405 Upper Heidelberg Road, 
Ivanhoe 3079		[image: ]

[bookmark: _Toc130810099]MANAGEMENT OF NDIS SUPPORTS POLICY AND PROCEDURE

[bookmark: _Toc130810100]PURPOSE

The purpose of this policy is to ensure that each participant exercises meaningful choice and control over their NDIS supports and maximises the value for money they receive. This policy ensures that supports and services are managed effectively and in accordance with the participant's goals, preferences, and NDIS plan.

[bookmark: _Toc130810101]SCOPE

This policy applies to all staff, including Specialist Support Coordinators, Support Coordinators, Support Workers, and other personnel involved in the delivery of support coordination (including specialist). It also applies to participants receiving services from AmeCare, ensuring that they are provided with the necessary guidance, information, and support to exercise choice and control over their NDIS-funded supports and services. This policy is owned by the Director.

[bookmark: _Toc130810102]DEFINITIONS

	Term
	Definition

	Choice and control
	It means that participants have the right to make their own decisions about what is important to them and to decide how they would like to receive their supports and from whom.

	Specialist Support Coordination
	Specialist Support Coordination is a higher level of support. It focuses on reducing complexity in the participant’s support environment and helping the participant overcome immediate and/or significant barriers in plan implementation.

Specialist Support Coordination helps participants: 
· address complex barriers that affect their access to supports
· design a service plan for their support needs, where appropriate.

Specialist Support Coordination is delivered by a specialist support coordinator. Specialist support coordinators should be appropriately qualified and experienced to deliver the expert approach which is needed to address a participant’s complex support needs and/or risks in their environment.

This support is time-limited and focuses on addressing barriers and reducing complexity in the support environment while assisting the participant in connecting with supports and building capacity and resilience.

	Support Coordination
	Support Coordination supports participants to understand and implement the funded supports in their plans and link to the community, mainstream and other government services. This is longer-term support to provide connection and coordination of a participant’s NDIS supports.

Support Coordination helps participants:
· connect to NDIS and other supports
· broker supports and services in line with a participant’s wishes and their plan budget
· monitor plan budgets and support effectiveness
· build capacity and capability to understand their plan, navigate the NDIS and make their own decisions.

	NDIS Plan
	The NDIS plan sets out the participant's goals and the supports that will help in achieving those goals. Plans are based on each participant's disability support needs.

	Capacity Building
	Activities or supports aimed at improving a participant’s ability to coordinate, manage, or direct their own services and supports independently. This can include providing education, training, and resources to enhance their skills and confidence.

	Value for Money
	Ensuring that NDIS funds are used in an efficient and effective way, maximising the benefit to the participant while staying within the allocated budget.

	Budget Flexibility
	The ability to shift funds between different categories of support in a participant’s NDIS plan, where permitted, to better meet the participant’s changing needs.

	Mainstream Services
	Public or community-based services that are available to everyone, such as healthcare, education, and housing, which can complement NDIS-funded supports.

	Participant
	A person who has been found eligible for the National Disability Insurance Scheme (NDIS) and has an approved NDIS plan. Participants receive funded supports and exercise choice and control over their services.

	Support Worker
	An individual employed or engaged to provide direct support and assistance to NDIS participants, helping them achieve their goals and participate in daily activities as outlined in their NDIS plan.

	Informal Supports
	Unpaid assistance provided to a participant by family members, friends, or community networks, which complements formal supports funded by the NDIS.

	Service Agreement
	A written agreement between a participant and a service provider that outlines the supports to be delivered, the terms and conditions, costs, and the rights and responsibilities of both parties.

	Plan Manager
	A person or organization engaged by a participant to manage the financial aspects of their NDIS plan, including paying providers, tracking budgets, and providing financial reports.

	Reasonable and Necessary Supports
	Supports that are related to a participant’s disability, help them pursue their goals, and represent value for money, as determined by the NDIS Act and guidelines.

	NDIS myplace Portal
	An online platform provided by the National Disability Insurance Agency (NDIA) where participants can view and manage their NDIS plan, track budgets, and communicate with providers.
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AmeCare is committed to ensuring that each participant has the autonomy to exercise choice and control over their supports, receives value for money, and is provided with the necessary information and tools to effectively manage their NDIS plan.

AmeCare staff are accountable for providing transparent, ethical, and high-quality support coordination. Regular monitoring, documentation, and participant feedback will be used to ensure accountability and continuous improvement.


Key Principles

1. Participant Choice and Control

· AmeCare adopts a consumer-directed approach, empowering participants to be active decision-makers in the planning, selection, and management of their supports and services.
· Each participant has the right to make informed decisions about their supports and services.
· Supports and services are arranged based on the participant’s NDIS plan and budget, and in accordance with the participant’s preferences and goals.
· Staff must respect the participant’s decisions, ensuring that the participant maintains full control over the allocation and use of their NDIS funding.


2. Provision of Accessible Information

· Participants will receive information about available support options using language, communication methods, and terms that they can easily understand.
· Staff must ensure that all information provided is tailored to the participant's communication preferences, including the use of plain language, translated materials, or visual aids as necessary.

3. Capacity Building for Self-Management

· Participants will be supported to build their capacity to coordinate, self-direct, and manage their supports as appropriate.
· AmeCare will provide participants with resources and information to help them understand how to manage budget flexibility, establish agreements with service providers, and participate in NDIS planning processes.

4. Effective and Efficient Use of Supports

· Supports funded under the participant’s NDIS plan will be used effectively and efficiently to ensure that the participant’s goals are achieved.
· Staff will assist the participant in maximising the value for money from their funded supports, ensuring that services are delivered within budget and aligned with the participant’s objectives.
· Participants will be encouraged to complement their funded supports with community and mainstream services where appropriate to enhance the outcomes of their plan.

5. Regular Monitoring and Review of Supports

· Support arrangements will be regularly monitored to ensure that they remain aligned with the participant’s evolving needs and goals.
· Staff will work with participants to review their supports as needed and make adjustments based on changes to their circumstances or plan objectives.

All actions and recommendations made by staff will be guided by the best interests of the participant, ensuring their safety, well-being, and achievement of personal goals.
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This procedure is designed to guide staff in providing participants with the necessary information, support, and tools to manage all clients’ NDIS plans effectively, maximise value for money, and achieve their individual goals.

1. Arranging Supports

· Understanding Participant’s NDIS Plan:
· Support Coordinators must review and understand the participant’s NDIS plan, goals, and allocated funding before arranging any supports.
· The participant must be consulted to ensure that their preferences and priorities are reflected in the services provided. Support Coordinators will work collaboratively with the participant to identify the most appropriate supports that align with the participant’s NDIS goals.
· Support Coordinators will work with participants to develop a tailored Support Coordination Support Plan that outlines the participant’s goals, required supports, and strategies for achieving outcomes. This plan will be regularly reviewed and updated in collaboration with the participant to ensure it remains relevant to their evolving needs.


· Engaging Service Providers:
· Support Coordinators will assist the participant in sourcing and engaging service providers that can deliver the required supports. This process includes providing the participant with relevant information about available service providers, including their qualifications, availability, and pricing.
· Support Coordinators will review the participant’s NDIS plan and ensure that supports are arranged within the allocated budget, aligned with the participant’s preferences and goals. They will consult with the participant to confirm that the services chosen meet their needs.

· Customising Service Delivery:
· Support Coordinators will work with participants to customize the delivery of services to suit their preferences and goals. For example, supports can be adjusted to accommodate the participant’s schedule, preferences for certain service types, or specific requirements such as cultural needs or accessibility.

· Documentation and Confirmation:
· Support Coordinators will facilitate service agreements between the participant and the chosen providers. They will ensure the participant understands the terms of each agreement, including service delivery schedules, costs, and any cancellation policies.
· Once supports have been arranged, all services and agreements will be documented in the participant's case file. The participant will be provided with a summary of the services arranged, including the agreed costs and the provider’s contact information.
· Participants will receive confirmation of services and have the opportunity to review and confirm that the supports align with their goals and preferences.

2. Assessing Communication Needs:

· At the beginning of service delivery, Support Coordinators will assess the participant’s communication preferences and needs. This may include determining whether the participant requires information in plain language, large print, braille, translated materials, or visual aids. The participant’s preferred communication mode (verbal, written, or digital) will be documented and used throughout the service engagement.

3. Presenting Support Options:

· Support Coordinators will provide participants with a range of service provider options. Each option will be explained using terms that the participant can understand, ensuring that they are fully informed about their choices.
· Information provided will include the scope of services offered by each provider, costs, availability, and any potential benefits or limitations. If applicable, participants will also be informed about mainstream or community-based services that could complement NDIS-funded supports.

4. Clarifying Service Agreements:

· Before finalising agreements, Support Coordinators will explain the terms of each service provider’s agreement to the participant, ensuring that they understand how the provider will deliver services, the expected outcomes, and any associated costs.
· Support Coordinators will ensure the participant is aware of the flexibility within their plan and explain how they can adjust or modify services if their needs or circumstances change.
· Support Coordinators will also review any terms related to changes or cancellation policies, so participants understand how changes to the service can be managed if necessary.

5. Supporting Capacity Building

· Support Coordinators will focus on building the participant’s capacity to manage their own supports, encouraging independence and self-advocacy through education, training, and ongoing support.
· Support Coordinators will work with participants to build their capacity to manage and coordinate their own supports where appropriate. This includes offering guidance on how to use the NDIS myplace portal or my NDIS Participant Portal, explaining budget management, and helping participants set up service agreements.
· Support Coordinators will provide participants with tools and resources, such as guides to using the myplace NDIS portal or my NDIS Participant Portal and budget management tools, to help them self-direct and manage their supports. Tools like Excel spreadsheets or dedicated budgeting apps (e.g., Plan Tracker, My Plan Manager) can help participants record expenses, set reminders for payments, and generate reports to ensure they stay within their budget and maximize value for money.
· Support Coordinators will conduct regular training sessions or one-on-one support meetings to build the participant’s knowledge and confidence in managing their NDIS plan, if the participant wishes to take on more responsibility. Topics could include:
· How to review and monitor support agreements.
· How to adjust services to better align with their goals.
· How to manage service provider relationships and negotiate terms.
· Understanding budget flexibility within the NDIS framework.
· Staff will ensure participants have access to easy-to-understand resources, such as step-by-step guides, to support their learning and capacity building.
· For participants who are transitioning to greater self-management, regular check-ins will be scheduled to provide ongoing advice and support. This may include assisting with monitoring progress, troubleshooting issues, and refining strategies for managing their NDIS plan.

6. Monitoring the Use of Supports

· Tracking Service Delivery:
· Support Coordinators will regularly monitor the delivery of supports to ensure that services are being provided as agreed and in line with the participant’s goals. This involves reviewing progress reports from service providers and discussing outcomes with the participant.
· Support Coordinators will schedule regular check-ins with participants to review their NDIS plan and the effectiveness of the supports being delivered, making adjustments if necessary.
· Support Coordinators will intervene if services are not meeting the participant’s expectations or if barriers arise, and will assist the participant in exploring alternative providers if needed.
· If a service provider is not delivering as expected, Support Coordinators will intervene by discussing the issue with both the provider and the participant, with the goal of making necessary adjustments or identifying alternative providers if needed.

· Regular Reviews:
· Ongoing reviews will be conducted to assess the effectiveness and efficiency of the supports being provided. These reviews will include discussions with the participant to ensure that their needs are being met and that the services are helping them progress toward their NDIS goals.
· Reviews will also assess whether adjustments to the participant’s NDIS plan are necessary, such as reallocating funding or incorporating new supports based on evolving needs.

· Budget Monitoring:
· Support Coordinators will monitor the participant’s NDIS budget to ensure that funds are being used appropriately and within the limits set by the participant’s plan. Participants will be provided with regular updates on their spending and advised on how to manage their budget to avoid overspending or underspending.

7. Ensuring Value for Money

· Assessing Cost-Effectiveness:
· Support Coordinators will assess the cost-effectiveness of each support service by comparing the price and quality of services from multiple providers. Recommendations will be made to the participant on selecting services that provide the best value for money while meeting their needs and preferences.
· Support Coordinators will recommend providers that offer the best value for money without compromising service quality.

· Maximising Available Resources:
· Support Coordinators will support participants in using their NDIS funds efficiently by advising them on how to allocate their budget across different service categories and make adjustments if their needs change
· In addition to NDIS-funded supports, Support Coordinators will identify complementary services available through community, mainstream, or informal supports that can help the participant achieve their goals. This approach ensures that the participant maximises the benefit of all available resources.

· Budget Flexibility:
· Support Coordinators will work with the participant to understand how they can use budget flexibility to adjust services as their needs change. This includes explaining the processes for shifting funds between service categories, where applicable and permitted by the NDIS.

· Negotiating Service Agreements:
· Support Coordinators will assist participants in negotiating service agreements that are both cost-effective and aligned with their goals. This includes ensuring that the pricing reflects the participant’s budget and that any additional costs are transparent and agreed upon.


· Customising Service Delivery:
· Support Coordinators will work with participants to customise the delivery of services to suit their preferences and goals. For example, supports can be adjusted to accommodate the participant’s schedule, preferences for certain service types, or specific requirements such as cultural needs or accessibility.

· Documentation and Confirmation:
· Once supports have been arranged, all services and agreements must be documented in the participant's case file. The participant will be provided with a summary of the services arranged, including the agreed costs and the provider’s contact information.
· Participants will receive confirmation of services and have the opportunity to review and confirm that the supports align with their goals and preferences.

[bookmark: _Toc130810107]RELATED DOCUMENTS

· Service Agreement
· Specialist Support Coordination Policy and Procedure
· Rights and Responsibilities Policy and Procedure
· Individual Values and Beliefs Policy and Procedure
· Independence and Informed Choice Policy and Procedure
· Case Notes
· Staff Handbook
· Support Coordinator Implementation Report
· Support Coordinator Progress Report
· Privacy and confidentiality policy and procedures
· Complaints and Feedback Policy and Procedures
· Incident Management Policy and Procedures
· Participant Portal
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