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POLICY NUMBER PP.029.29.EC 

SCOPE  Self-managed clients 

SPECIFIC RESPONSIBILITY  Management Team & Management Committee 

 

POLICY CONTEXT: This policy relates to the following: 

Legislation / Standards or 
other external requirements 

▪ National Disability Insurance Scheme Act 2013 

▪ National Disability Insurance Scheme Rules and Guidelines 

▪ NDIS Pricing Arrangements and Price Limits 

▪ NDIS Terms of Business for Registered Providers 

▪ NDIS Quality and Safeguards Framework, 2018 

▪ NDIS Code of Conduct for Workers 2018 

▪ The Privacy Act 1988 

▪ Privacy Amendment (Enhancing Privacy Protection) Act 2012 

▪ Information Privacy Act 2000 

▪ Australian Charities and Not-for-profits Commission Act 2012 

Contractual obligations ▪ NDIS Service Registered Service Provider obligations 

▪ Client Service Agreement 

▪ Fee charging and Cancellations Policy  

1.  Purpose 

This policy outlines Early Connections – Coffs Coast's approach to providing services to client families who 

self-manage their NDIS funding. The Policy sets out clear procedures for invoicing, claiming and payments 

for services delivered. It aims to ensure clear communication, efficient service delivery, and compliance 

with NDIS guidelines. 

 

2.  Scope 

This policy applies to all Early Connections – Coffs Coast client families who self-manage their NDIS 

funding. 

 

3.  Principles 

SERVICE AGREEMENT – SELF MANAGED PLANS 

POLICY and PROCEDURE 

https://earlyconnections.org.au/wp-content/uploads/2024/07/2024-07-16_Fee-Charging-and-Cancellation-Policy-PP.019.EC_.pdf
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Early Connections – Coffs Coast is committed to: 

a) Providing high-quality, family and child -centred supports that meet the needs of self-managed 

client families. 

b) Respecting the decisions and choices of self-managed client families in directing / managing 

their supports. 

c) Ensuring clear and transparent communication with self-managed participants. 

d) Adhering to the NDIS Code of Conduct and relevant NDIS Commission guidelines. 

e) Maintaining accurate and timely records of services provided. 

f) Efficient and timely invoicing, accounts and financial management processes that ensure the 

financial sustainability of EC-CC. 

 

4.  Participant Responsibilities 

Self-managed client families are responsible for providing Early Connections – Coffs Coast with accurate 

and up-to-date participant details and NDIS information, including: 

a) Providing a copy of the Plan OR sighting the document  

b) NDIS participant number 

c) Relevant funding categories and budget allocations 

d) Plan duration – start and finish dates  

e) Communicating their support needs, goals, and preferences clearly. 

f) Entering into a Service Agreement with Early Connections – Coffs Coast before services 

commence. 

g) Ensuring they have sufficient funds in their NDIS plan to cover the cost of services provided by 

Early Connections – Coffs Coast. 

h) Advising of current service agreements with alternative service providers. 

i) Verifying, claiming and processing invoices from Early Connections – Coffs Coast accurately and 

promptly within 5 days of receipt. 

j) Accessing the NDIS Portal OR NDIS App. and can navigate claiming functions and systems.  

k) Paying Early Connections – Coffs Coast directly for services provided, according to the agreed-

upon payment terms. 

l) Informing Early Connections – Coffs Coast of any changes to their NDIS plan, funding, or support 

needs that may affect service delivery. 
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m) Providing feedback on the services provided by Early Connections – Coffs Coast. 

n) Responding to overdue invoice alerts / reminders promptly (within agreed timeframes as per 

Fees Policy) 

 

5.  Service Agreement 

A written Service Agreement will be created with each self-managed client before the commencement of 

services. The Service Agreement will clearly outline: 

a) The supports to be provided, including the NDIS support items. 

b) How the supports will help the client family pursue their goals. 

c) The cost of services, including hourly rates, frequency, and total estimated cost. 

d) The duration of the Agreement. 

e) Payment terms and conditions. 

f) Fees and Cancellation policy and procedure. 

g) Roles and responsibilities of both Early Connections – Coffs Coast as provider, and the 

participant. 

h) The process for reviewing and ending the Service Agreement. 

i) The Service Agreement will comply with the NDIS Commission's requirements. 

 

6.  Invoicing and Payment 

Early Connections – Coffs Coast will provide clear and accurate invoices to self-managed client families (or 

their nominated representative) on a weekly basis. Invoices will include: 

▪ Date of service provision 

▪ Description of services provided 

▪ NDIS support item code(s) 

▪ Quantity of service provided (e.g., hours, units) 

▪ Total amount due 

▪ Early Connections – Coffs Coast's ABN and contact details 

▪ Child participant's name and NDIS number 

▪ Invoice number and date 

▪ NOTE - If Monday is a public holiday, the invoice will be sent on the next business day. 

https://earlyconnections.org.au/wp-content/uploads/2024/07/2024-07-16_Fee-Charging-and-Cancellation-Policy-PP.019.EC_.pdf
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7. Communication 

a) Early Connections – Coffs Coast will communicate with self-managed participants in a clear, 

timely, and respectful manner.  

b) Preferred communication methods will be via email and sms.  

c) Early Connections – Coffs Coast will provide participants with regular updates on service delivery 

and any changes that may affect them. 

d) Participants are encouraged to communicate any concerns, feedback, or changes in their needs 

to Early Connections – Coffs Coast promptly. 

 
 

8. Service Delivery 

a) EC-CC delivers supports which are funded by NDIS Plans - Capacity Building Supports Early 

Childhood Intervention. To achieve the best outcomes for client families these supports are 

delivered in the child’s natural environment.  

b) All EC-CC early childhood professionals have a University qualification of a Bachelor’s Degree or 

higher and relevant professional body registration.  

c) EC-CC builds a team around each child and family using the NDIS recommended best practice Key 

Worker Model.  

d) EC-CC is a registered NDIS provider.  

e) EC-CC is audited bi-annually and has received high quality compliance reports. EC-CC complies 

with the NDIS Commissions Practice Standards and Quality Indicators for Early Childhood 

Supports and the NDIS Code of Conduct.  

f) EC-CC follows recommendations for fees and charges as set out in the current NDIS Pricing 

Arrangements and Price Limits. The current hourly rate for EC-CC supports is $193.99.  

g) Each appointment with a team member will include a standard fee for appointment planning and 

preparation. (see Table - page 7 and Billing Procedure for more details) 

h) Early Connections – Coffs Coast will maintain records of service delivered, including progress 

notes, service report and family correspondence. 

i) Any changes to service delivery will be discussed and agreed upon with the client family in 

advance, and a new Service Agreement or variation may be required. 

 

BILLING PROCEDURE 
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• To ensure the financial sustainability of Early Connections – Coffs Coast (EC-CC), fees need to be 

collected from client families when services and supports are delivered. 

• EC-CC uses the NDIS Pricing Arrangements and Price Limits 2024 as an annual price guide for all 

the supports provided. 

• At enrolment a Schedule of Supports document is developed for each client family, which includes 

a list of supports that may be delivered to the client family for the duration of their Service 

Agreement, and how much these supports cost. 

• It is important that all team members are consistent when completing notes for invoicing / 

claiming. 

• It is important that team members value their time and understand the cost to the services 

delivered and the time it takes when completing notes and reports. 

• There is usually a cost for Non-Face-to-Face support. Almost everything a KW does for a client 

should be billable. The NDIS price limits include an allowance for overheads, including the costs 

of administration tasks and if the fee charged for Non-Face-To-Face supports is reflective of the 

needs of the participant in the context of the relevant support, and in agreement with the 

participant, we can bill for it. 

 

9.  Ending the Service Agreement 

a) Client families are free to exit the Service Agreement at any time without costs being incurred. 

b) Early Connections – Coffs Coast will ensure a smooth transition for the client family if the Service 

Agreement ends, including providing any necessary information to a new provider (with the client 

families consent). 

c) If a client families NDIS funding ends, Early Connections – Coffs Coast will cease providing 

services, following the terms outlined in the Service Agreement. 

d) If a client family ends a service agreement with overdue fees and the fees aren’t paid, a letter of 

demand and a debt collection agency will peruse payment. 

 

10. Complaints 

Early Connections – Coffs Coast has a Complaints Handling Policy and Procedure that is provided to each 

client family at intake and is included in the Service Agreement.  All clients have the right to make a 

complaint if they are dissatisfied with the services provided. Complaints will be handled in a timely, fair, 

and transparent manner. 

 

https://earlyconnections.org.au/wp-content/uploads/2024/08/Complaints-Handling-Policy-and-Procedure-PP.004.EC_.pdf
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Invoice and Payment Process - Here's a breakdown of how it works: 

Weekly Invoicing and Claiming 

• Monday: You'll receive an invoice via email for services from the previous week. An SMS will also 

be sent, prompting you to claim the total invoice cost through the NDIS Portal that day. This is 

crucial because the NDIS can take up to 5 days to process and deposit funds into your bank 

account. 

Payment Deadline 

• By Friday: Early Connections expects to receive the full payment by this day, which is 5 days after 

the invoice was sent. 

Overdue Payments and Service Suspension 

If payment isn't received by the deadline, here's the escalation process: 

• 5 Days Overdue 

• Next Monday: If the invoice remains unpaid, it's considered 5 days overdue. A reminder SMS and 

email will be sent, stating that payment is due within 24 hours and asking you to call the office if 

there's a problem. 

• Action Needed: If you encounter any issues, you should contact Early Connections immediately 

or verify that your NDIS claim has been processed and paid to EC-CC. 

7 Days Overdue 

• By Wednesday: If the invoice is still unpaid, it's 7 days overdue. A second reminder SMS and 

email will be sent, indicating that if payment isn't received within 48 hours, your support will be 

suspended. It's critical to make payment promptly to avoid disruption / suspension to services. 

Service Suspension 

• Next Friday: If payment is still not received, your services will be suspended. A final SMS and 

email will be sent to you confirming the suspension of your Service Agreement due to overdue 

fees. You will be unable to access services and supports until the overdue invoice is paid in full. 

Fee Schedule  

Early Connections - Coffs Coast WILL claim 
payment for the following 

Early Connections - Coffs Coast WILL NOT 
claim payment for the following: 

Direct Service Provision 

• Home Visits 

• Early Childhood Education Setting or School Visits 

• Community or Centre Visits 

• Telehealth Video calls 

• Intake meetings for new families 

• Developing the Service Agreement and the 
Schedule of Supports 

• Entering or amending your details in our 
system 
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• Programs of Support 
o Workshops 
o Parent Education Groups 

Non-Face-to-Face Support Provision 

• Communication, Guidance and Advice (Phone-Call / 
Emails) 

• Appointment planning and preparation (20-minute 
default fee) / Activity Planning, Facilitation and 
Scheduling - 

o Room and activity set up / pack away. 
o Planning and coordination of services, 
o Accurate record keeping for NDIA 

compliance, eg. completion of notes with 
all necessary information – Appointment 

/ session summary 

• Report Writing & Other Correspondence - 

o Service Reports 
o Reading or writing Other Reports 
o Reading or writing Home Programs 
o Completing Assessments, AT Report 

and/or Forms 

o Completing Referral Forms or Letters 
of Support 

• Research, planning and recommendations directly 
related to a participant needs - 

o Low-Cost Assistive Technology 
o AT Equipment 
o Individualised best practice support 
o Support Planning Consultation for 

participant’s next plan 
• Creating visuals or other resources 
• Team Collaboration - 

o Coordination / Case Discussion Meeting 
with the KW / Collaborative Team and 
other professionals 

o Consultation and reporting to other 
providers 

NDIA Requested Reports 
• NDIS Early Childhood Provider Report Form 
• NDIA-requested Therapy Report that is stipulated as 

being required in a participant’s plan 
Provider Travel 
• Labour Costs (Before & After Travel Time) 
• Provider Travel KM's - Non-Labour Costs (Before & 

After Travel KM’s) 
Short Notice Cancellations - Appointments cancelled 
without 2 clear business days’ notice 

• Making service bookings 

• Making payment claims 

• Monitoring plan payments 

• Training and supervising staff 

 

 

DOCUMENTATION  
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Reviewing and approving this policy 

Frequency Person responsible Approval 

Annually Manager and Management Committee Management Committee 

 
Management Committee President -  

Name: Vicki Braine 

Date: 06/08/2025  

Policy review and version tracking 

Review Date Approved Approved by Next Review Due 

1 06/08/2025 Management Committee 06/06/2026 

2    
3    


