NDIS Support Coordination Policy and Procedure
(SS5)
Policy Statement
This policy outlines the procedure to be followed at Banksia Care to support client who have been approved as a participant in the NDIS scheme.
The procedure outlines how NDIS Plan Managers and NDIS Support Coordinators within Banksia Care will assist clients to understand and implement their NDIS plans, use their NDIS funded budgets and what administration reporting processes must be followed to meet NDIS compliance.
Scope
This policy applies to staff, management, contractors and volunteers of Banksia Care.
Background
At Banksia Care, we uphold and protect the rights and dignity of clients in our care. We commit to adopting person centred, right based approaches in providing and understanding of the NDIS, its systems and implementation.
Legislative Requirements
· National Disability Insurance Scheme Act 2013
· Disability Discrimination Act 1992
· Age Discrimination Act 1992
· Australian Human Rights Commission Act 1986
· Privacy Act 1988
· Aged Care Quality and Safety Commission Act 2018
· Aged Care Quality and Safety Commission Rules 2018 (Rules)
· Aged Care Act 1997
Principles that Inform our Policy
All decision-making about our NDIS Support Coordination Procedure is conducted in accordance with the principles of our NDIS Support Coordination Policy. The procedure outlines how interventions are to be used and what reporting obligations must be followed.
Our approach seeks to assist NDIS plan participants to:
· understand the NDIS system
· understand their NDIS approved plan
· understand their NDIS funded supports and budgets
· to involve and support the participant in using their NDIS funding
· be accountable to clients and their family members, and other supports
· comply with legislative and administrative requirements
· respond to feedback and complaints, referring to the appropriate delegation where necessary.
Key Terms
	Term
	Meaning
	Source

	NDIA
	National Disability Insurance Agency
	https://www.ndiscommission.gov.au

	NDIS
	National Disability Insurance Scheme
	https://www.ndiscommission.gov.au

	NDIS Local Area Coordinator (LAC)
	LACs gather data and information from people in their planning meetings and pass the information onto the NDIA to be turned into a plan.
	https://www.ndiscommission.gov.au

	NDIS Participant
	A person who has been through the planning process and has an approved NDIS plan with funding allocated within.
	https://www.ndiscommission.gov.au

	Support Coordinator
	A support coordinator assists NDIS participants to understand and use their NDIS plan.
	Banksia Care

	Plan Manager
	For Participants that are not self-managed, a plan manager assists with budgeting planning, invoicing and payment of supports.
	Banksia Care

	Service Agreement
	Required documentation for the engagement of supports.
	Banksia Care

	Support Log
	Required documentation for support coordinators to record their service hours
	Banksia Care


Links to other Policies and Documents
· Conflict of Interest Policy and Procedure
· Privacy and Confidentiality Policy and Procedure
· Code of Conduct Policy and Procedure
· Management of Care and Service Policy and Procedure
· Customer Complaints Policy and Procedure
· Information Management Policy and Procedure
· Code of Ethics
Forms:
· NDIS Service Agreement
· NDIS Participant Case Notes
· NDIS Support Log
Policy Created/Reviewed
	Policy Created/Reviewed
	Modifications
	Next Review Date

	Implemented 12th January 2023
	
	January 2024


Induction and Ongoing Training
Banksia Care requires that induction and ongoing training of all staff include the NDIS Support Coordination Policy to enable staff to fulfil their roles effectively. In addition, staff must complete Banksia Care induction training session on the NDIS Insurance scheme, NDIS implementation and NDIS administration and before commencing employment.
Monitoring, Evaluation and Review
This policy will be reviewed annually or on the occurrence of any relevant legislative change. Management of Banksia Care will conduct reviews in consultation with the team at staff meetings.
NDIS Support Coordination Procedure
The Allocated NDIS Support Coordinator:
· Receives request for service via secure encrypted email.
· Contacts NDIS participant as soon as possible (ideally within two days but recognise this is not always practical).
· Meets with the participant (ideally within five days but recognise this is not always practical).
· Explains the support coordination role.
· Discusses the service agreement with the participant with regard to support coordination role.
· Explains conflict of interest in terms of support coordination role.
· Explains the NDIS system and their plan, including the budgeted funding within the plan.
· Assists participant to create a mygov account (if required) and log into the portal.
· Creates service booking for support coordination.
· Works with participant to identify what supports need to be implemented as a priority.
· Communicates with other required supports to commence provision of service/support.
· Follows up on service agreements and timeframes of support provision.
· Completes Participant case notes, updating at each point of contact and activity.
· Completes Support Log hours for each activity.
All NDIS Support Coordinators are expected to:
· Accept referrals and engage NDIS participants to complete service agreements.
· Support participants to understand their NDIS plan and the funding allocations and supports outlined.
· Engage with participants and collaboratively implement the funded plan.
· Provide assistance linking participants to appropriate providers to meet the needs identified in their individually funded plans.
· Coordinate a range of supports including formal, mainstream and funded providers and support participant to complete service agreements where required.
· Engage in formal and formal support networks.
· Resolve points of conflict or crisis to develop customers capacity and resilience within their own network, and community.
· Develop intervention plans for implementation by support workers as required.
· Advocate for the customer as needed or requested.
· Maintain up to date participant records/case notes.
· Provide regular feedback and reports to the NDIS and participate in the review of the plan as required.
Rights and responsibilities of Managers:
Prior to employment or engagement, Management will ensure that all Support Coordination employees or contractors have a:
· National Police Check
· Working With Children Check (if working with children)
· Worker Screening Check to ensure the safety and wellbeing of all participants.
Management have the right to refuse employment or engagement if these requirements are not met in full.
Management must examine participant complaints within ten business days, providing a response within 15 business days, in line with the Banksia Care Customer Complaint Policy and procedure.
Key Contacts and External Organisations:
The NDIS Commission Office:
Refer to the NDIS Commission Office in each state, available at:
· https://www.ndiscommission.gov.au/providers/your-stateterritory
NDIS Local Area Coordinators (LAC) are found at:
· https://www.ndis.gov.au/contact/locations

