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Architecting Sustainable, People-Centred 
Growth in Australia’s Care Economy

The Imperative: The Dual Crisis of Compassion 
and Capital

The Solution: The Unified Data Ledger

The Australian Aged Care and NDIS sectors, the twin pillars of our nation's 
commitment to dignity and support, are facing unprecedented pressure. 
On one hand, escalating demographic demand (with nearly one in four 
Australians over 65 by 2050) and rising expectations for choice and control 
are driving complexity. On the other hand, providers are caught in a 
relentless cycle of financial strain, critical workforce shortages (turnover 
rates are alarmingly high), and overwhelming administrative burdens 
imposed by complex, fragmented regulatory models. 

The core tension is clear: the mission to care is continually competing with 
the need to report, record, and justify. Centelon recently convened a 
Round Table where care leaders discussed the intractable challenges 
faced by NDIS providers, ranging from increasing expectations from care 
recipients to the need to safeguard revenue amidst increasingly 
stringent audit requirements. 

The path to stability and growth is not simply through increased funding, 
but through a profound operational reset powered by technology. 

During the Round Table, there was a clear consensus 
that sustaining viability under NDIS pricing and 

compliance pressure requires urgent data clarity.
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A single, integrated platform that breaks down the historical data silos 
between Client Management, Financial Systems, and Compliance/ 
Rostering. This integration is where efficiency meets empathy.

Introduction: The Crossroads of Care

The Australian care economy stands at a philosophical and operational 
crossroads. Over $70 billion is committed annually to supporting older 
Australians and NDIS participants, reflecting a powerful societal 
consensus that supports should be provided with dignity, choice, 
and control.

Yet, this noble ambition is constantly tested by the mechanics of service 
delivery. The NDIS has proven its worth, empowering over 692,000 
participants, with 80% reporting greater choice and control after two 
years. Simultaneously, the Aged Care sector is in a state of ambitious 
renewal, driven by the findings of the Royal Commission, focusing 
intensely on supporting seniors to "age in place."

Key Takeaways: From Chaos to Certainty

Implementing a Unified Data Ledger enables providers to:

Gain Financial Foresight: Move beyond retrospective reporting to accurately calculate 
the true cost of care and predict financial viability under shifting funding models.

Decouple Compliance from Care: Embed regulatory requirements into the workflow, 
transforming documentation from an administrative burden into an automatic byproduct 
of quality service delivery.

Empower the Workforce: Reclaim staff time from tedious, duplicated data entry, 
allowing highly skilled workers to focus on high-touch, person-centred interactions, 
thereby combating burnout and improving retention.

The solution proposed during the event was centred around 
three critical enablers: strengthening compliance and 

evidence automation, building a resilient and skilled 
workforce, and enhancing participant experience.
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The National Commitment and the Economic Reality

The challenge is structural. Both sectors are navigating a perfect storm 
of external pressures:

Setting the Agenda: The Mandate for Intelligent 
Governance

To build a truly sustainable and high-quality care system, providers must 
stop managing risk and begin orchestrating opportunity. The foundational 
step is the migration from fragmented, paper-heavy systems to a single, 
intelligent data environment. The future belongs to those who embrace 
data-driven decision-making from reactive compliance to proactive, 
insightful governance.

The systems and processes designed to manage care have not kept pace 
with the scale, complexity, or evolving policy demands. The system is 
structurally sound but operationally strained.

Demographic Tsunami: The sheer volume and complexity of care required will grow 
exponentially.

Financial Squeeze: Rising inflation, mandated wage increases (like the SCHADS Award), 
and complex, changing funding models are pushing small and regional providers to the 
brink, with more than half of residential aged care homes operating at a loss.

The Workforce Exodus: High staff turnover across both sectors due to emotional fatigue 
and overwhelming administrative demands undermines the very continuity of care that 
participants require.

A key thought starter during the Centelon event 
highlighted that workforce scarcity is the primary 

constraint impacting quality across the sector.
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The Defining Challenge: The Crisis of Data 
Fragmentation

The primary impediment to efficiency and quality in modern care delivery 
is the Data Silo Effect. This is not a matter of a single flawed piece of 
software, but rather a structural failure of information flow across the 
organisation.

The Tangle of Disconnected Systems

In a typical care organisation, the three most vital functions operate in 
isolation:

When these systems are disconnected, staff are forced to manually 
reconcile data, often duplicating entries across three or more platforms. 
This not only consumes precious time but introduces massive risk 
through human error, slows down reimbursements, and renders real-time 
insights impossible.

Client Management/Clinical: Records of care plans, progress notes, medical history, 
and goals.

Finance/Billing: Payroll, invoicing, funder claims (NDIS reimbursements or Aged Care 
fee reconciliation), and general ledger.

Rostering/Compliance: Staff hours, incident reporting, mandated training adherence, 
and quality audits.
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Discussions around operationalising AI highlighted 
that, despite 69% believing in its potential, only 14% 

currently use AI at scale due to fragmented capabilities.

The Burden on Frontline Staff: In both sectors, frontline workers cite administrative 
overload and documentation requirements as major factors contributing to burnout 
and high turnover rates. Every hour spent manually filling out a form or chasing a 
signature is an hour lost to personal interaction and relationship building, the very 
essence of care.

Stifling Innovation: Fragmented systems make it nearly impossible to introduce 
meaningful innovation or adopt predictive tools, as the underlying data required for 
analysis is scattered and inconsistent.

Compliance Paralysis: When Paperwork Undermines Care

The intention behind regulation is safety and accountability, but the 
mechanism, excessive documentation and auditing, can paradoxically 
diminish the quality of care. Staff are forced to prioritise data entry over 
direct patient interaction.

Aged Care Cost Distortion: The true cost of care is obscured when workforce wages, 
clinical hours, and regulatory reporting hours cannot be automatically correlated. 
Providers are challenged to accurately model their business under new funding 
arrangements, such as the post-July 2025 reforms, leading to strategic paralysis. 
More than half of residential facilities operating at a loss is a direct consequence of 
this inability to precisely measure cost versus revenue.

A session topic confirmed that claims processes remain error-
prone and delay revenue, with 20% of claims requiring rework.

NDIS Reimbursement Delays: Providers, particularly smaller operations, face severe 
cash flow constraints due to shifting pricing rules and administrative hurdles in making 
payment requests. The lack of integration means a delay in clinical documentation 
directly results in a delay in billing, weakening the organisation's financial stability.

Financial Blind Spots: The Invisible Leakage of Capital

For providers operating on razor-thin margins, the inability to see the 
true financial picture in real-time is a constant threat to viability.
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The Round Table discussion identified building a resilient and 
skilled workforce through smarter rostering and capability 
visibility as one of the critical enablers for future success.

The Integrated Solution: The Unified Data Ledger

The solution is not a piecemeal upgrade, but a commitment to an 
integrated, cloud-based platform: the Unified Data Ledger. This model is 
designed to operate as the single source of truth, offering a 'single pane of 
glass' view for everyone from the CEO to the frontline support worker.

Efficiency Meets Empathy: The Redesign of Workflows

The power of the Unified Data Ledger lies in its ability to embed efficiency 
directly into the process of care delivery. When a support worker records 
a progress note, that action simultaneously initiates multiple downstream 
processes:

This automation transforms documentation from a burden into an 
automatic byproduct of quality service delivery.

Billing Trigger: The system automatically logs the service against the relevant NDIS plan 
or Aged Care package.

Compliance Record: It timestamps the adherence to the care plan and regulatory 
standards.

Payroll Calculation: It validates the staff's time against the roster and applies the correct 
pay rate (e.g., SCHADS Award).

Sentinel Insights: Pre-empting Financial & Workforce Risk

Integrated systems provide Sentinel Insights, predictive data that allows 
management to move beyond crisis management to strategic foresight.

Predictive Workforce Management: By analysing unified data on workload, overtime, 
shift patterns, and compliance adherence, systems can predict which teams or 
individual staff members are at high risk of burnout or attrition. This allows management 
to intervene proactively with support or scheduling adjustments, addressing the root 
cause of high turnover, which is cited by two in three disability workers as a reason for 
considering leaving.
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One of the core ideas discussed was strengthening 
compliance and evidence automation to safeguard 

revenue and reduce administrative overhead.

Audit-Ready Trails: All data, from incident reports to training logs, is secured, 
time-stamped, and cross-referenced in the Ledger. This instant traceability drastically 
reduces the administrative time required to prepare for external audits (ACQSC or NDIA), 
protecting the organisation and its license to operate.

Compliance-as-a-Byproduct: Shielding Care from 
Administrative Weight

In an integrated environment, the focus of sta� shifts entirely from 
documenting for the auditor to documenting for the client.

Sector Deep Dive: Architecting Resilience for 
the Future

Focus on the National Disability Insurance Scheme (NDIS)

The NDIS is a massive undertaking, and its success hinges on its ability to 
move from expansion to consolidation, achieving sustainable growth with 
quality outcomes.

Real-Time Quality Metrics: Quality indicators are no longer a retrospective analysis 
performed quarterly. They are monitored continuously, allowing managers to address 
inconsistencies in care delivery, medication management, or support plan adherence 
immediately, thereby embedding safety and quality into the organisational DNA.

Accurate Financial Modelling: The Ledger provides a real-time correlation between care 
delivery cost and funding mechanisms. This allows providers to quickly model the impact 
of regulatory changes, accurately budget for wage increases, and ensure the business 
remains financially sustainable while prioritising quality outcomes.
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The importance of matching worker capabilities to 
participant needs was identified as a core challenge 

during the discussion on workforce capacity.

Bridging the Gap: Data to Support Participant Choice

The core NDIS principle is choice and control. Data fragmentation 
undermines this by creating rigid, slow-to-adapt services. A Uni�ed Data 
Ledger provides the agility needed:

Dynamic Plan Management: By integrating care delivery with financial usage, the 
system ensures real-time tracking of plan expenditure, preventing over- or 
under-utilisation, and allowing for dynamic support adjustments reflective of the 
participant’s evolving needs and goals.

Empowering Workers to Focus on Goals: With administrative tasks automated, support 
workers have the tools and time to genuinely focus on capacity building, employment 
participation (which has more than doubled for younger participants in the scheme), and 
community inclusion, rather than just service delivery.

Focus on the Aged Care Sector

Aged Care is moving decisively toward a continuum of support, enabling 
older Australians to receive tailored care, particularly through the 
Support at Home program, as part of the broader 2025 reforms.

The Ambition and the Fiscal Tightrope

The Scheme is under pressure to stabilise cost growth to an 8 per cent 
annual rate by 2026-27, alongside targeted savings of around $19 billion. 
Providers must demonstrate both efficiency and impact. Integrated data 
systems are essential here, enabling providers to prove that the funded 
supports are indeed 'reasonable and necessary' and leading to 
measurable participant outcomes.
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Quality and Accountability in Real-Time

Addressing the quality gaps exposed by the Royal Commission requires 
constant vigilance. The Ledger ensures that every incident, medication 
change, and clinical intervention is captured instantly and accurately. This 
real-time �delity of data, a digital audit trail, is the foundation for 
transparent accountability, ensuring that the human face of care is never 
obscured by bureaucratic ine�ciency. The promise is that every act of care 
becomes a statement of dignity and respect.

Navigating New Funding Models: Unlocking Financial 
Viability

The fragility of the sector's finances demands precision. Integrated data 
offers the clarity needed:

Calculating True Cost of Care: The system connects the specific mix of services 
delivered (clinical time, personal care, cleaning) with the exact staff cost and associated 
overheads. This allows providers to accurately model their business around new 
means-tested fees and accommodation deposits, ensuring investments in quality are 
sustainable.

Streamlined Compliance: The high administrative complexity imposed by the Aged Care 
Quality and Safety Commission can be overwhelming. Integrated systems convert this 
burden into streamlined reporting, reducing the potential for audit breaches and 
protecting the provider's focus on the resident experience.
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The Path to Sustainable Care

The Australian care economy cannot a�ord to remain tethered to outdated 
systems that perpetuate data silos, erode �nancial margins, and burn out 
the critical workforce. The interdependence of the NDIS and Aged Care 
sectors means that e�ciency gains in one bene�t the entire care ecosystem.

Recalibrating the Ecosystem

The move to a Uni�ed Data Ledger is not merely an IT project; it is a 
strategic investment in human capital and long-term sustainability. It 
addresses the core tension by ensuring that the operational demands of 
compliance and �nance are seamlessly integrated into the compassionate 
act of care.

The Human-Centred Future
The ultimate goal of this digital transformation is to empower care 
professionals. By simplifying complexity, automating the mundane, and 
providing real-time foresight, we equip managers and frontline staff 
with the capability to focus on what truly matters: delivering consistent, 
personalised, and dignified support. This focus will not only improve 
participant outcomes but also cultivate a more resilient, valued, and 
enduring workforce. The future of care is a future where compassion is 
infinitely scalable through intelligent, unified systems.
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Source: Market Research

Strategic Recommendations for Providers

Centelon understands the immense complexities and ethical 
responsibilities inherent in the Aged Care and NDIS sectors. Our expertise 
lies in architecting and implementing integrated digital solutions that 
align with the entrepreneurial spirit of growth while adhering to the 
strictest principles of regulatory compliance and person-centred care. 
We focus on turning organisational ambition into operational reality.

To begin your journey from fragmentation to foresight, 
Centelon recommends the following immediate actions:

Conduct a Data Sourcing Audit: Identify every disconnected data silo (Client 
Management, Rostering, Finance) currently necessitating manual duplication.

Champion the 'Unified Ledger' Mandate: Require that any new technology investment 
must integrate seamlessly across all three core functions, eliminating the creation of 
future silos.

Prioritise Workforce Empowerment: Utilise technology specifically to reclaim staff 
time. Benchmark the average number of hours saved from repetitive administrative 
tasks and reinvest that time directly into staff training, wellbeing, or client engagement.

Connect with Centelon today to blueprint a digital future where your 
organisation achieves sustainable financial viability, regulatory 
excellence, and unparalleled person-centred care.
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About Centelon Solutions

/centelon_ltdcontact@centelon.com /centelonsolutionscentelonsolutions.com

Centelon Solutions is a trusted business-technology solutions partner, helping 
large to mid-size organisations across various industry verticals in their digital 
transformation journey. Our core strength lies in aligning technology with 
investment goals and defining a strategic roadmap to continuous transformation. 
We aim to integrate digital technology built on a foundation of our own platforms 
and IP, combined with best-of-breed COTS solutions, into all areas of businesses 
to deliver better customer value.

We work with customers to keep pace with new trends and achieve dynamic 
objectives such as: higher and faster value with business-driven technology 
implementation using agile methodology and DevOps; technology excellence 
through automation, continuous delivery, application modernisation, and 
leveraging next- generation technologies; as well as enhanced cost optimisation 
through reduced cost and improved quality with cutting-edge proprietary 
accelerators and platforms.

www.centelonsolutions.com
https://www.linkedin.com/company/centelonsolutions/
https://x.com/Centelon_ltd



