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Engage people with disabilities as
customers rather than passive
recipients of services

Adapt and change
practices and processes

JIKSL

Karingal
St Laurence

Become much more
customer centric

Change across the entire
organisation
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58% of organisations providing

services under the NDIS have had
one or more clients leave them to go
to an alternate provider

Existing NFP

38%
disability provider :

New NFP disabilty - 14%
provider
Lo Small for-profit - 13%
A\ BE e 0
“é%‘ss\;ﬁ%;:@;} or sole practitioner
S For-profit 8Y
(over ten staff) - -

Lost clients, but

not sure to whom 15%

Other 7%

20%

10% 30% 40%

Reasons for moving service

Provider could not offer the desired service
Client after a different kind of service

Chose to follow a particular frontline worker
Services closer to their home
Competitors using targeted advertising and special offers to attract clients
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Customer expectations are
changing

The information age

JIKSL

Karingal Customers are
oL Calienes making ‘informed’
purchasing choices

Clients are more
empowered and critical
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Empowering

our clients Engaging
through person our
centred customers
practices

Considering
the whole
customer
experience
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Six Areas of capability

= Communication

Customer = Channels —

EXpel’ience = People and Culture ﬂ —

Strategy » Products 0=
= Systems and Processes V-

* Insights and Strategy
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= Mindful of meeting our customer’s
expectations

: : = Consider every detail in your L chon
ConS|der|ng customer interactions Q/\,gi\o\““%‘i\‘éw"'.*
the whole = Are your technology and sites -
customer accessible? o0b

NeOy

experience = Can your customers find out the Qoot
right information they need to

choose you?

= Are you meeting every customer’s
individual needs?

= Are your sites and staff
welcoming?
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Empowering
our clients
through
person
centred
practices
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Placing the person at the

centre
3‘—3(// (»—\,‘éwff’;
Focus on what people \mm o3

can do gava&fo“" ,,

Move away from care to
support

Empower rather than
help

ISSL §iadrence



Karingal Project Award

https://cds.org.au/activesupportvideocontest/



https://youtu.be/fPuJXX6XTvQ

= We need to change the mindsets of
frontline workers

= Qur clients will talk and will choose
us through word of mouth

Engag I ng = Qur clients will be active on social
our media

customers = Our clients will offer their opinions
quite freely

= Qur clients will share their bad
experiences

Have you got No, I'm just a
yousg person with
any data? L
an opinion
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Clients are more empowered

= Principles of the NDIS
founded on empowering

. people
Engaging
our = Internal objective to
encourage '
customers empowerment, advocacy 5~

and complaints
P R T

= Changes to funding and
systems

= More access to
information
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= Truly engage your customers

= Listen to your customers

= Build effective relationships

= Meet their individual needs and goals

Engagin
eiglinkg = Train, support and resource workers to be
our flexible and responsive in their client

customers interactions

= Provide real time personalised responses
to customers

= Continuously listen and collect feedback
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Questions

MNCSL stiairence

PO Box 558,

1 Riverview Terrace, Belmont VIC 3216
T 03 5249 8900
www.karingalstlaurence.net.au




