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The National Disability 
Insurance Scheme (NDIS) 
represents a sweeping 
transition in the way 
disability services are 
administered in Australia.

With its rollout, those with a disabili-
ty will no longer be considered clients 
instead they will become ‘customers’ 
with funding individually allocated to 
meet their care and support needs.

This case study examines how a shift 
in paradigm like the NDIS initiative, 
toward individualized funding mod-
els, can represent an opportunity for 
organizations who operate in relevant 
sectors. 

This transition requires an agile strat-
egy from the leadership team. The 
strategic plan should become a guid-
ing document for providers to assess 
how their organization can not only 
be prepared for the NDIS but embrace 
the opportunity it presents.  

The Impact of 
Strategic Planning on 

NDIS Readiness
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460,000
The number of Australians 
with significant and 
permanent disabilities to 
benefit from NDIS funding.3

A FUNDAMENTAL CHANGE 

IN SERVICE FUNDING

The NDIS hopes to deliver nationally 
consistent care to people with severe and 
permanent disabilities. 

In order to create a national marketplace 
in which the disabled or their carers can 
purchase the help they require, the cur-
rent disability support system must be 
dismantled. This requires a major rethink 
of the relationships between Government, 
customers and service organizations. 

Within the current Australian system, Com-
monwealth and State governments deliver 
bulk funding directly to organizations. 

It also affords a great deal of control over: 
how that money is used, program guide-
lines, which organizations will deliver the 
services, how many service hours people 

with a disability will receive and how many 
people with a disability will benefit.
With the NDIS, this will no longer be the 
case. Disability services that are currently 
provided by the State Government will 
transition to non-government providers.

State grants and funding for these ser-
vices are no longer guaranteed, instead 
the funding will be transferred to the Com-
monwealth government (by 30 June, 2018) 
to be distributed on an individual basis. 

Moving to a personal, goal-based model 
aims to give the disabled, their carers and 
families, more flexibility in selecting suit-
able support (therapy, accommodation 
support, treatment, day services, respite 
etc.) from a service provider of their choice. 

In 2013, the NDIS launched in trial sites in 
the Hunter region in New South Wales and 
the Barwon region in Victoria. 

1 in 5 
people living in Australia 
have some form of disability. 
That adds up to over 
4 million.2
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Kurrajong Waratah is an 
innovative disability ser-
vice, providing outstand-
ing support, training and 
opportunities to people 
with an intellectual dis-
ability.

Over the last 50 years, it 
has grown to be one of 
the largest charitable organizations in 
regional and country New South Wales.  
Currently, there are 1100 people under 
its care in a service area twice the size of 
Tasmania (with only half its population).

The NDIS will reach Kurrajong Waratah in 
2017. This was first identified as a major 

strategic goal in their 2013-
2015 strategic plan.

At the 2015 NSW Disability 
Innovation Awards, an initia-
tive of the NSW Government, 
National Disability Services 
and the Department of 
Family and Community Ser-
vices, Ageing, Disability and 

Home Care, Kurrajong Waratah received 
the NSW “Excellence in NDIS Readiness” 
award. This case study explores how Kur-
rajong Waratah developed their strategic 
planning process and implemented the 
resultant action plans to get to where 
they are today.

kurrajong waratah’s 

vision statement:  
“For people with a 
disability to lead a 
life of their choice.”

NSW Minister for Disability Services The Hon John Ajaka MLC presenting the 2015 award to Kurrajong Waratah’s Change and 
Special Projects Manager, Janet Laws.

CASE STUDY: THE POWER OF STRATEGIC PLANNING 
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1. CHOOSE THE FACILITATOR

Whilst Kurrajong Waratah chose an exter-
nal strategic planning facilitator, it is also 
quite possible to conduct a Strategic Plan 
internally if the Chair, a Director or senior 
staff member has the expertise to facilitate 
the entire process.  The facilitator must be 
focused on strategic outcomes, and not dis-
tracted by the operational challenges of the 
day.

2. PREPARE THE PLANNING TEAM

The most effective strategic planning pro-
cess involves a diverse selection of people 
who can add value to the process.  Inviting 
only the staff, or only the Board of the or-
ganization will not achieve a robust plan.   
Senior staff, constituent representatives, 
supporters of the organization, even some 
competitors should be considered as can-
didates of the planning team. Kurrajong 
Waratah’s planning team of 18 was a com-
bination of: The Board of directors, CEO, se-
nior staff and key external 
stakeholders.

3. REAFFIRM OR REFINE THE 
ORGANIZATIONAL VISION STATEMENT

Vision enables you to identify and codify the 
core elements of your organization so that 

you can preserve the core, yet still stimu-
late progress.  It provides the context where 
you, your staff, constituents and the public 
all share a common expectation of the orga-
nization.  This shared expectation can be a 
powerful management tool and marketing 
message. Kurrajong Waratah’s vision, “for 
people with a disability to lead a life of their 
choice” was reaffirmed as the vision and 
served as the key strategic filter for the rest 
of the planning day.

4. EXAMINE THE STRATEGIC ENVIRONMENT 
WITH SCENARIO PLANNING 

Scenario planning not only improves the 
quality of your strategic plan, but your stra-
tegic choices, capabilities and 
resilience. Kurrajong Waratah’s scenario 
planning identified two key trends which 
had to be incorporated into their strategic 
plan.

5. CONDUCT A SWOR ANALYSIS

Most people are aware of the well-used 
SWOT analysis (Strengths, Weaknesses, Op-
portunities and Threats).  A slight 
variation on this model creates added value 
to the strategic planning process: by chang-
ing the threats component to risks (which 
then becomes a SWOR analysis) these iden-
tified risks can be directly added to the risk 

$19.3 billion 
Will be invested in the rollout of the NDIS over seven years3

THE STEPS KURRAJONG WARATAH TOOK DURING THE 
STRATEGIC PLANNING PROCESS
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register of a risk management 
plan. Kurrajong Waratah’s 
SWOR Analysis acted as a filter 
that  enabled them to identify 
the existing makeup of the or-
ganization as well as the strate-
gic environment, before mea-
suring the potential impact of 
their strategies. 

6. IDENTIFY KEY STRATEGIES 

Based on all the data obtained 
through the vision discussion, 
scenario planning and SWOR 
analysis, four key strategies 
were developed by Kurrajong 
Waratah for the next three 
years.

7. CREATE CLEARLY DEFINED 
ACTION PLANS

To ensure their strategic plan 
was effective, specific action 
plans for each of the strategies 
were developed.  This is the 
step where practical details are 
added to the strategies adopt-
ed.  The action plans should in-
clude: 
• Scope: how might we go 

about doing this?
• Resources: dollar, materi-

als, human capital etc.
• Start date: this should be 

selected by month and year
• Completion date: never 

put down “ongoing”. This 
could be three months, 12 
months, 24 months. How 
long should this project 
take before we have suc-

cessfully achieved this 
action?

• Project manager: who will 
be accountable within the 
organization to ensure this 
happens?

• Success measures: identify 
what the Board would con-
sider a suitable outcome. 
This is the most critical 
component of the Action 
Plan

• Ethics: identify if there are 
any issues of rights, obliga-
tions, fairness or integrity

• Risks: what are the risks of 
this plan, and the oppor-
tunities that they suggest?  
This can help update your 
scope so it recognises these 
risks.

8. MEASURING THE 
IMPLEMENTATION OF YOUR
STRATEGIC PLAN

Making the Strategic Plan the 
main agenda item for the Board 
means that the CEO and Board 
are constantly being measured 
for performance against it. This 
should also mean that there 
will be few, if any, surprises 
when it comes to performance 
appraisal time. The key to the 
success of your Strategic Plan is 
in the ‘success measures’ com-
ponent of the Action Plan and 
the way the Board agenda is 
structured: to focus the Board’s 
attention on the achievement 
of the strategic plan. 

49%

What are the 
biggest challenges 
you and your 
organization face 
in 2016?*

Creating culture 
change

48%
Uncertainty of 
funding 

42%
Strategic 
planning in an 
uncertain 
environment

i n s i g h t s

*Survey results 
from over 100 
CEOs in the 
nonprofit sector
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DECISION MAKING IS DELEGATED TO THE 
CUSTOMER

This is an indication of a larger shift in con-
sumer choice and freedom threatening to 
destabilize a raft of industries globally.

The seismic growth of the sharing economy, 
peer-to-peer money lending and the “in-
ternet of things” supplants the traditional 
gatekeepers of power and authority and 

places it squarely in the hands of the indi-
vidual.

Technology has been the biggest driver of 
this change, and its ability to uproot tradi-
tion surrounds us: the revolution in trans-
port afforded to prominent ride-sharing ser-
vices like Uber, the streaming of on-demand 
entertainment and even crowdfunding plat-
forms which lower access to capital. 

KEY STRATEGIC INSIGHTS

THE NDIS CREATES A COMPETITIVE 
MARKET FOR SERVICE PROVIDERS IN NEW 
SOUTH WALES, AUSTRALIA.

This type of ongoing pressure may seem like 
a different ball game to many nonprofits cur-
rently relying on Government funding. 

As with all marketplaces, branding and mar-
keting of the services on offer becomes a 
priority.  This has the power to potentially 
boost Kurrajong Waratah’s presence across 
the Riverina and Murray Regions.

Outreach programs, a strong online pres-
ence and community engagement are all 
going to become pivotal parts of an ongoing 
campaign to remain at the forefront of the 
new customer’s mind. 

For Kurrajong Waratah, an anticipated 
140,000 people in NSW alone will be eligible 
to receive NDIS funding support. Current-
ly only 55,000 people receive some type of 
disability funding support, a near tripling of 
market size.

STRATEGIC PLANNING TIP:
Environmental scanning is the process of 
assessing your operational environment to 
uncover emerging signals that indicate a 
change in the way your business may be re-
quired to operate.  

By improving your Board’s awareness of 
imminent environmental changes you are 
giving your organization the opportunity to 
create and prepare better strategies. Try to 
build this into your Board agenda.

OF NONPROFIT ORGANIZATIONS IDENTIFIED
INNOVATION AS AN IMPORTANT ISSUE IN 2016150% 
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The Australian Government’s policy surrounding the NDIS is in-
dicative of this movement towards personal choice, a system 
which is commonplace in the private sector. As a result, service 
systems must adapt to meet the needs of individual customers. 
This includes transparency through all organizational tiers as 
well as systems to nurture new and lasting relationships.  Feed-
back and complaints should be welcomed and acted on imme-
diately and staff turnover should be kept as low as possible. 

STRATEGIC PLANNING TIP:
Scenario planning is an essential component to creating a suc-
cessful strategic plan. However, it takes a skilled facilitator to 
allow the planning group to really envisage a different reali-
ty.  When considering your organization’s desired future, have 
you critically considered alternative future developments and 
how you may prepare for them? Consider the potential future 
of your organization ten years from now: What are some of the 
ways you believe the future could unfold over time? How will 
you be ready to take advantage of these?

SERVICE PROVIDERS HAVE NO GUARANTEE OF STABLE FUND-
ING – INNOVATION IS MANDATORY

The NDIS environment does not provide for reliable govern-
ment funding: any customer who purchases your services has 
the freedom to take their money elsewhere if they believe they 
can secure better care. This can present an immense challenge 
to the CEO and Board regarding the planning of long term proj-
ects.  In the case of Kurrajong Waratah, 66 per cent of its income 
in 2014 - 2015 came from Government subsidies. Diversifying 
income streams will become vital.  

Kurrajong Waratah has strong partnerships with its community 
and a generous list of corporate supporters. It also raises mon-
ey through the work of event committees, business support-
ers, and individual supporters and donations.   Volunteers are 
used when physical assistance is needed, encouraging many 
students from high-schools to become the next generation of 
avid supporters.
 
STRATEGIC PLANNING TIP:
Identify joint ventures, or strategic alliances which could bring 
operating costs down and increase revenue sources. This re-
quires thinking strategically about common interests.

AUSTRALIANS 
WITH A 
DISABILITY2
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The Australian disability sector is experiencing the 
most significant reforms in its history. Over the next de-
cade it will continue to experience substantial growth 
and transformation.  

With favorable results in trial sites, the NDIS model 
could create a change in societal expectations for pub-
lic services. This could inspire others to replicate the 
model.

It is not unreasonable to suggest many other sectors in 
Australia would embrace the premise behind this
initiative.

The agility of any organization, including aged care, 
education, sports, technology etc. can be found in its 
ability to deliver in an uncertain environment. Ulti-
mately, this will determine who will endure over time.

To adapt to changing circumstances requires an inter-
nal recalibration, a questioning of the what and the 
how.  

How each organization identifies and prepares for 
change, through the strategies in their strategic plan, 
will ultimately determine whether or not opportunity 
can be wrestled from it.

ABOUT US

Conscious Governance is a consultancy with over 30 years’ experience in 
strategic planning.  We are extremely proud to work with all of our clients, 
especially those who show a spark for innovation, like Kurrajong Waratah.

www.consciousgovernance.com

A CASE FOR 
INNOVATION & THE 
NEED TO REMAIN 
AGILE IN THE FACE 
OF UNCERTAINTY
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