
CASE STUDY

CONNECTGV
Project: Microsoft Dynamics 

365 Customer 
 Engagement

About ConnectGV

Established in 1954, ConnectGV is a disability services provider in the Goulburn Valley working with some 200 
Australians living with a disability every day.

For 65 years ConnectGV has been a staple of the community, managing six accommodation facilities, an 
independent living unit, day operations and numerous social enterprises which provide supported employment 
opportunities for clients - including the management of a garden centre and school canteen, to a floristry service 
that delivers freshly cut flowers to businesses.

Faced with a new funding model and outdated technology, ConnectGV approached Advance Computing to 
develop an integrated, fit-for-purpose solution to help with the National Disability Insurance Scheme (NDIS) 
compliance requirements without having to start from scratch. 

The NDIS is rolling out to around 4.3 million Australians who have a disability over a five year period and will 
provide greater visibility, customised information and connections to support and services available to help 
individuals achieve their personal goals.
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“One of our aims to be a provider of choice in 

the NDIS world and that’s about being able to 

provide families with excellent service in a timely 

and efficient manner. This means overhauling our 

systems”.

Carolynne Young, CEO of Connect GV
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Changing landscape
The roll-out of the NDIS is providing challenges across 
the industry, none more so than the need to be agile 
in responding to, and implementing changes as they 
happen.

“One of the issues with the NDIS is that the criteria is 
shifting fairly quickly as the government changes the 
requirements, so we needed something we could tailor.

We also wanted something that provides wait 
management, point-of-sale management, marketing, 
customer service and finance. It made sense to use 
Dynamics as the starting point” said Chris Motton 
Director of Advance Computing.

The Solution
Mapping both business, regulatory and operational 
requirements were key to developing a successful 
solution for ConnectGV.

Taking into consideration key customer touch points, 
reporting requirements and operational constraints, 
Advance, in conjunction with the ConnectGV team, 
developed an implementation plan, rolling out key 
functionality in stages. This allowed each solution 
to be customised and adapted as needed in the 
changing regulatory environment.

“The NDIS goalposts have moved so much that many 
off-the-shelf products are being adapted. Most of 
these systems are generic with services from different 
vendors bolted on, so they’re having to wait for the 
components to be changed before they can be used 
in their systems.  With us, it’s all in one build”. said 
Young.

The solution has been built with the team in mind, 
allowing them to get on with the job of delivering 
the programs and managing client expectations 
while knowing the system is capturing the necessary 
information and providing the reporting outcomes 
needed.

“At the heart of the transition to the NDIS is a genuine 
desire to make a difference to their clients lives. 
The care and passion the team at ConnectGV has is 
apparent in all they do”. said Motton.



149 Fenaughty Street, Kyabram 3620
308 Maude Street, Shepparton 3630 
+61 3 5852 3122  |  info@acomputing.com.au

The Roll-out

The roll-out of the solution across ConnectGV 
operations has largely been managed in stages. 

Starting with the launch of a new Client Management 
system.

The Client Management system, nicknamed Cosmo, 
was based on Dynamics 365 for Customer Service 
and provides a central location for data collation and 
analysis from client sessions for use in case notes.  
Staff also have the ability to schedule client activities 
such as bus pick up or drop off, or social activities.

Rostering staff, available through the Scheduling 
Module enables allocation of staff to an activity, 
automatically populating their calendar with the 
activity and time component allocated.

Outcome measures are also an important aspect 
of Client Management, providing the team with 
important information around activities and client 
satisfaction with a particular program. It’s a key driver 
for continuous improvement at an organisaitonal 
level.

Client Attendance is next using Azure Cognitive 
Services for visitor and client management.

“Having all of the data integrated and available for 
analysis means we can use it as evidence going onto 
plans.  By doing it thoroughly, we can make sure our 
families come out with a plan and with funding that 
captures their support needs”. said Young.


