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Introduction

Key highlights for Quarter 1, 2023-24

The NDIS continued to make a positive difference to participants, their families and carers.!
The most recent participant outcome data clearly demonstrates the positive impacts being delivered by the Scheme:

+ Participation in community and social activities has increased by 7 percentage points from 35% to 42%
for all Scheme participants aged 15 years and older.

+ Participation in work (percentage in a paid job) has increased by 11 percentage points from 10% to 22%
for participants aged 15 to 24.

« The percentage of parents and carers in a paid job has increased by 6 percentage points from 46% to 51%
for parents/carers of participants aged 0 to 14 years.

+ Positive perceptions of whether the NDIS has helped with choice and control has increased 10 percentage points
from 67% to 77% for participants aged 15 years and older.?

1  Figures have been rounded to the nearest whole percentage; differences are calculated from unrounded metrics.
2 These results compare indicator results at first reassessment (noting that the Scheme has not an opportunity to help at baseline), with results measured at the most recent participant plan reassessment for each respondent. Trial participants are excluded.
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Introduction

Scheme financial experience

Since 30 June 2023, payments for participant supports and the number of participants entering the Scheme are similar to
expectations in the June 2023 projections.

Total Scheme expenses for the 3 months to 30 September 2023 were $10.1 billion (on an accrual basis) or 0.9% higher than the
estimate from the June 2023 projections. The main drivers of this difference are:

Number of participants - the total number of Scheme participants at 30 September 2023 was 631,529, which is
approximately 4,350 (0.7%) higher than the June 2023 projections. This is primarily driven by the total number of participants
with developmental delay at 30 September 2023 which was 90,320 or approximately 5,800 (6.9%) higher than the June 2023
projections.

- Average payment per participant - the average payment per participant during the September 2023 quarter was $63,600
(on a cash basis) or 1.3% higher than expectations after taking into account the actual mix of participants who have entered
the Scheme since 30 June 2023. However, the average payment experience varies by disability type and other participant
characteristics. The average payment per participant with developmental delay for the September 2023 quarter was $14,300,
which was $2,300 (19%) higher than expectations based on the June 2023 projections.

Introduction
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Introduction

Scheme financial experience

The NDIA continues to examine available data to understand the key risks to financial sustainability of the Scheme.

They include:

+ High numbers of children with developmental delay entering the Scheme, as well as increasing numbers of adult new entrants
with autism.

+ Average plan budgets, which drive average payments per participant. Overall, plan budgets have increased by 15.1%
(annualised) between June 2023 and September 2023 for participants already in the Scheme. Approximately 2.5% can be
attributed to the combined effects of indexation, following the 2022-23 Annual Pricing Review (APR). The remaining 12.7%
growth is over and above indexation and pricing impacts.

The measures announced in the 2023-24 Budget are aimed to support participant outcomes and the effective and sustainable
operation of the Scheme. Through co-design, the NDIA is implementing a program of initiatives designed to improve early
intervention outcomes for children in the Scheme, improve participant planning processes and consistency in Home and Living
eligibility decisions for participants with complex and high support needs, which are expected to assist in addressing key risks to
financial sustainability outlined above. Changes in settings arising from NDIS Review recommendations are also anticipated to
lead to further moderation in Scheme growth, to achieve the target set by National Cabinet.
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Introduction

Reform for outcomes

The Minister for the NDIS, the Hon. Bill Shorten, has outlined six reforms that will deliver better outcomes for people with
disability and, in the process, help secure the ongoing sustainability of the Scheme.

This quarter, the NDIA continued the co-design work with participants and disability community representatives on the reform
initiatives. Six co-design Working Groups and an Implementation Steering Committee have been established to deliver the reform
for outcomes program of co-design work.

The priority co-design projects include:

1. Investingin the NDIA’s workforce capability and systems, resulting in better consistency and equity in decision-making for
access and planning decisions for NDIS participants.

2. Better supporting NDIS participants to manage their plan within budget, including assistance from the NDIA throughout the
plan period and holding plan managers, support coordinators and providers to account.

3. Implementing a new lifetime planning approach, to ensure plans are more transparent and flexible for life events.

4. Improving the way the NDIA provides Supported Independent Living (SIL) and to ensure participants receive the right NDIS
funding for home and living supports they need to live as independently as possible.

5. Supporting participants to make purchase decisions to buy the right products or services to meet their needs, including
through preferred provider panels and the use of support coordinators.

6. Improving the way the NDIA monitors compliance and prevents fraud within the Scheme.

To support the delivery of these priorities, the Commonwealth Government announced an investment of more than $720 million
over four years from 2023-24 to lift the NDIA’s capability, capacity and systems to better support participants.?

3 https://www.ndis.gov.au/news/9087-media-release-minister-national-cabinet-commits-sustainable-ndis
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National expansion of the NDIA’s new computer system

The NDIA introduced its new computer system and processes across Australia from 30 October 2023.

« The NDIA’s new computer system and improved processes will support the Government to deliver on its commitments and
provide the NDIS experience participants expect to see.

« We know there is a direct link between making it easier for our staff and partners to do their job and a better NDIS experience
for participants.

« The NDIA is taking a staged approach to introducing the new system to help make the change as easy as possible for
participants and providers.

The NDIA has been testing the new system in Tasmania from November 2022. The lessons learned has informed how the
NDIA will expand the computer system nationally and make the change easier.

Further information about the national expansion can be found in section 6 of the report.

Introduction
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Introduction

Improving the participant experience

The NDIA continues to improve processes to empower participants and their experience.

The NDIA has continued improving the experience of participants, focusing on the following areas:

Home and Living demonstration project grants - The NDIA has announced the results of the Empowering Participants: Information,
Assistance and Connections grant round. Four organisations have been awarded the grants for projects that will test different ways
of delivering support to NDIS participants looking to explore their home and living options. An investment of $1.018 million over two
years will establish the second round of home and living demonstration projects. Further information can be found in section 4.8 of
this report.

Independent Expert Review (IER) - we have concluded the pilot program, which involved an independent disability expert reviewing
a case and providing a recommendation to the NDIA. The evaluation report was published on the NDIS website in November 2023.
The trial has informed improvements in our approach to dispute resolution and formal outcomes of the evaluation of the trial will
continue to support ongoing improvements to our future Administrative Appeals Tribunal (AAT) resolution processes.

Improved hospital discharge - we are working with the Commonwealth and State and Territory governments on our continued
commitment to improving the safe and timely discharge of NDIS participants from hospital. In the September 2023 quarter:

- The NDIA target of contacting NDIS participants within 4 days of the NDIA being notified of a participant’s admission remains high
at 92% for the September 2023 quarter, an increase from 89% in the June 2023 quarter.

- The average number of days between a NDIS participant being medically ready for discharge and discharged was 24 days in the
September 2023 quarter, reduced from 27 days in June 2023 quarter and 30 days in March 2023.

Younger People in Residential Aged Care (YPIRAC) - The NDIA, in collaboration with DSS and DoHAC, is committed to transitioning
young people from Residential Aged Care (RAC) to suitable housing and preventing their entry into RAC. This includes the
establishment of the YPIRAC Accommodation Project Team, which actively provides personalised support to young NDIS participants.

Introduction
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Introduction

Disability Royal Commission

The Disability Royal Commission has tabled its Final Report into Violence, Abuse, Neglect and Exploitation of People with
Disability. The report follows four years of hearings and submissions.

The NDIA has continued improving the experience of participants, focusing on the following areas:

+ Recognition of the courage of those who shared their experiences of violence, abuse, neglect, and exploitation over the
course of their inquiry.

« The 12-volume report includes a volume dedicated to the voices of people with disabilities and proposes a total of
222 recommendations for improving laws, policies, structures, and practices to create a more inclusive and just society.

« Inresponse to the significant scale of the reforms recommended by the Disability Royal Commission, the Government has
established a Commonwealth Disability Royal Commission Taskforce.

+ The Taskforce, led by the Department of Social Services, will collaborate with all departments and agencies across the
Commonwealth that are responsible for policies and programs related to the Royal Commission’s recommendations.

Introduction
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Introduction

NDIS review

The NDIA has actively engaged with the Independent Review into the NDIS (NDIS Review). The NDIA Chief Executive Officer
and Board Chair regularly met with the NDIS Review Co-Chairs during the quarter, for strategic discussion on the NDIA’s
reform priorities and the NDIS Review’s emerging recommendations. The NDIS Review will report to the Disability Reform
Ministers Council in November 2023.

On 18 October 2022, the Minister for the NDIS announced the NDIS Review. An overarching goal of the NDIS Review is to put
people with disability back at the centre of the NDIS. It aims to help restore trust, confidence and pride in the NDIS.

This Review is an opportunity for a strong focus on improving the operation of the Scheme and building a collective
understanding of how to maximise its effectiveness for participants. As part of this process, people with disability have been
involved in developing the scope and terms of reference for the review as well as contributing to it.

The NDIS Review involves two parts:
Part 1 examines the design, operations and sustainability of the NDIS.

Part 2 examines ways to build a more responsive, supportive and sustainable market and workforce.

The Review panel has been consulting widely and listening to the community, and the Agency has contributed extensively
throughout the Review. A final report is expected to be provided by the Independent Review Panel to Disability Reform
Ministers in November 2023, and more information can be found on the NDIS Review website®.

It is expected that the NDIS Review will lead to changes in the NDIA’s work plan. Initiatives and activities described in this
report, many of which commenced prior to the announcement of the NDIS Review, should be viewed in that context.

4 https://www.ndisreview.gov.au/
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Participants and their plans
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Participants and their plans

1.1 Number of participants in the Scheme m

At September 2023, 631,529 participants had approved plans.® This represents a 3% net increase from last quarter
(a net increase of 21,027 participants since June). This quarterly increase is equivalent to an annual increase of 15%,
similar to that observed over the past two years.
Active participants with approved plans and percentage increase over time for years ending 30 June®
More than 630,000
)
participants are 800,000 37% 19% 15% 14% 3%
receiving support 700,000 610502 R—
et bt “ Y
from the NDIS. 600,000 534,655 )
500,000 466,619 - //) iy
L1/
400,000 391,999 TN
200,000 DY
/ /|
100,000 TN
0 =370,
2019 2020 2021 2022 2023 2024 YTD

5 44243 participants with approved plans have left the NDIS in the period between 1 July 2013 and 30 September 2023.
6 Thisis the net increase in the number of active participants in the NDIS each period noting some participants have left the NDIS.
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Participants and their plans

1.2 Participation rates

The number of NDIS participants as a proportion Participation rates’®

of the Australian population peaks between the ages 14%

of 5 and 7, with approximately 12% of 5 to 7 year-old 12.0%

males and 5% of 5 to 7 year-old females being NDIS 12% A

participants. Y
10% l3 805

« NDIS participation rate varies by age and gender

[0)
* Peaks at roughly 9% between the ages of 5 and 8% Fro
7, declines to around 1% at age 35, and rises to 6% 1f5 305
2% by age 64 i BN
4% NS 23% 20% 2:3%
+ Over half of all NDIS participants are aged 18 . 2.0°/: 16% 14% 14% 1.6% I'SZA’ 1 90/0 2.2%
or under 2% i S| 129 13% 15% 17% 177 L=
G TRl wimmm = O 0 180, 2.0%
- Participation rates for males and females differ 0% 15% 1a% 11% 12% 14% 13%
Considerobly at younger Oges 0 5 10 15 20 25 30 35 40 45 50 55 60 65
—-—Male --- Female — Total - Total (previous quarter) Age

* Higher prevalence of autism and developmental
delay in males

+ Participation rates up to age 25 have slightly
increased from last quarter.

7 There were 8,226 participants aged O to 64 years with a gender of “Other” at 30 September 2023. The participation rates for this group are included within the total rates.
The 2021 Census population has been adopted since the March 2023 report, increasing the calculated participation rates, moreso between the ages of 0 and 6, where participation rates are higher by 0.3 percentage points.

oo
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Participants and their plans

1.3 Participant characteristics

The NDIA continues to monitor the number of participants entering the NDIS who identify as First Nations Australians, Culturally
and Linguistically Diverse (CALD), and participants who are from remote and very remote areas.

Of the 23,803 participants entering and receiving a plan in the quarter:
+ 10.0% were First Nations peoples®
+ 8.5% were CALD™

« 1.3% were from remote and very remote areas'!

The NDIA is continuing to co-design and develop the CALD Strategy refresh and a new First Nations Strategy.?

Trends in First Nations participants are shown in the following figures. The proportion of participants entering the Scheme this
quarter who identify as First Nations people has increased to 10.0%, and the total proportion of First Nations participants in the
Scheme has increased to 7.8%. This is due to the efforts of RCCs to support remote communities to understand, navigate and
participate in the Scheme. CALD and Remote participation is similar to that observed in previous reports, and is not repeated in
this report.

9  This compares to 8 per cent of the Australian population identifying as First Nations Peoples who have a need for assistance. Source: Census of Population and Housing 2021 (“Need for Assistance” variable), Persons Place of Usual Residence, by Indigenous Status.

10 The percentage of CALD participants excludes participants who identify as First Nations Peoples. Further, the NDIA published extra analysis on CALD participants in the September 2021 quarterly report (https://www.ndis.gov.au/about-us/publications/quarterly-reports).
The analysis indicated that it is likely that CALD participants are joining the NDIS but have not been identified as CALD in the data collected, rather than a large number of CALD people with a disability not currently being in the NDIS. With the introduction of the new
ICT system, the opportunity to collect improved data on participants should allow better identification of CALD participants.

11 This compares to 2 per cent of the Australian population living in remote or very remote areas. Source: Census of Population and Housing 2021, Persons Place of Usual Residence, by Remoteness Area.

12 Further information on these strategies can be found here: https://www.ndis.gov.au/about-us/strategies/first-nations-strategy and https://www.ndis.gov.au/about-us/strategies/cultural-and-linguistic-diversity-strategy.
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Participants and their plans

1.3 Participant characteristics

Number and proportion of First Nations participants over time incrementally (left) and cumulatively (right)**
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[] Participants identifying as First Nations Peoples — Proportion of plan approvals (Incremental) [] Participants identifying as First Nations Peoples  — Proportion of plan approvals (Cumulative)

13 The incremental chart shows the distribution of new participants that have entered in each quarter. The cumulative chart shows the distribution of active participants as at each quarter over time.
14 https://data.ndis.gov.au/explore-data has detail on numbers of CALD participants and remote and very remote participants
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Participant and family/carer outcomes

2.1 Participation in work and community and social activities'*

Despite COVID-19, participation rates in community and social activities have increased, while the overall rate of participation
in work is stable.

Participation in community and social activities

Participants who have been in the Scheme for at least two years have seen their community and social participation increase,
since they first entered. Specifically, comparing responses at the most recent plan reassessment (between two and seven years
after entry) with responses at Scheme entry!”:

six percentage point increase from 34% to 40% for participants aged 15 to 24 years.
nine percentage point increase from 35% to 45% for participants aged 25 to 34 years.
seven percentage point increase from 35% to 43% for participants aged 35 to 44 years.
seven percentage point increase from 35% to 42% for participants aged 45 to 54 years.
five percentage point increase from 35% to 40% for participants aged 55 to 64 years.
six percentage point increase from 36% to 42% for participants aged 65 years and older.

seven percentage point increase from 35% to 42% for participants aged 15 years and older.

The overall result of 42% compares to a 2022-23 target of 46%. In general, the increase in participation in community
and social activities has improved the longer participants have been in the Scheme.

15 This section compares Baseline indicator results when participants entered the Scheme, with results measured at the most recent participant plan reassessment for each respondent. Trial participants are excluded.

16 The participant age reported in this section is as per their latest plan reassessment.
17 Figures have been rounded to the nearest whole percentage; differences are calculated from unrounded metrics

ndis
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Participant and family/carer outcomes

2.1 Participation in work and community and social activities m

Participation in work (percentage in a paid job).

The percentage of participants in a paid job for at least two years remains stable overall, but differs by age group. The largest increase
was for participants aged 15 to 24, consistent with entering the workforce for the first time. The percentage remains stable or
declines for other age groups when comparing responses at the most recent plan reassessment with responses at Scheme entry?é:

+ eleven percentage point increase from 10% to 22% for participants aged 15 to 24 years.?
+ one percentage point increase from 27% to 29% for participants aged 25 to 34 years.

+ one percentage point decrease from 28% to 27% for participants aged 35 to 44 years.

+ two percentage point decrease from 25% to 23% for participants aged 45 to 54 years.

« four percentage point decrease from 19% to 15% for participants aged 55 to 64 years.?°

« four percentage point decrease from 13% to 8% for participants aged 65 years and older.?!

« two percentage point increase from 21% to 23% for participants aged 15-64 years.

18 Figures have been rounded to the nearest whole percentage; differences are calculated from unrounded metrics.

19 Some of the increase is due to participants leaving school and starting work. As the Scheme matures it will be possible to analyse the extent to which the percentage gap increases.
20 Some of the decrease for older age groups is due to participants retiring from the workforce.

21 Ibid.

Section two: Participant and family/carer outcomes Scheme Actuary Presentation | Q1, 2023-24 19



Participant and family/carer outcomes

2.2 Perceptions of whether the NDIS has helped

Participants have positive perceptions across most domains and different age groups. However, the percentage of positive
responses varies by domain and age group.

At each plan reassessment, participants are asked whether the NDIS has helped with areas related to each domain. For these
questions, longitudinal change is measured from first plan reassessment, since the Scheme has not had an opportunity to help
at baseline. Results shown in this section compare responses provided at the first plan reassessment with those from later
reassessments, for participants entering the Scheme since 1 July 2016 and who have been in the Scheme for at least two years.
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Participant and family/carer outcomes

2.2 Perceptions of whether the NDIS has helped

Participant choice and control

The choice and control metric for participants aged 15 and over is based on the question “Has the NDIS helped you have more
choices and more control over your life?”

Positive perceptions of whether the NDIS has helped with choice and control have increased for the latest reassessment
compared to the first reassessment across all age bands. Older participants tend to have higher levels of satisfaction than the
15 to 24 age group. Specifically, the percentage who think that the NDIS has helped them have more choices and more control
over their life showed?%

* nine percentage point increase from 61% to 70% for participants aged 15 to 24 years

+ eleven percentage point increase from 66% to 78% for participants aged 25 to 34 years

+ ten percentage point increase from 69% to 79% for participants aged 35 to 44 years

+ ten percentage point increase from 70% to 80% for participants aged 45 to 54 years

+ ten percentage point increase from 71% to 81% for participants aged 55 to 64 years

+ twelve percentage point increase from 71% to 83% for participants aged 65 years and older

+ ten percentage point increase from 67% to 77% for participants aged 15 years and older.

Overall, for participants aged 15 and over, there has been a 10 percentage point increase, from 67% to 77%.
This compares to a 2022-23 target of 75%.

22 Figures have been rounded to the nearer whole percentage; differences are calculated from unrounded metrics.
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Participant and family/carer outcomes

2.2 Perceptions of whether the NDIS has helped

Other “Has the NDIS helped?” questions

For children aged from birth to before starting school, results have improved across all domains.

The figure below shows the percentages responding positively at first assessment and at latest reassessment, as well as the

change between the two time points.

“Has the NDIS helped?” - participants aged from birth to before starting school??

First assessment

Latest reassessment

Percentage point

Domain % % change
Daily living: child’s development 91 94 +3
Daily living: access to specialist services 92 95 +3
Choice and control (child’s ability to communicate what they want) 83 87 +4
Relationships (fitting into family life) 77 83 +6
Social, community and civic participation (fitting into community life) 63 70 +7

Improvements were slightly stronger for fitting into family and community life (although results for these domains started

off at a lower level and hence had more scope to improve).

For children aged from starting school to age 14, results are generally less positive than for the younger age group but show

stronger improvement over time.

23 Figures have been rounded to the nearer whole percentage; differences are calculated from unrounded metrics.

Section two: Participant and family/carer outcomes
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Participant and family/carer outcomes

2.2 Perceptions of whether the NDIS has helped

The figure below shows the percentages responding positively at first assessment and at latest reassessment, as well as the

change between the two time points.

“Has the NDIS helped?” - participants aged from starting school to age 14%

First assessment Latest reassessment Percentage point
Domain % % change
Daily living (independence) 62 73 +12
Lifelong learning (access to education) 42 51 +10
Relationships (with family and friends) 50 60 +10
Social, community and civic participation (social and recreational life) 45 53 +7

24 Figures have been rounded to the nearer whole percentage; differences are calculated from unrounded metrics.
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Participant and family/carer outcomes

2.2 Perceptions of whether the NDIS has helped

For young adults aged 15 to 24 years, figure below shows the percentages responding positively at first assessment and at latest
reassessment, as well as the change between the two time points.

“Has the NDIS helped?” - participants aged 15 to 242>

First assessment Latest reassessment Percentage point
Domain % % change
Choice and control 61 70 +9
Daily living 61 72 +11
Relationships 50 54 +5
Home 22 21 -1
Health and wellbeing 44 51 +7
Lifelong learning 36 37 il
Work 18 17 -1
Social, community and civic participation 55 62 +7

The largest improvement over time in the Scheme has been observed for the daily living domain (+11 percentage point change).
Strong improvements have also been observed for choice and control (+9), relationships (+5), health and wellbeing (+7) and
social, community and civic participation (+7). Lifelong learning showed a marginal increase (+1), and there were slight declines
for home and work.

25 Figures have been rounded to the nearer whole percentage; differences are calculated from unrounded metrics.
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Participant and family/carer outcomes

2.2 Perceptions of whether the NDIS has helped

For participants aged 25 years and over, perceptions tend to be more positive than for
those aged 15 to 24. The older adult group also shows a stronger improvement over
time. The figure shows the percentages responding positively at first assessment and
latest reassessment, as well as the change between the two time points.

“Has the NDIS helped?” - participants aged 25 and over?®

First Latest Percentage

assessment reassessment point
Domain % % change
Choice and control 69 80 +11
Daily living 73 84 +11
Relationships 53 62 +9
Home 31 35 +5
Health and wellbeing 52 61 +9
Lifelong learning 30 32 +2
Work 19 19 0
Soagl., community and civic 59 70 110
participation

26 Figures have been rounded to the nearer whole percentage; differences are calculated from unrounded metrics.
27 Noting that the education and housing systems have a major role to play in the lifelong learning and home domains.

ndis

From the figure on the left, the largest improvements over time in the Scheme

have been observed for daily living (+11), choice and control (+11), relationships
(+9), health and wellbeing (+9), and social, community and civic participation (+10).
There was an improvement for the home domain (+5) for the older adult group,
while lifelong learning showed a marginal increase (+2) and there was no material
change for work.?’

Results continue to improve with time in Scheme

The longer a participant has been in the Scheme, the more positive their responses
tend to become. However, there are areas where outcomes could be improved, such
as for participants aged 25 and over, only 19% agreed that being in the NDIS had
helped them find a suitable job after at least two years in the Scheme. The NDIA is
actively working to improve participation in work.

Section two: Participant and family/carer outcomes
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Section three:
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Participant experience

3.1 Participant Service Guarantee m

The latest quarter shows notable improvements in the service standard experience across a number of the measurable Comparison to Change from
Participant Service Guarantee (PSG) metrics. target of 95% last quarter
T More than 3

In the September 2023 quarter, 9 out of the 17 (53%) PSG timeframes were met in 95% of cases, compared to 12 out of 17 @ o5
. . o and over percentage
(71% in the June quarter and 10 out of 17 (59%) in the March quarter. points higher
€> Within 3
Performance Change A 85%-95% percentage
in the Comparison | from points
Service September to target last
PSG | Service type Description of the service being guaranteed Guarantee | 2023 quarter of 95% quarter l More than 3
] ] — . B Less than 85% percentage
1 General Explain a previous decision, after a request for explanation is 28 days 97% ® > points lower
received
2 Access Make an access decision, or request fqr more information, 21 days 100% ®
after an access request has been received
3 Access Allow sufficient time for prospective participants to provide o
information, after NDIA has requested further information 90 days 100% ® T
4 Access Mokg an access decision, after more information has been 14 days 91% A l
provided.
5 Planning Commence foohtotmg the preparation of a plan, after an 21 days 959% ® PN
access decision has been made
6 Planning Approve a participant's plan, after an access decision has
been made (excludes those Early Childhood Approach that 56 days 93% A >
have received initial supports)
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Participant experience

3.1 Participant Service Guarantee

Performance Change
in the Comparison | from
Service September to target last
PSG | Service type Description of the service being guaranteed Guarantee | 2023 quarter of 95% quarter
7 Planning Approve a plan for ECA participants, after an access decision 90 days 97% ® >
has been made
9 Implementation }f the participant accepts the offer, hold a plan 28 days 100% ® -
implementation meeting
11 Plan Commence facilitating a scheduled plan reassessment, prior o
reassessment to the scheduled reassessment date >6 days 3% [ o«
12 Plan Decide whether to undertake a Participant Requested Plan o
reassessment reassessment, after the request is received 2L eiEs e . ’l'
13 Plan Complete a reassessment, after the decision to accept the 28 days 64% [] PR
reassessment request was made
14 Plan variations | Amend a plan, after the receipt of information that triggers 28 days 93% A -
the plan amendment process
15 Plan variations Amend a plan, after receipt of information relating to a 50 days 38% A l
complex quote that triggers a plan amendment process
17 Reviewable Complete an internal Review of a Reviewable Decision o
decisions (RoRD), after a request is received SO e S A ’l’

Comparison to
target of 95%
' 95% and over

A 85%-95%

. Less than 85%

ndis

Change from
last quarter

T More than 3
percentage
points higher

€> Within 3
percentage
points

More than 3
percentage
points lower
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Participant experience

3.1 Participant Service Guarantee

Performance Change
in the Comparison | from
Service September to target last

PSG | Service type Description of the service being guaranteed Guarantee | 2023 quarter of 95% quarter
18 | Reviewable Implement an AAT decision to amend a plan, after the AAT 28 days 999% ® >

decisions decision is made

19 Nominee Cancel participant requested nominee 14 days 97% o >
20 Nominee Cancel CEO initiated nominee 14 days 97% o —

Note: The NDIA’s participant check-in process ensures that every scheduled reassessment begins with contact from the planner or partner to discuss reassessment options
well before any scheduled reassessment date. Plans are extended automatically if they have not been reassessed before expiry so participants have continuity of support.

That is, participants do not stop receiving supports.

Comparison to
target of 95%
' 95% and over

A 85%-95%

. Less than 85%

Change from
last quarter

T More than 3
percentage
points higher

€> Within 3
percentage
points

More than 3
percentage
points lower

Section three: Participant experience

Scheme Actuary Presentation | Q1, 2023-24| 29



Participant experience

3.1 Participant Service Guarantee m

Participant Service Guarantee metrics below target
Further detail around the eight PSG timeframes that that were not met in 95% of cases are as follows:

Make an access decision, after more information has

The metricis at 91% and is below target. This is partly due to an intake of new assessors being trained.

PSG 4 been provided In some instances, decisions can be delayed due to specialist advice.
PSG 6 Approve a participant’s plan, after an access decision The metric is at 93% and is slightly below target. The NDIA is reviewing and manually assigning records
has been made (excludes ECA) on a weekly basis.
Commence facilitating a scheduled plan reassessment, The metricis at 73% and is below target. Performance has been impacted by the volume of first plan
PSG 11 . .
prior to the scheduled reassessment date and Plan Reassessment Request (PRR) appointments.
PSG 12 Elecide whether to unfdertc;]ke a Partic!pant R_quested There has been an increase in the number of unscheduled reviews requested which has resulted in a
Eln] EEEEEREENT, I IS [ UES [ EEsE decrease in the resulting performance metrics for PSG 12 and PSG 13 over recent quarters. The NDIA
bse13 Complete a reassessment, after the decision to accept |sdr§y[eW|rlmg thf? obglty to bglon(l:e;hm with other key priority areas and is actioning the allocation of
the request was made additional staff and operational changes.
Amend a plan, after the receipt of information that The metric is at 93% which is an improvement on losF quarter. The metric is bglow target, partly due
PSG 14 - to a business process error where plan changes were incorrectly being categorised as amendments.
triggers the plan amendment process A : X . :
Weekly communications being sent to business areas are improving performance.
PSG 15 Amend a plan, after receipt of information relating to a The metric is at 88% and is below target. The sample size for this PSG is small and a small number of
complex quote that triggers a plan amendment process amendments can have a significant impact on results.
The metric is at 94% and is slightly below target. There has been an increase in the volume
PSG 17 Complete an internal Review of a Reviewable Decision, of internal review requests (s100) since May especially for access decisions. This is as a result of

after a request is received

increased eligibility reassessments being completed. The Branch has implemented strategies
to bring performance back in line with KPIs from the end of September.
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Participant experience

3.2 Complaints, Critical Incidents, Review Requests and AAT Cases m

Around 79% of complaints have been closed within 21 days in the past four quarters, this proportion has declined from levels
seen in 2021. The Agency is monitoring workloads and endeavours to close complaints as soon as possible. Work is underway
to enhance complaint handling practices and systems and this work will contribute to more timely complaint resolutions in line
with the PSG in coming quarters.

The prioritisation of ageing complaints has resulted in an improvement in the percentage of complaints open for more than
21 days metric, from 13% at June 2023 to 8% in the September 2023 quarter.

Closed complaints and percentage completed within 21-day timeframe?82°

10,000 94% 96% 96% 92% 88% 92% 9,057 100%

8160 8302 85% 7804
8,000 7,729 7,697 8,340 7,448 4 800/0
6,816 N
78% \
6,000 N 60%
61%
4,000 40%
2,000 20%
0 0%

Sep 21 Dec 21 Mar22  Jun?22 Sep 22 Dec22  Mar23  Jun?23 Sep 23

[ ] Closed complaints in the quarter — % closed within 21 days

28 The numbers of complaints reported for the most recent quarter may still increase to the extent there is a lag in data collection. However, any increase is not expected to have a material impact on the results.
29 The historical number of complaints reported prior to the June 2023 QRDM has changed due to Participant Critical Incidents being reported separately from the June 2023 QROM onwards, see later in the section for further details.
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Participant experience

3.2 Complaints, Critical Incidents, Review Requests and AAT Cases m

Participant Critical Incidents (PCls)

« NDIA staff and Partner staff may encounter participant critical incidents (PCIs) while working with participants, their families,
and carers.

« The NDIA follows protocols to determine when and how to disclose incident information to the NDIS Commission.

« There has been an increase in the total volume of PCls received in recent quarters where the proportion of PCls as a
percentage of participants with an active plan has increased from approximately 1.5% prior to December 2022 to 2.8% in the
most recent quarter. This increase has been due to an increased awareness of financial abuse in the community and improved
reporting of PCIs over the last three quarters.

« The largest contributor to PCls in the September 2023 quarter related to abuse of a person with disability. Financial abuse
made up 49% of these PCls, with reports of self harm and neglect of a person with disability the next highest reported
contributors respectively.
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Participant experience

3.2 Complaints, Critical Incidents, Review Requests and AAT Cases

Number and proportion of PCIs

5,000

4,000

3,000

2,000

1,000

0

1.3% 1.2%
240 A A
2 25 oo
1,305 1,250 1,416 1,752 1,762 2,020 3,152 3,353 3,688
Sep 21 Dec 21 Mar 22 Jun 22 Sep 22 Dec 22 Mar 23 Jun 23 Sep 23
[ ] PCIs New PCIs that were referred to the NDIS Commission

— PCIs as % of participants with an active plan

3%

2%

1%

0%

ndis
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Participant experience

3.2 Complaints, Critical Incidents, Review Requests and AAT Cases m

Review of a Reviewable Decision (RoRD)

The number of RoRDs as a percentage of active participants has decreased from 10.0% in the September 2021 quarter to
6.0% in the September 2023 quarter.

Requests for a RoRD*

20,000 12%
10.0%
10%
15,000
8%
6.0%
10,000 5.5% 5-6%1___ ° 6%
4%
5,000
2%
0 11,913 11,235 9,853 9,752 8,856 7,850 7,960 8,488 9,283 0%
o

Sep21 Dec 21 Mar 22 Jun 22 Sep 22 Dec 22 Mar 23 Jun 23 Sep 23
[ ] Number of RoRDs — Rate of RoRDs to active participants

In the September 2023 quarter, 7,777 RoRDs were closed with 1,388 requests withdrawn. Of the remaining closed RoRDs,
4,314 confirmed the Agency’s decision and 2,075 decisions were amended or set aside. Decisions are often varied or set aside
as further evidence is obtained during the review process.

30 The number of RoRDs have increased compared with the previous report due to better capture in the new ICT system.

Section three: Participant experience

Scheme Actuary Presentation | Q1, 2023-24 | 34



Participant experience

3.2 Complaints, Critical Incidents, Review Requests and AAT Cases

Administrative Appeals Tribunal (AAT)

A person may apply to the AAT for review of a decision made by a reviewer
if they are not satisfied with the outcome of their review.

The NDIA is committed to acting as a model litigant in the AAT and works with
applicants and their legal representatives to resolve their matters as early as
possible in the AAT process.?132

There were 1,043 new AAT cases in the September 2023 quarter,
relating to 1,027 participants.

The number of new AAT cases (as a proportion of active participants) has
decreased since the December 2021 peak of 1.52% to 0.67% in the September
2023 quarter.

The decrease is also a result of the Independent Expert Review (IER) trial which
is one of the Alternative Dispute Resolution (ADR) initiatives introduced to reduce
the AAT case backlog and improve dispute resolution processes.

ndis

AAT cases by open/closed and decision

Number of cases*
AAT Cases 17,370
Open AAT Cases 2,899
Closed AAT Cases 14,471
Resolved before hearing 14,146
Gone to hearing and received a substantive decision 325

Of the cases no longer before the AAT, approximately 68% were resolved by
agreement, 27% were withdrawn by the applicant or dismissed by the AAT and
2% proceeded to a (substantive) hearing.?

As part of the AAT process, it is not uncommon for new requests to be made and for new evidence to be provided by applicants while their matters are in progress. This contributes to NDIS decisions being varied in the AAT.
Further information about the AAT process can be found on the AAT website: https://www.aat.gov.au/apply-for-a-review/national-disability-insurance-scheme-ndis/can-we-help.

The AAT Cases are in respect of 15,792 unique participants.

Less than 3 per cent of cases were related to applications for an extension of time which were declined by AAT or were not opposed by the Agency, matters over which AAT has no jurisdiction and reasons that were unspecified.
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Participant and family/carer outcomes

3.3 Participant satisfaction

Participant satisfaction has remained in line with previous quarters.

This quarter, 86% of participants rated the Planning process as good or very good, with 9% rating it as neutral. 80% of participants
rated the Access and Pre-Planning processes as good or very good, and 67% rated the Plan Reassessment process as good or very
good.* Satisfaction with the Plan Reassessment process has decreased slightly, by 2 percentage points in the most recent quarter.

Rating of experience with the NDIS (1 July 2023 to 30 September 2023)

Access Pre-Planning Planning Reas.felg?ment
Very good/good 77% 80% 86% 67%
Neutral 14% 12% 9% 14%
Poor/very poor 9% 8% 5% 19%

35 These results are based on 1,199 surveys at Access, 930 at Pre-Planning, 5,531 at Planning and 9,444 at Reassessment, which is 17,104 in total.
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Participant and family/carer outcomes

3.3 Participant satisfaction

Satisfaction across the four stages of the pathway?®

Stage One: Access Stage Two: Pre-Planning [] Prior quarters [1] Q1 2023-24
100% 97% 98% 100% 95% 95%
86% 86% NI 86% 87% O 81%
80% s VT 78% 78% 80% N7 N 78% " .
=N Vi /\\\\/ /\//\\ /\//\\\/ N 67% 7\14)
/N N/ N7/ = <1, \‘\ / 1A
60% \\</\\//< 1 /\::/‘\ /// : % 60% >\ N /// \ N //// | \j//\\\ ///\\\3
/// //T\\\ LT \//\// AN < ~
40% Y /N7 >, 40% ISDY WA O WA
7\\\“/ \/\\71 /////\ /// s 2 y \/ s ’/: , //:\’
20% = e S0/ 20% A S Y X
\/\/i //\//\ /\/// \\ \// /\ /// \/// \ /// \:
0% 3 A \r 0% Y N VS e
) PSRN —, ) | P P s s
Are you happy with how Was the person from the Do you understand what will Did the person from the  Did you understand why Were decisions Are you clear on
coming into the NDIS has gone? NDIS respectful? happen next with your plan? NDIS understand how your  you needed to give the about your plan what happens next
disability affects your life?  information you did? clearly explained? with your plan?
Stage Three: Planning Stage Four: Plan Reassessment
100% 91% 92% 97% 98% o\ 90% 100%
T \) 88% > 83% 84% \ 84% 83% 86%84%
80% WA LI " oI 80% 77% 75% AN 7
A L o) DA /7 =7 N
RS - <N <N NANA \ / .
60% S 7 A0 Sy 60% X7k R =0
R N Sy K N D (1
40% AT W 1) M 40% I\ < PLL Wl
N /TN 1N/ /N7 N ", 24,
7 7 NG A\ NEIBS N 1\
509 t g ) Sy 0% PR 52 A=
’ 73N TN AT N ° A NS EN
N A N7y N/ N AN U
0% Sl 2 % 7 7/ 0% \ 7 N Ny
Did the person from the  Did you understand why Were decisions Are you clear on Did the person from the NDIS Did you feel prepared for Is your NDIS plan helping
NDIS understand how your  you needed to give the about your plan what happens next understand how your disability your plan reassessment? you to make progress
disability affects your life? information you did? clearly explained? with your plan? affects your life? towards your goals?

36 Prior quarters include responses from 1 October 2020.
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Participant and family/carer outcomes

3.4 The NDIS National Contact Centre (NCQC) m

In the September 2023 quarter, the transformation of the NCC continued with the For the whole of quarter results:
ongoing recruitment of staff for the insourced contact centre, implementation of
a new contact centre technology platform, process changes to improve first contact
resolution, further rollout of specialised queues and implementation of a revised

Customer experience remained strong, with 91% of post call survey respondents
scoring their experience with the NCC as ‘High’ or ‘Very High'.

training program. These deliverables saw an improvement to grade of service, and « Call volumes continued to increase in the September 2023 quarter, with 321,508
a high level of customer satisfaction and first contact resolution in the September calls received, up 10% from the previous quarter. Call answering performance
2023 quarter. improved to 85% of calls answered in 60 seconds. This was an increase from the
The NDIS NCC provides personal and high-quality services and information about the previous quarters result of 64% and is a result of improved staffing against demand.

NDIS. Specialist teams have been created to respond to service requests, supported .
by improved training and redesigned processes. The most complex enquiries will be
answered by NDIA staff through a partial insourcing of contact centre roles. The NCC

has implemented a new contact centre technology platform and a dedicated phone ~ *+  Webchat functionality continues to see significant growth with 35,531 webchats
line for Government appointed advocates, guardians, and trustees was launched offered for the quarter, up 14% from the previous quarter. 83% of all webchats
this quarter. received were answered within 20 seconds (80% target).

The average speed of answer for telephony contacts was 28 seconds, a 55 second
improvement from last quarter.

« Email enquiries continued to increase in the first quarter, with 274,009 emails
received, up 5% from the previous quarter. For the September 2023 quarter,
60% of email enquiries were answered within two business days (90% target).
99% of email enquiries were responded to within 3 business days, the average
wait time for email responses was 1.8 business days. No complaints on email
wait times were received.
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Participant and family/carer outcomes

3.4 The NDIS National Contact Centre (NCQC)

Quarterly telephony grade of service, average speed of answer and customer Quarterly webchat grade of service and offered chat volume
experience results

350,000 100% 40,000 100%
92% 92% 92% 91% 87% 47%
86% _...-=" - 90% 0 0 90%
300,000 | 83% 78% 8?:%9______}?_% .................. - 35,000 ~~<<_ 80% S~mes]82% 8’52/‘1~ 81% 83%
e DS S TR S B O URNPPPPPCPPUPRINNPPPPPPPPPNIPOI o O 0| SOTEEEN al.. o e N Gy e nerneneraneaenaaaanns P eiearaeans e S z Tt — e TS 80%
| R T 45, 80% L3N P S 75% =2
79% ™ 7% s et 30,000 Ssel 71%,7 TSN
250,000 N 70% N 70%
Sse - 69%]~~~ o
s N 25,000
200,000 64% 63% eun 60% 0%
60% >, o

o e 50% 20,000 50%

150,000 45% 40% 15.000 40%

100,000 30% 10.000 30%

318,590 268,959 280,639 253,645 264,486 239,542 290,138 293,284 321,508 20% ’ 20%
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[] Calls offered -+ Service level target (80%) [ ] Webchats offered == Grade of service (within 20 seconds)
— Average speed of answer (mins)  --- Service level - calls answered within 60 seconds -+ Grade of service target (within 20 seconds)

--- Customer Experience Rating - 'High' or 'Very High'
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Providers and the growing market

4.1 Support categories m

The largest support categories are core support for daily activities, core support for social and community participation,
and capacity building for daily activities.

$36.6bn in support has been provided in the 12 months to 30 September 20233’ The largest support categories are core

. daily activities (52% of total payments), core social and community participation (22% of total payments), and capacity building
The prowder market daily activities (therapy services) (13% of total payments). Core daily activities includes participants in SIL. $9.4bn of the
continues to grow. $19bn payments on core daily activities in the 12 months to 30 September 2023 was for payments for participants in SIL.

Total payments from 1 October 2022 to 30 September 2023

Support category Total payments (in $m) % of total payments
Core - daily activities 19,064 52.1%

Core - community 8,103 22.2%

Core - consumables & transport 1,436 3.9%
Capacity building - daily activities?® 4,611 12.6%
Capacity building - other 2,320 6.3%

Capital 1,023 2.8%

Total* 36,566 100.0%

37 This represents total payments on a cash basis (including payments made under in-kind arrangements). On an accrual basis, total payments were $37.1 billion.
38 Includes therapy services.
39 Total includes $8m of payments with no support category.
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Providers and the growing market

4.2 Plan management types

There has been a significant shift in plan management, with an increasing number of participants choosing to use a plan
manager rather than have the Agency manage their plan.

Over the past two years, the proportion of participants who:
+ Self-manage all or part of their plan has been broadly stable, decreasing from 31% to 29%
« Use a plan manager has increased from 51% to 61%

Have an Agency-managed plan has decreased from 18% to 10%.
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Providers and the growing market

4.2 Plan management types

More participants who have entered the Scheme in more recent years have chosen to use a plan manager for most or some
of their supports. This is a key driver of the increase in the number of participants with plan managers. Out of 174,275 active
providers in the September 2023 quarter, 8,877 providers provided support to Agency-managed participants and 173,546
providers provided support to plan-managed participants.#?

There have also been changes in payments over the past two years across these three plan management types:
+ Self-management has remained between 12% and 13%
« Payments managed by a plan manager have increased from 42% to 55%

« Agency-managed payments decreased from 45% to 34%.

40 The number does not include plan managers who received only payment for plan management fees.
41 The number includes plan managers who are providing Agency-managed supports.
42 A plan manager may give support to both Agency-managed and plan-managed participants. There is an overlap of 8,148 providers between these categories and the number of active providers by plan management type add up to more than 100 per cent.
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Providers and the growing market

4.2 Plan management types

In the September 2023 quarter, of the $9.9bn in payments, $1.2bn was self-managed (12%), $5.4bn was managed
by a plan manager (55%), and $3.3bn was Agency-managed (34%)*.

The proportion of plan management types differs by support category, in the first quarter of 2023-24:
« Payments for participants in SIL receiving core daily activities support were $2.5bn.
- Of this, S1m was self-managed (less than 1%), $529m was managed by a plan manager (21%),
and $2.0bn was Agency-managed (79%).
Payments for participants not in SIL receiving core daily activities support were $2.6bn.
- Of this, $364m was self-managed (14%), $1.8bn was managed by a plan manager (71%),
and $375m was Agency-managed (15%).
« Payments for participants receiving core social participation support were $2.3bn.
- Of this, $196m was self-managed (9%), S1.7bn was managed by a plan manager (75%),
and $385m was Agency-managed (17%).
Payments for participants receiving capacity building daily activities support (therapy supports) were $1.3bn.

- Of this, $371m was self-managed (29%), $828m was managed by a plan manager (64%),
and $100m was Agency-managed (8%).

43 Includes cash and in-kind payments.
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Financial sustainability

5.1 Total payments m

/ Total Scheme payments continue to increase due to both increased participant numbers and higher average cost per
@ participant.
j Total payments have increased over the last four years, from $10.5 billion in the year to 30 June 2019 to $35.2 billion in the
. year to 30 June 2023. The payments in the 3 months to 30 September 2023 were $10.1 billion.** The increasing number of
A ﬂnancmlly participants benefitting from the Scheme is a contributing factor to the increase in payments.
sustainable Scheme
achieves participant Total payments (Sm) for financial years ending 30 June*
outcomes across M
o e . . 35,193
their lifetimes, and is 35,000
affordable now and 30,000 28,631
into the future. 25,000 23,348
15,000
10,460
10,000 10\,?9?
N7/
5,000 DY
\_ 7
N
0 .
2019 2020 2021 2022 2023 2024YTD

44 This compares to $8.2 billion in the 3 months to 30 September 2022.
45 Total scheme costs are presented by financial year on an accrual basis, sourced from the NDIA Financial Accounts. The Scheme costs figure is made of total Scheme expenses, less Scheme grant payments, write-downs and write-offs.
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Financial sustainability

5.2 Average and median payment trends

Average and median payments per participant have increased by 6.2% and 4.2% Average and median payments for years ending 30 September
per annum respectively over the last three years.
70,000
In the NDIS, the average payment per participant is higher than the median 6.2% increase 61,800
payment due to a skewed distribution with a small number receiving very high cost 60,000 51600 peranntm 54,400 56,400
supports and a large number receiving low cost supports. Between 1 October 2019 50,000 '
and 30 September 2023, average payments increased by 6.2% per annum and
median payments increased by 4.2% per annum. 40,000
30,000

Trends in average and median payments are affected by changes in the profile 42% increase
of participants in the Scheme over time. Average payments are much higher for 20,000 16,000 Per annum 17,500 17,200 18§00
’ [
[ ]

participants in SIL than those not in SIL, and for adults compared to children. 10,000

Over the past four years, the proportion of participants under 15 years of age has .

increased, while the proportion of participants in SIL has decreased. This changing

. ' , 2020 2021 2022 2023
mix reduces the average and median payment, all else being equal.

[ ] Average payment e Median payment
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Financial sustainability

5.3 Average plan budget trends

Average plan budgets have also increased over time for the same cohort of participants.

The mix of participants has changed over time, so it’s important to understand trends in average plan budgets for the
same group of participants. Figure below shows that average plan budgets increase for each subsequent plan.

For example, average plan budgets for participants who have entered the Scheme in the year ending 30 June 2018,
increased from $59,000 for their first year to $106,100 for participants who have been in the Scheme for 6 years.

Average plan budgets by vears of entry ending 30 June, and number of years in Scheme
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Financial sustainability

5.3 Average plan budget trends

Plan reassessments and plan budgets variations

] ) ) Annualised percentage change in plan budgets for active participants*’
Plan reassessments can result in plan budgets varying for a variety of reasons, such

as one-off capital items or investment in capacity building. The NDIA has published 35%

an Operational Guideline on Plan Reassessments*® which details the reasons why 30%

a new plan could be different to a current plan. 25% 7

Plan inflation 20% 6 4% L0% 4.6%

In the September 2023 quarter, total plan inflation was 5.5%, or 15.1% per annum. 1% m 6.9% 1729
Of this, 15.1% was due to changes at plan reassessment and 9.7% was due to 10% 1% 5.4% 8.1% 1% 579, 73%
changes within a plan between reassessments. This compares with plan inflation 5% 32%  23% . o;% 63% 163%

of 12.3% per annum in June 2023 and 13.0% per annum in March 2023. Inflation oo 120% 233% 100% R0% }E‘ @ | 2% 20%) [W5%) D% 7% B3% [0% BA%
occurring at plan reassessment was 5.4% per annum which compares with 4.7% per ~ -5% ST

annum in June 2023, and 5.3% per annum in March 2023. Inflation occurring within “Qgr Jzu(? Sze()p Dz%c “Q‘ir Jzuln Szelp Dzef “Q‘;r Jzuzn Szezp Dzezc “Q‘;r J2u3n 52e3p
a plan, between reassessments (excluding indexation) was 7.3% per annum which

compares with inflation of 7.7% per annum in June 2023 and March 2023. [ Interplaninflation [ ]Intraplan inflation [l Indexation

46 https://ourguidelines.ndis.gov.au/your-plan-menu/changing-your-plan
47 Improvements have been made to the committed supports model in the new Information and Communications Technology (ICT) system commenced in Tasmania in the December 2022 quarter. This has resulted in a one-off
change in the historical inflation rates. In addition, indexation adjustments have been applied to the September 2020 and December 2020 quarters. This led to the one-off change in the inflation rates for these quarters.
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Financial sustainability

5.3 Average plan budget trends

At the individual level, plan budgets can vary significantly. When looking at
experience in this financial year (from 1 July 2023 to 30 September 2023),
taking account of total plan inflation, plans were more likely to increase rather
than decrease.

Specifically“s:

+ 59% of plans increased at reassessment by more than 5%

+ 16% decreased by more than 5%

e 26% remained within 5%

48 Numbers sum to more than 100 per cent due to rounding.

Distribution of the percentage change in

lan budagets for

lans reassessed in this

financial year (1 July 2023 to 30 September 2023)*°

30%

25% |

10,312 (16%) reassessments
with 5%+ deflation

20% |

15%

10%
5%

0% |

9%

0.2 0.3 0.6 1.2

below -80%  -65%  -50%  -35%  -20% |
-80% t0-65% t0-50% to-35% to-20% to-5% !

2%

0% 1% ° i

0% = o= [ |
2.4 56 @ 6.1

20%
17%
9%
109 | 135
-5% 0% 5%
to 0% to5% ! to 20%

38,708 (59%) reassessments
with 5%+ inflation

17%

8%

6%
4% 30

5.6 3.8 2.7 21 110

20% 35% 50% 65% above
to35% to50% to65% to80%  80%

Change in average plan budget - percentage

49 The number of plan reassessments (in thousands) in each inflation percentage band is shown at the bottom of each bar in the chart. The corresponding percentage of plan reassessments in each band is shown at the top of each bar in the chart.
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Financial sustainability

5.4 Operating expenses

Operating expenses per participant have reduced over the last four years.

In addition to the money spent through participant plans on supports for participants, the NDIA receives funding for its
operating expenses, including paying staff wages. NDIA operating expenses have increased from $1,310 million in 2018-19
to $1,830 million in 2022-23. As a percentage of participant expenditure, operating expenses have decreased from 12.5%
in 2018-19 to 5.2% in 2022-23. The Productivity Commission in their 2017 Study report>° suggests a range of 7-10% as an
appropriate benchmark for NDIA operating costs.

Operating expenses as a percentage of participant costs for years ending 30 June

14% 12.5%
($1.31b)
12%
100/0 8.6%
($1.51b)
8% 6.3%
($1.48b) 5.6% 5.2% 5.0%
6% ($1.59b) ($1.83b) ($0.51b)
4% Ui
/\\\ /\//\//
2% U
QY i\‘/\
0% LAz
2019 2020 2021 2022 2023 2024YTD

50 https://www.pc.gov.au/inquiries/completed/ndis-costs#report
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Financial sustainability

5.4 Operating expenses

Over time, the NDIA has increased efficiency. The annualised operating cost per participant has reduced by 44% since 2018-19,
from $5,717 to $3,195 in 2022-23.

Operating expense per participant for years ending 30 June®'*2

7,000
$5,717 ’ 20
600,000 5345655 R $6,000
500,000 $4,455 466,619 A $5,000
BN
400,000 391,999 $3,450 Lol 54,000
~—___ $3176 $3,195 33,275
300,000 286,015 T $3,000
= N7
200,000 OAL - $2,000
\//\\ N
100,000 SIA - $1000
120N
0 AN $0
2019 2020 2021 2022 2023 2024YTD

[ ] Active participants at 30 September — Operating expenses per participant

51 The annualised operating cost per participant for 2024YTD is expected to drop given the seasonality in operating expenses.
52 The average number of participants is taking a simple average of the two periods (opening and closing) on active participants. Cost per participant uses these average participant numbers as the denominator.
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Copyright and use of the material in this document
Copyright in the material in this document, with

the exception of third party material, is owned and
protected by the National Disability Insurance Agency.
The material in this document, with the exception

of logos, trademarks, third party material and other
content as specified is licensed under Creative Commons
Attribution Non-Commercial No Derivatives (CC BY NC
ND) licence, version 4.0 International. You may share,
copy and redistribute the document in any format. You
must acknowledge the National Disability Insurance
Agency as the owner of all intellectual property rights in
the reproduced material by using ‘© National Disability
Insurance Agency’ and you must not use the material
for commercial purposes.

Reproduction of any material contained in this
document is subject to the CC BY NC ND licence
conditions available on the Creative Commons Australia
site, as is the full legal code for this material.

The National Disability Insurance Agency expects that
you will only use the information in this document to
benefit people with disability.

National Disability Insurance Agency

(%) Telephone 1800 800 110

Webchat ndis.gov.au

Follow us on our social channels

0000

For people who need help with English

TIS: 131 450

For people who are deaf or hard of hearing

TTY: 1800 555 677
(7)) Speak and Listen: 1800 555 727

National Relay Service: relayservice.gov.au


https://ndis.gov.au
https://ndis.gov.au
https://www.accesshub.gov.au/about-the-nrs
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