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1

EXECUTIVE SUMMARY

This report outlines the key National Disability Insurance Scheme (NDIS) workforce themes
and issues identified in the Brisbane South NDIS region drawn from analysis of existing data
sources and primary research involving surveys and qualitative interviews and focus groups
undertaken with NDIS employers, employees, sole-providers and self-managed participants.
The key findings from the research are:
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Stakeholders in the Brisbane South region are generally positive about the impact of
the transition to the NDIS. In particular, stakeholders commented on the way in
which the transition has empowered people with disability to have greater choice
and control over the services they receive. However, stakeholders also identified
challenges they have experienced in adapting to compete in an open market as well
as the need for improved business skills. Stakeholders also noted increased demand
for specialised skills and identified the need for more flexible training options and
short courses to meet this demand.

Despite expectations that Brisbane would experience significant growth (nearly 500
additional participants) in demand for disability services with the introduction of the
NDIS, the number of NDIS participants in Brisbane is yet to exceed pre-NDIS levels.
Given that growth in the market has been slow in other regions, we anticipate that
growth in the Brisbane NDIS market will occur in the near future. Future
employment projections suggest that demand for carers and aides and other
workers in the “Other Social Assistance Services” sector will continue to grow in
coming years.

In line with the lack of growth in numbers of people receiving disability services,
analysis of job advertisements mentioning either “NDIS” or “disability services”
suggests that Brisbane South is yet to experience a significant increase in demand for
NDIS workers.

The largest number of workers employed in NDIS-relevant industry sectors in the
Brisbane South region are female, aged between 40-49 years. This suggests there are
opportunities to diversify the workforce to fill gaps.

Yellow Card applications have almost doubled, indicating a significant increase in the
number of workers. There nevertheless appear to be gaps in the labour market
because some of the employers that we interviewed reported that demand still
outweighs supply and they are also finding some difficultly in retaining new workers.
There is growing interest in the potential for utilising delegated allied health
assistants under the direction of professionals carrying out services to help reduce
the demand on a limited pool of allied health professionals.

Job advertisements and employer interviews give us insight into the kinds of roles
and skills that are sought after. An analysis of job advertisements identifies
communication, first aid and customer service as desirable skills. In the interviews,
employers identify soft skills including the right attitudes values, adaptability,
flexibility and ability to learn, in addition to technical and administration skills as
important for NDIS roles. Customer service skills will also be important in the new
customer-driven market.



e While employers recognise the value of a relevant Certificate Ill qualification (such as
a Certificate lll in Individual Support or a Certificate Ill in Community Services), they
do not regard formal qualifications as necessary or appropriate for most
recruitment. Instead, stakeholders identify the importance of in-house and non-
accredited training (for example positive behaviour and medication management),
to meet their skills needs.

e Arange of innovative recruitment strategies have been adopted as a means for
diversifying the workforce, many of which focus on ways to disseminate information
to attract new workers into the industry. These range from roadshows and expos to
traineeships and targeting unpaid carers to register as NDIS providers as a
sustainable career.

e More use could be made of people with lived experience of disability in the
provision of in-house and accredited training and recruitment, which has the
potential to help build the economic capacity of people with disability.

e Greater effort should also be placed on supporting NDIS participants to gain the
skills to self-manage. Several strategies are identified through the first case study
later in this report.

e There are several skills sets for NDIS workers that the Queensland Government
subsidises (see Funding and Support for Skill Development in NDIS Related
Occupations in Queensland resource for further information). These include
behaviour support skills, induction to disability and, medications assistance. NDIS
employers should be supported to make use of these training subsidies to grow and
skill their workforces.

2 INTRODUCTION

The NDIS commenced roll-out in Queensland in 2016 and is now operational in all
Queensland regions. At the commencement of the roll-out in Queensland, the market for
disability supports was estimated to grow from 48,000 people in 2016 to 91,000 in 2019
(NDIS, 2016). The state’s workforce was also expected to expand by approximately 13,000
additional full-time equivalent jobs (NDIS, 2016). The most recent COAG Disability Reform
Council, Quarterly Performance Report (2019) for the period 01 January 2019 — 30
September 2019 shows that in total, over 55,000 participants have now been supported by
the NDIS in Queensland, with 33% receiving support for the first time. The related market of
active services providers has also continued to grow with 4,197 registered service providers
(of which 1,437 were individual/sole trader operated businesses and 2,760 were companies
or organisations) as at 30 September 2019.

Jobs Queensland, in partnership with WorkAbility Queensland, has commissioned research
to investigate employer, employee and sole provider experience in NDIS roll-out sites across
Queensland over the period to 2021, when the jobs growth potential of the NDIS is
expected to be realised. The research assesses and responds to the skills demand and
supply issues resulting from the NDIS rollout across Queensland and involves multi-year,
multi-site, quantitative and qualitative research undertaken in the following NDIS regions:
Townsville; Mackay; Brisbane North and South; Toowoomba; and Ipswich as well as analysis
of annual State-wide trends. The research will investigate current training and skills
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development for the sector in the region to help inform Jobs Queensland's advice to
government and will also be used to inform other stakeholders on the best ways to meet
the jobs growth and skills needs for the NDIS. and will also be used to inform other
stakeholders on the best ways to meet the jobs growth and skills needs for NDIS.

This report presents the key findings from research undertaken in the Brisbane South NDIS
region including analysis of existing data sources and qualitative analysis and potential
solutions.

3 FINDINGS AND DISCUSSION

These findings draw on existing data sources and primary research involving surveys, and
gualitative interviews and focus groups undertaken with NDIS employers, employees, sole-
providers and a self-managed participant as well as discussions captured at a regional forum
conducted on 14 November 2019 with 17 key stakeholders in the Brisbane South region.
The project was designed to capture more up-to-date and detailed quantitative data from
NDIS employers, employees and sole providers in the region and greater depth and insights
gained from qualitative data.

Despite intensive recruitment efforts, we were not able to obtain enough survey data from
employees, employers or sole providers to report quantitative findings at the regional level.

There were 14 stakeholders who agreed to participate in interviews or focus groups. These
included interviews conducted with five employers (three of whom provide services in
multiple regions beyond Brisbane), two employees (all of whom provide services across
multiple regions) and five sole providers (five of whom provide services across multiple
regions). A focus group was also conducted in the Brisbane South region involving two
stakeholders as well as a focus group of eight stakeholders conducted with a not-for-profit
organisation that represents the interests of community organisations including NDIS
providers.

The open-ended responses from the survey respondents together with the findings from
interviews and focus group data have been used throughout this report to provide depth to
the existing data sources.

3.1 Demand for NDIS Services

The growth in the number of NDIS participants in the Brisbane NDIS region has occurred
more slowly than was originally anticipated in the Queensland Market Position Statement
(NDIS, 2016). The data released by the NDIS reveals that at 30 June 2019, there were 9,296
active NDIS participants in the Brisbane region (these figures do not differentiate between
Brisbane North and Brisbane South). While the data shows an increasing trend over time
(numbers of participants increased between March and June 2019) it is worth noting that in
the 2016 Queensland Market Position Statement (NDIS, 2016, Table 4, p.21 in report) the
current number of NDIS participants in Brisbane was estimated at 10,050. The NDIS roll-out
commenced in Brisbane in 1 July 2018 and was expected to be fully operational by 30 June
2019. According to the projections in the Queensland Market Position Statement, there
were anticipated to be 15,300 active NDIS participants by 30 June 2019. However, current
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numbers of participants are lower than pre-NDIS levels. We are not aware of any reason
why the number of NDIS participants would have decreased over time and it is possible that
the difference reflects the methodology used to calculate these figures rather than the
reality. However, it is safe to say that Brisbane has not experienced the expected growth in
participants that was projected to occur with the introduction of the NDIS. It is, however,
likely that there will be further growth over time given the roll-out of the NDIS in the
Brisbane region is still in progress.

Figure 1 shows the disability groups that these participants identify with and how they differ
from March to June 2019. There is an increase across all disability groups in the Brisbane
region with most of the participants identifying as having an intellectual disability or autism.

Figure 1: Number of participants in each disability group in Brisbane region
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Source: NDIS. (2019). Participant numbers and plan budgets data [Data set]. Retrieved from
https://www.ndis.gov.au/about-us/data-and-insights/data/participant-numbers-and-plan-budgets-data

NDIS participant data also enables consideration of the types of support that are in greatest
demand across the region. This can be examined both in terms of how many participants
are registered to receive each type of support (Figure 2) and how much expenditure has
been committed for each type of support (Figure 3). Most of the expenditure is directed
towards providing core supports. These data suggest that the Brisbane region will
experience high demand for the range of roles undertaken by direct support workers as well
as allied health professionals.
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Figure 2: Number of participants receiving each type of support in Brisbane region
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Source: NDIS. (2019). Participant numbers and plan budgets data [Data set]. Retrieved from
https://www.ndis.gov.au/about-us/data-and-insights/data/participant-numbers-and-plan-budgets-data

Figure 3: Expenditure by type of support in Brisbane region
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Source: NDIS. (2019). Participant numbers and plan budgets data [Data set]. Retrieved from
https://www.ndis.gov.au/about-us/data-and-insights/data/participant-numbers-and-plan-budgets-data
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3.2 Pre-NDIS Workforce characteristics

The 2016 ABS Census data shows the gender profile of workers employed in NDIS-relevant
industries. As shown in Figure 4, the largest number of workers employed in NDIS-relevant
industry sectors in the Brisbane South region at that time were female in the age groups 40-
49 years for social assistance services and residential care services and 30-39 years in the
allied health services. This is consistent with the findings reported in the National Disability
Services, Australian Disability Workforce Report (2018), which show that the female-to-male
ratio in the disability support workforce is 7:3 (which is similar across all states) and the
disability workforce in Queensland is older than the Australian workforce as a whole, with
49% of the disability workforce aged 45 years or over.

Figure 4: Gender profile of workers employed in NDIS-relevant industry sectors in Brisbane South NDIS Region
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Source: Australian Bureau of Statistics 2016, Census of Population and Housing (2016), TableBuilder. Findings based on
use of ABS TableBuilder data.

However, the largest number of workers employed in physiotherapy services and optometry
and optical dispensing is in the age group 20-29 years (Figure 5).
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Figure 5: Age profile of workers employed in NDIS-relevant industry sectors in Brisbane South NDIS Region
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Source: Australian Bureau of Statistics 2016, Census of Population and Housing (2016), TableBuilder. Findings based on
use of ABS TableBuilder data.

3.3 Demand for NDIS Workers

The 2016 Queensland Market Position statement (NDIS, 2016) estimated that
approximately 2,000 additional full-time equivalent workers would be required in the
Brisbane region by June 2019 in order to respond to the expected growth of the scheme.
However, we now know that the projected growth in NDIS participants not yet occurred and
this is likely to have affected growth in jobs as well.

Analysis of job advertisements provides insight into the trends in workforce demand for
NDIS related positions in the Brisbane South NDIS region (we note that the breakdown of
job advertisements for Brisbane South was based on the ABS statistical areas (SA4) and does
not align perfectly with the Brisbane South NDIS region). There appears to have been a
decline in job advertisements for the Brisbane South NDIS region overall since July 2017
(Figure 6). To understand how demand for new NDIS workers compares with demand for
workers in general, we searched for job advertisements mentioning ‘disability services’ or
‘NDIS’. Relatively few job advertisements were captured, and they do not show a clear
increase in demand associated with the NDIS rollout in Brisbane, which commenced in July
2018 (see Figure 7). This lack of growth in jobs aligns with the lack of growth in numbers of
NDIS participants.
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Figure 6: Monthly count of all job ads for Brisbane South Region (SA4 level only)
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Source: Mason, C., Chen, C., Wan, S., Trinh, K., Duenser, A., Sparks, R., Walker, G., Zhao, Y., Burns, S., Reeson, A., Jin B.,
Naughtin, C. (2019). Data61 Australian Skills Dashboard. CSIRO. skills.csiro.au. CSIRO's Data61 acknowledges the kind
contribution of Adzuna Australia's datasets to this research.

Figure 7: Monthly count of “disability services” or “NDIS” job ads in Brisbane South Region (SA4 level only)
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Source: Mason, C., Chen, C., Wan, S., Trinh, K., Duenser, A., Sparks, R., Walker, G., Zhao, Y., Burns, S., Reeson, A., Jin B.,
Naughtin, C. (2019). Data61 Australian Skills Dashboard. CSIRO. skills.csiro.au. CSIRO's Data61 acknowledges the kind
contribution of Adzuna Australia's datasets to this research.

A mix of roles are being advertised but the majority of the NDIS jobs being advertised are
for community and personal service workers and professionals (Figure 8). The job ads
indicate that employers seek workers with skills in communication, first aid, customer
service, labour market and quality standards.
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Figure 8: Types of occupations mentioned in “NDIS” and “disability services” job ads in Brisbane South NDIS Region
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Source: Mason, C., Chen, C., Wan, S., Trinh, K., Duenser, A., Sparks, R., Walker, G., Zhao, Y., Burns, S., Reeson, A., Jin B.,
Naughtin, C. (2019). Data61 Australian Skills Dashboard. CSIRO. skills.csiro.au. CSIRO's Data61 acknowledges the kind
contribution of Adzuna Australia's datasets to this research.

Figure 9: Types of attributes mentioned in “NDIS” and “disability services” job ads in Brisbane South NDIS Region
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Source: Mason, C., Chen, C., Wan, S., Trinh, K., Duenser, A., Sparks, R., Walker, G., Zhao, Y., Burns, S., Reeson, A., Jin B.,
Naughtin, C. (2019). Data61 Australian Skills Dashboard. CSIRO. skills.csiro.au. CSIRO's Data61 acknowledges the kind
contribution of Adzuna Australia's datasets to this research.

Another source of job advertisement data comes from the Internet Vacancy Index (IVI)
managed by the Department of Employment, Skills, Small and Family Business. This dataset
captures online job advertisements from three of the main job boards in Australia and
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provides more detailed occupational breakdowns (although they cannot be linked to
specific search terms or NDIS regions). This dataset reveals that across Queensland there
has been a sharp increase in job advertisements for aged and disabled carers, occupational
therapists and physiotherapists between 2018 and 2019. These data may be indicative of
the types of occupations that are likely to experience increased demand as the NDIS market
grows in the Brisbane South region.

Figure 10: Number of NDIS relevant job advertisements over time in Queensland
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Source: Department of Jobs and Small Business. (2019). IVI Detailed Occupation Data — March 2006 onwards (Excel
[Data set]). Retrieved from http://Imip.gov.au/default.aspx?LMIP/Gaininsights/VacancyReport

The Internet Vacancy Index also provides statistics on job advertisements for the Brisbane
metropolitan region. These regional statistics suggest that job advertisements for health
diagnostic and therapy professionals and carers and aides have increased in recent years,
although we cannot tell whether these new workers were recruited into disability services
organisations (Figure 11). However, one interview participant reported that demand for
workers is beginning to grow, “So, there's a bit of a driver now that there's so much work
that there's an opportunity there.”
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Figure 11: Average number of job advertisements in NDIS relevant occupations in the Brisbane NDIS region

800
700

600

0 III III I||

Legal, Social and Welfare  Health Diagnostic and Therapy Carers and Aides
Professionals Professionals

50

o

40

o

30

o

20

o

10

o

Three month moving average of job
advertisements

m2016 m2017 m2018 w2019

Source: Department of Jobs and Small Business. (2019). IVI Regional Data - May 2010 onwards (Excel [Data set]).
Retrieved from http://Imip.gov.au/default.aspx?LMIP/Gaininsights/VacancyReport

For a longer-term view of demand for NDIS workers we drew upon the employment
projections provided by Jobs Queensland. These projections, which have been generated for
a range of plausible scenarios, draw upon population and economic data (in addition to
labour market figures) to model future growth in the workforce up to 2022. Employment
projections for the “Other Social Assistance Services” industry class (which includes in
addition to disabilities assistance, other social support services such as aged care and
marriage guidance) are shown in Figure 12. In 2017 there were 10,703 workers employed in
this industry class in Brisbane and by 2022 there are expected to be more than 13,000
workers, representing more than 20% growth (much higher than the 7% rate of growth
projected for Brisbane’s labour market overall).
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Figure 12: Employment projections for the “Other Social Assistance Services” industry sector in Brisbane Region
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Source: Jobs Queensland. (2019). Anticipating Future Skills: Regional (ALL) Data Tool [Data set]. Retrieved from
https://jobsqueensland.qld.gov.au/anticipating-future-skills/afs-regions/

Carers and Aides represent the largest occupation within this sector and demand for these
workers is even higher (see Figure 11) According to the projections, Brisbane will require
31% more carers and aides for the “Other Social Assistance Services” industry class in 2022
compared to 2017. Demand for new carers and aides, which is already high, will continue to
increase in the coming years.

Figure 13: Employment projections for “Carers and Aides” in the “Other Social Assistance Services” industry sector in
Brisbane Region
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It is therefore important to know whether there has been an increase in the supply of new
NDIS workers in response to the increase in demand from employers. To answer this
guestion, we investigated trends in Yellow Card applications and exemptions. Yellow Card
applications provide insight into the supply of new workers and whether this is aligned with
demand for workers. Yellow Card applications are required for anyone engaged by a non-
government service provider at a place where disability services are provided to adults. The
number of Yellow Card applications in the Brisbane South NDIS region grew from 486 (from
January to June 2016) to 953 (in January to June 2018) (see

Figure 14). While these applications include renewals for existing workers, they are the
clearest indication of the supply of new NDIS workers in the Brisbane South region and they
show that since June 2016 the number of new applications has almost doubled. It should be
noted that the Yellow Card data are only up to the period prior to the Brisbane South NDIS
rollout (which commenced in July 2018). However, this growth in applications is consistent
with patterns seen in earlier NDIS regions where the scheme rolled out (and where Yellow
Card applications have increased dramatically).

Figure 14: Number of paid worker applications and Yellow Card exemptions in Brisbane South NDIS Region
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Source: Yellow Card data supplied by Queensland Department of Communities, Disability Services and Seniors.

Another source of insight into the changing demand or supply of workers comes from the
quarterly labour force statistics published by the ABS. These show how the composition of
the labour force has been changing over time. These statistics allow examination of how the
supply of workers in a key occupational category (community and personal service workers
— which includes support workers along with aged care and other community services
workers) has been changing over time as the NDIS is rolled out (Figure 15). These data show
an increase in the number of community and personal service workers in the Brisbane South
NDIS region. It is important to note that these workers could be going into sectors other
than the NDIS.
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Figure 15: Numbers of “Community and Personal Service” workers in Brisbane South NDIS Region
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four quarters, Year to August 1999 onwards (Pivot Table), data cube: Excel spreadsheet, cat. no. 6291.0.55.003, viewed
18 July 2019,
<https://www.abs.qgov.au/AUSSTATS/abs@.nsf/DetailsPage/6291.0.55.003May%202019?0penDocument>

The quantitative data indicates the participant market has not grown, and while job growth
appears to be limited, the supply of new workers is increasing substantially. This is
inconsistent with qualitative findings from interviews and focus group attendees, which
suggest there is a shortage of workers. Brisbane South is a relatively immature market so
the data may alter in the future. Yellow card data is not available at the same stage of the
rollout for comparison with the trends in other regions.

One possible explanation for this inconsistency is that Yellow Cards are being obtained by
individuals who anticipate working in the industry, but yellow card holders are not
progressing to the workforce or not staying in the workforce for very long.

There is qualitative support for the latter position with employers finding it difficult to retain
new staff. An interviewed employer servicing Brisbane, Toowoomba and Ipswich considered
their turnover rate of 25% was relatively commonplace for the sector, citing they had heard
of others with a much higher rate of turnover (Employer). Another employer interviewed
highlighted the challenges associated with a high turnover of staff, noting that they see:
“People entering the sector as workers and leaving on the basis because they thought it was
good to apply for a disability service provider because they heard on the media it was a
great industry and there would be plenty of jobs available and the jobs aren’t what they
expected them to be” (Employer). This suggests that realistic job promotion is an important
part of the recruitment process.

There also appears to be gaps in the labour market because some of the employers that we
interviewed reported that demand exceeds supply. One provider attending a focus group
who services all regions explains this has occurred “...because of where there's been an
increase in service demand, so then there's that need to increase workforce quickly” (Focus
Group Attendee). Another employer interviewed cited one of the reasons for the labour
shortage is the inability to guarantee hours and shifts, stating “No-one's going to come and
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work for me if they know that they can get 25 hours in a part-time gig at Subway, because |
can't guarantee them that” (Brisbane/Ipswich Employer).

Another potential reason for the inconsistency is that there is an unknown and difficult to
qguantify workforce that consists of sole traders supplying services to self-managed
participants, who are not registered with the NDIS but may have obtained Yellow cards. An
example given in an interview is of a sole provider with “...a teaching degree, she did a
Master’s in Social, Emotional and Behavioural with autism as a category as well [who] hasn't
been accepted under NDIS as yet [but] she's getting work for self-managed clients” (Sole
Provider Brisbane North/Brisbane South/Ipswich).

Qualitative findings from interviews, focus groups and employee surveys suggest increasing
demand for support workers and allied health professionals in the Brisbane South NDIS
region. Providers and employees providing services in multiple regions highlighted the
challenges in meeting this demand. A sole provider interviewed suggests, “So OT equipment
is a huge, huge problem; I've heard recently there's 8,000 applications sitting to be
processed” (Sole Provider Brisbane North/Brisbane South/Ipswich). These findings highlight
the potential for making better utilisation of Delegated Allied Health Assistants to reduce
the demands on Allied Health professionals.

Providers noted the impact of reliance on a largely casual workforce leads to capacity and
associated rostering issues, with one employer interviewed suggesting this is due to the
need to “...recruit people on a casual basis, which has an impact on service delivery because
someone might work for a service provider as a casual, because they were fixed, et cetera on
that basis. They work for other service providers as well so you can’t build certainty around
workforce capacity” (Employer). Stakeholders also noted that the need to rely on casual
staff arises from the fluctuations in work arising from NDIS participant cancellations and
changes to shift times and that this can lead to recruiting less experienced personnel.

During interviews and focus groups conducted in the Brisbane South region, employers
noted the impact of growing competition from NDIS participants who contract their own
independent providers and pay them higher fees. This is an incentive for some providers not
to register with the NDIS, thereby reducing the pool of available workers. As one employer
interviewed suggested, this challenges the equity of the market driven model because
registered providers can’t compete on a level playing field for staff given the pricing model
is fixed for registered providers, and not for unregistered providers. As this employer
explained, “...they talk about an open market but it’s not an open market because the
pricing is set and people on an organisation level need to be registered with initially the NDIS
and with the Quality and Safeguard Commission. But it’s a different playing field for
individual providers...Now that then goes into what service providers can do to attract, train
and maintain a competent and stable workforce” (Employer).

3.4 Impact of NDIS transition

Stakeholders in the Brisbane region are generally positive about the impact of the transition
to the NDIS in terms of empowering people with disability to have greater choice and
control over the services they receive. As an interviewed employee discussing the impact of
the transition commented, “I think from like the consumer’s perspective quite positive but |
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mean as an example really I’'m seeing somebody not next week, the week after but they
wanted to interview me first before accepting my services because they’ve had such a
negative experience with other clinicians and other services just coming in and | guess not
giving them that choice and that empowerment of their own decision-making” (Employee).

As noted previously, stakeholders also identified some challenges relating to the NDIS
market model as reflected in an interviewed employer’s comment that while the transition
to the NDIS has “... created some great opportunities and some great partnerships with the
clients we look after ... it’s also created some challenges” (Employer). For example, as
mentioned in the previous section, there is not a level playing field with registered providers
competing with unregistered providers

There is limited existing quantitative data from which to understand the prevalence of
workforce issues in the NDIS workforce. However, a high rate of workers compensation
claims can be indicative of low resilience and/or poor working conditions within the
workforce. The Office of Industrial Relations Queensland provides data on Workers
Compensation claims, and, on request, data broken down by industry sector and region.
This makes it possible to investigate whether the number of claims is high, given the
number of workers in that industry sector or industry subgroup. While these data cannot be
broken down separately for the two Brisbane NDIS regions, it can be seen that the rate of
time lost claims is relatively high for both the “Social Assistance and Services” industry group
and the “Other Social Assistance Services” WorkCover Industry Classification (WIC). There is
some evidence that the relatively high rate of time lost claims lessened in the 2017-2018
financial year (Figure 16).

Figure 16: Number of time lost claims per 1,000 employees! in Brisbane Region
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1 Claims and wages are calculated based on the policy address. Where this address pertains to the head office of the

organisation, both the claims and wages will be assigned to the head office even if the relevant workers compensation
incident occurred in a regional office.
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3.5 Skills required

Stakeholders commenting on the skills required for the NDIS workforce emphasised the
importance of the right attitudes and values. A critical component here is the ability to take
an empowering approach and support people with disability to develop their own
capabilities. As a stakeholder who attended the Brisbane South regional forum commented,
“...it's also important to understand the whole — my understanding of the underpinning
philosophy of the NDIS, it’s not a caring thing; it’s also an empowerment thing. So, it’s not
just, “I'll wash your dishes for you”, it’s also an empowerment thing, including people
showing them how to actually develop their own capacity” (Forum Stakeholder). A survey
respondent noted the importance of staff showing the “...initiative to look for ways to meet
the choice and control needs of the participant” (Survey Respondent). Another forum
stakeholder suggested that their NDIS participants “...value experience and personal
attributes well and truly above a certificate” (Forum Stakeholder). While experience in
disability supports is an advantage, stakeholders noted that is of less importance than the
right attitude and the skill set to adapt to new arrangements and maintain the client focus.

Qualitative data informed by stakeholder interviews, identified specialised technical skills
required for NDIS participants or cohorts as particularly important skills gaps in the
workforce. One employer used the example of “...clinical practice skills such as safe
swallowing and medication management” while others talked about complex medical needs
such as tracheostomy care or managing epilepsy or allergies. Another employer noted that
such technical skills gaps were particularly challenging.

Other skills identified through focus group interviews include the need to develop core
business skills (accounting, marketing, payroll, etc.) and digital media skills, as one focus
group participant described, “Digital media stuff would be the other one, whether it's a
whole new role or those skills around the importance of being able to market through social
media or a digital means” (Focus Group Participant).

3.6 Training

While employers recognise the value of a relevant Certificate Ill qualification, they do not
regard formal qualifications as necessary or appropriate for recruitment to most support
worker roles. A Brisbane South regional forum participant noted that: “Just because they’ve
done a Certificate lll, that doesn’t necessarily warrant them or make them suitable for the
job” (Forum Participant).

Stakeholders identified the need for training, with one employer interviewed noting a
requirement for, “...understanding of the spectrum of disabilities...basic first aid...reporting
requirements...some of those things need to be part of an education program for people as
well, which is a challenge for service providers” (Employer). Another employer shared that
they are training their workers in client-focused skills and facilitating their ability to learn
new ways of doing things, emphasising as identified in other regions, the importance of
adaptability and flexibility.

Qualitative data also suggests that some stakeholders regard existing qualifications such as
the Certificate Ill in Individual Support and Certificate Ill in Community Services as not
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adequately equipping future NDIS workers with the skills required by the sector. Reflecting
the view that training could be strengthened by more involvement of people with lived
experience of disability. A self-managed participant who is also a sole provider, suggested
the benefits of “..training delivered by guardian and by family members, by the participants
themselves where possible in a course, in a Certificate Ill, Certificate IV level that works to
giving people choice and control but as well as doing it in such a way that allows them
choice and control” (Self-Managed Participant).

Focus group participants from an organisation representing not-for-profit organisations
including NDIS providers suggested there is greater demand for specific skill sets, which are
not covered in Certificate Il courses such as positive behaviour and medication
management. Moreover, as one focus group participant observed, “...even things like
medication support where there's a unit of competency, they're choosing to do non-
accredited training because the specifics of the competency unit make it really difficult to
achieve the assessment requirements. So, there's a real emerging sense that the effort
that's going into training these workers is in separation from the vocational training
programs designed to do that job” (Focus Group Participant).

Another focus group participant reflecting on discussions with a Registered Training
Organisation (RTO) provider noted this observation, “...I actually had a conversation with an
RTO provider yesterday and one of the feedback they are getting from employers is that
they're wanting non-accredited training...[because] employers are saying the units of
competency are taking too long for competency to be assessed and they don't have those
resources within their organisations to do that” (Focus Group Participant). Similarly, a
Brisbane South regional forum stakeholder noted that “..to do the accredited version it’s
going to take two days plus the six weeks of assessment post that”, the actual costs of
allowing their staff to do that rather than getting the non-accredited version, where they’re
going to get all the skills in the same kind of short amount of time” (Forum Stakeholder).

Training enrolments data provides some insight into the future supply of NDIS workers.
NCVER data was used to explore how commencements in NDIS-relevant VET qualifications
have been changing over time (although we note that they are not up to date with the
period of the NDIS rollout in Brisbane South). These figures include data for superseded
qualifications (where applicable) to allow more accurate comparisons over time.

Figure 17 reveals that despite the increase in new workers, there has been a decrease in
enrolments for some courses (e.g., Diploma of Community Services and Certificate IV in
Disability), which is only slightly offset by the increase in enrolments in the Certificate IV in
Mental Health and the Certificate Il in Community Services. These data are cause for
concern assuming that employers seek NDIS workers with accredited training although it is
worth noting that enrolments in accredited VET training have been falling nationally, not
just in the realm of human services.
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Figure 17: Change in number of commencing students in NDIS relevant qualifications in Brisbane South NDIS Region
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The reasons for the decline in enrolments in relevant Certificate 1l qualifications are not
clear, however, the findings from the qualitative research reported in this section suggest
employers are not seeing the qualification as essential for recruitment, and much of the
training effort is focussed on in-house and specialised training rather than vocational
qualifications and skill sets.

4 POTENTIAL LOCAL SOLUTIONS AND FINDINGS FROM FORUMS

The findings from this initial research in the Brisbane South NDIS region have identified both
challenges and opportunities associated with the roll-out of the NDIS. Innovative solutions
to these challenges are identified and explored in more depth.

4.1 Meeting the increased demand

The gquantitative data indicates the participant market has not yet grown in Brisbane South,
however qualitative findings from interviews and focus group participants suggest there is a
shortage of workers in the region. The following strategies may assist the sector to meet
this demand.

4.1.1 Matching support workers to the needs and wants of NDIS participants
Stakeholders highlighted the need to match NDIS participants according to their needs and
preferences, as well as the value in recruiting people locally. The reduced travel times are
more attractive for workers and more cost-effective for providers. This also impacts
positively on client experience as they suit local needs, knowledge and ongoing connections
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for participants. There is also value in engaging providers in the same cultural group as their
participants. One Brisbane South forum stakeholder has pursued this strategy noting,
“We’ve already engaged with them, some of the health services on NSI [North Stradbroke
Island] to look at the possibility of having Indigenous providers provide to Indigenous
recipients. And the same with the Logan area, with our refugee/migrant population” 1t was
also suggested that support workers could register under multiple NDIS categories
(particularly sole providers), not only to support the varied needs of participants but so that
more stable work is available to them because they would be considered for more varied
roles.

4.1.2 Innovative recruitment strategies

Stakeholders attending the Brisbane South forum suggested more innovative strategies for
promoting NDIS career opportunities to people from more diverse backgrounds is required.
Some strategies being explored with success include WorkAbility Queensland Jobs
Roadshows, school expos (eg. Smith Family Work Inspiration Day), information sessions, and
‘paid table’ meetings where providers speak to potential support workers and build trust.
Some are networking with employment agencies (eg. JobActive), universities, and training
bodies for recruitment, with one taking students with Health Support Certificates for work
experience placements during summer holidays (and getting them involved with leading
projects, interviewing and buddying up with support workers.

Other innovative strategies include conducting forums to engage those already caring for
family members to consider becoming support workers and get paid to make it sustainable
employment for them. As one stakeholder cited, “/ think one of the issues that we’re dealing
with is the sheer amount of people that are still not engaged with NDIS, be they providers or
be they recipients. And part of our business plan for the next year is to create a series of
forums where we can try and get those people to engage and actually to start getting paid
for the work that they’re doing”.

Another stakeholder identified their organisation’s innovative practices in recruitment
sharing that, “We’re now very much trying to be more flexible in our recruitment techniques
[for example] we’ve set up open days in local McDonalds, and that kind of thing. There are a
lot of people who have families or young children and who perhaps can’t get into an office
for an interview or that kind of thing. So, we’re saying, “Bring your kids, put them in the
playground, we’ll give them a Happy Meal, come and talk to us and bring your kids along”
(Employer).

4.1.3 Recruiting workers with lived experience of disability

Some of the best specialists are those who have lived experience with disability and
therefore greater effort should be directed at recruiting people with disability and family
members/carers who can contribute those skills to the workforce. As a sole provider stated,
“I would like to see those with lived experience who are the specialists in their areas, actually
doing the plans for those people and in terms of workforce they are a largely underutilised
demographic” (Sole Provider). This would translate the lived experience into a strength for
providing NDIS services, for example in writing plans. Similarly, the provision of training that
is facilitated by people with lived experience of disability would also be valuable for the
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sector. Similarly, a stakeholder suggested that having a person with disability on the
interview panel to help determine suitable staff, build rapport and confidence in the
candidate would assist with effective recruitment of suitable candidates for NDIS roles.

4.1.4 Retention strategies

Following recruitment, retention strategies are also seen as important. Employers
emphasised the value in creating a positive workplace culture as an effective means for
improving staff retention. One employer suggest the need to, “... be able to promote this
place as a great place to work” (Brisbane/lpswich Employer). Affirming the importance of
the work undertaken by staff was also identified as an important retention strategy with
one employer noting the staff member’s “... sense of achievement in the work that they do is
enormous and that’s what they live for” (Brisbane/lpswich/Toowoomba Employer).

4.2 Training solutions

Several key strategies emerged from the qualitative interviews and focus groups that have
the potential to address the identified need for practical and affordable training support for
NDIS workers.

4.2.1 Reducing training costs

There is a need for tailored specialist training based on individual client requirements. The
introduction of specialist training courses that are funded or subsidised by government
making them affordable would enable providers to bridge the skill sets gap between need
and the ability to train employees, therefore reducing the training costs incurred by
providers.

4.2.2 Training delivery through short courses

Savings could be achieved by developing individual modules or short courses delivered
online, face to face or a combination of both as required as this is currently very hard for
providers to fund.

The potential for increased use of micro-credential courses as a means of certifying
attainment of smaller, specific elements of learning required in specialist NDIS related skill
areas should be explored. Micro-credential courses can be delivered in a mix of online and
face-to-face and provide a cost and time effective solution to addressing the issues
identified by employers in meeting the training needs of their staff.

Participants also identified the need for specialist training in core business skills in
marketing, accounting and administration, particularly for NDIS employers and sole
providers. This training could be provided through short courses or specialist training
courses that are funded or subsidised by government.

NDIS Workforce Research Project, Brisbane South Regional Report 24



4.2.3 Training workers transitioning into NDIS roles

Focus group participants noted the need for recognition and gap training programs as a
solution to assisting suitably qualified people to transition into NDIS roles which require
similar skills sets and for those with demonstrated work experience to gain recognition for
the skills developed on the job.

There is a need for clear and purpose-built training for support coordinators. There needs to
be an information pack for support coordinators that outlines the skill set required including
any recommended training. For example, a qualification or background in social work as it is
based on connecting to the community. The three levels of coordination need clarification
of each level and what is required.

4.2.4 Using of disability networks

There was strong support from stakeholders in the qualitative component of the research
for greater use of local disability workforce networks to create a space for peer learning
opportunities, sharing and building on best practice and discussing innovative solutions to
challenges as they appear.

5 CONCLUSION AND IMPLICATIONS FOR BRISBANE SOUTH NDIS REGION

The findings from this first phase of the research in Brisbane South NDIS region show that
the Brisbane South NDIS region is yet to experience growth in the market or jobs associated
with the roll-out. However, the rollout is occurring more slowly than anticipated and based
on experiences in other regions we expect that Brisbane South will experience growth in
numbers of participants and jobs in the near future.

A mix of skills are in demand including having the right attitude and values, flexibility and
adaptability to learn, and understanding of how to facilitate the empowerment of people
with disabilities. Technical skills were also identified as important as well as the special skills
required for NDIS participants with complex medical needs. There is also a need for
specialist training for specific NDIS roles such as support coordination and a recognised
need for customer service skills, business skills and digital media training for employers and
sole providers.

There is growing demand for alternative training options beyond accredited VET training
including micro-credential courses as a cost and time effective strategy for upskilling NDIS
workers in disability specific skills.

6 FURTHER RESEARCH AND STATE-WIDE REPORT

The findings from the research conducted in the Brisbane South NDIS region are
incorporated into a State-wide report that provides a more detailed analysis at the State
level. By drawing on existing data sources, survey responses a more nuanced understanding
is gained about regional differences. This is informed by qualitative interviews and focus
groups conducted in Townsville, Mackay, Ipswich, Toowoomba and Brisbane North and
South. The State-wide analysis provides further insight into the implications for future policy
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decisions relating to labour and skills demands and training needs arising from the roll-out
of the NDIS across Queensland.

7 CASE STUDIES

7.1 Case Study One

This first case study focuses on the strategies employed by a self-managed participant who
notes that the introduction of the NDIS has allowed some participants to have more agency
in decisions about their own supports and engagement of workers. This self-managed
participant acknowledges the potential labour shortage issues facing service providers,
particularly as the participant’s new plan provides an increase in support from
approximately 30 hours to 60 hours per week. But as a self-managed participant, this
participant suggests that there has been no experience of shortages but more of a
“...diversification of labour...because now with having the idea of choice and control, you can
engage both registered and unregistered providers”. The participant sees this as an
opportunity to engage unregistered suppliers with generic skills or, for example,
tradespeople wanting to diversify, as one solution to labour shortages, suggesting, “...that’s
a good thing, because there’s some generic skills like domestic house cleaning or
lawnmowing or whatever, that don’t need a disability-specific skill, so you just need
somebody who can deliver a dedicated service to you, like anybody would”.

The participant reports that others have had success in recruiting these types of services
using social media platforms. Another advantage of this approach to recruitment is that
participants are not tied to the ‘price guide’ but diversity allows them to attract a different
audience with a different price range than that of a support worker to better suit their
needs and achieve value-for-money. That said, the opportunity to offer better deals to
workers is available to self-managed participants who do not need to cover costly
overheads.

The participant does, however, acknowledge that there are certain allied health services in
which longer term relationships are important. Participants need to be given the autonomy
to maintain those relationships, citing as an example, “I’'ve got to go and get a new
wheelchair prescription early next year, and finding a therapist that you already have a
relationship with or you have confidence in to deliver that service or that product” because
otherwise demands, timeframes and subcontracting arrangements can get in the way of
delivery. As this participant explains “...if | have an issue with the chair, | need it fixed today.
I can’t wait for somebody to tick a box and then fix my chair, because | can’t go to work” .

Additionally, the participant considers, “...if you’re having somebody do your direct personal
care and they’re doing toileting, showering, dressing, cooking, cleaning, then you’ve got to
actually be able to build a rapport with those people over time”. The participant suggests
where there is a capacity to self-manage, the agencies should be fully supportive. This then
has an impact on how staff are recruited as this self-managed participant interviews
workers with the expectation that they will commit to at least a twelve-month term in the
role.
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The participant still considers that choice and control have some way to go. When he has
raised the issue, only around half of NDIS participants express a desire to self-manage and it
is suggested this may be due to the need for further education to assist people to self-
manage. Self-managed participants also need to be wary of inflexible agreements and
standard contracts as providers attempt to create a ‘one size fits all’ approach to reduce
their own administration burden. This participant suggests negotiating all agreements to
ensure quality outcomes are achieved.

7.1.1 Key strategies

The participant outlines three key strategies for self-managed participants to assist in the
recruitment process:

e Consider engaging both registered and unregistered providers based on the skill set
required for the role. The advantages of using unregistered providers, where
feasible, may be access to a different price range and the ability to source them
more easily.

e Where managed participants have a capacity to self-manage recurring services, the
agencies should be fully supportive so that longer-term relationships with providers
can be built and maintained.

e More effort should also be placed on supporting NDIS participants to gain the skills
to self-manage and recruit their own workers.

7.2 Case Study Two

One Queensland-wide provider notes the shift in values required of pre-NDIS providers from
the culture and values derived from the ‘block-funding’ model through to the customer-
driven model of the NDIS. This ethos holds true for all providers, but with the introduction
of choice and control, the consequences of maladaptive strategies are most prominently felt
in large cross-regional organisations. This employer has identified a need to develop new
strategies revolving around competing for participants, training and attracting the best
talent.

The employer suggests that providers in this market need to be more “...commercially-
minded” than ever before when competing for participants. They provide an analogy that in
an open market, when a customer receives a poor service experience from a retail
supermarket such as Coles, they have the choice to take their business to other
supermarkets such as Woolworths and Aldi, and in addition they might encourage other
people to do so. A key foundation of this shift in values is around how organisations train
their staff to operate in the new competitive environment. This provider notes that: “We've
got to train people in what it means to provide an amazing customer experience, and | don't
think that philosophy is something that the not-for-profit community has ever had to grapple
with before” (Employer). This presents a further financial challenge because, “We don't get
any more money to train them”. One strategy they have employed to overcome these
training challenges is to take on Certificate Il students which not only brings them cost
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benefits but gives both parties the opportunity to get know each other well, and to instil
organisational values. They are considering the option of engaging someone inhouse to run
diploma qualifications, based on expectations that these qualifications may be mandatory in
the future.

The employer extends the above analogy to explain another financial challenge of operating
under the new model is the prolonged payment terms. “When | walk out of Woolworths and
Aldi, I actually don't even have to pay them for another six weeks," so Woolworths and Aldi
have got to figure out how to pay the person on the register without having been paid for
the bread”.

Because of the identified need to think and market differently, the provider states, “We've
got a business development team now. We've never had one of them.” Another strategy
they have adopted is to seek workers who have the flexibility to work across disability and
aged care, both of which they operate in, to maximise efficiencies. They point out that one
downfall of participant control and choice is that participants can now change their own
times and schedules, which may result in staff otherwise losing out on hours unless they can
be re-deployed.

The NDIS has the capacity to truly change lives and transform the Australian workforce, with
forecasts exceeding the mining boom, yet the provider notes the lack of media attention
and promotion of the positive aspects of building a career in this sector in comparison. He
reflects on how recruitment efforts were supported during the mining boom, “if I recall the
mining boom, | saw it on TV, | saw newspaper ads, | saw A Current Affair covering it. There
was so much media, so much hype. | don't think I've seen a single advertisement from the
government on the workforce required or selling the disability or support or aged care as a
legitimate career”.

Further to the lack of media around the NDIS sector, the employer suggests that the role of
support worker is in dire need of regulation of defined duties and development of
competency-based skills similar to the many levels assigned to the nursing profession. He
argues that “/'d love to see the support worker... probably what a nurse was 50 years ago. At
some point there were a lot of carers and at some point, someone said, ‘Let's gather all
those tasks together and let's call that a nurse.” That person's now university qualified and
they do a set number of tasks. | think the support worker needs to be the same. | think we
need to call it something and give it some sort of robust strength as a career. Because right
now, it's not”.

7.2.1 Key strategies

The provider identifies three key strategies to achieve the shift in values required for the
new customer-driven model of the NDIS:

e Training staff in customer service skills to enable providers to thrive in a more competitive
marketplace

e Increasing media attention around the legitimacy and positive aspects of building a career in
disability, support and aged care
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e Further professionalisation of the support worker role to include defined duties and higher
qualifications.
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9 GLOSSARY
Adzuna platform: Online site that aggregates advertised job information from several
employment websites.

Disability Capacity Building Supports: Support Coordination.
Disability Capital Supports: Home and Assistive Technology supports.

Disability Core Supports: Support activities such as assistance with daily living, transport,
consumables and Socialisation and community.

Employability Skills: Ability to perform and innovate in the workplace.
Focus Groups: Where stakeholders meet to discuss and provide feedback on specific topics.
Forum: Designated meeting where views and ideas can be expressed and shared.

Internet Vacancy Index (IVI): The IVl is based on a count of online job advertisements newly
lodged on three main job boards (SEEK, CareerOne and Australian JobSearch) during the
month.

LAC: Local Area Coordinator

NDIS: The National Disability Insurance Scheme was initiated by the Australian Government
for Australians with a disability, including people with intellectual, physical, sensory and
psycho-social disabilities.

- NDIS Participants: Persons with a disability which is recognised under the NDIS and is eligible for
support under the scheme.

- NDIS Providers: Organisations and sole traders which provide services that are subsidised or
supported under NDIS provisions.

- NDIS Workforce: refers to the human capital which deliver or support the services provision of
NDIS funded services.

Non-accredited Training: Training which does not form part of a nationally recognised
qualification.

Primary Research: New data collected by a person or group directly, rather than being
reliant on data collected by others.

Qualitative Research: Primary research involving collecting non-numerical data through
mediums such as asking open ended questions.

Subsidised Training: The Government will cover the full cost or part of the cost of the
training for eligible qualifications.

Yellow Card: Criminal history check for use by a disability services funded non-government
service provider or a National Disability Insurance Scheme (NDIS) non-government service
provider on behalf of a person engaged or seeking to be engaged by the service provider.
Disability Services Act 2006 Section 52.
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