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Acknowledgement of Country

I acknowledge the Traditional Owners and 
Custodians of the Country on which we all 
meet today and their continuing connection 
to land, sea and community.
I pay my respects to their Elders past, 
present and emerging.
I would like to extend that acknowledgement 
and respect to any Aboriginal and Torres 
Strait Islander people who are here today.
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Housekeeping

• Please ensure your camera and 
microphone are turned off to ensure we 
have the best possible bandwidth and 
minimal disruptions

• If you have any questions throughout 
todays session please feel free to navigate 
to the chat by clicking the ‘speech bubble’ 
icon. Type your message into the text field 
and press the ‘paper plane’ icon

• If you are not receiving audio, click on your 
initials, select settings then devices to check 
speaker settings and permissions

• If you have difficulty accessing the chat 
function, try leaving the meeting and 
signing back in
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NDIS Privacy Policy

Any personal information provided to the National Disability Insurance 
Agency (NDIA) is protected under ss. 60-68 of the National Disability 
Insurance Scheme Act 2013 and more generally the Privacy Act 1988. 

Use and disclosure of personal information
The NDIA will not use any personal information for other purposes, or 
disclose  personal information to any other organisations or individuals 
(including any overseas recipients), unless authorised or required by law 
or a participant has provide consent for us to do so. 

More information
If you require more information about the NDIA’s privacy practices, please 
consult our privacy policy available at ndis.gov.au/privacy or contact the 
NDIA at privacy@ndis.gov.au
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Session overview

• Overview of the NDIS

• NDIS Pricing Arrangements and 
Price Limits and Support 
Catalogue 

• Working with participants 

• Service agreements

• Service bookings

• Payment requests and 
enquiries

• Managing your information

• Q&A



Overview of the NDIS

What you need to know



‘Reasonable and necessary’

Further information available at:
Reasonable and necessary supports | NDIS
NDIS Australia - YouTube
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https://www.ndis.gov.au/understanding/supports-funded-ndis/reasonable-and-necessary-supports
https://www.youtube.com/channel/UCnqSZIZY2GTDi_UesB62ecQ?feature=emb_ch_name_ex


Choice and control

Once reasonable and necessary supports 
have been considered, the participant now
has choice and control over how the funds 
are spent.

Exercising choice and control in the pursuit of 
participant goals and in the delivery of their 
supports is a fundamental right of a person 
with disability
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Fund management options

NDIA-managed
(NDIA)

Self-managed
(Participant or Nominee)

Plan-managed
(Provider)
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https://www.ndis.gov.au/participants/creating-your-plan/ways-manage-your-funding/ndia-managed-funding
https://www.ndis.gov.au/participants/using-your-plan/self-management
https://www.ndis.gov.au/participants/creating-your-plan/ways-manage-your-funding/plan-management


    

Refer to Plan budget and rules | NDIS

Core

Capacity 
Building

Capital 
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Support budget types

https://www.ndis.gov.au/participants/creating-your-plan/plan-budget-and-rules


Who does what
Local area coordinators and 
early childhood partners

Planner (delegate) Support coordinator

 Come from local 
community organisations 
and work with the NDIA to 
deliver the NDIS

 NDIA staff  Registered and 
unregistered providers

 Assist people to 
understand and access the 
NDIS 

 Work with participants to 
determine current and 
future supports to achieve 
their goals

 The NDIA may fund a 
Support Coordinator if 
participants require help 
coordinating their supports

 Work with participants to 
develop and use their NDIS 
plan

 Gather and record 
information to make 
decisions in accordance 
with the NDIS Act 2013

 Supports participants to
implement their plans

 Connect participants to 
support, services, activities 
in their community and 
other government services

 Approve participant plans  Assists with connecting 
participants to supports 
and services 
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Questions about 
NDIS plans



NDIS Pricing Arrangements and 
Price Limits

Understanding the NDIS Pricing Arrangements 
and Price Limits



NDIS Pricing Arrangement and Price 
Limits
• As a registered provider, you need to be familiar with the NDIS Pricing 

Arrangements and Price Limits. This document specifies and explains the 
price limits you can charge NDIA-managed and plan-managed participants 
for a number of services. 

• The NDIS Pricing Arrangements and Price Limits explains claiming rules 
and responsibilities for providers by support category, and includes price 
limits of each support type.  

• The NDIA sets these price limits to ensure they provide value for money for 
participants.

• Changes to prices are updated to respond to market trends and changes in 
costs.

Refer to Price arrangements | NDIS

14

https://www.ndis.gov.au/providers/price-guides-and-pricing


Support categories
PURPOSE OUTCOME DOMAIN SUPPORT CATEGORY
CORE Daily Living

Daily Living
Daily Living
Social and Community 
Participation
Work

01 Assistance with Daily Life
02 Transport
03 Consumables
04 Assistance with Social, Economic and Community 
Participation
04 Assistance with Social, Economic and Community 
Participation

CAPITAL Daily Living
Home

05 Assistive Technology
06 Home Modifications and Specialised Disability 

Accommodation (SDA)
CAPACITY 
BUILDING

Choice and Control
Home
Social and Community 
Participation
Work
Relationships
Health and Wellbeing
Lifelong Learning
Choice and Control
Daily Living

07 Support Coordination
08 Improved Living Arrangements
09 Increased Social and Community Participation
10 Finding and Keeping a Job
11 Improved Relationships
12 Improved Health and Wellbeing
13 Improved Learning
14 Improved Life Choices
15 Improved Daily Living Skills
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Support catalogue

The Support Catalogue (XLSX file) contains registration group, support 
category, support item, unit of measure, quote required, and price limit.
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https://www.ndis.gov.au/providers/price-guides-and-information#support-catalogue-csv-files


Working with participants

Service agreements, service 
bookings and participant plans



Consent

• Participants must consent to share 
their plan details with you.

• The participant or their nominee 
have the option to share parts of 
the plan with providers who have 
an active service booking.

• Consent can be provided through 
the myplace provider portal.

Refer to Consent forms | NDIS
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https://www.ndis.gov.au/about-us/policies/access-information/consent-forms


Participant plans

Refer to myplace portal step-by-step guides Part 3 – My plan
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https://www.ndis.gov.au/participants/using-your-plan/managing-your-plan/how-use-myplace-portal#help


Limitations to flexibility

Quote required: Supports do not have a dollar 
amount allocated/visible in the plan until a quote 
is provided and approved by NDIA. 

Stated items: Supports that must only be used 
as described. Any support listed as a ‘stated 
supports’ is not flexible. This means funding has 
been allocated for a specific service or product.

In-kind: Supports that have been pre-paid directly 
to a provider, participant must use the in-kind 
provider for this support.
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Working with participants 

Step 1: Participant chooses a provider

Step 2: Discuss and agree on support and services 

Step 3: Make a service agreement 

Step 4: Create a service booking

Step 5: Deliver supports and services 

Step 6: Request payment via myplace provider portal
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Connecting with participants

• EC coordinator, LAC and support 
coordinators are key contacts within the 
community 

• Develop organisation website 

• Community events, friends and family 

• Social media is a great way to spread the 
word about your services 

• Keep your details up to date

Offices and contacts in your area
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https://www.ndis.gov.au/contact/locations


Provider Finder

• The Provider Finder tool is 
now available on the NDIS 
website, in addition to the 
NDIS myplace provider and 
participant portals

• Supports marketing of 
services to participants 

• Provider Finder information is 
managed through the NDIS 
Quality and Safeguards 
Commission portal
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Questions about working 
with participants



Questions about 
NDIS plans 2



Service agreements

Why are they important?



Purpose of service agreements

• Making a service agreement is a negotiation between the 
participant and the provider.

• The NDIA recommends having a written service agreement so 
participants and providers are clear about what each party has 
agreed to.

• Service agreements help make sure the participant and 
provider have the same expectations of what supports will be 
delivered and how they will be delivered.

A checklist is available on the NDIS website:
Things to think about when making a service agreement
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https://www.ndis.gov.au/media/2429/download


Service bookings



What are service bookings?

• Service bookings are used to set aside funding for a support or 
service a provider will deliver and must be created prior to 
delivering services

• Providers claim payment against the service booking in the 
myplace provider portal.

• For help with service bookings, we encourage you to watch our 
video tutorials on the NDIS website:

How to create a service booking
How to view a service booking
How to edit a service booking
How to end a service booking
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https://www.ndis.gov.au/stories/4994-how-create-service-booking
https://www.ndis.gov.au/stories/4995-how-view-service-booking
https://www.ndis.gov.au/stories/4996-how-edit-service-booking
https://www.ndis.gov.au/stories/4997-how-end-service-booking


Changes to service bookings
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Common error – claim amount

Claim amount is greater than the available service booking

Cause: the claim amount is greater than the remaining available 
amount in the service booking

How to fix:
• Review the claim and spend to date against the service booking to 

ensure the claim is within the agreed service agreement amount
• Consider an increase to the amount of the service booking for 

further support if appropriate and funding permits

NDIS Weekly Payment Summary listing the 3 reasons for unsuccessful 
payment requests and how to fix are available here Publications | NDIS
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https://www.ndis.gov.au/about-us/publications#myplace-portal-weekly-payment-summaries


Common error – business error

Multiple Business Errors

Cause: Due to multiple reasons which may relate to the 
service booking or claim submitted

How to fix:
• Analyse the claim and/or service booking to determine 

any issues
• If no known issues are found, contact the NDIA for 

further assistance 
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Common error – exceeds service booking

Support item price exceeds price in service booking

Cause: Due to multiple reasons, the support item price entered 
in the claim exceeds the item price in the agreed service 
booking OR
the claim has been lodged against a cancelled service booking

How to fix:
• Resubmit the claim with an amended support item price to 

ensure the claim is within the price in the agreed service 
booking 
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myplace provider portal home page

For help using the myplace portal, 
refer to our step-by-step guides on the 
NDIS website:

myplace provider portal and resources
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https://www.ndis.gov.au/providers/working-provider/myplace-provider-portal-and-resources


Questions about the 
provider portal



Payment requests and enquiries

How to manage your claims



Creating payment requests 

For help using the myplace provider portal, please refer to our step-by-step 
guides:

Using the myplace provider portal step-by-step guide
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https://www.ndis.gov.au/media/2058/download


Making bulk payment requests 

Refer to the Bulk Payment Request self-help guide on the NDIS website:
Bulk payments | NDIS or YouTube for a video demonstration
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https://www.ndis.gov.au/providers/working-provider/getting-paid/bulk-payments


Payment enquiries

Registered providers can submit payment enquiries through the 
‘Payment enquiry’ tile in the NDIS myplace provider portal.

You will receive a unique identification number which will help you track 
the status of your enquiry, monitor its progress and view history of all 
payment enquiries you make through the portal
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Documenting support delivery
It is important that all providers keep full and accurate records of supports 
delivered

Records at a minimum must include:
• participant’s name
• participant’s reference number
• date(s) and total hours and/or quantity of the support delivered
• support type
• location of support being delivered.

For further information, refer to our website:
• Provider Payment Assurance Program
• Retaining documentation of support delivery
• Documentation by support type
• Provider compliance monitoring
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https://www.ndis.gov.au/providers/working-provider/getting-paid#providerpaymentassuranceprogram
https://www.ndis.gov.au/providers/working-provider/getting-paid#retaining-documentation-of-support-delivery
https://www.ndis.gov.au/providers/working-provider/getting-paid#documentation-by-support-type
https://www.ndis.gov.au/providers/working-provider/provider-compliance-monitoring


Questions about 
payment and claiming



Managing your information

How to update and maintain your 
information



Updating your details

Task cards and further information can be found on the NDIS Commission 
website at their NDIS Commission provider page
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https://www.ndiscommission.gov.au/providers/


Use of the NDIS Logo

Registered NDIS provider

Only use approved NDIS Logos as pictured above 

Don’t use the NDIS acronym in your business or domain name

Trademark and use of the NDIS logo
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https://www.ndis.gov.au/contact/trademark-and-use-logo


Stay up to date

• NDIS website (ndis.gov.au/providers)

• Subscribe to the Provider eNewsletter

• Subscribe to the NDIS eNewsletter

• Notifications through your myplace provider 
portal inbox

• Events advertised on the NDIS website 
under the Provider events and information 
session section
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https://www.ndis.gov.au/providers
https://us6.list-manage.com/subscribe?u=055092cc7e42efbfc41d80045&id=9ca134f0b3
http://ndis.us6.list-manage.com/subscribe?u=055092cc7e42efbfc41d80045&id=85b9cee0c8
https://www.ndis.gov.au/news/events?f%5B0%5D=event_category%3A72


How to contact us:

Email: provider.support@ndis.gov.au
Phone: 1800 800 110
Web chat

myplace Provider Portal using the 
“View complaints and enquiries” tile
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mailto:provider.support@ndis.gov.au


Questions and answers



Contact details

National Disability Insurance Agency

1800 800 110

ndis.gov.au

Provider.support@ndis.gov.au

Find us on Facebook/NDISAus

Follow us on Twitter @NDIS

For people with hearing or speech loss

TTY: 1800 555 677

Speak and Listen: 1800 555 727

For people who need help with English

TIS: 131 450
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