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2.2 A participant-centred
approach to the appeals
process and address
power imbalance.

2.2.1. Human centred design project on the AAT process -
Strategy Branch-led.

2.2.2 Co-design a participant survey to gather regular participant
feedback.

2.3 Implement an
Independent Expert
Review trial

2.3.1. Transition of IER into BAU into AAT Case Management
Branch and DR&L Branch.

2.3.2. Survey and evaluation process of the IER - Research &
Evaluation Branch-led

2.3.3 IER closure

2.4. Reduce the number
of aged mattersin
the AAT.

2.4.1 Review of aged matters - all matters in the AAT 12 months
and longer.

2.4.2 Transition of aged matters to inhouse legal team.

2.4.3 Dashboard for Case Managers.

2.4.4 Lessons learnt — caseload elevation to inform future
training needs/gaps and training modules.

2.5 Enhance AAT
advocacy capability.

2.5.1. Advocacy Skills: Including a training program for
solicitor/advocacy groups.

2.5.2. Establish a legal framework for Advocacy.

2.5.3. Work with DSS towards expanding legal assistance
funding and services.
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Dispute Resolution Improvement Strategy Working Group-

Terms of Reference

1. Purpose
1.1 The Dispute Resolution Improvement Strategy) or ‘DRIS’) working group will be the forumto:

1.1.1 Drive a unified understanding of the Chief Counsel division’s change management
and priorities and ensure a coordinated approach to achieving the strategic
objectives as set out in the Plan.

1.1.2 Provide advice and guidance in the development of the change management work
program within the division during the lifetime of the Strategy.

1.1.3 Consider emerging risks and priorities over the period of the Strategy and provide
recommendations to the sponsor any changes to priorities and/or inclusion of new
projects.

1.1.4 Develop astrategy as part of the Plan to promote and lead a culture of integrity,
respect, and inclusiveness to drive and support a highly engaged and effective
workforce within the Chief Counsel Division.

2. Lifespan of the Working Group

2.1 The lifespan of the Working Group is determined by the sponsor.
3. Detailed functions

3.1 The responsibilities of the working group:

3.1.1 Document the division’s operating model and recommend to Chief Counsel a
changed approach to the model based on priorities and achieving the strategic
objectives set out in the DRIS.

3.1.2 DevelopaWork Program and roadmap with agreed set of deliverables and timelines
and allocate leads.

3.1.3 Develop performance outcomes against targets.

3.1.4 Develop a 3year work program and identify leads and timelines to achieve the
strategic objectives as defined in the Plan.

3.1.5 Develop aninterim 6 month- project plan with priority work to be completed.

3.1.6 Include the CCD risk register and risk framework for the Division aligned to the
initiatives.

ndis.gov.au 1
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3.1.7 Develop and champion a cultural change management plan to support and drive a
highly engaged effective teams within the Division.

4, Reporting
4.1 The Working Group will provide fortnightly updates to the Chief Counsel as the sponsor of
the Plan
4.2 The working group will also provide fortnightly updates to the Chief Counsel and monthly
update at the AAT Strategic team meetings.
5. Membership
5.1 Membership of the Working Group is as follow:
5.1.1 Marijafwe0-eeme Director, Communications and Engagement, AAT Case
Management Branch (Chair)
5.1.2 Kathryn®@@eo=e= Deputy Chief Counsel, AAT Dispute Resolution and Litigation
branch
5.1.3  Patricia #®@® === principal Legal Officer, AAT Dispute Resolution and Litigation
branch
5.1.4 Jess@wewmeame Biractor, Chief Counsel Operations
5.1.5 Liam #0@0ee gnd Cathy =e@@eemmek Diractors from Independent Expert Review
Program
5.1.6  Bridget®®@® e gnd Tom @@ == principal Lawyers from Legal Service branch
5.1.7 Arielle #o@vieee Aljce #2000 gnd e e F@@@ ek Biractors from the AAT Case
Management branch.
5.1.8 Fiona™®@® = Director, AAT Dispute Resolution and Litigation
5.2 The Chair may nominate another NDIA senior executive as Alternate Chair. The Alternate
Chair will act as Chair if the Chair is unavailable.
5.3 Where a Working Group member is unable to attend, a proxy or delegate may attend with
the approval of the Chair.
5.4 As required, a Working Group member may request additional invitees or observers to
attend Working Group meetings.
5.5 The Secretariat will confirm attendance in advance of each meeting and reschedule, if
needed, to ensure availability of a quorum.
6. Secretariat
6.1 The Chair will also perform the Secretariat function.
OFFICIAL
ndis.gov.au
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7.

Meeting arrangements

Meeting agenda and action items

7.1 The agenda will be prepared and provided to Working Group members 3 business days
before a meeting. The Working Group Secretariat will circulate the agenda.

7.2 The duration of meetings is limited to one hour, if possible.

7.3 Decisions and actions will be recorded for all meetings. Decision and action registers will be
maintained by the WG Secretariat.

7.4 Agreed actions will be updated fortnightly by the WG Secretariat and form the primary
minutes for meetings.

Frequency

7.5 The WG will meet fortnightly at a minimum, to support the momentum required to initially
drive to Plan and meet the expectations of ELT.

7.6 Extra-ordinary meetings will be scheduled as required.

8. Working Group sponsor

8.1 The DRIS working group will report to the Chief Counsel.

Conduct at meetings

8.1 All Working Group members are expected to:
8.1.1 Actinaccordance with NDIA and APS values during meetings, and in relation to their
decision-making duties;
8.1.2 Read all papers before attending the meeting;
8.1.3 Remain within the allotted time for agenda items;
8.1.4 Operate from a whole-of-Scheme perspective and be accountable to identify risks
and opportunities;
8.1.5 Bring forward papers which enable the Working Group to discharge its
responsibilities;
8.1.6 Actin a collegiate and collaborative manner when discussing and resolving issues;
8.1.7 Provide the Working Group with accurate and timely information to enable well-
informed reporting; and
8.1.8 Declare and avoid conflicts of interest and conflicts of role.
Quorum
8.2 A quorum will consist of 8 or more WG members, one of whom must be the Chair or
Alternate Chair.
OFFICIAL
ndis.gov.au 3
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0. Review of terms of reference

9.1 These terms of reference will be reviewed by the Working Group at least quarterly.

OFFICIAL
ndis.gov.au
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other relevant papers for meeting (such as
presentations, other progress reports and
dashboards).
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 31 January 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 8 February 2024.
As this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

Nov 23 - 204

Dec 23 - 193

Jan 24 - 184

KPI: Median weeks to close for matters within 1 year (all matter types)
Feb-23 - 23.7
Mar-23 - 22.9
Apr-23 - 20.9
May-23 - 23.3
Jun-23 - 21.6
Jul-23 - 19.4
Aug-23 - 17.7
Sep-23-18.9
Oct-23 - 19.0
Nov-23 - 21.0
Dec-23 - 19.6
Jan-24 - 21.7

KPI: 80% case resolution within 9 months
Target - 80%
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Nov-23 - 66%
Dec-23-71%
Jan-24 - 75%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Nov-23 - $12,865

Dec-23 - $10,196

Jan-24 - $7,408

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Nov-23 - 59%

Dec-23 - 41%

Jan-24 - 96%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY22 - 68%

FY23 - 69%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 30 June 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 4 July 2024. As
this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

Apr 24 - 230

May 24 - 208

Jun 24 — 232

KPI: Median weeks to close for matters within 1 year (all matter types)
Jul-23 - 19.4
Aug-23-17.7
Sep-23-18.9
Oct-23 - 19.0
Nov-23 - 21.0
Dec-23 - 19.6
Jan-24 - 21.7
Feb-24 - 18.9
Mar-24 - 19.9
Apr-24 - 21.6
May-24 - 23.5
Jun-24 - 20.4

KPI: 80% case resolution within 9 months
Target - 80%
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Apr-24 - 60%
May-24 - 65%
Jun-24 - 60%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Apr-24 - $9,551

May-24 - $9,961

Jun-24 - $8,784

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Apr-24 - 84%

May-24 - 73%

Jun-24 - 57%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY22 - 68%

FY23 - 69%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 31 July 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 5 August 2024.
As this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

May 24 - 209

Jun 24 - 232

Jul 24 — 245

KPI: Median weeks to close for matters within 1 year (all matter types)
Aug-23 - 17.7
Sep-23-18.9
Oct-23 - 19.0
Nov-23 - 21.0
Dec-23 - 19.6
Jan-24 - 21.7
Feb-24 - 18.9
Mar-24 - 20.0
Apr-24 - 21.6
May-24 - 23.9
Jun-24 - 21.3
Jul-24 - 22.9

KPI: 80% case resolution within 9 months
Target - 80%
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May-24 - 64%
Jun-24 - 60%
Jul-24 - 55%

KPI: Reduction in average external legal costs per matter
Target - $8,400

May-24 - $10,210

Jun-24 - $9,902

Jul-24 - $9,575

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

May-24 - 73%

Jun-24 - 54%

Jul-24 - 66%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY22 - 68%

FY23 - 69%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 31 August 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 5 September
2024. As this data is extracted from a live database it is subject to variation over time due to
back-dated entries and updates. Therefore, data referencing a specific date in this
dashboard may change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

Jun 24 - 232

Jul 24 — 245

Aug 24 — 209

KPI: Median weeks to close for matters within 1 year (all matter types)
Sep-23-18.9
Oct-23 - 19.0
Nov-23 - 21.0
Dec-23 - 19.6
Jan-24 - 21.7
Feb-24 - 18.8
Mar-24 - 20.0
Apr-24 - 21.6
May-24 - 23.9
Jun-24 - 21.3
Jul-24 - 22.4
Aug — 16.6

KPI: 80% case resolution within 9 months
Target - 80%
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Jun-24 - 60%
Jul-24 - 55%
Aug-24 — 62%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Jun-24 - $11,245

Jul-24 - $11,375

Aug-24 - $11,903

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Jun-24 - 54%

Jul-24 - 65%

Aug-24 — 94%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 30 September 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 8 October 2024.
As this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

Jul 24 - 244.5

Aug 24 - 210.5

Sep 24 - 141

KPI: Median weeks to close for matters within 1 year (all matter types)
Oct-23 - 19.0
Nov-23 - 21.0
Dec-23 - 19.6
Jan-24 - 21.7
Feb-24 - 18.8
Mar-24 - 20.0
Apr-24 - 21.6
May-24 - 23.7
Jun-24 - 21.3
Jul-24 - 22.4
Aug-24 - 16.7
Sep-24-16.4

KPI: 80% case resolution within 9 months
Target - 80%
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Jul-24 - 55%
Aug-24 - 61%
Sep-24 - 70%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Jul-24 - $11,791

Aug-24 - $12,138

Sep-24 - $9,284

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Jul-24 - 65%

Aug-24 - 93%

Sep-24 - 68%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 31 October 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 7 November
2024. As this data is extracted from a live database it is subject to variation over time due to
back-dated entries and updates. Therefore, data referencing a specific date in this
dashboard may change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

Jul 24 - 211

Aug 24 - 142

Sep 24 — 145

KPI: Median weeks to close for matters within 1 year (all matter types)
Nov-23 - 21.0
Dec-23 - 19.6
Jan-24 - 21.7
Feb-24 - 18.8
Mar-24 - 20.0
Apr-24 - 21.6
May-24 - 23.7
Jun-24 - 20.9
Jul-24 - 22.4
Aug-24 - 16.7
Sep-24-16.5
Oct-24-17.6

KPI: 80% case resolution within 9 months
Target - 80%
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Aug-24 - 61%
Sep-24 - 71%
Oct-24 — 66%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Aug-24 - $12,546

Sep-24 - $10,437

Oct-24 - $9,797

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Aug-24 - 93%

Sep-24 - 66%

Oct-24 — 66%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 30 November 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 4 December
2024. As this data is extracted from a live database it is subject to variation over time due to
back-dated entries and updates. Therefore, data referencing a specific date in this
dashboard may change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

Sep 24 - 142

Oct 24 — 145

Nov — 159

KPI: Median weeks to close for matters within 1 year (all matter types)
Dec-23 - 19.6
Jan-24 - 21.7
Feb-24 - 18.8
Mar-24 - 20.0
Apr-24 - 21.6
May-24 - 23.7
Jun-24 - 20.9
Jul-24 - 22.4
Aug-24 - 16.9
Sep-24 - 16.6
Oct-24-17.6
Nov-24 — 19.6

KPI: 80% case resolution within 9 months
Target - 80%
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Sep-24 - 71%
Oct-24 — 65%
Nov-24 — 72%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Sep-24 - $10,743

Oct-24 - $11,226

Nov-24 - 9,114

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Sep-24 - 66%

Oct-24 — 66%

Nov-24 — 84%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 31 December 2024

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 8 January 2025.
As this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of AAT matters reduced

Target (Days): 150

Oct 24 - 145

Nov 24 — 156

Dec 24 — 188

KPI: Median weeks to close for matters within 1 year (all matter types)
Jan-24 - 21.7
Feb-24 - 18.8
Mar-24 - 20.0
Apr-24 - 21.6
May-24 - 23.7
Jun-24 - 20.9
Jul-24 - 22.4
Aug-24 - 16.9
Sep-24 - 16.6
Oct-24 - 17.6
Nov-24 - 19.6
Dec-24 - 20.7

KPI: 80% case resolution within 9 months
Target - 80%
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Oct-24 — 65%
Nov-24 —72%
Dec-24 - 68%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Oct-24 - $11,631

Nov-24 - $9,980

Dec-24 - $9,035

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Oct-24 — 66%

Nov-24 — 84%

Dec-24 — 84%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 31 January 2025

Data Sources: AAT LEX Matter management System & APS Census Reports

Data Disclaimer: The AAT matter data used in this dashboard is sourced from the AAT LEX
Matter Management System and is accurate as at the date of extraction on 5 February 2025.
As this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of AAT matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer

KPI: Length of AAT matters reduced
Target (Days): 150

Nov 24 — 156
Dec 24 - 188
Jan 25 — 148

KPI: Median weeks to close for matters within 1 year (all matter types)
Feb-24 - 18.8 weeks
Mar-24 - 20.0
Apr-24 - 21.6
May-24 - 23.7
Jun-24 - 20.9

Jul-24 - 22.4

Aug-24 - 16.9
Sep-24 - 16.6
Oct-24 - 17.6
Nov-24 - 19.6
Dec-24 - 20.7
Jan-25-18.2

KPI: 80% case resolution within 9 months
Target - 80%
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Nov-24 — 72%
Dec-24 — 68%
Jan-25 — 78%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Nov-24 - $10,642

Dec-24 - $10,587

Jan-25 - $8,931

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Nov-24 — 84%

Dec-24 — 86%

Jan-25 — 100%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY 2022-2025

Performance Dashboard as at 31 March 2025

Data Sources: ART LEX Matter management System & APS Census Reports

Data Disclaimer: The ART matter data used in this dashboard is sourced from the ART LEX
Matter Management System and is accurate as at the date of extraction on 7 April 2025. As
this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of ART matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer

KPI: Length of ART matters reduced
Target (Days): 150

Jan 25 — 148
Feb-25 — 181
Mar-25 — 207

KPI: Median weeks to close for matters within 1 year (all matter types)
Apr-24 - 21.6 weeks
May-24 - 23.7
Jun-24 - 20.9

Jul-24 - 22.4
Aug-24 - 16.9
Sep-24 - 16.6
Oct-24 - 17.6
Nov-24 - 19.6
Dec-24 - 20.7
Jan-25-18.1
Feb-25 —23.0
Mar-25 — 24.6

KPI: 80% case resolution within 9 months
Target - 80%
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Jan-25 - 77%
Feb-25 - 77%
Mar-25 — 66%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Jan-25 - $10,307

Feb-25 - $9,869

Mar-25 - $10,800

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Jan-25 - 100%

Feb-25 - 91%

Mar-25 - 61%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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OFFICIAL

DISPUTE RESOLUTION IMPROVEMENT
STRATEGY (DRIS) 2022-2025

Performance Dashboard as at 31 May 2025

Data Sources: ART LEX Matter management System & APS Census Reports

Data Disclaimer: The ART matter data used in this dashboard is sourced from the ART LEX
Matter Management System and is accurate as at the date of extraction on 10 June 2025.
As this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of ART matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of ART matters reduced

Target (Days): 150

Mar-25 — 206

Apr-25 — 209

May-25 - 211

KPI: Median weeks to close for matters within 1 year (all matter types)
Jun-24 - 20.9 weeks
Jul-24 - 22.4
Aug-24 - 16.9
Sep-24 - 16.6
Oct-24 - 17.6
Nov-24 - 19.6
Dec-24 - 20.7
Jan-25-18.0
Feb-25 - 23.0
Mar-25 — 24.6
Apr-25—-25.8
May-25 — 25.6

KPI: 80% case resolution within 9 months
Target - 80%
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Mar-25 — 66%
Apr-25 - 72%
May-25 — 70%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Mar-25 - $12,932

Apr-25 - $10,701

May-25 - $9,222

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Mar-25 — 60%

Apr-25 — 100%

May-25 — 100%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 - 68%

FY2023 - 69%

FY2024 — 74%
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DISPUTE RESOLUTION IMPROVEMENT
STRATEGY (DRIS) 2022-2025

Performance Dashboard as at 30 June 2025

Data Sources: ART LEX Matter management System & APS Census Reports

Data Disclaimer: The ART matter data used in this dashboard is sourced from the ART LEX
Matter Management System and is accurate as at the date of extraction on 7 July 2025. As
this data is extracted from a live database it is subject to variation over time due to back-
dated entries and updates. Therefore, data referencing a specific date in this dashboard may
change in a later data export.

This paper covers the following information:

1. DRIS Objective: A dispute resolution model that is simpler and fairer
a. KPI: Length of ART matters reduced
b. KPI: Median weeks to close for matters within 1 year (all matter types)
c. KPI: 80% case resolution within 9 months
d. KPI: Reduction in average external legal costs per matter

2. DRIS Objective: Human-centred solutions to improve Participants' experience
a. KPI: 75% of matters reviewed by Early Assessment
3. DRIS Obijective: A healthy workplace culture where staff can grow professionally

a. KPI: Improved Census Engagement

DRIS Objective: A dispute resolution model that is simpler and fairer
KPI: Length of ART matters reduced

Target (Days): 150

Apr-25 - 209

May-25 - 211

Jun-25 -221

KPI: Median weeks to close for matters within 1 year (all matter types)
Jul-24 - 22.4 week
Aug-24 - 16.9
Sep-24 - 16.6
Oct-24 - 17.6
Nov-24 - 19.6
Dec-24 - 20.7
Jan-25-18.0
Feb-25 —23.0
Mar-25 — 24.6
Apr-25-25.7
May-25 — 25.6
Jun-25-26.0

KPI: 80% case resolution within 9 months
Target - 80%
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Apr-25 - 72%
May-25 — 70%
Jun-25 — 64%

KPI: Reduction in average external legal costs per matter
Target - $8,400

Apr-25 - $11,164

May-25 - $10,879

Jun-25 - $8,982

DRIS Objective: Human-centred solutions to improve Participants' experience
KPI: 75% of matters reviewed by Early Assessment

Target - 75%

Apr-25 — 100%

May-25 — 100%

Jun-25 - 55%

DRIS Objective: A healthy workplace culture where staff can grow
professionally

KPI: Improved Census Engagement

Target - 75%

FY2022 — 68%

FY2023 — 69%

FY2024 — 74%
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MS24-000024

Ministerial Submission for Noting

For: Minister for the National Disability Insurance Critical date: N/A
Scheme Reason for urgency: N/A

Updates on the NDIA Dispute Resolution Improvement Strategy and ART Reform

Key Issues:
The National Disability Insurance Agency (NDIA or the Agency) is continuing to improve the experience of

participants in Administrative Appeals Tribunal (AAT) through key initiatives under the Dispute Resolution
Improvement Strategy (DRIS). These initiatives have reduced external legal expenditure for FY23/24.
More recently the Agency is experiencing an increase in new AAT applications with work underway to
understand the drivers of this increase and extent this is linked to scheme reform.

The NDIA is working closely with DSS and the AGD-led Administrative Review Taskforce to progress critical
transition activities to align with the new Administrative Review Tribunal (ART) settings on

14 October 2024. The amendments to the new Tribunal processes are anticipated to have positive
impacts for participants of the Scheme.

The NDIA is progressing six Federal Court appeal regarding the Tribunal’s interpretation of the current
National Disability Insurance Scheme (NDIS) legislation.

Recommendation(s): Decision:

That you:

1) Note the information outlined in this brief
about the AAT, ART and the Federal Court
appeals.

Noted / Please discuss

Media Considerations: The Agency’s AAT caseload and approach has previously been the subject of
adverse media attention. Following considerable effort since 2022 to reduce the previous backlog and
improve participant experience there is little media attention at present. The Agency is progressing
activity to prevent another backlog and will brief you on any media activity.

Talking points have been prepared should you get asked about the progress made in the AAT program (at

Attachment A).

Signature .......cooeeveeveveeveeereerenenen, Bill Shorten
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Background:

AAT Updates

1.

8.

The NDIA has made significant improvements in reducing the backlog in the AAT through dispute
resolution initiatives including early assessment, intensive case reviews and the Independent Expert
Review (IER) trial. These initiatives have (at 31 August 2024):
e Resolved 10,895 cases since 1 June 2022
e Resolved 98% of the legacy AAT matters (active June 2022)
e Resolved 97% of AAT matters without proceeding to a substantive hearing
e Reduced the active caseload from 4,501 in May 2022 to 3,420
e Reduced the median weeks to close matters from 35.2 weeks in January 2023 to 25.9 weeks in
February 2024. In August 2024 the median weeks to close was 31.7 weeks.
e Decreased disputation rate, from a peak of 1.52% of participants in FY2022 Q2 to a 3 year low of
0.42% in FY2024 Q3. This figure has since increased to 0.71% in FY2024 Q4.
e Decreased new AAT matters from 1.11% of participants in 2021-22 to 0.59% in 2023-24.

The NDIA previously briefed you on medium and longer-term initiatives progressing through the NDIA’s
three-year DRIS to continue driving improvement to NDIS disputes and deliver on Government
commitments.

Initiatives implemented under the DRIS have reduced external legal expenditure for FY23/24. External
legal expenditure attributed to AAT work decreased by 20% to $53.1 million from the previous financial
year. The NDIA’s total legal expenditure for FY23/24 decreased by 12% to $71 million from $80.8 million in
the previous financial year.

The NDIA is expanding internal legal capability to manage more AAT cases in-house, through APS
recruitment activities, including recruitment of legal officers with disability.

A new contract arrangement for AAT external Legal Service Providers (LSPs) commenced in February 2024.
This has assisted with reduced external legal spend and the number of LSPs that are engaged for
outsourced AAT work to 4 firms (Maddocks, Mills & Oakley, Moray Agnew and Sparke Helmore).

s47E(d) - certain operations of agencies

The NDIA must report its legal expenditure under the Legal Services Directions 2017. The NDIA’s external
legal expenditure for FY23/24 will be reported to the Office of the Legal Services Coordination (OLSC) in
the Attorney-General’s Department for publication in October 2025.

Further detailed datasets on AAT matters as at 31 August 2024 are at Attachment B.

Recent increase in AAT matters

9.

Since June 2024, the Agency has seen an increase in AAT applications compared to previous months. The
increase is primarily across planning matters with access matters remaining steady across this period. This
has increased the active case load to 3,420 as at 31 August 2024, and creates a potential projected
increase to approximately 4,300 by end of year.

10. The NDIA is addressing this increase as a priority by ensuring that the drivers of this increase are analysed

to understand and extent the increase is linked to the scheme reform and the increasing number of
internal reviews (s100 planning review) in the Agency. It is anticipated that public discourse on significant
legislative reform underway may be impacting participant behaviour and attributing to increased appeals
in the AAT.
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11. The NDIA is proactively responding to the current increase and mitigate the potential associated increase
in external legal spend. The NDIA has commenced immediate activities to address case resolution rates
including increasing focus on AAT matters that can be resolved quickly through Early Assessment teams,
and cross-Agency teams reviewing existing caseloads.

12. The NDIA is continually reviewing matters that remain active in the AAT for over 12 months. As at
31 August 2024, the NDIA has 599 active AAT applications that are greater than 12 months old, which is
17% of all active applications. This is a reduction from a peak of 722 in April 2023.

Administrative Review Tribunal Reform

13. The NDIA is supporting improvements the current AAT process and the new Administrative Review
Tribunal (ART) with new ART processes anticipated to have positive impacts for participants of the
Scheme. Among the amendments, the Administrative Reviews Tribunal Act 2024 expressly requires that
the ART pursues the objective of providing administrative review that is accessible and responsive to the
diverse needs of parties.

14. The NDIA is working closely with DSS and the AGD-led Administrative Review Taskforce to progress critical
transition activities to align with the new ART settings for a commencement date of 14 October 2024. The
NDIA will focus on accessibility and take a co-design approach to policy development to ensure the
disability community perspectives are represented.

Federal Court Matters
15. The NDIA has initiated three of the active Federal Court appeals. These include:

a. anappeal (NDIA v Sutherland) challenging the Tribunal’s view that the NDIS Operational Guidelines:
Applying to the NDIS (Access Guidelines, 1 February 2024) are inconsistent with the National Disability
Insurance Scheme Act 2013 (NDIS Act). This is relevant to whether a prospective participant is likely to
require support under the Scheme for their lifetime, or whether those support needs are most
appropriately met by other systems, such as those provided by the states and territories.

b. an appeal of the AAT’s decision to grant access to Ms Caitlin Jones under early intervention for
psychosocial recovery services that are the responsibility for the health system or that are supports
(currently unknown) that would meet the early intervention criteria.

c. a full Federal Court appeal relating to Mr Carle Warwick was made by the NDIA in relation to an AAT
decision that relocation costs from one home to another were not ‘day-to-day living costs’ under
paragraph 5.1(d) of the NDIS (Supports for Participants) Rules 2013.

16. An appeal regarding Ms Sandra Pallier challenged a decision of the AAT that dismissed a long-held Agency
position as set out in the National Disability Insurance Scheme (Becoming a Participant) Rules 2016.
However, following more recent advice from King’s Counsel that the Agency did not have reasonable
prospects in successfully defending its position, the NDIA has since withdrawn this appeal.

17. Most recently, a long-standing Federal Court appeal brought by Mr Sayed’s appeal was decided in favour
of the Agency. Mr Sayed’s appeal was against an AAT decision that the Tribunal did not have jurisdiction to
review his Plan. The Federal Court has agreed with the AAT’s decision. Mr Sayed has already lodged an
appeal against that decision to the Full Federal Court. Legal costs, which have been awarded in favour of
the Agency, are stayed until a decision in that Full Federal Court appeal

18. In the appeals lodged by the NDIA, the NDIA does not seek costs and has introduced self-represented
participants to potential advocates, including Ms Sutherland to Victorian Legal Aid (VLA).

19. The NDIA has been engaging with the DSS legal team on the appeals and whether any matters have been
or can be better addressed by legislative reform.
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The Government is committed to improving dispute resolution processes in the National Disability
Insurance Scheme (NDIS) and has reduced the backlog of legacy cases before the Administrative
Appeals Tribunal (AAT) by 98 per cent since 1 June 2022.

This has been achieved through efforts by the NDIA to improve internal review decisions with a
focus on early resolution of complaints and supported by the Independent Expert Review (IER) trial.

These initiatives have (at 31 August 2024):
0 Resolved 10,895 cases since 1 June 2022
0 Resolved 98% of the legacy AAT matters (active June 2022)

0 Resolved 97% of AAT matters without proceeding to a substantive hearing
0 Reduced the active caseload from 4,501 cases at 27 May 2022 to 3,420

o0 Decreased disputation rate, from a peak of 1.52% of participants in FY2022 Q2 to a 3 year
low of 0.42% in FY2024 Q3. This figure has since increased in FY2024 Q4 to 0.71%.

Since June 2024, there has been an increase in new AAT cases. The increase is primarily for
planning-related matters, with access matters remaining steady across this period. There are a
number of factors that may be contributing to this, including a significant increase in the number of
internal reviews within the NDIA. Public discourse on significant legislative reform underway may
also be impacting participant behaviour and contributing increased appeals in the AAT.

The Government is addressing this as a priority. The NDIA is committed to working with NDIS
participants through a participant centred approach to alternate dispute resolution to AAT matters so
that participants have earlier outcomes to reduce the need for matters to be considered by the AAT.

The Government will continue looking for ways to improve NDIS dispute resolution processes and
provide a better experience for participants.

We have implemented a range of alternative dispute resolution initiatives to continue reducing the
AAT caseload, improve transparency and find alternative, less costly ways to resolve disputes
without the need to engage external legal services.

This includes through:

0 Building internal capability to reduce reliance on external legal representation. This
ensures participants have direct engagement with a case manager and internal lawyer,
with a focus on recruiting staff with disability to work in our AAT program.

0 An intensive review of matters over 12 months old. As at 31 August 2024, the NDIA has
599 active AAT applications that are greater than 12 months old, which is 17% of all active
applications. This is a reduction from a peak of 722 in April 2023.

0 Increasing consistency and transparency in decision making through continuous
improvement based on model litigant obligations and in-house litigation oversight and
governance.

o0 Transition to a new, select panel for external legal service providers, under a new contract
that ensures external legal services are disability focused and aligned with the Agency’s
human-centred dispute resolution approach. This has reduced the number of law firms
from 11 firms to 4 ongoing legal service providers.

o0 Implemented the Agency’s Legal Service Provider Framework and new Standing
Instructions that provide a comprehensive approach to legal service provider management.
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Administrative Review Tribunal Reform

e The Government worked closely with the with the Attorney-General’'s Department to ensure the new
Administrative Reviews Tribunal (ART) it is fit for purpose for people with disability.

o The NDIA re-affirmed its support and improvements already made to the current AAT process and
how it will support the new Administrative Review Tribunal (ART) into the Senate Standing
Committee on Legal and Constitutional Affairs inquiry into Administrative Review Tribunal Bill 2023
and related bills.
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McAllister Ministerial Brief — Noting
(AGENCY INITIATED)

MS25-000159

Date sent to MO: 30 September 2025

To: Minister McAllister
Cc: Minister Butler

Subject: Administrative Review Tribunal Caseload, Dispute Resolution Initiatives and
Federal Court matters

Minister to note by and reason: N/A

Minister Comments:

Minister Signature .............ccccevveenneennnn.... Date / /2025

Clearance | Matthew Group: Legal, Reviews, Actuarial | Ph: =206 -isevant materal
Officer: Swainson and Data

Contact Daniel Flowers [ Division: Reviews and Ph : IR
Officer: Information Release

Brief summary:

Increased volumes of administrative decision making across the National Disability
Insurance Agency (NDIA) over the last 12 months, has seen an increase in internal and
external review applications.

This increase has seen the Administrative Reviews Tribunal (ART) case load grow from
3,415 on 31 August 2024 to 5,738 active matters as at 31 August 2025 (see Attachment
A for further details). External legal spend in 2024-25 for ART related matters increased
by 28% to $68.1 million from $53.1 million in 2023-24 due to a 76% increase in ART
appeals. Increases in frontline decision making are forecasted to place sustained
pressure on internal and external review volumes in 2025-26 and beyond.

The NDIA has invested in new approaches to dispute resolution which are focused on
providing earlier, quicker, and fairer outcomes for all participants. To support this the
NDIA has putin place additional staff and resources to assist with participant plan
builds, including drawing on frontline staff when required and setting up specialised
teams. Older cases are now being prioritised through regular reviews to make sure they
are resolved as quickly as possible. The NDIA is also testing new early assessment
models to resolve matters sooner. Staff capability has also been strengthened through
improved training, skill specialisation, and targeted overtime for experienced case
managers to progress matters and reduce backlogs.
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As at 31 August 2025, there are 14 active Federal Court appeals and 14 active
Guidance and Appeals Panel (GAP) matters. The Federal Court has recently delivered
two NDIA-initiated appeal decisions under pre-reform law.

Key Issues:

1.

Drivers of the increase in internal reviews and reviews through the ART include broader
decision-making activity (access, first plans, reassessments) which is attributable to the
recruitment of an additional 1,300 frontline staff over the past 12 months, leading to a
significantincrease in the volume of decisions made across the NDIA. This increased
volume of decisions is resulting in a proportionate increase in participants and
prospective participants seeking reviews.

The NDIA has seen a 169% increase in access decisions and a 238% increase in first
plan approvals compared to the previous year. This has led to a corresponding increase
in requests for administrative review of decisions, which has also resulted in an increase
in the NDIA’s legal expenditure for 2024-25.

In October 2024, the Australian Government released the lists of what National Disability
Insurance Scheme (NDIS) participants can and cannot spend their funding on (section
10). Over time, this has supported the NDIA to work with participants to narrow the scope
of supports under review. To date, the introduced legislation has had minimal impact on
the number of planning matters for which a review is sought through the ART.

In addition, upcoming NDIS reforms including the introduction of a New Planning
Framework will create new types of decisions that participants can review. The NDIA will
closely monitor the timing and scale of these changes and will assess and report on their
impacts on reviews in due course.

The Federal Court has delivered two recent NDIA-initiated appeal decisions:

¢ In Warwick, the Full Federal Court found againstthe NDIA. While not fully endorsing
the earlier Federal Court decision, the Full Federal Court largely maintained a narrow
interpretation of ‘day-to-day living costs’ under the NDIS (Supports for Participants)
Rules 2013 (Support Rules). However, the effect of the Warwick decision is limited,
given the decision applied the NDIS Act prior to 3 October 2024 legislative changes.
The impact of this decision is limited to some extent, in that the Transitional Rules are
now likely to exclude some of these supports, such as stamp duty.

¢ In Jones,the Federal Courtfound in favour of the NDIA’s appeal, overturning the ART’s
decision granting NDIS access. The Federal Court confirmed that decision makers
must identify early intervention supports when applying section 25 of the NDIS Act.
The Federal Court decisions are being remitted to the ART to re-determine and remain
ongoing.

Background:

In June 2022, the NDIA developed the Dispute Resolution Improvement Strategy
2022-2025 (DRIS) to deliver on the key 2022 Government commitments to strengthen
the NDIS review process. Specifically, clearing ART appeals backlog, introducing an
expert review body, improving the dispute resolution process, and reviewing the
“excessive” use of external lawyers.

The NDIA has successfully delivered on these commitments including establishing an
Early Assessment team, completing an Independent Expert Review (IER) trial, and
establishing a model litigant framework.
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The key initiatives implemented under the DRIS have resulted in the resolution of 99.8%
of the legacy caseload active in June 2022 and reduced the number of active matters to
2,674 in April 2024.

The NDIA is undertaking a range of initiatives to strengthen dispute resolution, address
the increase in ART applications, manage case resolution rates and improve outcomes.
This includes:

expanding the early assessment teams

building internal legal capability to manage more ART cases in-house without requiring
external lawyers

consolidating the number of external firms engaged for consistency and cost
effectiveness

updating ART standing Instructions to streamline engagement with external legal
service providers.

The NDIA has also strengthened engagement with the disability sector to furtherembed a

participant-centred approach to dispute resolution. This ongoing engagement continues
drive continuous improvement in decision making to better inform operational and policy
improvements.

As aresult of the significant increase of matters, immediate activities are underway to
address case resolution rates, with a focus on participant-centred resolution initiatives,
including:

prioritising new ART matters for quick resolution, as well as prioritising efforts towards
final hearing or resolution of matters greater than 12 months old

improving internal efficiencies and escalations with external legal service providers to
drive better outcomes for participants

expedited recruitment and alternative short-term surge resourcing to support the
increase in applications, including seconding specialist staff from other areas of the
NDIA to provide support.

As at 31 August 2025, initiatives aimed at reducing ART Applications have:
Resolved 16,166 cases since 1 June 2022
Achieved a 99.8% reduction in legacy ART matters that were active in June 2022

Resolved 96.2% of ART matters without proceeding to a substantive hearing in
2024-25.

Media considerations:

The NDIA’s ART caseload and approach has previously been the subject of adverse
media attention. Following intensified effort since 2022 to reduce the previous backlog
and improve participant experience, there has been less media attention. However, with
the return of increased volumes, the risk of media attention is increasing. The NDIA has
prepared talking points at Attachment B to enable proactive commentary where required.

The recent Federal Courtdecisions have notattracted any media attention. The NDIA will
continue to brief you on any media activity and will work with your Office to prepare a
media release and talking points, to respond to issues if they arise.

Sensitivities: Nil
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Financial Impacts:

Dueto the success of the DRIS in 2023—-24, the NDIA’s total legal expenditure decreased
by 12% to $71 million from $80.8 million in the previous financial year. This consists of
external spend of $59.7 million (84%) and $11.3 million (16%) on internal legal spend.

However, in 2024-25, the NDIA’s total ART legal expenditure increased by 28% from
$53.1 million to $68.1 million from the previous financial year. The significantincrease in
external legal costs for 2024-25 is attributable to an increased reliance on external legal
support to manage the higher volume and complexity of ART matters beyond the NDIA’s
internal capacity.

While the legal expenditure for 2024-25 has increased, the implementation of the DRIS
has significantly improved the efficiency and cost-effectiveness of the NDIA’s dispute
resolution processes.

External Consultation:

The NDIA is engaging with the Department of Health, Disability and Ageing (the
Department) regarding the interpretation of the NDIS Actin the broader context of the
ART program. The NDIA will consider, in consultation with the Department, any
amendments to operational policy guidance to re-align policy following the decisions.

Regulatory Implications: Nil

Attachments:
A: ART Monthly Dashboard — August 2025
B: ART media talking points
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Attachment B — Talking Points

The NDIA is committed to a participant centred approach ensuring
fair and timely outcomes for participants.

This includes working with NDIS patrticipants and their
representatives through a participant-centred and trauma-informed
approach to alternative dispute resolution of Administrative Review
Tribunal (ART) matters.

The NDIA has seen an increase in volumes of administrative
decision making over the last 12 months, which has seen an
increase in internal and external review applications.

This increase has seen the Administrative Reviews Tribunal (ART)
case load grow from 3,415 on 31 August 2024 to 5,738 active
matters as at 31 August 2025.

The NDIA is addressingthe increase and case resolution rates as a
priority and immediate activities to address this are underway, with a
focus on participant-centred resolution initiatives, including:

o prioritising Tribunal matters that can be resolved quickly by the
Early Assessment teams

0 intensive andregularcase reviews aimed at progressing and
resolving matters where possible to reduce the time that
matters are held

o review of internal processes to improve efficiencies and drive
better outcomes for participants, including a review of
performance data to identify best practice and opportunities
for continuous improvement

o commencement of work to identify different Tribunal matter
pathways to improve timelines and participant experience
including identifying matters that can be heard on the papers

o0 expedited recruitment, exploring alternative short-term surge
resourcing options to support the increase in applications.
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