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Who is CUSP?
What are we providing?

Why?

Unleashing the power
of your not-for-profit.



Who we are

4thought

, + Program mgt
SME’s Implementations

Organisational change
Business process
BPaaS know-how

» Credibility and experience
» Core staff
» NDIA knowledge

Focus / growth
Sector view

ConnectingUp

Technology skills
Industry visibility
Core skills
Partnering - vendors
Marketing
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Business Process as a Service
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Why’? The NDIA payment rate assumes a very efficient org.

National
disabilityinsurance
Agency

National Disability Services

Table 1 Transitional cost model

Assistance self-care — | Community support WhilethisAsR nlyfEh eRirect
individual — individual rate,RitEccountsior@6 0% R
Standard | High Standard | High NDIABpend.
intensity intensity
Drivers
SACS SACS 2.3 | SACS2.3 |SACS23 | SACS 2.3 TheyPhavelassumed@E et
Direct salary $21.30 $21.30 $21.30 $21.30 veryefficient@®rganisations.
Client-facing time inc 85% 80% 80% 76%
leave
Client-facing time exc 95% 90% 90% 85% TypicallyEbackoffice costsiare
leave estimatedRFoib e@norellikeR
Supervision — span of 1:15 1:15 1:15 1:15 28%mfAurnover.
control
Corporate overhead 15% 15% 15% 15%
Return on capital (margin) | 5% 5% 5% 5% 22%d@s@sHow@sEvethaved
Key costs found@o@ ate.
Salary costs including $22.56 $23.96 $23.96 $25.52
CO“:':(‘E:'“Q time 576 .71 $5.10 $9.44 LimitedEimeZvailableFtoZet
Corporate overhead $5.53 $5.53 $5.83 $5.83 el S
Return on capital (margin) | $1.93 $2.02 $2.05 $2.15
Total per hour price $38.78 $40.62 $40.94 $42.94
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Why’? Continued...

“It can feel like overwhelming complexity everywhere
you look in NDIS transition. Working with CUSP has
allowed us to focus our energies on the other
challenges”



Functionality, software selection and
decision criteria

Unleashing the power
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We started with a deep dive on functionality  cusp

Client Relation Management Human Resources Finance & Administration Surveyed 137 Ser‘vice
3 Providers, mapped current
% usage, upcoming needs and
: what platforms they were
" O TR G using.
CECIEEc
Tower Rostering Interpretation
Built out functional and non-
primary ST EESS ZEET e oo me functional requirements.
| | Bt | E| et
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Assessed the market options

CRM

HR

Finance

Multiple

29000

>

Industry Specific Features

N

Recommended Stand Alone

R

Recommended ‘As a Service’

->

1 SalesForce

Xero

MYOB
Advanced 0

Attache

Not Recommended

Technology Nets! te
One

Bigger Organisations +
complex implementation

‘As a Service’ Fit

Unleashing the power
of your not-for-profit.
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Key criteria:

» SaaS (cloud based)

* Functional coverage

* Sector usage

* Cost

* Ongoing development
potential

cusp



What services do we offer?
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Enquiry and Intake

Monitor new and existing customer channels

Manage the phone queue.

Capture sufficient information

Initial qualification of customers - questions dictated by
business rules to see if they are suitable, such as:
*NDIA / other funding sources. =
«Family relationships o=
«Key contact person
«3rd party medical contacts
«Special information needed - safety concerns / risks

Unleashing the power
of your not-for-profit.




Enquiry and Intake - real world benefits
GP’s reception is the analogy.

CUSP will never make assessments, determine treatments or sign a contract, however the bulk
of contact are simple transactions that don’t need that level of engagement. eg. reschedule an
appointment, check on status of funding application, create a new service booking under an
existing line item, enter details into the system...

Simple enquiries are dealt with. Complex enquiries are automatically routed to skilled
practitioners within the customer.

This approach will reserve more expensive resources time to focus on key problems, but it also
allows ensures we can track the history of engagement, objectively establish the commitments
that have been made, and do this consistently.

Unleashing the power
of your not-for-profit.



Service Agreement management

This starts the NDIS Service Agreement process. Create the unique
identifier.

Allocate to a support coordinator / team leader. Update service agreement
with service description / goals / tasks.

Help ensure a timely registration and commencement of services.

Ensure accurate mapping to NDIA service items. Maintain a changing set of
service items over time.



cusp
Service Agreement management - real world benefits

Service agreement line items are carefully mapped to NDIA service items. CUSP
continues to update / map them as they change.

NDIS provides contracts that are heavily weighted towards the participant. This
means consistency and accuracy of contracts is critical. We work with the service
provider to limit the options to those that are approved by the service provider and
permitted by the funding bodies. This minimises unintentional variations.

Correctly structured service agreements, associated line items and active

monitoring of performance improves delivery performance over time. ”If you can’t
measure it, you can’t improve it”

Unleashing the power
of your not-for-profit.



Scheduling

Mobile workforce management. Allocation of tasks, reallocation as
needed, data input for timesheeting, WH&S management and reporting,
maintenance of recording of staff accreditation.

Allocation of associated resources, including vehicles and equipment. Sign
in and sign out as needed.

Onboarding of new staff. Reallocation of software licences. [Provision of
nominated equipment, BYOD etc] Initial training and ongoing support in
the use of the systems.



Scheduling - real world benefits

An intuitive system, backed by effective training gives both the worker and the
scheduler the ability to look at the calendar and immediately understand availability.
* Online, real time, with phone backup for more difficult situations.

» Capable of dealing with adjustments and last minute changes.

* Less time waiting, negotiating and / or back in the office.

* Less time ringing around and waiting for an answer.

* Gradually eliminate excuses and exceptions.

WHS compliance; monitoring check ins and outs

Least cost routing and (working on) automated claiming for travel.

Complete case notes and / or verifying delivery of the service real time and within the
billable timeframe.

Unleashing the power
of your not-for-profit.



Accounts Receivable
Bulk upload of transactions to NDIA and other funding bodies.
Get remittance advice from NDIA portal

Reconcile total amount on bulk upload file versus what went into the bank
account, identify errors. Minimise and manage exceptions.

Manage other revenue sources as needed. eg state government, self
managed, privately funded, billed.



Z2)

cusp
Accounts Receivable - real world benefits

The NDIA approach to plans has been variable at best. Items change without
notice. Plans are terminated and renewed without notice. There isn’t
notification of who is resolving issues.

Having experience of these issues as they arise across multiple service providers
dramatically reduces the time taken to investigate, analyse and resolve issues.

Having experienced folk with the right tools also reduces the likelihood of systems
errors.

Unleashing the power
of your not-for-profit.



Reporting

Standardised reports, eg:

* NDIS service agreements expiring in the next 90 days

* Jobs cancelled last month

* Participants without an active NDIS plan (target list)

* Service agreement status and balances

» Services delivered by worker last month (utilisation)

e Scheduled activities last month / Delivered activities last month
* Jobs not accepted / completed

e Data integrity reporting



cusp
Reporting - real world benefits

Salesforce is a very powerful reporting tool and provides an ability to
interrogate the data to get real insights.

In many cases this can be bundled into standard reports, which we continue to
build out. There is also the ability to quickly and effectively generate reports
in support of audits, grant submissions, presentations and the like.

Learning how to use the system well takes some time. Centralising that means
each service provider is not paying for training and time spent experimenting
with the system.

Unleashing the power
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High level walk through the system

Unleashing the power
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Key steps within the system

Enquiries / Referrals

Intake Management O Reports / Dashboards

Client Management

Extracts / Claim /
Invoicing

Service Requests /
Assessments / Risks

Service Agreement Service Delivery
(Support Contract) (customer billing)
Job Creation Mobile Application
Resource Scheduling I' _————— _—_———— b
Allocation Operations Tasks Forms
Bskedulo |
Skill Routing Availability Daily/Weekly/ Job Attachments Job Completion
Management Monthly Detail I
Agenda
I ——
U | Hingth o Eskedulo
nieasning tne power aE—
salesforce

of your not-for-profit.




Home Enquiries Leads Contacts Services Delivered Reports  Incidents Management Beds Beds Calendar Bona Fide Reports A ts  Refi

i —
SA-00000003

Data E +* v

Help

Customize Page | Edit Layout | Printable View | Help for this Page o

Services Delivered [5+] | Plans[0] | Open Activities [0] | Activity History [0] | Notes and Attachments [0] | Jobs[5] | Classroom Contacts [0]

(& $A-00000003 Service Agreement Detail _Edit || Book Appointment|
‘n e Service Agreement Name  SA-00000003 Status  Current
"\ 4080079 Funding Type  NDIS StartDate  1/07/2016
*A JoB-0084 Client  Mary Jones End Date  31/07/2018
A JA-105 NDIA Contract Number Rollover Date
4/ Mary Jones Notes Quote Valid Until  6/07/2016
¢ 00001026
4 JOB-0083 ¥ Financial Details
B A0 Contract Total ~ $10,072.50 Total Cancellations
‘ A-001 Total Delivered  $1,296.63
Remaining Balance  $8,775.87
' Recycle Bin w NDIS Information
Funding Management Participant
Funding Manager
Participant Nominee
¥ Service Agreement Items
Type Site Service Rate Quantity Total Lead Provider Delivery Location Delivered
Flexible  Aspect Northern NSW individual counselling /1/2016 - 1/01/ 7 50 hours  $7,203.50 Registered Site $0.00
Flexible  Aspect Northern NSW specialised group early childhood interventions / - 1/01/ 50 hours  $2,869.00 Registered Site $0.00

Unleashing the power
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E () Dashboard €%

Resources

Show Active

ﬁ_ Alex Colvin

;‘ Annabel Jones
‘Q_ Ben Albrecht

l‘ Joseph Mercorella

B Welissa smith

Unleashing the power
of your not-for-profit.

Scheduling |ﬂ] Jobs ~ g Resources ~

Ben Albrecht

Support Worker
0402626946

t - bena@xebra.com.au
) 1091 Mt Alexander Rd, Essendon North, Victoria, AUS

Personal  Attributes  Jobs  Availability = Schedule  Map

Resource Attributes

H Physical Therapy n Epilepsy Management . Personal Care

n Qualified Counselor n Male ! Working With Children

Attribute Expiry Date
Physical Therapy
Epilepsy Management
Personal Care

@ Create New ~

Ben Albrecht +

Q 1



(@ Dashboard 4% Scheduling

[]j]JobSv
& M=

g, o
ﬁ Alex Colvin
Support Worker

‘ Annabel Jones
- Support Worker

@ Ben Albrecht
s Support Worker

ri‘ Joseph Mercorella

Support Worker

Victoria

9:00 9:30 10:00

Gonzalez

0072 Social Support (Home Visit) -
Jake Llorrac

Melissa Smith
Support Worker

Day @D Queued

Actions Job

°E :;?ig?joking - Social Activity
0B ;lrfs;)?r?: i)are - Tom Ripley
0Q JOB-0081

In-HAma Cara - Qean Farhae

Unleashing the power
of your not-for-profit.

Fri, 29th Jul 2016 AEST

10:30

0077 Individual Counselling - Rose

Pending Allocation @)  Pending Dispatch @)  Dispatched @) Ready @) En Route @

& Resources

> —

12:30

< Today

11:00 11:30  12:00 13:00

(i ) I 0076 Positive Behavior Support - Tim Barr

0074 Social Support (Home Visit) - Joh
Bond

0079 Individual Counselling - Mar
Jones

@ 0071 Social Support (Home Visit) - Al
Song

13:30

on site @

Account/Contact Address Status
Queued
United Oil & Gas, Singapore 571 Barkly St, Footscray, Victoria,
3 Queued
Tom Ripley AUS
Mrs. Gonzalez 2 Treasury PI, East Melbourne, Qiisiisd

Qoan Farhae \lirtaria AlIRQ

@ Create New +

Leaflet | City of Melbourne, Vicmap, E:

More

Type

Social Group

In-Home Care

In-Home Care

Ben Albrecht v

&

Time Constraints

No Constraints

No Constraints

No Constraints

sri, HERE, DeLorme, USGS, NGA

Extrafilters )

Duration

180 minutes

90 minutes

90 minutes



E @ Dashboard § Scheduling |f|] Jobs ~ & Resources ~ v @ Create New ~ Ben Albrecht ﬂ 1

Region: | Victoria x UTC+10:00

Dashboard Fri, 20th Jul 2016 AEST ¢ Today » Last refreshed 0 minutes ago... ()

Jobs by Status

Queued @ Pending Alloc... @ Pending Disp... ~ ® Dispatched ® Ready ® En Route ® On Site @ In Progress ® Complete @ Cancelled

0 3 2 1 0 0 2 3 0

Jobs by Type Jobs with Exceptions
Job Type Qry % Job Number Exception Average Job Duration @) Average Travel Per Job () Job Urgency @
In-Home Care 7 47
Individual Therapy 5 33 Normal
Services
Positive Behaviour 1 7 ® Urgent O
Support Average Utilization Average On-Time Ratio @

Social Group 1 7 0 . 0 0 cyo : Critical

Unleashing the power
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ais

Monday, 1 August

@ Skedulo

New JOB-0085. 1 Aug 2016 2:54PM AEST.

862 Military Rd, Mosman, New South
Wales, AUS.For Jones Household,120
mins. Reply 'YES 0085’ or 'NO 0085'

00000 Optus =

Barmend 2 stasfiild (]
~,

o
i Mol dtone Waverlex

8min/3.2km
JOB-0086: Respite Care - Barbara |
12:34 pm - 02:34 pm
2 DAY CENTRES AND RESPITE CARE

2 Little Napier St, Paddington, New South Wales,
AUS

19min/10.0km

OF )
)B-008 ividual Cour

02:54 pm - 04:54 pm
INDIVIDUAL THERAPY SERVICES

862 Military Rd, Mosman, New South Wales, AUS

19min/11.0km

2:29 PM

JOB-0085

Individual Counselling - Mary Jones

Mary Jones: Jones Household

862 Military Rd, Mosman, New South Wales, AUS

@

E o v #Z

TYPE STATUS
INDIVIDUAL THERAPY
SERVICES

SCHEDULED START SCHEDULED END
Australia/Sydney Australia/Sydney
1st Aug 2016 1st Aug 2016
02:54 pm 04:54 pm
CHECKED IN COMPLETED WORK

1st Aug 2016
02:29 pm




®e000 Optus 7 3 b ®e000 Optus 7 <75 ee000 Optus 3 ¥ 75%

OTHER DETAILS Case Notes
In Progress
Service Agreement SA-00000003
Actions Service Name individual counciling

Related Service Item

CONTACT DETAILS Goals
Billable v
Contact Mary Jones
Petty Cash Allowance 25
Account Jones Household
Support Needs
Phone 992342343
Email maryasd@hotmail.comm Funding Type NDIS
OTHER DETAILS Alerts
Service Agreement SA-00000003
RELATED
Service Name individual counciling
Resources

Unleashing the power
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Transition planning

Unleashing the power Powered by 2%

of your not-for-profit. Connecting Up **




We have implemented this solution multiple times

Cahoots o %

Process refinement oh ™ [, 7 oy, . . .
e I R —— TranS|t|0ns can be a h| h rlsk underta kln and
validation of enquiry process map 0 sa% Andy . Cahoots
Validation of intake process map 0 so% Access Plus, Andy
Validation of camp bookings process.. 0 % andy . Canoot oy .

Validation of reporting process map ] s0% |Andy . Cahoot: Ofte n e n d u fa I | I n O r O n | a rt I a I I d O n e
Service agreement creation (1 per fu ) o ] Envite Ca .
e || o | Ny cances

Standard operstiag procadiees mt | 8 | prve

Source quote from Lumary for web o, 0 ™

it septad by Cooeta G

B A e o | % A

Conga and other licences L] ™% rodwin

Define and setup reference data, ser.. 0 s ipErvite Care, jan Ronol Ke a re a S to a d d re SS .

Eiron AT eavichrere avatabi b D e cae y .

Enrite production environment avail [ [ :I[w"u- Care

e || 0 | ¢ rae . . .

User type determined (based on Enri. 0 0% iy ° O r t | d
st | B | i - ganisational readiness

User profile creation 0 o Hsianca Swiala, Enrite Care

ey o | o8 D Borcs Suhoi . .

Allowance for customisation and conf. ] o HAndy , Bianca Switalp, Enrite Care Y O

il e e rganisational change

Beta acquittal report build 0 o Jan Ronai h

Raperrengsign o o | o carns By

Standard reporting deplayed L] % jan Ronsi Y B . .
el - S N usiness process refinement
Invoice (canga) test and sign off o o cahoots [

Detacrsine Joarme detal { Haqueny | 8 | 6

Test and sign off finance integration 0 I Conoots ° .

oue . = . Data conversion

Fiac e dara suplied 5o —

Validatian of current dataset [ [ T' “ahoots, Jan Ronal . . .

Gap analysis on current data ° % 1an Ronal ° R |

el n A s e ole redefinition

Data remediation o o% ki

Import data o % Enrite Care

Error identification and correction [] % Cahoots, Enrite Care, |an Renai . G .

= overnance roject management

Training and change management on % 1

Training manuals produced 0 o ey Biance switala . .

Training session for sys admin(s}) [ % [ ] T

e e | B | oy ko rainin g
Train the trainer sessions for end use, o % Andy . Bianca Switala q

Traiing documestabion ek ling st [ 01 | (i
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Our process
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Starts with a check of the suitability A,

cusp

Business
processes.
Validate as
suitable.

Map to roles.

Specialist
functions — ie
higher order
rostering?

Unleashing the power
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Measure the increased staffing needed

eg. Billing Transactions

Service Provider with 500 clients

Intake

Contract management

CURRENT FUTURE NDIA accounts
receivable
Scheduling
manual
. process
4 times a .
IYeur requires 26,000 times a
additional Year

Unleashing the power GG
of your not-for-profit.



Step through reporting needs

cusp

atmin
Dashboard a Monday,@L5t September James@ones, ‘_1

W] |||

Lastefreshed:Bnins@go

Includes the

AverageRevenueerPaidHour @ %Billable@ime:@PermanentBtaff @ AveragelEngagementiforiasualWorker @ RejectedBhiftsibyRasual@Vorkers (6] I n d IC El'to rs

~ — needed to
»13 /8% 9 brs = manage in the

changed
o e 0 Sy ° environment

Target:B25 Target:@5% Target:@ 2thrs

1:1Bupport s18 © Name Today 3fnthshgo 6 mths@go 12Enths@go Name Today 3nths@go 6 mthslgo 12@nths@go
Respite 28 @ JamesHones A 13 12 12 10 Jamesiones A 120 12 109 95
GrouplPrograms s @ Belindaong v o ou 15 15 11 Belindaong A 140 135 137 121
Supportediliving s1 @ JaniceD'Hara A 15 13 12 10 Janicel'Hara w115 123 112 100
CommunityBasedBupport $15 © John@nderson A 15 12 13 11 John@nderson A 108 92 83 77

Strategy /
: , ? growth plans
1250 164 27

@

1,357  85%

Unleashing the power
of your not-for-profit.




Z2)

|dentify the major cost components cusp
Staff Software licences Transition
*  Enquiry processing  Lumary «  Business process
«  Scheduler »  Skedulo mapping
«  A/R administration *  Organisational
*  Reporting change

Project management

* Vendor management :
Implementation

eg. Took on 3 staff We have negotiated Needs to be fully
deals typically scoped
reserved for large
players

Unleashing the power
of your not-for-profit.




Adam Dunkley, GM business operations

“It can feel like overwhelming complexity everywhere you look in NDIS
transition. Working with CUSP has allowed us to focus our energies on the
other challenges”

"The clear strategy of CUSP to provide services at an NDIS viable price was
critical ongoing. We could tell CUSP realises that with the tight corporate
overheads set by the NDIA, their services must sit in a tight price bracket to
succeed”

“I'd be happy to take a call from any prospective customer for CUSP to share
our experience”



D

cusp

Contact details:

Josh Goodwin
josh@cusponline.com.au

0413 899 103
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