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What are quality supports?

As a participant on the NDIS for psychosocial support,
you have a right to quality services.

‘Quality’ refers to how well the provider’s service Registered providers
meets or exceeds your needs, expectations, and the
NDIS requirements. NDIS registered service providers must meet the

high service standards outlined in the NDIS Practice
Standards <www.ndiscommission.gov.au/rules-and-
standards/ndis-practice-standards> and the NDIS Code

Delivering quality support can be complex. It can
also be influenced by a few key things, including:

- Each participant’s own experience and idea of Conduct <www.ndiscommission.gov.au/rules-and-
of what quality means. standards/ndis-code-conduct>.
- Participants exercising their choice and control. Registered providers can deliver NDIS-funded

. . . . i to all tici ts.
- Participants’ right to take risks and make their own services to all participants

decisions (called ‘dignity of risk’). They must comply with ongoing service assessments

) o ) and audits.
Understanding the principles and practices of best

practice support and quality services will help
determine whether you receive the proper support.

They must have a formal complaints system (for
more information, see our resource on complaints).

If you're not receiving the proper support, you . .
have the right to change providers at any time. UnregIStered prowders
Unregistered providers are not subject to the same

oversight, meaning they have fewer rules to follow.

In this guide They can only offer services to self-managing
participants and those with plan managers.

- Registered providers . . .
Unregistered providers are not subject to the

~ Unregistered providers NDIS Practice Standards but must still comply
- NDIS Code of Conduct with the NDIS Code of Conduct.

-> NDIS Practice Standards
- Examples of quality support
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NDIS Code of Conduct

The NDIS Code of Conduct guides the quality
standards that all people delivering support
and services to NDIS participants must meet.

This includes:

- Registered NDIS providers, their key personnel
and NDIS workers.

- Unregistered NDIS providers, their key personnel
and NDIS workers.

- Providers delivering information, linkages,
and capacity building (ILC) activities.

- Providers delivering Commonwealth Continuity of
Support Programme services for people over 65.

The Code of Conduct also raises participants’
awareness of their rights and what they should
expect from all people delivering NDIS support
and services.

Find out more information about the NDIS Code

of Conduct here or refer to our resource onrights
<www.ndiscommission.gov.au/rules-and-standards/ndis-
code-conduct>.
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NDIS Practice Standards

The NDIS Practice Standards guide the quality
standards registered NDIS providers must meet
to deliver support and services to participants.

The standards also raise participants’ awareness
of what quality service they should expect from
registered providers.

Find more information about NDIS Practice
Standards here <www.ndiscommission.gov.au/rules-
and-standards/ndis-practice-standards>.
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Examples of best practice and quality support

NDIS Code of Conduct

Provide supports and services safely
and competently, with care and skill.

Jason's support coordinator advocates
for them. They listen to Jason’s needs

and understand that Jason’'s psychosocial
disability can fluctuate. Jason's support
coordinator is responsive to this and
adapts, adjusts and shows flexibility when
things change due to Jason’s psychosocial
disability.

NDIS Practice Standard

Individual Values & Beliefs — Each
participant can access supports that
respect their culture, diversity, values
and beliefs.

Charlie is part of the LBGTQIA+ community
and is also Christian. Charlie was struggling
to find a safe church where they could
explore their religion without hiding their
LBGTQIA+ identity. Their support worker
supported Charlie in finding a new church
where they would be accepted and could
connect with their religion without hiding
their identity.

Charlie's support worker supports Charlie in
attending their new church every fortnight.
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NDIS Practice Standard

Person-centred supports - Each
participant accesses supports that
promote, uphold and respect their legal
and human rights and can exercise
informed choice and control. The provision
of support promotes, upholds, and
respects individual rights to freedom of
expression, self-determination,

and decision-making.

Beth's psychosocial disability used to
impact her communication. She was unable
to speak to new people. She couldn’t send
emails or answer phone calls because she
felt unsafe using technology and wasn't
confident. This meant Beth was very isolated
and unable to complete daily tasks.

Beth set a goal to improve her
communication
and shared this with her support worker.

Beth's support worker understood why
Beth's psychosocial disability impacted her
communication skills and supported her goal
by communicating on Beth's behalf (with
Beth’s consent) when needed through emails
or phone calls.

Beth’s support worker also helped Beth
improve her communication skills by
encouraging her to practice different
communication tools together, such as
writing emails and making phone calls.

Over time, Beth's confidence and feeling

of safety grew, allowing her to communicate
independently more often. She started
engaging with activities in her local
community and online, and connected with
new people. Beth became less isolated and
found she could have more experiences and
interact with others in ways that weren't
previously possible.
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