Appendix A:
Key definitions

Aboriginal and/or Torres Strait Islander:
Response of: Aboriginal but not Torres Strait
Islander; or Australian Aboriginal; or Torres Strait
Islander.

Access request: A formal request by an
individual for a determination of eligibility to
access the Scheme.

Access requirements: The criteria someone
must meet to become a participant in the NDIS.
The access requirements are: age (under 65
years); residency (live in Australia and be an
Australian citizen or have paperwork to live here
permanently); disability: a disability which is
permanent and significant, or early intervention
(support is required early to help reduce the future
needs for supports).

Active participant: Those who have been
determined eligible and have an approved plan.
(There are also cases where a participant's plan
has expired and a new plan has not formally
commenced, but they have not exited the
Scheme. These individuals are also counted as
active participants.)

Active provider: An approved person or provider
of supports who have received payment for
supporting Agency-managed participants. They
may or may not be registered at the reporting
date.

Administrative Appeals Tribunal (AAT): An
independent body that conducts reviews of
administrative decisions made under
Commonwealth laws.

Assistive Technology (AT): The full range of
technological solutions that allow people with
disability to be more independent and more
connected. The primary purpose of AT is to
maintain or improve an individual’'s functioning and
independence to make participation possible (at
home, school, workplace and/or community) and
to enhance overall well-being.

Bilateral Agreement: An agreement between the
Commonwealth and a State or Territory that
formalises the commitments of each party during
the Scheme rollout.
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Bilateral estimates: Estimates for the number of
people expected to enter the NDIS by quarter in
each State and Territory. These figures are
estimates only.

Carer: Someone who provides personal care,
support and assistance to a person with a
disability and who is not contracted as a paid or
voluntary worker.

Culturally and Linguistically Diverse (CALD):
Country of birth is not Australia, New Zealand, the
United Kingdom, Ireland, the United States of
America, Canada or South Africa, or primary
language spoken at home is not English.

Committed support: The cost of supports
contained within a participant’s plan, approved to
be provided to support a participant’s needs. In
some sections of this report, this amount is
annualised to allow for comparison of plans of
different lengths.

Early Childhood Early Intervention (ECEI): An
approach which supports children aged 0-6 who
have developmental delay or disability and their
families/carers. Depending on individual
circumstances a child may move through the ECEI
program to become an NDIS participant on either
an s.24 Permanent Disability (PD) or s.25 Early
Intervention (EIl) participant.

In-kind: Existing Commonwealth or State/Territory
government programs delivered under existing
block grant funding arrangements.

Mainstream services: The government systems
providing services to the Australian public e.g.
health, mental health, education, justice, housing,
child protection and employment services.

Market: Under the NDIS, the market is the place
where participants and providers interact to trade
for disability supports.

National Disability Insurance Agency (NDIA):
The Commonwealth government organisation
administering the NDIS. In this report the NDIA is
also referred to as ‘the Agency'.
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National Disability Insurance Scheme (NDIS): A
new way of providing support for Australians with
disability, their families and carers. In this report
the NDIS is also referred to as ‘the Scheme'.

Outcomes framework questionnaires: One way
in which the Agency is measuring success for
people with disability across eight different life
domains.

Payment: Made to participants or their nominees
for supports received as part of a participant’s
plan, and to providers on behalf of participants as
part of a participant’s plan.

Participant: An individual whose access request
has been determined ‘eligible’. A participant can
be made eligible under the permanent disability
criteria of the NDIS Act (s.24) or the early
intervention criteria of the NDIS Act (s.25).

Participant requested review (PRR): A review of
a participant’s plan requested by the participant
under the NDIS Act (s.48).

Participant Provider Pathway: The process by
which participants, their families, carers and
providers interact with the NDIS.

Plan: A written agreement worked out with each
participant, stating their goals and needs and the
reasonable and necessary supports the NDIS will
fund for them.

Pricing: Guidance on the price to be paid for each
support item. For some items, such as personal
care and community access, the amount indicates
the maximum price the Agency will pay for that
support.

Revenue: The amount received from both
States/Territories and the Commonwealth
governments for participant supports as outlined in
the bilateral agreement. This includes both cash
and in-kind amounts.

Review of a Reviewable Decision (RoRD): An
internal review of a decision the NDIA has made
about participants under the NDIS Act (s.100).

Registered provider: An approved person or

provider of supports that has met the National
Quality and Safeguards.

March 2021 | NDIS Quarterly Report to disability ministers

Specialist Disability Accommodation (SDA):
Accommodation for people who require specialist
housing solutions, including to assist with the
delivery of supports that cater for their extreme
functional impairment or very high support needs.

SDA does not refer to the support services, but
the homes in which these are delivered. SDA may
include specialist designs for people with very high
needs or may have a location or features that
make it feasible to provide complex or costly
supports for independent living.

Supported Independent Living (SIL): Help with
and/or supervision of daily tasks to develop the
skills of an individual to live as independently as
possible. Assistance provided to a participant will
be included as part of their plan depending on the
level of support they require to live independently
in the housing option of their choice.
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Appendix B:

Scheme roll-out: Timing and locations

Figure B.1 outlines the timeline and roll-out of the NDIS.

Figure B.1 NDIS roll-out schedule

1 July 2016

Transition to full scheme commenced

1 July 2013
The NDIS became operational with
the commencement of trial sites:

2013: NSW: Hunter TAS: 15-24yrs

VIC: Barwon Sa: 0-14yrs

Followed by:

2004: ACT WA: Perth Hills NT: Barkly

2015: NSW: Nepean Blue Mountains 0-17yrs
2016: QLD: Townswille & Charters Towers
0-17yrs & Palm Islond 0-64yrs

NSW: Central Coast, Mew England, Morth Sydney
South Western Sydney, Southerm NSW, Western
Sydney, remaining Hunter & Nepean Blue
Mountains regions VIC: Morth East Melbourne
TAS: 12-24yrs

1 October 2016
QLD: Townsville

1 November 2016 O
QLD: Mackay

2017

1 January 2017 'O'
QLD: Toowoomba NT: Darwin Urban

[eligible clients in supported accomodation)

& East Amhern TAS: 25-28yrs SA: 15-17yrs

WA: Bayswater, Bassendean, Chittering, Toodyay,
York & Mortherm LGAs VIC: Central Highlands
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() 1 May 2017

VIC: Loddon

{0 26 May 2017

QLD: [pswich
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1 July 2017
NSW: Far West, lllawarra Shoalhaven, Mid North Coast,
Murrumbidgee, Northern NSW, South Eastern Sydney,
Sydney & Western NSW NT: Alice Springs LGA (eligible
clients in supported accomodation), Katherine & Darwin
Remote TAS: 4-11yrs SA: 18+yrs for Barossa, Light and
Lower North, Playford, Salisbury & Port Adelaide Enfield
(East) LGAs

1 November 2017 O

——iD) 1 September 2017

QLD: Bundaberg

© 1 0ctober 2017
VIC: Inner Gippsland, Western District &
Ovens Murray SA: 18+yrs for Limestone

VIC: Inner & Outer Eastern Melbourne
QLD: Rockhampton

1 January 2018

Coast, Murray & Mallee, Tea Tree Gully LGA

TAS: 29-34yrs SA: 18+yrs for Eyre & Western, Far North,
Fleurieu & Kangaroo Island, Southern Adelaide, Yorke &
Mid North

1 September 2018 ()

—O 1 March 2018

VIC: Hume Moreland

——iD) 1April 2018

VIC: Bayside Peninsula SA: 18+yrs for
Adelaide Hills, Eastern Adelaide & Western
Adelaide

D) 1July2018

QLD: Beenleigh, Brisbane, Cairns,
Maryborough & Robina WA: South Metro &

VIC: Southern Melbourme WA: South West

Central South Metro TAS: 0-3yrs & 35-49yrs
NT: Central Australio; remaining participants in
Alice Springs & Darwin Urban

1 October 2018
WA: Kimberley-Pilbaro, Goldfields-Esperance

& North Metro VIC: Brimbank Melton
& Western Melbourne
1 January 2019 O
QLD: Caboolture/Strathpine & Maroochydore
VIC: Goulburn, Mallee & Outer Gippsland
TAS: 50-64yrs
1 July 2019
WA: Great Southern, Central North Metro,
Midwest-Gascoyne & South East Metro
2020
31 March 2020
1 July 2020
J Uly 2020 Christmas Island and the Cocos (Keeling) Islands

Transition to full Scheme achieved

The NDIS is available to all eligible
Australian residents
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Appendix C:
Approved plans and children in the ECEI gateway

Table C.1 compares plan approvals (including ECEI) with bilateral estimates. With the exception of WA, there
are no bilateral estimates for 2020-21. The scheme to date bilateral estimates for WA are as at 31 March
2021, for NT are as at 30 June 2020, and for all other States/Territories are unchanged from 30 June 2019.

A detailed summary of 0-6 year olds participants in the Scheme by State/Territory is also included in Table
C.2, including children in the ECEI gateway.

Table C.1 Plan approvals to date (including children receiving initial supports in the ECEIl gateway) compared to bilateral
estimates 12345

Comparison

All plans All plans forall plan

. approved approved Total gpprovals

State/Territory (excl. (incl. bll.ateral (|nc|.'ECEI)
ECEI) estimates .Wlth

bilateral

estimates
NSW 147,823 3,983 151,806 141,957 107%
VIC 124,688 2,397 127,085 105,324 121%
QLD 89,448 3,053 92,501 91,217 101%
WA 39,012 426 39,438 40,062 98%
SA 41,852 499 42,351 32,284 131%
TAS 10,485 208 10,693 10,587 101%
ACT 9,802 118 9,920 5,075 195%
NT 4,156 155 4,311 6,545 66%
Total 467,266 10,840 478,106 433,051 110%

1 All plans approved includes participants who have exited the Scheme since receiving an initial plan, in line with the measurement of
progress against bilateral estimates.

2 State/Territory in this table is defined by the address of first plan approval of the participant, in line with the method used to measure
progress against bilateral estimates. Under this original definition of jurisdiction, there are no participants recorded under Other
Territories.

3 The definition used to report on children being supported in the ECEI gateway is the number of children receiving initial supports. Initial
supports include any early childhood therapy supports and/or mainstream referrals.

4 These results do not differentiate between approved plans for participants who met Section 25 of the NDIS Act for access (Early
Intervention), compared with plans for those who met Section 24 of the NDIS Act for access (Permanent Disability). Table E.5 shows
numbers of active participants split into these Early Intervention and Permanent Disability categories.

5 There is one child receiving initial supports in the ECEI gateway at 31 March 2021 with Missing jurisdiction information. This individual
is not shown separately in the State/Territory results, but is included in the National totals.
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Table C.2 Summary of children aged 0-6 who have approached the Scheme for support by jurisdiction and status ¢ 7

Access met Access request (no decision) Others in the ECEI
Active but yet to gateway
approved have an
plans (ages approved
0-6asat3l plan(@ges ipinitial  VIOUL not in with initial  Vithout
March 06asat3l | gypports initial gateway supports initial
2021) March supports supports
2021)
NSW 22,311 686 556 <11 200 3,427 125 27,311
VIC 20,538 1,320 459 26 129 1,938 229 24,639
QLD 14,627 743 391 <11 211 2,662 84 18,726
SA 5,489 257 114 <11 59 385 <11 6,307
WA 4,382 354 97 <11 48 329 29 5,241
TAS 1,409 50 33 <11 123 175 14 1,805
ACT 1,202 26 22 <11 <11 96 <11 1,352
NT 783 55 24 <11 25 131 <11 1,021
oT <11 <11 <11 <11 <11 <11 <11 <11
Missing <11 <11 <11 <11 <11 <11 <11 <11
Total 70,745 3,491 1,696 43 801 9,144 487 86,407

5 This table includes 180 children aged over 6 receiving initial supports in the gateway as at 31 March 2021, and a further 33 children

aged over 6 who are in the ECEI gateway but not receiving initial supports.
7 Initial supports include any early childhood therapy supports and/or mainstream referrals.
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Appendix D:
Outcomes Framework Questionnaires

About the outcomes framework questionnaires

The NDIS outcomes framework questionnaires measure the medium and long-term benefits of the Scheme
on participants. These questionnaires are one way the NDIA is measuring scheme outcomes. These
guestionnaires include baseline measures for assessing future outcomes. Baseline measures were collected
from 99% of participants who received their initial plan since 1 July 2016.

The information collected from participants and their families and carers tracks how participants are
progressing across eight life domains:

e Choice and Control: Includes independence, decision-making and whether the participant would
like to have more choice and control in their life.

e Relationships: Relates to whether a participant has someone to call on for practical advice or
emotional support, about contact with family and friends and about relationships with staff.

e Health and Wellbeing: Relates to health, lifestyle and access to health services.
e Work: Explores participants’ experiences in the workforce and goals for employment.

o Daily Living Activities: Explores how independent participants are in nine areas of daily living, for
example shopping and home cleaning.

o Home: Relates to participants’ satisfaction in their home now and in five years’ time, and whether
they feel safe.

e Lifelong Learning: Includes educational, training and learning experiences.

e Social, Community and Civic Participation: Relates to hobbies, volunteering, involvement in
community, voting, leisure activities and whether the participant feels they have a voice.

The outcomes framework questionnaires adopt a lifespan approach to measuring outcomes, recognising that
different outcomes will be important to participants at different stages of their life. The information is collected
as participants enter the Scheme, and as their plans are reviewed, so that the Agency can track the type of
supports that lead to the best outcomes.

March 2021 | NDIS Quarterly Report to disability ministers 107



Appendix E:
National

Part One: Participants and their plans

Table E.1 Active participants by quarter of entry — National 8
Total Total

2020-21 Q3 excluding ECEI including
ECEI ECEI

National 430,854 19,144 449,998 10,840 460,838

Prior
Quarters

Table E.2 Active participants by quarter of entry, plan and entry type — National °
Prior

Qe 2020-21 Q3 Total

Access decisions 547,719 26,297 574,016
Active Eligible 443,221 19,383 462,604
New 220,719 18,031 238,750
State 182,339 725 183,064
Commonwealth 40,163 627 40,790

Active Participant
Plans (excl ECpEI) 430,854 19,144 449,998
New 211,599 17,552 229,151
State 179,821 824 180,645
Commonwealth 39,434 768 40,202
/;f;':’se Participant 440,414 29,984 460,838
Early Intervention (s25) 101,078 7,982 109,060
Permanent D'S"’Ezg'z 329,776 11,162 340,938
ECEI 9,560 10,840 10,840

Table E.3 Exits from the Scheme since 1 July 2013 as at 31 March 2021 — National

Total participant exits 17,268
Early Intervention participants 3,619
Permanent disability participants 13,649

8 The definition used to report on children being supported in the ECEI gateway is the number of children receiving initial supports. Initial
supports include any early childhood therapy supports and/or mainstream referrals.

9 The definition used to report on children being supported in the ECEI gateway is the number of children receiving initial supports. The
number of children supported in the ECEI gateway cannot be summed across quarters as they can transition to NDIS plans, hence the
ECEI figure shown is cumulative.
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Table E.4 Cumulative numbers of active participants by services previously received — National ° 1

Participant cohort

State Commonwealth New ECEI Total
End of 2016-17 53,584 5,355 30,671 6,134 95,744
End of 2017-18 102,764 16,487 53,082 7,768 180,101
End of 2018-19 161,555 28,020 96,440 5,312 291,327
End of 2019-20 Q1 167,574 30,131 114,069 2,473 314,247
End of 2019-20 Q2 172,166 32,361 134,455 2,678 341,660
End of 2019-20 Q3 175,691 35,049 154,139 5,542 370,421
End of 2019-20 Q4 178,999 37,432 175,568 8,197 400,196
End of 2020-21 Q1 179,990 38,576 193,977 8,639 421,182
End of 2020-21 Q2 180,611 39,534 212,504 9,560 442,209
End of 2020-21 Q3 180,645 40,202 229,151 10,840 460,838

Table E.5 Cumulative numbers of active participants by entry into the Scheme — National 12 1314 15

Participant cohort

ntervention _Disainy __ECF  Tot
End of 2016-17 21,285 68,325 6,134 95,744
End of 2017-18 32,597 139,736 7,768 180,101
End of 2018-19 52,065 233,950 5,312 291,327
End of 2019-20 Q1 59,968 251,806 2,473 314,247
End of 2019-20 Q2 68,751 270,231 2,678 341,660
End of 2019-20 Q3 76,629 288,250 5,542 370,421
End of 2019-20 Q4 85,518 306,481 8,197 400,196
End of 2020-21 Q1 93,833 318,710 8,639 421,182
End of 2020-21 Q2 102,048 330,601 9,560 442,209
End of 2020-21 Q3 109,060 340,938 10,840 460,838

Table E.6 Assessment of access by age group — National *®

Prior Quarters 2020-21 Q3 Total
0, 0,
Number of ac/:::gs Number of ac/::g;s Number of % of access
Age Group access . access . access decisions
P decisions decisions - eligible
eligible eligible

0to6 121,818 97% 7,149 96% 128,967 97%
7t014 91,447 88% 3,596 80% 95,043 88%
15t0 18 31,693 90% 1,065 81% 32,758 90%
19to 24 28,987 90% 690 70% 29,677 89%
25t0 34 37,996 87% 1,190 67% 39,186 86%
35to0 44 39,979 83% 1,377 63% 41,356 82%
45 to 54 51,810 78% 1,808 57% 53,618 7%
55 to 64 62,108 71% 2,511 54% 64,619 71%
65+ 3,504 61% 82 37% 3,586 60%
Missing <11 <11 <11

Total 469,345 86% 19,468 74% 488,813 85%

10 This table shows the total numbers of active participants at the end of each period.

11 Since 2019-20 QL1 the definition used to report on children being supported in the ECEI gateway is the number of children receiving
initial supports.

12 This table shows the total numbers of active participants at the end of each period.

13 Early Intervention: Participants who met Section 25 of the NDIS Act for access.

14 permanent Disability: Participants who met Section 24 of the NDIS Act for access.

15 Since 2019-20 Q1 the definition used to report on children being supported in the ECEI gateway is the number of children receiving
initial supports.

16 Proportions of access decisions eligible have decreased in recent quarters as less people from the existing State/Commonwealth
disability systems are transitioning into the NDIS. People (on average) in the existing State/Commonwealth disability systems have
higher support needs than people who approach the Scheme who have not previously received supports.
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Table E.7 Assessment of access by disability — National ¥’

Prior Quarters 2020-21 Q3 Total
‘ 0 0
Number of ac/((’:gs Number of ac/ocgs Number of % of access
Disability access . access . access decisions
decisions decisions .
met . met . met eligible
eligible eligible
Acquired Brain Injury 15,551 93% 529 85% 16,080 93%
Autism 143,140 96% 5,509 96% 148,649 96%
Cerebral Palsy 16,798 97% 170 81% 16,968 96%
Developmental Delay 36,725 97% 4,506 97% 41,231 97%
g‘:;’;' Developmental 9,271 99% 828 98% 10,009 99%
Hearing Impairment 22,073 88% 800 85% 22,873 88%
Intellectual Disability 93,243 95% 1,537 85% 94,780 95%
Multiple Sclerosis 8,483 88% 248 69% 8,731 87%
Psychosocial disability 47,758 72% 2,593 60% 50,351 71%
Spinal Cord Injury 5,339 95% 130 88% 5,469 94%
Stroke 7,094 84% 336 73% 7,430 84%
Visual Impairment 9,414 90% 222 66% 9,636 89%
Other Neurological 21,921 78% 751 67% 22,672 78%
Other Physical 20,930 46% 640 27% 21,570 45%
Other Sensory/Speech 3,996 51% 32 15% 4,028 50%
Other 2,976 40% 637 29% 3,613 38%
Missing 4,633 94% <11 4,633 94%
Total 469,345 86% 19,468 74% 488,813 85%

Note: In the below tables the percentage figures have been rounded. Therefore, the totals may not always add up to one hundred per
cent.

Table E.8 Participant profile per quarter by Aboriginal and Torres Strait Islander status — National

Prior Quarters 2020-21 Q3 Total

Participant profile N % N % N %
Aboriginal and Torres Strait Islander 29,062 6.7% 1,701 8.9% 30,763 6.8%
Not Aboriginal T i

ot Aboriginal and Torres Strait 322,656 74.9% 15,001 78.8% 337,747 75.1%
Islander
Not Stated 79,136 18.4% 2,352 12.3% 81,488 18.1%
Total 430,854 100% 19,144 100% 449,998 100%

Figure E.1 Number and proportion of Aboriginal and Torres Strait Islander participants over time incrementally (left) and
cumulatively (right) — National #

4,500 91% 000 gy 10-0% 45000 8.0%
) 6.7% 6.8%
4,000 7.9% 7.9% &% 9.0% 40,000 o1, 6:2% 6:4% &% S 7.0%
' ’ 30,763 6.0%
7.0% 29,187
3,000 589 - . 30,000 27,344 5.0%
25,444 .0%
6.0% i
2,500 25,000 1102t
1856 1,964 1,994 1,914 5.0% 18,952 ' 4.0%
2,000 1641 ' 1,770 1701, 0% 20,000 17,223
. 0% 15,174
1,500 13355 15,000 18,261 0%
1,112 3.0% 10.17711'465
8,569 2.0%
1,000 2.0% 10,000
500 1.0% 5,000 1.0%
0 0.0% 0 0.0%
0 @ 0 © (=2} (=2} (=2} (=2} o o o o - 0 o) 0 0 (=2} o (=2} (=2} o o o o b=l
‘(E f = Qo js] ‘(G = Q. (s} E c Q. (s} ‘(G a c Q. (8] (‘E o Q [8] a c Q 8
= 3 8§ 4238846 3= 3 & 4 = § 5588558853828 ¢8
Aboriginal and Torres Strait Islander Aboriginal and Torres Strait Islander
=== Proportion of plan approvals (Incremental) ==& Proportion of plan approvals (Cumulative)
7 Ibid.

8 The incremental chart shows the number of new participants that have entered in each quarter. The cumulative chart shows the
number of active participants at the end of each quarter over time. Quarterly results are reported based on a rolling 3 year period.
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Table E.9 Participant profile per quarter by culturally and linguistically diverse (CALD) status — National

‘ Prior Quarters ‘ 2020-21 Q3 Total
Participant profile N % N % N %
Culturally and linguistically diverse 40,265 9.3% 2,000 10.4% 42,265 9.4%
(';'i:terc:;tura"y and linguistically 384,950 89.3% 17,143 89.5% 402,093 89.4%
Not stated 5,639 1.3% <11 5,640 1.3%
Total 430,854 100% 19,144 100% 449,998 100%

Figure E.2 Number and proportion of culturally and linguistically diverse participants over time incrementally (left) and
cumulatively (right) — National °

11.5% 11.4%
5,000 11.2% 1

0.9% 12.0% gy, 0L 9:2% 9:3% 93% 94%  10.0%
10.4% 10.5%10.5% 1 405, 8.7%
4,500 9.9% N 50,000 9.0%
0,
4,000 10.0% 8.0%
40,000
3,500 7.59 ' 7.0%
3,053 3,036 2880 3,074 3157 3,113 3151 8.0% °
3,000 ' 6.0%
30,000
2,500 2,257 2:3%6 2,310 5 97 6.0% 5.0%
2,000
2,000 4.0%
1,441 2.0% 20,000
1,500 3.0%
1,000 20% 10,000 2.0%
500 1.0%
0 0.0% 0 0.0%
o) oo} o) o] (<)) (o)) (22} o o o o o i fee) [ee] oo} o) o o (=) o o o o o —
o9 9 0% 9 o 9 9§ § g § d T o5 o o9 o 9 9§ q § q §
§ 5 8§ 885 8885 8 8 8 § 58 8555 8855 88
= S5 o o =2 S u o =2 S n o =2 = S5 o o =2 S o 0o =2 5 n o =2

Culturally and linguistically diverse Culturally and linguistically diverse

e Proportion of plan approvals (Incremental) = Proportion of plan approvals (Cumulative)

Table E.10 Number of active participants with an approved plan who are identified as Younger People in Residential Aged Care
(YPIRAC) as at 31 March 2021 — National %

‘ Total

Age group N
Under 45 94
45 to 54 568
55 to 64 2,679
Total YPIRAC

(under 65) 3,341

Figure E.3 Number of active participants in residential aged care with an approved plan over time incrementally (left) and
cumulatively (right) — National

800 45500
700 3,755
4,000 2508 359 3,700 3 3711 4615 sasa
600 3,500 3,341
3,084
500 454 3,000 2,781
2,457
400 53, 338 324 2,500 2,179
303
300 278 2000 184
200 1,500
104
100 58 55 1,000
0 44 99 -129 -142  5oQ
oo} ee) 0 [oe] (<)) (<2} (=] (=2} o o o o —
D vy S S S ‘g_ S o 0
-100 = c =% o - c Q 5} = c (5] =
2 3 88 2 3 88 2 3 8 8 2 T2 3 3 3 32 3 38 8 § § §
E c Qo E c Q E = Q. E
-200 g5 5 8% 58838353 38¢& &%
Participants in residential aged care (under 65) Participants in residential aged care (under 65)
19 Ibid.

20 There are a further 1,751 active participants aged 65 years or over who are currently in residential aged care.

21 The cumulative results are measured as the numbers of active participants in residential aged care at the end of each quarter. The
incremental results are the change in cumulative number of active participants in residential aged care each quarter. Quarterly results
are reported based on a rolling 3 year period.
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Table E.11 Participant profile per quarter by remoteness — National 22 2

Prior Quarters 2020-21 Q3

Participant profile N % N % N %
Major cities 292,901 68.0% 13,240 69.2% 306,141 68.0%
Population > 50,000 45,939 10.7% 2,091 10.9% 48,030 10.7%
gg’%‘ggt'on between 15,000 and 37,170 8.6% 1,515 7.9% 38,685 8.6%
Eg’%‘ggt'on between 5,000 and 20,425 47% 772 4.0% 21,197 47%
Population less than 5,000 28,066 6.5% 1,169 6.1% 29,235 6.5%
Remote 3,814 0.9% 202 1.1% 4,016 0.9%
Very Remote 2,495 0.6% 153 0.8% 2,648 0.6%
Missing 44 <11 46

Total 430,854 100% 19,144 100% 449,998 100%

Figure E.4 Number and proportion of remote/very remote participants over time incrementally (left) and cumulatively (right) —

National 24 2°
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2,000 1,

0.5%
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0.0% 0

1506 15% 1.5%
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22 The distributions are calculated excluding active participants with a missing remoteness classification.
2 This table is based on the Modified Monash Model (MMM) measure of remoteness.

24 1bid.

1.6%

1.4%

12%

1.0%

0.8%

0.6%

0.4%

0.2%

0.0%

% The incremental chart shows the number of new participants that have entered in each quarter. The cumulative chart shows the

number of active participants at the end of each quarter over time. Quarterly results are reported based on a rolling 3 year period.
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Table E.12 Participant profile per quarter by primary disability group — National 2 %’

Prior Quarters ‘ 2020-21 Q3 Total
Disability N % N % N %
Autism 138,719 32% 5,435 28% 144,154 32%
Intellectual Disability 88,329 21% 1,594 8% 89,923 20%
Psychosocial disability 43,363 10% 2,719 14% 46,082 10%
Developmental Delay 31,795 7% 4,171 22% 35,966 8%
Hearing Impairment 20,945 5% 755 4% 21,700 5%
Other Neurological 18,281 4% 757 4% 19,038 4%
Other Physical 17,752 4% 612 3% 18,364 4%
Cerebral Palsy 16,203 4% 189 1% 16,392 4%
ABI 13,931 3% 509 3% 14,440 3%
ngjl Developmental 8,420 2% 802 4% 9,222 2%
Visual Impairment 8,671 2% 226 1% 8,897 2%
Multiple Sclerosis 8,014 2% 249 1% 8,263 2%
Stroke 6,319 1% 327 2% 6,646 1%
Spinal Cord Injury 4,899 1% 146 1% 5,045 1%
Other 2,346 1% 617 3% 2,963 1%
Other Sensory/Speech 2,867 1% 36 0% 2,903 1%
Total 430,854 100% 19,144 100% 449,998 100%

Figure E.5 Participant profile by disability group over time incrementally (left) and cumulatively (right) — National 28
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%6 Since 2017-18 Q1, the disability groups Developmental Delay and Global Developmental Delay have been reported separately to the
Intellectual Disability group.
27 Down Syndrome is included in Intellectual Disability, representing 3% of all Scheme participants (11,361).
28 The incremental chart shows the distribution of new participants that have entered in each quarter. The cumulative chart shows the
distribution of active participants at the end of each quarter over time. Quarterly results are reported based on a rolling 3 year period.
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Table E.13 Participant profile per quarter by level of function — National 2

Prior Quarters 2020-21 Q3 Total

Level of Function N % N % N %
1 (High Function) 37,167 9% 3,790 20% 40,957 9%
2 (High Function) 755 0% 42 0% 797 0%
3 (High Function) 22,647 5% 1,295 7% 23,942 5%
4 (High Function) 27,544 6% 1,149 6% 28,693 6%
5 (High Function) 30,062 7% 1,456 8% 31,518 7%
6 (Moderate Function) 89,189 21% 4,411 23% 93,600 21%
7 (Moderate Function) 25,334 6% 797 4% 26,131 6%
8 (Moderate Function) 29,247 7% 1,237 6% 30,484 7%
9 (Moderate Function) 2,132 0% 83 0% 2,215 0%
10 (Moderate Function) 48,284 11% 1,849 10% 50,133 11%
11 (Low Function) 16,268 4% 271 1% 16,539 4%
12 (Low Function) 64,958 15% 2,159 11% 67,117 15%
13 (Low Function) 28,322 7% 542 3% 28,864 6%
14 (Low Function) 8,464 2% 55 0% 8,519 2%
15 (Low Function) 155 0% <11 163 0%
Missing 326 <11 326

Total 430,854 100% 19,144 100% 449,998 100%

Figure E.6 Participant profile by level
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Table E.14 Participant profile per quarter by age group — National
Prior Quarters ‘ 2020-21 Q3 Total

Age Group N % N % N %
0to6 64,048 15% 6,697 35% 70,745 16%
7t014 111,834 26% 3,632 19% 115,466 26%
15t0 18 32,996 8% 1,065 6% 34,061 8%
19to 24 36,336 8% 670 3% 37,006 8%
25to0 34 38,984 9% 1,182 6% 40,166 9%
35to 44 35,996 8% 1,432 7% 37,428 8%
45 to 54 44,154 10% 1,845 10% 45,999 10%
55 to 64 51,363 12% 2,425 13% 53,788 12%
65+ 15,143 4% 196 1% 15,339 3%
Total 430,854 100% 19,144 100% 449,998 100%

2 The distributions are calculated excluding participants with a missing level of function.
30 The incremental chart shows the distribution of new participants that have entered in each quarter. The cumulative chart shows the
distribution of active participants at the end of each quarter over time. Quarterly results are reported based on a rolling 3 year period.
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Figure E.7 Participant profile by age group over time incrementally (left) and cumulatively (right) — National 3*
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Table E.15 Participant profile per quarter by gender — National

Prior Quarters ‘ 2020-21 Q3 Total
Gender N % N % N %
Male 266,335 62% 11,615 61% 277,950 62%
Female 159,927 37% 7,278 38% 167,205 37%
Other 4,592 1% 251 1% 4,843 1%
Total 430,854 100% 19,144 100% 449,998 100%

Figure E.8 Participant profile by gender over time incrementally (left) and cumulatively (right) — National 32
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Table E.16 Number and proportion of active participants by gender and age group — National

Age Group Male Female ‘ Other Femz:i :Ztio
% of Total % of Total ‘ N % of Total % of Total

Oto6 49,015 11% 21,184 5% 546 0% 70,745 16% 2.3
710 14 80,066 18% 33,722 7% 1,678 0% 115,466 26% 2.4
15t0 18 22,636 5% 11,070 2% 355 0% 34,061 8% 2.0
19t0 24 23,586 5% 13,046 3% 374 0% 37,006 8% 1.8
25t0 34 23,452 5% 16,330 4% 384 0% 40,166 9% 1.4
35to 44 20,146 4% 16,917 4% 365 0% 37,428 8% 1.2
45 to 54 23,645 5% 21,881 5% 473 0% 45,999 10% 1.1
55 to 64 27,563 6% 25,703 6% 522 0% 53,788 12% 1.1
65+ 7,841 2% 7,352 2% 146 0% 15,339 3% 11
Total 277,950 62% 167,205 37% 4,843 1% 449,998 100% 1.7

31 Ibid.

32 | bid.
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Table E.17 Number and proportion of active participants by gender and disability — National

Gender
Total Male to
Disability Male ‘ Female Other Female

% of Total ‘ % of Total N % of Total % of Total ratio
Autism 105,925 24% 36,197 8% 2,032 0% 144,154 32% 2.9
Intellectual Disability 50,775 11% 38,481 9% 667 0% 89,923 20% 1.3
Psychosocial Disability 23,337 5% 22,225 5% 520 0% 46,082 10% 1.1
Developmental Delay 25,420 6% 10,283 2% 263 0% 35,966 8% 25
Other Neurological 10,238 2% 8,636 2% 164 0% 19,038 4% 1.2
Cerebral Palsy 8,992 2% 7,265 2% 135 0% 16,392 4% 1.2
Other Physical 9,296 2% 8,847 2% 221 0% 18,364 4% 1.1
Hearing Impairment 10,426 2% 10,963 2% 311 0% 21,700 5% 1.0
Acquired Brain Injury 9,507 2% 4,827 1% 106 0% 14,440 3% 2.0
Visual Impairment 4,506 1% 4,311 1% 80 0% 8,897 2% 1.0
Multiple Sclerosis 2,052 0% 6,130 1% 81 0% 8,263 2% 0.3
g‘ggj' Developmental 6,406 1% 2,746 1% 70 0% 9,222 2% 23
Stroke 3,726 1% 2,857 1% 63 0% 6,646 1% 1.3
Spinal Cord Injury 3,554 1% 1,425 0% 66 0% 5,045 1% 25
Other Sensory/Speech 2,106 0% 768 0% 29 0% 2,903 1% 2.7
Other 1,684 0% 1,244 0% 35 0% 2,963 1% 1.4
Total 277,950 62% 167,205 37% 4,843 1% 449,998 100% 1.7

Table E.18 Participation rates by age group — National

0-6 3.32%
7-14 4.59%
15-18 2.91%
19-24 1.82%
25-34 1.07%
35-44 1.12%
45-54 1.46%
55-64 1.87%
Total

(aged 0-64) 2.07%

33 Participation rate refers to the proportion of general population that are NDIS participants.
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Part Two: Participant experience and outcomes

Table E.19 Number of baseline questionnaires completed by SFOF version — National 3

Number of Number of Number of Number of urzgtrinobner:a?:es
. guestionnaires questionnaires questionnaires questionnaires q Number of

Version collected . .

collected collected collected collected 2020-21 to guestionnaires

2016-17 2017-18 2018-19 2019-20
date

Participant 0 to school 7,352 11,632 16,086 27,245 17,983 80,298
Participant school to 14 13,947 20,945 31,604 31,339 16,122 113,957
Participant 15 to 24 9,370 12,098 14,848 11,049 5,560 52,925
Participant 25 and over 23,654 35,695 50,421 37,915 22,058 169,743
Total Participant 54,323 80,370 112,959 107,548 61,723 416,923
Family 0 to 14 19,884 31,486 45,258 56,749 33,219 186,596
Family 15 to 24 2,682 8,313 10,149 7,446 3,736 32,326
Family 25 and over 757 10,755 15,227 10,800 5,382 42,921
Total Family 23,323 50,554 70,634 74,995 42,337 261,843
Total 77,646 130,924 183,593 182,543 104,060 678,766

Table E.20 Selected key baseline indicators for participants — Daily Living (DL) and Choice and Control (CC) — National
0 to before School to

Indicator school 14 15to 24 25 and over
% with concerns in 6 or more of the areas: gross
DL motor skills, fine motor skills, self-care, eating, social 67%
interaction, communication, cognitive development, ’
sensory processing
p T
cc % who say their child is able to tell them what he/she 70%
wants
DL % developing functional, learning and coping skills 26%
appropriate to their ability and circumstances
DL % who say their child is becoming more independent 39%
cc % of children who have a genuine say in decisions 70%
about themselves
cc % who are happy with the level of 33%
independence/control they have now
CC % who choose who supports them 37% 60%
CcC % who choose what they do each day 47% 68%
0 . . .
cc .A) who had been given the opportunlty to participate 20% 26%
in a self-advocacy group meeting
ccC % who want more choice and control in their life 80% 77%

34 Baseline outcomes for participants and/or their families and carers were collected for 99% of participants who joined the Scheme from
1 July 2016. Baseline indicators are collected when a participant enters the Scheme, meaning the NDIS is yet to impact the outcome at
this point.
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Table E.21 Selected key baseline indicators for participants — Relationships (REL) and Social/Community Participation (S/CP) —
National
0 to before School to

Indicator school 14 15to 24 25 and over

0 - - -
REL % of children who can make friends with people 59% 62%
outside the family
0 ) - . .
S/CP % of chll(.jren who partlc:lp.a.te in agg g.pproprlate 7%
community, cultural or religious activities
% of children who spend time after school and on
REL weekends with friends and/or in mainstream 37%
programs
REL Of these, % who are welcomed or actively included 63% 74%
. : - e -
REL % of children who spend time with friends without an 120
adult present
REL % with no friends other than family or paid staff 32% 31%
0 . . . .
s/cP % who have pgen act|vely.|nvolved in a community, 32% 34%
cultural or religious group in the last 12 months

Table E.22 Selected key baseline indicators for participants — Lifelong Learning (LL), Work (WK), Home (HM) and Health and
Wellbeing (HW) — National
0 to before School to

Indicator school 14 15to0 24 25 and over
LL % of children attending school in a mainstream class 70%
HM % who are happy with their home 79% 70%
HM % who feel safe or very safe in their home 83% 69%
o ;
HW % who rate their health as good, very good or 68% 12%
excellent
N ; T ;
HW % W!’IO did not have any difficulties accessing health 69% 63%
services
o ;
LL .A) who F:urrently attend or previously attended school 38%
in a mainstream class
LL % who participate in education, training or skill 10%
development
. 0 . )
LL of those who participate, % who do so in mainstream 59%
settings
o -
LL ‘A) unable to do a course or training they wanted to do 36%
in the last 12 months
WK % who have a paid job 18% 22%
WK % who volunteer 11% 11%
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Table E.23 Selected key baseline indicators for families/carers of participants — National

Indicator Oto 14 15to 24 25 and over
% receiving Carer Payment 18% 25% 22%
% receiving Carer Allowance 40% 45% 33%
% working in a paid job 47% 51% 37%
Of those in a paid job, % in permanent employment 78% 76% 78%
Of those in a paid job, % working 15 hours or more 80% 85% 85%
% who say they (and their partner) are able to work as much as they want 44% 47% 56%
0 N .
Of.those ynable to WOI’.k as' mus:.h a.s they want, % Whg say the situation of their 85% 90% 88%
child/family member with disability is a barrier to working more
0 . .- I

Qf thpse unaple to WOI'k. as much as they want, % who say insufficient flexibility of 33% 28% 19%
jobs is a barrier to working more
% able to advocate for their child/family member 7% 69% 65%
% who have friends and family they see as often as they like 47% 45% 48%
% who feel very confident or somewhat confident in supporting their child's 86%
development °
% who know what their family can do to enable their family member with disability 39%
to become as independent as possible °
% who feel in control selecting services 40% 38%
% who have made plans (or begun to make plans) for when they are no longer

) ; e 36%
able to care for their family member with disability
% who rate their health as good, very good or excellent 75% 62% 60%

Table E.24 Results for “Has the NDIS helped?” questions answered at first plan review, for SFOF version ‘Participant 0 to
school’ (n=16,522) - participants who between 1 July 2016 and 31 March 2020 — National %

Question % Yes
DL Has the NDIS improved your child's development? 90%
DL Has the NDIS improved your child's access to specialist services? 91%
Has the NDIS helped increase your child's ability to communicate
CcC 83%
what they want?
REL Has the NDIS improved how your child fits into family life? 79%
S/ICP Has the NDIS improved how your child fits into community life? 65%

Table E.25 Results for “Has the NDIS helped?” questions answered at first plan review, for SFOF version ‘Participant school to

14' (n=40,740) - participants who entered between 1 July 2016 and 31 March 2020 — National

Question % Yes
DL Has the NDIS helped your child to become more independent? 64%
LL Has the NDIS improved your child's access to education? 45%
REL ::izig;i NDIS improved your child's relationships with family and 54%
S/ICP Has the NDIS improved your child's social and recreational life? 48%

% Results in Tables E.24 to E.27 include participants who entered between 1 July 2016 and 31 March 2020 and have had a first plan

review to date.
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Table E.26 Results for “Has the NDIS helped?” questions answered at first plan review, for SFOF versions ‘Participant 15 to 24’
(n=17,117) and 'Participant 25 and over' (n=56,098) - participants who entered between 1 July 2016 and 31 March 2020 -

National
ouesion 15to 24 25+
% Yes % Yes

cc Has the NDIS helped you have more choices and more control over 63% 73%
your life?

DL Has the NDIS helped you with daily living activities? 63% 76%

REL Has the NDIS helped you to meet more people? 50% 54%

HM Hasl yqur involvement with the NDIS helped you to choose a home 24% 33%
that's right for you?

HW Has yqur involvement with the NDIS improved your health and 16% 56%
wellbeing?

LL Has your involvement with the NDIS helped you to learn things you 37% 31%
want to learn or to take courses you want to take?

WK Has your involvement with the NDIS helped you find a job that's right 19% 20%
for you?

S/ICP Has the NDIS helped you be more involved? 56% 62%

Table E.27 Results for “Has the NDIS helped?” questions answered at first plan review, for SFOF version ‘Family 0 to 14’
(n=60,968); and for SFOF versions ‘Family 15 to 24’ and ‘Family 25 and over’ combined (n=27,742) - participants who entered

between 1 July 2016 and 31 March 2020 — National

Question Oto 14 15+
% Yes % Yes

Has the NDIS improved your capacity to advocate (stand up) for your child? / Has 67% 56%

the NDIS helped you to know your rights and advocate effectively?

Has the NDIS improved the level of support for your family? 72% 68%

Has the NDIS improved your access to services, programs and activities in the

community? / Has the NDIS helped you to access services, programs and 74% 63%

activities in the community?

Has the NDIS improved your ability/capacity to help your child develop and learn? 77%

Has the NDIS improved your health and wellbeing? 48% 40%

Table E.28 Results for “Has the NDIS helped?” questions answered at first and second plan reviews, for SFOF version

‘Participant 0 to school’ (n=7,171) - participants who entered between 1 July 2016 and 31 March 2019 — National 3¢

Question Review 1 Review 2 Change
DL Has the NDIS improved your child's development? 92% 95% +3%
DL Has the NDIS improved your child's access to specialist services? 91% 94% +4%
cc ‘I;Iv:ztt?:eyl\?vfn??elped increase your child's ability to communicate 83% 87% +4%
REL Has the NDIS improved how your child fits into family life? 76% 81% +5%
S/ICP Has the NDIS improved how your child fits into community life? 63% 67% +5%

Table E.29 Results for “Has the NDIS helped?” questions answered at first and second plan reviews, for SFOF version

‘Participant school to 14’ (n=24,635) - participants who entered between 1 July 2016 and 31 March 2019 — National

Question Review 1 Review 2 Change
DL Has the NDIS helped your child to become more independent? 61% 69% +8%
LL Has the NDIS improved your child's access to education? 40% 46% +6%
REL ;2?];2?) NDIS improved your child's relationships with family and 49% 56% 7%
S/CP Has the NDIS improved your child's social and recreational life? 45% 50% +5%

36 Results in Tables E.28 to E.31 include participants who had their first plan approved between 1 July 2016 and 31 March 2019 and

have had a second plan review to date.
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Table E.30 Results for “Has the NDIS helped?” questions answered at first and second plan reviews, for SFOF versions
‘Participant 15 to 24’ (n=12,087) and ‘Participant 25 and over’ (n=32,093) - participants who entered between 1 July 2016 and 31
March 2019 — National

15to 24 25 and over

Question Review 1 Review 2 Change Review 1 Review 2 Change

Has the NDIS helped
you have more choices
and more control over
your life?
Has the NDIS helped
DL you with daily living 61% 69% +8% 71% 80% +9%
activities?
Has the NDIS helped
REL you to meet more 50% 54% +4% 52% 58% +7%
people?

CcC 61% 68% +7% 67% 76% +9%

Has your involvement
with the NDIS helped
you to choose a home
that's right for you?

HM 22% 21% -1% 30% 32% +2%

Has your involvement
with the NDIS improved
your health and
wellbeing?

Has your involvement
with the NDIS helped
you to learn things you
want to learn or to take
courses you want to
take?

Has your involvement
with the NDIS helped
you find a job that's right
for you?

HW 43% 48% +4% 50% 57% +7%

LL 36% 38% +1% 29% 31% +1%

WK 19% 17% -2% 18% 18% -1%

Has the NDIS helped

. 56% 61% +5% 58% 66% +8%
you be more involved?

S/CP

Table E.31 Results for “Has the NDIS helped?” questions answered at first and second plan reviews, for SFOF version ‘Family
0 to 14’ (n=25,879); and for SFOF versions ‘Family 15 to 24’ and ‘Family 25 and over’ combined (n=8,012) - participants who
entered between 1 July 2016 and 31 March 2019 — National

Oto 14 15 and over

Question REVEE Review 2 Change REVIEE Review 2 Change

Has the NDIS improved your capacity
to advocate (stand up) for your child?
/ Has the NDIS helped you to know
your rights and advocate effectively?

60% 66% +6% 49% 60% +11%

Has the NDIS improved the level of

support for your family? 66% 73% +7% 61% 73% +12%

Has the NDIS improved your access
to services, programs and activities in
the community? / Has the NDIS
helped you to access services,
programs and activities in the
community?

69% 75% +6% 59% 69% +10%

Has the NDIS improved your
ability/capacity to help your child 73% 79% +5%
develop and learn?

Has the NDIS improved your health

. 41% 45% +3% 35% 40% +5%
and wellbeing?
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Table E.32 Results for “Has the NDIS helped?” questions answered at first, second and third plan reviews, for SFOF version
‘Participant 0 to school’ (n=3,183) - participants who entered between 1 July 2016 and 31 March 2018 — National ¥’

Change from

Question Review 1 REVIEA Review 3 Review 1 to
Review 3

DL Has the NDIS improved your child's development? 92% 96% 96% +4%

DL Has t.h(? NDIS .|mproved your child's access to 89% 94% 94% +5%
specialist services?

cc Has the NDIS helped increase your child's ability to 83% 87% 85% 20
communicate what they want?

REL Ili-::i the NDIS improved how your child fits into family 79% 78% 79% 7%

s/cP Has the II\IDI.S improved how your child fits into 60% 65% 66% +6%
community life?

Table E.33 Results for “Has the NDIS helped?” questions answered at first, second and third plan reviews, for SFOF version
‘Participant school to 14' (n=13,096) - participants who entered between 1 July 2016 and 31 March 2018 — National
Change from

Question Review 1 Review 2 Review 3 Review 1 to
Review 3

DL Has the NDIS helped your child to become more 56% 65% 69% +13%
independent?

LL Has thg NDIS improved your child's access to 35% 39% 43% +8%
education?

REL Hfa\s the NDIS |mproved your child's relationships 45% 51% 550 +10%
with family and friends?

s/cP Has thg NDIS improved your child's social and 1% 16% 49% +8%
recreational life?

Table E.34 Results for “Has the NDIS helped?” questions answered at first, second and third plan reviews, for SFOF versions
‘Participant 15 to 24' (n=7,699) - participants who entered between 1 July 2016 and 31 March 2018 — National

Change from

Question Review 1 Review 2 Review 3 Review 1 to
Review 3

Has the NI?IS helped you have more choices and more control 59% 64% 68% +10%
over your life?
Has the NDIS helped you with daily living activities? 57% 65% 70% +13%
Has the NDIS helped you to meet more people? 49% 52% 55% +6%
Hasl yqur involvement with the NDIS helped you to choose a home 20% 18% 18% 20
that's right for you?
H r involvement with the NDIS impri r health an

as yqu involvement with the S improved your health and 20% 24% 47% 7%
wellbeing?
Has your involvement with the NDIS helped you to learn things 35% 35% 35% +1%
you want to learn or to take courses you want to take?
Has your involvement with the NDIS helped you find a job that's 18% 16% 16% 2%
right for you?
Has the NDIS helped you be more involved? 53% 58% 61% +8%

%7 Results in Tables E.32 to E.37 include participants who had their first plan approved between 1 July 2016 and 31 March 2018 and
have had a third plan review to date.
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Table E.35 Results for “Has the NDIS helped?” questions answered at first, second and third plan reviews, for SFOF versions
‘Participant 25 and over’ (n=16,785) - participants who entered between 1 July 2016 and 31 March 2018 — National
Change from

Question Review 1 Review 2 Review 3 Review 1 to
Review 3

Has the NI?IS helped you have more choices and more control 67% 74% 78% +12%

over your life?

Has the NDIS helped you with daily living activities? 70% 79% 83% +13%

Has the NDIS helped you to meet more people? 52% 58% 62% +11%

Hasl yqur involvement with the NDIS helped you to choose a home 28% 30% 31% +3%

that's right for you?

Has yqur involvement with the NDIS improved your health and 48% 54% 58% +10%

wellbeing?

Has your involvement with the NDIS helped you to learn things 30% 32% 32% 20

you want to learn or to take courses you want to take?

Has your involvement with the NDIS helped you find a job that's 20% 18% 19% 1%

right for you?

Has the NDIS helped you be more involved? 58% 65% 70% +12%

Table E.36 Results for “Has the NDIS helped?” questions answered at first, second and third plan reviews, for SFOF version
‘Family 0 to 14’ (n=10,949) - participants who entered between 1 July 2016 and 31 March 2018 — National

Change from
Question Review 1 Review 2 Review 3 Review 1 to
Review 3

Has the NDIS improved your capacity to advocate (stand up) for
your child? / Has the NDIS helped you to know your rights and 55% 59% 64% +9%
advocate effectively?

Has the NDIS improved the level of support for your family? 61% 67% 71% +10%

Has the NDIS improved your access to services, programs and
activities in the community? / Has the NDIS helped you to access 64% 71% 74% +10%
services, programs and activities in the community?

Has the NDIS improved your ability/capacity to help your child

develop and learn? 69% 74% 7% 8%

Has the NDIS improved your health and wellbeing? 36% 39% 41% +5%

Table E.37 Results for “Has the NDIS helped?” questions answered at first, second and third plan reviews, for SFOF version
‘Family 15 to 24’ and 'Family 25 and over' combined (n=2,658) - participants who entered between 1 July 2016 and 31 March
2018 — National

Change from
Question Review 1 Review 2 Review 3 Review 1to

Review 3

Has the NDIS improved your capacity to advocate (stand up) for
your child? / Has the NDIS helped you to know your rights and 44% 49% 56% +12%
advocate effectively?

Has the NDIS improved the level of support for your family? 58% 64% 72% +13%

Has the NDIS improved your access to services, programs and
activities in the community? / Has the NDIS helped you to access 56% 62% 69% +13%
services, programs and activities in the community?

Has the NDIS improved your health and wellbeing? 32% 32% 36% +4%
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Table E.38 Results for “Has the NDIS helped?” questions answered at first, second, third and fourth plan reviews, for SFOF
version ‘Participant 0 to school' (n=923) - participants who entered between 1 July 2016 and 31 March 2017 — National ®
Change from

Question Review 1 Review 2 Review 3 Review 4 Review 1 to
Review 4

DL Has the NDIS improved your child's 91% 95% 96% 95% +4%
development?

DL Has t.hg NDIS '|mproved your child's access to 90% 92% 96% 96% +6%
specialist services?

cc Hg; the NDIS helped increase your child's 82% 86% 85% 87% +5%
ability to communicate what they want?

REL Has. thg NDIS improved how your child fits into 73% 75% 78% 80% +6%
family life?

S/CP Has the NDI.S improved how your child fits into 58% 63% 67% 70% +11%
community life?

Table E.39 Results for “Has the NDIS helped?” questions answered at first, second, third and fourth plan reviews, for SFOF
version ‘Participant school to 14' (n=4,303) - participants who entered between 1 July 2016 and 31 March 2017 — National
Change from

Question Review 1 Review 2 Review 3 Review 4 Review 1 to
Review 4

DL Has the NDIS helped your child to become 56% 65% 69% 71% +15%
more independent?

LL Has thg NDIS improved your child's access to 36% 38% 21% 43% 7%
education?

REL Has the NDIS improved your child's 46% 49% 54% 56% +10%
relationships with family and friends?

S/cP Has thg NDI§ improved your child's social and 24% 147% 50% 50% +6%
recreational life?

Table E.40 Results for “Has the NDIS helped?” questions answered at first, second, third and fourth plan reviews, for SFOF
versions ‘Participant 15 to 24’ (n=2,715) - participants who entered between 1 July 2016 and 31 March 2017 — National
Change from

Question Review 1 Review 2 Review 3 Review 4 Review 1 to

Review 4

Has the NDIS helped you have more choices

CcC . 59% 64% 66% 68% +9%
and more control over your life?

DL Ha§ Fhe NDIS helped you with daily living 59% 65% 69% 79% +13%
activities?

REL Has the NDIS helped you to meet more 51% 55% 53% 55% +4%
people?

HM Has your involvement W|th'thg NDIS helped 220 19% 18% 18% 4%
you to choose a home that's right for you?

HW Has your involvement with the NDIS improved 43% 24% 45% 48% +5%

your health and wellbeing?

Has your involvement with the NDIS helped
LL you to learn things you want to learn or to take 37% 36% 36% 36% -1%
courses you want to take?

Has your involvement with the NDIS helped

0, 0, 0, 0, -30
you find a job that's right for you? 17% 15% 14% 15% 3%

WK

S/ICP Has the NDIS helped you be more involved? 56% 59% 59% 61% +5%

38 Results in Tables E.38 to E.43 include participants who had their first plan approved between 1 July 2016 and 31 March 2017 and
have had a fourth plan review to date.
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Table E.41 Results for “Has the NDIS helped?” questions answered at first, second, third and fourth plan reviews, for SFOF
versions ‘Participant 25 and over’ (n=4,600) - participants who entered between 1 July 2016 and 31 March 2017 — National
Change from

Question Review 1 Review 2 Review 3 Review 4 Review 1 to
Review 4

cc Has the NDIS helped you hgve more choices 67% 74% 77% 80% +13%
and more control over your life?

DL Ha§ Fhe NDIS helped you with daily living 70% 79% 83% 86% +16%
activities?

REL Has the NDIS helped you to meet more 5206 59% 63% 66% +14%
people?

HM Has your involvement W|th'th§ NDIS helped 31% 31% 33% 36% +5%
you to choose a home that's right for you?

HW Has your involvement with the NDIS improved 51% 57% 59% 63% +12%

your health and wellbeing?

Has your involvement with the NDIS helped
LL you to learn things you want to learn or to take 31% 33% 32% 34% +2%
courses you want to take?

Has your involvement with the NDIS helped

0, 0, 0, 0, -20,
you find a job that's right for you? 21% 20% 18% 19% 2%

WK

S/ICP Has the NDIS helped you be more involved? 60% 65% 70% 73% +14%

Table E.42 Results for “Has the NDIS helped?” questions answered at first, second, third and fourth plan reviews, for SFOF
version ‘Family 0 to 14’ (n=2,586) - participants who entered between 1 July 2016 and 31 March 2017 — National

Change from
Question Review 1 Review 2 Review 3 Review 4 Review 1 to

Review 4

Has the NDIS improved your capacity to advocate (stand
up) for your child? / Has the NDIS helped you to know your 51% 56% 60% 64% +12%
rights and advocate effectively?

Has the NDIS improved the level of support for your

; 61% 66% 69% 72% +11%
family?

Has the NDIS improved your access to services, programs
and activities in the community? / Has the NDIS helped
you to access services, programs and activities in the
community?

65% 69% 71% 74% +9%

Has the NDIS improved your ability/capacity to help your

child develop and learn? 68% 4% 6% 7% 9%

Has the NDIS improved your health and wellbeing? 38% 39% 39% 40% +2%

Table E.43 Results for “Has the NDIS helped?” questions answered at first, second, third and fourth plan reviews, for SFOF
version ‘Family 15 to 24’ and 'Family 25 and over' combined (n=425) - participants who entered between 1 July 2016 and 31
March 2017 — National

Change from
Question Review 1 Review 2 Review 3 Review 4 Review 1 to

Review 4

Has the NDIS improved your capacity to advocate (stand
up) for your child? / Has the NDIS helped you to know your 47% 52% 53% 59% +12%
rights and advocate effectively?

Has the NDIS improved the level of support for your

; 55% 66% 66% 71% +16%
family?
Has the NDIS improved your access to services, programs

L S

and activities in thg community? / Has the. I\.II.DIS.heIped 59% 64% 64% 67% +8%
you to access services, programs and activities in the
community?
Has the NDIS improved your health and wellbeing? 31% 31% 34% 36% +6%
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Table E.44 Progress against the NDIA’s corporate plan metrics for ‘participant employment rate’ (n=47,027), ‘participant social
and community engagement rate’ (n=47,280) and 'parent and carer employment rate' (n=33,968) at entry, first and second plan
review - participants who entered between 1 July 2016 and 31 March 2019 — National *

Participant employment rate ‘ Baseline Review 1 Review 2 2_?;%_;1
Aged 15 to 24 years 12% 17% 19%

Aged 25+ 24% 23% 23% 24%
Aged 15+ 21% 22% 22%

Aged 15 to 24 years 35% 40% 42%

Aged 25+ 37% 42% 44% 50%
Aged 15+ 37% 41% 44%

2020-21

Review 2 Target

Baseline Review 1

Parent and carer employment rate ‘

Aged 0 to 14 years 47% 49% 49%
Aged 15+ 43% 45% 43% 50%
All ages 46% 48% 48%

Table E.45 Progress against the NDIA’s corporate plan metrics for ‘participant employment rate’ (n=25,018), ‘participant social
and community engagement rate’ (n=25,333) and ‘parent and carer employment rate’ (n=12,369) at entry, first, second and third
plan review - participants who entered between 1 July 2016 and 31 March 2018 — National “°

Participant employment rate

Baseline

Review 1

Review 2

Review 3

2020-21

Participant social and community

engagement rate

Baseline

Review 1

Review 2

Parent and carer employment rate

Baseline ‘

Review 1

Review 2

Target
Aged 15 to 24 years 13% 16% 19% 23%
Aged 25+ 27% 27% 23% 24% 24%
Aged 15+ 24% 25% 22% 24%

2020-21
Target

Aged 15 to 24 years 32% 39% 43% 44%
Aged 25+ 36% 42% 45% 48% 50%
Aged 15+ 35% 41% 45% A47%

2020-21
Target

Aged 0 to 14 years 46% 49% 51% 51%
Aged 15+ 47% 49% 48% 46% 50%
All ages 46% 49% 50% 50%

3 Results are drawn from participants’ responses to SFOF questionnaires, and only include participants who had their first plan

approved between 1 July 2016 and 31 March 2019 and have had a second plan review to date.

40 Results are drawn from participants’ responses to SFOF questionnaires, and only include participants who had their first plan

approved between 1 July 2016 and 31 March 2018 and have had a third plan review to date.
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Table E.46 Progress against the NDIA’s corporate plan metrics for ‘participant employment rate’ (n=7,324), ‘participant social
and community engagement rate’ (n=7,536) and ‘parent and carer employment rate’ (n=2,272) at entry, first, second, third and
fourth plan review - participants who entered between 1 July 2016 and 31 March 2017 — National 4

Participant employment rate Baseline Review 1 Review 2 Review 3 Review 4 2_?::;_;1
Aged 15 to 24 years 11% 15% 20% 25% 27%

Aged 25+ 24% 24% 23% 20% 21% 24%
Aged 15+ 22% 22% 22% 21% 22%
Z:;t;(;i;?]rgni?;izl ) el Baseline Review 1 Review 2 Review 4 Z'I?:r%-eztl
Aged 15 to 24 years 32% 39% 44% 45% 47%

Aged 25+ 36% 40% 47% 48% 51% 50%
Aged 15+ 35% 39% 46% 48% 50%

Parent and carer employment rate Baseline Review 1 Review 2 Review 4 Z'I?:r%-eztl
Aged 0 to 14 years 42% 47% 50% 55% 53%

Aged 15+ 53% 58% 55% 55% 54% 50%
All ages 44% 49% 51% 55% 53%

Table E.47 Number of active plans by goal type and primary disability — National 4

Number of active plans by goal type

Total
Choice number
Disability Group and Daily Health . . . Social ar.1d Where of
control life and. Learning Relationships com.m.u.nlty | live active
over my wellbeing activities plans
life
ABI 3,560 10,535 7,610 2,237 3,477 11,227 5,503 3,464 14,440
Autism 21,593 124,264 43,677 43,452 58,159 81,819 9,164 20,561 | 144,154
Cerebral Palsy 3,653 13,455 8,334 3,094 3,671 10,605 3,950 2,661 16,392
Developmental Delay 1,636 33,885 7,590 14,759 11,359 9,394 47 15 35,966
Down Syndrome 2,215 9,174 5,031 2,421 3,056 8,320 2,823 2,938 11,361
S:Z;' Developmental | g5q 8,671 2,195 3,945 3,176 2,501 18 5 9,222
Hearing Impairment 3,936 17,412 4,165 5,162 3,302 8,740 2,083 4,355 21,700
Intellectual Disability 17,314 59,679 30,407 18,425 23,884 56,344 20,516 25,738 78,562
Multiple Sclerosis 2,104 6,488 5,561 593 1,145 5,472 2,748 1,638 8,263
Psychosocial disability 9,982 31,853 26,826 9,326 10,065 35,736 15,584 14,301 | 46,082
Spinal Cord Injury 1,465 4,106 2,935 531 602 3,387 1,608 1,358 5,045
Stroke 1,707 5,321 3,687 665 1,057 4,905 2,300 1,157 6,646
Visual Impairment 2,268 7,515 3,053 1,958 1,014 5,910 1,730 2,472 8,897
Other Neurological 4,424 14,737 10,340 2,373 3,622 13,484 6,309 2,690 19,038
Other Physical 4,204 15,135 9,547 1,932 1,970 10,650 4,379 3,563 18,364
gttal:li';)ry/Speech 329 2,475 625 988 974 1,079 53 146 | 2,903
Other 638 2,411 1,426 419 520 1,877 799 501 2,963
Total 81,586 367,116 172,909 112,280 131,053 271,450 79,614 87,563 | 449,998

41 Results are drawn from participants’ responses to SFOF questionnaires, and only include participants who had their first plan
approved between 1 July 2016 and 31 March 2017 and have had a fourth plan review to date.

42 The number of active plans by goal type do not add up to the total number of active plans as participants can set more than one goal
in their plans.
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Table E.48 Number of goals in active plans by goal type and primary disability — National 4

Number of goals in active plans by goal type

Total

Choice number
Disability Group and Daily Health . e Socialand . of goals

control life and. Learning  Relationships com‘m‘u.nlty | live in active

over my wellbeing activities plans

life

ABI 4,171 17,313 9,034 2,588 3,837 13,445 5,878 3,617 59,883
Autism 25,506 311,539 53,438 58,111 69,850 97,017 9,549 21,602 646,612
Cerebral Palsy 4,353 29,909 10,260 3,792 4,055 13,133 4,213 2,790 72,505
Developmental Delay 1,853 125,354 9,474 21,135 13,249 10,447 47 15 181,574
Down Syndrome 2,572 19,274 5,831 3,057 3,462 10,502 2,959 3,043 50,700
SSZ;' Developmental | o, 31,952 2,751 5,630 3,689 2,775 18 5 47,452
Hearing Impairment 4,598 33,634 4,791 6,267 3,668 9,972 2,156 4,548 69,634
Intellectual Disability 20,236 109,411 35,410 22,603 27,422 69,104 21,546 26,910 332,642
Multiple Sclerosis 2,441 10,856 7,107 642 1,218 6,268 3,006 1,689 33,227
Psychosocial disability 11,535 46,989 32,318 10,462 10,926 41,583 16,396 14,860 185,069
Spinal Cord Injury 1,787 7,060 3,562 574 634 4,036 1,759 1,406 20,818
Stroke 2,040 9,576 4,342 743 1,115 5,684 2,485 1,207 27,192
Visual Impairment 2,728 14,319 3,445 2,317 1,090 7,031 1,856 2,613 35,399
Other Neurological 5,232 26,996 12,733 2,814 3,974 15,729 6,805 2,803 77,086
Other Physical 5,013 27,737 11,837 2,211 2,114 12,215 4,775 3,690 69,592
g;:z:)rylspeech 374 6,419 753 1,301 1,145 1,237 56 151 11,526
Other 735 4,618 1,761 508 573 2,152 850 517 11,714
Total 95,806 832,956 208,847 144,845 152,021 322,330 84,354 91,466 | 1,932,625

Table E.49 Number of active plans by goal type and age group — National #

Number of active plans by goal type

Choice Total
and Dail Health Socialand | number of
control Iifey and Learning Relationships community live active
over wellbeing activities plans
my life
Oto6 3,381 66,824 15,769 29,311 23,112 18,516 89 4 70,745
710 14 14,582 102,032 33,239 34,196 47,170 60,474 1,744 1,366 115,466
15to 18 7,408 27,920 11,590 10,101 12,507 23,642 2,680 10,131 34,061
19t0 24 9,506 28,119 13,173 9,684 9,088 25,745 8,897 20,105 37,006
25t034 | 10,346 29,780 18,168 8,344 9,398 28,980 13,136 17,662 40,166
35to 44 9,166 27,562 19,460 6,595 8,474 27,659 12,479 13,960 37,428
45to 54 | 10,896 33,818 24,606 6,833 9,515 34,422 15,648 13,334 45,999
55t0 64 | 12,660 39,915 28,584 5,919 9,366 40,511 19,171 9,571 53,788
65+ 3,641 11,146 8,320 1,297 2,423 11,501 5,770 1,430 15,339
Total 81,586 367,116 172,909 112,280 131,053 271,450 79,614 87,563 449,998

43 Participants have set over six million goals in total since July 2016. The 1,932,625 goals in these results relate to those in the current
plans of active participants.
4 The number of active plans by goal type do not add up to the total number of active plans as participants can set more than one goal

in their plans.
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Number of goals in active plans by goal type

Table E.50 Number of goals in active plans by goal type and age group — National 4

. Total
ChOidCe Health Social and number of
coa:trol Eiie;i;y and Learning Relationships community Wlhi:;el g;);liién
over wellbeing activities plans
my life
0to6 3,818 251,802 19,992 42,572 27,033 20,645 92 4 365,958
7to 14 17,163 256,698 41,338 45,848 57,214 71,541 1,793 1,377 492,972
15t0 18 | 8,808 51,385 13,755 12,372 14,728 28,100 2,790 10,500 142,438
19to 24 | 11,246 46,359 15,064 11,463 10,102 30,387 9,248 21,263 155,132
25t0 34 | 12,283 47,349 21,136 9,576 10,467 34,620 13,860 18,539 167,830
35to 44 | 10,876 43,388 23,313 7,478 9,335 33,227 13,200 14,541 155,358
45t0 54 | 12,656 53,404 29,750 7,601 10,401 41,482 16,717 13,845 185,856
55t0 64 | 14,752 64,537 34,489 6,522 10,154 48,443 20,491 9,929 209,317
65+ 4,204 18,034 10,010 1,413 2,587 13,885 6,163 1,468 57,764
Total 95,806 832,956 208,847 144,845 152,021 322,330 84,354 91,466 1,932,625

45 Participants have set over six million goals in total since July 2016. The 1,932,625 goals in these results relate to those in the current
plans of active participants.
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Table E.51 Proportion of participants who agreed with statements about the different stages of NDIS journey in 2020-21 Q3
compared to 2020-21 Q2 — Survey administered by the AHA from the Dec 2020 quarter and previously by the Contact Centre —
National *6

Proportion of  Proportion of
participants participants
Stage of NDIS journey responding responding

with 'Yes' with 'Yes'
2020-21 Q2 2020-21 Q3

Access n =877 n=1,031
Are you happy with how coming into the NDIS has gone? 86% 83%
Was the person from the NDIS respectful? 96% 95%
Do you understand what will happen next with your plan? 7% 76%
% of participants rating their overall experience as Very Good or Good. 78% 76%

Pre-planning n=1213 n = 887
Did the person from the NDIS understand how your disability affects your life? 85% 87%
Did you understand why you needed to give the information you did? 94% 96%
Were decisions about your plan clearly explained? 75% 7%
Are you clear on what happens next with your plan? 67% 67%
Do you know where to go for more help with your plan? 73% 73%
% of participants rating their overall experience as Very Good or Good. 77% 81%

Planning n = 4,656 n = 3,940
Did the person from the NDIS understand how your disability affects your life? 90% 90%
Did you understand why you needed to give the information you did? 97% 97%
Were decisions about your plan clearly explained? 87% 87%
Are you clear on what happens next with your plan? 82% 82%
Do you know where to go for more help with your plan? 88% 88%
% of participants rating their overall experience as Very Good or Good. 85% 85%

Plan review n=11,713 n = 11,407
Did the person from the NDIS understand how your disability affects your life? 82% 80%
Did you feel prepared for your plan review? 84% 85%

Is your NDIS plan helping you to make progress towards your goals? 89% 88%
% of participants rating their overall experience as Very Good or Good. 76% 74%

46 Prior to 1 October 2020 the survey was administered by the NDIA's National Contact Centre. Since October 2020, the participant
satisfaction survey has been administered by an independent third party, Australian Healthcare Associates. This change in administrator
resulted in a ‘break’ in the time series. For this reason, in this table the results from surveys conducted in the most recent quarter are
compared only with those in previous quarters since 1 October 2020 to understand change over time.
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Figure E.9 Trend of satisfaction across the pathway (% Very Good/Good) — National 47 #8
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Table E.52 Plan reviews conducted per quarter — excluding plans less than 31 days — National 4

Prior
s amzica AL
only)
Total plan reviews 860,122 94,104 954,226
Early intervention plans 163,856 20,949 184,805
Permanent disability plans 696,266 73,155 769,421

Figure E.10 Number of plan reviews over time incrementally (left) and cumulatively (right) — National
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47 Prior to 1 October 2020 the survey was administered by the NDIA's National Contact Centre. Since October 2020, the participant
satisfaction survey has been administered by an independent third party, Australian Healthcare Associates. This change in administrator
resulted in a ‘break’ in the time series.

48 Participant satisfaction results for prior quarters have been restated using data as at 31 March 2021 due to retrospective changes in
the underlying data. These changes mainly arise from lags in data collection.

4 Plans less than 31 days in duration have been excluded from this tabulation, as these reviews are more likely to represent corrections
to the plan rather than a new plan review to address a change in circumstance.
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The tables below summarise complaints submitted from the beginning of transition until the end of 2020-21
Q3. The charts show trends in complaints experience based on a rolling 3 year period. 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.

The ‘My Customer Requests’ tile in the CRM was launched on 7 October 2019 with enhanced capability to
record complaints. Since then it has been used to capture information on the majority of complaints received
by the Agency, although the previous ‘My Feedback'’ tile is still being used in a small number of cases. Details
of a complaint are captured differently on the ‘My Customer Requests’ tile.

Table E.53 shows the number of complaints in 2020-21 Q3 compared with previous quarters by the source of
complaint, and by the complaint subject. All complaints recorded on both the ‘My Feedback’ tile and the ‘My
Customer Requests’ tile are included. The list of complaint subjects reflects the combination of all options
which can be selected on both the old and the new tiles. Also, on the ‘My Customer Requests’ tile it is
possible to record multiple related parties as the source of a complaint and in some cases both participants
and providers or other parties are linked to a single case. As a result, the sum of participant complaints,
provider complaints and other complaints is higher than the total number of complaints.

Table E.54 shows the number of complaints by type as well as by source and subject of complaint based on
records from the ‘My Feedback’ tile only. Therefore, these results include all complaints submitted from the
commencement of transition up until 2019-20 Q2, a portion of complaints made during that quarter, and a
small number of complaints made subsequently. The table should be considered in conjunction with Table
E.55.

Table E.55 shows the number of complaints by type as well as by source and subject of complaint based on
records from the ‘My Customer Requests’ tile only. Therefore, these results mainly include complaints
submitted from 2019-20 Q2 and the majority of complaints made subsequently up until the end of 2020-21
Q3. This table should be considered in conjunction with Table E.54. The list of complaint types is different to
that which appears in Table E.54, as it is based on the options available on the ‘My Customer Requests’ tile.
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Table E.53 Complaints by quarter — National 50 5t 52

Prior

. Quarters Transition Num.ber ui
Complaints made by or on behalf of ArSneion 2020-21 Q3 Total unlque
i) complainants

People who have submitted an access

request
Complaint about ECEI Partner 196 28 224 211
Complaint about LAC Partner 964 234 1,198 1,134
Complaints about service providers 5,020 402 5,422 4,568
Complaints about the Agency 66,620 4,484 71,104 42,879
Critical/ Reportable Incident 4,411 1,218 5,629 4,624
Unclassified 3,263 2 3,265 2,935
Total 80,474 6,368 86,842 51,431

% of all access requests 5.5% 4.2% 5.4%

Providers who have submitted a registration

request
Complaint about ECEI Partner 1 0 1 1
Complaint about LAC Partner 43 3 46 43
Complaints about service providers 507 41 548 486
Complaints about the Agency 5,141 365 5,506 4,209
Critical/ Reportable Incident 29 2 31 30
Unclassified 226 1 227 209
Total 5,947 412 6,359 4,725

% of all registration requests 5.6% 4.6% 5.6%

Other
Complaint about ECEI Partner 6 2 8 8
Complaint about LAC Partner 35 3 38 38
Complaints about service providers 415 61 476 476
Complaints about the Agency 2,485 182 2,667 2,656
Critical/ Reportable Incident 96 19 115 115
Unclassified 120 0 120 120
Total 3,157 267 3,424 3,409

Total 87,213 6,949 94,162 59,565

50 Note that 71% of all complainants made only one complaint, 16% made two complaints and 13% made three or more complaints.

51 9% of all access requests is calculated as the number of complaints made by people who have sought access divided by the number of
people who have sought access. The number of people who have sought access used in the calculation takes into account the length of
time since access was sought.

52 0% of all registration requests is calculated as the number of complaints made by registered providers divided by the number of
registered providers. The number of registered providers used in the calculation considers the length of time since the providers have
submitted a registration request for the Scheme.
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Figure E.11 Number and proportion of participant complaints over time incrementally (left) and cumulatively (right) — National
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Figure E.12 Number and proportion of provider complaints over time incrementally (left) and cumulatively (right) — National %3
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53 In the ‘My Customer Requests’ tile launched in October 2019, it is possible to record multiple related parties as the source of a
complaint and in some cases both participants and providers or other parties are linked to a single case. Previously, the single source
was often recorded as a participant regardless of whether a provider was associated with the complaint. As a result of using the ‘My
Customer Requests’ tile, the number and rate of provider complaints increased in 2019-20 Q2.
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Table E.54 Complaints by type (‘My Feedback' tile) — National

Complaints made by or on behalf of

Participants

Complaints about service providers

Transition Total
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Supports being provided 593 (18%)
Service Delivery 548 (17%)
Staff conduct 523 (16%)
Provider process 366 (11%)
Provider costs. 321 (10%)
Other 897 (28%)
Tota