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Outcomes for today

• Learn about new COVID-19 NDIA changes

• Understand how Plan Managers are working with 
Providers and Participants, and changes to use 
of core/capacity budgets

• Learn how plan extension impacts on Participants 
and how Plan Managers can help to manage budget 
utilisation

• Learn how Plan Managers can facilitate use of non-
registered providers for Participants



About Integra

• NDIS Registered Provider, established in 2016

• National footprint – supporting thousands of Participants in every state and territory

• Offices in Melbourne, Sydney, Perth (head office)

• Independent intermediary – operating solely in the choice and control domain providing 
NDIS Plan Management & Support Coordination (Support Coordination in metro Sydney, 
Melbourne, Brisbane, Perth)

• Custom system for NDIS Plan Management – High level of specialisation and automation

• Actively engaged with the sector

• NDS Member

• sponsoring NDIS events

• Founding Member of Disability Intermediaries Australia, an industry group for providers 
of NDIS funded intermediary services (Plan Management and Support Coordination).

http://www.intermediaries.org.au/


Plan Management

Plan Management Primary role – is to process 
invoices on behalf of a Participant. Involves 
claiming funds from the NDIA and then paying 
provider or participant (reimbursement).

In addition, Plan Managers do the following:

• Provider reporting and tools to track budget 
expenditure

• Liaise with NDIA and providers on behalf of 
Participants to resolve complex invoicing issues

• Assist Participants and Providers with invoicing, 
budget or related issues



Summary Covid-19 changes 

• Support Coordination in Core - 3 new line items

• Automatic extension of plans by 365 days - Plans can be extended for 24 months on request

• Advance payments - Available to some providers tp assist with challenges of providing services

• 10% loading on some supports - Plans will not have additional funds added to cover this increase in price

• Easier for participants to temporarily switch to Self-Management or Plan Management

• Cancellations - Can charge 100% and notification period extended to 10 days

• NDIA payments and billing - Advance Payments to Providers based on previous activity

• Connecting with participants (use of video now being paid) - Telehealth

• Impacts on services - Integra receiving calls from participants who are concerned about ability to continue to 
access services e.g. centre based services.



COVID-19 Challenges 

COVID-19 is bringing challenges across a number of areas:

• Adequate utilisation of funding when some providers are ceasing or reducing services

• Provision of services without risk of COVID-19 spread to Participant or Provider 
health

• Stability of access to MyPlace Portal- MyGov Portal continues to crash, impacting access 
to the MyPlace portal

• Technology difficulties – bandwidth, accessibility issues for some disability types, lack of 
access to devices, lack of knowledge on how to use software and devices

• 10% loading for some services causing some challenges for Provider/Participant 
relationships as no adjustment has been made to existing NDIS budgets.



We have a 
question for you

What are your top 3 challenges operating 
at this time?



Support Coordination now also in Core Supports

Three new items included in support catalogue under Core Supports, Assistance with Daily Life, 
effective 25 March 2020:

• 01_790_0106_8_3 - Level 1: Support Connection

• 01_791_0106_8_3 - Level 2: Coordination Of Supports

• 01_794_0132_8_3 - Level 3: Specialist Support Coordination

The new line items duplicate items already claimable under Capacity Building Supports, for the 
same maximum rate.

The new item numbers allow participants to use their funds more flexibly to 
access these supports from either their Core or Capacity Building budgets.

Participants without Support Coordination funding (or who have used all of theirs up) can 
access the service through their Core budgets.

But people who are Agency Managed still need to use a registered provider.

Existing Providers of Support Coordination do not need to register in Core Supports to provide 
service.



How Integra is administering Support Coordination funding 
from Core Supports

• Support Coordination funding in Capacity Building will be exhausted first if already 
funded in the NDIS Plan.

• Support Coordination will then be claimed from relevant support category in core budget.

• Where Core budgets are not flexible, Integra will work with Participants to determine 
how best to meet their needs e.g. referring them to NDIA to request reallocation of 
funds into different budgets that allow extra flexibility.

• Participants will be able to access Support Coordination from unregistered providers (levels 
1 and 2 only).

• Integra is making sure Participants and Providers are aware of the impacts of 
changing how Core funding is used e.g if adjustments need to be made to other 
services due to the need to use some of the existing core funding to access Support 
Coordination.



Plan extensions
• Expiring plans will be extended automatically for 12 months with the same core and 

capacity building budgets (excluding capital).

• Plan extensions will allow Participants to continue to receive essential supports while 
awaiting a plan review.

• Participants seeking to change Plan Management options temporarily will need a 
plan review. This can be requested by calling the NDIA where special teams have been put 
in place to make urgent or minor plan amendments.

Participants don’t 
have to pay out of 

pocket- participants 
might not have the 
finances to cover 
upfront expenses, 
especially in these 

times where 
unemployment rates 

are very high.

Participants feel more 
supported in this 
stressful time of 

COVID-19 with plan 
manager taking on 

their NDIS 
bookkeeping, and 
alleviating some of 

this stress

Plan managed gives 
more options

Utilisation becomes 
key

Certainty



Payment changes

NDIA have introduced temporary increased price limits of 10 per cent for some supports, effective 
25 March 2020 to help providers to continue to deliver supports through this time, including:

• Assistance with Daily Life (not including Supported Independent Living)

• Assistance with Social and Community Participation

• Improved Health and Wellbeing (not including personal training)

• Improved Daily Living Skills

Cancellations

▪ Effective 25 March 2020, Participants are required to give 10 business days’ notice for a 
cancellation if they want to avoid paying the full fee for a cancelled service. Previously, 
participants were required to give two business days’ notice.

▪ From 30 March, Providers can claim 100 per cent of the agreed support price when a 
participant cancels a service at short notice (up from 90 per cent).



What is happening from a Plan Management perspective?

• Our current customers will not need a new service agreement as we have a ‘rolling’ 
Service Agreement that is ongoing, so we don’t do a new one for each plan.

• When plans are extended, Integra will extend the service bookings on the NDIS 
portal for Plan Managed supports to ensure they can continue to access essential services.

• Integra participants and their Support Coordinators will be able to view information 
regarding their funding on the Integra portal.

• Integra will not police Participant's use of funding, we will work with Participants to 
determine how they can utilise existing budgets to meet their needs while ensuring 
compliance with NDIS rules.

• Integra can ringfence funding for Providers (more information slide 15) to provide 
confidence that funding is available for providers to claim for supports provided. This may 
be very useful if more support is needed during the Covid-19 crisis as compared to usual 
services delivered.



Integra Portal : How does it Support Participants?

Easy login on any device: Integra Portal Home Page: www.myintegraplan.com.au

Invoices Needing Approval

Invoices listed here are those 

that require a Participant's approval.

Budget Summary

This is a quick view of the overall

budget amount for a Participants most

recent plan and the total amount of 

invoices ,with details, that have either 

been paid or are in processing.

Messages

Area where Integra can post useful information or messages for Participants.

http://www.myintegraplan.com.au


Integra Portal: How does it Support Participants?

Budget

The budget screen shows a participant how

money in their plan is divided between the

support categories (shown in circle graphic).

The budget screen also shows spending in 

each of the support categories. This is shown

in the ‘petrol tank’ graphic. The colour represents

how much money Participants have remaining

in the support category.

This can be a helpful page when you are 

deciding to hire another provider or if

Participants are deciding what services to 

spend their funding on.



Ringfencing of Funds vs Maintaining Provider Supports

• Integra can ringfence funding for Providers to provide confidence that funding is 
available for providers to claim for supports provided. This may be very useful if more 
support is needed during the Covid-19 crisis as compared to usual services delivered.

• Ringfencing is enabled when a Provider sends us their Schedule of Support.

• We reserve the funding based on the agreed supports.

• We will alert the Provider if we receive an invoice against the same area of funding.

• Participants retain control and can amend as they like, based on their changing needs.

• This helps avoid overspend – which is a nightmare for Participants, LACs and Plan 
Managers. It also helps participants feel they have the funds for essential services.



Using unregistered providers

• Plan and Self-managed participants can use registered and unregistered providers

• Plan Management is a good option now for any participant who wants to use 
unregistered providers but doesn’t want the hassle of managing claims, payments and 
keeping receipts.

• With the current challenges due to covid-19, the flexibility of who a participant can 
work with becomes more important.

• Participant can reach out to their local community for supports from people close 
by e.g a neighbour. This can be a temporary arrangement until the crisis is over.

• Where providers have had to cease services, participants may be able to work with 
staff that they already know in a private arrangement.

• Participants could also work with people that have lost their jobs due to Covid-19 
impacts. Some of these people may have skills that are applicable in the disability 
sector e.g a hospitality worker could assist with domestic assistance.



How to add Plan Management into the NDIS Plan

Adding plan management into a NDIS Participant plan when automatically extending it 12 months

14_033_0127_8_3 Plan Management And Financial Capacity Building

• One off establishment cost to set up financial management arrangements for managing funding 
of supports.

14_034_0127_8_3 Plan Management - Financial Administration

• Monthly fee for ongoing maintenance of the financial management arrangements for managing of 
funding of supports.

14_031_0127_8_3 CB and Training in Plan and Financial Management by a Plan 
Manager

• Capacity building and training in plan administration and management with a Participant to 
strengthen their ability to undertake tasks associated with the management of their supports.

• Plan Management Providers assist Participant to build capacity to undertake all aspects of plan 
administration and management, including: engaging providers; developing service agreements; 
maintaining records; claiming payments from the NDIA; and paying providers.



Integra Plan Management Benefits for LACs & Participants

HELPS REDUCE QUERIES
TO LAC’S AND NDIA 

PLANNERS

FLEXIBILITY OF BOTH 
UNREGISTERED AND 

REGISTERED PROVIDERS 
FOR PARTICIPANTS

GIVES PARTICIPANTS 
EXTRA SUPPORT DURING 

THIS CORONAVIRUS HEALTH 
CRISIS, TO HELP 

PARTICIPANTS UNDERSTAND 
CHANGING RULES .

ALLEVIATES ALL STRESS 
OF BOOK KEEPING , 

WHEN PARTICIPANTS 
ARE FEELING 

INCREASINGLY 
OVERWHELMED DUE TO 

COVID-19

NO OUT OF POCKET 
EXPENSES (COMPARED 
TO SELF MANAGED) IN 

THIS ECONOMY 
PARTICIPANTS NEED 

THIS OPTION.

EASY 3 MINUTE SIGN UP
PROCESS,CAN BE OVER THE 
PHONE OR ONLINE. QUICK 
START AS IT IS QUICK 

ENROLMENT.

RESPONDS TO 
PARTICIPANT AND 

PROVIDER QUERIES IN A 
TIMELY MANNER

EASY TO USE RELIABLE 
PORTAL- NO NEED TO USE 

MYPLACE!

CLEAR AND QUICK 
INVOICE APPROVAL 

PROCESS

HAS CAPACITY AND 
COVERAGE (FACILITY TO 

SERVICE PEOPLE LIVING IN 
REMOTE, REGIONAL AND 

CITY AREAS)

NO CONFLICT BETWEEN 
FRONT LINE PROVISION AND 

PLAN MANAGEMENT



Integra Customer Service Team Support

Operating business as usual – our Contact Centre team are now working from home

Opening hours 9am to 7pm (AEST)

Responsiveness

• Telephone – 93% calls answered within 30 seconds with average speed of answer 19 
seconds (March 2020)

• Email – 97.9% emails responded to within 48 hours (March 2020)

• Time to Pay. Integra is paying 95% invoices within 48 hours. Average time to pay for 100% 
is 3.2 days (March 2020)

• (We do not wait to receive funding from NDIA before paying providers).

Customer service team staff have full understanding of the NDIS, we are specialists in NDIS 
Plan management



Resources

Integra Presentations for LACs: Introduction to Plan Management & Plan Management made easy for LACs

• https://myintegra.com.au/integra/media/document-library/integra-lac-plan-management-webinar-presentation.pdf

• https://myintegra.com.au/integra/media/document-library/lac-plan-management-made-simple-webinar-
presentation.pdf

FAQs Frequently Asked Questions LACs

• https://myintegra.com.au/integra/media/document-library/integra-plan-management-faqs-lac.pdf

Important COVID-19 pricing update

• https://www.ndis.gov.au/providers/price-guides-and-pricing#newitems

https://myintegra.com.au/integra/media/document-library/integra-lac-plan-management-webinar-presentation.pdf
https://myintegra.com.au/integra/media/document-library/lac-plan-management-made-simple-webinar-presentation.pdf
https://myintegra.com.au/integra/media/document-library/integra-plan-management-faqs-lac.pdf
https://www.ndis.gov.au/providers/price-guides-and-pricing#newitems


How to sign up with Integra

Easy to sign up with Integra – takes about 
three minutes.

Signup can be done by anyone and once the 
form is completed, we’ll send a copy of the 
Service Agreement to the Participant or their 
representative.

No need to print or sign forms or 
paperwork.

Visit www.myintegra.com.au/signmeup
or call us on 1800 696 347.

http://www.myintegra.com.au/signmeup


Questions?



Next steps

Marcus Bleechmore
Manager – Engagement (East Coast)
Marcus.bleechmore@myintegra.com.au
0409 138 305

YouTube Survey
Plan management 

staff training- free

Joel Morris
General Manager – Engagement
joel.morris@myintegra.com.au
0428 697 332

Katrina Perera
Advisor – Engagement & Development
katrina.perera@myintegra.com.au
0491 691 916


