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PROCEDURE
12.0 – SERVICE AGREEMENTS 

	
Number
	
Procedure

	
Related National Disability Insurance Scheme Practice Standards

	12.0 (A)
	Developing and Reviewing Service Agreement and Schedule of Support
	1,2,3

	12.0 (B)
	Changes in Service Agreements of Schedules of Support
	

	12.0 (C)
	Signing a Service Agreement and Schedule of Support
	

	12.0 (D)
	Record Keeping Service Agreements and Schedule of Supports
	



Definitions

Delegated Staff Member: a staff member that has been given written or verbal approval from the Manager.


Procedures 

3.0 (A)		Developing and Reviewing Service Agreement and Schedule of Support

Rationale 
Better Together requires a collaborative Service Agreement and Schedule of Support between the organisation and the service user.

Detailed Procedure

Service Agreement 
Better Together delegated staff will:
· Provide a blank template of the Better Together Service Agreement to the service user and or their advocate for review if requested. 
· Collect the essential contact information necessary for the creation of the Service Agreement which includes;
· Contact details
· Dates starting/duration
· Plan manager details
· Support coordinator details
· Nominee details if applicable 
· Their type of payment 
· Have conversations with the service user and or their advocate/nominee about how the agreement establishes expectations, explains the supports to be delivered and specifies any conditions attached to the delivery of supports including why these conditions are attached.
· Have conversations with the service user and or their advocate/nominee about any alterations or changes they wish to have to their Service Agreement make agreement changes and send a filled out Agreement ready for their final approval. 
· The Service Agreement will be ready for signature at the intake/review meeting with the service user and their advocate/family member/nominee
· Provide a copy of the Service Agreement in a format that the Service Users is likely to understand and if the method they wish. Either to be printed or emailed. 
· Identify if the participant does not wish to receive a copy of the service agreement 
· The service agreement will be developed in an easy English version 

Schedule of Support 
Better Together delegated staff will;
· Have a conversation with the service users/advocate/nominee about the different types of supports and services they would like to receive from Better Together. Conversation with the service user to use appropriate communication style, using terms that the participant is most likely to understand (eg: Easy English section of the service agreement, screen reader version on the website).
· Discuss how services will be provided in the event of an emergency or disaster.
· Complete a templated schedule of supports that includes;
· Start and end date
· What codes/type of supports they would like
· How many hours/duration the supports (under each code) will be for
· Signatures  
· Transport costing 
· Send a copy to the service users/advocate/nominee to review the schedule and set out prices

3.0 (B)		Changes in a Service Agreement or Schedule of Support 

Rationale
Better Together acknowledges that participants’ needs and preferences may change over time. The organisation will work collaboratively with service users to review and adjust Service Agreements and Schedules of Supports where appropriate.

At the same time, changes must be managed in a structured and reasonable way to ensure consistency of service delivery, fairness to staff, and sustainability of supports.

Detailed Procedures

Changes to a Service Agreement or Schedule of Supports may be requested by:
• the service user
• their nominee or guardian
• their support coordinator

Types of Changes

Better Together recognises two types of changes:
1. Permanent or Ongoing Changes (e.g. change in hours, days, type of supports)
2. Day-to-Day or Short-Term Changes (e.g. swapping a shift, changing a time for a specific day)

Requesting Changes
· Requests for permanent or ongoing changes must be made in advance and, where possible, in writing (email or other agreed method).
· Where a service user cannot make a written request, changes may be communicated verbally or through other accessible means and must be documented by staff.
· Better Together will review requests in consultation with the service user.

Managing Permanent Changes

Better Together will:
• review the requested change against:
· participant goals
· available funding
· staffing capacity
· service availability
• discuss options with the service user where the requested change cannot be fully accommodated
• update the Schedule of Supports and/or Service Agreement where changes are agreed
• ensure any significant changes to hours, duration or type of support result in a new Schedule of Supports being created and signed (as per 3.0 

Managing Day-to-Day Changes

Better Together will:
· make reasonable efforts to accommodate occasional changes to scheduled supports
· require that changes to scheduled supports be requested with reasonable notice wherever possible
· not guarantee availability of staff or supports for short-notice or same-day changes
· maintain the right to decline or reschedule requests where:
· staffing is unavailable
· changes would impact other service users
· the request is not reasonable or sustainable
· support the service user to maintain consistency in their schedule to ensure effective service delivery

Limitations and Expectations

Better Together is not able to provide on-demand or ad hoc services outside of the agreed Schedule of Supports.

Service delivery will occur in accordance with:
• the agreed days, times and hours outlined in the Schedule of Supports
• staff availability and organisational capacity

Repeated or frequent changes to scheduled supports may require:
• a formal review of the Schedule of Supports
• adjustment of agreed service times or structure
    
    Declining Requests
    Requests may be declined where:
· sufficient notice is not provided
· staffing or resources are unavailable
· the change would negatively impact service delivery
· there are safety or risk concerns
   Where a request is declined:
· clear reasons will be provided
· alternative options may be discussed where appropriate




3.0 (C)		Signing a Service Agreement and Schedule of Support

Rationale 
Better Together requires all service agreements be signed by the service user and/or their advocate/nominee. Better Together understand that a service agreement is a contract between Better Together and the Service User Better Together assumes that an adult has the capacity to sign the service agreement unless otherwise identified. 

Detailed Procedure
A delegated staff member will;
· Bring the (already agreed upon) service agreement to the intake planning meeting
· Have the service user sign the service agreement 
· Have a nominee sign the service agreement if;
· The service user gives verbal consent for them to sign
· They are the Service Users appointed adult guardian
· The Delegated staff member will sign the service agreement and schedule
· Copies of the service agreement will be emailed to participants or printed. If they elect for no copy, then a copy will not be provided.
· Provide the service user with copy of service agreement policy and procedure.

3.0 (D)		Record Keeping Service Agreements and Schedule of Supports

Rationale 
Better Together must keep a signed copy of every Service Users Service Agreement and Schedule of Supports as well as Versions of each. 

Detailed Procedure
Better Together will;
· Keep any written correspondence between the service user/advocate/nominee about the development of the Service Agreement and the Schedule of Supports
· Save onto our Customer Management system (Flow Logic) a signed copies the agreement and schedule
· Copies of the Schedule and Service Agreement provided to the Service User, notes kept if a Service User declines to take a copy, and explain one can be provide when ever they like.
· Any significant changes and amendments to the hours, duration, time of day the supports are requested a new schedule of supports will be created and signed with the new dates they are to take into effect 
· Consent to be collected and reviewed every 12 months as to who is the Service Users advocate/nominee and if copies of the service agreement and schedule of supports are to be provided to a Plan Manager or Service Coordinator (see Policy 3.0 Choice, Control and Consent) 

	PO BOX 919 Caboolture 4510
	
	Document Created
	23/6/2020

	Ph: 5499 2230
	Page 5
	Last Review Date:
	10/10/2025

	Email: contact@bettertogether.net.au
	
	Next Review Date:
	 10/10/2027

	
	
	Version: 
	4.0 


This document is the Property of Better Together Assoc Inc.
image1.jpg
©

Better Together





P rocedure   12 .0  Service Agreement                         BTP0 12  

 

PO BOX 919   Caboolture 4510   Document  Created  23/6/2020  

Ph:  5499 2230  Page  1  Last Review Date:  10/10/202 5  

Email:  contact@bettertogether.net.au   Next Review Date:    10/10 /20 2 7  

  Version:   4 .0    

This document is the Property of  Better Together Assoc I nc.       PROCEDURE   12 . 0   –   SERVICE AGREEMENTS      

  Number    Procedure      Related   National  Disability  Insurance Scheme  Practice Standards  

12 .0 (A)  Developing and Reviewing Service Agreement and  Schedule of Support  1,2,3  

12.0 (B)  Changes in Service Agreements of Schedules of  Support  

12.0 (C)  Signing a Service Agreement and Schedule of Support  

12 .0 ( D )  Record Keeping Service Agreements and Schedule of  Supports  

  Definitions     Delegated Staff Member : a staff member that has been given written or verbal approval  from the Manager.       Procedures      3. 0   (A)     Developing a nd Reviewing   Service Agreement  and Schedule of  Support     Rationale    Better Together requires a collaborative  Service Agreement and Schedule of Support   between the organisation and the service user.     Detailed  Procedure     Service Agreement    Better Together   delegated  staff will:      Provide a blank template of the Better Together Service Agreement to the service  user and or their advocate for review   if requested .       Collect the essential contact information necessary for the creation of the Service  Agreement   which includes;   o   Contact details   o   Dates starting/duration   o   Plan manager details  

