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About us

The Public Service Research Group at UNSW Canberra® has a longstanding commitment to
researching personalised care systems in Australia and overseas. Associate Professor Dickinson is a
Chief Investigator in the Centre of Research Excellence in Disability and Health* funded by the National
Health and Medical Research Council (NHMRC) and our portfolio of work includes research into various
aspects of the National Disability Insurance Scheme. We welcome the opportunity to contribute to the
&RPPLWWHHTV thaxthém& VL. QW RV\VWHPV

In 2017 we released a report on the findings of our research into Choice, control and the NDIS.> A key

feature of this project was the participatory and multidisciplinary research method applied to gathering,
DQDO\WLQJ DQG SUHVHQWLQJ GDWD RQ VHUYLFH XVHUVY SHUVSHFWLYF
in one of its trial sites.® This approach gives unique insight into the scheme from the perspective of

participants. This research underpins our comments on the following terms of reference for the

Committee ZLWK SDUWLFXODU IRFXV RQ WKH SDUWLFLSDQWwartitjaitULHQFH R
experiences of the MyPlace Portal; the appropriateness of the MyPlace Portal and agency facing IT

systems; and the impact of ICT infrastructure on the implementation of the NDIS.

1 https://research.unsw.edu.au/people/associate-professor-helen-dickinson
2 https://research.unsw.edu.au/people/dr-sue-olney
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https://www.ndis.gov.au/medias/documents/h91/hbc/8805559468062/Report-to-the-COAG-Disability-Reform-Council-for-Q1-of-Y5.pdf
https://www.ndis.gov.au/medias/documents/h91/hbc/8805559468062/Report-to-the-COAG-Disability-Reform-Council-for-Q1-of-Y5.pdf
https://www.pc.gov.au/inquiries/completed/ndis-costs/report



http://socialequity.unimelb.edu.au/__data/assets/pdf_file/0010/2364499/Choice-Control-and-the-NDIS-Report-Melbourne-Social-Equity-Institute.pdf
http://socialequity.unimelb.edu.au/__data/assets/pdf_file/0010/2364499/Choice-Control-and-the-NDIS-Report-Melbourne-Social-Equity-Institute.pdf

pages with a step by step guide so it gives you some sense of - [interviewer: how
complex itis!]. , TP QRW HYHQ VXUH LI LWV ZRUNLQJ SHU FHQW 7KH!
trouble over it.1

Another told us:

, QHYHU NQRZ KRZ PXFK ,fYH VSHQW EHFDXVH , FDQYW DFFHVV P\
have a computer and my mobile phone and home phone are incompatible to it. So,
, FRXOGQTW WHOO \RX LI ,TYH VSHQW RU

For people in regional and rural Australia, the issue of access to the internet caused significant
problems:

With our first plan, the planners came out to our house and did the planning meeting
DW KRPH , WKRXJKW WKDW ZDV UHDOO\ LPSRstadD QW pFDXVH , Q
WKDW ZKHQ \RX OLYH LQ WKH FRXQWU\ WKHUHYY ORWY RI LVVXHV
live in a larger town. Things like transport and those things are an issue. They



Could I just do three hours on a Monday of NDIS admin, meaning contacting all these

people and what is next on the thing. Could | do it like that? No. Because it is picking

KLP XS RQH GD\ DW WZR RYFORFN IURP VFKRRO EHFDXVH WKLV SDU
him at 3:30 or four. They can only see him at 2:15 and they are only available on a

Friday. | have to fit in with them in order to make sure he gets his thing.16

Other participants had been cautioned against self-management and in some cases, advice against
self-management came from service providers, posing a risk of conflict of interest. Generally,
participants described complex systems, challenges accessing and understanding the volume of
information required to make decisions, and difficulties navigating administrative requirements. This
clearly disadvantaged some participants in exercising choice and control over their care because of the
nature of their disability, while others were deterred by the administrative challenges and responsibilities
in light of other demands on their time and resources. Many participants told us they felt that the
administrative burden of the scheme outweighed its benefits and that the time and effort they put into
PHHWLQJ WKH VFKHPHTIV UHTXLUHPHQWdétrnabDad: XQDFNQRZOHGJHG DQG

When we started with the NDIS, they lost all my paperwork twice and | had to fill it in
a second time. | had to go to the doctor twice, and it was embarrassing that a
government agency lost my paperwork. They were trying to blame me, but | sent it
to them in the form that they sent it to me. It got sorted but it took six months.’

In brief, these are the key issues surrounding the NDIS ICT systems identified by participants in
our research:

X There is inequitable access to online resources and information about the NDIS, related to one



