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[bookmark: _Toc241836400]Background
A service agreement is a written agreement between a participant and a provider. It is a record of what they have agreed to and can help resolve issues if they arise. 
This Service Agreement sets out: 
the NDIS supports to be provided
how much those supports will cost and how they will be paid for
the rights and responsibilities of both parties
what will happen if something goes wrong 
what to do if either party wants to change the Agreement.
By entering into this Service Agreement, the participant and provider agree that: 
the supports under this Agreement are included in the participant’s NDIS plan
the supports will be provided in line with the NDIS Code of Conduct, and where applicable, the NDIS Practice Standards
both parties have had the chance to ask questions and seek independent advice
the participant has had the chance to involve a guardian, nominee, family member, advocate, or support person
both parties are entering into this Agreement freely and voluntarily.
This Service Agreement aims to follow the NDIS Act, NDIS Rules, NDIS Code of Conduct, the NDIS Practice Standards (where applicable) and the Australian Consumer Law, including unfair contract term protections. Providers should ensure any extra terms are fair, transparent and reasonably necessary.
For plan-managed and NDIA-managed participants terms must not exceed the NDIS Pricing Schedule.
This template is not mandatory to use. This template is intended only as a resource to help users create clear and fair service agreements and make informed decisions. The NDIS Quality and Safeguards Commission (the Commission) and the National Disability Insurance Agency (the Agency) are not party to this Agreement.
More information on your rights and using service agreements can be found on the NDIS website.
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[bookmark: _Toc233896690][bookmark: _Toc241836401]Disclaimers
Provider disclaimer
The provision of the service agreement template (Template) is not a substitute for legal advice. The Commonwealth of Australia as represented by the National Disability Insurance Agency (Agency) is not providing any legal advice to your organisation when making the Template available to your organisation.
Before any action or decision is taken by your organisation to use the Template, your organisation must obtain, and rely on, appropriate independent legal advice to understand the legal rights and obligations your organisation will have and whether the Template is suitable for use by your organisation.
Use of the Template is entirely at your own risk. The Template is provided to your organisation as a free resource and is general in nature. It does not take into account your particular circumstances, support-specific requirements or specific legal requirements. To the maximum extent permitted by law, the Agency excludes all liability and accepts no responsibility for any damage or loss arising directly or indirectly from your organisation’s use of the Template.
I have read and understood the content of the disclaimers. I have full authority to bind the organisation to the disclaimers and the organisation agrees to be bound by them.
Select one: Yes or No 
Participant disclaimer
The service agreement template is provided as a guide only and is not a substitute for legal advice. The Agency does not guarantee that it is accurate or suitable for your needs.
You are encouraged to seek independent advice to understand your rights and obligations before entering into this Agreement. You could seek advice from a lawyer or someone like a guardian or advocate.
By entering into this Agreement, each party acknowledges that they have had the opportunity to seek independent advice and that the Agreement is entered into voluntarily.
I have read and understood the content of the disclaimer and confirm I have had the opportunity to seek independent advice. 
Select one: Yes or No
[bookmark: _Toc241836402]About this Agreement
This Service Agreement has been made with you and, if requested, your representative.
When this Agreement says ‘you’, ‘your’ or ‘the Participant’, it means the person receiving NDIS supports under this Agreement. 
When this Agreement says ‘we’, ‘our’, ‘us’ or ‘the Provider’, it means [insert Provider’s name] who is delivering NDIS supports under this Agreement. 
When this Agreement talks about ‘supports’ we mean the help we have agreed to provide you. These are listed in your Schedule of Supports. The Schedule of Supports is part of this Agreement and lists: 
the supports you will receive
how often and where they will be delivered
how much they will cost.
We can change the Agreement if your needs or preferences change.  Any changes must be in writing and agreed to by both parties.
[bookmark: _Toc241836403]Privacy statement
We collect your information so we can provide you safe and good-quality NDIS supports. This includes things like your name, contact details, support needs and details about your NDIS plan.
We only collect information we need to provide your supports. We try to get this from you directly, or from your guardian, family member or advocate if you agree.
We use your information to:
plan and deliver your supports
keep you safe
respond to problems or concerns
meet out legal obligations under the NDIS and the Privacy Act.
We may share your information with: 
your guardian
your nominee or advocate (if you agree)
other providers involved in your care (if you agree)
the NDIA or NDIS Commission when required by law
emergency services if you are at risk.
We keep your information safe and only allow staff who need it to access it. You can ask to see your information or request we correct it at any time.
If you are worried about how we have handled your information you can:
talk to us
make a complaint to the Office of the Australian Information Commissioner
make a complaint to the NDIS Commission.
[bookmark: _Toc241836404]Parties to the Agreement
Participant details
	Question
	Answer

	Name:	
	

	NDIS participant number:
	

	Address:
	

	Phone:
	

	Email:
	

	Preferred contact method:
	

	Date of birth:
	

	Guardian:
	[select one: Yes, I have a guardian / No, I do not have and do not need a guardian]

	Representative:
	[select one: Yes, I have a representative / No, I do not have and do not need a representative]


Participant guardian details (if applicable)
	Question
	Answer

	Name:	
	

	Address:
	

	Phone:
	

	Email:
	

	Type of guardianship:
	


Participant representative details (if applicable)
	Question
	Answer

	Name:	
	

	Relationship to participant:
	

	Phone:
	

	Email:
	


Provider details
	Question
	Answer

	Provider name:
	

	Provider legal entity name:
	

	Australian Business Number (ABN):
	

	Contact person (name and role):
	

	Address:
	

	Phone: 
	

	Email:
	

	Registration status (and number if applicable):
	

	NDIS provider number (if applicable):
	



Parties must notify each other in writing as soon as practicable of any change to their contact details.
[bookmark: _Toc241836405]Agreement details
	Question
	Answer

	Agreement start date:	
	

	Agreement end date:
	

	NDIS plan start date:
	

	NDIS plan reassessment date:
	

	Review dates:
	[Review date should not be more than 12 months from the start date of this Agreement. Regular reviews help ensure supports are meeting the participant’s needs.]



This Agreement will be reviewed at agreed times. Either party may request a review at any other time. A review involves both parties discussing:
whether the supports and terms of the Agreement are working well
if any changes are needed 
whether goals, needs or circumstances have changed.
[bookmark: _Toc233896695][bookmark: _Toc241836406]Supports to be provided
This Agreement is intended to be in line with your NDIS plan. The supports included are within the scope of your funding and funding periods and aimed to help you towards your goals.
[Insert provider] will provide the Supports listed in your Attachment A - Schedule of Supports of this Agreement.
Any extra costs are included in Attachment A. They must be discussed with you and agreed in writing. Extra costs must be reasonable, clear, and not unfair under the Australian Consumer Law. 
Participant goals
	Question
	Answer

	The goals these supports aim to meet are:
	


Provider responsibilities
[Insert provider] must:
treat you with courtesy and respect
communicate with you openly, honestly and on time
work with you to provide supports that suit your needs
give you clear information on how to raise a concern or complaint
listen to your feedback and respond to your concerns
explain how you can change or cancel your supports
plan and coordinate any changes to or from another provider 
protect your privacy and keep your personal information safe 
follow our policies and procedures such as safety and emergency plans
follow all relevant laws including the National Disability Insurance Scheme Act 2013 and its rules, the NDIS Code of Conduct, Australian Consumer laws and the Privacy Act 1988
keep accurate records for at least seven (7) years
send you regular invoices and statements of supports provided
provide supports with care and skill
only charge you for supports provided
avoid conflicts of interest where possible
declare and manage any unavoidable conflicts of interest
make sure you understand this Agreement before agreeing to it
arrange an interpreter if required to help you understand this Agreement
provide you a copy of the final agreement in your preferred format.
[bookmark: _Toc233896697][bookmark: _Toc241836408]Participant rights and responsibilities
You have the right to:
be treated with dignity and respect
be safe from abuse, neglect, exploitation or discrimination
receive safe and quality supports that meet your needs
have choice and control over the supports you access
be included in decisions about your supports
ask questions and get clear information about your supports, their costs and any changes
speak up or make a complaint without losing supports or being treated unfairly
end or change this Agreement if your needs or circumstances change
have your privacy respected and your personal information kept safe
access an advocate or support person to help you understand your rights or raise concerns.
It is your responsibility to:
work with us so your supports meet your needs
treat our staff with courtesy and respect
communicate openly and honestly with us and raise any concerns about your supports
provide us the information we need to deliver safe and quality supports - you are not required to provide your full NDIS plan
take reasonable steps to keep your home or environment safe while staff provide supports
manage your support needs in line with your plan, including your budget
pay invoices in the agreed timeframe
let us know if your support needs change
let us know if your NDIS plan changes, is suspended or replaced, or you stop being an NDIS participant.
[bookmark: _Toc233896698][bookmark: _Toc241836409]Cultural safety and diversity
[Insert provider] commit to providing supports in a culturally safe, respectful and equitable way. We respect each person’s cultural identity, beliefs and lived experience. This includes First Nations Peoples, people from culturally and linguistically diverse backgrounds, and people from LGBTIQASB+ communities. We will make reasonable adjustments to meet your needs.
Participant cultural safety and diversity preferences and practices
	Question
	Answer

	Participant preferences and practices:
	



[bookmark: _Toc233896699][bookmark: _Toc241836410]Cancellations
Participant cancellations
This section explains what happens if you cancel at short notice or do not attend.
[Insert provider] will only charge for a short‑notice cancellation or no‑show when there has been an actual loss. 
We will not charge a cancellation fee where it would be unfair, in line with Australian Consumer Law.
You may cancel supports by [insert agreed method of communication].
You must provide [notice period] to cancel a scheduled support.
If you do not provide this notice we may charge [fee].
A cancellation includes the following situations: [examples].
If you cannot be contacted at the scheduled time we will [insert process].
Provider cancellations
If we need to cancel supports, we will make all reasonable efforts to provide other arrangements.
If we cancel a support we will [include process, including back up arrangements in the event the provide cannot deliver supports]
[Insert provider] may suspend supports on reasonable notice and in line with this Agreement and NDIS requirements. This could happen for reasons like non-payment, safety risks, service unavailability, or where supports would be unsafe or inappropriate.
[bookmark: _Toc233896700][bookmark: _Toc241836411]Ending this Agreement
Either party may end this Agreement by providing written notice. The notice period is [insert agreed timeframe, for example 14 days]. 
The notice period allows time to plan for and manage a move to other arrangements if needed.
If either party thinks the other has breached this Agreement, they must provide written notice explaining the breach. The party involved will be given a reasonable period (for example, 14 days) to fix the breach. If the breach is not fixed within that time, the other party may end the Agreement by providing written notice.
When this Agreement is accepted by both parties there is a cooling-off period of [insert period, for example 7 days]. During this time, either party may cancel the Agreement by providing written notice. Costs may be payable for supports provided during the cooling-off period. No charges will apply for supports not provided.
You will not be charged an exit fee to end this Agreement.
[bookmark: _Toc233896701][bookmark: _Toc241836412]Changing this Agreement
Any changes to this Agreement must be agreed to by both parties. Details of the changes, date and agreement to the changes must be recorded in the agreed format. This includes any changes to the price for supports. 
You do not have to agree to changes to this Agreement. If either party does not agree to a change, the Agreement will continue unchanged unless either party chooses to end it. If we propose a price change and you do not agree, you may end the Agreement straight away.
If either party wants to change regular supports they should give at least [insert timeframe] notice in writing.
Note: if there is a big or important change, a new service agreement should be made. For small or administrative changes, an addendum can be used. This is a short, written update that records the change without replacing the whole Agreement.
[bookmark: _Toc233896702][bookmark: _Toc241836413]Billing
Supports will be claimed against your NDIS plan in accordance with your funding management type.
	Question
	Answer

	Funding management type:
	[NDIA-Managed / Plan-Managed / Self-Managed]

	Invoices will be issued:
	[weekly / fortnightly / monthly]

	Where invoices are issued to the participant or their nominee, payment is due within: 
	[insert days] of invoice unless agreed otherwise.




If payment is late or not received, we will discuss this with you. Where appropriate and after reasonable notice, supports may be suspended in line with this Agreement and NDIS requirements. 
We will provide [insert days] notice of any changes to fees. If you don’t agree to changes you can end this Agreement.
We will only provide supports up to available funding where known. If we become aware the cost of supports to be provided is likely to exceed the available funding, we will inform you as soon as able.
[bookmark: _Toc233896703][bookmark: _Toc241836414]Goods and services tax (GST)
Both parties acknowledge that most NDIS supports are GST-free.
If any supports provided under this Agreement are subject to GST:
we will include the GST in the prices listed in the Schedule of Supports
we will issue a valid tax invoice that complies with GST law.
If the Australian Government changes the GST law so that GST becomes payable on any supports under this Agreement, [insert provider] must adjust the charges in the Schedule of Supports to include GST.
[bookmark: _Toc233896704][bookmark: _Toc241836415]Complaints and feedback
We welcome all feedback. You have the rights to complain about the supports you receive under this Agreement. 
We will [insert provider complaints handling process]
Provider contact details to provide feedback or make a complaint
	Question
	Answer

	Contact name:	
	

	Phone number:
	

	Email:
	

	Address:
	


[bookmark: _Toc233896705][bookmark: _Toc241836416]Dispute resolution process
If a problem arises about this Agreement both parties will work together to fix it fairly, respectfully and quickly.
Registered providers must comply with section 73W of the NDIS Act and section 8 of the NDIS (Complaints Management and Resolution) Rules 2018.
Unregistered providers should act fairly and consistently with the NDIS Code of Conduct.
Either party may seek assistance during the complaints process. You can ask an advocate, family member or someone else you trust for help. 
Nothing in this Agreement prevents either party from contacting the NDIS Commission (where applicable) or another external agency such as a consumer protection body at any time.
Step 1 – Talk with us
If you are unhappy or have a concern, please tell us as soon as possible. We will listen, take your concerns seriously, and try to sort it out together. Participants and providers should first try to resolve concerns directly before seeking assistance from other organisations.
Step 2 – Escalate within our organisation
If the issue is not fixed, you can ask for a more senior staff member or manager to help.
Step 3 – External help
If the problem still isn’t fixed, you can make a complaint to the NDIS Quality and Safeguards Commission or another external agency.
To contact the NDIS Commission:
visit https://www.ndiscommission.gov.au/complaints
call 1800 035 544
TTY 133 677, National Relay Service: ask for 1800 035 544.
You can also make a complaint to the NDIS Commission if we have provided a support in a way that is not safe or to an appropriate standard.
We will not use debt collectors or take enforcement action unless a valid debt is confirmed and all reasonable steps have been taken to resolve the issue with you first.
[bookmark: _Toc241836417]Liability statement
This Agreement does not limit or exclude rights under Australian Consumer Law or other laws.
Where this Agreement does not address liability, responsibility will be determined by:
the NDIS Act
the NDIS Code of Conduct (for all providers)
the NDIS Practice Standards (for registered providers)
common law principles.
In general, each person is responsible for their own actions or decisions, as required by law.
Any liability for loss, damage or expense related to this Agreement will be determined in line with this Agreement, relevant laws and any relevant insurance.


[bookmark: _Toc233896706][bookmark: _Toc241836418]Signing page
To receive supports under this Agreement, you agree to the best of your knowledge that the above information is correct and agree to the above terms.
You may wish to get independent legal or financial advice before entering into this Agreement. You can also seek help from your supporter or a translation service.
Agreement dates
	Question
	Answer

	Date Agreement will commence:
	

	Date first service will be delivered:
	


Acknowledgement
By entering into this Agreement, you confirm that you:
Understand the supports to be provided and how they will be delivered.
Have had the chance to ask questions and receive clear answers.
Understand that you can change or withdraw consent at any time.
Participant
	Question
	Answer

	Name:	
	

	Signature:
	

	Date:
	


Authorised representative (if applicable)
	Question
	Answer

	Name:	
	

	Relationship to participant:
	

	Authority to sign (for example authorised guardian)
	

	Date authority enacted:
	

	Signature:
	

	Date:
	


Provider details
	Question
	Answer

	Provider name:
	

	Authorised signatory name:
	

	Position:
	

	Signature:
	

	Date:
	


Witness (if applicable)
	Question
	Answer

	Name:	
	

	Signature:
	

	Date:
	


[bookmark: _Toc233896707][bookmark: _Toc241836419]Attachment A - Schedule of supports 
This Schedule sets out the specific supports, costs, and arrangements agreed to. All supports must align with the participant’s NDIS Plan. For plan-managed and NDIA-managed participants, costs must not exceed the NDIS Pricing Schedule.
	Question
	Answer

	Support category:
	[Core / Capacity Building / Capital]

	NDIS support item(s):
	[Support item name and number. List all applicable items and rates]

	Description of support: 
	[Any relevant information about how the support will be provided]

	When the support will be provided: 
	[For example, weekly, fortnightly, as required, dates or duration]

	Where the support will be provided: 
	[Home, community, online, provider premises or other]

	Unit price: 
	[Hourly rate, per item cost or other applicable pricing unit. Include details of different rates such as weekday and weekend]

	Additional charges (if applicable): 
	[For example, provider travel – time and rate, report writing, other non-face-to-face supports]
Additional charges must not exceed the current NDIS Pricing Schedule and must be agreed before supports are delivered.

	Total cost: 
	[Total cost of supports covered by this Schedule. If support hours or costs may vary, explain how the final cost will be calculated.]
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 [Add additional boxes as above for each support this Agreement covers] 
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