
Participant Service Agreement SC                              
Reference Code 104.05 Page 1 of 6 

 

This Service Agreement: 

a) Is made for the purpose of providing supports to the person identified as the “Participant” 
below; under the Participant’s National Disability Insurance Scheme (NDIS) Plan.   

b) Sets out the terms for services provided in the Schedule of Supports (Annexure A) to be 
provided to the Participant. 

c) Has been negotiated with the Participant and all parties signatory to the Service Agreement. 
d) May be reviewed at any time by any of the parties with responsibilities indicated on this 

Agreement or those Representatives with decision-making capacities related to the 
Participant (e.g. guardian, power of attorney).  

e) Is effective from the commencement date as outlined in Section 1 below and remains in place 
whilst the Participant is in receipt of NDIS services from The Support People Pty Ltd, the 
“Provider”.   

f) Is published on the Provider’s website www.thesupportpeople.com and will be updated with 
any Services Agreement changes.  Participants with an existing Service Agreement may not 
be issued with a new Service Agreement when changes are made.   

1. Date of Agreement 
This Agreement commences from: 

___/___/___ 

 

2. Parties to the Agreement 
This Agreement is made between: 

    

referred to within as “Participant” 

and 

The Support People Pty Ltd (Provider) 

  

Participant Service Agreement – 
Support Coordination 

 

http://www.thesupportpeople.com/
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3. Key Supported Decision Maker/s (if applicable):  
If the Participant has a key person or representative who supports them in their decision making around Services (e.g. a 
plan nominee/manager, advocate, parent etc) who is party to this Agreement please provide their details here: 

Name:     

Relationship to Participant:     

Phone Number:     

Email:     

4. NDIS Registration Numbers 

Participant:     

Provider: 4050014270 

5. Participant’s Details 

Address:    

Home Number:    

Mobile:    

Email:    

6. Schedule of Supports 
The Provider will provide services up to the maximum set out in the Schedule of Supports 
(Annexure A). 

The Provider will create Service Bookings for the provision of National Disability Insurance Agency 
(NDIA) supports.  The Provider is unable to provide supports unless there is an active and sufficient 
service booking.   

7. Fees for Supports 
The Provider will invoice for the services rendered as set out in the Schedule (Annexure A) on an 
arrears basis, based on the NDIS Price Guide rate applicable to the date on which the service is 
provided.   

All prices are inclusive of GST (if applicable).   For the purposes of GST legislation, the Parties 
confirm that:  

• a supply of supports under this Service Agreement is a supply of one or more reasonable and 
necessary supports specified in the statement of supports included, under subsection 33(2) 
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of the National Disability Insurance Scheme Act 2013 (NDIS Act), in the Participant’s NDIS Plan 
currently in effect under section 37 of the NDIS Act.    

• the Participant’s NDIS plan is expected to remain in effect during the period the supports are 
provided; and 

• the Participant will immediately notify the Provider if the Participant’s NDIS Plan is replaced 
by a new plan or the Participant stops being a Participant in the NDIS. 

8. Participant Rights 
As the service provider, the Provider has a commitment to ethical practice and supports the 
Participant’s rights to: 

• Full and effective participation and inclusion in the community. 
• Participate in decisions about their life. 
• Understand information to make informed life choices. 
• Be treated with dignity and respect. 
• Be free from discrimination. 
• Be free from physical, sexual, emotional and verbal abuse.   
• Receive sufficient information about services and terms of use. 
• Receive quality services and supports that are appropriate to the Participant’s needs. 
• Privacy and confidentiality. 
• Access information that is held about the Participant. 
• Information on how to lodge a complaint if unhappy with any aspect of service. 
• Have complaints dealt with fairly and promptly. 
• Appeal decisions made about the Participant and to have the appeal dealt with fairly. 
• A safe and healthy environment within the service and facilities.   

9. Participant Responsibilities 
The Participant undertakes to: 

• Give the Provider complete and accurate information about the Participant and their 
situation. 

• Communicate with the Provider to develop a plan for the delivery of supports to meet the 
Participant’s needs and provide information necessary for the safe and efficient delivery of 
supports.   

• Inform the Provider as soon as possible of any incidents, problems, concerns, or complaints 
with staffing, supports and/or activities provided. 

• Give the Provider feedback about service and how it can work better. 
• Inform the Provider if the Participant’s NDIS Plan is suspended or replaced with a new NDIS 

Plan, if the NDIS Plan payment method changes or if the Participant stops being a participant 
in the NDIS.  

• Respect and treat staff and other clients well, and encourage friends, visitors, guests and 
other family members to treat workers with respect and courtesy.   

• Refrain from offering gifts to staff members or making loans of money or goods and abiding 
by the Provider’s policy on smoking and refraining from smoking near staff.   

• Take reasonable care to not damage property or assets of the Provider. 

http://www.comlaw.gov.au/Current/C2014C00149
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• Notify the Provider within the required notice period if a service is no longer required (either 
in a one-off or ongoing basis).   

10. Provider Responsibilities 
 The Provider undertakes to: 

• Provide services up to a maximum as set out in the Schedule. 
• Work within a person-centred philosophy that puts the Participant’s goals and aspirations, 

and right to decision-making, at the forefront. 
• Collaborate with the Participant and their family or other supporters/representatives, as 

identified in Section 2 of this Agreement, on decisions about how the supports are provided.   
• Treat the Participant, their family and friends with courtesy and respect. 
• Inform the Participant of their rights with respect to service delivery. 
• Communicate openly and honestly about issues to do with the services provided. 
• Address incidents, complaints and resolve problems in a timely and professional manner. 
• Within the constraints of the fees provide agreed supports that are flexible, maximise 

Participant choice and control and enhance quality of life. 
• Train and supervise staff to provide a high standard of service. 
• Ensure appropriate employee probity clearances are in place. 
• Respect the Participant’s privacy and keep Participant’s information confidential. 
• Respond in a timely and professional manner to any inquiries regarding invoice details.  
• Provide supports in a manner consistent with all relevant laws, including the National 

Disability Insurance Scheme Act 2013, and keep accurate records on the supports provided.  

11. Plan Gaps and Plan Extensions 
Where the NDIA: 

a) Extend the Participant’s NDIS Plan beyond the Agreement (dates on the Schedule) with the 
Provider; or 

b) Where there is a ‘gap’ between NDIS plans 

 

The Provider hereby notifies that it will either: 

a) Claim to the NDIS portal where sufficient funds are available; or 
b) Invoice the NDIA directly; or   
c) Invoice the Participant directly.    

12. Payments 
The rate charged for supports will be based on the NDIS Price Guide applicable to the date on 
which the service is provided.   

The Provider will seek payment for the provision of supports to the Participant outlined in the 
Schedule through one of the following methods: 
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NDIA Managed: 
If the Participant has nominated the NDIA to manage the funding for supports provided under this 
Service Agreement, after providing those supports, the Provider will claim payment for those 
supports from the NDIA.   

Plan Managed: 
If the Participant has nominated a Plan Management provider to manage the funding for supports 
provided under this Service Agreement, after providing those supports, the Provider will claim 
payment for those supports from the Plan Management provider.  The participants Plan 
Management provider will pay in accordance with the terms of the invoice. 

By signing this agreement, the Participant consents to the Provider and current, or past, plan 
manager(s) sharing information related to the Participant’s supports, funding and accounts.   

Self-Managed: 
If the Participant has chosen to self-manage the funding for supports provided under this Service 
Agreement, after providing those supports, the Provider will send the Participant an invoice for 
those supports for the Participant to pay.  The Participant will pay in accordance with the terms of 
the invoice.   

13. Ending this Service Agreement 
Either party may terminate this Agreement by giving the other party 14 days’ notice in writing.   

14. Privacy 
To provide services to the Participant, the Provider collects and uses personal information, 
including sensitive information.  The Provider is committed to the proper handling of personal 
information in accordance with the Australian Privacy Principles in the Privacy Act 1988.  

A copy of the Client Intake Pack, containing “Your Privacy” Statement, has been provided. 

15. Feedback/Complaints/Disputes 
If the Participant has a concern about the services provided, it is important to contact the 
Provider.  Complaints are important – they help improve the service offering.   

The Provider encourages the Participant to raise concerns or complaints by contacting the person 
listed in the contact details section of this Agreement (Section 15).  

If the Participant feels the Provider has been unable to resolve a concern or complaint, then the 
Participant should seek further support.  A family member, friend or an independent advocate can 
support the Participant in making a complaint.  For further information see the Advocacy 
Information Sheet provided.  

Unresolved complaints about the Provider’s service can also be directed to the NDIS Quality and 
Safeguards Commission by phoning 1800 035 544 (free call from landlines). 
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16. Nominated Contacts 
For matters relating to this Agreement (including complaints and incidents) is: 

Name:     

Position: Support Coordinator 

Phone: 1300 94 67 37 

Mobile:     

Email:     

 

For matters relating to billing or invoices is: 

Name: Accounts Department 

Phone: 1300 94 67 37 

Email: accounts@thesupportpeople.com 

17. Acceptance of Service Agreement 
The Participant has received a copy of:  

• Client Intake Pack (Reference Code 170.00) 

    

Name of Authorised Provider Representative 

    

Name of Participant or Participant’s Representative 

    

Signature of Authorised Provider Representative 

    

Signature of Participant or Participant’s Representative 

Date:  ___/___/___ Date:  ___/___/___ 
 

☐ A copy of this Agreement has been provided to the Participant and/or the Participant’s 
Representative. 

*The Provider will accept this document as signed, through an email or verbal acceptance from the 
Participant and/or Participant’s Representative.   


