CRM For NDIS Service Provider (Allied Health Services)

Client Details:

The client is an Australia-based NDIS registered service provider specializing in
therapy and support services for children and young people with disabilities. The
organisation delivers a range of allied health services including speech therapy,
occupational therapy, behavioural support, and developmental therapy to
participants funded under the National Disability Insurance Scheme (NDIS).

With a growing network of therapists and an expanding participant base across
multiple regions, the provider focuses on delivering high-quality care while
ensuring compliance with NDIS pricing rules, documentation requirements, and
funding regulations.

As demand for services increased, the client needed a scalable operational
platform that could streamline therapy workflows, improve financial visibility, and
reduce the administrative burden associated with managing NDIS participants,

therapists, service agreements, and billing.

Problem Statement:

The client was experiencing operational challenges due to fragmented systems
and manual processes used to manage NDIS service delivery. Core functions such
as client onboarding, therapy scheduling, case note documentation, service
agreement management and invoicing were being handled through a mix of
spreadsheets, manual records, and disconnected software tools.

NDIS billing complexity further added to operational challenges. Therapists needed
to select the correct service codes, track travel time and ensure billing complied
with NDIS pricing arrangements. Manual handling of these processes increased the
risk of claim errors, payment delays, and compliance concerns.

The organisation also faced difficulties in tracking participant budgets across
different funding categories and ensuring services delivered remained within
approved funding limits. Lack of real-time visibility into participant funding made it
difficult to prevent over-servicing or under-utilisation of allocated budgets.

Approach (PSM / Product Pattern):

To address the operational complexity of NDIS service delivery, smartData
designed and developed a custom CRM platform tailored for NDIS service

providers that centralized participant management, therapist workflows, service
agreements, documentation, and billing processes.

The solution introduced a structured participant onboarding workflow, allowing
administrators to capture NDIS plan details including funding categories, plan
duration, funding management type (self-managed, plan-managed, or NDIA-
managed), and budget allocations.

A configurable service agreement module was developed to align therapy services
with participant NDIS funding plans. Administrators could define services, assign
therapists, and map internal service descriptions to official NDIS billing codes while
ensuring correct pricing rules and billing percentages for therapy sessions, travel,
and cancellations.

To simplify therapist workflows, the platform provided an intuitive interface where
therapists could schedule sessions, record case notes, and select services using
plain-language service descriptions without needing to remember complex NDIS
item codes. The system automatically mapped these selections to the appropriate
NDIS billing codes in the backend.

The platform also introduced real-time budget tracking and validation logic,
ensuring services delivered remained within participant funding limits and
preventing potential over-billing scenarios. An integrated calendar and scheduling
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module enabled efficient therapist assignment and session management,
improving visibility into therapist availability and reducing scheduling conflicts.
Additionally, the system supported batch invoicing and accounting integration,
enabling invoices to be generated and routed according to participant funding
type. This allowed seamless billing workflows for self-managed participants, plan
managers, and NDIA-managed claims.

The platform was designed with scalability and compliance in mind, ensuring the

client could manage growing participant volumes, multiple therapists, and evolving
NDIS regulatory requirements within a single operational system.

Outcome (Anonymised):

The implementation of the centralized CRM platform significantly improved
operational efficiency across the clients therapy services organization.
Administrative workload associated with managing participant data, therapy
sessions, service agreements, and billing workflows was substantially reduced
through automation and centralized data management. The platform improved
accuracy in NDIS billing processes by ensuring correct mapping of services to NDIS
item codes and validating participant budgets before claims were generated.
Therapists benefited from simplified workflows that allowed them to focus on
service delivery rather than administrative tasks. Standardized case note templates
and integrated scheduling features improved documentation consistency and
operational visibility across teams.

The organization also gained real-time insights into participant funding utilization,
enabling better financial planning and reducing the risk of claim rejections or
funding overruns.,

The solution established a scalable operational foundation for the provider to
expand its therapist network and participant base while maintaining compliance
with NDIS pricing arrangements and regulatory requirements.

Learning & Challenges

- Challenges

One of the primary challenges during solution design was addressing the complexity of NDIS funding
structures and billing rules. Each participant may have different funding management types and
budget allocations, requiring the platform to support flexible invoicing workflows and funding
validation mechanisms.

Another challenge involved designing therapist workflows that balanced regulatory compliance with
ease of use. Therapists needed to capture structured documentation and billing information without
introducing additional administrative burden.

The project also required careful consideration of system scalability, as the platform needed to support
growing participant volumes, multiple therapy services, and expanding operational teams.

To overcome these challenges, the solution architecture focused on modular components,
configurable service code mappings, and automated validation rules that ensured both operational
efficiency and regulatory compliance.

- Pillar Mapping

The solution was developed using a scalable architecture with configurable service modules, allowing
the platform to support different therapy services and evolving NDIS pricing structures. The system
incorporated workflow automation, structured documentation templates, and rule-based validation to
reduce manual intervention and improve operational consistency.

- Short Version (for Website Resource Section)

smartData partnered with an Australian NDIS allied health service provider to develop a centralized
CRM platform that streamlined participant management, therapist workflows, service agreements, and
NDIS billing processes. The solution automated service code mapping, enabled real-time participant
budget tracking, and simplified therapist documentation and scheduling. By consolidating fragmented
systems into a single operational platform, the client significantly improved administrative efficiency,
reduced billing errors, and established a scalable digital foundation to support the continued growth of
its NDIS therapy services.
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