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1
EXECUTIVE SUMMARY
This report outlines the NDIS key workforce themes and issues identified in the Toowoomba
NDIS region drawn from primary data analysis and 14 qualitative interviews, made up of
four employers, three employees and seven sole providers as well as two focus groups
comprising sole providers and key stakeholder interviews conducted between August and
December 2019. The findings also draw on suggested strategies identified by 8 stakeholders
who attended a regional forum in Toowoomba on 16 December 2019 at which the findings
were presented and potential solutions explored. The key findings from the research are:


Stakeholders are generally positive about the impact of the NDIS for people with
disabilities, while also noting some of the challenges associated with the transition
for some providers, which include a lack of education and understanding, quality of
services provided and reduced organisational funding.



The growth in the number of NDIS participants in the Toowoomba NDIS region has
occurred more slowly than was originally anticipated with only 63% of the predicted
number of participants entering the scheme to date. This is similar to the pattern of
growth noted in other NDIS regions (with the exception of Brisbane which is a
relatively new market).



The two largest groups of participants are those with an intellectual disability and
those with autism. The number of participants in the Toowoomba NDIS region are
increasing over time in all the disability groups.



There is a slight decrease in the number of participants receiving capital support
from March to June 2019 period that is also reflected in the expenditure data.
Similar to the findings for the other NDIS regions, most of the expenditure is directed
towards providing core supports, which is increasing over time. Based on the
number of participants, it is anticipated that workforce effort will need to be heavily
directed towards core supports suggesting that the Toowoomba NDIS region will
experience high demand for the range of roles undertaken by direct support workers
as well as allied health professionals in the future.



Job advertisements for the Toowoomba NDIS region have been stable since July
2015, however, over the same period there has been a slight increase in job
advertisements mentioning ‘disability services’ and ‘NDIS’ over time. A mix of roles
are being advertised and the increased demand is being seen across community and
personal service worker roles, professional roles and managerial roles. According to
future employment projections, demand for new workers will remain high in the
coming years.



The number of Yellow Card applications in the Toowoomba NDIS region have
increased by more than 200% since the roll-out of the NDIS in the region. However,
quarterly labour force data provided by the ABS (2018) suggest that in recent times,
there is no increase in the number of workers moving into community and personal
service workers occupations, which may be cause for concern given the projected
demand for these services. Stakeholders already report demand for support
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workers, support coordinators and allied health professionals in the more regional
locations of the region.


Student enrolments in NDIS relevant qualifications in the Toowoomba region are
increasing over time, indicating that the region will have a good supply of future
NDIS workers with accredited qualifications. Targeting related higher education
degrees could further increase awareness of the potential roles in the industry.



There is growing interest in the potential for increasing the utilisation of delegated
allied health assistants, nurses and provisional psychologists to help reduce the
demand on a limited pool of allied health professionals and reduce waiting times.



Some stakeholders express concern about the growth in the number of independent
sole providers in the region since the introduction of the Quality and Safeguards
Framework, noting some providers are choosing to avoid the cost and regulatory
requirements of registration. This leads to some concern about the safeguards in
place for self-managed and plan-managed participants employing workers who may
not be suitably skilled.



Stakeholders note that the NDIS requires a more diverse workforce to accommodate
the individual needs and preferences of NDIS participants for age, gender, cultural
and linguistic backgrounds similar to their own. This may be achieved through
engagement and relationship-building with relevant local and regional networks.



While employers generally recruit on the basis of the right attitudes and values for
their organisation, stakeholders also require a mix of skills including employability
skills and technical skills such as first aid, CPR and manual handling. Some providers
also emphasise the need for training in skills such as social role valorisation and
facilitation skills, while also providing in-house training opportunities and
standardised induction programs.



There is growing interest in more agile training solutions such as training in specific
skill-sets as required for the role as well as the potential of micro-credentialing.
Providers are also utilising online training modules to complement face-to-face
workshops. Some providers are also utilising traineeships to offset the cost of inhouse training and ensure workers gain the required qualifications on-the-job.



Given the increasing interest in workers undertaking specific skill-sets required for
the job, there is value in greater promotion of subsidised training options (see
Funding and Support for Skill Development in NDIS Related Occupations in
Queensland resource for further information) to help upskill the NDIS workforce to
address identified skills gaps.

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
NDIS Workforce Research Project, Toowoomba Regional Report
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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 up to 19,400 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
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.
This report presents the key findings from research undertaken in the Toowoomba 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
qualitative interviews and focus groups undertaken with NDIS employers, employees, soleproviders and a self-managed participant. The project was designed to capture more up-todate and detailed quantitative data from NDIS employers, employees and sole providers in
the region and greater depth and insights gained from qualitative data. The potential
solutions draw on these findings as well as suggested strategies identified by 8 stakeholders
who attended a regional forum in Toowoomba on 16 December 2019 at which the findings
were presented and potential solutions explored.
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.
Qualitative data obtained from responses to open-ended survey questions together with
the findings from interviews and focus groups conducted in the region provide insight into
the key workforce issues and skills needs identified by key stakeholders in this Toowoomba
NDIS region.
There were 13 stakeholders who agreed to participate in interviews. These included four
employers (two of whom provide services in other regions) and three employees (two of
whom provide services in multiple regions), six sole providers (two of who provide services
across regions). A focus group was also conducted with eight sole providers and staff from a
not-for-profit organisation that represents the interests of community organisations
including NDIS providers who participated in focus groups.
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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 Toowoomba 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 4,172
active NDIS participants in the Toowoomba NDIS region compared with an anticipated 6,600
NDIS participants expected to be active by 30 June 2019. This is 63% of the predicted
number of scheme participants.
This slower than predicted growth in the number of NDIS participants in the region is similar
to other Queensland regions and may have a variety of causes. A Toowoomba sole-provider
suggested “I think it’s a couple of things. I think it’s geographical, plus I also think that
there’s been a historical view that people with disabilities move to where the service
providers are. Whereas this new scheme allows that flexibility that, you know, in the early
days I think there was an absolute nervousness and families were too nervous” (Sole
Provider). It may also reflect a shortage of available NDIS workers to meet the growth in
demand (an issue investigated further in subsequent sections of this report).
Figure 1 below shows the disability groups that the NDIS participants in the Toowoomba
region identify for the period from March to June 2019. The two largest groups of
participants are those with an intellectual disability and those with autism. Figure 1 also
shows that numbers of registered participants are increasing over time in all the disability
groups.
Figure 1: Number of participants in each disability group in Toowoomba NDIS region

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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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
have plans with each type of support Figure 1 and in terms of how much expenditure has
been committed for each type of support Figure 2. There is a slight decrease in the number
of participants receiving capital support from March to June 2019 that is also reflected in
the expenditure. It is clear that most of the expenditure is directed towards providing core
supports, which is increasing over time. However, based on number of participants,
workforce effort is also going to be directed towards capacity building supports. These data
suggest that the Toowoomba NDIS region will experience high demand for the range of
roles undertaken by direct support workers as well as allied health professionals.
Figure 2: Number of participants receiving each type of support Toowoomba NDIS region

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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Figure 3. Average expenditure by type of support Toowoomba NDIS region

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

3.2 Pre-NDIS Workforce characteristics
The 2016 ABS Census data shows that the largest number of workers employed in NDISrelevant industry sectors in the Toowoomba region prior to the roll out of the NDIS were
female (Figure 5) in the age groups 50-59 years for social assistance services and residential
care services and 40-49 years in allied health services. However, the largest number of
workers employed in physiotherapy services and optometry and optical dispensing was in
the age group 20-29 years (Figure 4). More recent data provided by the National Disability
Services, Australian Disability Workforce Report (2018) suggest the female-to-male ratio in
the disability support workforce has not changed significantly since the roll-out of the NDIS
with a 7:3 female-to-male ratio evident across all states. Similarly, the report confirms that
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.
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Figure 4: Age profile of workers employed in NDIS-relevant industry sectors in Toowoomba NDIS Region

Source: Australian Bureau of Statistics 2016, Census of Population and Housing (2016), TableBuilder. Findings based on use
of ABS TableBuilder data.

Figure 5: Gender profile of workers employed in NDIS-relevant industry sectors in Toowoomba NDIS Region

Source: Australian Bureau of Statistics 2016, Census of Population and Housing (2016), TableBuilder. Findings based on use
of ABS TableBuilder data.
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3.3 Demand for NDIS Workers
The 2016 Queensland Market Position statement (NDIS, 2016) estimated that
approximately 1,000 additional full-time equivalent NDIS workers would be required in the
Toowoomba region by June 2019 in order to respond to expected growth of the scheme.
Analysis of job advertisements provides insight into the trends in workforce demand for
NDIS related positions in the Toowoomba NDIS region. Although job advertisements for the
Toowoomba NDIS region have been stable since July 2015 (see Figure 6), there has been a
clear increase in job advertisements mentioning “disability services” and “NDIS” during the
same period (see Figure 7).
Figure 6: Monthly count of all job advertisements for Toowoomba NDIS Region

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 advertisements in the Toowoomba NDIS Region

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.
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A mix of roles are being advertised and the increased demand is being seen across
community and personal service worker roles, professional roles and managerial roles (see
Figure 8). Considering the types of skills that are mentioned in these job advertisements
(“physiotherapy”, “psychology”), it seems likely that a significant proportion of these job
advertisements are for allied health professionals. Other skills that were sought after in
these job advertisements included communication, first-aid, pathology and child protection.
The word “history” also came up frequently but was generally being used to describe an
attribute of the organisation (“our organisation has a history of quality client service”)
rather than a skill needed by employees.
Figure 8: Types of occupations mentioned in “NDIS” and “disability services” job advertisements in the Toowoomba NDIS
Region

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.
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Figure 9: Types of attributes mentioned in “NDIS” and “disability services” job advertisements in the Toowoomba NDIS
Region

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
provides more detailed occupational breakdowns (although they cannot be linked to
specific search terms or NDIS regions). This dataset confirms 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.
Figure 10: Average Number of NDIS relevant job advertisements over time in Queensland

Source: Department of Jobs and Small Business. (2019). IVI Detailed Occupation Data – March 2006 onwards (Excel [Data
set]). Retrieved from http://lmip.gov.au/default.aspx?LMIP/GainInsights/VacancyReport
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The Internet Vacancy Index also provides statistics on job advertisements for the
Toowoomba and South West region (encompassing both the Toowoomba and the Ipswich
NDIS regions). Although these data sources are different, the statistics suggest that the
growth in the Toowoomba and South West region has been mostly in jobs ads for carers
and aides, with professional roles showing less growth in recent years.

Three month moving average of job
advertisements

Figure 11: Average number of job advertisements in NDIS relevant occupations in the Toowoomba and South West NDIS
region

80
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Source: Department of Jobs and Small Business. (2019). IVI Regional Data - May 2010 onwards (Excel [Data set]). Retrieved
from http://lmip.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 1,465 workers employed in
this industry class in Toowoomba and by 2022 (under the base scenario) there are expected
to be 1,864 workers in this class, representing 27% growth (much higher than the 8% rate of
growth projected for Toowoomba’s labour market overall).
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Figure 12: Employment projections for the “Other Social Assistance Services” industry sector in Toowoomba NDIS Region

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, Toowoomba will
require 32% 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
Toowoomba NDIS Region

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/
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The number of Yellow Card applications can also provide some insight into whether the
supply of workers is increasing in response to these job advertisements. A Yellow Card
application is 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
from paid workers in the Toowoomba NDIS region grew from 166 (in January to June 2016)
to 510 (in January to June 2018) (Figure 12). While these applications include renewals for
existing workers, they are the clearest indication of the significant number of new NDIS
workers in the region since they reveal that the number of applications per six-month
period has increased by more than 200%.
Figure 14: Number of paid worker applications and Yellow Card exemptions in the Toowoomba 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, which will reflect both demand and supply of
workers. We use these statistics to examine how the supply of workers in one 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 (see Figure 13). These data do not follow a consistent
trend, but they do suggest that in recent times, fewer Toowoomba workers are moving into
community and personal service workers occupations, which may be cause for concern.

NDIS Workforce Research Project, Toowoomba Regional Report

16

Figure 15: Numbers of “Community and Personal Service” workers in Toowoomba NDIS Region

Source: Australian Bureau of Statistics 2019, Labour Force, Australia, Detailed, Quarterly, August 2019, RQ2 - Employed
persons by Labour market region (ASGS), Occupation major group (ANZSCO) and Sex, Annual averages of the preceding 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.gov.au/AUSSTATS/abs@.nsf/DetailsPage/6291.0.55.003May%202019?OpenDocument>

Qualitative data sheds further light on the labour shortages in the Toowoomba NDIS region.
Stakeholders note that the Toowoomba region extends into more rural and remote
communities, which impacts on the availability of workers to service the region. A sole
provider interviewed explained “…the needs in rural and remote communities are vastly
different to those in urbanised areas. The ability to connect with service providers in those
areas is vastly different. The level of support they're getting out there is vastly different. I
have clients as far out as Goondiwindi, struggling to get a peer worker” (Sole Provider). A
support coordinator in Roma further suggested that “…there’s very limited numbers of
service providers in this area so it’s quite challenging … they’re remotely managed as well.
So that adds another level of difficulty” (Sole Provider).
The demand for support coordinators in the region is also high, particularly in the more rural
areas as a sole provider from Roma who started out as a support coordinator on a
temporary basis shared, “I've just found that the demand for support coordination is still so
high that I just can't break away from it” (Sole Provider).
Stakeholders attending the Toowoomba regional forum also highlighted the shortage of
allied health professionals in regional locations, noting “…if you’re anything outside Ipswich,
further west, you will not get allied health staff and then I’m not going to get allied health
staff that want to work for X amount of dollars when they can work private for themselves
as a sole practitioner and get much more” (Forum Stakeholder).
3.4 Impact of NDIS transition
Stakeholders are generally positive about the impact of the NDIS for people with disabilities.
This has been a consistent finding across the region. One sole provider’s comments were
representative of many other providers who noted: “I think there's massive changes in the
industry. I think it's probably one of the greatest changes to the disability sector. We're
seeing a lot more people becoming more vocal about the kind of supports that they expect, a
lot more people considering their options rather than just accepting” (Sole Provider).
Another sole provider shared that they have observed: “There’s more people aware that
NDIS Workforce Research Project, Toowoomba Regional Report
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they can ask for help, and that there’s a lot more people getting out and about and needing
to have support there to enable things to go smoothly. I think there’s more people getting
equipment like wheelchairs and different things that support them to do what they want to
do” (Sole Provider). However, this sole provider also suggested that the transition is not yet
fully realised with some people with disability “…going with the same service providers
because they don't understand choice and control” (Sole Provider). Similarly, a sole provider
who services the Brisbane, Ipswich and Toowoomba NDIS regions reflected that “…choice
and control is a great concept…but we're not encouraging people to be creative with their
funds” suggesting further that providers should be “…inspiring people to do things that they
can afford, but also meet their plan and other things that they have capacity to do. So that
education is, I think, important for a lot of people” (Sole Provider).
Another sole provider highlighted the benefits as a provider of services to people with
disability, noting “I think it's fantastic because, being a sole provider, it means that I can
work directly with the client. It means that I can give them absolute choice and control and
I'm not held back by organisational policies” (Sole Provider). Several stakeholders noted an
increase in the number of unregistered providers as a result of the introduction of the
Quality and Safeguards Framework requiring registered providers to undergo strict auditing
processes. While this provides more diversity in the market, some stakeholders express
concern about the quality of services being provided with a sole provider expressing
concern that: “There's a lot of people coming into the industry that have very little
experience [with disability]. You know, I don't want to discourage them but there's a reason
why there's checks and balances in place, and it concerns me that it's far too easy to just set
yourself up as an independent provider if you choose not to go down the registration path”
(Sole Provider). This suggests that at least some stakeholders in the region are concerned
that the benefits of the quality assurance model are being undermined by the unregistered
providers being able to provide services to self- and plan-managed participants.
Employers also noted the significance of the transition for providers who were previously
entirely government funded though block funding, with one employer suggesting the new
market driven model demands a more proactive approach to seeking funding than in the
past.
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 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. The number of workers compensation claims
within “Social Assistance Services” and “Other Social Assistance Services” WorkCover
Industry Classification (WIC) is relatively high compared to that in other sectors. However,
there appears to have been an improvement over time with the number of time lost claims
in the 2017/18 financial year being lower than in the previous financial year.
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Figure 16: Number of time lost claims per 1,000 employees1 in Toowoomba NDIS Region
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Source: The claims and wages data come from the Office of Industrial Relations Queensland Scheme Analysis database
(QSA) as at 30 June 2018, and the labour force figures used in our estimates come from the ABS Cat No 6291.0.55.003
[Australian Bureau of Statistics, Labour Force, Queensland (Ave May to Feb quarter)].

An employer when discussing the tenure of staff within their organisation explained the
reason for their preference for employing staff in a continuing capacity, noting “One is that
contractual arrangements don't allow you enough kind of overarching responsibility and
control of your work force. The accountability kind of sits back with the contractor, so there's
risk. And secondly (provider) is the kind of organisation that believes that we're here also to
support a workforce and let people feed their families and pay their mortgages” (Employer).
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.
1

3.5 Skills required
Employers reported the need for support workers to have “technical skills” to meet the
needs of participants. These technical skills were described as manual handling, medication
management, and safe swallowing, as well as an increasing need for workers to have more
specialised skills in managing complex behaviours.
The qualitative data suggests that in recruiting support workers, employers have a focus on
employability skills as well as the right fit with values of the NDIS and the organisation. One
of the employers interviewed explained that support workers require the ability to help
participants achieve their goals, while also delivering the fundamental support needs
participants require. Another employer noted, “…we really feel that that a core capability is
being able to apply patient centred practice and knowledge. So that's what we really hone in
on [which is] maybe not that strong in some of the entry level qualification training
packages” (Employer). Similarly, a sole provider described the generic set of skills that are
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needed to work with a broad range of participants with different disabilities, suggesting, “I
think it all goes back to that whole philosophy of disability and understanding individual
needs, and…planning for a good life” (Sole Provider). Similarly, another sole provider
suggested workers need “…awareness of who you’re dealing with, what their needs are,
what sort of flexibilities they need, what supports they need, empathy for what they’re
living, and respect for the (disability) that they have” (Sole Provider).
Stakeholders attending the Toowoomba regional forum also highlighted the need to match
workers with the interests and demographic aspects of individual participants. A selfmanaged participant highlighted the importance of this match, noting that she primarily
seeks services from mainstream providers as much as possible and that she looks for
workers that will provide appropriate skills to support her son gain greater independence.
She further suggested that under the NDIS the sorts of supports available are more about
building capacity and independence rather than basic care needs.
Although the right fit and values, attitudes and commitment were reported by employers to
be the focus of their recruitment, there was also acknowledgement of the importance of
relevant accredited training such as a Certificate III in Individual Support or Community
Services. As one employer explained: “We do have a desirable minimum qualification of a
Certificate III, in one of the individual supports, in aged home or disability or equivalent.
Having said that, we have employed without a certificate. The reason why we did that
particularly in disability was because we did some co-design work when we originally were
developing our NDIS offering. And in that co-design, the consumers actually said to us
qualifications was not the big thing for them, that it was actually more about attitude and
commitment and communication and relationship” (Employer).
3.6 Training
Qualitative data from interviews and focus groups suggest that in addition to general
induction training, employers are increasingly delivering specialised training in-house, using
strategies such as best practice days to address the need for staff to be able to provide the
required services to meet the needs of participants with complex needs. Such training may
be delivered in-house by external registered training organisations and specialists such as
nurses due to the depth of specialisation required.
A sole-provider further suggested the potential benefits of complementing face-to-face
training with online modules utilising a telehealth model suggesting that even though “…it
might not be viable for them to have a person [available to deliver the training] at least
install technology that allows you to Skype, use the telehealth stuff” (Sole Provider). Another
sole provider suggested the need for greater collaboration and networking with peers
noting the benefits “…of peer development and learning from your peers”. This sole-provider
further suggested that peer networking could also be beneficial for self-managed
participants, observing that “…getting these local support groups together [is] really useful
because whether they’re family members or whether they’re people with disabilities or
whatever, you’ll always get people in the group that are better educated than others. But
the thing is you learn good things from most people” (Sole Provider).
A focus group participant also noted the need for sole-providers to have the opportunity to
undertake training in business skills, suggesting “It's definitely not the [type of training]
people do first and then they want a qualification after that, but more bespoke after that.
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But there's definitely a gap [in the skill required to run a business]. They know how to do the
supports” (Focus Group Participant).
Training enrolments data can provide 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. These figures include data for superseded qualifications
(where applicable) to allow more accurate comparisons over time. They reveal a significant
increase in enrolments for the Certificate III in Individual Support and the Certificate III in
Community Services. However, enrolments for the Diploma of Community Services have
been decreasing over time. Taking into account the size of the Toowoomba NDIS market
and the pattern of enrolments in other NDIS regions, Toowoomba’s student enrolments
look very healthy, indicating that the region has a good supply of future NDIS workers with
accredited training. This anticipated future growth in the supply of future NDIS workers may
help to address the shortage of support workers reported by stakeholders in the qualitative
interviews as well as the projected increasing demand for new carers and aides in the
coming years (see Figure 13).
Figure 17: Change in number of commencing students in NDIS relevant qualifications in Toowoomba NDIS Region

Source: VOCSTATS <http://www.ncver.edu.au/resources/vocstats.html>, extracted on 06/06/19

Stakeholders attending the Toowoomba regional forum suggested that existing VET
qualifications such as the Certificate III in Individual Support and Community Services may
not be fit for purpose under the NDIS model given they were developed pre-NDIS so do not
have a focus on the NDIS philosophy around building social and economic independence
with greater focus on choice and control.
Several stakeholders highlighted the need for training of support coordinators with one sole
provider suggesting that workers in these roles should have an undergraduate qualification
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in social work, human services or psychology. This provider suggested that many support
coordinators have been recruited from health backgrounds, noting that “I don't think that's
right. It's too clinical. I think they need that human services background that sort of teaches
them…I understand the impact of disability on the society…there's a certain language that
you need to use and there's a certain understanding of the legislations and you've got to
really, really get your head around what the NDIS is trying to achieve (Sole Provider). A
forum attendee further identified the need for better trained Local Area Coordinators (LACs)
who not only undertake planning services but also the community development work and
assisting people to transition to the NDIS, which was always envisaged to be part of the LAC
role.

4 POTENTIAL LOCAL SOLUTIONS AND FINDINGS FROM FORUMS
The findings from this first round of research undertaken in the Toowoomba NDIS region
have identified both challenges and opportunities associated with the roll-out of the NDIS in
the region. This section focuses on possible solutions to the identified challenges.
4.1 Meeting the increased demand
The following strategies were proposed by stakeholders as having the potential to address
the need for workers to service demand in the Toowoomba NDIS region.
4.1.1 Diversity in the workforce
Stakeholders suggested that the NDIS workforce is still largely characterised by females in
more mature age groups, indicating a need for more targeted recruitment of other gender
categories, ethnicity and younger workers. This may contribute to an increased supply of
workers in these categories and is an opportunity for diversifying the workforce. Matching
participants with workers who are of a similar age, have specific skills and common interests
is an important strategy for providing excellent client-based service. In a diverse workforce,
participants are able to request specific characteristics of workers that suit their situation
giving them more choice and control. This may include the ability to use sign language or
speak different languages.
Forum attendees further highlighted the need to recruit a more diverse workforce with one
stakeholder suggesting this requires engagement with relevant local networks (for example
the Multicultural Network in Toowoomba) and building relationships with communities like
Roma and Cunnamulla who should be invited to share their stories. This would increase the
diversity in the workforce and aid in the recruitment of workers.
4.1.2 Utilising allied health assistants in rural areas
The shortage of allied health professionals in rural and regional locations suggests the
potential for greater use of delegated allied health assistants, which as one self-managed
participant noted, “…would also provide more hours of support to participants within their
existing funding” (Sole Provider and Self-managed Participant). It was also suggested that
allied health assistants could take notes for participants regarding their treatment from
allied health professionals.
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4.1.3 Early recruitment of psychologists
An employer noted that another effective strategy for meeting demand involves early
recruitment of allied health professionals, noting that this strategy is supported by the NDIS
through provision of opportunities for the employment of provisionally registered
psychologists. This strategy aims to enable more participants to access psychologists leading
to an associated reduction in wait times.
4.1.4 Recruiting for support coordinators via post-secondary education
providers
The demand for support coordinators in the region could be addressed through increasing
the awareness of VET and higher education providers and students about the career
opportunities for graduates in social work, human services and psychology. This could result
in attracting more qualified staff into support coordination roles. As a sole provider noted,
“If I had my way, every support coordinator would have like a bachelor degree. So they need
to have an understanding of social work, sociology, human services, psychology” (Sole
Provider).
4.1.5 Employing people with lived experience of disability
Stakeholders strongly supported the value of increasing the employment of people who
have lived experience with disability in support worker and support coordination roles,
noting this could include people with disability, family members of NDIS participants and/or
unpaid carers. As a focus group stakeholder commented, “…one of the things to note at the
moment is that we actually have quite a number of staff members who have a family
member with a disability. That's not our policy, it's not an affirmation action, but it's the best
people for the job” (Statewide Employer).
4.2 Training solutions
A range of training strategies were proposed to address skills gaps in the regions. These
strategies are outlined in the following sub-sections.
4.2.1 Training carers
Training carers and support workers in individualised care and monitoring of clients could
reduce the time demands on physiotherapists and occupational therapists as suggested by a
sole provider who shared, “I have seen a few [situations] where OTs or physios have
worked …. [with] carers who are working alongside the person with disability. And, I’m
thinking about programs like exercise programs…that are monitored very closely, that are
supervised with the daily doing of different exercises, so it helps the person with the
disability.… the physio wouldn’t be able to be there every day, but the workers are trained as
to how to do things very, very closely and ticked off, and it’s very well supervised and welllinked” (Sole Provider).
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4.2.2 Traineeships
Stakeholders highlighted the benefits of traineeships in up-skilling the workforce through
on-the-job training. As an employer commented, “…most of our staff are taken on [a]
traineeship basis to ensure that their training is paid under the State system we take them
on, or change them from casual to permanent part-time for the period of their training. If
they wish to do a Cert IV then we use it under the existing worker’s program. That way
they’re not out of pocket for their training. We give them the option when they’ve completed
their training that we pay them out part of the incentive that we receive as a bonus to say
thanks for your training. And we give them the option of whether they want to stay on
permanent part-time or they want to return to casual” (Employer).
4.2.3 On the job training
On the job training makes it individualised to the client’s needs and/or requirements. A sole
provider suggested “…on the job training and employment [should] work together’. As
stakeholders shared, training does not have to always focus on formal qualifications, with
one sole provider who is also a self-managed participant suggesting “…it can often be about
just being on the job and learning that way. And, also that shared knowledge, asking
questions, and encouraging people to ask questions to find out more, and not be scared to
say ‘Hey, I’m not sure about this’” (Sole Provider, Self-Managed Participant).
4.2.4 Standardised induction
Forum participants highlighted the potential of a common induction program to ensure
consistency in standards of the workforce and further outlined the benefits of recording the
completion of such training in an online database accessible to employers wishing to
contract suitably skilled workers. A common induction program would reduce providers cost
of training new staff and they would not be required to repeat this training with individual
employers. Stakeholders also discussed the potential of including the requirement to record
induction training as part of the application process for a yellow card.
4.2.5 Online training programs
The use of online training options could facilitate increased networking and training
opportunities for employees and sole providers. This online training should only be used to
complement face-to-face training rather than as a replacement. Online training would also
increase the ease of accessibility to training, as it can be completed at a time suitable to the
trainee.
4.2.6 Promote subsidised training options
Given the interest demonstrated by stakeholders in short, fit-for-purpose training, there
should be greater promotion of subsidised training options (see Funding and Support for
Skill Development in NDIS Related Occupations in Queensland resource for further
information) to help upskill the NDIS workforce to address identified skills gaps.
5 CONCLUSION AND IMPLICATIONS FOR TOOWOOMBA NDIS REGION
The findings from this first phase of the research in Toowoomba NDIS region show demand
for NDIS workers continues, and while a variety of roles are required, demand is greatest in
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the region for NDIS support workers, support coordinators and allied health professionals in
more rural and regional locations within the Toowoomba NDIS region. Stakeholders
suggested various strategies for addressing these gaps including recruiting a more diverse
workforce and utilising delegated allied health assistants in more regional locations in the
region.
While relevant qualifications are valued in the sector, providers place greater importance in
recruitment on “employability” skills and the right attitude as well as technical skills, which
may vary according to the needs of NDIS participants. The need for sole-providers and selfmanaged participants to have core business skills such as managing a small business were
also identified as current skills gaps. Greater promotion of subsidised training options (see
Funding and Support for Skill Development in NDIS Related Occupations in Queensland
resource for further information), and the use of online training modules to complement
face-to-face training may help upskill the NDIS workforce to address identified skills gaps.

6 FURTHER RESEARCH AND STATE-WIDE REPORT
The findings from the research conducted in the Toowoomba NDIS region are incorporated
into a State-wide report that provides a more detailed analysis at the State level drawing on
existing data sources, survey responses and more nuanced understanding about regional
differences 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 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 Toowoomba Case Study One: Sole Provider
The rollout of the NDIS has led to the creation of new roles in the workforce including Local
Area Coordinators and support coordinators. Both of these roles are in demand in the
Toowoomba NDIS region. The support coordinator plays a vital role in connecting NDIS
participants with providers who can deliver on their approved plans. As with many new
roles there has been a lack of clarity concerning the skill sets and training required for this
role. One Toowoomba NDIS sole provider highlighted the importance of support
coordinators having the right attitudes and personality type to support NDIS participants in
accessing the mix of services they require.
As this sole provider explained, referring to support coordinators, “I think anyone who's ever
worked in the disability sector or the aged care sector, or even the mental health sector, has
the fundamental understanding that gets them through, but you do need - I think it really
comes down to personality type rather than skill-base. You know, if you have the kind of
personality where you can be genuinely compassionate and genuinely empathetic, then you
can grasp the principles and the concept behind disability support much better, whereas if
you were just going into it because - I don't know - it's your only work opportunity, then you
will struggle because you need to have that personality type, and I do see that lacking in a
lot of workers”.
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Although attitudes and values are critical to the role, this sole provider further identified
that qualifications in social work, human services and psychology along with experience in
the sector provide a good foundation for workers in support coordination roles. However,
this provider also emphasised the importance of complementing formal training with
workshops.
This provider also highlighted the need for sole providers to have business skills training,
sharing that “I've got to learn things like hiring a staff member. I really don't know how to
get started”. This provider further suggested that there is a lack of availability of such
workshops in the region noting: “I have to travel across to Toowoomba or I have to travel
down to Brisbane to attend the things that I want locally. They're very focused around just
those few things, like abuse and neglect and restrictive practices and stuff like that. There's
nothing about helping other areas that I'm looking for”. This highlights the value of more
regionally-based workshops targeting the needs of sole providers and the potential for
online training to complement face-to-face workshops.
7.1.1 Key strategies





Support coordinators roles are aligned with social work, human services and psychology
qualifications, suggesting one way to address the demand for support workers in the NDIS
region is to promote career pathways to higher education students and graduates with
these qualifications.
However, as the provider noted, compassion and empathy are values which are essential to
any role in the community services sector.
Business skills are consistently identified as a significant gap for providers, particularly for
sole providers. Skills such as hiring staff, bookkeeping and invoicing. There is potential to
address this gap through more regional-based training opportunities in skills identified as in
demand in the region, complemented by online training modules.

7.2 Toowoomba Case Study Two: Local Provider Training Strategies
The second case study is a Toowoomba NDIS provider which also provides services in the
Rockhampton NDIS region. This provider has experienced significant growth in the
organisation by expanding services as demand increases for those services, or as the
stakeholder described a, “grow as the grow needs” business approach. This provider noted
that this approach contrasts with some providers that have restricted their growth to either
stabilise their workforce or stabilise their business. As this provider explained: “If someone
comes in and requires support then we can employ more support workers per se, or do
something to assist with them. So our major effort is to provide the support and if required,
so we grow by that. We’re not putting any restrictions on our growth at this particular time
except for some distance”. This provider explained further that “because we’re in a regional
area we have had a number of enquiries which are two or three hours away from
Toowoomba [and the transport component is] such an expensive component of support…we
only basically provide support within 20 kilometres of town. We try to keep it like that”.
This provider does not recruit workers primarily on the basis of their qualification, noting “If
someone says they have a Certificate III they’re not immediately entitled to the job”. This
provider prefers to recruit workers who receive in-house training that meets the needs of
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their organisation and then provides the opportunity for workers to undertake a traineeship
to gain the formal qualifications on the job.
This provider further explained that their staff have to have first aid and current CPR as well
as medication training. This training is provided in-house as a group activity over two or
three days once a year. The benefit of this approach is that “we get everyone in at the same
time, our staff over three days and we will undertake this training through professional
trainers. That way we know when everyone’s due, they’re all due on a common date, they’re
all due at a common time, so we’ve got that covered, because it’s a prerequisite”.
In addition, this employer provides in-house training in social role valorisation, P.A.T.H. 1
and 2 training “so our staff will understand…the person’s NDIS plan so that we can work
within those guidelines. And the second one is actually to become a facilitator, so they can
sit down in a group and actually assist someone developing their own plans and supports”.
This provider has increased efficiency of training and recording of training completed
through the development of an electronic reporting system and an electronic training
process. As this provider explained, “Now our staff can actually log on to our staff website
and they can do that training, and it’s self-paced modules themselves. So they can watch a
short video, answer some questions from that and then once they pass that they can move
to the next one”. This also assists the organisation with annual performance appraisal,
noting that “we expect our staff to have at least to have undertaken one of those trainings”
each year.
As noted, this provider recruits workers on a traineeship basis to ensure staff also have the
opportunity to undertake accredited training once employed and “to ensure that their
training is paid under the State system we take them on, or change them from casual to
permanent part-time for the period of their training. If they wish to do a Cert IV then we use
it under the existing worker’s program. That way they’re not out of pocket for their training.
We give them the option when they’ve completed their training that we pay them out part
of the incentive that we receive as a bonus to say thanks for your training. And we give them
the option of whether they want to stay on permanent part-time or they want to return to
casual.” This provider suggested that this approach has resulted in a mix of part-time and
casual workers, and that permanent part-time staff “tend to have less leave, they’re more
responsive to having regular hours [so] obviously we will utilise them Monday to Friday
whenever possible because they have regular hours and we know that they’re going to be
consistent. But if it’s a weekend it’s actually cheaper to run casual than it is permanent parttime. So most of our weekend or night staff of course are casual”.
7.2.1 Key strategies





Employing workers on the basis of the right fit for the organisation rather than existing
accredited training and providing in-house training that meets the needs of the organisation.
Complementing in-house training with accredited training subsidised through state funded
traineeships supporting workers to complete their training at no or reduced cost to the
organisation or individual.
Utilising online training and record keeping as an efficient means for providing online selfpaced training and monitoring staff training for annual workforce appraisal.
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8

Employing a mix of permanent part-time and casual employees to provide flexibility for
workers and ensure a cost-effective strategy for meeting core support needs as well as
covering weekend and night staffing requirements.
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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 IVI 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.
Social Role Valorisation: Addresses the social and psychological impact in vulnerable people
of being devalued.
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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