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“Complexity of support need is not an issue in
and of itself - it only becomes an issue when the
formal system is not able to adequately respond
to or meet an individual’s support needs”.
New South Wales Government, Family and Community Services, Ageing and Disability
and Home Care.

4

|

DEVELOPM E N TA L DI SAB I L IT Y WA

Contents
Introduction................................................................................................................................................. 6
What do we mean when we say someone has complex support needs?.............................7
Two ways to describe ‘complexity’ - one diagram, one text.......................................................7
What might not be complex support needs when it comes to planning?.............................10
Who might find this resource useful?................................................................................................10
Before you get to first base (and start planning)............................................................................. 11
Other considerations.............................................................................................................................. 12
Mind Mapping as you go....................................................................................................................... 12
Working with the Mind Map information to link to the WA NDIS.............................................. 13
Marley.......................................................................................................................................................... 14
Who is Marley?.................................................................................................................................... .14
Life Now..................................................................................................................................................15
What’s not working so well?.............................................................................................................16
What do we want to see short term?............................................................................................. 17
What are we learning about how to support Marley?..............................................................18
What are we learning about keeping Marley safe and well?................................................18
What are we learning about what is important to Marley?.....................................................19
What’s working well?........................................................................................................................ 20
What do we want to see long term?............................................................................................ 20
Other considerations..........................................................................................................................21
Mind Map Workbook (templates) ..................................................................................................... 22

MAPPING NEEDS - COMPLEX SUPPORT NEEDS PLANNING

5

Introduction
The WA National Disability Insurance Scheme (WA NDIS) is the Western Australian version
of the National Disability Insurance Scheme (NDIS) for funding support to people with
disabilities. The National scheme will be fully rolled out across WA by 2020. People in the
WA NDIS are being transferred to the NDIS. Whilst this resource has been developed to align
with the WA NDIS support clusters, the Mind Mapping process is a universal tool and can be
used to support other planning processes.
For more information please refer to the Department of Communities, Disability Services
Transition schedule;
http://www.disability.wa.gov.au/Global/Publications/NDIS/Schedule/NDIS-transitionschedule-Western-Australia.pdf
Mapping needs starts from the point of getting to know the person first, to build up a full
picture of who they are and the challenges they face. People with complex support needs
are often known a little bit by many people in a range of services, but not well by one person
or one service. This can be due to their involvement with a range of service systems, which
can become the basis for seeing their needs as ‘complex’. Mapping Needs provides a way
to see the whole person, and to bring information about them together into a practical format.
There are many planning resources currently available to help people with disability
determine their goals and the resources available to them through the WA NDIS; however,
planning resources for people who have complex supports needs and the people who work
with them, are lacking. This resource has been designed to create the bridge needed to
connect people into the WA NDIS. In our experience working with people who present as
complex, just one person who takes the time to connect to someone who is isolated and
excluded from community life, can make a life-changing difference.
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What do we mean when we say that
someone has complex support needs, when
it comes to developing a WA NDIS plan?
Complexity becomes an issue when the formal service system is not able to respond to or
meet a person’s needs in the traditional manner, which often means people are left behind
and denied access to services.
It can be easy to say that the person is too complex, or that their needs are too complex. For
example, having a safe home is not a complex need; trying to get multiple systems working
together to provide (a safe home) for the person is more often where the complexity lies.
Mapping needs provides a stepping stone into the WA NDIS planning process by starting
to identify some essential areas of support that could provide a person with a stable base
for future plans and services to build on. This resource encourages an outreach approach.
Outreach means that the worker goes to the person. It’s flexible and non-judgemental.
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Two ways to describe ‘complexity’- one
diagram, one text
The following ‘complex support needs’ diagram , outlines the various domains which can
help determine if someone has complex support needs.
This diagram gives some prompts for thinking about the different areas of difficulty a person
may experience in their life.
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Practitioner Planning Guide: Collings, S., Dew, A., & Dowse, L., UNSW (2015). Complex
Support Needs Flag. Being a Planner with a Person with Disability and Complex
Support Needs: Planning Resource Kit (p. 11). UNSW: Sydney
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Another way to consider ‘complexity’:
There are some commonalities shared by people with complex support needs who may
‘challenge’ the service system. This occurs because the system is not structured, organised,
resourced or otherwise able to respond to their needs. Complexity can result from:
• a breadth (or range) of need – multiple factors (more than one) that are interrelated or
interconnected.
• depth of need – profound, severe, serious or intense needs.
For many people, the combination of support needs and circumstances in which they live,
means that without timely and effective responses they or others can be at immediate risk, or
may become at risk.
Common factors which contribute (and which challenge the service system) are included in
the following table.

PERSONAL FACTORS
• multiple disabilities
• Profound/severe intellectual disability

SITUATIONAL FACTORS
• a lack of natural supports and support
network

• dual diagnosis – intellectual disability
and mental health concerns,
including personality disorders

• a breakdown in carer arrangements

• alcohol and/or drug issues

• homelessness

• high medical needs or significant
deteriorating health conditions (such
as chronic respiratory disease or
cancer)

• involvement in or at risk of contact with the
criminal justice or forensic system

• behaviours involving harm to self or
harm to others
• experience of trauma or neglect

• Indigenous background
• leaving statutory care

• youth disengagement from the education
system
• multiple agency involvement and difficulties
accessing services in a coordinated way
across a range of service systems
• intensive resource and high cost care and
support
• history of inadequate, inappropriate and or
misdirected therapeutic support

* New South Wales Government, Family and Community Services, Ageing and Disability
and Home Care
www.bps.org.uk/default/files/documents/challenging_behaviour_-_a_unified_approach.pdf
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What might not be complex support needs
when it comes to planning?
A person with a disability, who has a stable home with family and friends involved in their life, as
well as good physical and mental health- has a solid foundation for working out a WA NDIS plan.
Even if that person has quite a complex disability, including medical challenges, planning can still
be done in a fairly straight forward way. This is because information is readily available through/
from people around them who know them well and are involved in their everyday lives.

Who might find this resource useful?
This resource is to help any person with good intent and concern about someone. It is a way to
gather information and to record what they already know. This information can then be included
in a WA NDIS plan.
Getting to know someone well is the way that we build a picture of what they like to do and
who matters to them in their life. We can never know everything about another person, but if a
number of people who know them contribute to the planning process, a richer picture can be
developed about who they are, including their interests and needs.
• If you are family or a friend and you know the person from seeing them in their daily life,
you can start to map out what you know.
• If you are a person in a paid role in the community, who meets a person as part of your
work, you may be wondering how you can practically assist them. This resource could
help.
• If you are a support worker, you may see the person where they live or in the community
which can start the process of getting to know them well.
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Before you get to first base (and start
planning)
Planning is a process which helps a person to determine what matters to them, and what will help
them to achieve their goals. In order for a person to receive funded supports, these goals need
to be included in a WA NDIS plan. This resource is a way to gather and organise information
through the use of a Mind Map.
Even if we think we know someone well, using a Mind Map to record information in a visual
image around some clear headings, can help us to think about the person’s needs in a clear,
comprehensive and organised way.
The critical factor is getting to know the person in real situations and places in their life, not trying
to know them through a list of questions, or sitting in a room somewhere with a clip-board.
Sometimes it can seem challenging to find ways to really get to know someone who has complex
needs. Below is a list of possible ways to do this:
• Find a way to ‘hang out’ with the person such as going with them to something they are
doing. Hanging out doesn’t have to involve asking lots of questions that probe into their
life.
• Invite them for a coffee or lunch somewhere (paying for their coffee/lunch can provide
that bit of encouragement).
• Dress casually, not office ‘power dressing’.
• Go to them rather than expect the person to come to you.
• Be prepared to be a bit uncomfortable or ‘out of your comfort zone’ and just accept this
as part of the process.
• Set time aside and let time flow, try not to ‘clock-watch’.
• Be prepared to share a bit about yourself so that it is not a one-sided exchange.
• Be willing to meet others in their life, if the opportunity arises.
• Mind Map as you go (see next section).
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Other considerations
If you are in a paid role, there needs to be policy around flexible working arrangements (in hours
or after hours) and protective plans like someone to call for advice if needed. Ideally your team
will acknowledge and respect your judgement and initiative in how you build your relationship
with the person. Having access to some petty cash is really helpful and will prevent you from
spending your own personal money.

Mind mapping as you go
The Mind Mapping process is an organic one which happens over time as you get to know
the person. It is a personalised approach. Some people may like to sit with you while
you record the information- they might like to be the one who does the writing, drawing or
collage etc. Some people might prefer to see the completed Mind Map when it is finished.
The most important part is that it’s an open process, and does not become a formal interview
situation. The focus is always on getting to know the person well, using the template to
record the information and inviting as many people as possible who are connected with the
person to contribute.
This resource includes a Mind Map work book which can be used to record information each
time you catch-up with the person.
The following are actual Mind Maps, which have been included with the permission of the
person they were written about. All identifying information has been removed.
These Mind Maps were developed over a 6 month period, through contact made whenever an
opportunity presented, including; time spent at the laundromat, in crisis accommodation, during
court hearings, at an inner city drop in centre (food and other supports) and at meetings for other
reasons. This was not an ordered process as there were times when meet-ups were missed or
periods of chaos interfered. The Mind Maps were shown to the person at various times so that
they could add or change the information.
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Working from the Mind Maps towards a WA
NDIS Plan
The Mind Maps bring information together. This information can then be used in the planning
process which could include both funded and unfunded supports. The WA NDIS planner will use
the information provided to determine what supports will be funded.
There are eight support clusters in the WA NDIS. These are:
1. Accommodation
2. Daily Living
3. Communication (Auslan)
4. Wellbeing
5. Having a break
6. Support Planning
7. Behaviour support and specialist care
8. Therapy and specific support
For more detailed information about the support clusters and the WA NDIS
system please see their website: https://www.ndis.gov.au/2015-wa-supportclusters.html
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Marley
The following example of “Marley” shows how information was collected through the Mapping
Needs process. In this person’s case, this information enabled a planner to get to ‘first base’ and
start to write a plan that addressed the most urgent needs first, creating a stable base for further
planning and support.
The Mapping process covered the following areas:
• Who is Marley?
• Life Now
• What’s not working so well?
• What do we want to see short term?
• What are we learning about how to support Marley?
• What are we learning about keeping Marley safe and well?
• What are we learning about what is important to Marley?
• What’s working well? What do we want to see long term?
• Other considerations

Who is Marley?
This mind map captures what you are learning about who the person is- such as their character
traits, what they like and their strengths. As you get to know and understand the person better,
more information can be added or changed.
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Life now
The information collected here can be used by the WA NDIS planner to capture the ‘Current
Situation – My/Our Story’ section in the WA NDIS Plan.

The next two mind maps help to identify goals which relate to the following clusters in the
WA NDIS Price Framework.
· Accommodation
· Wellbeing
· Daily Living
· Support Planning
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What’s not working so well?

WHAT'S NOT WORKING SO WELL?
relationship w ith public
trustee & guardian
+1

how Marley responds
to particular stressful
situations eg. verbal
threats, particularly when
she feels threatened or
lack of control

Marleys ability to look
after herself when
unstable/unwell

What do we want to see short term?
to know + understand
the responsibilities that
go along w ith renting
(Roof for youth)
birthing
education
classes

have friends
that are po
influence sitive

WHAT DO WE WANT TO
SEE SHORT TERM?

have things to
do during the
day

guitar
lessons

connect to
young mums
group
to eat good food
+ look after my
health + babies
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to get the things I’ve
bought for my baby

Goal One: ‘Having a safe place to live’. This goal starts to address Marley’s basic need for
a home.
In the WA NDIS system this relates to:
Cluster 1 – Accommodation – Support to live safely in a setting away from natural family
living arrangements.
Goal Two: Having meaningful things to do.
Goal Three: To have a stable life and reduce crisis.
To achieve these Goals, Marley’s’ plan included mentoring support, travel assistance and
life skills.
In WA NDIS system these link to:
Cluster 2 – Daily Living – Support with daily life tasks to enable individuals to live as
autonomously as possible or;
Cluster 4 – Wellbeing – Individual is engaged in valued roles through participation in
community, vocational and/or educational activities and/or employment
The level of complexity and disruption in Marley’s life also identified the need for someone
to take a coordinating role to progress the plan. In the WA NDIS system, this links to:
Cluster 6a and 6b – Support Planning – Service responses at times of intense change
and significant transition are appropriate, goal directed and well-coordinated.
The following two Mind Maps show the importance of working with Marley’s unique needs
and behaviours (unmet need), as well as her communication style and the environmental
factors.
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What are we learning about how to support Marley?

What are we learning about keeping Marley safe and well?
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In the WA NDIS system, this links to:
Cluster 7a and 7b – Behaviour Support and Specialist Care – Individuals and others are
free from harm and an individual’s support needs are met and/or;
Cluster 8 – Therapy and Specific Support – Improved or maintained functional capacity to
enable an individual to independently undertake practical activities.
The WA NDIS planner will use this information to determine funded therapeutic supports
under these clusters which support identified goals.
There were a number of other mind maps which collected important information that
supported the plan, but did not have a direct link to a cluster.
This information was used to develop strategies in an individualised support plan, rather than
the WA NDIS plan. These are shown below:

What are we learning about what is important to Marley?
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What’s working well?

What do we want to see long term?
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Other considerations

some examples of guiding
questions

For health & well-being - managing relationships, what are some of the things you
want us to do?
1. What do you like people to do?
· butt out
· leave you alone?
2. If we could see it was dengerous or harmful what would you want us to do?
· tell you?
· give you options?
3. Managing health
· physical
· sexual
· mental health
· drugs + alcohol
4. Staying safe
5. Managing sexual health
6. Issue > explore > agree - how do we help you manage that?
7. Worst time? Tell me about it, what happens? Why do you think you do that?
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Mind Map Workbook
(templates)
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LIFE NOW
(DATE ...................................)
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WHAT ARE WE LEARNING ABOUT
HOW TO SUPPORT
................................................. ?
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WHAT ARE WE LEARNING ABOUT KEEPING
.......................................................................
SAFE AND WELL?
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WHAT ARE WE LEARNING ABOUT
WHAT IS IMPORTANT TO
................................................. ?
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WHAT IS WORKING WELL?
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WHAT DO WE WANT TO SEE
LONG TERM?
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