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And	then	there’s	this	…



What	did	we	know	12	months	ago?

• Our	friends	from	the	Hunter	had	already	transitioned	as	a	trial	site;
• Lots	of	Seminars;	
• CCSP	will	reduce	month	after	month;



Andrew’s 
Story



What	Andrew	Taught	Us

• A	lot	…	I	got	this	wrong;
• Thought	we	were	restricted	to	the	old	mobility	allowance;
• Be	prepared	to	offer	reduced	service.	We	still	provide	transport,	just	
not	as	much	as	we	used	to;
• Be	prepared	to	lose	clients	to	other	service	providers.	This	affects	
morale	as	many	staff	have	close	relationships	with	clients	;
• His	family	felt	they	lost	service	and	had	to	make	changes	to	the	way	
they	lived	their	life;
• And	yet	…



Then	we	lost	our	way

• We	got	swamped	with	everything	else	…	RM,	new	contracts	etc.;
• Bookings	team	kept	asking	clients	if	they	had	transitioned;
• Our	CCSP	funding	was	all	over	the	place;
• I	felt	like	a	fool	every	board	meeting;
• Our	staff	were	getting	frustrated;
• We	got	to	March	and	we	didn’t	have	a	single	NDIS	service	booking



Dwight’s 
Story



What	Dwight	taught	us?

• There	is	a	market	of	NDIS	funded	family’s	that	have	not	eligible	for	
other	funded	school	transport;
• Match	the	driver	to	the	participant;
• Sure	we	get	him	to	school	but	this	is	providing	so	much	more
• A	great	result	for	Dwight	and	his	family



Lesley’s Story



What	a	few	wins	does

• The	Good

à Created	some	much	needed	excitement	in	the	office;
à Started	getting	lots	of	quotes	out;
à Feeling	that	maybe	we	weren’t	going	to	lose	all	our	clients;
à 3	PB’s	in	a	week



What	a	few	wins	does

• And	The	Bad

à A	quote	is	great,	but	…
à The	excitement	was	replaced	with	anxiety;
àWho	was	going	to	do	the	work;
à And	more	to	the	point,	when?

àWe	had	to	get	our	processes	working!



What	is	our	process?

Step	1	– Initial	contact	from	client	that	they	have	transitioned:

• Our	booking	team	have	asked;	or

• They	have	received	our	letter	and	called	in;	or

• Coordinator	of	Support	has	contacted	us.



What	is	our	process?

Step	2	– Prepare	the	service	agreement	and	quote

Who	– initially	by	the	booking	team	member	who	takes	the	call;

Challenge	– This	can	be	quite	time	consuming	and	difficult	for	some	
clients	to	get	their	head	around		







Catherine’s 
Story



Our Solution … 
still with a few 

challenges



Gina’s Story



What	Gina	taught	us

• Sometimes	price	is	everything

• Maybe	there	is	such	a	thing	as	a	free	lunch!!!



A	word	from	the	recovering	accountant





What	is	our	process?

• Fortnightly	invoices	uploaded	to	NDIS;
• If	all	is	OK	payment	is	surprisingly	quick:
• Issues	with	invoices	do	cause	delays



Saree’s Story



What	Saree	Taught	us

• Think	outside	the	box;
• Opportunities	to	provide	service	are	there	if	you	stay	alert	and	ask	
lots	of	questions;	
• Be	prepared	to	change	our	approach	on	the	run;
• Insufficient	funds	to	provide	transport	everyday;
• We	are	achieving	a	great	result	for	Saree	which	we	would	not	have	
been	able	to	do	prior	to	the	NDIS;



What	has	this	all	really	meant	for	us?

• Client	Numbers

• Revenue

• Direction	of	our	service



Final	Thoughts

• This	NDIS	is	challenging;
• It	is	far	from	perfect.	Some	clients	are	definitely	losing	service;
• There	are	still	many	unanswered	questions	and	areas	of	confusion,	
particularly	around	transport;
• Most	nights	I	wonder;
• But	we	are	moving	forward,	learning,	improving,	making	more	
mistakes	and	learning	some	more;
• For	every	Andrew,	I	can	find	a	Saree	


