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National Disability Insurance Scheme (NDIS) Policy and 
Procedure 

 
Introduction The work Learning Links does is guided by our vision of a community where 

difficulties in learning are no longer a barrier to a fulfilling life. 
 
To prevent learning difficulties and disabilities from causing disadvantage we provide 
high quality services to children and young people in need.  This includes children 
and young people who are NDIS participants.   
 
This policy outlines how Learning Links consistently provides safe, high-quality 
services that meet our NDIS Registration requirements for providing NDIS services. 

 
Policy Learning Links will meet its obligations as a registered provider of services to NDIS 

participants. Our obligations include:  

• Adopting a person-centred approach in all service delivery 

• Ensuring all staff meet the requirements of the NDIS Code of Conduct 

• Conducting worker screening 

• Conducting Mandatory Induction for all staff, including the completion of the 
NDIS Mandatory Worker Orientation eLearning module. 

• Monitoring mandatory training/registration requirements for staff 

• Having an Incident Management System 

• Reporting all serious incidents or allegations to the NDIS Commission regarding 
NDIS participants in connection with our services 

• Having a complaints management process 

• Adhering to NDIS protocols and processes 

• Complying with and conducting internal quality audits against the NDIS Practice 
Standards 

• Facilitating the delivery of NDIS registered supports following agreement with 
the participant/ parent. Learning Links does  not assume responsibility for 
managing the funding allocated to the participant under their plan. 

 
Definitions 

 

Term Definition 

NDIA National Disability Insurance Agency. The Commonwealth 
government organisation administering the NDIS. 

NDIS National Disability Insurance Scheme.  A new way of 
providing support for Australians with disability, their families 
and carers 

NDIS Code of 
Conduct  

The NDIS Code of Conduct communicates the behavioral 
expectations of providers and workers in the NDIS market to 
ensure safe and ethical service delivery. 

Participant A person who meets the NDIS eligibility requirements. 

NDIS Plan A written agreement worked out with the participant, stating 
their goals and needs, and the reasonable and necessary 
supports the NDIS will fund for them. Each participant has 
their own individual plan 

NDIS Provider A professional or body providing products or services to help 
participants achieve the goals in their plan. Participants can 
choose their providers and change providers at any time, this 
is also known as choice and control. 

Service 
Agreement 

A contract between the participant and the service provider 
they have chosen to deliver the supports in their participant 
plan. 

https://www.ndiscommission.gov.au/providers/ndis-code-conduct
https://www.ndiscommission.gov.au/providers/ndis-code-conduct
https://www.ndiscommission.gov.au/providers/ndis-code-conduct
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Person-centred 
practice 

Being person-centred assumes that an individual can 
determine the direction of their life based on their own 
strengths, abilities, networks and preferences to meet their 
goals at any stage in their life. The person requesting or 
requiring support is the driver, rather than the organisation 
providing the support. 

Reportable 
Incidents 

Reportable Incidents are those that arise during the course of 
delivering a support or service to a NDIS participant. 
The incidents (including allegations) that must be reported to 
the NDIS Commission are: 

• The death of an NDIS participant 

• A serious injury of an NDIS participant 

• Abuse or neglect of an NDIS participant 

• Unlawful sexual or physical contact with, or assault of, an 
NDIS participant 

• Sexual misconduct committed against, or in the presence 
of, an NDIS participant, including grooming of the NDIS 
participant for sexual activity 

• The unauthorised use of a restrictive practice in relation 
to an NDIS participant. 

Reporting these incidents to the NDIS Commission   
does not replace existing obligations to report suspected 
crimes to the police and other relevant authorities. 

National Quality & 
Safeguards 
Framework 
(NQSF) 

The NDIS Quality and Safeguarding Framework provides a 
nationally consistent approach to help empower and support 
NDIS participants to exercise choice and control, while 
ensuring appropriate safeguards are in place and establishes 
expectations for providers and their staff to deliver high 
quality supports. 

NDIS Practice 
Standards 
 

The NDIS Practice Standards are benchmark quality 
outcomes that Learning Links, and all registered providers of 
NDIS services, assess their performance against and provide 
evidence to demonstrate how high quality and safe supports 
and services to NDIS participants are provided. 
Learning Links services are assessed against the Core 
module.  
The Core module covers:  

• Rights and responsibility for participants  

• Governance and operational management 

• The provision of supports, and  

• The support provision environment  
Additional to the Core module, the supplementary module 
within our scope is: 

• Early Childhood Supports 

NDIS myplace 
Participant Portal 

The NDIS participant portal is called myplace. It is a secure 
website for participants or their nominee to view their NDIS 
plan, request payments and manage services with providers. 

NDIS myplace 
Provider Portal 

The myPlace Provider Portal is the means for registered 
NDIS providers to manage their products and services for 
participants. Providers can use myplace to:  
• View information  
• Create service bookings  
• Manage payment requests (previously known as claims), 
and  
• Communicate with participants. 

NDIS Quality and 
Safeguards 
Commission (The 
Commission) 

The NDIS Quality and Safeguards Commission is an 
independent agency established to improve the quality and 
safety of NDIS supports and services. It regulates the NDIS 
market, provides national consistency, promotes safety and 
quality services, resolves problems and identifies areas for 
improvement. 
The Commission provides a summary definition of the rules 
under which NDIS providers must operate. 
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Certification NDIS registered providers delivering more complex supports 
must secure third-party quality assurance certification against 
the NDIS Practice Standards. Core capabilities assessed 
under this process include: 

• How the provider manages risk 

• The provision of supports 

• The environment in which supports are provided 

• Governance and operational management. 

NDIS Worker 
Screening 
 

NDIS Worker Screening is a way to check that the people 
who are working, or wish to work, with the NDIS don’t present 
an unacceptable risk to people with disability. It provides 
employers with an important tool for their recruitment, 
selection and screening processes, and in the ongoing review 
of the suitability of their workers. 

NDIS Mandatory 
Orientation 
Module 
 

All employees of registered NDIS providers must complete a 
worker orientation eLearning module covering human rights, 
respect, risk, and the roles and responsibilities of NDIS 
workers.  

Complaints 
Management 

Registered providers must have effective complaint 
management and resolution systems. This system must make 
sure that people can easily make a complaint (anonymously if 
they choose), and that all complaints are dealt with fairly and 
quickly.  Providers must also support people with disability to 
understand how to make a complaint to the provider or to the 
NDIS Commission.  When a complaint is made to a provider, 
the person making the complaint and the person with 
disability affected by the issue in the complaint must be 
appropriately involved in the resolution of the complaint and 
kept informed of its progress. The provider is required to keep 
records of all complaints received. 

NQAITS National Quality Agenda IT System is an online tool for early 
childhood and out of school hours care services that offers 
providers a secure and direct way of communicating with 
regulatory authorities. It aims to reduce paperwork and 
duplication and ensure service quality. 

ACECQA The Australian Children’s Education and Care Quality 
Authority (ACECQA) is an independent national authority that 
assists governments in implementing the National Quality 
Framework (NQF) for children's education and care. 

AHPRA The Australian Health Practitioner Regulation Agency  

 
Eligibility  This policy applies to all Learning Links Staff.  The term staff includes contractors, 

volunteers, interns and students. 

 
Responsible Responsibilities for the policy are: 

 

Person Responsible for 

General Managers Understanding the requirements of our NDIS Registration and 
providing resources and guidance to ensure Learning Links 
meets and exceeds these requirements to provide high 
quality and safe supports and services to our clients. 

Managers Understanding the requirements of our NDIS registration and 
providing resources to ensure their direct reports are provided 
with the training and support they require to deliver services 
that are safe and of a consistently high standard. 

https://www.ndiscommission.gov.au/providers/complaints-management
https://www.ndiscommission.gov.au/providers/complaints-management
https://www.acecqa.gov.au/nqf/about
https://www.acecqa.gov.au/nqf/about
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Staff • Adopting a person-centred approach in all service 
delivery and interactions with clients. 

• Meeting the requirements of the Learning Links and the 
NDIS Code of Conduct at all times. 

• Notifying your manager and raising WHS incident reports 
for all work-related incidents, no matter how small, 
(including injury, work-related illness, hazard, or any 
unsafe work practice) when they occur. 

• Notifying your manager and lodging reports in relation to 
children identified as being at Risk of Significant Harm 
and/or involved in a NDIS Reportable Incident 

• Lodging all feedback and complaints received from 
clients, the general public, our partners and suppliers. 
Using the feedback and complaints forms and ensuring 
these are reported to the General Manager Service 
Quality, Risk and Compliance, with documents and case 
notes uploaded to Salesforce 

• Completing, and providing evidence of completion, of the 
NDIS Worker Orientation Module following confirmation 
by their manager.  
Completion of the Orientation Module is a mandatory 
requirement for the following professionals: 
Administrative Support, Customer Care Representatives, 
Intake team, Occupational Therapists, Preschool staff, 
Psychologists (Provisional and Registered) and Speech 
Therapists. 

Completion of the module is mandatory for those Education 
Specialists delivering supports to children accessing 
Education Support via their NDIS plans. 

Mandatory 
Reporters 

•  Sign-up to the ChildStory Reporter Community 

• Reporting concerns about the safety, welfare or wellbeing 
of children that constitute suspected risk of significant 
harm to Family and Community Services.  
https://www.facs.nsw.gov.au 

• Discussing with, or informing, your manager of these 
concerns. 

• Adhering to processes regarding lodging reports. 

• Documenting concerns and actions in Salesforce under 
the child’s name. 

• Providing support to, and monitoring the wellbeing of, 
children for whom a Mandatory Report has been lodged. 

• Reporting all serious incidents or allegations in 
connection with our service to NDIS participants to the 
NDIS Commission. 

General Manager 
Service Quality, 
Risk and 
Compliance 

• Being the Primary Contact Person for NDIS registration.  

• Overseeing the Registration requirements.  

• Ensuring Learning Links meets the requirements of our 
Terms of Business. 

• Facilitating and supporting third party certification against 
the practice standards. 

• Leading a team of internal auditors to conduct internal 
audits to ensure ongoing compliance with the NDIS 
practice standards. 

• Managing and implementing the NDIS quality 
improvement plan. 

• Participating in forums and education to maintain up to 
date knowledge and understanding of the NDIS 
requirements. 

• Ensuring the quality and integrity of services delivered to 
NDIS participants. 

https://www.facs.nsw.gov.au/
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HR • Registering as an employer for the Working With Children 
Check (WWCC) 

• Verifying every new staff member before hiring them. 

• Monitoring expiry of WWCC to ensure they are always 
current. 

• Monitoring mandatory staff training requirements 
including Induction. 

• Removing any barred or unauthorised person from child-
related work. 

• Ensuring staff training and induction processes ensure an 
understanding of the requirements of a Child Safe 
environment. 

• Ensuring appropriate screening occurs during recruitment 
or when an existing staff member takes up a new 
position.  

 
Learning Links 
assigned NDIS 
Commission 
key personnel 

Each site has one primary and two secondary key contact personnel allocated to 
represent Learning Links for external audits and communications with the Quality 
and Safeguard Commission. 

 

Site Primary Secondary 

Alexandria Diane Peacock-Smith Jennifer Woodrow 

Nicolle Dawkins 

Bella Vista Jennifer Woodrow Diane Peacock-Smith 

Michelle Button 

Gledswood Hills Diane Peacock-Smith 
 

Jennifer Woodrow 

Elizabeth Bell 

Liverpool Diane Peacock-Smith Jennifer Woodrow 

  Simone Montgomery 

Maroubra Jennifer Woodrow Diane Peacock-Smith 

  Samantha Hornery 

Oatley Diane Peacock-Smith Elizabeth Bell 

  Melissa Murphy 

Peakhurst Diane Peacock-Smith Jennifer Woodrow 

  Simone Montgomery 
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Related 
documents 

Client wellbeing & safeguards policies 
Q&I - Keeping Children Safe Policy and Procedure 
Q&I - Quality Management Policy 
Q&I - Feedback and Complaints Policy and Procedure 
Q&I - Complaint Feedback Form/Salesforce Cases Management 
Q&I - Complaint Investigation Form 
Complaints Register 
CLS - Delivery & Collection of Children Policy and Procedure 
Q&I - Client Records Policy 
Q&I – Privacy Policy and Procedure 
Relevant Service Participation Policy and Procedure 
PS - Educational Practice Policy and Procedure 
Q&I – Service Delivery Risk Management Policy 
 
Staff employment & conduct policies 
HR - Work, Health and Safety Policy 
HR - Staff Complaint and Grievance Policy and Procedure 
HR - Code of Conduct Policy 
HR - IND - Induction Policy and Procedure 
HR - Managing Staff Development Policy and Procedure (myDevelopment) 
 
Business operations policies/documents 
NDIS Practice Standards Internal Audit Plan 2019-2020 
Q&I - Risk Management Policy 

 

 
Resources • The NDIS Quality and Safeguards Commission 

https://www.ndiscommission.gov.au/ 

• NDIS https://www.ndis.gov.au/index.html 

• NDIS Practice Standards 
https://www.ndiscommission.gov.au/sites/default/files/documents/2018-
07/NDIS%20Practice%20Standards.pdf 

• NDIS Worker Orientation Module - access the NDIS Qualify and Safeguards 
Commission website, locate the module, and follow the prompts to create a new 
account. 

• NDIS Code of Conduct 
https://www.ndiscommission.gov.au/sites/default/files/documents/2018-
06/code_of_conduct_providers.pdf 

• NDS Quality Portal and Management Support Online 
https://www.nds.org.au/resources/nds-management-support-online 

• Zero Tolerance Resources https://www.nds.org.au/resources/zero-tolerance 

 
NDIS Terms of 
Business 

As a Registered Provider of NDIS services Learning Links must adhere to the NDIS 
Terms of Business and the binding protocols and processes including: 

• Acting in good faith and in the interests of the NDIS participant. 

• Complying with the NDIS Act, the NDIS Rules, all relevant NDIS Guidelines, and 
all policies issued by the NDIA. 

• Complying with the Learning Links Code of Conduct and Service Charter 

• Complying with Commonwealth and State Laws including the Privacy Act, 
Australian Consumer Law and the Guide to Suitability 

• Adhering to the NDIA Price Guide or any other Agency pricing arrangements as 
advised.  

• Notifying the NDIA if they are in breach of any Commonwealth or State law, 
including the NSW Disability Standards.  

 

https://www.ndiscommission.gov.au/
https://www.ndis.gov.au/index.html
https://www.ndiscommission.gov.au/sites/default/files/documents/2018-07/NDIS%20Practice%20Standards.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2018-07/NDIS%20Practice%20Standards.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2018-06/code_of_conduct_providers.pdf
https://www.ndiscommission.gov.au/sites/default/files/documents/2018-06/code_of_conduct_providers.pdf
https://www.nds.org.au/resources/nds-management-support-online
https://www.nds.org.au/resources/zero-tolerance


Learning Links Policy   Date last modified 19/02/2021 

Q&I - National Disability Insurance Scheme (NDIS) Policy And Procedure Page 7 of 9 

Person-centred 
approach in all 
service delivery 

Learning Links has a commitment to person-centred approaches in all our programs 
and uses its resources flexibly to achieve what is important to the individual.  Our 
person-centred approach is evident during: 
 
Service Planning 
We utilise a range of tools and processes to identify individual needs, strengths and 
abilities; to identify individual goals and outcomes, and the preferred 
program/programs for participants. These include discussions with our Intake 
team/professionals, completion of enrolment documentation, participation in 
orientation and tours of our facilities, parent interviews with professionals, 
assessments and the documentation of individual learning plans and service 
agreements.  Service Agreements are established as a written signed agreement 
between the Service provider (Learning Links) and the parent/ family of the NDIS 
participant. Service Agreements help to ensure that the NDIs participant and 
Learning Links have an agreed set of expectations of what supports will be delivered 
and how they will be delivered. NDIS Service Agreements must include the following: 
 

• Supports that will be provided 

• Cost of the supports 

• Duration / number of sessions 

• Location / venue where the support will be delivered 

• Participant responsibilities 

• Provider responsibilities 

• Notice period required to end the Service Agreement 

• Learning Links Cancellation Policy  

• Information for the participant regarding feedback and complaints 
 
Service Delivery 
Our professionals work with the person’s family, network and community to enable 
what is important to the client to become a reality.  The professionals implement 
relevant strategies, learning activities, and interventions to support the identified 
goals and outcomes.   
 
Our professionals are required to engage in their own reflective practice which 
requires them consider how they interact and manage their professional support in 
any given situation; and to be aware of their actions and their consequences. 
 
The strategies to encourage our staff to think and learn about their work practices 
and interventions include: 

• Self and peer assessment 

• Individual development planning 

• Performance planning and review 

• Reflective journals within the Provisional Program 

• Clinical Supervision 

• Group Supervision 

• One-on-meeting with direct managers 

• Staff evaluation of individual KPIs within their performance plan 
(myPerformance) 

• Professional Development 

• Client feedback 

• Program evaluations 

• Mentoring. 
 
Service Evaluation 
Client Risk Assessment conducted by professionals 
Individual Care Plans 
Pre and Post Testing 
Professional Observation (qualitative and quantitative) 
Formal Assessments 
Client Feedback and Complaints 
Client Evaluations. 
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Clients exiting 
from services  

Clients exit our programs and/or supports for a variety of reasons including: 

• Goals have been achieved 

• Personal circumstance 

• Financial 

• Transition to another provider 
 

Our professionals support clients exiting our services by:  

• Preparing transition plans 

• Confirming learning goals and outcomes that have been met 

• Preparing summative reports 

• Preparing referrals to external services. 

• Undertaking post program testing and assessments. 

 
NDIS Code of 
Conduct 

The NDIS Code of Conduct and values are reflected within Learning Links’ Code of 
Conduct. Our Code of Conduct integrates the NDIS values of respect, integrity, 
honesty and transparency to guide staff behaviour and interactions. Staff induction 
processes support staff to gain awareness of the values and acceptable and 
unacceptable behaviours. All Learning Links staff are provided with the Code of 
Conduct when they commence employment and/or when revised versions of the 
Code of Conduct are introduced across the organisation. Staff are required to 
confirm that they have read and understood their responsibilities and expected 
behaviours.  

 
Worker 
Screening 

Learning Links complies with NDIS Worker Screening in New South Wales by 
obtaining written consent and requiring our staff to have: 

• A criminal record check conducted before 1 July 2018 and within the last four 
years that showed that you do not have a conviction for a prescribed criminal 
offence, or 

• A criminal record check conducted between 1 July 2018 and 30 June 2019 and 
within the last two years that showed that you do not have a conviction for 
a prescribed criminal offence, 

• A current New South Wales Working with Children Check clearance for those 
providing services to children in the NDIS. 

 
Induction of 
Staff 

All staff participate in onboarding and induction.  Refer to the Induction Policy and 
Procedure for information about new staff completion of established myInduction and 
Department//Role based Induction Learning Units.  Where appropriate the induction 
materials include the requirement for staff to complete the NDIS Mandatory worker 
orientation eLearning module.  

 
Mandatory 
training/ 
registration 
requirements 
for staff 

Learning Links has a Child Safe Organisation Role Based Training Requirement 
Matrix for Staff and Volunteers which includes the NDIS Worker Mandatory 
Orientation Module.  Staff are required to provide HR with completion verification.   
 
Other mandatory training/compliance monitoring includes First Aid training and 
current Working with Children Check. 

 
Incident 
management 
Systems and 
Reportable 
Incidents 

Learning Links Incident Management systems include our: 

• Work Health and Safety Incident reporting requirements and Incident Register,  

• Mandatory Reporting cases documented in Salesforce   

• Feedback and Complaints cases documented in Salesforce 

• Reportable Incidents documented in Salesforce 

• Additional reporting requirements within specific programs including the 
Preschool program that must report all incidents under the NQAITS; and the 
HIPPY program that must report all incidents to HIPPY Australia. 

 
Learning Links will notify, investigate and respond to NDIS reportable incidents.   

https://www.legislation.nsw.gov.au/#/view/act/2014/41/sch2
https://www.legislation.nsw.gov.au/#/view/act/2014/41/sch2
https://www.legislation.nsw.gov.au/#/view/act/2014/41/sch2
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Complaints 
management 

Learning Links values customer feedback and has a Feedback and Complaints 
Policy that documents how we receive, investigate, and resolve feedback and 
complaints.  The process is supported by a Complaint/Feedback Form, a Complaint 
Investigation Form and the Complaints Register where all feedback and complaints 
are registered and managed. 
 
Clients and other individuals can raise a complaint:  

• In person with a staff member 

• By Email 

• By Telephone 

• Via the contact us option on Learning Links’ website  

Feedback Forms can also be obtained from the Customer Care Representative at 
an\y of Learning Links’ locations.  Email the completed feedback forms to: 
complaints@learninglinks.org.au.  

All complaints are to be emailed to complaints@learninglinks.org.au and should 
include all relevant details. 

Complaints being lodged by parents/ carers or external parties in relation to NDIS 
participants can also be lodged with the NDIS Quality and Safeguards Commission 
by contacting the Commission on 1800 035 544.Learning Links psychologists must 
be registered with AHPRA and there is a reporting obligation if we have formed a 
reasonable belief that a registered health practitioner has behaved in a way that 
constitutes notifiable conduct. Notifiable conduct by registered health practitioners is 
defined as: 

• practising while intoxicated by alcohol or drugs  

• sexual misconduct in the practice of the profession  

• placing the public at risk of substantial harm because of an impairment (health 
issue), or  

• placing the public at risk because of a significant departure from accepted 
professional standards. 

 
Learning Links professionals working within the Preschool have an additional 
obligation to lodge reports of complaints within their service on the NQAITS.  Your 
manager assumes responsibility for uploading the information and documentation 
regarding the complaint.  

 
Complying with 
and conducting 
internal quality 
audits against 
the NDIS 
Practice 
Standards 

Learning Links has an internal audit plan that schedules internal audits to ensure 
compliance with the NDIS practice standards.  Each scheduled audit produces an 
internal audit report with improvement recommendations agreed and recorded. 

 
Document 
control 

This table outlines the control details for this document. 

 

Element Details 

Document Name National Disability Insurance Scheme (NDIS) Policy and 
Procedure 

Document Owner Jennifer Woodrow 

Version Number 1.1 

Effective Date 17 February 2021 

Review Date 17 February 2023 

Authorisation Di Peacock-Smith 

 


