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1 .  UPDATE SUMMARY 

 
Disability Intermediaries Australia 
Limited (DIA) is pleased to present 
this update to our submission 
which sets out how the Fair Work 
20221-22 Annual Wage Review 
decision is applied to the cost 
model submitted on the 28th of 
November 2022.   
 
As noted in DIA’s previous 
submission DIA did not attempt to 
anticipate, calculate or model what 
the outcome of the Fair Work 2021-
22 Annual Wage Review process. 

Based on the Fair Work 
announcement on the 15th of June 
2022, DIA provides this submission 
update with an adjustment to the 
base rates which are driven by the 
SCHADS award.  
 
As per the Fair Work 
announcement the wage rates 
contained within our model have 
been updated by the 4.6% increase 
to the modern awards.  
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COST MODEL – PLAN MANAGEMENT 
 
BASE PAY – PLAN MANAGEMENT 
The Plan Management sector is progressively moving towards higher levels of 
employees employed under the SCHADS Award with a significant number of 
recent survey respondents indicating the need to pay above the Clerks Award 
(if this is being referenced as applicable agreement) to attract staff. 
 
From the data collected (see section 2. Survey Result – Pay Conditions) the 
most representative base pay bands were $30 to $34 and between $35 and 
$39.  
 
These results align with the Level 3.4 pay point of the SCHADS Award which is 
currently (November 2021) set at $34.90, plus the 4.6% Fair Work 2021-22 
Annual Price Review decision.  
 

 

Base Rate 
 

    
 

Award 
 

SCHADS 3.4  Fair Work 2021-22 Decision 
01/07/22        +4.6%       

$1.61 
 

Hourly Rate $34.90  Revised Hourly Rate $36.51 
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LEAVE ENTITLEMENTS – PLAN MANAGEMENT 
The Cost Model assumes that each Participant Facing employee is entitled to: 

• 20 days of annual leave; 
• 10 days of personal leave; and 
• 10 days of Public Holidays (as per the NDIA DSW Cost model rationale). 

These leave entitlements and subsequent costs are accrued by the employer 
for each hour the employee works. The Cost Model accounts for this by adding 
these entitlements to the base level of pay received by the worker. The Cost 
Model also assumes the SCHADS weekly hours worked (38) and the number 
of days worked being 220.     
 
The Cost Model does not include a shift loading as the typical working hours 
of a Plan Management worker are business hours between Monday and 
Friday.  
 

 

Leave 
 

  
  

 

Cumulative cost per 
hour before leave  
(revised base rate) 

$36.51    

 

Annual Leave Hours 
 

152    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
per worked hour 
 

$3.32    

 
     
 

Personal Leave Hours 
 

76    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
per worked hour  

$1.66    

 
     
 

Public Holidays 
 

76  
 

Cumulative Cost 
 

 

 

Per cent of leave taken 
 

100%  

 

Cumulative cost per hour 
after leave costs 
 

$43.14 

 

Cost per worked hour 
per worked hour 
 

$1.66 
  

Increase from revised 
base rate 
 

15% 
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EMPLOYEE ON COSTS – PLAN MANAGEMENT 
Superannuation is added at the statutory minimum. It was found that the 
payment of Allowances was not widespread in Plan Management so have not 
been included. Workers Compensation was found to be 2% across the sector. 
 

 

On Costs 
 

  
  

 

Cumulative cost per 
hour before on costs 
 

$43.14    

 
     
 

Superannuation     
 

Superannuation Rate 
 

10%    
 

Superannuation Cost 
per worked hour 
 

$4.31    

 
     
 

Workers Compensation     
 

Premium Rate 
 

2%    
 

Premium Cost per 
worked hour 
 

$0.86    

 
     
 

Allowances   
 

Cumulative Cost 
 

 

 

Allowance Rate 
 

Nil  

 

Cumulative cost per hour 
after On Costs 
 

$48.32 

 

Allowance Cost per 
worked hour 
 

Nil 
  

Increase from revised 
base rate 
 

24% 

 
 
 
 
 
 
 
 



 

Disability Intermediaries Australia Limited 
2021-22 Annual Price Review Submission Update 9 

SUPERVISION – PLAN MANAGEMENT 
Plan Management workers require supervision, training and guidance from 
more senior and skilled workers which the Cost Model recognises and 
incorporates.  
 
The sector indicated, via the DIA survey, that Supervisors are paid within a 
band that translates to the Level 4.4 SCHADS pay point. Based on DIA analytics 
and knowledge, the Cost Model assumes that a Supervisor will oversee nine 
(9) participant facing Plan Management workers.  
 
The Cost Model assumes that Supervisors accrue Leave and On Costs on the 
same basis as the Participant Facing workers.  
 
 

 

Supervision 
 

  
 

 

 

Cumulative cost per 
hour before Supervision 
 

$48.32    

 
     
 

Supervision     
 

Level (SCHADS Equiv.) 
 

4.4    
 

Base Pay 
 

$42.25    
 

Leave Costs 
 

$7.68    
 

On Costs 
 

$5.99    
 
     
 

Span of Control   
 

Cumulative Cost 
 

 

 

Span of Control 
 

9.0  

 

Cumulative cost per hour 
after Supervision costs 
 

$54.53 

 

Cost of Supervision per 
worked hour 
 

$6.21 
  

Increase from base rate 
 

33% 
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UTILISATION – PLAN MANAGEMENT 
In addition to mandated breaks afforded under the SCHADS Award, workers 
undertaking Plan Management require training and will also, in their normal 
course of employment, spend time on general activities that are not within 
the scope of the funded NDIA support.  
 
The Cost Model recognises this and with the results from the survey, has set 
an assumption that a participant facing Plan Management worker would 
spend 84% of their time delivering NDIA funded support. The remaining time 
is spent on breaks, in training or other general activities. 
 
 

 

Utilisation 
 

  
  

 

Cumulative cost per 
hour before Utilisation 
 

$54.53    

 
     
 

Utilisation     
 

Breaks 
 

4%    

 

Training 
 

6%    

Other 6%  
 

Cumulative Cost 
 

 

Utilisation Total 84%  

 

Cumulative cost per hour 
after Utilisation costs 
 

$63.26 

 

Cost of Utilisation per 
worked hour 

 

$8.73 
  

Increase from base rate 
 

42% 
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OVERHEADS – PLAN MANAGEMENT 
The Cost Model assumes that corporate overheads are equal to 18% of direct 
costs (those costs as set out above).  
 

 

Overheads 
 

  
  

 

Cumulative cost per 
hour before Overheads 
 

$63.26    

Overheads     
Rent 3%    
Information Tech. 9%    
Audit and Compliance 1%   

Cumulative Cost 
 

 
Marketing 4%  
Other 1%   

Cumulative cost per hour 
after Overheads 
 

$74.55 Overheads Total 18%  
 

Cost of Overheads per 
worked hour 

 

$11.29 
  

Increase from base rate 
 

51% 

 
 
Marketing / Google Ads 
In previous NDIA Annual Price Reviews (see 2019) there was commentary by 
the NDIA around the cost and fees being paid by Plan Managers to advertise 
their business on platforms such as Google Ads. 
 
An analysis of Google Ad ‘Keywords’ has shown that ‘NDIS plan management’ 
is an actively searched term with online marketing being an important 
element for attracting participants to a provider. Advertises pay via a ‘Cost per 
Click’ (CPC) methodology with a higher CPC representing a higher conversion 
rate from a click to a sale of the good on offer which in this instance the 
provision of Plan Management supports. 
 
DIA’s analysis shows that the keyword search ‘NDIS plan management’ has a 
CPC of $11.35. Using applicable conversion rates for each support, 19% for Plan 
Management (based on research via Google Ad Analytics and the underlying 
nature of the purchasing decision being made) the cost of obtaining a 
participant for Plan Management is approximately 4% of the yearly revenue 
(Monthly Fee and Establishment Fee).  
 
The Overhead assumption in this Cost Models has incorporated such costs. 
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MARGIN – PLAN MANAGEMENT 
A 5% margin has been assumed to reflect the requirement for organisations 
to be sustainable and to facilitate investment and innovation in providing 
quality Plan Management to NDIS participants.  
   

 

Margin 
 

  
  

 

Cumulative cost per 
hour before Margin 
 

$74.55    

 
     
 

Margin   
 
  

Margin as a share of 
other costs 

5%  
 

Cumulative Cost 
 

 

 

Margin Cost per 
worked hour 

 

$3.73 
 Cumulative cost per hour 

after Margin 
$78.28 
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MONTHLY PRICE – PLAN MANAGEMENT 
The current pricing structure of the Plan Management support item is a flat 
monthly fee per participant supported by the RPMP.  
 
For the hourly rate to be converted to a monthly price, an assumption needs 
to be made with regard to the number of hours a Plan Manager would spend 
on each participant per month.  
 
The Cost Model has set this assumption at the historical ratio of 1.48. DIA 
recognise that this rate is an average and does not indicate the hours of service 
for each individual participant.   
 
By setting a monthly price for this service there is an expectation that Plan 
Managers will engage some participants for less than 1.48 hours and others for 
more than 1.48 hours. This variation of service hours will be driven by a range 
of factors, including: 
 

• Volume of disability services being provided to the participant; 
• Complexity of the participants support needs; 
• Scale of funding within the participants NDIS plan; 
• Level of service flexibility the participant is seeking.  

 
 

 

Monthly Fee 
 

  
  

 

Cumulative hourly cost 
 

$78.28    
 

Hours of service per 
month 
 

1.48  
 

Cumulative Monthly Price 
 

 

 

Monthly Price 
 

$115.85 
 Cumulative monthly 

price 
$115.85 
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SET-UP COSTS – PLAN MANAGEMENT 
Over the life of a participants plan, DIA’s data indicates that Plan Managers on 
average spend 4 hours on ‘Set-Up’ activities. The current Set-Up Costs 
mechanism of being payable only once per plan creates a number of 
situations which negatively impact participants including: 
 

1. Where a participant wants to move from one Plan Manager to another 
mid-plan (exercising choice and control) the receiving Plan Manager 
cannot claim or recoup the setup costs of onboarding a new 
participant. This is a significant disincentive for Plan Managers to 
onboard participant’s mid-plan; and 
 

2. Establishment Activities extend beyond just the beginning of a new 
plan. Throughout the course of a plan a Plan Manager will undertake 
‘set-up activities based on:  

a. A participant’s choice to use their plan funds flexibly – in line with 
the NDIA policy; 

b. Responding to moments of crisis or change in support direction 
/ methodology; 

c. Participant led and driven trial and error of different supports to 
meet their needs. 

This agility is encouraged and is one of the key benefits for participants 
utilising Plan Management, however this leads to Plan Managers 
conducting ‘set-up’ activities over the course of the plan. 

 
By allocating the set-up costs into the monthly fee this ensures that funding 
more adequately reflects the workload and service delivered by plan mangers 
regardless of if they are the first or subsequent plan manager.  
 
Further this also has a positive impact on service quality as it becomes more 
financially viable and beneficial for each plan manger to retain their existing 
clients rather than seeking to focus on attract new clients at the beginning of 
their plan. 
 
DIA contends that: 

1. At a minimum the Set-Up Costs, be based on 4 hours at this cost 
models hourly rate; and 

2. The Set-Up Fee be amortised over a 12-month period (typical and 
historical plan duration) and that monthly value added to the monthly 
price for Plan Management support.  

 

Set-Up Costs National 
 

Remote 
 

Very 
Remote 

 

Set-Up Costs – Amortised over 
12 equal months 

 

$26.09 $36.53 $39.14 
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PLAN MANAGEMENT – PRICE 
 
The Cost Model brings together the cost of the delivery of Plan Management 
supports and the amortised Establishment Fee to form one simple, easy to 
understand and transparent price for the delivery of the Plan Management 
support. 
 
Plan Management 
Item Number National Remote Very Remote 

14_034_0127_8_3 Plan Management – Monthly Fee    

A monthly fee for the ongoing delivery of 
financial management arrangements. 

$115.85 $162.19 $173.78 

Set-Up Costs – amortised over 12 months $26.09 $36.53 $39.14 
Total Monthly Plan Management Fee $141.94 $198.72 $212.92 

 
 
The amortising of the ‘Set-Up Fee’, must not be viewed as mutually exclusive 
with the rest of this Cost Model. In that if the NDIA seeks to not amortise the 
‘Set-Up Fee’ then DIA would recommend all other elements of this cost model 
be accepted, save specifically for the amortisation of the Set-Up Costs.  
 
 
VALUE FOR MONEY – PLAN MANAGEMENT 
 
This Plan Management Cost Model presents tremendous value for money for 
both NDIS participants and the Scheme.  
 
In 2020-21 RPMPs managed approximately $12.43bn of committed Scheme 
funds.  
 
For the same period RPMPs billed the Scheme $337m for their services or just 
2.7% of funds under management or 4% of funds claimed. 
 
To compare and contrast adjacent sectors, DIA’s research indicates that in 
2020-21: 

• Financial Services sector operated at around 14.6%;  
• Administration and Support Services sector at around 8.7%; 
• Health Care and Social Assistance sector (private) at around 18.0%; 
• Administration and Insurance sector (public) at around 8.1%; and 
• Professional Services sector operated at around 20.4%. 

Source: Australian Bureau of Statistics 2020-21 
  



 

Disability Intermediaries Australia Limited 
2021-22 Annual Price Review Submission Update 16 

  



 

Disability Intermediaries Australia Limited 
2021-22 Annual Price Review Submission Update 17 

SUPPORT COORDINATION COST MODELS 
 
 
LEVEL 1: SUPPORT CONNECTION COST MODEL 
Using the results from the DIA 2021-22 Annual Price Review – Pricing and Cost 
Model Survey, the May 2021 NDIA Financial Benchmarking Survey and 
ongoing Intermediary sector engagement, DIA has derived a Cost Model for 
the delivery of Level 1: Support Connection within the NDIS.  
 
 
 
BASE PAY - LEVEL 1: SUPPORT CONNECTION 
The Support Coordination sector is overwhelmingly dominated by employees 
employed under the SCHADS Award.  
 
From the data collected, the most representative base pay band was ‘$35 to 
$39’ with 88% of respondents.  
 
These results, and an alignment with the NDIA DSW Cost Model, result in the 
SCHADS Level 3.2 pay point which is currently (November 2021) set at $33.48 
being the per hour base pay rate for the Level 1  
 

 

Base Rate 
 

    
 

Award 
 

SCHADS 3.2  Fair Work 2021-22 Decision 
01/07/22        +4.6%       

$1.54 
 

Hourly Rate $33.48  Revised Hourly Rate $35.02 
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LEAVE ENTITLEMENTS - LEVEL 1: SUPPORT CONNECTION 
The Cost Model assumes that each Level 1: Support Connection workers are 
entitled to: 

• 20 days of annual leave; 
• 10 days of personal leave; and 
• 10 days of Public Holidays (as per the NDIA DSW Cost model rationale). 

These leave entitlements and subsequent costs are accrued by the employer 
for each hour the employee works. The Cost Model accounts for this by adding 
these entitlements to the base level of pay received by the worker. The Cost 
Model also assumes the SCHADS weekly hours worked (38) and the number 
of days worked being 220.  
 
The Cost Model does not include a shift loading as the typical working hours 
of Level 1 Support Coordinator are business hours between Monday and Friday. 
 

 

Leave 
 

  
  

 

Cumulative cost per 
hour before leave  
(revised base rate) 

$35.02    

 

Annual Leave Hours 
 

152    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
per worked hour 
 

$3.18    

 
     
 

Personal Leave Hours 
 

76    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
per worked hour 
 

$1.59    

 
     
 

Public Holidays 
 

76  
 

Cumulative Cost 
 

 

 

Per cent of leave taken 
 

100%  

 

Cumulative cost per hour 
after leave costs 
 

$41.39 

 

Cost per worked hour 
per worked hour 
 

$1.59 
  

Increase from base rate 
 

15% 
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EMPLOYEE ON-COSTS - LEVEL 1: SUPPORT CONNECTION 
It was found that well over a half of respondents pay allowances with vehicle 
($1,289) and miscellaneous ($300) representing the cost to employers.  
 
Workers Compensation premiums were found to be 2% of wages and salaries 
of Support Coordinators. Superannuation is added at the statutory minimum. 
 
 

 

On Costs 
 

  
  

 

Cumulative cost per 
hour before on costs 
 

$41.39    

 
     
 

Superannuation     
 

Superannuation Rate 
 

10%    
 

Superannuation Cost 
per worked hour 
 

$4.14    

 
     
 

Workers Compensation     
 

Premium Rate 
 

2%    
 

Premium Cost per 
worked hour 
 

$0.83    

 
     
 

Allowances   
 

Cumulative Cost 
 

 

 

Allowance Rate 
 

$1589.00  

 

Cumulative cost per hour 
after On Costs 
 

$47.30 

 

Allowance Cost per 
worked hour 
 

$0.95 
  

Increase from base rate 
 

26% 
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SUPERVISION - LEVEL 1: SUPPORT CONNECTION 
Support Coordinators require supervision, training and guidance from more 
senior and skilled workers which the Cost Model recognises and incorporates.  
 
The sector indicated, via the DIA survey, that Supervisors of Level 1: Support 
Connection workers are paid within a band that translates to the Level 4.1 
SCHADS pay point.  
 
The Cost Model assumes that a Supervisor will oversee fifteen (15) Level 1: 
Support Connection, which aligns with the NDIA DSW Cost Model.  
 
The Cost Model assumes that Supervisors accrue Leave and On Costs on the 
same basis as Level 1: Support Connection workers. 
 
 

 

Supervision 
 

  
 

 

 

Cumulative cost per 
hour before Supervision 
 

$47.30    

 
     
 

Supervision     
 

Level (SCHADS Equiv.) 
 

4.1    
 

Base Pay 
 

$39.27    
 

Leave Costs 
 

$7.14    
 

On Costs 
 

$6.34    
 
     
 

Span of Control   
 

Cumulative Cost 
 

 

 

Span of Control 
 

15  

 

Cumulative cost per hour 
after Supervision costs 
 

$50.82 

 

Cost of Supervision per 
worked hour 
 

$3.52 
  

Increase from base rate 
 

31% 
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UTILISATION - LEVEL 1: SUPPORT CONNECTION 
 
In addition to mandated breaks afforded under the SCHADS Award, workers 
undertaking Support Coordination require training and will also, in their 
normal course of employment, spend time on general activities that are not 
withing the scope of the funded NDIA support.  
 
The Cost Model recognises this, and aligning with the NDIA DSW Cost Model, 
has set an assumption that a Level 1 Support Coordinator would spend 89% 
of their time delivering a NDIA funded support.  
 
The remaining time is spent on breaks, in training or other general activities. 
Utilisation for Levels 2 and 3 are lower than Level 1 reflecting the more 
complicated nature of the support provided and more closely aligns with the 
survey results.   
 
 

 

Utilisation 
 

  
 

 

 

Cumulative cost per 
hour before Utilisation 
 

$50.82    

 
     
 

Utilisation     
 

Breaks 
 

4%    

 

Training, Professional 
Development & Case 
Consult 
 

4%    

Other 3%  
 

Cumulative Cost 
 

 

Utilisation Total 89%  

 

Cumulative cost per hour 
after Utilisation costs 
 

$56.41 

 

Cost of Utilisation per 
worked hour 

 

$5.59 
  

Increase from base rate 
 

38% 
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OVERHEADS - LEVEL 1: SUPPORT CONNECTION 
 
The Cost Model assumes that corporate overheads are equal to 20% of direct 
costs (those costs as set out above). 
 

 

Overheads 
 

  
  

 

Cumulative cost per 
hour before Overheads 
 

$56.41    

 

Overheads     

Rent 5%    
Information Tech. 5%    
Audit and Compliance 3%    
Marketing 3%   

Cumulative Cost 
 

 
Fleet 3%  
Other 1%   

Cumulative cost per hour 
after Overheads 
 

$67.69 Overheads Total 20%  
 

Cost of Overheads per 
worked hour 

 

$11.28 
  

Increase from base rate 
 

48% 

 
 
Marketing / Google Ads 
In previous NDIA Annual Price Reviews (see 2019) there was commentary by 
the NDIA around the cost and fees being paid by Support Coordinators to 
advertise their business on platforms such as Google Ads. 
 
An analysis of Google Ad ‘Keywords’ has shown that ‘NDIS Support 
Coordination’ is an actively searched term and online marketing is an 
important element for attracting participants to a provider. Advertises pay via 
a ‘Cost per Click’ (CPC) methodology with a higher CPC representing a higher 
conversion rate from a click to a sale of the good on offer, in this instance the 
provision of Support Coordination supports. 
 
DIA’s analysis shows that the keyword search ‘NDIS Support Coordination’ has 
a CPC of $5.25. Using applicable conversion rates for each support, 10% for 
Support Coordination (based on research via Google Ad Analytics and the 
underlying nature of the purchasing decision being made) the cost of 
obtaining a participant for Support Coordination is approximately 2% of the 
yearly revenue of a Level 2 participant with 24 hours in their plan. 
 
The Overhead assumption in this Cost Models has incorporated such costs. 
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STAFF RETENTION AND TURNOVER - LEVEL 1: SUPPORT CONNECTION 
 
The respondents to the Support Coordination survey indicated that staff 
turnover is more focused on Levels 2 and 3 while overall staff retention 
initiatives are adding costs to providing Support Coordination supports. At 
Level 1, Employee Assistance Programs are widespread and typically cost $500 
per employee per annum. 
 
 

 

Retention & Turnover 
 

  
  

 

Cumulative cost per 
hour before on costs 
 

$67.69    

 
     
 

Retention     
 

Retention Programs 
Including EAP, per 
annum per employee  
 

$500.00    

 

Flexible conditions 
including workload 
adjustments. 
 

Nil    

 

Retention Cost per 
worked hour 
 

$0.30    

 
     
 

Turnover     
 

Turnover/Replacement 
cost per annum 
 

Nil  
 

Cumulative Cost 
 

 

 

Turnover Cost per 
worked hour 
 

$0.00 

  

Cumulative cost per hour 
after Retention and 
Turnover 
 

$67.99 
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MARGIN - LEVEL 1: SUPPORT CONNECTION 
 
A 5% margin has been assumed to reflect the requirement for organisations 
to be sustainable and to facilitate investment and innovation in providing 
quality Level 1: Support Connection to NDIS participants.  
 

 

Margin 
 

  
  

 

Cumulative cost per 
hour before Margin 
 

$67.99    

 
     
 

Margin   
 
  

Margin as a share of 
other costs 

5%  
 

Cumulative Cost 
 

 

 

Cost of Margin per 
worked hour 

 

$3.40 
 Cumulative cost per hour 

after Margin 
$71.39 
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LEVEL 2: COORDINATION OF SUPPORTS COST MODEL 
 
Using the results from the DIA 2021-22 Annual Price Review – Pricing and Cost 
Model Survey, the May 2021 NDIA Financial Benchmarking Survey and 
ongoing Intermediary sector engagement, DIA has derived a Cost Model for 
the delivery of Level 2: Coordination of Supports within the NDIS.  
 
 
 
 
BASE PAY - LEVEL 2: COORDINATION OF SUPPORTS 
 
The Support Coordination sector is overwhelmingly dominated by employees 
employed under the SCHADS Award.  
 
From the data collected the most representative base pay band was $40 to 
$44 with 65% of respondents. This results in the SCHADS Level 4.4 pay point 
which is currently (November 2021) set at $40.39 being the per hour base pay 
rate for the Level 2 Support Coordinator Cost Model. 
 
 

 

Base Rate 
 

    
 

Award 
 

SCHADS 4.4  Fair Work 2021-22 Decision 
01/07/22        +4.6%       $1.86 

 

Hourly Rate $40.39  Revised Hourly Rate $42.25 
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LEAVE ENTITLEMENTS - LEVEL 2: COORDINATION OF SUPPORTS 
 
The Cost Model assumes that each Level 2: Coordination of Supports is entitled 
to: 
 

• 20 days of annual leave; 
• 10 days of personal leave; and 
• 10 days of Public Holidays (as per the NDIA DSW Cost model rationale). 

These leave entitlements and subsequent costs are accrued by the employer 
for each hour the employee works. The Cost Model accounts for this by adding 
these entitlements to the base level of pay received by the worker. The Cost 
Model also assumes the SCHADS weekly hours worked (38) and the number 
of days worked being 220.     
 
 

 

Leave 
 

  
  

 

Cumulative cost per 
hour before leave  
(revised base rate) 

$42.25    

     
 

Annual Leave Hours 
 

152    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
 

$3.84    
 
     
 

Personal Leave Hours 
 

76    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
 

$1.92    
 
     
 

Public Holidays 
 

76  
 

Cumulative Cost 
 

 

 

Per cent of leave taken 
 

100%  

 

Cumulative cost per hour 
after leave costs 
 

$49.93 

 

Cost per worked hour 
 

$1.92 
  

Increase from base rate 
 

15% 
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EMPLOYEE ON-COSTS - LEVEL 2: COORDINATION OF SUPPORTS 
It was found that well over a half of respondents pay allowances with vehicle 
($1,289) and miscellaneous ($300) representing the cost to employers.  
 
Workers Compensation premiums were found to be 2% of wages and salaries 
of Support Coordinators. Superannuation is added at the statutory minimum. 
 
 

 

On Costs 
 

  
  

 

Cumulative cost per 
hour before on costs 
 

$49.93    

 
     
 

Superannuation     
 

Superannuation Rate 
 

10%    
 

Superannuation Cost 
per worked hour 
 

$4.99    

 
     
 

Workers Compensation     
 

Premium Rate 
 

2%    
 

Premium Cost per 
worked hour 
 

$1.00    

 
     
 

Allowances   
 

Cumulative Cost 
 

 

 

Allowance Rate 
 

$1589.00  

 

Cumulative cost per hour 
after On Costs 
 

$56.87 

 

Allowance Cost per 
worked hour 
 

$0.95 
  

Increase from base rate 
 

26% 
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SUPERVISION - LEVEL 2: COORDINATION OF SUPPORTS 
 
Support Coordinators require supervision, training and guidance from more 
senior and skilled workers which the Cost Model recognises and incorporates.  
 
The sector indicated, via the DIA survey, that Supervisors of Level 2: 
Coordination of Supports workers are paid within a band that translates to the 
Level 7.3 SCHADS pay point.  
 
The ‘span of control’ for Level 2: Coordination of Supports workers is set at a 
ratio of one Supervisor overseeing five and half (5.5) FTE Level 2: Coordination 
of Supports workers.  
 
This assumption is lower than Level 1 but higher than Level 3 Support 
Coordination Cost Models. The Cost Model assumes that Supervisors accrue 
Leave and On Costs on the same basis as Level 2 Support Coordinator. 
 
 

 

Supervision 
 

  
 

 

 

Cumulative cost per 
hour before Supervision 
 

$56.87    

 
     
 

Supervision     
 

Level (SCHADS Equiv.) 
 

7.3    
 

Base Pay 
 

$55.29    
 

Leave Costs 
 

$10.05    
 

On Costs 
 

$8.61    
 
     
 

Span of Control   
 

Cumulative Cost 
 

 

 

Span of Control 
 

5.5  

 

Cumulative cost per hour 
after Supervision costs 
 

$70.32 

 

Cost of Supervision per 
worked hour 
 

$13.45 
  

Increase from base rate 
 

40% 
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UTILISATION - LEVEL 2: COORDINATION OF SUPPORTS 
 
In addition to mandated breaks afforded under the SCHADS Award, workers 
undertaking Support Coordination require training and will also, in their 
normal course of employment, spend time on general activities that are not 
within the scope of the funded NDIA support.  
 
The Cost Model recognises this and has set an assumption that a Level 2: 
Coordination of Supports workers would spend 75% of their time delivering a 
NDIA funded support.  
 
The survey results showed that 80% of respondents indicated a Level 2: 
Coordination of Supports spending between 70% and 85% undertaking 
billable work.  
 
The remaining time is spent on breaks, in training or other general activities 
including NDIS Quality and Safeguards Commission work.  Utilisation for Level 
2: Coordination of Supports workers is lower than Level 1 reflecting the more 
complicated nature of the support provided. 
 
 

 

Utilisation 
 

  
 

 

 

Cumulative cost per 
hour before Utilisation 
 

$70.32    

 
     
 

Utilisation     
 

Breaks 
 

6%    

Training, Professional 
Development & Case 
Consult 
 

10%    

Other 9%  
 

Cumulative Cost 
 

 

Utilisation Total 75%  

 

Cumulative cost per hour 
after Utilisation costs 
 

$87.90 

 

Cost of Utilisation per 
worked hour 

 

$17.58 
  

Increase from base rate 
 

52% 
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OVERHEADS - LEVEL 2: COORDINATION OF SUPPORTS 
 
The Cost Model assumes that corporate overheads are equal to 20% of direct 
costs (those costs as set out above). 
 

 

Overheads 
 

  
  

 

Cumulative cost per 
hour before Overheads 
 

$87.90    

 

Overheads     

Rent 5%    
Information Tech. 5%    
Audit and Compliance 3%    
Marketing 3%   

Cumulative Cost 
 

 
Fleet 3%  
Other 1%   

Cumulative cost per hour 
after Overheads 
 

$105.48 Overheads Total 20%  
 

Cost of Overheads per 
worked hour 

 

$17.58 
  

Increase from base rate 
 

60% 

 
 
Marketing / Google Ads 
In previous NDIA Annual Price Reviews (see 2019) there was commentary by 
the NDIA around the cost and fees being paid by Support Coordinators to 
advertise their business on platforms such as Google Ads. 
 
An analysis of Google Ad ‘Keywords’ has shown that ‘NDIS Support 
Coordination’ is an actively searched term and online marketing is an 
important element for attracting participants to a provider. Advertises pay via 
a ‘Cost per Click’ (CPC) methodology with a higher CPC representing a higher 
conversion rate from a click to a sale of the good on offer, in this instance the 
provision of Support Coordination supports. 
 
DIA’s analysis shows that the keyword search ‘NDIS Support Coordination’ has 
a CPC of $5.25. Using applicable conversion rates for each support, 10% for 
Support Coordination (based on research via Google Ad Analytics and the 
underlying nature of the purchasing decision being made) the cost of 
obtaining a participant for Support Coordination is approximately 2% of the 
yearly revenue of a Level 2 participant with 24 hours in their plan. 
 
The Overhead assumption in this Cost Models has incorporated such costs. 
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STAFF RETENTION AND TURNOVER - LEVEL 2: COORDINATION OF 
SUPPORTS 
 
The respondents to the Support Coordination survey indicated that staff 
turnover for Levels 2 and 3 and overall staff retention were adding costs to 
providing Support Coordination supports.  
 
At Level 2, Employee Assistance Programs are widespread costing $500 per 
employee per annum.  
 
Flexible work arrangements and workload adjustments equate to a further 
reduction in billable time equivalent to approximately one week per year per 
Level 2 Support Coordinator.   
 
The survey found that the Median cost for the replacement of Support 
Coordinators was $4,692 per annum. 
 

 

Retention & Turnover 
 

  
 

 

 

Cumulative cost per 
hour before on costs 
 

$105.48    

 

Retention     
 

Retention Programs 
Including EAP, per 
annum per employee  
 

$500.00    

 

Flexible conditions 
including workload 
adjustments. 
 

$1,500.00    

 

Retention Cost per 
worked hour 
 

$1.20    

 
     
 

Turnover     
 

Turnover/Replacement 
cost per annum 
 

$4,500  
 

Cumulative Cost 
 

 

 

Turnover Cost per 
worked hour 
 

$2.69 

  

Cumulative cost per hour 
after Retention and 
Turnover 
 

$109.36 
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MARGIN - LEVEL 2: COORDINATION OF SUPPORTS 
 
A 5% margin has been assumed to reflect the requirement for organisations 
to be sustainable and to facilitate investment and innovation in providing 
quality Level 2: Coordination of Supports to NDIS participants. 
 

 

Margin 
 

  
  

 

Cumulative cost per 
hour before Margin 
 

$109.36    

 
     
 

Margin   
 
  

Margin as a share of 
other costs 

5%  
 

Cumulative Cost 
 

 

 

Cost of Margin per 
worked hour 

 

$5.47 
 Cumulative cost per hour 

after Margin 
$114.83 
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LEVEL 3: SPECIALIST SUPPORT COORDINATION COST MODEL 
 
Using the results from the DIA 2021-22 Annual Price Review – Pricing and Cost 
Model Survey, the May 2021 NDIA Financial Benchmarking Survey and 
ongoing Intermediary sector engagement, DIA has derived a Cost Model for 
the delivery of Level 3: Specialist Coordination within the NDIS.  
 
 
BASE PAY - LEVEL 3: SPECIALIST SUPPORT COORDINATION 
 
From the data collected, and from desktop research undertaken, the most 
representative base pay band for Level 3: Specialist Coordination is between 
$65 to $74 with 93% of respondents falling within this range.  
 
The Cost Model is set at the lower bound of this range ($65.00) for a Level 3: 
Specialist Coordination. 
 

 

Base Rate 
 

    

 

Award 
 

SCHADS 
Above 8.3 

 Fair Work 2021-22 Decision 
01/07/22        +4.6%       

$2.99 

 

Hourly Rate $65.00  Revised Hourly Rate $67.99 
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LEAVE ENTITLEMENTS - LEVEL 3: SPECIALIST SUPPORT COORDINATION 
The Cost Model assumes that each Level 3: Specialist Coordination worker is 
entitled to: 

• 20 days of annual leave; 
• 10 days of personal leave; and 
• 10 days of Public Holidays (as per the NDIA DSW Cost model rationale). 

These leave entitlements and subsequent costs are accrued by the employer 
for each hour the employee works. The Cost Model accounts for this by adding 
these entitlements to the base level of pay received by the worker.  
 
The Cost Model also assumes the SCHADS weekly hours worked (38) and the 
number of days worked being 220.     
 

 

Leave 
 

  
  

 

Cumulative cost per 
hour before leave  
(revised base rate) 

$67.99    

     
 

Annual Leave Hours 
 

152    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
per worked hour 
 

$6.18    

 
     
 

Personal Leave Hours 
 

76    
 

Per cent of leave taken 
 

100%    
 

Cost per worked hour 
per worked hour 
 

$3.09    

 
     
 

Public Holidays 
 

76  
 

Cumulative Cost 
 

 

 

Per cent of leave taken 
 

100%  

 

Cumulative cost per hour 
after leave costs 
 

$80.35 

 

Cost per worked hour 
per worked hour 
 

$3.09 
  

Increase from base rate 
 

15% 
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EMPLOYEE ON-COSTS - LEVEL 3: SPECIALIST SUPPORT 
COORDINATION 
It was found that well over a half of respondents pay allowances with vehicle 
($1,289) and miscellaneous ($300) representing the cost to employers.  
 
Workers Compensation premiums were found to be 2% of wages and salaries 
of Support Coordinators. Superannuation is added at the statutory minimum. 
 

 

On Costs 
 

  
  

 

Cumulative cost per 
hour before on costs 
 

$80.35    

 
     
 

Superannuation     
 

Superannuation Rate 
 

10%    
 

Superannuation Cost 
per worked hour 
 

$8.04    

 
     
 

Workers Compensation     
 

Premium Rate 
 

2%    
 

Premium Cost per 
worked hour 
 

$1.61    

 
     
 

Allowances   
 

Cumulative Cost 
 

 

 

Allowance Rate 
 

$1589.00  

 

Cumulative cost per hour 
after On Costs 
 

$90.94 

 

Allowance Cost per 
worked hour 
 

$0.95 
  

Increase from base rate 
 

25% 
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SUPERVISION - LEVEL 3: SPECIALIST SUPPORT COORDINATION 
Support Coordinators require supervision, training and guidance from more 
senior and skilled workers which the Cost Model recognises and incorporates.  
 
The sector indicated, via the DIA survey, that Supervisors of Level 3: Specialist 
Coordination workers are typically professionally qualified with extensive 
experience (often clinical backgrounds).  
 
The ‘span of control’ for Level 3: Specialist Coordination workers is set at a ratio 
of one Supervisor overseeing three FTE Level 3: Specialist Coordination 
workers.  
 
This assumption is lower than Level 2 reflecting the more complex nature of 
the support being provided.  
 
The Cost Model assumes that Supervisors accrue Leave and On Costs on the 
same basis as Level 3: Specialist Coordination workers. 
 

 

Supervision 
 

  
 

 

 

Cumulative cost per 
hour before Supervision 
 

$90.94    

 
     
 

Supervision     
 

Level (SCHADS Equiv.) 
 

Above 
8.3 

   
 

Base Pay 
 

$78.45    
 

Leave Costs 
 

$14.26    
 

On Costs 
 

$11.90    
 
     
 

Span of Control   
 

Cumulative Cost 
 

 

 

Span of Control 
 

3  

 

Cumulative cost per hour 
after Supervision costs 
 

$125.81 

 

Cost of Supervision per 
worked hour 
 

$34.87 
  

Increase from base rate 
 

46% 
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UTILISATION - LEVEL 3: SPECIALIST SUPPORT COORDINATION 
In addition to mandated breaks, workers undertaking Support Coordination 
require training and will also, in their normal course of employment, spend 
time on general activities that are not within the scope of the funded NDIA 
support.  
 
The Cost Model recognises this and has set an assumption that a Level 3: 
Specialist Coordination worker would spend 71% of their time delivering a 
NDIA funded support.  
 
The survey results showed that 50% of respondents indicated that Level 3: 
Specialist Coordination workers spend between 70% and 75% undertaking 
billable work.  
 
The remaining time is spent on breaks, in training or other general activities 
including NDIS Quality and Safeguards Commission work. Utilisation for Level 
3: Specialist Coordination is lower than Level 1 and Level 2 reflecting the more 
complicated nature of the support provided and the required non-billable 
activities at this level. 
 
 

 

Utilisation 
 

  
 

 

 

Cumulative cost per 
hour before Utilisation 
 

$125.81    

 
     
 

Utilisation     
 

Breaks 
 

7%    

Training, Professional 
Development & Case 
Consult 
 

12%    

Other 10%  
 

Cumulative Cost 
 

 

Utilisation Total 71%  

 

Cumulative cost per hour 
after Utilisation costs 
 

$162.30 

 

Cost of Utilisation per 
worked hour 

 

$36.49 
  

Increase from base rate 
 

58% 
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OVERHEADS - LEVEL 3: SPECIALIST SUPPORT COORDINATION 
 
The Cost Model assumes that corporate overheads are equal to 20% of direct 
costs (those costs as set out above). 
 
 

 

Overheads 
 

  
  

 

Cumulative cost per 
hour before Overheads 
 

$162.30    

 

Overheads     

Rent 5%    
Information Tech. 5%    
Audit and Compliance 3%    
Marketing 3%   

Cumulative Cost 
 

 
Fleet 3%  
Other 1%   

Cumulative cost per hour 
after Overheads 
 

$194.76 Overheads Total 20%  
 

Cost of Overheads per 
worked hour 

 

$32.46 
  

Increase from base rate 
 

65% 

 
Marketing / Google Ads 
In previous NDIA Annual Price Reviews (see 2019) there was commentary by 
the NDIA around the cost and fees being paid by Support Coordinators to 
advertise their business on platforms such as Google Ads. 
 
An analysis of Google Ad ‘Keywords’ has shown that ‘NDIS Support 
Coordination’ is an actively searched term and online marketing is an 
important element for attracting participants to a provider. Advertises pay via 
a ‘Cost per Click’ (CPC) methodology with a higher CPC representing a higher 
conversion rate from a click to a sale of the good on offer, in this instance the 
provision of Support Coordination supports. 
 
DIA’s analysis shows that the keyword search ‘NDIS Support Coordination’ has 
a CPC of $5.25. Using applicable conversion rates for each support, 10% for 
Support Coordination (based on research via Google Ad Analytics and the 
underlying nature of the purchasing decision being made) the cost of 
obtaining a participant for Support Coordination is approximately 2% of the 
yearly revenue of a Level 2 participant with 24 hours in their plan. 
 
The Overhead assumption in this Cost Models has incorporated such costs. 
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STAFF RETENTION AND TURNOVER - LEVEL 3: SPECIALIST SUPPORT 
COORDINATION 
 
The respondents to the Support Coordination survey indicated that staff 
turnover for Levels 2 and 3 and overall staff retention were adding costs to 
providing Support Coordination supports.  
 
At Level 3: Specialist Coordination, Employee Assistance Programs are 
widespread costing $500 per employee per annum.  
 
Flexible work arrangements and workload adjustments equate to a further 
reduction in billable time equivalent to approximately one week per year per 
Level 3: Specialist Coordination workers.   
 
The survey found that the Median cost for the replacement of Support 
Coordinators was $4,692 per annum. 
 
 

 

Retention & Turnover 
 

  
 

 

 

Cumulative cost per 
hour before on costs 
 

$194.76    

 

Retention     
 

Retention Programs 
Including EAP, per 
annum per employee  
 

$500.00    

 

Flexible conditions 
including workload 
adjustments. 
 

$1,500.00    

 

Retention Cost per 
worked hour 
 

$1.20    

 
     
 

Turnover     
 

Turnover/Replacement 
cost per annum 
 

$4,500  
 

Cumulative Cost 
 

 

 

Turnover Cost per 
worked hour 
 

$2.69 

  

Cumulative cost per hour 
after Retention and 
Turnover 
 

$198.65 
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MARGIN - LEVEL 3: SPECIALIST SUPPORT COORDINATION 
A 5% margin has been assumed to reflect the requirement for organisations 
to be sustainable and to facilitate investment and innovation in providing 
quality Level 3: Specialist Support Coordination to NDIS participants. 
 
 

 

Margin 
 

  
  

 

Cumulative cost per 
hour before Margin 
 

$198.65    

 
     
 

Margin   
 
  

Margin as a share of 
other costs 

5%  
 

Cumulative Cost 
 

 

 

Cost of Margin per 
worked hour 

 

$9.93 
 Cumulative cost per hour 

after Margin 
$208.58 
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SUPPORT COORDINATION – PRICES 
 
The Cost Models bring together the cost of the delivery of an hour of Support 
Coordination for each of Level 1, Level 2 and Level 3 to form transparent prices 
for the delivery of Support Coordination in the NDIS. 
 
Support Coordination 
Item Number National Remote Very Remote 

07_001_0106_8_3 
Support Coordination Level 1:  
Support Connection $71.39 $99.95 $107.09 

07_002_0106_8_3 
Support Coordination Level 2: 
Coordination of Supports $114.83 $160.77 $172.25 

07_004_0132_8_3 
Support Coordination Level:  
Specialist Support Coordination $208.58 $292.01 $312.87 

 
 
 
VALUE FOR MONEY – SUPPORT COORDINATION 
 
Support Coordination is a capacity building support and wherever possible, 
Support Coordinators build and maintain people’s skills to understand and 
implement their plans. 
 
The intensity of services being delivered increases from Level 1 to Level 3. As 
such the higher the level of service the greater skills and experience a 
practitioner delivering Support Coordination will require to meet the 
participant support needs.  
 
Support Coordination is described as assistance to strengthen participant’s 
ability to connect with informal, mainstream and funded supports. Support 
Coordination providers look at how their practice is geared towards reducing 
people’s reliance on paid supports and exploring ways of making progress 
towards goals that may not involve paid support. 
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CAPACITY BUILDING AND TRAINING IN PLAN AND FINANCIAL 
MANAGEMENT 
 
Capacity Building and Training in Plan and Financial Management 
 

This reasonable and necessary support, which focuses on strengthening the 
participant’s ability to undertake tasks associated with the management of 
their supports. This support can be delivered by either a Support Coordinator 
or a Plan Manager based on the preference of the participant.  
 
This includes: 

• Building financial skills; 
• Building organisational skills; 
• Enhancing the participant’s ability to direct their supports; and 
• Developing Self-Management capabilities. 
• Building financial skills; 
• Building organisational skills; 
• Enhancing the participant’s ability to direct their supports; and 
• Developing Self-Management capabilities. 

 
Plan Managers and Support Coordinators delivering this support are expected 
to assist the participant to develop their financial and management to 
increase the participants ability to self-direct their supports, this may lead to 
self- management in future plans, where this is possible, but is not a 
requirement for access to this support. 
 
Given this support is the same despite delivery by either a Support Coordinator 
or a Plan Manager the price for this support must continue to have parity and 
at the very least be linked to the price set for the minimum level of Support 
Coordination. 
 
 
 
 
 
 
 
 
 
 



 

Disability Intermediaries Australia Limited 
2021-22 Annual Price Review Submission Update 46 

CAPACITY BUILDING AND TRAINING IN PLAN AND FINANCIAL 
MANAGEMENT– PRICES 
 
The Cost Model for the delivery of an hour of Support Coordination Level 1 
forms a transparent price which is to be used to set the prices for the Capacity 
Building supports in Plan and Financial Management. 
 
Capacity Building and Training in Plan and Financial Management 
Item Number National Remote Very Remote 

14_031_0127_8_3 
Capacity Building and Training in Plan 
and Financial Management  
by a Plan Manager 

$71.39 $99.95 $107.09 

07_003_0117_8_3 
Capacity Building and Training in Plan 
and Financial Management  
by a Support Coordinator 

$71.39 $99.95 $107.09 
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OUT OF SCOPE 
 
DIA has not removed any out-of-scope items contained within the previous 
submission. As such this update has not made any changes to the cost model 
based on the areas previously considered out of scope. 
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UPDATED RECOMMENDATION 
DIA recommends that the NDIA accept and implement the Cost Models 
contained within this submission and at a minimum set the below price limits: 
 
Plan Management 
Item Number National Remote Very Remote 

14_034_0127_8_3 Plan Management – Monthly Fee    

A monthly fee for the ongoing delivery of 
financial management arrangements. 

$115.85 $162.19 $173.78 

Set-Up Fee – amortised over 12 months $26.09 $36.53 $39.14 
Total Monthly Plan Management Fee $141.94 $198.72 $212.92 

 
 

The amortising of the ‘Set-Up Fee’, must not be viewed as 
mutually exclusive. In that if the NDIA seeks to not amortise 
the ‘Set-Up Fee’ then DIA would recommend all other 
elements of this cost model be accepted.  

 
 
 
Support Coordination 
Item Number National Remote Very Remote 

07_001_0106_8_3 
Support Coordination Level 1:  
Support Connection $71.39 $99.95 $107.09 

07_002_0106_8_3 
Support Coordination Level 2: 
Coordination of Supports $114.83 $160.77 $172.25 

07_004_0132_8_3 
Support Coordination Level:  
Specialist Support Coordination $208.58 $292.01 $312.87 

 
 
 
Capacity Building and Training in Plan and Financial Management 
Item Number National Remote Very Remote 

14_031_0127_8_3 
Capacity Building and Training in Plan 
and Financial Management  
by a Plan Manager 

$71.39 $99.95 $107.09 

07_003_0117_8_3 
Capacity Building and Training in Plan 
and Financial Management  
by a Support Coordinator 

$71.39 $99.95 $107.09 
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STATEMENTS OF SUPPORT 
 
This submission has been reviewed and contributed to by the DIA 
membership and is made on behalf of providers who deliver Plan 
Management and Support Coordination services to more than 1 in 3 NDIS 
Participants. 
 
Further organisations have provided Statements of Support in support of DIA’s 
annual price review submission, including: 
 
 
 
 
 
 
 
 
 
 
 
 
  
 
 
 
  

 

Dr. David Cullen 
Chief Economist 
Annual Price Review  
National Disability Insurance Agency 
GPO Box 700 
Canberra, ACT, 2601 
apr@ndis.gov.au          26th November, 2021 
 
Dear David, 
 
I write on behalf of The Growing Space ŝŶ�ƐƵƉƉŽƌƚ�ŽĨ��ŝƐĂďŝůŝƚǇ�fŶƚĞƌŵĞĚŝĂƌŝĞƐ��ƵƐƚƌĂůŝĂ͛Ɛ�;�f�͛ƐͿ�
submission to the 2021-2022 NDIS Annual Price Review.  
 
The Growing Space is an independent Profit for Purpose company which employs only disabled people 
and family carers. We currently engage around 25 support coordinators, directly serving more than 400 
participants across Australia, plus a reach of more than 100,000 participant and/or nominee 
stakeholders each month through our social media, training courses for Support Coordinators and 
Participants/Nominees and other avenues. Our Support Coordinators are effectively always at capacity, 
and we decline numerous participants on a daily basis. I am also a member of the NDIS Independent 
Advisory Council (and several reference groups) and myself and our company strongly support this 
ƐƵďŵŝƐƐŝŽŶ͛Ɛ�ĨŽĐƵƐ�ŽŶ�ƚŚĞ�ĚĞǀĞůŽƉŵĞŶƚ�ĂŶĚ�ŝŵƉůĞŵĞŶƚĂƚŝŽŶ�ŽĨ�ƚƌĂŶƐƉĂƌĞŶƚ�ĂŶĚ�ƌĞƉƌĞƐĞŶƚĂƚŝǀĞ��ŽƐƚ�
Models in setting the price levels for both Plan Management and Support Coordination supports 
delivered in the NDIS.  
 
I wish to further suggest that Support Coordination requires an implementation allowance/fee for every 
participant new to the scheme, or new to Support Coordination ʹ the hours allocation frequently 
allotted does not consider the baseline onboarding costs of setting up and establishing a relationship 
with a participant, to the participant͛s detriment. 
 
We look forward to providing ongoing, sustainable and high-quality Intermediary support services 
which can be achieved under the proposed Cost Models developed by DIA.  Transparent and 
representative price settings will provide both participants and providers with the clarity required to 
deliver, and expect, high quality outcome-based supports in a sustainable NDIS. 
 

Kind regards, 

 
 
Sam Paior 
CEO, The Growing Space 
sam@TheGrowingSpace.com.au 
0410 513 013 (direct) 

 

���������� 
cieA�.//305�mMST6�t6YS6Z 

 
Phone: 1800 63 63 77   
Email: info@ndsp.com.au 
www.ndsp.com.au 
 
48, Greenhill Rd 
Wayville, SA 5034 

 

 

26 November 2021 

 

 

Dr. David Cullen 

Chief Economist 

Annual Price Review  

National Disability Insurance Agency 

GPO Box 700 

Canberra, ACT, 2601 

apr@ndis.gov.au 

 

Dear Dr Cullen, 

 

We write on behalf of NDSP Plan Managers Pty Ltd (Provider Number 4050019899, NDIS 

Commission ID 4-3LLQ-974) in support of Disability Intermediaries Australia’s (DIA’s) submission 

to the 2021-2022 NDIS Annual Price Review on the basis discussed below.  

 

The leadership and effort shown by the DIA is appreciated in creating a significant and cohesive 

response from the Plan Management industry to the NDIA 2021/22 Annual Pricing Review. We 

believe the DIA have collected critical plan management industry data to validate their proposal 

and is a comprehensive piece of work on behalf of all Plan Managers. 

 

We support the DIA’s submission that increases the monthly fee by 5.8% due to cost increases 

incurred by Plan Managers over 2021/22 and 2022/23. Our belief is this does not fully cover the 

CPI and increased labour costs that have been or will be incurred by our business over that period 

(we believe it will be 6.6%), but we are willing to agree to the DIA’s figure as part of its broader 

representation of the industry. 

 

In principle, we support the concept of the annualisation of set up fees recommended by the DIA. 

Our analysis indicates that the multiplier being used by the DIA of 1.2 is actually less than we are 

experiencing with our large client base. Our figure is currently 1.4 and it has been rising over the 

last 12 months. We understand the NDIA’s intentions to reduce this figure over time by extending 

plans to two to three years where possible. Our firm belief is this requires further detailed 

consultation for the NDIA due to participant and provider behaviour indicating the number of set 

up fees are increasing, not declining.   

 

As one of the market leaders, we are keen to participate in the examination of the pricing 

arrangements for plan management to contribute to a fair and equitable strategy of reducing this 

multiplier, but currently cannot support the level that has been set by the DIA.  

 

We are very pleased to have been invited to the working group to discuss these pricing models as 

part of a broader understanding of the evolving role of the Plan Manager and are happy to 

commit our actual figures to confidential discussions within this framework. 

 

 

 
 
 
 
 
 
 
 
27 November 2021 
 
Dr David Cullen 
Chief Economist 
National Disability Insurance Agency 
GPO Box 700 
CANBERRA ACT 2601 
 
Via email: apr@ndis.gov.au 
 
Dear Dr Cullen 
 
Annual Price Review – Plan Management Services 
 
I write in conjunction with the National Disability Insurance Agency’s (NDIA) 2021-
2022 NDIS Annual Price Review (APR). 
 
Connect Plan Management Pty Ltd is a specialist, independent plan manager. 
 
I have read Disability Intermediaries Australia’s (DIA’s) submission to the 2021-2022 
NDIS Annual Price Review in respect of plan management and endorse its findings 
and conclusions. 
 
The recommended monthly price for plan management calculated in DIA’s 
submission of $110.90 for the year commencing 1 July 2022 represents 
approximately two years’ of inflation increase since the last price adjustment for plan 
management. In our submission, this calculation would be the fairest, minimum 
adjustment the NDIA should agree to. 
 
In relation to the monthly price for plan management administration, we specifically 
wish to highlight the following matters: 
 
1) Employment and wages outlook 

There has been widespread commentary in the media regarding the difficulty 
employers generally, and specifically in certain sectors, have found and continue 
to find it difficult to attract and retain staff. This is confirmed anecdotally from our 
own experience and conversations with other NDIS providers. 
 
In addition, the latest Australian Bureau of Statistics (ABS) shows quarterly private 

 
 

 
25/11/2021  

 
 

Dr. David Cullen 
Chief Economist 
Annual Price Review  
National Disability Insurance Agency 
GPO Box 700 
Canberra, ACT, 2601 
apr@ndis.gov.au 
 
 
Dear Dr Cullen, 
 
I write on behalf of JD Coordination & Support Services, Provider Number 
4050003661 in support of Disability Intermediaries Australia’s (DIA’s) submission to 
the 2021-2022 NDIS Annual Price Review.  
 
We strongly support this submission’s focus on the development and implementation 
of transparent and representative Cost Models in setting the price levels for both Plan 
Management and Support Coordination supports delivered in the NDIS.  
 
We look forward to providing ongoing, sustainable and high-quality Intermediary 
support services which can be achieved under the proposed Cost Models developed 
by DIA.  Transparent and representative price settings will provide both participants 
and providers with the clarity required to deliver, and expect, high quality outcome-
based supports in a sustainable NDIS.  
 
 
Sincerely,  
 
 
 
 
Jody Hamilton  
Manager 
JD Coordination & Support Services 
6 Cranwell Way, Wyndham Vale, Victoria 3024 
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28�November�2021�
�
Dr.�David�Cullen�
Chief�Economist�
Annual�Price�Review��
National�Disability�Insurance�Agency�
GPO�Box�700�
Canberra,�ACT,�2601�
Email:�apr@ndis.gov.au��
�
Dear�Dr�Cullen,�
�
I�write�on�behalf�of�JRA�Plan�Management�[Registered�#4050045439]�in�support�of�Disability�
Intermediaries�Australia’s� (DIA’s)� submission� to� the�2021Ͳ2022�NDIS�Annual�Price�Review.��
�
We� strongly� support� this� submission’s� focus�on� the�development� and� implementation�of�
transparent� and� representative� Cost� Models� in� setting� the� price� levels� for� both� Plan�
Management� and� Support� Coordination� supports� delivered� in� the� NDIS.��
�
We� look� forward� to�providing�ongoing,� sustainable�and�highͲquality� Intermediary� support�
services� which� can� be� achieved� under� the� proposed� Cost� Models� developed� by�
DIA.�� Transparent� and� representative� price� settings� will� provide� both� participants� and�
providers� with� the� clarity� required� to� deliver,� and� expect,� high� quality� outcomeͲbased�
supports�in�a�sustainable�NDIS.��
�
Sincerely,��
�
�
�
Samantha�Moore�
Director�
JRA�Plan�Management�
6�Wickerson�Cres�
Bli�Bli,�Qld�4560�
Email:�samantha@jraplanmanagement.com.au�
Phone:�0418�478�446 

 
 

 
 

 
 

25/11/2021 
 
Dr. David Cullen 
Chief Economist 
Annual Price Review  
National Disability Insurance Agency 
GPO Box 700 
Canberra, ACT, 2601 
apr@ndis.gov.au 
 
 
Dear Dr Cullen, 
 
I write in support of Disability Intermediaries Australia’s (DIA’s) submission to the 
2021-2022 NDIS Annual Price Review.  
 
We strongly support this submission’s focus on the development and 
implementation of transparent and representative Cost Models in setting the price 
levels for both Plan Management and Support Coordination supports delivered in 
the NDIS.  
 
We look forward to providing ongoing, sustainable and high-quality Intermediary 
support services which can be achieved under the proposed Cost Models developed 
by DIA.  Transparent and representative price settings will provide both participants 
and providers with the clarity required to deliver, and expect, high quality outcome-
based supports in a sustainable NDIS.  
 
Sincerely,  
 
 

 
 
Claire Williams 
Claire Coordination of Supports 
990 Whitehorse Road 
Box Hill VIC 3128 
 
 
 

- Coordination of Supports - 

 
 

PMCSS 
Specialist Support Coordination 

 
223 Wyndham Street 
Shepparton VIC 3630 

 
26/11/2021 

 
Dr. David Cullen 
Chief Economist 
National Disability Insurance Agency 
GPO Box 700 
Canberra, ACT, 2601 
apr@ndis.gov.au 
 
Dear Dr Cullen, 
 
I write in support of Disability Intermediaries Australia’s (DIA’s) submission 
to the 2021-2022 NDIS Annual Price Review.  
 
We strongly support this submission’s focus on the development and 
implementation of transparent and representative Cost Models in setting 
the price levels for both Plan Management and Support Coordination 
supports delivered in the NDIS.  
 
We look forward to providing ongoing, sustainable and high-quality 
Intermediary support services which can be achieved under the proposed 
Cost Models developed by DIA.  Transparent and representative price 
settings will provide both participants and providers with the clarity 
required to deliver, and expect, high quality outcome-based supports in a 
sustainable NDIS.  
 

Sincerely,  

 
 
Lin Woods 
Lead Practitioner 
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