to provide our resource Information Kit for Child Protection for Parents. 
 

We were engaged by Legal Aid Queensland to provide domestic violence and child protection duty 
lawyer services in the Beenleigh, Ipswich or Richlands Magistrates Courts. 

 
We continued our child protection duty lawyer service for the child protection call-over at the Beenleigh 
Children’s Court. 
 

We conducted community legal education with local community groups. 
 



 

 

  
 

Community Legal Services Program 
(CLSP) 

All services 

Number of clients 1954 2399 

Legal information provided 1207 1207 

Referrals  1094 1431 

Legal advice sessions 2665 2665 

Legal tasks 607 607 

Duty lawyer services 77 573 

Legal education activities 16 16 

Law reform projects 1 1 
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Who did we help? 

 

5%  
(194)  

of services were for Aboriginal  
or Torres Strait Islander clients 

 
 
 
 

5%  

(185)  
of services were for  

persons requiring an interpreter 
 
 

7%  

(274)  
of services were for  

people with NIL income 
 

 

47%  
(1916)  

of services were for  
people with low income. 

 
 
 
 

17%  

(698)  
of our services were delivered to women 
who have experienced family violence 

 
 

9% 
(369)  

of our services were for people over 65 
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Casework 
 
In some cases in which our client is especially vulnerable we perform casework. 
Casework is where we represent a client in court or in their dealings with the other party. 
 
 
 
 
 
 

58%  

of our casework was for a person with a 
physical, psychological or  

intellectual disability. 
 

56%  

of our casework was for  
youths under 18. 

 

 
 
 

More than  

92%  
of our casework was for a person  
experiencing financial hardship. 
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Top 40 client postcodes 
Ranking Postcode Suburbs Number of clients 

1 4077 Inala - Richlands - Doolandella 242 
2 4300 Goodna - Springfeild Lakes - Camira 161 
3 4305 Brassal - Ipswich - Raceview 144 
4 4207 Beenleigh - Eagleby - Eden's Landing 115 
5 4301 Redbank Plains - Springfield - Collingwood Park 97 
6 4078 Forest Lake - Ellen Grove 83 
7 4114 Woodridge - Kingston - Logan Central 76 
8 4110 Acacia Ridge - Heathwood - Pallara 64 
9 4118 Browns Plains - Regents Park - Hillcrest 60 
10 4109 Sunnybank Hills - Macgregor - Roberston 56 
11 4132 Rochedale South 56 
12 4304 Bundamba - Booval - Blackstone 51 
13 4306 Fernvale - Karana Downs - Chuwar 46 
14 4074 Riverhills - Jamboree Heights - Jindalee 44 
15 4285 Beaudesert - Cedar Vale 42 
16 4124 Boronia Heights - Greenbank 40 
17 4075 Oxley - Corinda - Sherwood 37 
18 4131 Loganlea 33 
19 4115 Algester - Parkinson 32 
20 4127 Springwood - Slacks Creek - Daisy Hill 32 
21 4116 Calamvale - Berrinba 27 
22 4122 Mount Gravatt - Rochedale South 23 
23 4133 Waterford 23 
24 4113 Eight Mile Plains - Runcorn 21 
25 4280 Jimboomba 21 
26 4076 Wacol - Darra 18 
27 4128 Shailer Park - Tanah Merah 18 
28 4068 Indooroopilly - Chelmer - Taringa 17 
29 4069 Fig Tree Pocket - Chapel Hill 17 
30 4303 Riverview - Dinmore 17 
31 4311 Lowood - Brightview 16 
32 4073 Seventeen Mile Rocks - Sinnamon Park 12 
33 4123 Rochedale South 12 
34 4341 Laidley - Hatton Vale 12 
35 4105 Moorooka - Rocklea 11 
36 4108 Coopers Plains - Archerfield 11 
37 4121 Holland Park 11 
38 4350 Newtown - South Toowoomba 11 
39 4125 Park Ridge 10 
40 4205 Bethania 10 
  Other 374 
  Total 2203 



The types of problems that we advised 
on 
 
The CLC provides an effective service for vulnerable individuals and the 
broader community. 

 
 Legal Advice  

Sessions 

            

Civil Law 1256 
  

Criminal Law 168 
 

Family Law 1604 
 

Other 3 
 

   

   

   

   

   

   

   

   

   

   

   

   

   

   

   

Civil Law
41%

Criminal Law
6%

Family Law
53%

Other
0%

Problem types - Legal Advice
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Legal Advice  

Sessions       

Consumer, Credit, Debt 427 
     

Employment 106 
     

Environment 1 

 

Mental health law 6 

Motor vehicle property damage 97 

Neighbourhood disputes 121 

Other civil law problem type 151 

Human Rights and discrimination 13 

Wills and estates 236 
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Types of Family Law Problems 
 
 
 Legal Advice  

Sessions 

Divorce de-facto separations and/or annulment 308 

Domestic/Family violence, Protection Orders 268 

Family law property 230 

Other family law problem type 45 

Parenting arrangements 763 

Child protection 85 

  

Divorce, de-facto 
seperations and/or 

anulment
18%

Domestic/Family 
violence, Protection 

Orders
16%

Family law property
13%

Other family law 
problem type

3%

Parenting 
arrangements

45%

Child protection
5%
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What our clients say 
 
 

The May 2018 client survey 
 
 
South West Brisbane Community Legal Centre is 
committed to receiving feedback from its clients 
for the purpose of improving our service delivery. 
 
 
SWBCLC was required by the National Partnership 
Agreement on Legal Assistance Services 2015-2020 and 
its service agreement with the Queensland Department 
of Justice and the Attorney-General (“DJAG”) to perform a 
survey of all of it’s clients in the month of May 2018.  
 
In order to perform the survey, we engaged 5 volunteers 
and a part time project officer to complete its client survey 
pursuant to the requirements of the Clients were 
approached by telephone and asked if they wished to 
participate in the survey.  
 
Out of approximately 1500 attempts to contact about 300 
clients, 62 persons completed the survey. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

We made the 
following findings as 
a result of the survey:  
 

 
 
Our service is 
accessible. 
 
Our staff and 
volunteers are client 
focused, respectful 
and engaging.  
 
Our services are 
delivered in a 
culturally 
appropriate 
manner. 
 
There is a need for 
an increased focus 
on representation 
and other ongoing 
assistance 
services. 
 
 
 
 

 
 

 



  

 
Demographics of the May survey sample 
 

Our Centre saw 300 clients in the month of May.  
 
5 of the clients were considered inappropriate to contact due to safety concerns. 
 
Our team attempted to contact the remaining 295 clients.  
 
62 completed surveys were returned during the survey period, 55 clients by phone 
interview, and 7 completed the survey online.  
 
Of the clients who completed surveys: 
 
 

50%  

were male  
 
  

18%  

of clients were over 65 years old, 
compared with a state community  

legal centre average of 12% 

 

5%  

were Aboriginal, this is the  
same as the state average.  

50%  

were female 

 
 

18%  

had a disability, this compares with  
10% average across the state 

 

63%  

earned less than $500 per week, 
compared with a state  

average of 58%.
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Client satisfaction survey results 
   
Q1. It was easy to contact the legal service when I first needed help.  Strongly agree  34 

Agree  18 
Neutral 3 

Disagree  3 

Strongly disagree  1 

  59 
 
Q2. The legal centre staff listened to my legal problem in a friendly and 
respectful manner, 

 
Strongly agree  

 
41 

Agree  13 

Neutral 2 

Disagree  3 

Strongly disagree  0 

  59 

 
Q3. The service provider helped me understand how to deal with my legal 
problem and provided me with options. 

 
Strongly agree  

 
29 

Agree  21 
Neutral 4 

Disagree  3 

Strongly disagree  2 

  59 

 
Q4.  The information and resources I received from the legal centre staff 
were very useful. 
  

 
Strongly agree  

 
28 

Agree  20 
Neutral 3 

Disagree  3 

Strongly disagree  2 

  56 

 
Q5.  I am very likely to access the other service(s) that I was referred to  
by the legal centre. 

 
Strongly agree  

 
10 

Agree  8 
Neutral 2 

Disagree  2 

Strongly disagree  2 

  24 

 
Q6.  I feel confident in the ability of the legal centre staff to assist me. 

 
Strongly agree  

 
31 

Agree  18 

Neutral 3 

Disagree  3 

Strongly disagree  3 

  58 

 
Q7.  I am satisfied with the resolution of the matter I received  
assistance for. 

 
Strongly agree  

 
24 

Agree  10 

Neutral 6 

Disagree  11 

Strongly disagree  3 

  54 
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Q8. I know where to get help if I have another legal problem in the future.  Strongly agree  33 
Agree  18 

Neutral 1 

Disagree  4 

Strongly disagree  2 

  58 
 
Q9. The legal centre was able to meet my specific cultural or personal 
needs.    

 
Strongly agree  

 
26 

Agree  17 

Neutral 1 

Disagree  1 

Strongly disagree  1 

  46 
 
Q10.  I would recommend this legal service to other people  

 
Strongly agree  

 
34 

Agree  19 
Neutral 1 

Disagree  1 

Strongly disagree  3 

  58 

   

 
 

81%  

of clients said that legal centre staff 
helped to understand their legal 

issues and available option 
 
 
 

85%  

of clients agreed or strongly agreed 
that our service was easy to access 

 

88%  

of clients found our staff were friendly 
and respectful 

 
 
 
 

83%  

of clients now know where they can 
get legal help in the future

 

86%  

of clients would recommend the legal centre to others 
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Comments from survey participants 
 
 
 
 
 
 
“  
 
 
 
 
 
 
 
 
  
“  
 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 

 

  

“Very happy 
with the 
service.” 

 

“Excellent 
service.” 

“Respectful lawyer. I 
wanted more detailed 
help but overall, I am 

satisfied with the service. 
I got what I came for.” 

“I haven’t come in yet 
- but I have had a 
good experience 

with booking 
appointment so far.” 

 

“I am disappointed 
that I didn't get 

legal representation 
(only received 

advice).” 
 

“Knowing that legal 
aid was able to 

attend the court, I 
was hoping that one 
day the Centre will be 

able to do this.”  

“Phone 
appointments 

were very 
useful.” 

 
“Matter is still 
ongoing i.e. 
unresolved.” 

“You provided 
great service, 
and if I need 
to I’ll come 

back. 
 

“Perfect!” 
 

“Very 
helpful.” 
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Ongoing client feedback 
 
In addition to the May survey, we have engaged in a process of continuously collecting 
feedback from our clients for the purpose of improving service delivery.  
 
This data is collected by means of a feedback form that is provided to every client.  
 
Clients have the opportunity to put the completed form in a box in the waiting area. We 
also have a link to the survey on our website. 
 
 
 

Feedback received during 2017/2018  
 
 
What do you like most about South West Brisbane Community Legal 
Centre? 
 
“Good advice. Friendly service.” 
 
“Friendly and a free service which is 
great.” 
 
“Easy access. Friendly service.” 
 
“Strongly like.” 
 
“Friendly & helpful staff.” 
 
“Easy, friendly & helpful.” 
 
“Great advice.” 
 
“The service is so famous.” 
 
“Accessibility.” 
 

“Easy access.” 
 
“The lawyer and staff helpful.” 
 
“Very friendly.” 
 
“Easy and great information.” 
 
“Friendly, helpful, straightforward 
advice.” 
 
“It’s free.” 
 
“Free legal advice about my rights.” 
 
“The location is easy, and most of 
all the staff and professionals are 
first class.”
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What do you like least about the South West Brisbane Community Legal 
Centre? 
 
“Finding the place. Signage.’ 
 
‘Not easy to find.’ 
 
‘I like everything about Legal 
Centre.’ 
 
‘None.’ 
 
‘The people who works they are 
friendly.’ 
 
‘Passed on to other legal advice.’ 
 
‘Distance from home.’ 
 

‘Too far from Toowoomba.’ 
 
‘Nothing.’ 
 
‘Nothing.’ 
 
‘Some waiting time involved.’ 
 
‘Nil.’ 
 
‘Booval (outreach) should be open 
the same as Inala (main office), 
save travel costs for people with a 
disability.’ 
 
‘I have no negative comments.’

 
 
 
 
What suggestions do you have about ways that we could improve our 
service/s? 
 
‘Improve signage and have a 
Facebook/Linkedin page.’ 
 
‘None. 
 
‘I thinks everythings ok.’ 
 
‘I wish I knew this service earlier.’ 
 
‘Coffee machine.’ 
 

‘They very good.’ 
 
‘For those with the capacity, 
preparing them with prompts on 
organising legal documents and 
briefing to make best use of time 
with solicitors.’ 
 
‘More Government funding.’ 
 
‘Service is very good as it is.’
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Do you have any other comments? 
 
‘Create a forum for the general 
public.’ 
 
‘All good.’ 
 
‘The lawyer was very professional 
and compassionate to my 
hardship.’ 
 

‘Very helpful. Thank you.’ 
 
‘Thank you very much for your 
help.’ 
 
‘Thank you.’ 
 
‘It's a great place to get help.’ 
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Client satisfaction survey results 
 
Q1. It was easy to find the service. Strongly agree  11 

Agree  5 

Neither agree nor disagree 5 

Somewhat disagree 2 

Completely disagree 0 

Don't know or N/A 1 

Total  24  
 
Q2. The information about the service matched my service delivery 
experience. 

 
Strongly agree  

 
2 

Agree  15 

Neither agree nor disagree 5 

Somewhat disagree 0 

Completely disagree 2 

Don't know or N/A 0 

Total 24 
 
Q3. The wait time for service was reasonable. 

 
Strongly agree  15 

Agree  3 

Neither agree nor disagree 2 

Somewhat disagree 1 

Completely disagree 1 

Don't know or N/A 1 

Total  24  
 
Q4. The service provision is flexible and responsive. 

 
Strongly agree  

 
13 

Agree  5 

Neither agree nor disagree 4 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 2 

Total 24 
 
Q5. The staff have high levels of skills and expertise. 

 
Strongly agree  

 
14 

Agree  6 

Neither agree nor disagree 0 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 4 

Total 24 
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Q6. The service actively involves my carer and other family members. Strongly agree  8 

Agree  1 

Neither agree nor disagree 4 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 11 

Total 58 
 
Q7. Service planning includes consideration of my language and cultural 
needs. 

 
Strongly agree  

 
11 

Agree  0 

Neither agree nor disagree 3 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 0 

Total 23 
 
Q8. I am supported and encouraged to participate in my service 
planning. 

 
Strongly agree  

 
11 

Agree  3 

Neither agree nor disagree 1 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 7 

Total 22 
 
Q9. I am encouraged and supported to be involved in the service’s 
activities. 

 
Strongly agree  

 
11 

Agree  1 

Neither agree nor disagree 3 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 8 

Total 24 
 
Q10. I have been supported to link in with other community organisations 
and services. 

 
Strongly agree  

 
12 

Agree  1 

Neither agree nor disagree 3 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 8 

Total 24 
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Q11. There are good feedback and complaints in place. Strongly agree  12 

Agree  2 

Neither agree nor disagree 0 

Somewhat disagree 2 

Completely disagree 0 

Don't know or N/A 7 

Total 23 
 
Q12. I would recommend this service to other people. 

 
Strongly agree  

 
17 

Agree  1 

Neither agree nor disagree 3 

Somewhat disagree 0 

Completely disagree 0 

Don't know or N/A 1 

Total 22  
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Analysis 
 
It is evident from the results of the survey that our Centre is highly effective in delivering 
legal services in a way that causes our clients to be satisfied with their outcomes.  
The survey uncovered a range of enabling factors that contributed to this: 
 

 
The service is accessible 
 
52 out of 59 participants 
found it easy to contact 
our service when they 
first needed help. 
 
 
 
 

Participants commented:  

“I haven’t come in yet - but I have had a good experience 
with booking appointment so far.” 

“Phone appointments were very useful.” 

 “Didn't know that free legal services even existed until he 
was referred to us.”

Our Centre has made improving our accessibility one of its strategic priorities. We 
identified in 2017 that due to a shortage of reception resources and the amount of time 
that it takes to book an appointment, we were answering less than 50 % of phone calls 
and many clients had difficulty getting through.  
 

• This year we have collaborated with the UQ Pro Bono Centre, established a team 
of “Intake and Referral Volunteers,” trained in assisting clients at first contact. The 
team is working very well. This makes it quicker and easier for clients to get the 
information, referral or advice booking that they need. 

• We have changed our telecommunications provider in an effort to improve our 
telephone system.  

• We have updated our information and networked with key referrers to ensure that 
they had accurate information about what we do. 

• We have developed partnerships with other services, such as Brisbane Domestic 
Violence Service and Inala Primary Care, to enable increased access to our 
services. 

Our ongoing client feedback has revealed that some clients have difficulty finding our 
location.  Being located in a shopping plaza means that we are easily accessible by 
public transport and there is sufficient parking, but it limits our ability to provide signage 
as to our location. In response to feedback received, we have installed a 2m x 3m “sail-
style” sign. The sign must be removed at night. This appears to be the extent of the 
signage we are permitted in our current location. The Centre has plans for 
accommodation in a purpose-built building within a year. 
 
We continue to work to increase our profile in the community and increase our 
communication about our location.  
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Staff and volunteers are client focused, respectful and 
engaging 
 
 
54 out of 59 participants 
found that our 
staff/volunteers engaged 
with them in a “friendly 
and respectful” manner. 

Two participants said that we were “very helpful,” other 
comments included “great service,” “excellent service” and 
“very happy with the service,” one client commented 
“respectful lawyer.” 

 
We ensure that staff and volunteers have an understanding that some of our clients have 
experienced trauma, and many of our clients are undergoing a high level of stress and conflict in 
relation to their matters. These considerations inform all aspects of our service delivery. 
 
 
 
 

Services are delivered in a culturally appropriate 
manner 
 
43 out of 46 participants 
agreed that “the legal 
centre was able to meet 
my specific cultural or 
personal needs.”    

We endeavour to ensure that services are appropriate through 
the use of interpreters and encouragement of diversity 
within our team. We continue to improve this aspect of our 
service delivery by means of the development of a cultural 
safety action plan. 

 
 
 
 

The service represents very good value for funding 
bodies 
 
53 out of 58 participants would recommend the service to other people. 
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There is a need for an increased focus on 
representation and other ongoing assistance services 
 
14 out of 54 clients were 
not satisfied with the 
resolution of their legal 
problem. 

 

 

 

 

Participants commented: 

“Wanted representation instead of just advice.” 

“Matter is still ongoing i.e. unresolved.” 

“Knowing that Legal Aid was able to attend the court, I was 
hoping that one day the Centre will be able to do this.” 

I am disappointed that I didn't get legal representation (only 
received advice).”

 
Summary 
 
South West Brisbane Community Centre is effective is at providing legal services to its clients and is 
valued by clients for the services provided. 
 
There is a high level of satisfaction with our service. 
 
Clients consistently express a wish that we could provide a higher level of assistance, such as 
representation or preparation of more complex court documents. Due to our limited resources 
and the high demand for our services, we focus on providing advice and we only provide 
casework for a limited number of disadvantaged clients.. We will continue to seek additional 
resources to expand our ability to provide casework. 
 
South West Brisbane Community Legal Centre continues to use feedback from clients to 
continuously improve its service delivery and we thank our clients and stakeholders for the 
feedback that they have provided.
 
 
 
 
 
 
 
 

This survey has demonstrated the need for 
additional resources to be allocated to casework, 
in addition to existing advice services. 
 



 
 
  

 

South West Brisbane Community 
Legal Centre acknowledges the 

traditional owners of the lands on 
which we work and live. 

 
We respect the elders in Inala and 
their leadership in the community. 

 
In order to ensure that we plan to 

include Aboriginal and Torres Strait 
peoples, and people of all cultures, in 
our service delverywe have designed 

and adopted a cultural safety  
action plan. 
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Our focus on increasing accessibility  
 

Launch of SWBCLC Cultural Safety Action Plan 
 
South West Brisbane Community Legal Centre acknowledges the traditional owners of the 
lands on which we work and live. 
 
We respect the elders in Inala and their leadership in the community. 
 
South West Brisbane Community Legal Service have recently identified areas of legal assistance 
being unmet within our local Aboriginal and Torres Strait community, and are working towards 
providing vital, culturally appropriate, services to Aboriginal and Torres Strait Islander peoples.  
 
In the coming 12 months we look forward to working toward increasing our connections to the 
Aboriginal and Torres Strait Islander community by means of our Cultural Safety Action Plan. 
 
Our Cultural Safety Action Plan process: 
 
 

RELATIONSHIPS
Target Area 1

Launching & Implementing 
the Cultural Safety Action 

Plan

RELATIONSHIPS
Target Area 2

Developing Partnerships and 
Improving Community 

Connections

RESPECT
Target Area 3

Acknowledging 
Traditional Owners & 

Elders

RESPECT
Target Area 4

Service Delivery

OPPORTUNITIES
Target Area 5

Human Resources



Our client’s stories 
 
As a result of our legal help, many of our clients enjoyed: 
  

• reduced stress,  
• improved family relationships,  
• relief from debts,  
• access to income and  
• the empowerment that comes from understanding their legal situation. 

 
 
 

“Big debt for stolen electricity recovered” – Mac’s Story 
 
 
 
Mac is a single dad with two young children. The family are refugees and Mac has limited 
English language ability. 
 
Mac was renting a property through a real estate agent and complained to the agency 
about stolen electricity to the value of approximately $5,000.00.  
 
The real estate agency were aware of the theft of the electricity but had refused to fix the 
problem or to compensate Mac.   
 
Mac applied to Queensland Civil and Administrative Tribunal (QCAT), who  ordered the 
agent and the owner to reimburse Mac, but they still refused to pay.   
 
We represented Mac and assisted him to obtain full payment of the amount owing.  
 
Mac felt great relief as a result of the help that we gave him.  
 
He was so appreciative that he made a generous donation to our Centre despite his 
financial hardship. 
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“Saved from a Misleading Car Deal” – Maya’s Story 
 
 
Maya bought a second hand car from a dealer.  
 
Maya bought a second hand car from a dealer.  
 
Maya is from West Africa and English is not her first language.  
 
During the sale process Maya was clearly told by the motor dealer that if she paid her car 
hire payments for 12 months then she would become the owner of the car. 
 
This was incorrect, the document signed was actually a simple hire agreement rather 
than a hire-purchase agreement. 
 
We argued that the seller had acted unconscionably.   
 
Due to our advocacy, the motor vehicle company conceded and signed full ownership of 
the car over to Maya. 
 
Maya was very relieved that her legal problem had been resolved and she felt that justice 
had been done. 
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“Reunited with the Kids” – Tupu’s Story 
 

 
Legal advice is invaluable during the uncertainty and confusion of separation. 
 
Tupu is a dedicated father of three. His wife left him suddenly and cut off his contact with 
their young children. 
  
He was unsure of their whereabouts and feared for their safety as he knew that her new 
partner had a history of violence.  
 
He had heard from a relative that the maternal grandmother intended to take the children 
out of the country. 
 
Tupu was very confused and distressed. He did not have any money to pay for a private 
lawyer.  
 
An officer at Tupu’s local police station recommended that he have an appointment for 
legal advice at South West Brisbane Community Legal Centre. 
 
Our lawyer acted quickly to apply for a recovery order from the Federal Circuit Court.  
 
She liaised with the Federal Police so that the maternal grandmother was intercepted at 
the international airport while attempting to take one of the children out of the country. 
 
Our lawyer continued to provide him with legal advice to enable him to represent himself 
in the family law process until the children were returned to the care of their father.  
 
 

Tupu told us:  
 
 

“ 
I am so happy now, I never forget your love and help 
for me about my hard case, thank you so much, God 
bless you for everything. 
 

” 
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 Overcoming Elder Abuse  
 
 
We represented a lady in her late 70s whose adult son would come and go from her 
house, breaking in and staying in her garage. He would not leave despite her requests.  
 
The son stole from her and he fraudulently ran up a debt of thousands of dollars on her 
credit card. 
 
Our client was very anxious and nervous about the situation. 
 
Our lawyer assisted her to apply for a domestic violence order to ensure that he did not 
stay at the homes without her permission and our lawyer successfully represented her in 
her communication with the credit company to argue that they should waive the 
fraudulent debts. 
 
The client has very relieved and grateful to achieve these outcomes in her case. 
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Working with our local community 
 
South West Brisbane Community Legal Centre is able to provide holistic support to our 
clients through developing and maintaining strong relationships with local community 
organisations. 
 
We work collaboratively with community partner organisations in order to: 
 

• increase the knowledge of community workers and their clients about legal 
matters 

• assist workers to identify legal issues and make appropriate referrals 
• assist our staff to stay aware of legal issues faced in our community and support 

services that are available to our clients. 
 
 

Community Legal Education 
 
We conducted 16 community legal education services including  at Protect All Children 
Today (PACT), Yeronga, Logan Women’s Meet & Greet, our HUB Neighbourhood Centre, 
Glenala High School, The Hut @ DJ Sherrington Park (Inala Youth Service), the BASE Youth 
Agency.  
 
 

Community outreach 
 
We provided legal advice on location at the following community organisations and 
support services: 
 

• Goodna Neighbourhood Centre 
• Ipswich Housing and Support Service (Booval) 
• Camira Springfield Community Centre 
• FSG Beaudesert 
• Browns Plains Family and Child Connect (Mercy Family Services) 
• Riverview Community Centre  
• Acacia Neighbourhood Centre 

 
Giving legal advice onsite at these Centres helped us to be more geographically accessible to 
our clients and to develop our relationships with community partners. 
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Partnership with Micah Projects Brisbane Domestic 
Violence Service (BDVS) 
 
We have enjoyed three years of sharing office premises with BDVS at Inala Plaza. During 
this team, collaboration between the services has increased.  
 
This year we commenced a direct booking system for legal appointments at their West 
End office. 
 
Our system means that BDVS workers can book legal advice appointments for their clients 
with our family lawyer as a warm referral, improving their access to services. 
 
 

Attending community events
 
We enjoy being involved and connected to our community by attending community events 
and consultations.  
 
For example, this year we attended the Inala PCYC 7th Annual Inala Multicultural Youth 
Day. A record crowd of over 7,000 attending the event.  We were able to speak with many 
of the attendees regarding the services we offer, such as our youth lawyers. 
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What our community partner and justice 
stakeholders say 
 
We asked our community partner and justice stakeholder about the impact our work had 
on their ability to assist clients to access our service.   
 
We received 25 responses to our stakeholder survey, consisting of 18 community partners 
and 7 justice service stakeholders.   
 
The feedback from our community partners and justice stakeholders survey was as follows:  
 
 
 

  
 

71% 
of our community partner survey 

respondents agree or strongly agree that 
South West Brisbane Community Legal 

Centre has contributed to the 
community having improved 

knowledge and self-confidence 
around legal issues. 

 
 

 

78% 
Of survey respondents had confidence in 

making a referral to South West 
Brisbane Community Legal Centre for 

appropriate support or advice. 

72% 
of survey respondents indicated that they 

had increased competence and 
knowledge in making legal referrals to 
South West Brisbane Community Legal 

Centre. 
 
 
 
 
 

85%   
of our justice partner respondents 

agree or strongly agree that SWBCLC 
lawyers provide high quality 

services for their clients. 
 
 

 
 

85% 
of our justice partners agree or  

strongly agree that SWBCLC lead  
to an increased efficiency in cases 

   



Our Community partners who make 
referrals to South West Brisbane 
Community Legal Centre say:“We 
work collaboratively with SWBCLC to 
provide free legal advice for the 
women we are supporting”. 
 
One justice stakeholder from the 
Queensland Police Service 
reported: “both SWBCLC and QPS 
have a co-operative professional 
relationship regarding matters in the 
Children’s Court.  I can say that the 
SWBCLC provide a competent client 
service”. 
 
One of our community partners from 
Brisbane Domestic Violence told us 
“we refer women to SWBCLC for legal 
advice/support.  The process to 
SWBCLC is so easy and very useful to 
the women we support”. 
 
One community partner said “we 
work together to support young 
people through the criminal court 
system. The young people and 
families appear to be well supported 
during their court processes”.   
 
Another partner acknowledged “we 
work in partnership with SWBCLC to 
provide holistic support for the people 
we support”. 
 
A community partner from a local 
Magistrate Court says: “I refer clients 
for legal service and advice to the 
domestic violence Duty Lawyer”. 
 
 
 
 
 

A Brisbane domestic violence 
counsellor told us:  
 
“I refer women to the domestic 
violence specialist lawyer who 
conducts outreach to BDVS.   
 
Our service works closely with 
SWBCLC, both by sharing an 
office/work space, and 
working in partnership with a 
lawyer attending our main 
office once a week to provide 
advice to the women we are 
supporting.   
 
This close working relationship 
that our two services have 
forged has been invaluable for 
the support we have provided 
our women.   
 
In our line of work it can be 
very overwhelming for the 
women to be passed from 
service to service and have all 
their needs met, but by close 
partnership, we can make this 
transition seamless and in turn 
make the experience for our 
women more trauma informed 
and positive.   
 
We have also received many 
positive responses from the 
women we have referred to 
SWBCLC. Many of whom have 
mentioned that the domestic 
violence lawyer has a very 
good understanding of the 
nature and dynamics of 
domestic violence and that 
they have walked away feeling 
more positive about their 
future”. 



 

What our community partners say 
 
 

The South West Brisbane Community Legal Centre 
works closely with community organisation partners 
to ensure that members of the South West Brisbane 
community get the legal services they need when 
they need them.   
 
Referral to and from our community partners are a vital part of being 
responsive to the community’s legal needs and ensuring that the people who 
most need our help have priority access to our service.  There is some future 
work in enhancing the Centre’s facilitated referral process to community 
partners to ensure clients get the extra support they need. 
 
The South West Brisbane Community Legal Centre provides Community 
Legal Education activities and resources to the South West Brisbane 
community and community partners.  Our Community Legal Education 
program is designed to improve the legal education and knowledge of the 
community and our partners, so that our community can get the legal help 
they need, or avoid legal problems in the first place. 
 
The evidence indicates that this is best done with community partners that 
work most closely with the clients that need our services, and in the next 12 
months, we look forward to developing our Community Legal Education 
program in consultation with them. 
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Community Partnerships 
 

Teaming up to help victims of domestic violence 
 
Our partnership with Micah Project’s Brisbane Domestic Violence Service (BDVS) helps to ensure 
that women fleeing domestic violence get the legal help that they need. 
 
Lisa (names have been changed), a single parent, had been with her partner for a very short time 
when he suddenly turned aggressive.   
 
He held her hostage in her own home.  
 
He threatened her with a knife, and said he would hurt her if she tried to leave the relationship or 
did not comply with his demands.  
 
He physically abused her, leaving her bruised and shaken.  
 
Lisa was terrified to leave the house, fearful he would return.   
 
As a single parent, Lisa was deeply concerned about the safety of her children.  
 
Lisa was directly referred by BDVS to a South West Brisbane Community Legal Centre family 
lawyer as part of our partnership.   
 
The close relationship between our services meant that the appointment booking process was 
streamlined, she had her trusted support worker was present and the number of times that she 
had to retell the story was limited. 
 
SWBCLC provided legal advice to Lisa, conducted a risk assessment, helped her prepare an 
application for a protection order and appeared for her in court.  
 
Meanwhile, Micah's Domestic Violence Service provided ongoing support which included a safety 
plan and counselling. 
 
Lisa was successful in getting the protection order that she wanted. This gave her the confidence 
to report the violence to the police and the perpetrator faced criminal charges. 
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Lisa wrote to us: 

 
 

“ 
I would like to sincerely thank both you and South 
West Community Legal Centre for taking on my case.   
 
As you know, this has been a very stressful and 
frightening experience for me.  
 
Without your support and encouragement to make a 
formal Victim Statement with the Police and to follow 
through with the Protection Order, I don't believe I 
would feel as strong nor recover as well as I can see I 
will now.   
 
I definitely feel a sense of achievement in having this 
order granted and I know I couldn't have done that 
without your help. 
 

“ 
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South West Brisbane Community Legal 
Centre’s contribution to the reformation 
of legal policy and practice 
 
This year, South West Brisbane Community Legal Centre identified issues where there is 
an urgent need for law reform. 
 

Legal recognition of “judgement-proof status” 
 
We often help people who have incurred debt which they have little or no capacity to ever 
pay back.  
 
The debt is often incurred due to a car accidents, the fees that get added to toll debt, or 
“payday loans” that get out of hand.  
 
If a client is on a disability pension, aged pension or carer’s pension, then they may be 
chronically poor. It is likely that they will never have any extra income that can be used to 
pay the debt. 
 
Despite this, they are often hounded by debt collectors for a long period of time, perhaps 
the rest of their lives, and it causes them a great deal of stress.  
 
For the company that is claiming the debt, it is a waste of resources to pursue the debt 
because there is never likely to be any actual recovery of the money.  
 
In this situation the person is effectively “judgement proof” because even having a 
judgement from the court is unlikely to ever result in the recovery of money from the 
person. 
 
 
 

We believe that the law should be changed in 
Queensland so that judgements are not enforceable 
against the chronic poor - persons who are unlikely to 
ever be able to pay the debt. 
 
 
This change to the law would deliver increased efficiency for debt recovery agencies and 
would reduce the stress placed on those experiencing hardship in our community. 
Achieving the legal recognition of “judgement-proof status” will be a focus for our law 
reform efforts in coming years. 
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Return of 17-year-olds in adult prisons to youth 
detention 
 
We congratulate the advocates, including our colleagues at Youth Advocacy Centre, who 
have campaigned for many years for Queensland to cease holding 17 year olds in adult 
prisons in violation of the Convention on the Rights of a Child. This campaign was finally 
successful.  
 
Our youth lawyer Carolyn Juratowitch formed part of the consultation for the transitioning 
of 17-year-old offenders back to the youth justice system. 
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Our Volunteers 
 
 
This year, volunteers at South West Brisbane Community Legal Centre provided  
over 1800 hours of support and assistance to the South West Brisbane 
Community Legal Centre and our clients.  Local volunteers come from a range 
of different backgrounds and bring a wealth of skills, knowledge and 
expertise. 
 
 

 
32 experienced lawyers attend 
our weekly Tuesday morning 
and Thursday night clinics 
 
4 barristers provided pro bono 
services to our clients in 
complex matters 
 
26 hardworking law students 
held down the front reception,  

offering administration and 
research support on a weekly 
roster, ensuring the service ran 
smoothly from Monday to Friday 
 
2 final year social work 
students are currently on 
placement with us to gain 
hands-on client experience.  

 

 

1850 
Hours of volunteer support and assistance  

were provided to South West Brisbane Community Legal Centre  
and our clients this year 

 

 
What our volunteers say 
 
Every year, South West Brisbane Community Legal Centre surveys its 
volunteers to better understand how we can leverage volunteer support and 
the impact volunteering has on the volunteers. 
 
There were 25 respondents to the volunteer survey.   
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Our volunteer survey  
revealed that: 

 
 

 

84% 
Of volunteers agreed or strongly agreed 

that their volunteering offered them a 
unique opportunity to gain experience 

in new and different areas of law 
 

92% 
Of volunteers agreed or strongly agreed 
that they had been able to improve their 
understanding of broader community 

issues through their volunteering 
experience 

 

76% 
Of volunteers agreed or strongly agreed 

they had been able to improve their 
practice as a result of their experience at 

South West Brisbane Community Legal 
Centre 

 

80% 
Of volunteers agreed or strongly agreed 

that their experience at South West 
Brisbane Community Legal Centre had 

enhanced their career prospects 
 

 
 
 
 
 

What our volunteer  
lawyers say: 
 
‘I really appreciate your efforts in 
managing appointments for clients.  In 
my experience, booked appointments 
work MUCH better then drop-in 
sessions, and at SWBCLC they work 
very well due to the efforts of Ursula 
and the other staff in confirming the 
appointments and rescheduling 
where there are gaps.  I also 
appreciate having Jonathan available 
on the night to check off on advices – 
much easier than playing phone tag 
with someone to clarify advice for the 
next 3 weeks, by which time I’ll have 
totally forgotten whatever the issue is’. 
 
‘I’m enormously grateful that SWBCLC 
have given me an opportunity to 
experience real legal issues in a 
practical environment’. 
 
“Working as a volunteer at SWBCLC 
has given me the opportunity to work 
in areas of the law that are not 
available to me at my place of work.  It 
has been a privilege to volunteer with 
SWBCLC – and I feel the benefits to me 
from the experience still outweigh my 
contribution – which will increase in 
the coming years’. 
 
“The Team at SWBCLC have great 
support systems and mentoring in 
place for those new to the profession.  
The more experienced Team 
members are very patient, always 
happy to share their knowledge and 
provide extra direction where 
required.  It would be hard to find a 
better group of people to work with’. 

 
 



Intake and referral volunteers provide vital front line 
administrative support  
 
Improving the accessibility of our services is one of South West Brisbane Community Legal 
Centre’s strategic priorities.  In 2017 we identified, due to our limited resources to staff 
reception, we were answering less than 50 % of phone calls and many clients had 
difficulty getting through on our phone lines. This year we collaborated with the UQ Pro 
Bono Centre, to establish a team of “Intake and Referral Volunteers” we then trained to 
understand the client intake process. 
 
The volunteers have demonstrated excellent skills in being able to identify the client’s legal 
problems, assess whether we are the best agency to help them, make appropriate 
referrals, book appointments and enter the client into our database. 
 
For the volunteers, it builds their skills in communicating with members of the public, 
builds their knowledge about legal services, provides some experience for their CV and 
gives them the opportunity to help their community. 
 
The administrative volunteer students are keen to remain on the roster, as they see 
volunteering as being directly relevant to their future legal careers, providing them with 
invaluable work experience. 
 
Intake & Referral Volunteer Comments 
 
‘SWBCLC run a really smooth operation…….. Thank you everyone at SWBCLC for making 
volunteering so easy. 
 
“Only recently started at SWBCLC.  Great environment with staff that are kind and 
incredibly supportive of newbies and law students that has left me feeling excited for my 
next shift’. 
 
Our impact on volunteers 
 
Overall, South West Brisbane Community Legal Centre was able to leverage a substantial 
amount of resources for the community this year through harnessing the energy, 
enthusiasm and commitment of our 1706 volunteers.  Many of the volunteers, through the 
survey, have indicated that their volunteering experience at South West Brisbane 
Community Legal Centre provided positive benefits to their professional development, 
particularly for students and professionals just starting their career. 
 
The challenge for South West Brisbane Community Legal Centre going forward is to 
ensure that we continue to engage experienced volunteers and that their volunteering 
experience at South West Brisbane Community Legal Centre is professionally fulfilling and 
productive. 
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SWBCLC would like to acknowledge our staff 
and volunteers: 1 July 2017 to 30 June 2018 

 
 

Volunteer 
Management 
Committee 
 
Andrew Carroll 
(Treasurer) 
Chris Barron 
Julian Noud 
Palani Thevar 
Radhika Hari 
(Secretary) 
Rangi Ross 
(President) 
Yogi Srikhanta 
 
 
Staff 
 
Alison O’Quinn 
Carolyn Juratowitch  
Cecilia Miranda 
Chi Mary Kalu 
Helen Hawksworth 
Helen Situlia 
Jim Gibney 
John Shanahan 
Jonathan Ward 
Julie-Ann Ross 
Lindsay Nicholson 
Mark Day 
Michael Haenell 
Terry Walker 
Ursula Bertrand 
 
 
 
 
 
 
 
 
 
 
 
 
 

Hub 
Neighbourhood 
Centre Volunteers 
 
Anh Tho Tien 
Ann Bailey  
Ann Egan 
Cheryl Mikelait 
Christina Knipmeyer 
Clara Corry 
David Pagendam 
Elisabeth Barnard 
Gladys Pagendam 
Hollie Gardiner 
Jean Jenkinson 
Kelvin Kong 
Mabel Saah 
Mandy Flynn 
Margaret Stone 
Maria Goldman 
Mary Cockroft 
Pauline Jordan 
Sneha Giridhar 
Trish Andrews 
 
 
Volunteer Lawyers 
 
Alana Peters 
Aline Dusabe 
Amanda Ellison 
Andrew Anderson 
Andrew Morrison 
Annemarie Harris 
Beenush Khokhar 
Brooke Connell 
Caroline Walker 
Daniel Clare 
Daniel Posner 
Dominic Nguyen 
Emma Curry 
Emma Kirkby 
Fiona Fairbrother 
George Calderon 
Grace Ma 
Haatsari Marunda 

James Halliday 
Jenawai Dupreez 
Mark Day 
Megan Ingles 
Michael Seymour 
Miguel Ramirez 
Narendra Sharma 
Nguyen Pham 
Sandra Ardelean 
Sandra Kelly 
Sandy Chatterton 
San-Joe Tan 
Sarah Ward 
Stephanie Ewart 
Sue Koenig 
Tammy Parsons 
Thana Ramanujam 
Veronica Lane 
Victor Wong 
 
 
Legal Support 
volunteers 
 
Aaron Smith 
Abby George 
Alana Peters 
Alexander Moore 
Ali Ketheeswaran 
Alicia Lau 
Ashely Reynolds 
Ashley Knopp 
Aysia Sumirta 
Ben Quick 
Bryan Lee 
Cameron Keast 
Chloe Westman 
Daisy Leadbetter 
Donna Harrison 
Edbert Kang 
Edward Jude 
Eleanor Rogers 
Elizabeth O'Driscoll 
Emily Andrews 
Emily McIndoe 
Grace Anderson 

Harrison Manning 
Holly Brown 
Imogen McInnerney 
Jagjiven Dulku 
James Zapantis 
Jordan McDougall 
Kamand 
Mohtasham 
Kate Hearnden 
Laura Knight 
Lauren Teklenburg 
Mackenzie Bray 
Mackenzie 
Wakefield 
Melinda (Wen) Gao 
Michael Hawkins 
Michael Nakrour 
Mitree Vongphakdi 
Mollie O'Brien 
Natalie Dawson 
Phobe Sornaz 
Pierfrancesco 
Benedetti 
Rakshita Yadav 
Relicia Gabriel 
Sifan Lu 
Sofia Marcos 
Taj Sahota 
Tamara Dawood 
Thao Nguyen 
Urvashi Sharma 
Victor Nguyen 
 
 
Barristers who 
provided pro bono 
representation or 
law reform 
assistance 
 
Brian Cronin 
Graeme Page QC 
Sarah Rogers 
Steven Forest 

   



 
 

 
 
 

Thank you for your support of 
South West Brisbane 

Community Legal Centre. 
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Appendix 1. Previous minutes – AGM 
2016/2017 
 
SOUTH WEST BRISBANE COMMUNITY LEGAL CENTRE INC 
(INCORPORATING THE HUB NEIGHBOURHOOD CENTRE) 
ANNUAL GENERAL MEETING 
HELD ON 31ST OCTOBER 2017 AT THE HUB NEIGHBOURHOOD CENTRE, INALA 
 
ATTENDANCE: Evie Wolffe, Margaret Stone, Michael Haenell, Ann Bailey, Palani Thevar, 
Margeret Tutton, Ursula Bertrand, Rangi Ross, Val Ross, Helen Hawksworth, Radhika Hari, 
Jonathan Ward, Julian Noud, Alison O’Quinn. 
 
ATTENDANCE BY PROXY:  Beverley Sabee, Jacques Sabee, Rai Sinclair, Sue Sinclair, Chris 
Barron, Yogi Srikhanta, Craig Cranston, Andrew Carroll, Pam Eaton, Sandra Padgett, 
Lynette Lindberg,  
 
APOLOGIES: Beverley Sabee, Jacques Sabee, Rai Sinclair, Sue Sinclair, Chris Barron, Yogi 
Srikhanta, Craig Cranston, Andrew Carroll, Pam Eaton, Sandra Padgett, Lynette Lindberg,  
 
WELCOME 
 
Jonathan Ward, Director, welcomed everyone to the meeting and thanked them for their 
attendance.  
Rangi Ross, President, opened and chaired the meeting. 
 
MINUTES OF 2016 ANNUAL GENERAL MEETING 
 
The Minutes of the previous AGM were moved as a true record of that meeting by 
Margaret Stone, second by Lynette Lindberg 
 
BUSINESS ARISING 
 
Nil 
 
PRESIDENT’S REPORT 
 
The president’s report was tabled.  
Rangi spoke to the report.  
The president’s report was moved by Palani Thevar and seconded by Radhika Hari. 
 
TREASURER’S REPORT AND PRESENTATION OF AUDITED STATEMENTS AND AUDITOR’S 
REPORT 
 
The Treasurer,  
 
DIRECTOR’S REPORT 
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The Director, Jonathan Ward, tabled his report and spoke to it.  
 
ELECTION OF OFFICE BEARERS 
 
This part of the meeting was chaired by Hub Service Manager Alison O’Quinn. 
All positions were declared vacant and as there was only one nomination for each 
position on the Management Committee, the following officers were elected unopposed: 
 
Rangi Ross was elected President, nominated by Michael Haenell and Ursula Bertrand. 
Radhika Hari was elected secretary, nominated by Palani Thevar and Rangi Ross. 
Andrew Carroll was elected Treasurer, nominated by Ursula Bertrand and Michael 
Haenell.  
Palani Thevar was elected as a member, nominated by Craig Cranston and Rangi Ross. 
Julian Noud was elected as a member, nominated by Ursula Bertrand and Michael 
Haenell. 
Yogi Srikhanta was elected as a member, nominated by Rangi Ross and Craig Cranston. 
Christopher Barron was elected as a member, nominated by Ursula Bertrand and Michael 
Haenell. 
 
There were no objections to the election of the officers. 
 
Rangi welcomed them onto the Management Committee for 2016-17. 
 
APPOINTMENT OF AUDITOR 
 
Ursula Bertrand moved that Haywards Chartered Accounts be appointed as the auditor 
for the 2017-2018 financial year.  This was seconded by Lynette Lindberg. 
 
GENERAL BUSINESS 
 
Palani Thevar thanked Sandra Padgett for her hard work in leading the organisation. He 
also thanked Annastacia Palaszczuk, Melanie, Bernie Ripoll, Milton Dick and Charles 
Strunk for their support. 
 
Radhika thanked the staff for their hard work and dedication throughout the year. 
 
Hub Neighbourhood Centre report. Alison O’Quinn tabled her report and spoke to the 
report. She mentioned that she was really starting to see the benefits of collaboration 
between the neighbourhood centre and the legal services. She thanked volunteers for 
their support and she looked forward to the opportunities in the offing with the plans for 
the new purpose built community hub. 
 
Jonathan thanked all for attending and for their interest in our community organisation . 
 
Meeting closed at 6:30PM.  
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Appendix 2. Financial statements 
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