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[bookmark: _Toc170128402]Statement of preparation
We, the Board of the National Disability Insurance Agency, as the accountable authority, present the revised NDIA Corporate Plan for 2024-25, prepared in accordance with paragraph 35 (1)(b) of the Public Governance, Performance and Accountability Act 2013 (PGPA Act), the Public Governance, Performance and Accountability Rule 2014 (PGPA Rule) and subsection 177(1) of the National Disability Insurance Scheme Act 2013 (NDIS Act).
The revised NDIA Corporate Plan 2024-25 was provided to the responsible Minister and Chair of the Ministerial Council in March 2025.
The NDIA Corporate Plan provides strategic direction to guide our key activities with forecast performance from 1 July 2024 through to 30 June 2028.
In this document, we refer to the National Disability Insurance Agency as the NDIA or the Agency and the National Disability Insurance Scheme as the NDIS or the Scheme.
The Board acknowledges the objectives of the United Nations Convention on the Rights of Persons with Disabilities (UNCRPD).
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The NDIA acknowledges the Aboriginal and Torres Strait Islander peoples of this nation and the Traditional Custodians of the lands across which our Agency conducts our business. We pay respects to the custodians of the land on which we work as well as their ancestors and Elders, past and present.
The NDIA is committed to honouring Aboriginal and Torres Strait Islander peoples’ unique cultural and spiritual relationships to the land, waters, seas and their rich contribution to society.
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As Board Chair of the National Disability Insurance Agency (NDIA), I’m pleased to share this revised Corporate Plan 2024-25, updated in March 2025.
The NDIA established its original Strategic Direction in 2013, when the National Disability Insurance Scheme (NDIS) was created. The initial overarching goal was to roll out the Scheme nationally, an important milestone that is now a reality. Consequently, the NDIA is updating its outcome statement to better align with this milestone and ensure it is consistent with the objectives of the NDIS Act.
The Scheme is undergoing its most significant reform since it launched in 2013. The voices and needs of people with disability are at the heart of all NDIS reforms, and we continue to grow, changing the lives of Australians for the better. There are now more than 649,000 participants receiving support through the Scheme, with more than three-quarters of those reporting that the NDIS has given them more choice and control in their lives. Importantly, participation in work, community and social activities continues to improve for participants, their families and carers.
This Corporate Plan is developed in the context of the significant and long-term reform efforts currently underway. This includes those pending further Government direction and decision, namely the Independent Review into the NDIS, Australian Government response to the Joint Standing Committee on the National Disability Insurance Scheme report, proposed legislative changes, the Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability, and wider Agency reform.
We know that many of the ideas about how to make the NDIS better have come from the disability community. Over the past 12 months the NDIA has delivered key initiatives co-designed with NDIS participants and the disability community. 
Co-design working groups will continue to meet and progress priorities including plan flexibility, plan management resources, home and living, workforce capability, and fraud and compliance.
The NDIA continues to make significant progress in the detection and prevention of fraud and non-compliance. Our ability to do this has been enhanced by the work of the multi-agency Fraud Fusion Taskforce and the investment made by the Federal Government to the Crack Down on Fraud program. 
Importantly, all integrity work will continue to prioritise participant safety.
We are also reducing the number of participants waiting for an external review and reducing the number of new cases going to the Administrative Appeals Tribunal. Separately, we are continuing to improve the safe and timely discharge of NDIS participants from hospital.
The NDIA is committed to ensuring the NDIS remains affordable and available for future generations of Australians. We will continue to work with providers to ensure NDIS participants obtain value for money supports while providers are able to operate within a market of adequate size, quality and return.
Work on the national rollout of the NDIA’s new computer system and processes continues. As the new computer system matures, it will improve our efficiency and over time will deliver a better NDIS experience for every participant. 
In last year’s Corporate Plan, we committed to increasing diversity, with a particular focus on disability, First Nations and culturally and linguistically diverse (CALD) representation.
In January 2024, the NDIA established the Office of Agency Accessibility and Inclusion, which is dedicated to driving a culture of accessibility and inclusion within the NDIA. We have also established a First Nations Group to improve services in remote and very remote communities and to support positive outcomes for First Nations and other participants, families and carers in these communities.
The NDIA is also focused on improving the skills, specialisation and culture of the NDIA workforce to ensure the NDIS meets the needs of participants. We are increasing the number of specialised planners and improving the consistency of access and planning decisions. 
We are expanding the National Contact Centre (NCC) workforce to meet increasing demand, with the in-sourced NCC exceeding disability workforce inclusion targets. Encouragingly, 43% of operational staff identify as having disability, and 55% as having lived experience of disability.
These changes demonstrate our strong commitment to better support both staff and participants by ensuring the NDIA workforce embraces culture and diversity—helping us to reflect the communities we serve and creating a more inclusive experience for participants.
The NDIS continues to be life-changing for thousands of Australians, but we know that, for others, it is not working as well as it could and should be. I, along with all NDIA Board members and the NDIA Executive, want to reassure the community that we, and all who work in the NDIA, will continue to be focused on improving outcomes for participants. 
The Board and I recognise genuine change is needed to ensure the NDIS works for all people with disability. We remain committed to continuous improvement and lasting reforms to make the Scheme stronger.
Kurt Fearnley AO
NDIA Board Chair
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Figure 1 provides an overview of the strategic direction for the NDIA and provides clear alignment of the Agency’s purposes, including the outcome statement, functions and program objectives, with our key activities to achieve our purposes.[footnoteRef:2] Subsequent sections provide additional detail regarding Figure 1. [2:  Functions refers to section 118 of the National Disability Insurance Scheme Act 2013] 



[bookmark: _Toc155854903]Figure 1 NDIA Strategic Direction overview
[image: An image presenting the elements of the Strategic Direction of the NDIA. The Outcome Statement is shown in purple box, Functions of the Agency in light purple, Programs of the Agency red boxes and the Key activities in green boxes. ]
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[bookmark: _Toc170128408]Our purposes
The NDIA’s purposes are described through our outcome statement, functions and programs. 
[bookmark: _Toc155854905][bookmark: _Toc156301063][bookmark: _Toc161298648][bookmark: _Toc1923872072][bookmark: _Toc936339605][bookmark: _Toc2033212309][bookmark: _Toc314858006][bookmark: _Toc867111954][bookmark: _Toc1189937040][bookmark: _Toc1266648567][bookmark: _Toc163717085][bookmark: _Toc163742422][bookmark: _Toc170128409]Agency outcome statement
[bookmark: _Int_vPc2Kusn]Improve the independence, and the social and economic participation of eligible people with disability through the management of a financially sustainable National Disability Insurance Scheme with proper, efficient and effective use of resources.
[bookmark: _Toc161298650][bookmark: _Toc1745106379][bookmark: _Toc2104524566][bookmark: _Toc243359768][bookmark: _Toc429849684][bookmark: _Toc2050322191][bookmark: _Toc2068957310][bookmark: _Toc1972534628][bookmark: _Toc163717087][bookmark: _Toc163742424]The NDIS comprises of:
1. Funding for NDIS participant plans for reasonable and necessary supports.
2. The provision of general supports to participants and people with disability.
3. Funding for services that assist people with disability to participate in economic and social life.[footnoteRef:3] [3:  Sections 8, 9 of the National Disability Insurance Scheme Act 2013.] 

[bookmark: _Toc161298649][bookmark: _Toc1053827233][bookmark: _Toc211258505][bookmark: _Toc2073944366][bookmark: _Toc1515085458][bookmark: _Toc217189221][bookmark: _Toc2135245169][bookmark: _Toc1769775143][bookmark: _Toc163717086][bookmark: _Toc163742423][bookmark: _Toc170128410]Agency functions
1. Deliver the NDIS to:
a. Support the independence, and social and economic participation, of people with disability
b. Enable people with disability to exercise choice and control in the pursuit of their goals and the planning and delivery of their supports
c. Ensure that the decisions and preferences of people with disability are respected and given appropriate priority
d. Promote the provision of high quality and innovative supports that enable people with disability to maximise their independent lifestyles and inclusion in the community
e. Ensure that a reasonable balance is achieved between safety and the right of people with disability to choose to participate in activities involving risk.
2. Manage, and to advise and report on, the financial sustainability of the NDIS.
3. Develop and enhance the disability sector, including by facilitating innovation, research and contemporary best practice in the sector
4. Build community awareness of disabilities and the social contributors to disabilities;
5. Collect, analyse and exchange data about disabilities and the supports (including early intervention supports) for people with disability;
6. Undertake research relating to disabilities, the supports (including early intervention supports) for people with disability and the social contributors to disabilities.[footnoteRef:4] [4:  Section 118 of the National Disability Insurance Scheme Act 2013] 

[bookmark: _Toc155854906][bookmark: _Toc156301064][bookmark: _Toc161298652][bookmark: _Toc942147563][bookmark: _Toc448956798][bookmark: _Toc797718828][bookmark: _Toc45611785][bookmark: _Toc462680119][bookmark: _Toc1257644906][bookmark: _Toc1522089431][bookmark: _Toc163717088][bookmark: _Toc163742425][bookmark: _Toc170128411][bookmark: _Toc155854907][bookmark: _Toc156301065]Our programs 
Program 1.1 – Reasonable and necessary supports for participants
The objective of this program is to provide funding for reasonable and necessary supports, including early intervention supports, to eligible people with disability ensuring participants have flexibility, choice and control to pursue their goals for improved independence and social and economic participation.
Program 1.2 – NDIA and general supports
The objective of this program is to fulfill the functions of the NDIA delivering a financially sustainable NDIS to Australians in line with the NDIS Act 2013.
[bookmark: _Toc161298653][bookmark: _Toc881905678][bookmark: _Toc1893749795][bookmark: _Toc1709276159][bookmark: _Toc454274246][bookmark: _Toc109150442][bookmark: _Toc912253724][bookmark: _Toc2066942173][bookmark: _Toc163717089][bookmark: _Toc163742426][bookmark: _Toc170128412]Key activities to achieve our purposes
[bookmark: _Toc170128413]Key activity 1
Improve participant experience and outcomes with a financially sustainable Scheme. Go to page 22 for more detail. 
[bookmark: _Toc170128414]Key activity 2
[bookmark: _Toc134701803]Develop a high performing NDIA for participants. Go to page 30 for more detail.


[bookmark: _Toc163742427][bookmark: _Toc170128415]Changes from previous Corporate Plan and Portfolio Budget Statement
The NDIA has updated its strategic direction, acknowledging the achievement of our previous outcomes statement:
‘To implement a National Disability Insurance Scheme that provides individual control and choice in the delivery of reasonable and necessary supports to improve the independence, social and economic participation of eligible people with disability, their families and carers, and associated referral services and activities.’
In 2013, when the NDIS was launched, the NDIA set a strategic direction with the goal of rolling out the NDIS across the country.
The NDIA has revised its outcome statement to reflect this milestone while ensuring it aligns with the objectives of the NDIS Act. The revised outcomes statement is also consistent with recommendations from the NDIS Review and Joint Standing Committee on the NDIS. 
In addition to amending the NDIA’s outcome statement, we have amended the objectives of the programs the NDIA is responsible for delivering. This recognises the achievement of implementing the NDIS while also committing to an ongoing focus on improving participant outcomes.
In last year's Corporate Plan the NDIA committed to reviewing its performance measures, pending the outcomes of external reviews. The NDIA has carried over the key activities from last year’s Corporate Plan and has revised the performance measures for each key activity.
In reviewing our performance measures, we considered the link to our functions, new outcome statement and program objectives. 
The NDIA has made the following changes to how we report the following performance measures:
participant perception of choice and control over their life (independence) 
· reported in: NDIA Annual Report
participant perception of choice and control for selecting providers
· reported in: NDIA Annual Report
number of people under the age of 65 living in residential aged care unless there are exceptional circumstances by end 2025
· reported in: Department of Social Services Corporate Plan and Annual Report 
children benefiting from the NDIS and no longer needing supports
· reported in: NDIA Annual Report
NDIS annual spend (Program 1.1) compared to estimates
· reported in: NDIA Quarterly Report to Disability Ministers
NDIA spend (program 1.2) as proportion of NDIS spend (Program 1.1) (%) 
· reported in: NDIA Quarterly Report to Disability Ministers
staff wellbeing 
· reported in: NDIA Annual Report
staff engagement
· reported in: NDIA Annual Report
SES staff with disability
· reported in: NDIA Annual Report.
The NDIA will no longer report on the following performance measures:
socioeconomic equity (%)
general community sentiment and confidence in the NDIA (%).
The following changes have been made to the performance information published in the Portfolio Budget Statement 2024-25:
participant perception of choice and control 
· reported in: NDIA Annual Report
NDIS annual spend (program 1.1) compared to forecasts
· reported in: NDIA Quarterly Report to Disability Ministers.
The revised NDIA Corporate Plan 2024-25 includes changes to the targets of 2 performance measures. The changes were made to bring the targets in line with the projections in the 2023-24 Annual Financial Sustainability Report (AFSR) and Mid-Year Economic and Fiscal Outlook (MYEFO) for the Budget 2024-25. The changes are:
Target change for average payment per participant – $67,200 in 2024-25, $67,800 in 2025-26, $69,100 in 2026-27 and $72,000 in 2027-28.
Target change for annualised Scheme growth rate – 12.0% in 2024-25, 8.4% in 2025-26, 6.7% in 2026-27 and 7.7% in 2027-28.

[bookmark: _Toc1981377874][bookmark: _Toc1813192517][bookmark: _Toc739671521][bookmark: _Toc334526166][bookmark: _Toc1723525444][bookmark: _Toc780673803][bookmark: _Toc157533689][bookmark: _Toc170128416][bookmark: _Toc129077036]Our operating context
[bookmark: _Operational_Environment][bookmark: _Our_Operating_Environment][bookmark: _Toc132117434][bookmark: _Toc134701804][bookmark: _Toc155854909][bookmark: _Toc161298655][bookmark: _Toc1770632347][bookmark: _Toc471906539][bookmark: _Toc1661871901][bookmark: _Toc388834811][bookmark: _Toc1045553610][bookmark: _Toc618014505][bookmark: _Toc284888049][bookmark: _Toc170128417][bookmark: _Toc130477058][bookmark: _Toc130211258][bookmark: _Toc129681161]Our operating environment
We know people with disability achieve the best outcomes when they have access to the same services and facilities as the broader community.
We use the NDIS Act as the foundation for governments to work together, to adopt an insurance-based approach and to deliver a national regulatory framework for the funding and provision of supports and services. We do this to build a strong mutual understanding of:
what is considered a reasonable and necessary support
whether reasonable and necessary supports should be provided by the NDIS or community and other government services
how the NDIS and other service delivery systems interact and complement one another
how to determine the most appropriate funding and service delivery approach.
In line with the NDIA’s function to manage the financial sustainability of the NDIS, the NDIA has a role in supporting the delivery of the Federal Government’s reform initiatives within the NDIS Financial Sustainability Framework.
The Australian Public Service (APS) reform agenda is committed to building a stronger APS that delivers better outcomes for the community, acts as a model employer and contributes to a fairer and more inclusive Australia. 
[bookmark: _Toc155854911][bookmark: _Toc156301069][bookmark: _Toc161298657][bookmark: _Toc876185468][bookmark: _Toc50813283][bookmark: _Toc511915299][bookmark: _Toc227141235][bookmark: _Toc558620085][bookmark: _Toc1795628438][bookmark: _Toc1824173692][bookmark: _Toc163742430][bookmark: _Toc170128418]Important public reviews
There are 3 important reviews that have been completed that address both the NDIA and the NDIS in their final reports:
The Joint Standing Committee of the NDIS Report into the Capability and Culture of the NDIA (Joint Standing Committee)
Royal Commission into Violence, Abuse, Neglect and Exploitation of People with Disability Final Report (Disability Royal Commission) 
NDIS Review Final Report 'Working together to deliver the NDIS'.
The Federal Government has provided its response to the Joint Standing Committee, noting the committee’s recommendations had considerable overlap and alignment with the recommendations of the Disability Royal Commission and NDIS Review. The NDIA may make adjustments to its Corporate Plan as action is taken by the Government in response to the recommendations.

[bookmark: _Toc155854910][bookmark: _Toc161298656][bookmark: _Toc1790098513][bookmark: _Toc2134439874][bookmark: _Toc826393555][bookmark: _Toc155061212][bookmark: _Toc1520437692][bookmark: _Toc2126399802][bookmark: _Toc1916857410][bookmark: _Toc170128419]Cooperation with others
To achieve its purposes, the NDIA works with:
participants and their supporters to facilitate the development of plans and to support participants to implement their plans
Commonwealth, State and Territory, and local governments on Australia’s Disability Strategy 2021-2031, the National Agreement on Closing the Gap and the Financial Sustainability Framework
the Disability Reform Ministerial Council to discuss ways to improve and implement policy
the Joint Agency Taskforce to help deliver the Federal Government’s Younger People in Residential Aged Care targets outlined in the Final Report of the Royal Commission into Aged Care Quality & Safety
the Department of Aged Care, through their provision of relevant supports 
other Commonwealth entities as part of the Fraud Fusion Taskforce
the Department of Social Services for:
· developing policy and legal frameworks for the NDIS (NDIS Market Roles and Responsibilities), which the NDIA operates within, and for programs related to disability employment services 
· services for people with disability, Information Linkages and Capacity Building (ILC) programs 
· NDIS appeals 
· the Disability Royal Commission Taskforce
· provision of support to implement Scheme reform initiatives.
Services Australia for ‘shared services’ arrangements, provision of specialised resources and the provision of payments 
the NDIS Quality and Safeguards Commission, which assess providers to ensure participants and people with disability are safe
the Digital Transformation Agency on the Artificial Intelligence Copilot for Microsoft 365.


[bookmark: _Risk_oversight_and_1][bookmark: _Toc132117436][bookmark: _Toc134701806][bookmark: _Toc155854913][bookmark: _Toc161298658][bookmark: _Toc364899696][bookmark: _Toc1603697125][bookmark: _Toc1410188946][bookmark: _Toc1123626828][bookmark: _Toc1805692283][bookmark: _Toc4014122][bookmark: _Toc259336006][bookmark: _Toc170128420][bookmark: _Toc129077057][bookmark: _Toc129681182][bookmark: _Toc876749672]Risk oversight and management
Risk oversight and management is applied across all functions within the NDIA, including business planning, reporting, decision making, financial operations and strategic initiatives.
The NDIA’s risk management framework is underpinned by the:
National Disability Insurance Scheme Act 2013
National Disability Insurance Scheme Risk Management Rules 2013
Public Governance, Performance and Accountability Act 2013
related Commonwealth risk management policies and frameworks.
The NDIA Board provides oversight and management of risk through the Audit and Risk Committee, ensuring effective risk management, performance management and governance frameworks are in place.
Senior executives are responsible for identifying and managing NDIA risks through regular monitoring and reviewing of risks, controls and treatment plans.
Risk management roles and responsibilities are defined for staff at all levels in the NDIA and supported by guidance materials, training modules and access to advisory services.


[bookmark: _Strategic_risks][bookmark: _Strategic_risks_1][bookmark: _Toc129077040][bookmark: _Toc129681165][bookmark: _Toc130924589][bookmark: _Toc130981070][bookmark: _Toc133997903][bookmark: _Toc134010492][bookmark: _Toc134701807][bookmark: _Toc132111793][bookmark: _Toc132117437][bookmark: _Toc136613838][bookmark: _Toc136616229][bookmark: _Toc136617516][bookmark: _Toc155854914][bookmark: _Toc156301072][bookmark: _Toc161298659][bookmark: _Toc736171767][bookmark: _Toc871574075][bookmark: _Toc480906938][bookmark: _Toc450770702][bookmark: _Toc916068232][bookmark: _Toc1114917122][bookmark: _Toc690471105][bookmark: _Toc163717095][bookmark: _Toc163742433][bookmark: _Toc170128421]Strategic risks
[bookmark: _Toc136613839][bookmark: _Toc136616230][bookmark: _Toc136617517][bookmark: _Toc155854915][bookmark: _Toc156301073][bookmark: _Toc161298660][bookmark: _Toc133997905][bookmark: _Toc134010494][bookmark: _Toc134701809][bookmark: _Toc163717096][bookmark: _Toc163742434][bookmark: _Toc784651577][bookmark: _Toc1621688817][bookmark: _Toc1922360116][bookmark: _Toc1252162154][bookmark: _Toc406394190][bookmark: _Toc1898624405][bookmark: _Toc733153275]Consistent with our practice of identifying, escalating and mitigating key risks, we have proactively identified 8 strategic risks that could affect the ability to achieve our purposes. The strategic risks and associated mitigation strategies form a key component of the NDIA’s established risk governance framework. They are periodically reviewed in line with the corporate planning cycle. 
[bookmark: _Toc170128422]Strategic risk 1 – Scheme outcomes
Ability to fund reasonable and necessary supports (inc. general and early intervention) to eligible people with disability to ensure improved independence and social and economic participation.
Mitigation strategies
We will continue to focus on, and be informed by, participant goals and outcomes in the delivery of the Scheme.
We will continue to invest in engagement with the sector, participants, and the community to build and maintain mutual trust and co-design for Scheme changes.
We will review Home and Living supports and are committed to enhancing the quality and consistency of home and living decisions.
We will focus on training, oversight, and quality assurance.
[bookmark: _Toc170128423]Strategic risk 2 – Participant experience
Ability to provide a quality experience in access and eligibility decisions, planning including timely reviews.
Mitigation strategies
We will continue to focus on, and be informed by, participant experience in the delivery of the Scheme, including through co-design.
We will continue to focus on participant safety through the enhancement of our responsiveness to critical incidents and complaints.
We will ensure our assessments and decisions are transparent, fair and delivered to all communities (inc. remote and other vulnerable cohorts) in line with participant expectations.


[bookmark: _Toc170128424]Strategic risk 3 – Enabling partner and provider performance
Ability to inform, engage and enable providers and partners to deliver supports to our participants.
Mitigation strategies
NDIS providers are critical to the successful delivery of the Scheme and we are committed to regular engagement and feedback to support the provision of high-quality service delivery for participants.
We are committed to ensuring ongoing intent and performance of our partners in the delivery of the Scheme and within the broader disability ecosystem.
Through our partners, we will continue to monitor costs and respond as appropriate, with a strong focus on helping participants identify value for money services for reasonable and necessary supports.
We will continue to work in collaboration with the Department of Social Services and the NDIS Quality and Safeguards Commission in support of a robust provider sector.
[bookmark: _Toc170128425]Strategic risk 4 – Scheme sustainability
Scheme scope, growth and/or costs deviate significantly.
Mitigation strategies
We will monitor Scheme costs against allocated funding to ensure sustainable Scheme growth.
We will engage cross-jurisdictionally to promote increased access and inclusiveness in community and mainstream supports.
We will work closely with the disability community to implement measures to moderate growth, improve outcomes for participants and ensure the sustainability of the NDIS.


[bookmark: _Toc170128426]Strategic risk 5 – People capability, capacity and wellbeing
Ability to build and maintain a highly capable and high performing workforce, where the Agency prioritises employee safety and wellbeing.
Mitigation strategies
We will enhance the Agency’s workforce and culture strategies to ensure we have the right functions, roles, and people in place to deliver a quality participant experience and compliant Scheme.
We will continue to focus on having the right capability and capacity strategies, processes and supports in place to maintain a high performing workforce.
We will continue to focus on the physical and psychosocial safety and security of our workforce through proactive leadership and culture, an embedded and functional management system underpinned by thorough risk and continuous improvement processes.
[bookmark: _Toc170128427]Strategic risk 6 – Integrity
Ability to protect the Scheme and participants against fraud and non-compliance, through a pro-integrity culture and in accordance with integrity frameworks and guidelines.
Mitigation strategies
We will work within the multi-agency Fraud Fusion Taskforce and the NDIA in designing and implementing more sophisticated detection, prevention and treatment options for fraud and non-compliance.
We recognise that integrity of the Agency is critical to community confidence in the Scheme. We will strengthen the Agency’s pro-integrity culture in relation to its people, systems, and accountability.


[bookmark: _Toc170128428]Strategic risk 7 – Safeguarding our information
Ability to enhance the integrity of Agency, Scheme and participant information including preventing, detecting and responding to cyber security threats.
Mitigation strategies
We recognise the threat of cyber-attack and commit to maintain appropriate cyber security measures according to the Australian Government Security Framework (AGSF) inclusive of the Protective Security Policy Framework (PSPF), Australian Government Information Security Manual (ISM) and the Australian Secret Intelligence Organisation’s (ASIO) Technical Notes.
We will continue to prioritise robust cybersecurity governance, and operations to safeguard the Agency's critical data and systems from evolving threats, including third party cyber risk.
[bookmark: _Toc170128429]Strategic risk 8 – Agency and Scheme transformation
Ability to transform and enhance the Agency and Scheme in line with agreed outcomes and in accordance with applicable intergovernmental agreements.
Mitigation strategies
We will continue to work collaboratively with Scheme stakeholders (inc. with Commonwealth entities and State/Territory jurisdictions) to prepare for significant changes.
We will address agreed reform priorities through codesign and engagement, robust project and change management and continuous monitoring and adaption of strategies.


[bookmark: _Capability_requirements][bookmark: _Toc132117438][bookmark: _Toc134701817][bookmark: _Toc155854923][bookmark: _Toc161298667][bookmark: _Toc16897163][bookmark: _Toc1745561981][bookmark: _Toc53527329][bookmark: _Toc10721887][bookmark: _Toc1735834692][bookmark: _Toc967237294][bookmark: _Toc1644368692][bookmark: _Toc170128430]Capability requirements
[bookmark: _Toc163717098][bookmark: _Toc163742436]The NDIA requires the right capabilities so we can continue to deliver and manage the NDIS. Where change may impact key activity performance, details are included with the key activities performance measure and monitored in 
the NDIA Quarterly Report to Disability Ministers.
[bookmark: _Toc170128431]Workforce capability 
The Agency is focussed on improving how we effectively recruit, develop and retain the right people with the right skills, mindsets and values to support participants and their families. This includes ensuring we have the right strategies and initiatives in place to support workforce wellbeing and psychosocial safety.
We are committed to ensuring the Agency provides a supporting and inclusive workplace for all staff. This reporting period we will implement a 10-day paid disability leave policy for all APS employees, as we continue to work towards becoming a genuine employer of choice for people with disability. To reconfirm our support for staff with disability and other diversity groups, we have established a dedicated Office of Agency Accessibility and Inclusion. The Office of Inclusion and Accessibility, led by a person with disability, will lead efforts to improve culture, systems, processes and supports for staff with disability and other intersectional experiences. 
Australian Public Service (APS) reform and capability activities are underway across the APS to build public sector capability. This includes the APS Strategic Commissioning Framework that supports entities to increase the number of direct, permanent public sector jobs and reducing the use of consultants and outsourcing. The Agency is committed to rebalancing our workforce so that we can meet community expectations of government and deliver better outcomes for people with disability. Our targets under the APS Strategic Commissioning Framework focus on the transition of more than 75% of current labour hire roles to public service roles over 2024-25 and 2025-26.

[bookmark: _Toc170128432]Integrity capability
[bookmark: _Toc155854929][bookmark: _Toc156301086][bookmark: _Toc161298671][bookmark: _Toc134701822]The NDIA, NDIS Quality and Safeguards Commission and 15 other Fraud Fusion Taskforce (FFT) member entities are actively working together to manage 
fraud, non-compliance and provider issues to ensure the best possible outcomes for NDIS participants. 
The NDIA uses information sharing and data analytics to identify targets of interest and conduct investigations. Sharing intelligence across government entities will ensure providers who commit fraud in another government program do not then move to exploit the NDIS. 
The NDIA uses different strategies to manage the risk of fraud or non-compliance including education, self-correction, compliance action or investigations for more serious matters.
This work has been further supported by the February 2024, $83.9 million investment made by the Australian Government to the Crack Down on Fraud (CDoF) program.
The NDIA will use the funding to improve fraud-detecting IT systems, including:
building a new fraud case management system that will interact with other enforcement entities
building new IT systems to connect with other entities, providers and banks so that transactions can be actioned faster with reduced errors
improving the systems that assess, process and pay over 400,000 NDIS claims per day
improving identity proofing systems to increase safety and privacy
improving the NDIS mobile app and online interfaces.
The CDoF program will help safeguard the sustainability of the Scheme whilst ensuring that legitimate participants continue to have access to supports and services they need to thrive.


[bookmark: _Toc170128433]Our performance framework 
[bookmark: _Toc133997921][bookmark: _Toc134701826][bookmark: _Toc156301088][bookmark: _Toc161298673][bookmark: _Toc170128434]Key activity 1 – Improve participant experience and outcomes with a financially sustainable Scheme
[bookmark: _Toc132117446][bookmark: _Toc133997922][bookmark: _Toc134010511][bookmark: _Toc134701827][bookmark: _Toc136613856][bookmark: _Toc136616247][bookmark: _Toc136617534][bookmark: _Toc763567989][bookmark: _Toc1038743100][bookmark: _Toc1279389360][bookmark: _Toc415764246][bookmark: _Toc1018635458][bookmark: _Toc1654660517][bookmark: _Toc2142996768][bookmark: _Toc163717100][bookmark: _Toc163742438][bookmark: _Toc170128435]Why this matters
Improving participants’ independence, economic and social outcomes is at the core of the NDIS. The Scheme is supported by Commonwealth, State and Territory governments, and local governments (see Cooperation with Others).
Our performance measures and targets help us to understand the extent to which the NDIS is contributing to:
improvements to participant outcomes (including early intervention)
effectiveness of services and supports funded by a financially sustainable Scheme
a growing understanding of best practice in relation to services and supports
participants who are supported with a safe environment to make decisions during their journey with the NDIS.
As of 31 March 2024, the NDIS is supporting 649,623 participants.
We are focused on supporting participants to exercise choice and control over implementing their plan. Participants can exercise choice and control through selecting their goals and providers to ensure they get the supports they need. 
This also ensures participants can take reasonable risks managing their plan.



Financial sustainability of the NDIS is defined as a state where:
the NDIS is successful on the balance of objective measures and projections of economic and social participation and independence, on participants’ views that they are getting enough money to buy enough goods and services to allow them reasonable access to life opportunities – that is, reasonable and necessary support
contributors think that the cost is and will continue to be affordable, under control, represents value for money and, therefore, remain willing to contribute.[footnoteRef:5] [5:  NDIS Insurance Principles and Financial Sustainability Manual 2016] 

Risks and issues to financial sustainability of the NDIS and recommendations to manage the risks and issues are provided in the NDIS Annual Financial Sustainability Report (AFSR). The NDIA has addressed these and the AFSR provides a progress update on previous recommendations made by the Scheme Actuary and actions by the NDIA.


[bookmark: _Why_this_matters][bookmark: _Toc155854912][bookmark: _Toc156301070][bookmark: _Toc161298676][bookmark: _Toc946533011][bookmark: _Toc1070123471][bookmark: _Toc596077478][bookmark: _Toc1032775021][bookmark: _Toc1941969715][bookmark: _Toc2008723677][bookmark: _Toc677591332][bookmark: _Toc163717101][bookmark: _Toc163742439][bookmark: _Toc170128436]Program costs and forward estimates
The Portfolio Budget Statements (PBS) 2024-25 set out the anticipated expenditure for programs administered by the NDIA (Tables 1 and 2 below).
Program 1.1 expenditure estimates for 2024-25 are $46.4 billion, increasing to $50.8 billion in 2025-26 and to $59.3 billion by 2027-28.
Total Scheme revenue from States and Territories (including in-kind contributions) estimates for 2024-25 are $12.6 billion, increasing to $13.1 billion in 2025-26 and to $14.2 billion by 2027-28. Federal Government contribution estimates for 2024-25 are $33.8 billion, increasing to $37.7 billion in 2025-26 and $45.1 billion by 2027-28.
Program 1.2 expenditure estimate for the 2024-25 budget is $2.7 billion, followed by $1.7 billion each financial year till 2027-28.
Table 1 Program expenditure
	[bookmark: Title_3]Program
	2023-24 estimate ($’million)
	2024-25 budget ($’million)
	2025-26 forward estimate ($’million)
	2026-27 forward estimate ($’million)
	2027-28 forward estimate ($’million)

	Program 1.1
Reasonable and necessary supports for participants 
	42,417
	46,381
	50,805
	54,869
	59,251

	Program 1.2
NDIA and general supports 
	2,222
	2,663
	1,736
	1,749
	1,624


[bookmark: _Toc134701837][bookmark: _Toc156301136][bookmark: _Toc161298678][bookmark: _Toc352863654][bookmark: _Toc900503476][bookmark: _Toc704656188][bookmark: _Toc168534733][bookmark: _Toc178709926][bookmark: _Toc1946109180][bookmark: _Toc75019835][bookmark: _Toc163717103][bookmark: _Toc163742441]

Table 2 Program 1.1 revenue
	[bookmark: Title_4]Source
	2023-24 estimate ($’million)
	2024-25 budget ($’million)
	2025-26 forward estimate ($’million)
	2026-27 forward estimate ($’million)
	2027-28 forward estimate ($’million)

	Australian Government (appropriations and contributions)
	30,280
	33,797
	37,718
	41,261
	45,100

	State and territory jurisdiction contributions (cash)
	11,237
	12,227
	13,086
	13,609
	14,151

	In-kind and other revenue (Commonwealth, State and Territory governments)
	864
	357
	0
	0
	0

	Recoveries
	0
	0
	0
	0
	0

	Total ($'m)
	42,381
	46,381
	50,805
	54,869
	59,251


[bookmark: _Toc156301131][bookmark: _Toc161298683][bookmark: _Toc134701835]

[bookmark: _Toc170128437]Key activity 1 performance measures
Our performance measures have been selected as a set that together inform the achievement of the key activity. The NDIA monitors and publishes these measures in the Quarterly Report to Disability Ministers and provides result factor analysis for the key activity within the Annual Performance Statements. Additional explanation has been provided against each measure to indicate links to the ‘state of financial sustainability’.
Our performance measures, targets, rationale, and method of assessment for the 2024-25 and forward reporting periods are detailed below. The NDIA reviewed its performance measures and selected measures that best align to the new outcome statement within its strategic direction.
[bookmark: _Toc170128438][bookmark: _Hlk167286951]Performance measure 1.1 – Participant employment rate
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	26%
	26%
	26%
	26%


Why we measure this
Measures the effectiveness of the Scheme in supporting the independence, and social and economic participation, of people with disability.[footnoteRef:6] [6:  Subparagraph 118 (1)(a)(i) of the National Disability Insurance Scheme Act 2013] 

How we measure this
The participant employment rate is calculated as the number of participants who responded ‘Yes’ to the question ‘Do you have a paid job?’ at their latest plan reassessment divided by the number of respondents. The source of the data is the Agency’s Shortform Outcomes Framework questionnaires. The responses from participants who have been in the Scheme for at least 2 years are included in the results.


[bookmark: _Toc170128439]Performance measure 1.2 – Participant social and community engagement rate
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	46%
	46%
	46%
	46%


Why we measure this
Measures the effectiveness of the Scheme in supporting the independence, and social and economic participation, of people with disability.[footnoteRef:7]  [7:  Subparagraph 118 (1)(a)(i) of the National Disability Insurance Scheme Act 2013] 

How we measure this
This measure is calculated using the number of active participants who have informal community and/or mainstream supports in their plan divided by the number of active participants. 
[bookmark: _Toc170128440]Performance measure 1.3 – Participant satisfaction
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	76%
	76%
	76%
	76%


Why we measure this
Measures the output of the Agency in delivering the Scheme in supporting the independence, and social and economic participation, of people with disability. [footnoteRef:8] [8:  Subparagraph 118 (1)(a)(i) of the National Disability Insurance Scheme Act 2013] 

How we measure this
The satisfaction survey is conducted monthly by an independent provider, Australian Healthcare Associates. Satisfaction is measured by the percentage of ‘good’ and ‘very good’ responses to the question regarding a participant’s experience with the NDIS across the 6 stages (early supports, community connections, access, pre‑planning, planning, plan reassessment).


[bookmark: _Toc170128441]Performance measure 1.4 – Participant satisfaction with progress toward their goals
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	70%
	70%
	70%
	70%


Why we measure this
Measures the output (quality) of the Agency in delivering the Scheme in supporting the independence, and social and economic participation, of people with disability.[footnoteRef:9]  [9:  Subparagraph 118 (1)(a)(i) of the National Disability Insurance Scheme Act 2013] 

How we measure this
The satisfaction survey is conducted monthly by an independent provider, Australian Healthcare Associates. 
[bookmark: _Toc170128442]Performance measure 1.5 – Participants with Community and/or Mainstream supports in their plans
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	> 90%
	> 90%
	> 90%
	> 90%


Why we measure this
Measures the effectiveness of the Agency delivering the Scheme through the provision of plans that support the independence, and social and economic participation, of people with disability.[footnoteRef:10] [10:  Subparagraph 118 (1)(a)(i) and paragraphs 34(1)(e) and (f) of the National Disability Insurance Scheme Act 2013] 

How we measure this
This measure is calculated using the number of active participants who have indicated they access mainstream and informal community supports divided by the number of active participants. 


[bookmark: _Toc170128443]Performance measure 1.6 – Average payment per participant
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	$67,200
	$67,800
	$69,100
	$72,000


Why we measure this 
When combined with participant outcome measures (Participant employment rate, Participant social and community engagement rate, Participant satisfaction with progress toward their goals) this measures the efficiency of the Agency delivering and managing the scheme in supporting the independence, and social and economic participation, of people with disability.[footnoteRef:11] [11:  Subparagraph 118 (1)(a)(i) and paragraph 118(1)(b) of the National Disability Insurance Scheme Act 2013] 

How we measure this
Average annualised payments per participant are based on Scheme expenses on an accrual basis, divided by the average participant exposure over the financial year.
[bookmark: _Toc170128444]Performance measure 1.7 – Annualised Scheme growth rate
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	12.0%
	8.4%
	6.7%
	7.7%


Why we measure this
When combined with other benefit measurement measures, this measures the efficiency of the Agency in delivering the scheme in supporting the independence, and social and economic participation, of people with disability.[footnoteRef:12] [12:  Subparagraph 118 (1)(a)(i) and paragraph 118(1)(b) of the National Disability Insurance Scheme Act 2013] 

How we measure this 
The annualised Scheme growth rate is calculated as Scheme expenses in the current financial year to date divided by the Scheme expenses in the previous financial year minus one.

[bookmark: _Toc170128445][bookmark: _Toc156301132][bookmark: _Toc161298684]Key activity 2 – Develop a high performing NDIA for participants
[bookmark: _Toc132117454][bookmark: _Toc133997930][bookmark: _Toc134010519][bookmark: _Toc134701833][bookmark: _Toc136613871][bookmark: _Toc136616262][bookmark: _Toc136617549][bookmark: _Toc426666385][bookmark: _Toc1621543168][bookmark: _Toc666118989][bookmark: _Toc322265261][bookmark: _Toc1921597871][bookmark: _Toc167944592][bookmark: _Toc1977797308][bookmark: _Toc163717106][bookmark: _Toc163742444][bookmark: _Toc170128446][bookmark: _Int_Lq5JhS3W]Why this matters
The NDIA is focused on improvements to the Participant Experience through our Participant Service Charter (PSC), which has 5 principles for the way we will interact with participants:
1. Transparent: we will make it easy to access and understand our information and decisions.
2. Responsive: we will respond to individual needs and circumstances.
3. Respectful: we will recognise your individual experience and acknowledge you are an expert in your own life.
4. Empowering: we will make it easy to access and use information and be supported by the NDIS to lead your life.
5. Connected: we will support you to access the services and supports you need.
[bookmark: _Int_oV6NGAE3]The Participant Service Guarantee (PSG) sets timeframes for key NDIS processes such as access, plan approvals, plan reassessments and nominee changes. The Participant Service Improvement Plan outlines the actions needed to achieve the Participant Service Charter and Participant Service Guarantee. Since mid-2020, we have been monitoring and reporting our progress to achieving our timeframes and our commitments in our Quarterly Reports to Disability Ministers.
 Developing a high performing NDIA for participants includes:
· delivering a quality experience in line with the PSC and PSG
· developing a market with high quality, competitive and innovative supports and services for participants
· improving the NDIS provider experience
· enhancing the sector and community sentiment and confidence through co-design, transparency and better communications
· enhance efficiency and effectiveness of the NDIA
· protecting the Scheme (Reasonable and Necessary Supports and General Supports) from non-compliant and fraudulent practices through a control environment.
[bookmark: _Toc134701834][bookmark: _Toc136613872][bookmark: _Toc136616263][bookmark: _Toc136617550]

[bookmark: _Toc1952159309][bookmark: _Toc924299735][bookmark: _Toc1464858855][bookmark: _Toc951324470][bookmark: _Toc268992620][bookmark: _Toc187160855][bookmark: _Toc891151818][bookmark: _Toc163742445][bookmark: _Toc170128447]Key activity 2 performance measures
Our performance measures, targets, rationale, and method of assessment for the 2024-25 and forward reporting periods are detailed below. The NDIA reviewed its performance measures and selected measures that best align to the new outcome statement within its strategic direction.[footnoteRef:13]  [13:  Our diversity and inclusion measures are important to the NDIA and Agency staff. The Agency continues to manage these measures internally and reports on them in the Annual Report.] 

[bookmark: _Toc170128448]Performance measure 2.1 – Staff with disability
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	20%
	21%
	22%
	23%


Why we measure this
This measure supports the effectiveness of Agency interactions with participants. Understanding of disability is vital to our ability to connect, empathise, communicate with, and provide quality services to participants.[footnoteRef:14] [14:  Subparagraph 118 (1)(a)(iii) of the National Disability Insurance Scheme Act 2013] 

How we measure this
This is sourced from the annual APSC Census survey. The result is the percentage of survey respondents, that are NDIA staff (both APS employees and labour hire), who identify as having a disability.[footnoteRef:15] [15:  The method has been updated to include labour hire staff] 



[bookmark: _Toc170128449][bookmark: _Int_UhWZkJ9Z]Performance measure 2.2 – Payments made within agreed timeframes
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	>90%
	>90%
	>90%
	>90%


Why we measure this
This measures the output (timeliness) of NDIS payments from the NDIA to participants, nominees and providers.
How we measure this
The result is the percentage of claims that pass validations and become payable within 3 days, as per our payment terms.
[bookmark: _Toc170128450][bookmark: _Hlk167287159][bookmark: _Int_mRD1iFfG]Performance measure 2.3 – PSG timeframes met 95% of the time
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	80%
	80%
	80%
	80%


Why we measure this
Measures the output (timeliness and quality) of the Agency to meet legislated PSG timeframes and the implementation of the Participant Service Improvement Plan.
How we measure this
This measure is reported in the Quarterly Report to Disability Ministers. It is a two-part measure, including:
an individual PSG measure is considered to have been met overall if 95% or more of the tasks being measured meet the target timeframes as specified in legislation.[footnoteRef:16] [16:  The measure is then reported as the proportion of reportable PSGs (currently 17) where 95% or more of the tasks being measured meet the target.] 

the measure is then reported as the proportion of reportable PSGs (currently 17) where 95% or more of the tasks being measured meet the target.


[bookmark: _Toc170128451]Performance measure 2.4 – Resolution on first call to National Contact Centre
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	80%
	80%
	80%
	80%


Why we measure this
Measures the output (quality) of Agency interaction with participants. Participant Service Charter says we will respond to each person's needs and situation.
How we measure this
The measure takes the qualitative satisfaction response from callers to indicate the commitment has been achieved.
[bookmark: _Toc170128452][bookmark: _Int_ZJLnjJi6]Performance measure 2.5 – Disclosure of NDIS Quarterly Reports to Disability Ministers within prescribed timeframes
	Financial Year
	2024-25
	2025-26
	2026-27
	2027-28

	Target
	[bookmark: _Int_u58EBWMa]All quarterly reports provided to the ministerial council within legislative time frames.
	[bookmark: _Int_u4ON1yRM]All quarterly reports provided to the ministerial council within legislative time frames.
	[bookmark: _Int_pxrD6rCd]All quarterly reports provided to the ministerial council within legislative time frames.
	[bookmark: _Int_KEOiMWff]All quarterly reports provided to the ministerial council within legislative time frames.


Why we measure this
Measures the output (timeliness and quality) of activities related to the Agency managing, advising and reporting on, the financial sustainability of the National Disability Insurance Scheme.[footnoteRef:17] [17:  Paragraph 118(1)(c) of the National Disability Insurance Scheme Act 2013] 

How we measure this
[bookmark: _Int_U3oDDTBV]Quarterly reports provided within legislated timeframe.[footnoteRef:18]  [18:  Section 174 of the National Disability Insurance Scheme Act 2013] 



[bookmark: _Toc156301137][bookmark: _Toc161298686][bookmark: _Toc1451422952][bookmark: _Toc1677050665][bookmark: _Toc2072647345][bookmark: _Toc1616049030][bookmark: _Toc1902618298][bookmark: _Toc1422959914][bookmark: _Toc1162362479][bookmark: _Toc163717109][bookmark: _Toc163742447][bookmark: _Toc170128453]National Disability Insurance Agency
ndis.gov.au
Telephone 1800 800 110
Webchat ndis.gov.au
Follow us on our social channels
Facebook, Twitter, Instagram, YouTube, LinkedIn
For people who need help with English
TIS: 131 450
For people who are deaf or hard of hearing
TTY: 1800 555 677
Voice relay: 1800 555 727
National Relay Service: relayservice.gov.au
ndis.gov.au

ndis.gov.au
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