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POLICY 12.0 – SERVICE AGREEMENTS    


Purpose

The purpose of this policy is to ensure all services provided by Better Together are clearly agreed, documented and understood through collaborative Service Agreements that reflect participant needs, goals and funding requirements.

Scope 

This policy applies to all service users, employees, volunteers and Management Committee members involved in the development, delivery and review of Service Agreements and Schedules of Supports.

Policy Statement 

Better Together is committed to developing Service Agreements collaboratively with each participant to ensure clarity, transparency and shared understanding of services.
Better Together is committed to:
· Developing a Service Agreement and Schedule of Supports with each participant that clearly outlines the supports to be delivered
· Ensuring Service Agreements establish clear expectations for both the participant and Better Together
· Clearly documenting:
· the types of supports to be provided 
· frequency, duration and hours of support 
· pricing and applicable NDIS support items 
· any conditions attached to service delivery and the reasons for those conditions 
· Ensuring Service Agreements include processes for:
· managing changes to supports and participant circumstances 
· resolving concerns or issues 
· managing potential conflicts involving participants 
· Ensuring Service Agreements are developed in a way that is accessible and understandable to the participant, using appropriate communication methods
· Ensuring participants are supported to understand their agreement and have the opportunity to ask questions and seek clarification
· Ensuring participants receive a copy of their Service Agreement where practicable
· Documenting circumstances where a written agreement is not provided or where a participant chooses not to have a written agreement
· Obtaining informed consent from participants for the sharing of information and collaboration with other providers
· Ensuring Service Agreements and Schedules of Supports are reviewed and updated as required to reflect changes in needs, goals or funding
· Ensuring Service Agreements align with NDIS requirements and organisational policies
· Supporting participants to negotiate the terms of their Service Agreement
· Recognising the participant’s right to refuse, vary or exit a Service Agreement at any time
· Ensuring reasonable notice periods for changes, cancellations or termination are outlined in the Service Agreement
· Ensuring supports are delivered in accordance with the agreed Schedule of Supports and organisational capacity
· Ensuring supports outlined in the Service Agreement are sustainable within available funding
· All concerns being reported through Incident Management
· ensuring that all supports are delivered in accordance with an agreed Schedule of Supports, which forms part of the Service Agreement and outlines the timing, frequency and type of supports to be provided
· ensuring that any changes to agreed supports, including schedules, are managed in a consistent and controlled manner in accordance with organisational procedures
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