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[bookmark: _Toc157441928]SERVICE AGREEMENTS WITH PARTICIPANTS POLICY AND PROCEDURE

[bookmark: _Toc157441929]PURPOSE

A Service Agreement is a formal agreement between a participant and AmeCare. This agreement helps to ensure there is a shared understanding of the following:
· Expectations of what supports will be delivered and how they will be delivered; and
· The respective responsibilities and obligations of AmeCare and the participant and how to resolve any problems that may arise.

A Service Agreement allows AmeCare to mitigate business risks that we may experience in the course of doing business with an NDIS participant. 

The purpose of this policy is to set out how service agreements will be developed and what they will establish, and how participants will be supported to understand their service agreements and conditions.

[bookmark: _Toc157441930]SCOPE

This policy applies to:
· All AmeCare staff, including permanent or casual employees, contractors, consultants, and people otherwise engaged by AmeCare (e.g., volunteers).
· All participants receiving NDIS services and support, including their families and support network.

[bookmark: _Toc157441931]DEFINITIONS

	Term
	Definition

	NDIS Pricing Arrangements and Price Limits
	The NDIS Pricing Arrangements and Price Limits (previously the NDIS Price Guide) assist participants and disability support providers in understanding how price controls for supports and services work in the NDIS.

	Service Agreement
	A Service Agreement is a written agreement between AmeCare and the participant which defines their terms of engagement.
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AmeCare is committed to ensuring each participant has a clear understanding of the supports they have chosen and how they will be provided.

To achieve this commitment, AmeCare will ensure the following:
· Collaboration occurs with each participant to develop a Service Agreement, which establishes expectations, explains the supports to be delivered, and specifies any conditions attached to the delivery of supports, including why these conditions are attached.
· Each participant is supported in understanding their Service Agreement and conditions using the language, mode of communication, and terms that the participant is most likely to understand.
· Where the Service Agreement is created in writing, each participant receives a copy of the agreement signed by the participant and AmeCare. Where this is not practicable, or the participant chooses not to have an agreement, a record is made of the circumstances under which the participant did not receive a copy of their agreement.
· Where the provider delivers Supported Independent Living (SIL) supports to participants in specialist disability accommodation dwellings, documented arrangements are in place with each participant and each specialist disability accommodation provider. At a minimum, the arrangements should outline the party or parties responsible and their roles (where applicable) for the following matters:
· How a participant’s concerns about the dwelling will be communicated and addressed;
· How potential conflicts involving participant(s) will be managed;
· How changes to participant circumstances and/or support needs will be agreed upon and communicated;
· In shared living, how vacancies will be filled, including each participant’s right to have their needs, preferences and situation taken into consideration; and
· How behaviours of concern that may put tenancies at risk will be managed if this is a relevant issue for the participant.
· Service agreements set out the arrangements for providing supports to be put in place in the event of an emergency or disaster.

Conflict of Interest (COI) Management in Service Agreements

AmeCare is committed to ensuring that all service agreements are developed and delivered in a manner that upholds participant choice, control, and transparency. To manage potential or actual conflicts of interest, AmeCare will:

· Identify and declare any potential or actual conflicts of interest that may arise during the development or delivery of service agreements.
· Where a conflict of interest is identified, take steps to separate service delivery functions or roles as appropriate, to ensure that participant interests are protected and not compromised.
· Ensure that staff involved in developing or delivering service agreements do not participate in decisions or referrals where a conflict of interest exists.
· Provide clear information to participants about any identified conflicts of interest and the steps taken to manage them.
· Maintain records of identified conflicts of interest and actions taken to address them.
· Review and update COI management procedures regularly to ensure ongoing compliance with NDIS Practice Standards and sector best practice.

Additional Requirements for Assistance with Daily Living and Sole Workers

For participants receiving supports under “Assistance with Daily Living,” and in situations where a sole worker is engaged, AmeCare will ensure that:

· The Service Agreement clearly documents the nature of the support to be provided, including specific tasks, goals, and expected outcomes.
· The frequency and duration of engagement with the participant are specified in the Service Agreement.

Where a sole worker is engaged, the Service Agreement will outline the arrangements for supervision, including:
· The frequency and method of supervision (e.g., in-person, phone, or video check-ins).
· The name and contact details of the supervising staff member.
· Procedures for escalation and support if issues arise.

All arrangements will be reviewed regularly and updated in the Service Agreement as participant needs or staffing arrangements change.


[bookmark: _Toc157441933]PROCEDURE

The following procedures are implemented to ensure that AmeCare meets its policy objective of ensuring all supports chosen by the participants are included in their Service Agreement to allow a clear understanding of how they will be provided.

AmeCare staff will work collaboratively with participants and their families/support network to develop their Service Agreement.

Service Agreements will be simple and set out how and when supports will be delivered. They will include information such as:
· What supports and services AmeCare has agreed to provide;
· The prices of those supports and services;
· How, when and where the supports and services are being provided;
· The duration of the Service Agreement and when and how the Agreement will be reviewed;
· How the participant or AmeCare may change or end the Service Agreement;
· How any problems or issues that may arise will be handled;
· Arrangements to be put in place in the event of an emergency or disaster;
· Participant responsibilities under the Service Agreement; and
· AmeCare responsibilities under the Service Agreement.

Service Agreements will be consistent with the NDIS Pricing Arrangements and Price Limits
guidelines and the requirements of the A New Tax System (Goods and Service Tax)
Act 1999 regarding the application of the GST.

AmeCare staff must not seek to impose conditions on participants through Service Agreements that are not in line with those set out in the NDIS Pricing Arrangements and Price Limits and its associated documents.

Staff must ensure that each participant and/or their representatives sign the Service Agreement before service delivery commences.

For each Service Agreement, staff must:
· Collaborate with the participant or their family/support network to develop the Service Agreement.
· Provide a copy of the Service Agreement to each participant. Where this is not practicable, or the participant chooses not to have an agreement, staff must keep a record of the circumstances under which the participant did not receive a copy of their agreement. The participant or their representative can make a note of the agreement about this.
· Ensure that the participant and their family/support network understand their Service Agreement. Staff must supply easy-to-read documents or engage an interpreter or advocate where required.
· Keep a copy of each Service Agreement on the participant’s file.

Tenancy, Rooming House, and Supported Residential Services (SRS) Agreements

Where AmeCare provides supports to participants in specialist disability accommodation, rooming houses, or Supported Residential Services (SRS), the following requirements apply:

· Service Agreements must reference and comply with relevant state legislation, including the Victorian Residential Tenancies Act 1997, Rooming House regulations, and Supported Residential Services (Private Proprietors) Act 2010.
· Where a tenancy, rooming house, or SRS agreement is required, AmeCare will ensure:
· The agreement documents the nature and terms of the accommodation arrangement, including rights and responsibilities of both the participant and the provider.
· Supporting information is provided to the participant, such as:
· Information statements required under the Residential Tenancies Act or SRS regulations.
· Condition reports for the premises, completed at the start and end of the tenancy or accommodation arrangement.
· Details of rent, fees, and charges, including payment arrangements and processes for review.
· Procedures for raising concerns or complaints about the accommodation.
· AmeCare will maintain records of all tenancy, rooming house, or SRS agreements and supporting documentation.
· Staff will ensure participants understand their rights and obligations under these agreements, and provide easy-to-read documents or access to advocacy as required.

The Director is responsible for delegating the function of the development of Service Agreements with participants to the appropriate staff members.

[bookmark: _Toc157441934]RELATED DOCUMENTS

· Service Agreement
· Participant Portal
· Staff Portal
· Easy read documents
· Tenancy, Rooming House, and SRS Agreement Templates
· Conflict of Interest Register and Management Procedures
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· National Disability Insurance Scheme Act 2013 (Cth)
· A New Tax System (Goods and Service Tax) Act 1999 (Cth)
· NDIS Practice Standards and Quality Indicators – November 2021
· National Standards for Disability Services
· NDIS Price Arrangements and Price Limits
· Disability Act 2006 (VIC)
· Victorian Residential Tenancies Act 1997
· Rooming House Regulations (VIC)
· Supported Residential Services (Private Proprietors) Act 2010 (VIC)
· NDIS Quality and Safeguards Commission Guidance on Conflict of Interest
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