
Quality Management: Client Information

Policy
Educational Case Management Pty Ltd requires a signed Service Agreement to be in place before any NDIS-
funded or privately billed service is delivered.
This requirement ensures that the participant, nominee, guardian, or authorised representative understands 
and accepts the terms of service before supports commences. It confirms informed consent, funding 
arrangements, service conditions, participant responsibilities, and provider responsibilities. It also supports 
compliance with current NDIS requirements and ISO-aligned quality management principles relating to 
documentation, risk management, accountability, communication, and service governance.

A signed Service Agreement is required to:
•	 confirm the participant’s authority to receive services
•	 document the agreed supports and applicable charging arrangements
•	 confirm participant responsibilities, including communication, attendance, funding availability, and 

payment obligations where relevant
•	 confirm clinician and provider responsibilities, including privacy, recordkeeping, communication, 

service planning, and complaints management
•	 obtain consent for the collection, storage, and sharing of relevant information
•	 reduce the risk of disputes, misunderstanding, non-payment, and service delivery outside agreed scope
•	 ensure services are delivered in a manner consistent with NDIS expectations and organisational quality 

standards
No service is to commence until the Service Agreement has been completed and signed, unless otherwise 
approved by authorised management in exceptional circumstances and documented accordingly.
 
Procedure
1. Issue of Service Agreement
Before services begin, Educational Case Management will provide the participant or their authorised 
representative with the current Service Agreement for review and completion.

2. Explanation of Terms
The participant or representative must be given the opportunity to review the agreement and ask questions. 
The agreement must clearly explain:
•	 the services to be provided
•	 applicable fees and charging arrangements in line with current NDIS Pricing Arrangements and Price 

Limits
•	 cancellation and non-attendance conditions
•	 participant responsibilities



•	 clinician/provider responsibilities
•	 privacy, consent, and recordkeeping requirements
•	 complaint, feedback, and dispute pathways

3. Verification Prior to Commencement
Before the first service is delivered, Educational Case Management must ensure that:
•	 the agreement has been signed and dated
•	 participant details and funding information have been recorded where available
•	 relevant consents have been obtained
•	 the participant understands their responsibilities
•	 the provider’s obligations have been documented and accepted

4. Participant Responsibilities
By signing the Service Agreement, the participant acknowledges responsibilities including, where applicable:
•	 providing accurate and current information
•	 advising of plan changes, funding changes, extensions, or reviews
•	 maintaining sufficient funding for agreed services
•	 paying applicable fees and outstanding amounts where required
•	 providing appropriate notice for cancellations
•	 participating in therapy and follow-up activities
•	 providing a safe environment for home-based service delivery
•	 raising concerns or service issues promptly

5. Clinician and Provider Responsibilities
Educational Case Management and its clinicians will:
•	 provide services consistent with the agreed support arrangements
•	 tailor supports to participant needs
•	 communicate openly and in a timely manner
•	 protect privacy and sensitive information
•	 maintain informed consent practices
•	 keep accurate and timely records
•	 respond to feedback, complaints, and disputes appropriately
•	 review services in line with applicable laws, policies, and organisational requirements

6. Storage and Recordkeeping
The signed Service Agreement must be securely stored in the participant record as evidence that consent, 
responsibilities, and service conditions were established before service delivery commenced.

7. Non-Compliance
If a signed Service Agreement is not received, services must not commence. Failure to comply with the 
agreement after commencement may result in suspension, withdrawal, or termination of services in 
accordance with organisational processes and applicable legal or funding requirements.
 
Service Agreement Requirement
Educational Case Management requires a signed Service Agreement before any services can begin.
This agreement is an important part of our commitment to safe, clear, and compliant service delivery. It 
confirms the supports to be provided, how services will be funded, and the responsibilities of both the 
participant and our clinicians before service commencement.

The Service Agreement helps ensure:
•	 informed consent is obtained before supports are delivered
•	 NDIS funding and service arrangements are clearly documented
•	 participant responsibilities are understood, including attendance, communication, and funding obligations



•	 clinician and provider responsibilities are clearly defined, including privacy, recordkeeping, 
communication, and complaints management

•	 services are delivered in line with current NDIS requirements and quality management standards

Having the agreement signed before the first appointment supports transparency, accountability, and 
good practice, while helping prevent misunderstandings about services, fees, cancellations, consent, and 
responsibilities.

Services will not commence until the Service Agreement has been reviewed, completed, and signed.
If you would like assistance understanding the agreement before signing, please contact our team.




