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INTRODUCTION

The disability service system is entering a period of transition. Stronger Together 2 (ST2) and the National Disability Insurance Scheme (NDIS) signify considerable growth for the system and place people with disability,

their families and carers at the centre of decision making. They create a system where individuals will have choice and control over the services they access and the service providers they use, based on plans that support

their goals and are right for their circumstances.  

Individualised packages under ST2 will be introduced across NSW from July 2014. They will be implemented in the NDIS Hunter launch from July 2013, and fully rolled-out across the state with the NDIS from 2016 to 2018. 

In this new environment there will be a market of clients who have control over funding for services, and of providers that offer services to those clients. You will need to attract and retain clients with your service offering,

and work with individuals to agree service arrangements. As the majority of block funding and program-based funding will be phased out, there will be less certainty of income. You will need to have systems in place within

your organisation to support person-centred approaches and individualised funding.

Your organisation must engage now, if it hasn’t already, in significant planning and organisational change to prepare for the future. You must meet significant milestones over the next 12-18 months (and beyond). 

Organisations that do not commence efforts to effect these changes may experience significant difficulties, both in transitioning to the new market conditions and maintaining viable and sustainable services.

Through the Industry Development Fund (IDF) managed by National Disability Services (NDS), the NSW Government has invested $17m in initiatives and tools that directly assist ADHC funded non-government, not-for-

profit, disability service provider organisations (including eligible Community Care Support Program providers) like yours. The NSW Government is committed to a sector that consists of not-for-profit organisations that 

deliver contemporary, quality services and that supports people to live life their way. 

This package assists and guides you through the process of transforming your organisation to remain relevant to people with disability, their family and carers. It leads you to prepare for a consumer-driven market that 

presents both significant opportunities and risks.

The package consist of three components: this narrative; a visual roadmap; and a self-assessment toolkit (the NGO Maturity Model). These three components will assist you to assess and strengthen your organisation to 

meet the challenges of adapting to the new ST2 and NDIS environment. 

Additional information relating to the reforms is available from NDS at the following link: www.nds.org.au

ROAD MAP PACKAGE TO ASSIST SERVICE PROVIDERS
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This narrative draws the package together, describing the visual roadmap and the self-assessment toolkit and who in your organisation should use them. It also details what supports are available to your organisation in 

using the self-assessment toolkit.

This narrative describes the key disability reforms occurring in NSW and nationally, so that your organisation’s Board and management understand the:

         o Key reforms affecting your organisation including key implementation dates

         o Impact of the reforms on your organisation

         o Risk and opportunity considerations for your organisation, and

         o Next steps for your organisation.

VISUAL ROADMAP 

The visual roadmap provides a strategic vision for the future where choice, control, equitable access and positive outcomes for individuals are consistently achieved. It outlines:

         o The ‘transformation highway’ showing the key organisational areas (represented as ‘work zones’) that your organisation should address. It starts with your organisation’s strategic direction and, for those

             organisations committed to change, the key areas where detailed preparation is required. Organisations that successfully complete the ‘work zones’ will also need to ‘bridge the gaps’ by making sure they     are

             person-centred, financially sustainable, and have governance arrangements that fit the new service delivery environment.

         o The vision for how individuals with funding support will access services in the future, choosing the supports they consider necessary to meet their needs and goals. This may be a combination of services from  

            your organisation, other specialist disability providers, community and mainstream services. The vision depicts the range of community and business competitors that your organisation will encounter. 

         o The changing role of government from funder to a body focused on service planning, quality safeguards and regulation

         o A timeline with the key reform dates.

The visual roadmap is a key document for commencing discussions at the strategic level between your Board and management on how your organisation will choose to respond to the changes under ST2 and NDIS. You 

can also use the visual roadmap to communicate the vision for the future to a range of stakeholders, including staff, the people who use your services and their families and carers. 

SELF-ASSESSMENT TOOLKIT 

The self-assessment toolkit drills down into the following key transformation areas identified in the visual roadmap. These outline the elements your organisation will need to address to be relevant and ready for the new 

disability service environment:

         o Strategy

         o Governance

         o Clients and market focus

         o Financial sustainability

         o People and capability

         o Information and knowledge management

         o Quality measurement and improvement.

By working through the self-assessment toolkit, your organisation’s Board, management and key staff will create a development plan to improve areas that require strengthening. The self-assessment toolkit is provided in 

an Excel format and automatically generates a graphical representation of your organisation’s level of maturity. It then also estimates the timeframe required for moving from your organisation’s current assessed level of 

maturity to the desired level of maturity.

The self-assessment toolkit also provides a listing of available resources and other opportunities that your organisation can use to assist in implementing your development plan.

NARRATIVE 
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KEY REFORMS- NSW

ST2 is underway in NSW, with considerable funding growth rolled-out from 2011. ST2 continues the shift towards person-centred approaches, including individualised and portable funding options for people with disability.

  

From 1 July 2014, all people in NSW receiving disability services will have the option of using an individualised and portable funding arrangement. This means that anyone using your services may choose to have their 

portion of the block funding your organisation currently receives converted to an individual support package. They may then choose to spend this funding with your organisation in a different way. Alternatively, they may 

choose to spend some or all of their support package with a different service, including for-profit and mainstream community services. 

As a condition of your 2012-2015 ADHC Funding Agreement, your organisation must demonstrate how it meets the NSW Disability Service Standards. To do this, your organisation must implement a Quality Management 

System, have third party verification against the Disability Service Standards, and address any issues raised through the verification.

KEY REFORMS – NATIONAL

The NDIS will double the national investment in disability support. The NDIS will enable people to have significantly greater choice and control in the way they receive their services and supports. Commonwealth, State and 

Territory governments are preparing for the NDIS through five launch sites around Australia.

In NSW, the NDIS will launch in the Hunter Region on 1 July 2013. It will be further rolled-out in other parts of NSW from 2016 and fully implemented by 2018. During this period, the new investment will increase the 

number of people receiving services and supports in NSW from around 55,000 in 2012 to 140,000 in 2018.

The UN Convention on the Rights of Persons with Disability, the National Disability Strategy, and the National Disability Agreement all strengthen and maintain the rights of people with disability to increase their participation 

in all areas of life. They provide the policy context for the introduction of the NDIS and ST2. 

The new Australian Charities and Not-for Profit-Commission will determine the legal status of entities seeking access to charitable tax concessions. The Australian Government also intends to have a statutory definition of 

charity in place in 2013. This will apply to many existing not-for-profit disability service providers.

The Commonwealth Government is changing the way it assists people with disability in supported employment to ensure people with disability control the assistance they recieve. This is detailed in the document ‘Inclusive 

employment 2012-2022: A vision for supported employment’. 

To summarise, the broad impact of these reforms will enable the systemic shifts:

         o  From a focus on outputs to outcomes

         o  From a focus on welfare to social investment

         o  From a focus on command and control to innovation and collaboration

         o  From a focus on standardisation to personalisation and customisation.
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The shift in funding models will have a significant impact on your organisation. Your organisation will need to be able to provide person-centred supports, so that people with disability can pursue their own goals and 

aspirations. Your organisation will need to plan, develop and possibly adopt new business and service delivery models.

Your organisation will need to closely understand its costs, in particular what it will cost to meet the needs of individuals as they express their preferences more dynamically.

In a market characterised by individuals having greater choice and control, your organisation should start planning to capitalise on the significant opportunities and mitigate against any emerging risks presented as a result 

of the reforms. Your organisation needs to consider and address the following issues:

         o The rationalisation or expansion of service offerings 

         o The impact on revenue streams

         o Marketing considerations

         o The impact on workforce 

         o The delivery of tailored services and support for each person, including costs and methods

         o The impact of new entrants to the market, including ‘for-profits’ 

         o The systems and processes that will be required.

DEALING WITH THE IMPACT OF THE REFORMS 
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Area Risk and Opportunity Considerations

  Clear organisational objectives or vision.

  Culture that promotes person-centred approaches.

  Business and development plans that include opportunities for partnerships and alliances.

  Strong leadership and strategic direction in relation to offering relevant services in the market.

  Scalability (increased or decreased demand) and flexibility to respond to market changes.

  Sound understanding of competitors in the market.

  Stakeholder awareness, focus and inclusion.

  Ability to respond to demand for new and alternative services.

  Robust risk management framework including risk identification, evaluation and mitigation procedures.

  A sound governance framework that supports change, growth and flexibility.

  Appropriate skills and/or capacity of the Board to oversee strategic and organisational decisions.

  A mission statement and values that put people at the centre of decision-making.

  Ability to understand and respond to the emerging market.

  Ability to price services competitively taking into account the full cost base.

  Strong alliances and links to the community.

  Effective marketing strategies.

  On-going access to working capital during transition and beyond.

  Ability to respond to decreases in demand for services from clients that may lead to decreased revenue.

  Detailed understanding of the cost base and cost drivers.

  Ability to generate alternative or new streams of revenue.

  Efficient financial management systems and processes, including debt and cash collection strategies and processes and policies for bad debts.

  A workforce with the appropriate skills and attributes, including frontline staff critical to customer service and management.

  A culture that embeds person-centred approaches into organisational culture and all aspects of service delivery.

  Change management capacity.

  Strategies around attracting, recruiting and retaining suitable staff.

  Robust and reliable data collection mechanisms.

  Information management systems that support client management, costing and invoicing.

  Effective client relationship management information or systems.

  Systems and information that measure outcomes and enable organisations to collect and report relevant data to provide evidence of the achievement of personal outcomes.

  A commitment to strategies focused on quality and continuous improvement over time.

  Ability to demonstrate quality externally and to people accessing services.

  Compliance with the disability standards and successful outcomes from third party verification.

The impacts of the reforms on your organisation are significant. As well as the direct impact on service provision, changes to the way the market operates will expose your organisation to significant opportunities and to 

emerging risks that will need to be appropriately mitigated.

Strategy

Clients and 

Market Focus

Governance

TABLE OF RISKS AND OPPORTUNITIES 

Information and 

Knowledge 

Management

People and 

Capability

Quality, 

Measurement and 

Improvement

Financial 

Sustainability
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YOUR ORGANISATION'S NEXT STEPS

There is further work to be done by governments to plan and communicate the details of the system design. However, your organisation needs to be acting now to consider and address the required organisational changes 

that can be reasonably predicted. 

You and others in your organisation are encouraged to work through this narrative, visual roadmap, and self-assessment toolkit, to determine a plan of action. This plan should focus on how your organisation can remain 

relevant and be ready as the service delivery environment continues to evolve.

Through NDS, the Industry Development Fund has provided Sector Support Consultants who can work free of charge with the leadership of your organisation to assist you  to understand what is required. Sector Support 

Consultants may also assist your organisation in working through the self-assessment toolkit.

Sector Support Consultants can be contacted on (02) 9256 3111.
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The Toolkit

The NGO Maturity Model is a qualitative analysis of organisational maturity.  It has been build specifically for NGOs operating within the NSW Disability Sector, and is based upon the Australian Business Excellence 

Framework, High Performance Framework, and Ernst & Young's Better Practice Operating Model Framework. The elements in this tool were chosen due to the applicability they have to organisations operating in the 

Human Services and Disability Sector within NSW navigating their way through significant change. The selection of the frameworks that underpin the elements in this tool are intended to help drive and maintain continuous 

improvement, efficiency and resilience. 

It is widely acknowledged that there is no single tool or approach that will suit all organisations. Each organisation varies in size, capability, strategy and direction. The extent to which the framework can be used and applied 

is dependent on the need of the organisation. It may simply be used as input into strategy and planning sessions within the organisation, or as a more detailed tool to assist the organisation improve its level of readiness 

and maturity as the reforms within the sector commence. Regardless of how each organisation decides to use the tool, it is designed to prompt internal discussion relating to the short, medium and long term strategies of 

the organisation, and highlight the important factors every organisation should consider based on the changes that will be occurring in the sector. 

1 

2 

3 

Strategic Guidance Questions 
 

Review the questions within each of the elements in the framework . These questions  are aimed at focussing on the core elements of 
the roadmap and the new relationships that will be established between the  service provider, the  client and the community. 
Use the questions:  

 As an input into strategy and planning days  
 To guide discussions within the organisation and identify improvement and focus areas 
 As a check point to ensure the organisation has addressed each of the elements   

Conduct Assessment and Obtain Current Maturity Rating  
 

 Review the Sector Roadmap  
 Review the assessment criteria within each of the framework elements, with a focus on the 'Priority' categories (these are 

aligned to the signposts within the Roadmap and reflect both the functional changes an organisation may have to make  in 
order to be sustainable and competitive, and the strategic  planning and  relationship building  it may need to undertake to be 
competitive in the new market for individually funded services. Based on the rating level indicators, assess your organisation' s 
current level of maturity and readiness  

 Identify improvement areas to feed into a Development plan  

Development Plan  
 
Use the tools and resources that have been identified for each of the framework elements to: 

 Bridge the gap between your assessed level of maturity and your desired level of maturity  
 Link development tasks to key dates for funding/reporting changes  
 Tailor your organisations improvement plan in accordance with future state maturity requirements 
 Improve areas that your organisation needs to strengthen  
 Continually assess maturity at 6 month interval to monitor improvement. The Development Plan provides you with the 

coordinates you need to plot your own journey along the roadmap and assists in identifying organisational priorities. It provides 
an estimate of the time it may take to implement some of your identified goals. It provides an indicative reference point for 
where an organisation might reasonably need to be in order to be a competitive, sustainable participant in the newly reformed 
sector. 
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Getting the most out of the tool requires open communication and discussion within your organisation. 

The tool is designed to be completed by a cross-section of employees and/or the Board of Directors who have different roles, from management through to the front line. 

The tool will assist you to identify the appropriate structure, service model, financial and management systems, workforce arrangements and performance measures you may need to develop if you intend to participate in the new National Disability Service 

Framework that is being progressively rolled out by State and Commonwealth Governments from 2012.

It enables you to prioritise the tasks you will need to undertake to ensure that your organisation is ready to comply with new governance, standards and reporting requirements being implemented as part of NGO sector reform. 

It will assist you identify what systems you will need to invest in to ensure you are able to manage key financial planning and reporting tasks, including pricing services and competing for funding allocations by the time the current grants allocation scheme is 

removed in 2015. 

You will get the most out of the tool if you: 

     - answer honestly, but not optimistically; 

     - engage all levels of your organisation in undertaking the assessment; 

     - take ownership at Board/Executive level for developing and executing your development plan. 

The maturity ratings are designed to identify your gaps and strengths with regard to skills, systems and processes, and assist you in prioritising your activity and your resource allocation to achieve organisational readiness for the changes ahead. Where 

they exist, tools have been identified in the resources section that will assist you to develop in the areas identified in your assessment outcomes. 

The outcomes of your assessment are commercial in confidence and do not constitute an audit or compliance evaluation. However, NDS is seeking to use the summary of outcomes to guide ongoing sector developments.

The journey forward for each organisation will be different, but the tool will assist every organisation to orientate itself and plan ahead.

How to use this tool

The tool is designed so that you can use it to conduct a High Level Planning Exercise; a Strategic Review, or a Maturity Assessment (a detailed analysis of your organisation's current state), as part of preparing a development plan. Strategic questions and 

criteria have been developed in each of seven categories, aligned with the categories usually used in the business excellence framework and with those identified in the roadmap.

To undertake a High-Level Planning Exercise - use the summary questions in bold for each category in the Strategic Guidance Questions section. Identify risks and opportunities for your organisation and use this to inform your planning.

To undertake a Strategic Review - use the full complement of Strategic Guidance Questions, identify risks and opportunities for your organisation and use this to develop a Strategic Plan of activity in each of the categories.

To undertake a Maturity Assessment - before or after completing the strategic guidance questions, work through the criteria pages of the tool, rating your organisation on a scale of 1 to 5 against each criteria. The criteria are incremental, working from 

level 1 through to level 5. There is no "pass mark" or median score; each level indicates a step up in evolution and maturity for a facet of operation and performance relating to the criterion you are considering. If you cannot demonstrate evidence against all 

facets of a rating level or a criterion, then you have not achieved it. Your score is the level where you can produce evidence for all facets of the indicators described to that point. 

For example, if you have evidence that you have achieved the indicators for levels 1 and 2 and some of 3, your rating is 2.

It is important to note that the rating level indicators also take into account the interrelationships between criteria and between categories. You will not derive much benefit from rating against only selected criteria, or selected categories. While the criteria are 

comprehensive, there may be additional elements of your organisations progress and performance that you become aware of when completing the Assessment. You can note these in the risks and opportunities columns of the Strategic Questions Section, 

and in the evidence section of the Assessment.

The evidence column allows you to record the documents and activities that support your rating and over time you can update this so that the tool becomes a progress tracker, recording improvements in your documents, systems and processes.

When you have completed your scoring, populate the Matrix page (in the online and electronic version of the tool, this will be done automatically). This then gives you a summary of where your areas for development (and your areas of achievement) might 

be. 

To prepare a Development Plan - the Development Plan section of the tool enables you to prioritise the actions needed in response to your scores against the criteria. Each criteria has been assessed and an indicative estimate of the time (assuming 

reasonable effort and resources) it will take to achieve a sustainable level of capability. These are set out as a blocked timeline, with a guide to a minimum level of achievement to be reached within the next 24 months. Depending on your organisation's 

score, you may not need the time suggested to develop to this point, or you may decide that your level of development is sufficent that this activity area does not need to be a priority for you. The timeframes have been linked to the sector reform roadmap 

and are therefore focussed on what might reasonably be achieved within the next 24 months. Once you have prioritised your activities relative to your own score and the level of effort required, you will be able to identify immediate, medium and long term 

goals for your organisation. The Resources page provides a list of tools that might assist you with your development.

The tool is designed to be re-used, to track your progress against your development goals and to assist with future Strategic Planning, as required. Again, you will get the most out of the tool if a cross-section of your organisation participate in the process.

Please Note: No part of this document may be altered or reproduced without the express permission of NDS.

How do I get the most out of this tool?
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Strategic Guidance Questions 

Organisation Response

What are our Risks and Opportunities in 

the next 3 years

Does our strategy allow us to be agile, flexible and responsive to the changes in our sector? 

What is it that our organisation aims to achieve? 

What are our core service offerings? 

What would success look like for us? 

How is our vision communicated? 

Does our vision align with the  direction of the sector? 

Where would we like to be in:

1 year

2 years 

3 years 

5 years

10 years

Is there a large gap between where the organisation is today, and where it would like to be in 3-5 years? 

Consider where the organisation has come from.  What are some of the lessons learned and how can these be applied to the 

strategy of the organisation? 

What is our strategic position in the market? 

How is our brand perceived in the market? 

What differentiates us as an organisation? 

What are the key risks we face as an organisation? 

What are our main capability gaps? 

How do we measure our success as an organisation? 

Organisation Response

What are our Risks and Opportunities in 

the next 3 years

Are our decision-making processes robust enough to manage the key risks, challenges and opportunities facing our 

business? Do they support our operation in a competitive environment?

How engaged is our Board in making key decisions about the direction of the organisation? 

What strategies do we have in place to supplement existing corporate governance and strategic leadership skills for our Board?

How do we communicate with the Board?

Does the leadership within our organisation promote the right behaviours and culture? 

Do we have the right skills mix on our Board to support the changing needs of our organisation?

Are the roles, responsibilities and accountabilities within our organisation clearly defined, documented and communicated?

Have we appropriately addressed Board and organisational succession planning?

What risk management strategies do we have in place? 

Are our decision-making processes responsive to a new way of doing business, in which clients are at centre of decision making and 

will drive funding and service choices? 

Is there a clear audit trail of decisions and are meetings minuted? 

1. Strategy 

2. Governance 
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Strategic Guidance Questions 

Organisation Response

What are our Risks and Opportunities in 

the next 3 years

How will we differentiate ourselves to retain and attract clients in an increasingly competitive market?

Who are our key client groups? 

Where are our key client groups located? 

Do we have a good understanding of the profile of demand? 

Do we have an understanding of the profile of supply in our geography?

Are our clients satisfied with the service we provide? 

Are there areas we can improve? 

Do we have a robust mechanism to measure client satisfaction? 

Are the needs of our organisation’s client groups being met?

Do we effectively communicate our values to our clients? 

Are there client groups that would benefit from our services who we currently don’t provide services to? 

How will our clients be impacted by changes in the sector? 

How effective are we at building client relationships? 

How do we build our connections with the community? 

How dependent is our organisation on receiving referrals? 

Who are our competitors in the market?

Is our  longer term strategy focused on changing our client base? If so, how will we build our new client base? Is there a real demand 

for our services? 

Is our longer term strategy focused on expanding our geographic footprint? If so, what is this strategy based on and do we 

understand enough about the clients in this area? 

Organisation Response What are our Risks and Opportunities in 

the next 3 years
What impact will individualised funding have on our business and the way our services are costed, priced and funded? 

What changes do we need to make?

What are our main sources of revenue? 

What proportion of our revenue is based on Government funding? 

What proportion of our revenue is based on donations?

What proportion of our revenue is based on fund raising activities? 

Does our organisation have a robust understanding of the cost to deliver each service?

What service is the most financially sustainable for our organisation? 

Are there other sources of program funding (non disability related) that support the delivery of our disability services? 

Do we have an understanding of our short, medium and long term cash flow requirements? 

What are our current and future capital requirements?

Do we effectively manage our assets to ensure we are maximising their useful life? 
How are our expenses trending and how have we managed revenue to meet expenses? 

What strategies do we have in place to manage the transition from program funding to individual and portable funding in 2014/15? 

How do we determine a reasonable price for our services?

Organisation Response

What are our Risks and Opportunities in 

the next 3 years

3. Clients & Market Focus 

4. Financial Sustainability 

5. People & Capability 

11



Strategic Guidance Questions 

How will we attract, recruit and retain staff with the right skills and capabilities to support the changing needs of our clients 

and our business?

How does our strategy as an organisation align with the people and skills we have within our teams?

Do we have the right skills within the organisation to fulfil the required functions?

What are our key gaps? 

How do we currently address identified skill gaps? 

How do we communicate our strategy and vision with our people?  

Does our organisation have a workforce strategy that identifies our current and future workforce needs? 

What is our value proposition as an employer? 

How do we become an employer of choice? 

How do we attract people to our organisation? i.e. recruitment agencies, market campaigns and advertising

Do we have the right structures, systems, processes and tools in place that support personalised approaches and performance 

management and planning for our people? 

What learning and development programs do we offer our people and how do these align with our workforce strategy? 

Is our performance review and management process clear and communicated to our people? 

How do we measure and communicate performance? 

What professional development opportunities do we provide? 

What is the optimum employment arrangement for our organisation, to minimise risk, ensure continuity and quality of services and 

meet our functional requirements?

Organisation Response

What are our Risks and Opportunities in 

the next 3 years

Do we have the right systems in place to respond to the reforms? How will our systems support the necessary changes to 

our business, clients, operations and finances over the next decade?

What information do we collect? 

How do we collect it? 

Is there a clear linkage between the information and data we collect, and our strategy? 

Is the information and data we collect used to make decisions? 

Is the information and data we collect used to measure our performance? 

What is our data and information telling us about our client group? 

Does the information we collect enable us to provide a better service to our clients? 

What data or information do we need that we don’t currently collect? 

What are our future data and information requirements? 

What information do we need to successfully run the organisation? 

Do our systems support our information and knowledge management needs? 

How do we currently ensure the integrity of our data? 

How do we currently share information across the organisation? 

How is our knowledge stored? 

Is our knowledge backed up in the event of an emergency?

What strategies do we have in place that ensure the confidentiality and security of our knowledge and data? 

Organisation Response

What are our Risks and Opportunities in 

the next 3 years

6. Information & Knowledge Management 

7. Quality, Measurement & Improvement 
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Strategic Guidance Questions 

Who are our stakeholder groups?  

What are the reporting requirements of our Board and other key decision makers? 

Is our success linked to the objectives of the people we serve?

How do we currently measure our performance? 

Do we have an over-arching set of key performance indicators that are tracked, measured and reported on? 

Do our key performance indicators cover a balanced scorecard approach - consider quadrant areas such as: 

     1. Client Outcomes/Service Delivery

     2. Financial

     3. Internal Efficiency

     4. Learning and Growth  

How does our performance compare with other NGOs providing similar services? 

Are our end-to-end processes understood, documented and regularly reviewed?  

How do our processes identify and explore innovation? 

How do we measure quality in the services we deliver? 

What processes do we have in place to link our performance measurement with improvement initiatives?

How do we measure and report progress to people with a disability who purchase services?

How do we ensure that our services are following best practice?

Do we have the right systems, processes and people in place to maintain and improve our quality and competitiveness? How will we know when we are doing well, or at risk?
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Criteria  1 2 3 4 5 Evidence
Current 

State 3 months 6 months 12 months 24 months

1

Strategic Plan: A Strategic Plan, covering a 

3-5 year period, is published and 

communicates the NGO's purpose, vision, 

goals and objectives. The Strategic Plan 

articulates objectives for organisational 

success. 

There is no Strategic 

Plan.

Strategic Plan exists but is not well 

developed/communicated, or the 

organisation's goals, objectives, 

vision do not appear to be linked to 

core activities or resource 

allocation.

A Strategic Plan has been 

developed and communicates the 

organisation's goals, objectives, 

vision across a 3-5 year period. 

 A Strategic Plan has been 

developed and communicates the 

organisation's goals, objectives, 

vision across the 3-5 year period 

and is clearly linked to activity and 

resource allocation.

The Strategic Plan is in place, there 

are clear links between goals 

activities and there is a process in 

place to monitor progress against 

goals  and refresh the plan on a 3-5 

year cycle.

2

Purpose, Vision, Mission: The NGO's 

purpose, vision, goals and objectives are 

communicated outwardly.

There are limited or no 

documents that set out 

the goals or objectives of 

the organisation. These 

documents are not 

publicly available.

Some documentation exists but 

this is not incorporated into overall 

client documentation and/or 

submissions.  

Marketing material presents vision, 

goals and objectives. However 

there is no documented link to 

activities and service offerings.

The organisation's vision and goals 

are demonstrably linked to the 

services provided and documented 

in published materials. The 

articulated goals are SMART goals 

and anticipate changes in the 

sector.

There is a clearly defined publicly 

available vision for the organisation 

which is demonstrated through its 

service offerings. Clients are aware 

of the vision of the organisation. 

The organisational vision informs 

the overall strategy and activity and 

performance against SMART goals 

are monitored. Goals are reviewed 

in line with performance against 

targets and milestones and 

achievements reported publicly.

3

Identifcation of Sector Trends: The 

Strategic Plan identifies and addresses likely 

trends that will be occurring within the sector 

over the next 12 months - 3 years, including: 

- Move to individualised funding

- Launch of the NDIS

There is no Strategic 

Plan.

There is limited evidence of 

forward planning. Current 

processes, systems and 

information does not provide 

capability for forecasting likely 

impacts. The organisation is 

focussed on business as usual.

The organisation has completed 

an impact assessment and 

considered activity and resources 

required to maintain current 

service offerings or to offer 

changed services. A risk register 

has been compiled and mitigation 

strategies are under development. 

Available performance data has 

been used to develop annual 

forecasts over the period of the 

plan. Strategic decision-making 

regarding future expenditure, 

business development and service 

offerings has considered likely 

impact of sector reforms.

Strategies for mitigating risk, 

managing service offerings and 

ensuring adequate cash flow have 

been developed and are being put 

in place. Monitoring regimes have 

been put in place to ensure 

business continuity and there is a 

transition plan to implement any 

organisational and service changes 

that have been agreed.

4

Contingency Planning:The Strategic Plan 

documents the organisations' core service 

offerings. The core service offerings are 

supported by clear descriptions linked to 

personal plans of models of service. There is 

a clear linkage between the sector reform 

and choice of core service offerings. 

Service offerings are not 

comprehensively linked 

to organisational strategy.

Limited planning with regard to 

supporting existing service offering 

beyond resource allocation exists. 

Some policies and processes are 

documented which describe 

models of service but these have 

limited connection to any client 

plans/demands.

The organisation has undertaken a 

SWOT analysis for each of its 

services and has a 3-5 year 

resource and demand forecast. 

Activities and resource allocation is 

identified in the Business Plan and 

the service offerings for the next 5 

years are mapped to the strategic 

goals of the organisation.

Organisational planning has 

considered opportunities and risks 

in relation to its service offerings 

and has developed scenarios to test 

possible alternatives.

There is a 5 year plan documenting 

service offerings taking into 

account, resourcing, system and 

process support requirements and 

the potential impact of funding 

variations.

5

Contingency Planning: The Strategic Plan 

includes contingency and predictive planning 

that allows the NGO to be agile and adjust its 

strategic direction by predicting change, 

managing uncertainty and responding rapidly 

to the external environment 

There is no Strategic 

Plan.

There is limited evidence of 

forward planning. Current 

processes, systems and 

information does not provide 

capability for forecasting likely 

impacts. The organisation is 

focussed on business as usual.

Current data has been analysed 

and impact on service offerings 

and overall business operation has 

been assessed. Tools, such as 

SWOT analysis and scenario 

modelling, have been used to 

develop goals, actions and 

milestones to inform a Strategic 

Plan.

There is a Strategic Plan under 

development which sets out 

proposed activity linked to goals 

and objectives. Key milestones 

have been identified in relation to 

overarching goals and these are 

supported by a monitoring 

framework.

There is a Strategic Plan in place 

which takes into account known 

and anticipated changes to the 

sector and includes contingency 

strategies to protect the 

organisation. Targets have been 

set and review and monitoring 

mechanisms are in place. Review 

and decision-making disciplines are 

in place with regard to progress 

against the plan and tolerance 

ranges have been established as 

part of a performance milestone 

regime.

Rating Level Indicators

1. Strategy
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Criteria  1 2 3 4 5 Evidence
Current 

State 3 months 6 months 12 months 24 months

Rating Level Indicators

1. Strategy

6

Business Planning: A Business Plan exists 

that supports the 3-5 year Strategic Plan 

(built on a 12-monthly rolling cycle) and 

anticipates sector reforms, targeting activity 

for improved competitiveness and alternate 

funding arrangements.

No Business Plan exists. Activity is not consistently linked to 

the Strategic Plan. There are no 

milestones in place  and no 

defined forward goals for part or all 

of the business operations. There 

is limited activity focussed on 

addressing the impact of sector 

reforms.

12 month financial forecast exist 

for each of the forward years of the 

Strategic Plan that is linked to 

development priorities identified. 

Asset and resource strategies are 

in place, including as appropriate 

recruitment and replacement of 

staff.

There is a detailed Business Plan, 

informed by a SWOT analysis, 

identified risks for each work stream 

and mitigation strategies embedded 

in the forward work plan.

There is a detailed Business Plan 

which responds to the current 

transition of the sector and 

identifies opportunities for future 

growth and change beyond the next 

five years. 

7

Operational Plan: The Strategic Plan 

includes Business Plans such as marketing, 

people, communication, financial, ICT and 

asset management plans, with specific 

projects to ready the organisation for sector 

reforms. 

Limited or no operational 

planning. Limited or no 

documentation regarding 

assets and asset 

replacement. Limited or 

no marketing and 

communication materials 

or tools

Basic asset documentation exists. 

There is ad hoc activity with regard 

to marketing and communication 

and short term planning with 

regard to workforce and client 

management during and post 

sector reforms.

There are operational plans in 

place for some work streams and 

work is in progress to finalise 

planning for the remainder. There 

is a clear understanding of the 

relationship between work streams 

and major milestones for the 

current and future 3-5 year period 

have been identified. Specific 

projects for transition have been 

identified.

There are detailed operational plans 

in place for each work stream, 

linked to short and long term 

strategic goals. These goals inform 

decision-making concerning the 

allocation of resources within each 

work stream. There is an impact 

assessment in place for service 

offerings in relation to prospective 

sector reforms. Future projects 

focus on identified improvements to 

systems and processes to support 

current and new service offerings.

Resource planning including 

workforce, systems and assets 

takes into account potential funding 

changes and alternative revenue 

sources. There is a demonstrated 

link between operations planning 

and the organisational vision. A 

process for evaluation and review is 

embedded in the forecast work 

streams. There is a stream of 

projects as part of a forward 

program of continuous 

improvement.

8

Planning Process: The Business Planning 

process involves all levels of the organisation 

and prioritises preparedness for sector 

reforms.

There is limited or no 

planning.

Limited planning and consultation 

takes place in some work streams. 

There is limited accountability for 

planning included in position 

descriptions. There is limited 

awareness of sector reforms or 

their potential impact within the 

organisation.

There is a process in place to seek 

input from work stream leaders 

and some participants on an ad 

hoc basis. There is limited 

dissemination of the draft or final 

plan beyond the Executive and no 

links are made between the plan 

and reporting requirements. Staff 

and people with a disability have 

only limited engagement in 

considering the impact of sector 

reforms on the organisation and its 

service delivery.

A broad spectrum of staff and 

people with a disability or 

participants engaged in the 

planning process both formally and 

informally. The Business Plan and 

Strategic Plan are widely 

disseminated throughout the 

organisation and there is a clear 

linkage between milestones in the 

plans and performance reporting. 

There is a developing sense of what 

the impact of sector reforms may be 

on people with a disability and the 

organisation. Planning is in place to 

define goals and activities to ensure 

a smooth transition.

In addition to staff engagement, 

there is a structured process for 

seeking client feedback to inform 

service offering development. 

Information tools are widely used in 

scenario modelling and options 

development and the planning 

process includes opportunities for 

staff to identify options for service 

and operational innovation and 

improvement. Scenarios have been 

developed for key elements of the 

sector reforms and contingencies 

have been identified in the absense 

of firm decision-making by 

Governments.

9

Performance against plan: The NGO 

Strategic Plan has considered its position in 

the market relative to its competitors, and 

how this positioning will need to change over 

the next 5 years.

The NGO is focussed on 

a business as usual 

approach with limited or 

no planning regarding a 

competitive approach to 

market.

The organisation has commenced 

market research to understand its 

competitors and is building internal 

understanding of the competitive 

value of its service offerings.

The organisation has developed a 

"go to market" strategy for the next 

3 - 5 years, which anticipates the 

sector reforms and what changes 

in the client relationship will result.

The organisation has put in place 

information gathering processes to 

monitor success in the market. This 

information is used to review 

marketing strategies. The 

organisation has processes in place 

to be flexible and responsive to 

client demands during and post the 

transition to individualised funding. 

There is an active market planning 

process, informed by deep and 

continuously refreshed market 

research and benchmarking. There 

is a rolling 5 year plan in place, in 

line with organisational strategy, 

and financial targets.
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Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

1

Board Members: The Board comprises appropriately 

qualified members, with skills sets that are 

appropriate to the new business environment created 

by sector reforms, including the next phase of 

Stronger Together 2. 

Accountabilities for 

Board members are 

clearly articulated 

and understood. 

Election to Board 

positions is based on 

a merit selection 

process, taking into 

account skills and 

experience.

The Board has identified the 

skills it needs to operate in a 

competitive market. Business 

rules, constitution and rules 

of conduct are compliant with 

legislative provisions.

There is a mix of legal 

professional and commercial skills 

represented. The Board is 

structured to maximise the number 

of members and there is a blend 

of skills and experience held by its 

members. Required skills are 

identified and ongoing 

membership is subject to regular 

review and evaluation.

How many Board members have 

undertaken Directors training? Are 

appointments to the role of Director 

for on a fixed term periods,if not 

how do you support and allow for 

rotation through a variety of 

positions on the Board. The Board 

can demonstrate compliance with 

Company Directors provisions?

Regular Board elections are held, 

seeking public nominations from 

suitably qualified persons for a fixed 

term. Desirable qualifications are 

identified and a panel selection 

process is in place. Causal vacancies 

are filled from a preferred list of 

candidates on an merit selection 

basis.

2

Board decision making and oversight: There is a 

process in place whereby the Board has oversight 

over key decisions, and is provided with sufficient 

information to analyse and assess risk, and ensure 

alignment with its strategy. This strategy responds to 

sector reforms and ensures organisational 

sustainability beyond the next phase of Stronger 

Together 2.

Ad hoc reporting 

takes place.

A process in place for 

Executive staff to attend 

Board meetings documenting 

what reports are to be 

provided. Reports are 

minuted (inclusive of in 

camera materials). 

Documents, reports and 

minutes are available.

There is an agreed format for 

regular reporting on key aspects of 

organisational performance 

anticipating the person-centred 

approaches delivery model as 

embedded within Stronger 

Together 2. Executive positions 

have direct accountability to the 

Board for the provision of accurate 

and timely information. 

In addition to contemporary 

performance reporting the 

Executive is accountable for the 

provision of detailed information on 

request, and for the preparation of 

analysis including trend and 

forecast reports. These trend 

reports anticipate market changes 

and assess likely impact on the 

business.

Strategic Planning at the Board level 

is informed by detailed performance 

and management reporting. 

Operations decision-making is 

demonstrably aligned to the 

organisation's strategic goals and 

forward strategy development is 

informed by performance reporting.

3

Organisation decision making: Key decisions are 

documented and there is a high level of transparency 

throughout the decision making process. The Board 

understands that its decision-making will reflect a 

different environment, in which clients may directly 

determine funding on an individual basis.  

There are limited 

minutes for board 

meetings and key 

decisions are not 

consistently 

documented. There 

is limited 

documentation of 

delegations.

There is no formal or 

consistent process for 

reviewing the exercise of 

delegations.

Organisational delegations include 

board level review and decision-

making. There is a documented 

process for delegations and 

review to take place out of session 

if required. The delegations that 

are in place reflect changed client 

relationships and funding 

arrangements and are linked to a 

risk management framework.

There is a standard form of record 

used for documenting decisions. Is 

there a system in place that 

ensures decision-making by the 

Executive and Board is updated 

and reported against? Delegations 

are aligned with the organsiations 

risk management framework. There 

is evidence that the Board frames 

its decisions in the context of the 

impact of sector reforms on day to 

day business and on long term 

sustainability.

Decision-making in key areas of 

organisational function is not actioned 

without documentation. The 

Information sources used to inform 

decisions are identified. The Board 

considers external influences and 

change impact in its decision-making 

and considers the medium and long 

term strategic impact of current 

operational decision-making.

4

Policies and Procedures: The NGO has clearly 

defined policies and procedures that give guidance to 

employees, including any  change impacts arising 

from the reforms.

There is limited 

documentation 

regarding policies 

and procedures. 

There has been little 

or no assessment of 

the impact of reforms 

on existing policies 

or procedures.

Policies and procedures are 

partially documented but not 

widely disseminated. There is 

limited evidence that 

compliance is monitored 

currently. There is limited 

evidence of a process in 

place to update any impacted 

policies or procedures within 

the transition timeframe.

Policies and procedures are 

documented and available to staff. 

These are linked to service 

offerings and organisational 

functions and are comprehensive. 

They include performance targets 

and measures. Policies and 

procedures have been assessed 

for any changes in the light of 

reforms and reporting and 

performance criteria have been 

adjusted accordingly.

There are strict version control 

provisions in place with regard to 

documentation and when policies 

and procedures are updated staff 

are appropriately advised. Staff are 

aware of proposed changes arising 

from the reforms and where 

necessary there has been training 

with regard to the impact on 

business.

There are regular audits and 

compliance checks which indicate a 

high level of understanding of and 

adherence to policies and procedures. 

Polices and procedures are subject to 

regular review and there are targets 

set relating to continuous 

improvement of the procedures 

themselves. Staff have a high degree 

of awareness of policies and 

procedures and any updates.

5

Risk Management: The NGO has developed and 

implemented a Risk Management Framework which 

includes a risk assessment of planned sector reforms 

and the strategies the NGO will implement to mitigate 

and manage these risks.

There is limited 

documentation 

concerning financial, 

system, asset  or 

operational risk.

There is a risk register in 

place, inclusive of risks 

associated with the sector 

reforms.

A comprehensive organisational 

risk register is maintained and 

reported on. Mitigation strategies 

are in place for identified risks. 

This is linked to a Business 

Continuity Plan (BCP).

Monitoring and analysis of the risk 

register informs performance 

reporting and decision-making. 

Mitigation strategies for major risks 

are in place. The register covers all 

aspects of the business and is 

maintained and used as a 

contemporary business 

management tool.

The risk register is used as an 

information input for identifying 

opportunities and to plan future 

strategic initiatives, and to undertake 

scenario modelling. Moderate and 

major risks have controls in place and 

are cascaded as activity areas into the 

BCP.

2. Governance
Rating Level Indicators
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Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

2. Governance
Rating Level Indicators

6

Disclosure of information: The NGO has 

appropriate arrangements for the protection and 

disclosure of information and mechanisms in place to 

monitor compliance. The organisation has assessed 

whether any of its current arrangements will be 

impacted by the introduction of individualised funding 

and has made necessary changes.

There are no 

documented policies 

and procedures in 

place to ensure the 

protection of 

information.

There is an organisational 

process for protecting 

information. Access protocols 

are in place and where 

statistical reports are 

prepared all information is de-

identified. An impact 

assessment has been carried 

out to ensure current 

arrangements will remain 

appropriate in a changed 

funding environment.

There is an audit process in place 

to ensure compliance with 

legislative requirements. 

Compliance is reported internally 

and there is personal 

accountability for securing 

information.

Systems and processes are 

identified and business 

development targets are in place to 

improve information management 

and compliance with legislative 

standards. The organisations policy 

and goals with regard to information 

management and privacy are 

publicly available and reported 

against.

The organisation has secure and 

protective systems and a rigorous 

compliance audit system in place. 

There are personal accountabilities 

for information, protection and 

management included in position 

descriptions and there are 

organisational strategies focussed on 

continuous improvement with regard 

to information security. Information 

security is comprehensively 

documented within the BCP. Any 

information used to inform trend 

analysis within the organisation is 

managed appropriately and systems 

allow for automated de-identification 

of information to be used for statistical 

purposes.

7

Roles and Respnsibilities: There are defined roles 

and responsibilities, processes and mechanisms in 

place to support active engagement with client 

groups and the community throughout the transition 

to new sector arrangements and to embed client 

engagement into its business strategies post sector 

reforms. 

There is limited or no 

informal or formal 

client consultation.

There is some ad hoc client 

consultation and there are 

feedback processes. There is 

a documented complaints 

and incident reporting 

process.

There is a formal process to seek 

client feedback via survey or 

group consultation. There are 

additional processes to seek 

community feedback. 

A variety of consultation processes 

are in place.  Information from 

formal and informal consultation, 

unsolicited feedback or complaints 

processes is reviewed. There are 

processes in place to close the loop 

on incident reporting and 

complaints, in line with agreed 

performance targets. Information 

gathered from all sources informs 

service planning, design and 

improvement.

There is a focus on building and 

maintaining client relationships as part 

of core business. Personal 

accountabilities are in place with 

regard to engaging clients and the 

community. There are accountabilities 

in place across the organisation with 

regard to complaints and incident 

management and reporting against 

agreed targets takes place as part of 

a quality performance review.
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Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

1

Client Information: The NGO has a good 

understanding of their client base, client needs and 

geographic location. The organisation is focussed on 

person-centred approaches and this is evident in its 

service offerings and approach to the market.

There is information on clients 

by location and current service, 

including potential demand.

Existing client information has 

been reviewed. There is a 

detailed map of current services 

by location and a gap analysis is 

underway or planned to identify 

potential new offerings. The 

organisation has identified the 

ways in which person-centred 

practices will assist it to be 

competitive in the market.

The organisation has reviewed 

its current client information and 

identified potential service 

offerings or additional client 

groups. It has identified 

community activities and 

resources that may support or 

assist its operation. Client 

knowledge is used to develop 

and approach the market and to 

differentiate the organisation 

from its competitors.

There is regular, accurate 

reporting on the client base used 

by the organisation for strategic 

and Business Planning. The 

organisation is building relevant 

relationships with community 

groups and other providers, to 

enhance both its services and 

its competitiveness.

The Strategic Plan for the 

organisation and related 

Business Plan reflect deep 

knowledge of the existing client 

base and potential for growth or 

change in its service offerings 

and locations. It is using client 

information to make resourcing 

decisions, identify service 

improvements and improve 

sustainability and 

competitiveness. 

2

Impact Statements: The NGO understands how the 

reforms will impact their client base and change their 

future mix, type and client volume, including where 

relevant, its offerings to specific client groups.

The organisation has sourced 

relevant information and 

materials to assist in 

communicating to and 

supporting clients.

The organisation has prepared 

impact statements for internal 

use, which provide a high level 

review of how current service 

delivery will change.

The organisation has identified 

specific client information needs 

and its own information needs 

and is actively sourcing 

materials to enable it to respond 

when information becomes 

available. It has systems in 

place to enable it to meet 

program reporting requirements 

linked to grants and other 

funding opportunities. 

The organisation is proactively 

communicating with clients 

regarding sector changes and 

seeking information and 

community partners to assist 

clients. It has identified 

opportunities for additional 

funding sources to support the 

specific needs of groups to 

which it offers services and has 

a strategy for competing for 

these funds.

The organisation uses its 

information systems, client 

understanding and relationships 

in the community to optimise 

support for clients. Front line 

staff have access to resources 

and support to  provide relevant 

information and continuous 

quality service. There is a 

strategy for competing for other 

funding sources as well as client 

funded services.

3

Communication reagding organisational strategy: 

The NGO communicates effectively with clients, 

including communications regarding sector changes 

and what this will mean for clients and their 

approachesrs in the future.

There is limited or no 

communication planning in 

place. Queries are responded 

to but there is no current 

proactive communication to 

existing clients.

The organisation has defined 

key messages regarding its own 

organisation and has sourced 

relevant material to assist clients 

understand and embrace sector 

reforms.

The organisation has prepared 

basic communications for its 

clients on the sector changes as 

part of a progressive campaign 

to communicate the potential 

impact on service provision and 

relationships.

The organisation has positioned 

itself with existing clients as an 

advocate and an information 

source. The organisation is 

using communication regarding 

the sector changes as an 

opportunity to strengthen 

existing client relationships and 

identify new ones.

There is a comprehensive and 

structured campaign, aligned 

with organisational strategy, that 

will be rolled out over the life of 

the organisation's Strategic 

Plan.

4

Client goals and aspirations: The NGO has defined 

how it will differentiate itself from its competitors to 

retain and attract clients. As part of the organisation's 

commitment to person-centred approaches, there is a 

focus on client outcomes and performance measures 

in place to track these.

There is limited planning with 

regard to key messages or 

service offerings that might 

reasonably define the 

organisation and can be 

monitored and promulgated.

The organisation has 

undertaken a performance 

review and defined its service 

offerings and quality targets. 

Other key elements of 

differentiation have been 

identified and included in 

organisational strategic and 

Business Planning.

There is a go to market strategy 

under development that will 

build the profile of the 

organisation over the next 3-5 

years in relation to its core 

service offering. This strategy is 

a key element of the 

organisation's Strategic Plan 

and is to be supported by a 

performance reporting 

framework.

Performance reporting informs 

the development of key 

messages appropriate to the 

organisation's performance, 

service offering and how it 

wishes to present itself to the 

community and clients. 

Key messages are reviewed as 

part of Strategic Planning and 

informed by quality performance 

information and benchmarking 

of services.

5

Client Retention and attraction:  The NGO has 

clearly defined how it will build and maintain 

relationships with clients and has a clearly defined 

strategy to promote itself to potential new clients. 

There is limited or no 

communication planning in 

place. Queries are responded 

to but there is no current 

proactive communication to 

existing clients.

There is communication 

planning in place regarding 

basic information required for 

existing clients and outreach 

programs under development to 

attract new clients.

There are KPIs for client 

consultation set as part of 

monitoring performance. There 

is accountability for relationship 

growth and management within 

the organisation, documented in 

role descriptions and 

performance agreements. 

There is a forward strategy for 

client relationships aligned with 

the overall Strategic Plan, based 

on improving existing 

relationships and building new 

ones.

Person-centred approaches is at 

the centre of the organisation's 

operations and communication 

with clients is focussed on 

demonstrating and improving 

quality outcomes for clients.

6

Satisfaction and client feedback: As part of its 

formal commitment to person-centred approaches, 

client satisfaction and feedback is used to  improve 

services.

There is no formal or informal 

process to seek feedback. 

However, there may be a 

complaints process accessible 

by clients. There is an incident 

reporting process in place.

Client feedback is solicited in an 

ad hoc way. There is limited 

analysis of complaints.

There is a formal process for 

collecting feedback and 

assessing client satisfaction. 

Complaints processes are well 

documented and personal 

accountabilities for managing 

incidents and complaints are in 

place. 

There is a regular program of 

client surveys and feedback 

sourcing as part of the strategy.

There is a comprehensive 

quality improvement program in 

place and client feedback is 

sought as part of monitoring 

achievements against targets. 

3. Clients and Market Focus
Rating Level Indicators 
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Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

1

Delivery costs: The NGO understands the 

actual cost to deliver each service provided 

and how this cost compares to industry 

benchmarks.

All activity is counted and costed 

according to internal 

protocols/methodology. This 

methodology is documented and 

consistently applied.

Direct and indirect costs are 

recorded on a per service 

offering basis, per client. Costing 

information informs pricing of 

services. Variations in cost of 

service per client are monitored.

There is a pricing methodology 

under development, which is 

reflective of cost to deliver and 

ensures the sustainability of 

the organisation. There is an 

evidence-based unit costing 

process in place.

Asset strategies are prioritised 

according to capacity to generate 

income and ensure quality of 

service offering. Unit costing 

forms the basis of pricing for 

services.

Systems are in place to ensure 

accurate costing information can 

be collected and utilised in 

modelling pricing scenarios and 

their potential impact on the 

business. There is continous 

analysis of unit costing to drive 

improvement.

2

Capability systems ans support processes: 

The NGO has the right level of capability, 

systems and supporting processes and 

procedures across its core financial 

management functions. These are scalable 

and sustainable.

A current Delegation of Financial 

Authority exists. Procedures 

relating to the general ledger and 

accounts payable are 

documented.

Descriptions of roles and 

responsibilities have been 

developed and include an 

assessment of necessary skills 

and experience to undertake 

assigned tasks.Scalable systems 

are under development.

 A risk assessment has been 

conducted on the main risks 

which face the organisation 

and controls are in place to 

mitigate and monitor those 

risks. There is a 

comprehensive and 

continuously maintained risk 

register. The organisation is 

capable of meeting external 

financial reporting 

requirements through 

automated, not manual, 

reports.

Systems provide for the accurate 

collection and reporting of 

financial data. There are systems 

in place to improve productivity 

and expedite processing tasks. 

System accuracy, reliability and 

functionality are regularly 

reviewed to ensure they are fit for 

purpose. Specifications for 

systems include necessary fraud 

protections and capacity 

improvement. Systems allow for 

automated reporting to be 

extracted against agreed 

indicators.

There is an ongoing goal of 

continuous improvement in the 

delivery of robust financial 

management and decision-

making. Financial performance 

and team capability are subject to 

regular review. There are 

development plans in place to 

ensure that systems and 

capability continue to keep pace 

with organisational need. 

Systems are in place that are 

scalable and sustainable, and 

take account of different levels of 

staff capability to use and 

understand.

3

Systems processes and controls: The NGO 

has the necessary systems, processes, people 

and controls in place to invoice individual 

clients for the services they receive in an 

accessible format.

The organisation has no capacity  

to invoice or collect revenue on 

an individual basis.

The organisation is able to track 

individual services and apportion 

cost. There are some protocols 

and manual systems in place to 

allow for some services to be 

costed and charged.

Billing and tracking systems 

are in place that allow for 

individual invoicing. Policies 

and protocols are in place to 

support the invoicing function. 

Where appropriate external 

tracking systems are 

leveraged.

Automated billing and tracking 

systems are in place and are 

integrated into general financial 

reporting and management 

systems. Information is used to 

inform cash flow forecasts. The 

organisation monitors the cost of 

leveraging external systems and 

has a strategy to ensure such 

arrangements are sustainable or 

contingency plans are under 

development.

There is a robust audit program 

in place to ensure the 

sustainability, accuracy, 

timeliness and efficiency of the 

billing and revenue tracking 

systems and processes. There is 

a demonstrated high level of 

satisfaction of clients with regard 

to the accuracy of billing 

information and ease of payment; 

the billing system provides 

accurate information used for 

review of services and for 

Business Planning.

4

Cash flow implications: The NGO has 

considered the cash flow implications of 

moving to individualised funding and the 

impact this will have on its working capital 

requirements.

The organisation has limited or 

no cash flow management 

processes in place beyond the 

life of current grant allocations.

Systems to track revenue derived  

from individual invoicing are in 

place or under development and 

are linked to systems to manage 

working capital.

There is an integrated financial 

management system in place 

inclusive of cash flow 

management and reporting. 

The system allows for the 

development of accurate 

forecasting of monthly and 

quarterly accounts.

There is a transition plan in place 

to ensure the organisations 

working capital requirements and 

any outstanding liabilities can be 

met over the next 3-5 years.

There is a 3-5 year strategy 

under development or in place for 

the organisation's working capital 

requirements, inclusive of 

contingency planning for 

transition and beyond. Cash flow 

forecasts are based on accurate 

reporting of actual expenditure. 

There is a plan in place to cover 

outstanding liabilities over the 

forward period.

4. Financial Sustainability

Rating Level Indicators
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Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

4. Financial Sustainability

Rating Level Indicators

5

Pricing stratgy: The NGO has a robust 

process in place to review its pricing and 

measure the profitability and ongoing financial 

viability of its different and proposed service 

offerings.

There are limited or no processes 

in place for pricing.

There are some systems in place 

to allow for information to be 

gathered and used to develop a 

pricing strategy.

A pricing strategy exists, which 

takes into account actual cost 

data. New offerings are 

developed informed by review 

of current cost and market 

pricing. 

The organisation has undertaken 

a cost benefit analysis of each of 

its service offerings. Pricing has 

been determined with reference 

to the market and cost of service. 

Risks in relation to the 

implementation and delivery of 

service has been included in the 

risk register.

There are monitoring processes 

in place across the financial 

system to allow tracking of cost 

and return against individual 

offerings. Scenario modelling 

based on actual cost data informs 

the development of a business 

case process for each proposed 

service offerings.

6

Financial management procesess:  The 

NGO has embedded financial management 

processes and accountabilities including 

budgeting, management reporting and 

forecasting. 

The following systems, policies 

and procedures exist to support 

the management of financial 

resources of the organisation.  

These include: a)  A revenue 

management system;   b)  An 

expense management system;   

c)  An asset management 

system;   d)  A cash management 

system;   e)  A liability 

management system;   f)  A 

financial information 

management system;   g)  A risk 

management system;   h)  A 

counter fraud policy.

All systems and procedures are 

subject to regular internal and 

external audits. 

All systems have an agreed 

reporting framework embedded 

within operations. The Board 

receives timely and accurate 

reports regarding financial 

management. A 3-5 year 

financial plan has been 

developed.

Financial management and 

decision-making is linked to 

overall organisational strategy. 

Balanced decision-making exists, 

with service and resource 

priorities identified taking into 

account financial management 

priorities. The annual budget is 

assessed and reforecast on a 

timely basis based on the 

anticipated demand / activity (i.e. 

ability to build budget scenarios). 

Financial Control Program audits 

have shown sound processes 

and where exceptions have been 

identified that they have been 

resolved on a timely basis. 

Evidence to support the 

mechanisms and framework for 

monitoring fraud, with no major 

instance of fraud in the last 12 

months. 

7

Budget:Those responsible for managing 

budgets have the right capability and access to 

the appropriate information. 

Staff are aware of financial 

delegations and have 

demonstrated skills and 

experience in budget 

management. Roles and 

responsibilities are documented.

There is management reporting 

with regard to performance 

against allocated budget. Budget 

planning is informed by actual 

expenditure. Accountability exists 

for financial performance across 

the organisation.

There is accurate and timely 

internal reporting of cost 

(including workforce related 

cost). There are accurate asset 

registers.

Financial targets are met. 

Variation reports are presented to 

the Board where variation occurs. 

A business case proposal and 

approval process is in place. Key 

performance and financial 

reporting indicators are linked 

and information from financial 

and quality reports are used in 

conjunction to prioritise activity 

and expenditure within the 

direction set by the organisation 

strategic and Business Plans.
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Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

1

 Resources: The organisation has adequate people 

resources to provide services and undertake 

necessary functions.

Staff are engaged in an ad hoc 

arrangement and undertake 

tasks on an immediate needs 

basis.

Staff undertake duties as 

required. There are limited 

position descriptions and the 

link between what staff do and 

meeting the objectives 

described in meeting individual 

plans is limited.

Resourcing needs are identified 

and there is a plan in place to 

develop or source necessary 

skills.

There is a skill based merit 

selection process in place and 

position descriptions document 

accountabilities and 

performance targets.

There is a workforce plan in 

place aligned to the overall 

business strategy.

2

Roles and responsilitities: There are people and 

skills within the organisation able to support delivery 

of the organisational strategy. 

Staff are unclear about roles 

and responsibilities. There is no 

clear link between tasks 

performed and organisational 

objectives.

Roles and responsibilities have 

been clearly defined.

Performance targets are linked 

to organisational goals. 

Organisational strategy is 

communicated to staff.

Skills requirements are 

identified for each strategy. 

Skills gaps within the existing 

workforce are identified.

Organisational strategy includes 

planning to develop or source 

needed skills. Position 

descriptions are reviewed and 

refreshed in line with the 

organisational strategy.

3
Leadership: There is a leadership team in place with 

skills  to direct the operation of the business.

Leadership roles  may not be 

clearly defined. There is no link 

between the roles and the skills 

requirements to fulfil the role.

There are delegations linked to 

roles and responsibilities and 

clear reporting lines in place or  

underway. Roles have been 

scoped to identify the required 

skills and a merit based solution 

is in place. 

Leadership roles are clearly 

defined and there is a team in 

place. 

The leadership team 

demonstrates capability to 

perform tasks assigned by the 

Executive and fulfil their roles 

as agreed. Performance goals 

for the leadership team are in 

place and aligned with the 

business objectives. KPIs are 

defined for leadership roles. 

There is reporting to the Board 

and Executive on progress 

against KPIs.

The leadership team 

demonstrates consistent high 

performance and capacity to 

ensure business objectives are 

met or exceeded. Positive 

outcomes for the organisation 

can be demonstrated in all 

categories. 

4

Recruiment: There are processes in place to ensure 

recruitment, retention and redeployment as required 

within the organisation. There are processes in place 

to support people with disabilities to participate in 

recruiting and selecting staff.

There are no documented 

processes in place.

Documented processes are in 

place. Recruitment takes place 

on an as needs basis. Terms 

and conditions of employment 

are ad hoc.

There is a merit based 

documented recruitment 

process in place, aligned with 

business objectives. Terms and 

conditions of employment are 

linked to relevant awards 

structure or negotiated in a 

standard form of contract.

Recruitment is planned in line 

with the medium and long term 

organisational strategy. 

Standard forms of contract are 

used as appropriate with terms 

and conditions negotiated to 

allow for performance based 

recognition. 

Recruitment is aligned to the 

organisational strategy and an 

overall workforce plan and 

succession planning is in place. 

Flexible employment offerings 

are available according to 

business need and employment 

contracts are reviewed and 

renewed on an agreed basis.

5

Performance framework: There is a performance 

management framework in place, linked to the 

organisational objectives. This reflects agreed 

attitude and values. 

There is no performance 

management framework in 

place.

Workplace policies, procedures 

and protocols are documented 

and clearly communicated to 

staff. Staff demonstrate 

awareness of standards of 

conduct required.

Performance targets are in 

place for each position.

 Performance KPIs are linked to 

retention and/or remuneration 

levels. There is a process for 

reviewing performance with 

staff. Learning and 

development plans are in place.

Staff performance targets are 

clearly linked to organisational 

objectives. Individual 

development plans are aligned 

to the organisational strategy. 

Performance goals and targets 

are set, monitored and 

achievement acknowledged. 

6
Training and learning: There is an active training 

and learning framework. 

There are no staff development 

plans.

Staff have identified some 

professional training 

requirements but there is no 

organisational support to 

undertake these.

There is a policy in place with 

regard to supporting 

professional development.

There is a structured program 

of access to internal and 

external training opportunities 

aligned with the business 

objectives.

Staff have development plans in 

place, with training and 

development goals as part of 

their performance management. 

Skills capability within the 

organisation are monitored and 

taken into account in strategic 

planning.

5. People and Capability
Rating Level Indicators 
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Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

5. People and Capability
Rating Level Indicators 

7

People management: People management: There 

are systems in place to support effective people 

management.

There are basic or manual 

systems to manage mandatory 

requirements for payroll and 

superannuation.

There are systems in place 

which allow management of 

staff status re accreditation and 

training in addition to 

entitlement management. 

Payroll systems are linked to 

rosters and feed into financial 

forecasting.  

In addition to management 

systems, there is regular 

reporting to the Board/Executive 

in place regarding retention and 

recruitment, workplace health 

and safety and people 

performance.

Systems are regularly audited 

and meet audit requirements. 

Staff cost information is used in 

pricing and overall Strategic 

Planning. Accreditation and 

security requirements are linked 

to personnel and payment 

information.

Comprehensive automated 

systems exist which are 

integrated with financial 

reporting and planning 

processes and systems. 

Information is quickly and easily 

accessible and used to inform 

decision-making. Staff have 

direct access to personal 

information and the 

organisation monitors and 

reports on people management. 

Systems include incident 

reporting (grievances, 

workplace health and safety) 

tracks compliance with 

accreditation, i.e. (CRB) check 

and other key people indicators.

8

Workforce Implications: The organisation has 

assessed the workforce implications of the planned 

sector reforms.  

The organisation has limited or 

no understanding of the impact 

of the reforms on its workforce.  

The organisation has 

commenced a workforce impact 

assessment in line with its 

review of current and proposed 

service offerings.

There is a workforce transition 

plan under development which 

sets out the necessary changes 

to the workforce that will be 

required to align service 

offerings to a competitive 

market. This may include 

recruitment and skills 

development plans. 

Transition planning for the 

organisation has included a 

review of the workforce model 

in place and options for the 

future have been developed. 

The transition plan includes 

cost and skill benchmarking to 

ensure the workforce model is 

sustainable post the 

implementation of funding 

reforms.

A 5 year workforce 

development plan is in place, 

linked to service offerings. 

There is a skills matrix for the 

organisation which is regularly 

reviewed to ensure appropriate 

skills are recruited and retained 

within the organisation. The 

workforce model is documented 

and reviewed as part of the 

Strategic Planning for the 

organisation. 
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Criteria 1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

1
Performance reporting: Performance 

reporting informs decision-making.

Limited information is 

collected concerning 

organisational performance. 

Some client information is 

collected, but this is not 

used to inform planning.

Some performance information is 

collected. There is limited 

information about cost of service. 

The information collected is 

insufficient to accurately inform 

pricing or service offering.

Performance information is 

collected. Information is used to 

inform strategic decisions and 

pricing for services but is used in 

a limited way.

A comprehensive suite of 

performance information is 

collected. Where possible, 

reporting is automated not 

manual and is available in a 

variety of summary reports 

across the organisation. 

Performance information is used 

to inform the development of 

service offerings.

Performance reporting is integrated 

into organisational tasks and 

benchmarking against previous 

performance and external 

comparators takes place. While 

focussed on client outcomes, it 

covers all aspects of organisational 

performance.

2

Performance data rating: Performance 

data is collected across all areas of 

organisational activity. Data is used to 

provide information to people with 

disabilities and their families in a 

meaningful and accessible way.

There is little or no 

performance reporting.

There are systems in place to 

track cost and income, but these 

are not linked to other reporting 

systems. 

The organisation has 

performance KPIs in place and 

there is a system of performance 

reporting to monitor progress 

against targets. Aggregated client 

outcomes information is used in 

marketing.

An integrated suite of reports 

across all aspects of business 

operations is regularly available 

to the Board and Executive. The 

reports are used to inform 

decision-making.

Internal reporting informs external 

and compliance reporting. There are 

processes in place to audit for 

accuracy. External and internal trend 

analysis is undertaken and this 

analysis is used for business 

development.

3
Client information: Client information 

informs service development. 

Limited or no client 

information is kept.

Basic client information is kept. 

Records are predominantly paper-

based and there is limited or no 

capacity to produce summary 

reports except via manual review.

There are systems in place to 

allow for client information to be 

analysed and sorted 

electronically. There is some 

summary reporting of client 

service information.

Client information is 

predominantly held electronically 

and systems allow for client 

information to be analysed to 

identify service requirement 

trends and monitoring for quality.

Regular review of client data takes 

place to monitor for service quality, 

and to identify service gaps and 

opportunities. This review informs 

organisational decision-making and 

strategy.

4

Information systems: Information 

systems are compliant with privacy and 

commercial standards. 

Data, client information, 

transactional information  

and supporting 

documentation is paper 

based and not stored 

securley against damage or 

theft. The organisation does 

not have a records policy or 

process in place and 

confidential information is 

not adequately secured.

There is a mix of electronic and 

paper data and documentation. 

There is limited security and no 

Business Continuity Plan (BCP) 

in place. There are delegations 

for access to information.

There is a basic records 

management framework in place 

and staff are aware of restrictions 

and handling procedures. 

Information is predominantly 

stored electronically; there are 

back up systems and a BCP in 

place.

There are detailed procedures in 

place to ensure consistency in 

the collection and storage of data 

including client information. 

Summary reporting is de-

identified. The BCP has been 

tested to ensure efficacy and 

compliance with records 

management protocols is 

monitored.

Systems and processes have been 

externally reviewed to ensure 

compliance with legislative 

requirements. There are policies and 

protocols in place to ensure 

appropriate data and records 

management, and to ensure client 

access to information as appropriate. 

Compliance to records and data 

management protocols are part of 

performance reporting.

5

Performance information: Performance 

information is shared appropriately across 

the organisation.

There is little or no 

performance reporting.

Some performance information is 

collected. Information is only 

made available on request from 

the Board and Executive.

Performance information is 

collected. Summary reports are 

made available to some staff and 

managers where performance 

issues have emerged.

Performance information is 

summarised and made available 

to relevant staff, in line with their 

roles and responsibilities.

There is regular internal performance 

reporting against organisational KPIs 

made available to all staff. 

Performance reporting is linked to 

personal accountabilities across the 

organisation and staff are actively 

engaged in monitoring and review 

performance data relevant to their 

roles and the organisation as a 

whole.

6

Audit Controls: There is a system of 

audit and other controls in place to ensure 

that data is accurate and secure. 

The organisation does not 

have records/documentation 

policies in place. Records 

are created on an ad hoc 

basis and not checked for 

consistency with other files. 

There are limited or no 

standard procedures for 

authorising expenditure or 

activity.

There are standard processes 

and procedures in place for 

business operation, 

documentation requirements and 

records management. 

Compliance with these 

procedures is checked on an ad 

hoc basis. 

There is a regular process for 

reviewing decision-making with 

regard to expenditure and activity 

authorisation. There are ad hoc 

processes to review record 

keeping. 

There is a regular formal audit 

process to review documentation 

pertaining to expenditure, client 

service and workforce/personnel 

activity. Outcomes of this process 

form part of an agreed business 

review process.

Outcomes of audits and other 

monitoring of compliance informs 

organisational decision-making and 

continuous business improvement. 

Compliance with policies and 

protocols is linked to individual 

performance goals and conditions of 

employment.

6. Information and Knowledge Management
Rating Level Indicators
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Criteria 1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

6. Information and Knowledge Management
Rating Level Indicators

7

ICT Straegy: The NGO has an underlying 

ICT strategy in place and reviews this 

regularly to ensure its ICT systems meet 

future business needs.

There is no ICT strategy. Systems are purchased on an ad 

hoc basis to meet specific needs. 

There is limited or no connection 

between systems. Legacy 

systems are not supported. 

Limited arrangements for back-up 

of systems and information exists 

and the BCP does not allow for 

restoration or replacement of key 

systems in the event of failure.

There is an overarching Strategic 

ICT Plan which includes timely 

review of the efficacy of programs 

and a replacement schedule for 

equipment and software.

A gap analysis has been 

completed identifying ICT needs 

across the organisation. Options 

for additional or replacement 

systems have been identified and 

these are being assessed in the 

light of the organisation's overall 

Strategic Plan. Factors such as 

ease of implementation, cost, 

current and future capacity, 

training, conversion and 

maintenance requirements have 

been taken into account.

There is a comprehensive ICT 

strategy, in which systems are 

reviewed and assessed according to 

a defined set of organisational 

priorities and business operation 

principles. Some of these principles 

might include system security, ease 

of capacity expansion, simplicity of 

use, and reporting capability.

24



Criteria  1 2 3 4 5 Evidence
Current 

State
3 months 6 months 12 months 24 months

1

Key performance indicators: There is an agreed 

set of key performance indicators that are tracked, 

measured and reported on. These indicators are 

linked to a reporting framework that provides people 

with disabilities support in meeting their aspirations 

and goals.

There are no key 

performance indicators 

in place.

Key performance measures have 

been identified. There is some ad 

hoc reporting against some 

measures.

There is regular reporting against 

key aspects of the business's 

operations. 

Performance against agreed 

indicators is regularly reported 

and there is an analysis of trends. 

Performance data is used to build 

forecasts and inform decision-

making and improve practice. 

There is regular performance 

reporting against agreed KPIs for 

all aspects of business operation. 

KPIs are linked to operational 

strategies and regularly reviewed. 

Internal and external 

benchmarking regularly takes 

place. Few or no reports are 

manually generated and data is 

assessed to confirm accuracy.

2

Balanced scorecard approach: Key performance 

indicators cover a balanced scorecard approach 

considering  areas such as: 1. Client 

Outcomes/Service Delivery 2. Financial 3. Internal 

Efficiency 4. Learning and Growth 5. Compliance and 

reporting.

There is no regular 

reporting on key 

business performance 

areas.

There is limited financial 

reporting with no capacity to 

regularly review performance 

across other areas of the 

business. Reporting is a manual 

task.

Regular automated reporting is 

available for key areas of 

business operations. Trend 

analysis is undertaken. Decision-

making is informed by reporting 

outcomes.

There is capacity to link reporting 

across activity streams and 

undertake forecasting and impact 

assessments.

A balanced scorecard reporting 

system is in place and used to 

inform decision-making and 

planning. Key elements of the 

scorecard are externally 

benchmarked and trend analysis 

is regularly prepared.

3
End to end processes: End-to-end processes are 

understood, documented and regularly reviewed.  

There are limited or no 

policies and procedures 

in place and/or limited 

documentation to 

demonstrate and 

support operation and 

performance tracking 

across the business.

Some policies and procedures 

are documented. There is some 

reporting capacity but reports are 

manually produced and on an ad 

hoc basis.

Key positions within the 

organisation have direct 

accountability for documenting 

and maintaining policies and 

processes. There is 

documentation to support 

organisational activity.

There is a regular policy review 

process in place linked to 

maintenance of the BCP. The 

links between work streams are 

understood and compliance with 

policies and procedures is 

regularly monitored.

Decision-makers actively seek to 

benchmark processes and 

develop, trial and implement 

innovation. Where appropriate 

technology is used to improve 

and support processes to 

increase efficiency. 

4

Systems, processes and data: Systems, processes 

and data are used to identify business improvement 

opportunities. 

There is limited 

information collected 

from current systems. 

Information is not used 

to inform decisions 

regarding future 

operations. No 

forecasting or 

benchmarking of 

capacity or performance 

takes place.

Information is captured regarding 

current performance. Systems 

and processes are in place to 

allow for internal reporting on 

trends.

Reporting is an integrated part of 

business activity. Productivity is 

measured in relation to time, cost 

and outcomes (including quality 

standards). Trend analysis is 

undertaken. Reports can be 

system generated and are not 

manually prepared.

Internal data is captured and 

benchmarked against internal 

KPIs and external peer 

comparison. This information is 

used to identify gaps. Information 

is gathered and updated 

regarding potential innovation in 

processes and systems to 

support activities and improve 

quality.

There are specific role based 

accountabilities for business 

improvement. Decisions for 

investment and change 

especially with regard to new 

systems are informed by trend 

analysis and market soundings. 

There is an identified activity 

stream for the Executive and the 

organisation to identify business 

improvement opportunities.

5
Reporting: There is a system and processes in place 

to measure quality.

There is limited 

information that is 

collected from current 

systems.

Basic information is collected but 

there is limited capacity to meet 

current or future compliance 

reporting requirements.

Current and future compliance 

reporting requirements can be 

met through manual reporting. 

These reports are externally 

focussed and not used internally 

to monitor or improve 

performance.

Quality reporting exists and is 

integral to business activity 

reports. Reports are regularly 

prepared to track progress 

against agreed indicators. This 

information is used to meet 

compliance reporting 

requirements and is available to 

clients.

Quality performance systems are 

integrated into overall business 

systems and reporting. 

Performance outcomes are 

benchmarked internally and 

externally and form the basis of 

product differentiation in the 

market place. Trend analysis is 

used to inform decision-making. 

strategic goals for quality 

improvement are set and 

personal accountability for 

meeting agreed targets are 

included in staff performance 

agreements.

8. Quality, Measurement and Improvement
Rating Level Indicators
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Toolkit Element Summary Scores 

Sample Diagram

1. STRATEGY Current State 3 months 6 months 12 months 24  months 
1 Strategic Plan 0 0 0 0 0
2 Purpose, Vision, Mission 0 0 0 0 0
3 Identification of sector trends 0 0 0 0 0
4 Service Offerings 0 0 0 0 0
5 Contingency Planning 0 0 0 0 0
6 Business Planning 0 0 0 0 0
7 Operational Plans 0 0 0 0 0
8 Planning process 0 0 0 0 0
9 Performance against plan 0 0 0 0 0

2. GOVERNANCE Current State 3 months 6 months 12 months 24  months 
1 Board Members 0 0 0 0 0
2 Board decision making and oversight 0 0 0 0 0
3 Organisation decision making 0 0 0 0 0
4 Policies and procedures 0 0 0 0 0
5 Risk Management 0 0 0 0 0
6 Disclosure of information 0 0 0 0 0
7 Roles and responsibilities 0 0 0 0 0

3. CLIENTS & MARKET FOCUS Current State 3 months 6 months 12 months 24  months 

1 Client base, client needs and geographic location 0 0 0

0 0

2 Impact statements 0 0 0 0 0

3 Communication regarding organisational strategy 0 0 0

0 0

4 Client outcomes and performance measures 0 0 0 0 0
5 Client retention and attraction 0 0 0 0 0
6 Client satisfaction and feedback 0 0 0 0 0
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Toolkit Element Summary Scores 

4. FINANCIAL SUSTAINABILITY Current State 3 months 6 months 12 months 24  months 
1 Delivery cost 0 0 0 0 0
2 Capability, systems and supporting processes 0 0 0 0 0
3 Systems, processes, people and controls 0 0 0 0 0
4 Cash flow implications 0 0 0 0 0
5 Pricing strategy 0 0 0 0 0
6 Financial management processes 0 0 0 0 0
7 Budget 0 0 0 0 0

5. PEOPLE &  CAPABILITY Current State 3 months 6 months 12 months 24  months 
1 Resourcing 0 0 0 0 0
2 Roles and responsibilities 0 0 0 0 0
3 Leadership 0 0 0 0 0
4 Recruitment 0 0 0 0 0
5 Performance management framework 0 0 0 0 0
6 Training and learning 0 0 0 0 0
7 People management 0 0 0 0 0
8 Workforce implications 0 0 0 0 0

6. INFORMATION AND KNOWLEDGE 

MANAGEMENT Current State 3 months 6 months 12 months 24  months 
1 Performance reporting 0 0 0 0 0
2 Performance data 0 0 0 0 0
3 Client information 0 0 0 0 0
4 Information systems 0 0 0 0 0
5 Performance information 0 0 0 0 0
6 Audit and controls 0 0 0 0 0
7 ICT Strategy 0 0 0 0 0
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Toolkit Element Summary Scores 

7. QUALITY, MEASURMENT & IMPROVEMENT Current State 3 months 6 months 12 months 24  months 
1 Key performance indicators 0 0 0 0 0
2 Balance scorecard approach 0 0 0 0 0
3 End-to-end processes 0 0 0 0 0
4 Systems, processes and data 0 0 0 0 0
5 Reporting 0 0 0 0 0
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Criteria  

Current 

Level 

Score

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months Current

0-3 

months 
3-6 

months 

6-12 

months 

12-18 

months 

A Strategic Plan, covering a 3-5 year period, is published and communicates the NGO's purpose, vision, goals and 

objectives. The Strategic Plan articulates objectives for organisational success. 0

level 3 or 

above

The NGO's purpose, vision, goals and objectives are communicated outwardly.
0

level 3 or 

above

The Strategic Plan identifies and addresses likely trends that will be occuring within the sector over the next 12 months - 3 

years, including: 

- Move to individualised funding

- Launch of the NDIS

0

level 3 or 

above

The Strategic Plan documents the organisation's core service offerings. The service offerings  articulated in an accessible 

way and are consistent with the sector reform and choice of core service offerings. 

0

level 3 or 

above

The Strategic Plan includes contingency and predictive planning that allows the NGO to be agile and adjust its strategic 

direction by predicting change, managing uncertainty and responding rapidly to the external environment. 0

level 3 or 

above

A Business Plan exists that supports the 3-5 year Strategic Plan (built on a 12-monthly rolling cycle).
0

level 3 or 

above

The Business Plan includes operational plans such as marketing, people, communication, financial, ICT and asset 

management plans, with specific projects to ready the organisation for sector reforms. 0

level 3 or 

above

The Business Planning process involves all levels of the organisation.
0

level 3 or 

above

The NGO understands its strategic competitive positioning in the market relative to its competitors, and how this 

positioning will need to change over the next 5 years. 0

level 3 or 

above

Criteria  

Current 

Level 

Score

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months Current

0-3 

months 
3-6 

months 

6-12 

months 

12-18 

months 

The Board comprises appropriately qualified members, with skills sets that are appropriate to the new business 

environment created by sector reforms, including the next phase of Stronger Together 2. 0 level 4

There is a process in place whereby the Board has oversight over key decisions, and is provided with sufficient 

information to analyse and assess risk, and ensure alignment with its strategy to respond to sector reforms and to ensure 

organsiational sustainability beyond the next phase of Stronger Together 2.
0

level 3 or 

above

Key decisions are documented and there is a high level of transparency throughout the decision making process. The 

Board understands that its decision-making will reflect a different environment, in which clients may directly determine 

funding on an individual basis.  
0

level 3 or 

above

The NGO has clearly defined policies and procedures that give guidance to employees, including any change impacts 

arising from the reforms. 0 level 4

The NGO has developed and implemented a Risk Management Framework which includes a risk assessment of planned 

sector reforms and the strategies the NGO will implement to mitigate and manage these risks. 0 level 4

The NGO has appropriate arrangements for the protection and disclosure of information and mechanisms in place to 

monitor compliance. The organisation has assessed whether any of its current arrangements will be impacted by the 

introduction of individualised funding and has made necessary changes.
0

level 3 or 

above

There are defined roles and responsibilities, processes and mechanisms in place to support active engagement with client 

groups and the community throughout the transition to new sector arrangements and to embed client engagement into its 

business strategies post sector reforms. 
0

level 3 or 

above

Development GoalsPriority for development by 2015

Priority for development by 2015

GOVERNANCE 

STRATEGY 

Development Goals
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Criteria  

Current 

Level 

Score

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months Current

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months 

The NGO has a good understanding of their client base, client needs and geographic location. The organisation is 

focussed on person-centred approaches 0 level 4

The NGO understands how the reforms will impact their client base and change their future mix, type and client volume, 

including where relevant its offerings to specific client groups. 0 level 4

The NGO communicates effectively with clients, including communications regarding sector changes and what this will 

mean for clients and their approachesrs in the future. 0

The NGO has defined how it will differentiate itself from its competitors to retain and attract clients. There is a focus on 

client outcomes and performance measures in place to track these. 0 level 4

The NGO has clearly defined how it will build and maintain relationships with clients and has a clearly defined strategy to 

promote itself to potential new clients. 0 level 4

As part of the organisatisation's commitment to person-centred approaches, peoples satisfaction and feedback is used to  

improve and sharpen personalised service delivery. 0 level 4

level 4

Criteria  

Current 

Level 

Score

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months Current

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months 

The NGO understands the actual cost to deliver each service provided and how this cost compares to industry 

benchmarks. 0 level 4

The NGO has the right level of capability, systems and supporting processes and procedures across its core financial 

management functions. These are scalable and sustainable.
0 level 4

The NGO has the necessary systems, processes, people and controls in place to invoice individual clients for the services 

they receive. 0 level 4

The NGO has considered the cash flow implications of moving to individualised funding and the impact this will have on 

its working capital requirements. 0 level 4

The NGO has a robust process in place to review its pricing and measure the profitability and ongoing financial viability of 

its different and proposed service offering. 0 level 4

The NGO has embedded financial management processes and accountabilities including budgeting, management 

reporting and forecasting. 
0 level 4

Those responsible for managing budgets have the right capability and access to the appropriate information. 
0 level 4

Priority for development by 2015

Priority for development by 2015

Development Goals

FINANCIAL SUSTAINABILITY 

CLIENTS & MARKET FOCUS 

Development Goals
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Criteria  

Current 

Level 

Score

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months Current

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months 

The organisation has adequate people resources to provide services and undertake necessary functions.
0

level 4 or 

above

There are people and skills within the organisation able to support delivery of the organisational strategy.
0

level 3 or 

above

level 3 or 

above

There is a leadership team in place with skills  to direct the operation of the business.
0

There are processes in place to ensure recruitment, retention and redeployment as required within the organisation.
0

level 3 or 

above

There is a performance management framework in place, linked to the organisational objectives. 
0

level 3 or 

above

There is an active training and learning framework. 
0

level 3 or 

above

There are systems in place to support effective people management.
0

level 3 or 

above

The organisation has assessed the workforcce implications of the planned sector reforms.  
0

Criteria  

Current 

Level 

Score

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months Current

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months 

Performance reporting informs decision-making.
0

level 3 or 

above

Performance data is collected across all areas of organisational activity.
0

level 3 or 

above

Client information informs service development.
0

level 3

Information systems are compliant with privacy and commercial standards.
0 level 4

Performance information is shared appropriately across the organisation.
0 level 4

There is a system of audit and other controls in place to ensure that data is accurate and secure. 
0 level 4

The NGO has an underlying ICT strategy in place and reviews this regularly to ensure its ICT systems meet future 

business needs. 0

Criteria  

Current 

Level 

Score

0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months 

Current 0-3 

months 

3-6 

months 

6-12 

months 

12-18 

months 

There is an agreed set of key performance indicators that are tracked, measured and reported on.
0

level 3 or 

above

Key performance indicators cover a balanced scorecard approach considering  areas such as: 1. Client Outcomes/Service 

Delivery 2. Financial 3. Internal Efficiency 4. Learning and Growth 5. Compliance and reporting. 0

level 3 or 

above

End-to-end processes are understood, documented and regularly reviewed.
0

level 3 or 

above

Systems, processes and data are used to identify business improvement opportunities.
0 level 3

There is a system and processes in place to measure quality.
0

level 3 or 

above

INFORMATION AND KNOWLEDGE MANAGEMENT

Priority for development by 2015

Priority for development by 2015 Development Goals

Development Goals

Priority for development by 2015 Development Goals
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Resources

Tool Location Summary 

http://ndsqldprojects.net/wp-content/uploads/2011/08/Progress-for-

Providers_checking-progress-in-delivering-personalised-

services_Health-Check.pdf

ItsYourBusiness-Chapter3-StrategicBusinessPlanning Operational planning and goal setting

http://www.nds.org.au/projects/article/70 Range of resources available to disability service providers

businessplanguidesandtemplates Business Plan template covering all aspects of your business

Tool Location

Good governance

http://www.nds.org.au/projects/article/31

http://www.nds.org.au/projects/article/37

https://wiki.qut.edu.au/display/CPNS/DYB+Home

ItsYourBusiness-Chapter1-CorporateGovernance

www.nds.org.au/projects/article/69

ItsYourBusiness-Chapter6-RiskManagement

ItsYourBusiness-Chapter7-FraudPrevention

ItsYourBusiness-Chapter2-Legal_Issues

http://www.disabilitysafe.org.au/

Tool Location Summary 

http://www.nds.org.au/projects/article/105 Measures readiness for implementing person-centred approaches

Progress-for-Providers_checking-progress-in-using-person-centred-

approaches_Health-Check.pdf

http://www.nds.org.au/projects/article/109

http://www.nds.org.au/projects/article/137 Range of resources

http://www.nds.org.au/projects/article/68 Improve access rates and outcomes for Aboriginal people

http://www.nds.org.au/projects/article/143 Disability services are required to uphold human rights in the lives of their clients - people with disability

National Disability Procurement Improve the rate of procurement by federal government departments from Australian Disability Enterprises

Tool Location Summary 

ItsYourBusiness-Chapter4-FinancialManagement Understand your fiduciary duty (financial reporting)

Unit costing tool Develop accurate assessments of service delivery costs

http://www.nds.org.au/projects/article/70 Includes a costing guide, financial model template

Practical support and tools to enable organisations to remain sustainable

Guides to address issues such as authority, accountability, leadership, direction

Undertake self-evaluation of board and board members

Responsibilities and obligations of being a Director

1. Strategy 

Self-assessment tool focusing on delivering personalised, individually costed services and individual service funds

2. Governance 

Summary 

Develop governance knowledge and board management skills

Check progress in delivering personalised services

It's Your Business - Strategic Business Planning

Strategic, business and financial planning

Business Plan guide and template

Good Governance Program

ACT Governance Better Practice Guide

VIC Boards of Management Resources

Understand risks and make informed decisions in managing these risks

Apply risk management to your organisation to improve activities, make it safer and increase sustainability

Understand fraud and corruption risks facing your organisation

Know your obligations and responsibilities to legal issues

Guidance to reasonably practicable risk management in the disability service environment

3. Clients & Market Focus 

4. Financial Sustainability 

NSW Aboriginal Resources and Pathways

Understanding and Promoting Human Rights

Procurement

It's Your Business - Financial Management

Unit Costing Tools

VIC Strategic, Business and Financial Planning 

Project

Develop your board

It's Your Business - Corporate Governance

Risk Management

It's Your Business - Risk Management

It's Your Business - Fraud Prevention

It's Your Business - Legal Issues

Disability Safe

Progress for Providers (HSA Press)

VIC Disability Services Transition Planning

VIC NDIS Readiness
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http://ndsqldprojects.net/wp-content/uploads/2011/08/Progress-for-Providers_checking-progress-in-delivering-personalised-services_Health-Check.pdf
http://ndsqldprojects.net/wp-content/uploads/2011/08/Progress-for-Providers_checking-progress-in-delivering-personalised-services_Health-Check.pdf
http://ndsqldprojects.net/wp-content/uploads/2011/08/Progress-for-Providers_checking-progress-in-delivering-personalised-services_Health-Check.pdf
http://www.adhc.nsw.gov.au/__data/assets/file/0006/228750/969_ItsYourBusiness-Chapter3-StrategicBusinessPlanning_web.pdf
http://www.nds.org.au/projects/article/70
http://www.business.gov.au/howtoguides/thinkingofstartingabusiness/whatplanningtoolscanhelpme/pages/businessplanguidesandtemplates.aspx
http://www.adhc.nsw.gov.au/sp/training_and_development/good_governance
http://www.nds.org.au/projects/article/31
http://www.nds.org.au/projects/article/37
http://www.adhc.nsw.gov.au/__data/assets/file/0004/228748/969_ItsYourBusiness-Chapter1-CorporateGovernance_web.pdf
http://www.nds.org.au/projects/article/69
http://www.adhc.nsw.gov.au/__data/assets/file/0009/228753/969_ItsYourBusiness-Chapter6-RiskManagement_web.pdf
http://www.adhc.nsw.gov.au/__data/assets/file/0005/239810/969_ItsYourBusiness-Chapter7-FraudPrevention_web.pdf
http://www.adhc.nsw.gov.au/__data/assets/file/0005/228749/969_ItsYourBusiness-Chapter2-Legal_Issues_web.pdf
http://www.nds.org.au/projects/article/105
http://ndsqldprojects.net/wp-content/uploads/2011/08/Progress-for-Providers_checking-progress-in-using-person-centred-approaches_Health-Check.pdf
http://ndsqldprojects.net/wp-content/uploads/2011/08/Progress-for-Providers_checking-progress-in-using-person-centred-approaches_Health-Check.pdf
http://www.nds.org.au/projects/article/109
http://www.nds.org.au/projects/article/68
http://www.nds.org.au/projects/article/143
http://www.nds.org.au/projects/article/66
http://www.adhc.nsw.gov.au/__data/assets/file/0007/228751/969_ItsYourBusiness-Chapter4-FinancialManagement_web.pdf
http://www.adhc.nsw.gov.au/sp/training_and_development/unit_costing_tool
http://www.nds.org.au/projects/article/70


Resources

Tool Location Summary 

ItsYourBusiness-Chapter5-StrategicHumanResources Obligations and responsibilities in managing human resources

ItsYourBusiness_Chap8_Probity in Employment

http://www.nds.org.au/news/article/1852 Ensure your organisation complies with new WHS legislation changes

http://www.approachesapproachesers.com.au/ Grow labour pool in the disability and community approaches sectors

http://www.nds.org.au/news/article/627 Work placement program to attract young people into the sector

http://www.nds.org.au/projects/article/33

Tool Location Summary 

http://www.itango.infoxchange.net.au/

Tool Location Summary 

National quality framework for disability services in Australia Latest news on development of national quality framework

Quality reform in NSW

Standards in action

To enable community sector organisations to get the most out of their information communication technology (ICT) 

setup

7. Quality, Measurement & Improvement 

Implementing new quality reform requirements set out in the new Funding Agreement

Fulfil obligations under the Disability Services Act 1993 and NSW Standards that reflect contemporary practices

5. People & Capability 

Implement procedures to employ suitable people in your organisation

6. Information & Knowledge Management 

It's Your Business - Strategic Human Resources

iTaNGO Project

NDIS & National Standards

NSW Quality Framework

Quality Projects

It's Your Business - Probity in Employment

Work Health & Safety

approaches approaches

Project Able

VIC Disability Workforce Information & Resources
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http://www.adhc.nsw.gov.au/__data/assets/file/0008/228752/969_ItsYourBusiness-Chapter5-StrategicHumanResources_web.pdf
http://www.adhc.nsw.gov.au/__data/assets/file/0020/251372/1117_ADHC_ItsYourBusiness_Chap8_EXT.pdf
http://www.nds.org.au/news/article/1852
http://www.carecareers.com.au/
http://www.nds.org.au/news/article/627
http://www.itango.infoxchange.net.au/
http://www.dhs.vic.gov.au/for-service-providers/disability/service-quality-and-improvement/national-quality-framework-for-disability-services-in-australia
http://www.adhc.nsw.gov.au/sp/quality
http://www.adhc.nsw.gov.au/sp/quality/standards_in_action

