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Care Management Platform for Aged & Disability Services (NDIS)

Client Details:

The client is an Australia-based care services provider, delivering in-home care,
disability support (NDIS), and aged care services. The organization supports
individuals living with disabilities as well as elderly participants requiring ongoing
assistance to live independently in their homes and communities.

Operating across multiple funding programs including NDIS, My Aged Care,
Insurance, Medicare, and private care models, the provider coordinates a wide
range of services such as personal care, community participation, support
coordination, nursing care, and daily living assistance.

As the organization expanded its service network and workforce, it required a
modern digital platform capable of managing the full continuum of care from
referrals and assessments to service delivery, workforce coordination, compliance
reporting, and billing - while maintaining strict adherence to Australia's healthcare
regulations.

Problem Statement:

The client was facing increasing operational complexity as its aged care and
disability support services expanded across multiple programs and participant
groups. Core workflows such as referral intake, participant assessments, care
planning, staff scheduling, documentation, incident management, and billing were
being managed through multiple disconnected systems and manual processes.

Different teams relied on separate tools for operational activities, resulting in
fragmented data, duplicated work, and limited visibility across the care delivery
lifecycle. This made it difficult for administrators and care coordinators to efficiently
manage participant records, track service delivery, and ensure compliance with
government-funded programs such as NDIS and aged care packages.

Workforce coordination was another major challenge. Matching the right staff to
participants based on location, skills, and availability required significant manual
effort, often leading to scheduling inefficiencies and underutilized resources.

In addition, strict documentation and compliance requirements meant providers
needed to maintain accurate records for care plans, shift notes, incident reporting,
and regulatory audits. Managing these processes across different systems
Increased administrative workload and created risks of inconsistent or incomplete
records.

To address these challenges, the client initiated a strategic initiative to develop a
centralized Al-powered care management platform capable of automating end-to-
end care operations while improving visibility, compliance, and operational
efficiency

Approach (PSM/product pattern):

smartData partnered with the client to design and develop a comprehensive Al-
powered care management platform that supports the full lifecycle of aged and
disability care delivery. The platform enables providers to manage referrals,
participant assessments, care planning, service scheduling, incident tracking,
billing, and compliance through a unified system.

To improve workforce coordination, a GIS-based staff matching engine was
Implemented to assign the most suitable support workers based on location,
availability, and skill sets. The platform also introduced Al-powered voice-to-text
documentation, enabling staff to generate shift notes and outcome reports
automatically, reducing administrative workload.

A dynamic care plan and assessment builder, along with automated reporting and
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financial dashboards, improved operational visibility and regulatory compliance.
The platform was built with compatible architecture, enabling secure
interoperability with external healthcare systems and electronic health records.

Outcome (anonymised)

The implementation of the Al-powered care management platform transformed
the client's operational infrastructure and significantly improved efficiency across
multiple service areas.

Care coordinators gained centralized visibility into participant care journeys,
enabling better management of referrals, assessments, and care plans. Workforce
scheduling and staff coordination were optimized through intelligent matching and
real-time availability tracking.

Automation of documentation and shift reporting reduced administrative effort for
frontline staff while improving the accuracy and consistency of service records
required for compliance and audits.

The integration of financial workflows and revenue cycle dashboards provided
leadership teams with real-time insights into service utilization, billing performance,
and operational forecasting.

Most importantly, the platform established a scalable digital ecosystem capable of
supporting multiple funding programs including NDIS, aged care, insurance, and
private care models - enabling the organization to expand its service delivery while
maintaining high standards of care quality and regulatory compliance.

Pillar Mapping -

Challenges

One of the primary challenges during the project involved designing a platform capable of supporting
diverse funding frameworks and care delivery models simultaneously, including NDIS, aged care
programs, and private care services.

Ensuring interoperability with external healthcare systems was another critical challenge. The platform
needed to exchange clinical and administrative data securely while maintaining compliance with
healthcare data standards and privacy regulations.

Another complexity involved designing Al-powered documentation and automation features that
enhanced operational efficiency without disrupting the workflows of frontline care staff.

To address these challenges, the platform architecture was designed with modular components,
configurable workflows, and standardized healthcare interoperability frameworks, enabling flexibility
and long-term scalability.

PSM:

The solution leveraged modular architecture and

Hybrid.:

The platform was built with interoperability in
configurable care workflows to support multiple mind, allowing integration with external
funding programs and service delivery models. healthcare systems, electronic health records, and
Advanced technologies including Al-driven accounting platforms while maintaining
documentation, GIS-based scheduling, and centralized operational management and
automated reporting were implemented to compliance tracking
streamline care operations and reduce manual

processes.

- Short Version (for Website Resource Section)

smartData helped an Australian aged and disability care provider to build an Al-powered care
management platform that automated the full continuum of care from referrals and assessments to
staff coordination, service delivery, billing, and compliance reporting. The platform introduced
innovations such as GIS-based staff matching, Al-powered shift documentation, remote patient
monitoring, and real-time financial dashboards. By consolidating fragmented operational processes
into a unified digital ecosystem, the client improved workforce efficiency, streamlined compliance
reporting, and established a scalable technology foundation to support modern aged and disability
care services,
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