


Personalising Service Delivery

A Discussion Paper by the
NSW Liberals/Nationals

“The NSW Liberals/Nationals are committed to the philosophy of
providing increased choice and control to individual service users whilst
recognising client needs and the capacity of service users to manage
the mix of available services”

Andrew Constance MP
Shadow Minister for Disability Services



Executive Summary

The NSW Liberal/Nationals are committed to a disability service system that
increases choice, voice and control for people with disability and their carers.

This discussion paper outlines the NSW Liberals/Nationals approach in personalising
service delivery to people with disability through the offering of individualised funding
packages. The plan will be to offer choice between the current case management
model and that of a more personalised service approach in which funding packages
enable the individual to direct the services that they wish to have and when.

This paper is about foundation principles, and purposefully so. This paper is the first
of a series of papers that will outline the NSW Liberals/Nationals position on this
important agenda. It is important to listen to a range of stakeholders and then,
working with them in an inclusive way, based on mutual trust and respect, develop
the detail for a system that works in NSW.

The NSW Liberals/Nationals do not subscribe to the ‘one size fits all’ approach that
is supported by the NSW Labor Government as it is well recognised that a trend
towards increasing service personalisation has emerged as one approach to
improving responsive frontline service delivery'. The NSW Liberals/Nationals are
mindful of the experience of other jurisdictions, but also of the risks of transplanting
features of other systems, which may or may not deliver positive outcomes.

The transition proposed by a Liberal/Nationals Government will be underpinned by
the opportunity to assert a genuine trust in people with disability, their carers and
families to manage their own social care needs.

Many stakeholders in the disability sector, when referring to the notion of
personalising service delivery, identify ‘choice, voice and control’ for people with a
disability. It is important to note that whilst much discussion in the sector has centred
upon individualised funding packages, there is a need to broaden the debate to
examine the nature of the individual packages and the use of financial
intermediaries, technical expertise, individual (or virtual) budgeting and direct
payments. The emphasis on quality of life ‘outcomes’ for people with disability is
central to the development of the Liberals/Nationals plan.

The transition will be guided by 6 clear, mutually re-enforcing principles for reform
and systemic change:

1. Non Government Organisation Viability and Sustainability: capacity
building in the non-government sector that provides the services to people
with disability remains one of the top priorities for an incoming
Liberals/Nationals Government. It is critical to address any gaps or duplication
in service provision that exists across NSW. Addressing workforce
development, infrastructure and service gaps will be key to the success of the
roll out of individualised funding packages in NSW.

! Demos, ‘Towards Agile Government’, State Services Authority, State Government of Victoria, 2008



2. Building Opportunities: support for the empowerment of individuals and
families to enable them to get the most out of personalised service
opportunities.

3. Outcomes led, evidence based: accurate data and information is collected
about the likely ‘take up’ of the individualised funding packages prior to wider
implementation. The quality of life outcomes for people with disability should
remain paramount.

4. Comprehensive and transparent stakeholder engagement: a consultative
process between service users, providers, peak sector bodies and
government is undertaken to develop the guiding principles for the new
scheme. It is important that stakeholders be engaged in the model
development process.

5. Regional emphasis: funding ensures the ongoing sustainability of services,
particularly in rural and regional areas where there are currently service gaps.

6. Clear political leadership and direction: reasonable and clear expectations
about the pace of change are provided to assist service providers and users
to achieve a seamless transition to any new arrangements. Information about
the scheme and the options available to service users will need to be well
presented, timely and accurate.

Choice, Voice and Control

In life we all want to make choices. We all want the opportunity to create valued
relationships and we all want the capability to build a safe and secure future for
ourselves, and those we love.

The NSW Liberal/Nationals are committed to a disability service system that
increases choice and control for people with disability and their carers.

The UN Convention recognises that “persons with disabilities must be able to live
independently, to be included in the community, to choose where and with whom to
live and to have access to in home, residential and community support services.” 2

Currently to have a disability in NSW is to relinquish all of your important life
decisions to bureaucrats who tell you what services you may, or may not have and
who, if anybody, will provide them. These services very often determine where you
will live, with whom you will live and what activities you will participate in. Such
services also operate within complex sets of rules that make service integration and
co-ordination a constant frustration.

The NSW Liberals/Nationals have determined that our duty as a responsible and

2 United Nations Information Service, “Ad Hoc Committee Agrees on New UN Convention to Protect
Disabled Persons’ Rights”, Press Release, Vienna, 29 August 2006.



responsive government will be to ensure that society and government does not put in
place additional barriers to prevent people from fulfilling their potential simply
because they were born with, or developed a disability that impedes them from
participating without support.

For some, the current case managed service model acts as an impediment to
achieve their stated/ planned life outcomes. The NSW Liberals/Nationals do not
subscribe to the ‘one size fits all’ approach that is supported by the NSW Labor
Government. It is well recognised that a trend towards increasing service
personalisation has emerged as one approach to improving frontline service delivery.
Service delivery must increasingly become personalised, responsive to change and
outcomes focussed. For this reason the NSW Liberals/Nationals will aim to tailor
services to people's individual and changing needs through the use of individualised
funding packages. As stated in a recent paper by UK think tank Demos and the
Victorian Government:

“In the disability services sector, individual packages of care have enabled
better tailoring of support to meet people's needs. The involvement of
individuals with a disability or their carers in designing these packages of
care is instrumental to ensuring that service solutions are responsive. The
package is based on what the individual wants and needs rather than what
a government agency allocates to eligible recipients.”

This discussion paper presents a way forward for an incoming government to
provide for greater service personalisation including the greater uptake of
individualised funding packages, whilst recognising the concerns that have been
raised by some commentators in considering the level and complexity of client needs
and their capacity to manage and supervise the mix of services.*

It is important to manage the transition in partnership with service providers, who,
based on the experience of other jurisdictions have had to make substantial changes
to the administrative functions of their operations.

Why the NSW Liberal/Nationals Support Individualised Funding

In its simplest form, an individualised funding package is the provision of cash
payments to people with disability to purchase the services they require. For users
who are willing to embrace these packages, government would no longer provide
funding to a service provider, but directly to the individual requiring support or an
intermediary who offers financial and/or case management.

The issues associated with individualised funding packages are complex and will
require careful consideration when designing a system for individualised funding
packages in the NSW disability services system. These will be discussed further in a
later section of this paper.

3 Simon Parker, Head of Public Services, and Jamie Bartlett, Researcher, Demos, and the State
Services Authority Victorian Government “Towards Agile Government”, Demos, 2008, p 6.
* Allen Consulting Group, “The Future of Community Care”, March 2007.



It is well recognised that too often the interests of government, who provide for the
funding of services will conflict with that of the individual service user. The current
system has not always resulted in the personal development and benefit for people
with disability that it should.

The rise to prominence of case management in Australia was as a result of de —
institutionalising care for younger people with disabilities that gained pace in the
1980s.

It is important to note that the current system of case managed funding will remain
integral and central to the system supporting people with disability. This model will
co-exist with an individual funding model in order to provide choice for service users.
For some people remaining with ‘what they know’ and are comfortable with is
important. Not all service users will want to take up individualised funding and for this
reason the case management system will remain, albeit improved under NSW
Liberals/Nationals Government.

The ideas of empowerment, choice and rights for people with disability provide the
philosophical framework towards which NSW Liberal Nationals Government will
strive. We are committed to delivering the progressive policy agenda that people with
disability and their carers are seeking.

The stories below outline that determination for change and why providing the option
between individual funding packages and the current system is important.

Alex

Alex is a young man aged 23 years. Alex has a cognitive disability and unstable
epilepsy, which has over time reduced Alex's physical co-ordination. Alex currently
attends a day program for young persons with disabilities, which operates between
the hours of 9am and 3pm.

In order to reduce the escalating costs of one to one care which Alex needed, his
case-management decided that an alternative would be to confine Alex to a
wheelchair. Alex became deeply frustrated by being forced to stay in a wheelchair
whenever he was at his day program. This led to Alex becoming aggressive and
injuring a staff member.

Alex usually has seizures in the mornings prior to wakening which leaves him
disorientated, physically vulnerable and unsteady on his feet. It often takes until 10
or 11am for Alex to recover sufficiently to start his day. Often Alex is 2-3 hours late
for a six-hour day program, meaning he often has to stay at home with his mother
because his peers are long gone to their activities.

Alex's funding is often not utilized to assist Alex and instead it becomes dead money.
If Alex could tailor supports to his needs, he might chose to start his day at 11am

and plan his supports to react to his medical needs. He might chose to attend 3
hours at his day program and 3 hours on a personal project that he would enjoy. He



In Western Australia, the cost per client in the individualised program was found to
be 35 per cent below the national average.'® Enabling people to design their own
program around their own personal requirements lessened the cost of
administration. These significant improvements, both personal and administrative
have also been identified in other jurisdictions.

When seeking to make a cost comparison between the traditional approach of case
managed funding and that of the various models of personalised service delivery
there are two important considerations that must be made. Firstly, most people when
starting to exercise their individualised package continue to purchase what they were
assessed as needing under their traditional arrangement and secondly many pilot
schemes have been trialled and the lead time to assess the cost comparisons is too
short.

Accurate data and information will be collected about the likely ‘take up’ of the
individualised funding packages prior to wider implementation and cost assessments
will be undertaken as part of this process. The quality of life outcomes for people
with disability remains paramount.

Conclusion

The potential to transform and enrich the lives of people with disability and their
carers in NSW is enormous.

Too many NSW citizens find themselves accessing services only at time of crisis.
The NSW disability support system is currently a reactive system, which is more
expensive than a pro-active system. These costs must also be measured in human
terms and the ability of the community to assimilate the end result of neglect. The
human cost of demanding crisis before assistance is incalculable, not only to the
individual living with disability but also to their families and the community as a
whole. The cost of an individual under crisis management is far greater than the
prevention of the crisis. The wider pressures on informal carers are directly
implicated here.

In allowing people to choose their individual supports we encourage personal
capacity building. This in turn should create a system that is both cost effective and
responsive. Western Australia, Victoria, Queensland and South Australia currently
operate programs utilising the ideals of In Control Australia.

This type of program will not be a panacea that will solve all problems within the
disability care sector, but it will provide opportunities for people to flourish within a
system that is dominated by bureaucracy and red tape.

As noted in the introduction, this paper is about setting the direction of travel for
policy and getting the foundation principles right. There is much detail to consider.

18 Bartnik, E. & Psaila-Savona, S. (2003). “Local Area Coordination review: Term of reference 3:
Value-for-money: Final report”, Disability Services Commission, Government of Western Australia,
retrieved 16 February 2009 from
http://kc.csip.org.uk/viewdocument.php?action=viewdox&pid=0&doc=15086&grp=36.
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Initially, the NSW Liberals/Nationals are seeking feedback on the principles we have
outlined here as a basis for moving forward. We look forward to discussion and
debate that delivers the best ideas, but also the genuine concerns and issues of all
stakeholders, who's insight will be necessary to ensure NSW has a sustainable
disability service system that promotes choice, voice and control whilst focussing on
enhancing their quality of life outcomes of people with disability.

By personalising service delivery and changing the emphasis from inflexible support,
the quality of daily life for people with disability should improve enormously.

The NSW Liberal/Nationals recognise that personalising supports for people, will

have a flow down effect on the life of their primary carer, allowing for greater
personal opportunities in their everyday lives.
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