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[bookmark: _Toc130810099]SPECIALIST SUPPORT COORDINATION POLICY AND PROCEDURE

[bookmark: _Toc130810100]PURPOSE

AmeCare acknowledges that support Coordinators play a significant role in assisting participants of the NDIS in achieving quantifiable and positive outcomes whilst maintaining and building the capacity of participants. 

The purpose of this policy is to ensure that participants are provided with Specialist Support Coordination services that are person-centred, transparent and unbiased and that effectively meet their needs and reduce risk and complexity in their personal circumstances. 

This policy aims to ensure that participants with complex support needs can access skilled, quality support coordinators who meet their needs and who may take on some additional responsibilities where required.

[bookmark: _Toc130810101]SCOPE

This policy applies to all AmeCare staff, including permanent and casual employees, contractors, consultants, and volunteers engaged by AmeCare. 

It covers the delivery of Specialist Support Coordination, Support Coordination, and Recovery Coaching services to participants of the National Disability Insurance Scheme (NDIS). 

The policy is informed by relevant legislation, the National Standards for Disability Services (NSDS), and other applicable frameworks. 

All staff involved in the provision of these services are required to adhere to the principles, procedures, and responsibilities outlined in this document to ensure person-centered, transparent, and high-quality support for participants.
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	Term
	Definition

	Advocate
	Advocates support or work on behalf of a person with disability to help them to exercise choice and control and to have their voice heard in matters that affect them.

	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 support 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.

	Recovery Coaching
	Recovery coaching is a capacity-building support for people with psychosocial disability, focusing on coaching, recovery planning, and coordination of supports. Recovery coaches work collaboratively with participants, their families, and other services to support recovery goals and increase social and economic participation.

	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.

	Request for Service
	The "Request for Service" process is a system through which participants in the NDIS request services, specifically support coordination or psychosocial recovery coaching, from chosen providers. When a participant has support coordination or recovery coach funding in their plan, the NDIA (National Disability Insurance Agency) will send a service request via the new my NDIS provider portal to the providers identified by the participant or their nominee. This process applies to participants who are using these services for the first time, changing providers, or continuing with the same provider after their plan transitions to a new computer system, my NDIS Provider Portal.

	NDIA (National Disability Insurance Agency)
	The National Disability Insurance Agency is the government body responsible for implementing and administering the National Disability Insurance Scheme (NDIS), including managing participant plans and provider registration.

	Informal Supports
	Unpaid support provided to a participant by family members, friends, neighbors, or community members, which complements formal and funded supports.

	Mainstream Supports
	Services available to the general public, such as health, education, housing, and employment services, that are not specifically funded by the NDIS but may be accessed by participants as part of their broader support network

	Plan Nominee
	A person formally appointed to act on behalf of an NDIS participant in making decisions and managing aspects of their NDIS plan, as specified by the participant and the NDIA.

	Restrictive Practices
	Interventions or practices that restrict the rights or freedom of movement of a person with disability, including physical, chemical, mechanical, or environmental restraints, and seclusion. These practices are regulated and must comply with relevant legislation and guidelines

	Service Agreement
	A formal agreement between a participant and a service provider that outlines the supports to be delivered, how and when they will be provided, the responsibilities of each party, and the terms and conditions of service delivery.


	Incident Management
	The process of identifying, responding to, reporting, and managing incidents that affect the safety, wellbeing, or rights of participants, in accordance with legislative and organizational requirements.
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There is a wide range of legislation, rules, requirements, and responsibilities that Support Coordinators operate under. The below list are frameworks that AmeCare will operate under:
· United Nations Convention on the Rights of Persons with Disabilities
· National Disability Insurance Scheme Act 2013 (Cth)
· Disability Discrimination Act 1992 (Cth)
· Sex Discrimination Act 1984 (Cth)
· Privacy Act 1988 (Cth)
· Australian Consumer Law
· National Disability Insurance Scheme (Code of Conduct) Rules 2018
· National Disability Insurance Scheme (Provider Registration and Practice Standards) Rules 2018
· National Disability Insurance Scheme (Complaints Management and Resolution) Rules 2018
· National Disability Insurance Scheme (Incident Management and Reportable Incidents) Rules 2018
· National Disability Insurance Scheme (Practice Standards – Worker Screening) Rules 2018
· NDIS Practice Standards and Quality Indicators – November 2021
· National Standards for Disability Services
· Professional Standards of Practice for Support Coordination - Disability Intermediaries Australia (DIA)

These legislation, rules, principles and guidelines (listed above) underpin all practice and therefore form the basis of this policy and procedure.
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Based on the DIA’s Professional Standards of Practice for Support Coordination, the following service statements and principles outline the culture of fairness, person-centred service and transparency that underpin all activities undertaken by AmeCare’s specialist support coordinators:

1. Self-Direction
· Specialist Support Coordinators will focus on the strengths of the participant and promote self-direction and greater autonomy in collaboration with informal supports and/or formal decision-makers as appropriate.
· Specialist Support Coordinators are engaged by, act at the direction of and in the best interests of the participant.

2. Independence
· AmeCare seeks to mitigate of risk of conflict of interest and promotes greater transparency as well as genuine choice and control for the participant.
· Specialist Support Coordinators will do their utmost to avoid conflicts of interest and, where they do arise, deal with them openly, fairly and promptly.
· Specialist support coordinators will assist participants in achieving their goals without seeking to further the financial or other interests of third parties.

3. Consumer Approach
· Specialist Support Coordinators will conduct business in an honest, fair, transparent, and professional manner.
· Specialist Support Coordinators will ensure that participants that receive specialised support have more choices of services and are enabled to exercise informed choice and control and spending power.

4. Build Capacity
· Specialist Support Coordinators will work in a safe and competent manner to ensure participants understand and navigate the NDIS, implement and gain increased value from their plan, connect with other broader systems of support, and strengthen informal supports.
· Specialist Support Coordinators will work with participants and/or legal decision-makers to maintain and build their capacity over time. This includes maintaining existing capacity and, where possible, building capacity to undertake coordination tasks and make informed decisions relating to the choice, delivery and management of providers and the supports they need to enjoy a good life.

5. Best Interest
· Specialist Support Coordinators will assist participants in exercising their choice and control in the supports the participant engages to meet their needs and achieve their goals.
· Specialist Support Coordinators will work with due skill, care and diligence.
· AmeCare will ensure that any staff employed or engaged will have the necessary skills to carry out their tasks.
· Specialist Support Coordinators will understand and utilise current strengths and evidence-based practices that apply to the specific needs of the participants they support and reflect and promote these practices within the participant’s support team.

6. Dignity
· Specialist Support Coordinators will not discriminate unfairly in any dealings with participants, respecting the privacy and dignity of participants whilst understanding that participants always have some capacity in their choices.
· Specialist Support Coordinators will acknowledge and respect the role of families, carers, advocates and other significant persons to the participants, as well as recognise each participant’s right to make their own decisions where they can.
· Specialist Support Coordinators will support the participant's autonomy and self-determination to make their own choices, including the choice to take some risks in life as per the principle of "Dignity of Risk".
· Specialist Support Coordinators are not required to or responsible for making decisions on a participant’s behalf but for assisting participants in making informed decisions.

7. Accountability
· Specialist Support Coordinators will ensure that participants are provided with terms of engagement for their Specialist Support Coordination Service, which are fair and clear (refer to the Specialist Support Coordination Service Agreement).
· In all dealings with participants, Specialist Support Coordinators must ensure that all communications (both financial and non-financial subject matters) are fair, clear, timely and transparent.
· Specialist Support Coordinators are expected to develop and maintain the knowledge, skills, and practices required to support the participants they serve.

8. Values and Beliefs
· Specialist Support Coordinators will assist the participant in accessing supports that respects their culture, diversity, values and beliefs. This includes ensuring that potentially suitable providers have appropriate policies and procedures in place.
· Specialist Support Coordinators will promote, uphold and respect all participants’ legal and human rights and enable them to exercise informed choice and control.
· Specialist Support Coordinators will promote, uphold and respect each participant’s right to freedom of expression, self-determination and decision-making.

9. Continuous Improvement
· Specialist Support Coordinators will implement practice approaches and principles informed by NDIS practices, recommended industry approaches and their own professional development and learning.
· Specialist Support Coordinators will take an active role in encouraging and supporting participants, or their advocates, to make complaints or provide feedback in the interests of continuous improvement.

10. Position of Power
· Specialist Support Coordinators must recognise that some participants are not in a position or capable of exercising some or all of their rights under the law. As such, Specialist Support Coordinators must recognise that they and providers of supports and services hold a position of power and must adequately support a participant to balance this power and support their interests.

11. Safeguarding
· Specialist Support Coordinators will ensure they hold zero tolerance to abuse, neglect, and exploitation. Specialist Support Coordinators will report and cooperate with any lawful investigation into such matters immediately and fully.
· Specialist Support Coordinators will support participants to reduce their vulnerability through regular interactions to ensure they are well supported and receiving the services they have established.

[bookmark: _Toc130810105]POLICY

AmeCare is committed to ensuring that:
· each participant receiving specialised support coordination receives tailored support to implement, monitor and review their support plans and reduce the risk and complexity of their situation; and
· each participant exercises meaningful choice and control over their supports and maximises the value of money they receive from their supports.

To achieve this commitment, AmeCare will ensure the following:
· Demonstrated knowledge and understanding of the risk factors experienced by each participant with high-risk and/or complex needs.
· Participants are involved in the evaluation of their situation and the identification of the supports required to prevent or respond to a crisis, incident or breakdown of support arrangements, and the promotion of safety for the participant and others.
· Consultation is undertaken with the participant and, with the participant’s consent, the participant’s support network and mainstream services (as appropriate) in planning and coordinating supports to implement the participant’s plan and any plan review.
· In consideration of each participant’s individual needs, preferences and circumstances, suitable NDIS providers and mainstream service providers that have the appropriate skills and experience to deliver the required support are identified.
· There is proactive engagement to ensure that all providers implementing the participant’s plan understand and respond to the risk and/or complexity of the participant’s situation and collaborate with other relevant providers, where required.
· All monitoring and reporting obligations associated with the participant’s plan are managed effectively.
· Supports and services are arranged using the participant’s NDIS amounts as directed by the participant and for the purposes intended by the participant.
· Each participant has been provided with information about their support options using the language, mode of communication and terms that the participant is most likely to understand.
· As appropriate, each participant is supported to build their capacity to coordinate, self-direct and manage their supports and to understand how to participate in Agency planning processes such as designing and negotiating agreements with other service providers and managing budget flexibility.
· Supports funded under a participant’s plan are used effectively and efficiently and are complemented by community and mainstream services to achieve the objectives of the participant’s plan.
· A team-based service is in place. This means that if a specialist support coordinator is not available or is away, participants will receive assistance from another team member.
· Specialist support coordinators implement a collaborative and person-centred approach throughout the participants' engagement with AmeCare from intake to exit.
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The following procedures are implemented to ensure that AmeCare meets its policy objective of ensuring that specialised support coordination services are tailored to each to reduce the risk and complexity of their situation.

SPECIALIST SUPPORT COORDINATOR

Specialist Support Coordination is generally delivered through an intensive and time-limited period necessitated by the participant’s immediate and significant barriers to plan implementation.

Specialist Support Coordination includes, but is not limited to:
· Understand the plan
· Connect with supports and services
· Design support approaches
· Establish supports
· Coach, refine, reflect
· Targeted support coordination
· Crisis: Planning, prevention, mitigation and action
· Address complex barriers
· Design complex support plan
· Build capacity and resilience
· Report to the NDIA.

At AmeCare, Specialist Support Coordinators will be responsible for and are expected to:
· Provide support to address complex barriers impacting a participant’s ability to implement their plan and access appropriate supports. 
· Assist participants to reduce complexity in their support environment and overcome barriers to connecting with broader systems of supports as well as funded supports.
· Engage and work with participants, their families and carers to:
· understand the participant’s specific needs and the challenges they face
· identify and understand the barriers impacting the participant’s ability to access, use and maintain their supports
· find and try solutions to address these barriers
· establish a process to overcome these barriers, including prioritising factors that need to be addressed first and what supports need to be in place immediately.
· Design a support plan for complex support needs, where appropriate. The support plan must:
· ensure all services can work effectively and cohesively together to help a participant pursue their goals
· establish processes to enable communication, cooperation and collaboration within the participant’s network of funded and non-funded supports
· help the participant, their family and carers to resolve issues and unexpected situations.
· Manage and coordinate service for complex needs and assist each participant to get the best value out of their NDIS plan.
· Work with the participant, their families and carers to identify a broad network of supports – funded or other supports – that can help the participant use their plan. 
· Ensure consistent delivery of service and access to relevant supports in a crisis or unplanned event.
· Once a support plan is designed, helping the participant and their support network put the support plan into action.
· Conduct one-on-one meetings to discuss and explain a participant’s plan.
· Help participants and their families/carers to understand service agreements with their providers.
· Research, identify, recommend and contact potentially suitable providers for the participants with complex needs. This may include providers who are located outside the participant’s area and are willing to travel and local providers who are willing to spend time and effort to upskill their current support workers to meet the participant’s specific needs.
· Provide support in contacting and coordinating service providers.
· Negotiate appropriate support solutions with multiple stakeholders and seek to achieve well-coordinated plan implementation.
· Ensure information is provided in accessible formats to the participants.
· Work with the participant and existing care provider to develop a process to trial any new option or potentially suitable provider while ensuring the participant continues to get the support they need.  This may include arranging for support workers from a local provider to do ‘buddy shifts’ with the participant’s existing support workers.
· Work with the participant to gradually transition from the existing to new support workers as the new support workers are trained to meet the participant’s specific needs.
· Provide the required level of experienced professionals in mental health, intellectual disability and positive behaviour support, where required.
· Provide coaching to the care team in managing crisis situations. This includes building the capacity and resilience of the care team.
· Ensure crisis planning, prevention, mitigation and action with the aim of reducing the risk and complexity of a participant’s situation.
· Prepare the participant and their family/carer for plan reviews.
· Assist stakeholders with resolving points of crisis for participants, assist to ensure consistent delivery of service and access to relevant supports during crisis situations.
· Support participants to manage challenges in their support environment which may include health, education, or justice services.
· Prepare and submit all mandatory reports to the NDIA.
· Hand over to the participant’s support coordinator, carer, or care provider when Specialist Support Coordination services are no longer needed.

This support is delivered utilising an expert or specialist approach, necessitated by specific high complex needs or high-level risks in a participant’s situation. Specialist Support Coordination is delivered by an appropriately qualified and experienced practitioner to meet the individual needs of the participant’s circumstances, such as a Psychologist, Occupational Therapist, Social Worker, or Mental Health Nurse.

Depending on individual circumstances, a Specialist Support Coordinator may also design a support plan for complex support needs that focuses on how all the stakeholders in a participant’s life will interact to resolve barriers and promote appropriate plan implementation. Once developed, the Specialist Support Coordinator will continue to monitor the plan, but it may be maintained by one of the participant’s support workers or other care supports.

At AmeCare, Specialised Support Coordination will involve the following:
· During the intake process and initial assessment meeting with a participant requiring Specialist Support Coordination, a suitably qualified worker will gain an understanding of the risk factors experienced by the participant with high-risk or complex needs and document these.
· Participants receiving Specialist Support Coordination will be involved in evaluating their situation and identifying necessary supports to prevent or respond to any incidents, crises or breakdowns in support arrangements while promoting safety for the participant and others. Participant choice and control will always be taken into account.
· Specialist Support Coordinators will consult with the participant and, with their consent, their support network and mainstream services to plan and coordinate the implementation and review of the participant's support plan.
· Specialist Support Coordinators will identify suitable NDIS and mainstream service providers that match the unique circumstances, preferences, and needs of each participant and have the appropriate skills and experience to deliver the required supports identified.
· Specialist Support Coordinators will maintain a proactive engagement with all providers involved in implementing the participant's plan to ensure they understand and respond to the risks and complexities of the participant's situation and collaborate with other relevant providers, where required.
· Specialist Support Coordinators will be responsible for monitoring and reporting requirements related to the participant's plan. This may include an initial plan implementation report completed 8 weeks after a participant’s plan begins or after the support coordinator accepts the request for service; a mid-term implementation report that should be completed on a regular basis; and a Plan reassessment and evaluation report that should be completed before the participant’s next plan reassessment.

RECOVERY COACHING

Recovery coaching is available to participants who have funding for this support in their NDIS plan. 

When a participant requests recovery coaching, or when it is identified as a need during planning, the National Disability Insurance Agency (NDIA) will issue a Request for Service (RFS) through the my NDIS provider portal. 

This process applies whether the participant is accessing recovery coaching for the first time, changing providers, or continuing with their current provider after a transition to the new system. 

AmeCare will respond to RFS for recovery coaching in the same timely and person-centered manner as for other supports, ensuring that participants are matched with appropriately qualified recovery coaches. 

Recovery coaches will work collaboratively with participants, their families, and other services to support recovery goals, increase social and economic participation, and provide coaching, recovery planning, and coordination of supports. 

All procedures for accepting, commencing, and monitoring recovery coaching services will align with AmeCare’s established intake and service agreement processes.


MY NDIS PROVIDER PORTAL

AmeCare will use the new computer system developed by the NDIA, my NDIS provider portal, to:
· View and action any pending request for service (RFS). If we have accepted the request for service, the participant will appear under the ‘My participants’ list.
· View the plan and budget information for participants who have transitioned to the new computer system.
· Review the required reporting frequency, submit implementation and progress reports using the new reporting templates.
· Review the required reporting frequency, submit implementation, and progress reports using the new reporting templates.

AmeCare will use the existing myplace provider portal (previous system) to:
· Submit all claims for payment. 
· View the relevant information for participants who have not yet transitioned to the new computer system.

AmeCare will only be able to use the new my NDIS provider portal when participants we support have plans set up in the new computer system and when the participant has provided consent.



INTAKE PROCESS

AmeCare aims to provide timely and responsive specialist support coordination services by promptly responding to service requests according to established internal processes and procedures.

If participants are referred by the NDIS Planner, they will be contacted to provide information about the service (within two business days). If the participant is interested in AmeCare services and they meet the eligibility criteria, an initial assessment meeting will be arranged at a convenient location and time for the participant (within five business days after responding to the initial request).

After the participant has accepted the offered services during the intake process, the Specialist Support Coordinator will collaborate with the participant and their family/support network to evaluate their needs and establish a Service Agreement. With the participant’s consent, an initial assessment process will commence as soon as practicable. 

In negotiating appropriate support for the participant, AmeCare will cooperate with the NDIS, Local Area Coordinator, or Plan Management provider, where required. 

INITIAL ASSESSMENT PROCESS

The purpose of the initial assessment meeting is to understand the participant’s specific needs and the challenges they face and identify and understand the barriers impacting the participant’s ability to access, use and maintain their supports. 

During the initial assessment, Specialist Support Coordinators aim to identify any past barriers to participation in services and the community that the participant may have faced. To ensure that the NDIS Plan benefits the participant, Specialist Support Coordinators will obtain information about all providers involved in implementing the plan with the participant’s consent. This approach allows them to gain a holistic understanding of the participant's needs and preferences, understand what support service management strategies are and will continue to be effective, and mitigate duplication of services.

The assessment will take into account the participants':
· needs (including health, wellbeing and safety needs), goals and longer-term aspirations.
· preferred links to family, friendships and other support networks;
· age, ability, gender, sexual identity, culture, religion or spirituality;
· barriers to community participation;
· risks that are identified in an individual risk assessment;
· preferences regarding how, when, and where they require the supports to be delivered; 
· NDIS Plan; and
· Support network preferences and goals.

AmeCare works closely with participants to identify meaningful goals, and its competent Specialist Support Coordinators will explore potential strategies to support progress towards existing goals or new goals during the initial assessment meeting. The participant's existing NDIS Plan and support arrangements will be reviewed, with their consent, to support discussions about the development of a complex support plan. This may include discussing new NDIS and mainstream service providers who are appropriately skilled and experienced to provide the required services.

Specialist Support Coordinators will conduct an individual risk assessment for each participant, which will be incorporated into the support plan to ensure early identification of support coordination strategies that can respond to any crisis, incidents, or breakdowns of support arrangements.

AmeCare understands the importance of the involvement and participation of participants’ support networks, such as family members, carers, and other service providers, in the evaluation of the participant’s situation and the identification of the supports required to prevent or respond to a crisis, incident or breakdown of support arrangements. 

To ensure effective service delivery, the Specialist Support Coordinators will establish processes to identify family members and carers as early as possible in all service stages and maintain an ongoing relationship with them as partners in service delivery. During the intake process with AmeCare, participants will be invited to identify their family members or carers, and their involvement in the service delivery will depend on the participants’ preferences and consent.

AmeCare will support family members and carers in various ways, such as identifying them as soon as possible and recording their information in the participant's record, reviewing the family/carer’s information regularly, promoting and developing their strengths, encouraging and assisting them in developing their own support network, and ensuring that the needs of family members or carers who are children or young people are met by connecting them with specialist service providers and ensuring that the family/carers are involved in the exit processes.

If a participant does not want to nominate a family member or support person during the initial assessment process, their decision will be respected and recorded. However, AmeCare will request the participant’s consent to involve their family/carer at each service review. Information will only be provided to a family member, carer or support person, if the participant consents, if the information is vital to ensure the support person provides the supports required by the participant, or to prevent harm to the participant or another person.

Specialist Support Coordinators at AmeCare will provide the family member or carer with opportunities to present their concerns and needs, consider their concerns and needs in the initial assessment, support planning, and service delivery states, provide reassurance about the support to be provided, provide opportunities for them to be involved in service delivery, and provide support to access other services and advocacy supports, where required.

At AmeCare, when providing services to a child, the involvement of the family is crucial. We are committed to the following principles:

AmeCare recognises the importance of involving families in the services provided to children. Specialist Support Coordinators at AmeCare will collaborate with the family and other providers to support the coordination of supports. They will also:
· recognise and acknowledge the expertise and knowledge of the family about the child;
· ensure support plans are flexible and tailored to meet the child's and family member's preferences;
· work with the family and other providers to identify a key worker with appropriate skills and experience, should the family wish to engage one;
· promote supports that include the child in daily routines in their natural learning environment
· share information, knowledge, and skills with the family and other providers, if consent has been provided by the family;
· Respect and act upon feedback from the child, family, and other professionals to enhance service delivery;
· build trust with the family members to understand how to support the child's development best through collaborating with other service providers.

AmeCare's staff involved in initial assessment, support planning, and review activities have the relevant skills to ensure active engagement and participation of the participant and their family/support network during all stages of service delivery, identify early intervention strategies, adopt holistic and collaborative approaches to service delivery, design support plans for complex support needs, build capacity and capability of participants and their families and carers to make their own decisions, broker supports and services in line with the participant’s goals and monitor the support effectiveness.

All documentation related to assessment, planning, and review activities will be maintained on each participant's file. Any activity performed on behalf of the participant will be documented in their file.



PARTICIPANT RIGHTS AND RESPONSIBILITIES

During assessment, planning, and review activities, staff will discuss the participant's rights and responsibilities with them and confirm their understanding verbally, according to AmeCare's Rights and Responsibilities Policy and Procedure. In addition, staff will advise the participant of their right to involve a support person in their dealings with AmeCare.

At AmeCare, we understand that participants may need additional support to exercise choice and control and to have their voice heard in matters that affect them. Staff will provide information and assistance to participants to access a person of their choice, such as an advocate, to assist them. Staff will also assist participants in accessing an interpreter or advocate where required.

If necessary and with the participant or their supporter's consent, other parties, such as service providers who deliver existing or complementary services to the participant will be included in assessment, planning, and review activities.

Before service delivery, consent will also be obtained from the participant to ensure that they are aware of and approve the collection of personal information. Staff reinforce protection of each participant's privacy and confidentiality verbally and through the Staff Handbook in accordance with AmeCare's Privacy and Confidentiality Policy and Procedure.

Where possible, services provided to participants should:
· support them to develop, maintain and strengthen independence, problem-solving, social and self-care skills appropriate to their age, developmental stage and cultural circumstances; and
· help clients to take control of and responsibility for their choices and enhance their autonomy, independence and community participation.

Where required, staff will identify and provide referrals and linkages to other services and activities that will enhance the participant’s community participation and provide support and assistance to help them access these, including training, employment, health, wellness, and cultural and community services.

Specialist Support Coordinators play an important part in safeguarding a participant’s wellbeing. They will often be the first to become aware of any concerns about the quality and safety of a participant’s supports and services. Specialist Support Coordinators have an obligation to promote the safety of participants under the NDIS Code of Conduct and will proactively support the participant in raising any concerns or issues around their safety or the quality of their supports and services. They can also raise concerns or make a complaint themselves.


SERVICE AGREEMENTS

Staff will collaborate with the participant to formalise the supports to be provided by AmeCare's Specialist Support Coordinators in an NDIS Service Agreement. This agreement will establish service expectations, explain the supports to be delivered and how they will be delivered, and specify the conditions attached to the delivery of supports, including the reasons for these conditions. 

Before service delivery commences, the participant and/or their representatives must sign the Service Agreement. Staff must ensure that the participant and their representatives understand the Service Agreement or are supported to understand it using the language, mode of communication and terms that they can understand. 

Staff must also allow sufficient time for them to consider and review their options and seek advice if required. This includes providing accurate information and answering questions in a way that assists and promotes informed decision-making by participants.

The participant and their representatives will receive a copy of the Service Agreement. If a copy of the Service Agreement is not provided, staff will record the reasons for not doing so. A copy of the Service Agreement will also be kept on the participant's file.

SUPPORT PLANNING

AmeCare's Specialist Support Coordinators possess the competence and expertise to develop effective planning strategies that prioritise participants' right to exercise choice and control. AmeCare acknowledges that effective support planning requires time to develop a deep understanding of the participant's complex support needs and current circumstances. AmeCare aims to complete support planning within three to four weeks of the initial assessment meeting.

AmeCare's Specialist Support Coordinators will help overcome complex barriers that affect participants’ ability to access and maintain appropriate supports, and in order to do so, they will work with participants, their families and carers to:
· identify and understand the barriers impacting the participant’s ability to access, use and maintain their supports;
· find and try solutions to address these barriers;
· establish a process to overcome these barriers, including prioritising factors that need to be addressed first and what supports need to be in place immediately.

AmeCare's Specialist Support Coordinators provide information and advice that is supported by accurate, comprehensive, and factual information on a wide range of local support services available and suitable to the participants. Staff members will develop strategies based on a profound understanding of the NDIS environment to achieve participant goals, enhance well-being, and deliver value for participants' benefit.

Specialist Support Coordinators are committed to providing participants with all the necessary information to support their choice and control. They actively collaborate with participants to increase their comprehension of coordination processes by engaging them and their families and carers, providing information about the processes involved, offering insights into the available resources, strengthening their informal support networks, and providing support and assistance to resolve issues that may arise.

AmeCare's Specialist Support Coordinators will design a support plan to address significant complexities in the participant’s life. Staff will work with the participant, their families and carers to identify a broad network of supports – funded or other supports – that can help the participant use their plan. 

Specialist Support Coordinators will design a support plan which:

· ensures all services can work effectively and cohesively together to help a participant to pursue their goals;
· establishes processes to enable communication, cooperation and collaboration within the participant’s network of funded and non-funded supports;
· helps the participant, their family and carers to resolve issues and unexpected situations;
· ensures a consistent delivery of service and access to relevant supports in a crisis or unplanned event.

Once the support plan is designed, the Specialist Support Coordinator will help the participant and their support network put the support plan into action. AmeCare’s Specialist Support Coordination Support plan will:

· recognise the participant’s needs and desired outcomes;
· be based on the least intrusive, person-centred, and strengths-based options;
· ensure linkage with other services and supports with the participant’s consent;
· include the participant’s support network input, where possible and with the participant’s consent, in all stages of service delivery, 
· recognise the participant’s preferences, and
· will be focused on overcoming complex barriers that affect the participant’s ability to access and maintain appropriate supports.

MANDATORY REPORTING

Specialist Support Coordinators and participants should regularly talk about how a participant is going with using their plan to pursue their goals. A key role of a Specialist Support Coordinator is to help the participants monitor their plan budgets and the effectiveness of their supports. This generally involves:
· coaching, refining and reflecting on how the participant directs and uses their supports
· reporting on plan implementation progress.

Specialist Support Coordinators will monitor the progress of the plan and report to the NDIA as follows:
· Initial plan implementation report to be completed 8 weeks after a participant’s plan begins or after AmeCare accepts the Request for Service (RFS).
· Mid-term implementation report to be completed 6-months after a participant’s plan begins or after AmeCare accepts the Request for Service.
· An annual report is to be completed prior to the annual review of the participant’s plan (9 months).

These reports should outline the expected outcomes, which include the participant making progress towards their goals, being connected to suitable informal and mainstream supports, and understanding how to participate in the NDIA processes, such as establishing agreements with service providers, managing budget flexibility, and setting and refining goals, objectives and strategies.

Specialist Support Coordinators must provide these reports to the NDIA within the defined timeframes. Reporting requirements will be outlined in the Request for Service. It will include details about what information and when these reports should be provided to the NDIA.

These reports should also confirm that the participant's supports are being managed within the budget parameters of their plan, that they have genuine choice and control over service providers, that all tasks items in their plan are completed as required, and, where possible, that the participant or their plan nominees are confident in managing their own supports without or with reduced need for further support coordinator assistance in subsequent plans. The participant and their family/support network should be able to manage any issues that arise with service provision, including optimising service quality and effectiveness. 

In demonstrating progress towards pursuing the participant’s goals and overcoming any barriers to plan implementation, these reports should confirm that if any issues or barriers arise in accessing service provision within existing funded supports, the participant will be able to address these in the first instance.

8-Week Report:

An initial plan implementation report will be completed by AmeCare’s Specialist Support Coordinators 8 weeks after a participant’s plan begins or after the support coordinator accepts the request for service. Support coordinators will review and outline the following:
· what the participant and support coordinator have agreed to work on during the participant’s plan
· steps taken by the support coordinator within the first few weeks to help the participant use their plan.

AmeCare’s Specialist Support Coordinators will oversee the delivery of supports after 8 weeks with the following objectives:
· Verifying that skill-building supports are put in place and aligned with the participant's existing plans, such as behavioural management, individual learning, or skill development plans.
· Helping the participant to monitor their plan expenditure to enable them to manage their budget over a 12-month period.
· Working with and assisting the participant to improve their ability to connect with their local community.
· Assisting the participant with accessing the appropriate supports from sectors such as Health, Justice, Education, and Housing.
· Enhancing and strengthening the participant's self-sufficiency in managing supports and participating in their community.
· Assisting the client and/or service providers in managing crises or unplanned events.
· Conducting case reviews every six months.

6-Months Report:

AmeCare’s Specialist Support Coordinators will evaluate the provision of supports for each participant every 6 months in collaboration with the relevant stakeholders. These reviews can also be done at any time when the participant’s needs change or when requested by the participant or their family/carers. The review process will involve the following:
· Assessing any changes to the participant's needs, as well as their goals and long-term aspirations.
· Evaluating the participant's progress towards addressing their complex needs and achieving their goals and recognising and celebrating their accomplishments.
· Identifying any barriers to community participation or any barriers that affect their access to supports and developing strategies to help the participant overcome them.
· Identifying any risks through an individual risk assessment and if the control measures are effective.
· Determining whether a change to the current supports provided is necessary.

A mid-term implementation report will be completed on a regular basis. AmeCare’s Specialist Support Coordinators must:
· detail what they have done so far to support the participant with plan implementation
· provide a general progress update on how the participant is going with using their plan and pursuing their goals – including any emerging risks or participant concerns
· outline what the Specialist Support Coordinator will do in the future – including any actions or strategies to address risks or concerns. 

9 Months Report:

AmeCare’s Specialist Support Coordinators are responsible for preparing the participant for their plan reassessment by evaluating current supports and preparing for their next plan. A plan reassessment is an opportunity for participants to look at their progress and set new goals to increase their skills and independence. Specialist Support Coordinators will help the participant complete and submit any NDIS review documentation required.

Plan reassessment and evaluation report will be completed before the participant’s next plan reassessment. The Specialist Support Coordinator will report on how the participant’s plan has been implemented, including:
· how the participant used their supports in the plan to pursue their goals, progress towards their goals, and the outcomes achieved in line with the NDIS Participant Outcomes Framework
· what actions were taken to ensure that the plan was implemented
· any barriers or challenges which may have impacted the plan implementation – including what the impact was and how the Specialist Support Coordinator worked with the participant to address and overcome these
· any recommendations about what the participant might need for their next plan.

Report to the NDIA before the review that includes the following expected outcomes:
· The participant has made progress towards achieving their goals.
· The participant has established connections with informal and mainstream supports.
· The participant and their network have a better understanding of NDIA processes, such as setting and refining goals and managing budget flexibility.
· The participant's supports are managed within the budget limits.
· The participant has genuine choice and control over their service providers.
· The participant or their nominees are confident in managing their supports without the need for specialist support coordinators in subsequent plans.
· The participant can manage any issues that arise with service provision and improve the quality and effectiveness of the services.
· The participant is able to address any issues or barriers in accessing service provision with existing funded supports first and only request additional funding if there is a significant change in circumstances.
· All tasks outlined in their plan are completed as required.

If any of the expected outcomes are not met, barriers must be identified, and strategies put in place to address them for their next plan.

USE OF NEW REPORTING TEMPLATES

The NDIA has introduced new reporting templates for Specialist Support Coordinators. These templates aim to standardise reporting and ensure consistent and relevant information is provided to NDIA planners and partners. Specialist Support Coordinators must use the appropriate templates for:
· Progress Reports and
· Implementation Reports.

These templates ask for critical information, including:
· The participant’s support needs and current situation.
· The supports the participant is receiving.
· The participant’s progress in implementing their plan and working toward their goals.

Reports should be completed through ongoing discussions with the participant and their support network, ensuring the participant is aware of the content being submitted.

SUBMISSION OF REPORTS

Specialist Support Coordinators must submit all reports via the my NDIS provider portal within the specified deadlines.
· Reports should be submitted as attachments, and Specialist Support Coordinators are encouraged to log in regularly to track due dates and manage upcoming submissions.
· Reports submitted through the my NDIS provider portal should include all necessary supporting documents and be reviewed for accuracy before submission.

COMPLIANCE WITH REPORTING REQUIREMENTS

All submitted reports must meet the reporting requirements outlined in the Request for Service (RFS). This includes:
· Timely submission of reports as per the participant’s plan cycle.
· Confirmation that supports are being delivered within the budget parameters of the participant’s plan.
· Documentation that the participant is connected to suitable informal and mainstream supports.
· Ensuring participants are making measurable progress toward their goals and are increasingly confident in managing their supports.

MONITORING AND ADJUSTING REPORTS

Specialist Support Coordinators should regularly review the reporting templates to ensure they meet NDIA expectations. This includes logging into the portal frequently to check for any changes to the report timing or additional requirements, especially if the participant’s circumstances or plan reassessment schedule changes.

If any issues arise with service provision, the Specialist Support Coordinator should update the report with strategies to overcome these barriers and document how they are being addressed.

RESPONSIBILITIES

Support Coordinators
Support Coordinators are responsible for assisting participants to understand and implement the funded supports in their NDIS plans. Their key responsibilities include linking participants to community, mainstream, and other government services; monitoring plan budgets and the effectiveness of supports; and building the capacity of participants to navigate the NDIS and make informed decisions. 

Support Coordinators are expected to maintain accurate records of all interactions and support provided, collaborate with participants, families, and stakeholders to resolve issues, and support participants in achieving their goals. They must ensure that all actions are person-centered, uphold participant rights, and comply with relevant legislation, policies, and AmeCare’s standards.

Specialist Support Coordinators:

· Monitoring Progress: Specialist Support Coordinators are responsible for regularly monitoring the participant’s progress in achieving their NDIS plan goals. This includes:
· Tracking the participant’s engagement with their supports.
· Assessing the effectiveness of those supports in meeting the participant’s needs.
· Coaching participants on how to effectively manage their supports and budget.
· Completion of Reports:
· Prepare and submit all required reports (Initial, Mid-Term, and Annual) in accordance with the specified timelines outlined in the NDIA’s Request for Service (RFS).
· Ensure that reports are accurate, complete, and provide a clear reflection of the participant’s progress and any barriers faced in implementing their plan.
· Use the NDIA’s standard templates for all reports, including the Progress and Implementation reports, ensuring consistency and alignment with NDIA expectations.
· Engagement with Participants:
· Engage in ongoing discussions with the participant and their support network to gather accurate and up-to-date information for reports.
· Ensure that the participant is informed about the content of the reports and involved in discussions about their progress and any adjustments needed to their plan.
· Actively support participants in making informed decisions about their supports and maintaining genuine choice and control over their service providers.
· Managing Plan Budgets:
· Monitor the participant’s plan budgets to ensure supports are delivered within the funding parameters.
· Assist the participant in understanding and using budget flexibility where applicable, and address any budget concerns promptly.
· Timely Submission:
· Submit reports through the my NDIS provider portal within the prescribed deadlines.
· Ensure all supporting documentation is attached, and that the reports are properly formatted and reviewed for accuracy.
· Compliance:
· Adhere to the NDIA’s reporting requirements as outlined in the Request for Service and other official communications.
· Update reports when changes to a participant’s circumstances occur, ensuring that any revisions align with NDIA guidelines.
· Address any feedback or requests for additional information from the NDIA promptly and ensure that all reporting obligations are fulfilled.
· Problem Resolution:
· Identify and document any issues or barriers preventing the participant from accessing their supports or achieving their goals.
· Work collaboratively with the participant and other stakeholders to resolve these issues and include solutions in reports to the NDIA.
· Empower participants to address and resolve issues independently, where possible, in future plans.

Team Leaders/Managers
· Training and Oversight:
· Ensure all Specialist Support Coordinators are trained on the use of the NDIA’s new reporting templates and understand their reporting obligations.
· Provide ongoing support to coordinators in understanding reporting deadlines and ensuring that the correct information is included in each report.
· Monitoring Compliance:
· Regularly monitor the compliance of Specialist Support Coordinators with the mandatory reporting timelines.
· Review submitted reports for quality and accuracy, ensuring that they meet NDIA standards and requirements.
· Support for Coordinators:
· Provide guidance and feedback to Specialist Support Coordinators on how to effectively monitor participant progress and compile comprehensive reports.
· Assist with resolving complex issues related to participants’ plan implementation or reporting challenges.
· Addressing Non-Compliance:
· Address any instances of non-compliance or delays in reporting by developing corrective action plans to ensure all reporting obligations are met.
· Take steps to prevent future non-compliance, including providing additional training or resources to coordinators where needed.

POSITIVE BEHAVIOUR SUPPORT

Specialist Support Coordinators have a critical role in supporting the development, implementation, and review of Positive Behaviour Supports. Specialist Support Coordinators will provide the following support to Behaviour Support Practitioners: 

Development phase: 
· If the participant has Improved Daily Living funding and other allied health therapists are involved in support, ensure assessments and reports are available to the Behaviour Support Practitioner. 
· Ensure the care team is supporting the work of Behaviour Support Practitioners and completing behavioural charts as requested.
· Gathering relevant historical information or previous PBS plans developed for the participant – e.g., with the consent of the participant, contact to be made to previous support providers. 
· If restrictive practices are in place - ensure Behaviour Support Practitioners have uploaded the Behaviour Support Plan on NDIS Commission PRODA and any relevant State or Territory authorisation and reporting requirements are met.

Implementation phase: 
· Ensure the care team feels confident in implementing the Behaviour Support Plan. Consistency across service providers and settings will be overseen by the Specialist Support Coordinators. 
· Schedule care team meetings to monitor progress. 
· With clinical perspective and following consultation with Behaviour Support Practitioners, support coaching of implementing staff if required. 
· If restrictive practices are in place - ensure support workers’ organisations are updated on NDIS Commission Portal for monthly reporting of restrictive practices. 

Review phase: 
· Ensure the Behaviour Support Plan is scheduled for review (time period between reviews can be recommended by Behaviour Support Practitioners). 
· Ensure the participant and relevant parties are provided with the opportunity to provide feedback at the review stage. Schedule care team meeting. 

PARTICIPANT BILLABLE & NON-BILLABLE HOURS

The services and supports provided by AmeCare. Services can be billable or
non-billable.

Billable hours include hours spent in:
· Face-to-face service provision and participant telephone support will be charged as per other services. 
· Telephone calls for the purpose of service liaison, bookings and referrals will be charged in a minimum of five-minute blocks. 
· Unanswered calls and leaving of messages. It is anticipated that support coordinators may spend extensive time telephoning suppliers and leaving multiple messages and requests; these will be bundled into blocks of five minutes. 
· Report writing, completion of forms and development of other documents, including the development of service agreements for other organisations as nominated by the participant, will be charged in blocks of 15 minutes. 
· Case meetings with other providers in relation to their supports to achieve the participant's NDIS goals.

Non-billable hours include the following:
· Time spent on administration, such as the processing of NDIS payment claims for all participants, which is outside the description of the support item and will not be claimed against an individual participant’s budget.
· Staff training that is not specific to the participant’s support needs
· Pre-engagement visits.
· Intake process and creating a file for the participant.
· Ongoing NDIS Plan monitoring.
· Making service bookings in the portal.
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