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Dear NDIS participant, 

My decision to change your NDIS provider’s registration 
under the National Disability Insurance Scheme Act 2013 

I am writing to tell you that I have decided to change the conditions of your NDIS provider’s 
registration with the NDIS Quality and Safeguards Commission (NDIS Commission). 

I have asked your NDIS provider to give this letter to you, so that you can understand why I am 
changing their registration conditions. 

Why are the conditions changing for my NDIS provider? 

It is most important that the personal supports your NDIS provider gives to you in your home are of 
good quality and safe.  

I want to make sure that your NDIS provider: 

- properly looks at risks you might face in your home 
- checks the quality of the supports they provide to you 
- asks you how happy you are with those supports. 

To do this, I am adding a new condition to the registration of your NDIS provider.  

This means that from 19 December 2020, under a newly-introduced registration condition, your 
registered NDIS provider of Assistance with Daily Personal Activities must make sure that measures 
are in place to keep you safe if you choose to receive personal support from only one individual 
support worker, and no other. This new condition will apply to all registered NDIS providers that 
deliver daily personal support to NDIS participants who live alone.   

Your provider will need to work with you to assess whether there are any things that might put you 
at risk if you rely on only one worker. They will also make an agreement with you about how they 
will: 

 supervise your support worker  

 check how satisfied you are with the supports you receive.  

All providers must keep an up-to-date record of all participants who receive daily personal support 
by a single support worker.  

I have attached to this letter a full copy of the new condition for your interest.  
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Shortly we will be consulting people with disability, organisations that represent people with 
disability, service providers and state and territory governments to put these new requirements into 
the law. 

If you have any questions, you can call us on 1800 035 544, or email us at 
registration@ndiscommission.gov.au.You can also find out more about the registration and 
conditions of registration for registered NDIS providers on our website at 
www.ndiscommission.gov.au.  

We will be releasing this information in easy read, Braille and Auslan, as well as other community 
languages shortly. 

Review rights 

If you live alone and receive care from only one support worker, you are directly affected by my 
decision to change the conditions of your NDIS provider’s registration. You have the right to ask to 
have this decision reviewed by someone else at the NDIS Commission. You have three months from 
the date you receive this letter to ask for a review. 

You can ask us for a review by calling us on 1800 035 544, sending an email to 
review@ndiscommission.gov.au or writing to: 

NDIS Quality and Safeguards Commission 
PO Box 210 
PENRITH NSW 2750 

In your request, you need to tell us why you believe the decision is wrong for you and the supports 
you receive. 

Once your request for a review has been received, an authorised person at the NDIS Commission will 
review the decision. You will be notified of the outcome as soon as possible, after the request was 
received.  

Yours sincerely 

 

 

Samantha Taylor PSM 

Registrar 

NDIS Quality and Safeguards Commission 

Delegate under section 202A of the NDIS Act 
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Additional Condition of Registration 
Under section 73G of the National Disability Insurance Scheme Act 2013 (NDIS Act) 

Additional Condition imposed under section 73G of the NDIS Act for providers of 
assistance with daily personal activities to participants who live alone 

(1) This condition applies to the provider only if the provider is registered to provide 

personal support. 

 

(2) This condition takes effect on 19 December 2020. 

 

(3) In this condition: 

appropriate means appropriate having regard to the participant’s risk factors. 

face-to-face communication or face-face contact means communication or contact 

in person and directly with the participant and does not include online or virtual 

communication or contact. 

participant means a participant who lives alone. 

personal support means the class of support referred to as assistance with daily 

personal activities in the National Disability Insurance Scheme. 

risk factors means factors that may have a significant detrimental impact on a 

participant’s capacity to engage in the community, being the factors listed in clause 

(7) and the participant’s risk factors means the risk factors (if any) assessed under 

clause (4)(b) as existing in relation to the participant. 

service agreement means a service agreement with respect to the provision of 

personal support. 

support worker means, in relation to a participant, an individual who provides the 

participant with personal support. 

(4) Subject to clause (5), the provider must not allow personal support to be provided by a 

sole support worker to a participant unless the provider: 

 

(a) Firstly, has assessed whether any of the risk factors exist in relation to the 

participant; and 

 

(b) Secondly: 

(i) has entered into a written service agreement with the participant; or 

(ii) has prepared a proposed written service agreement to enter into with the 

participant, made all reasonable efforts to enter it with the participant and 

provided a copy of it to the participant. 
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Note: The service agreement need not be limited to the provision of personal 

support. It may also relate to other supports or services provided to the participant. 

The service agreement must comply with clauses (8) and (9). 

 

(5) If, when this condition takes effect, a provider is already allowing personal support to be 

provided by a sole support worker to a participant, the provider has until 19 December 

2020 to comply with the requirements of clause (4) in relation to that participant. 

 

(6) If the provider has provided a copy of a proposed service agreement to the participant (as 

referred to in clause (4)(b)(ii)) the provider must provide the personal support to the 

participant in accordance with the terms of the proposed agreement. 

 

(7) The risk factors are as follows: 

 

(a) The participant is not receiving, from any other NDIS provider, supports or 

services that involve regular, face-to-face contact with the participant. 

(b) One or more of the following applies: 

(i) The participant or the participant’s plan indicates that the participant has 

limited or no regular, face-to-face contact with relatives, friends or other 

people with whom the participant is well-acquainted. 

(ii) Without the assistance of another person the participant has limited or no 

physical mobility. 

(iii) The participant uses equipment to enable them to be physically mobile or to 

facilitate their physical mobility. 

(iv) Without the assistance of another person the participant has limited or no 

ability to communicate with others. 

(v) The participant uses equipment to enable or facilitate communication with 

others, including to enable or facilitate the use of a phone or other device. 

 

(8) The provider must: 

 

(a) document its assessment of the participant’s risk factors; 

(b) as soon as reasonably practicable after completing the assessment, provide a 

copy of the assessment to the participant; 

(c) place a copy of the assessment in the provider’s file relating to the participant; 

and 

(d) as soon as practicable after the provider becomes aware of any change in 

circumstances that may have a significant impact on the provision of personal 

support to the participant: 

(i) update the assessment to take account of the change; 

(ii) provide a copy of the updated assessment to the participant; and 

(iii) place a copy of the updated assessment in the provider’s file relating to the 

participant. 

 



 

 

NDIS Quality and Safeguards Commission | Additional Condition of Registration   Page 3 of 3 

(9) The service agreement or (where clause (4)(b)(ii) applies) the proposed service 

agreement between the provider and the participant must take into account the 

participant’s risk factors and must specify: 

 

(e) the rights and obligations of the participant and the provider, respectively, under 

the agreement; 

(f) the means by which the participant’s support worker will be selected, including 

the participant’s role in the selection; 

(g) a procedure that will be used to review of implementation of the agreement, 

which must include someone other than the support worker checking directly 

with the participant, and with appropriate frequency, the participant’s level of 

satisfaction with the type, quality and frequency of personal support being 

provided; 

(h) the means by which the provider will supervise and monitor the performance of 

the support worker to ensure the performance is consistent with the agreement 

and the participant’s safety and well-being, which must include (as far as 

practicable) visits by a supervisor to the participant’s home, at a specified and 

appropriate frequency, to undertake in-person supervision of the support 

worker; 

(i) the means by which the provider will communicate with the participant, which 

must include (as far as practicable) face-to-face communication with the 

participant in the participant’s home at an appropriate frequency; 

(j) the means by which the provider will engage with other providers who may be 

involved in providing supports or services to the participant in the participant’s 

home or in supporting the participant to access community based activities. 

 

(10) If any risk factor has been identified as existing in relation to the participant the provider 

must ensure that: 

(a) there is a documented plan for supervision of the participant’s support worker 

that is appropriate having regard to the participant’s risk factors and the plan is 

implemented; 

(b) all of the provider’s key personnel receive regular reports in relation to the care 

and skill with which personal support is being provided to the participant by the 

support worker, with the regularity of the reports being appropriate having 

regard to the participant’s risk factors; and 

(c) appropriate action is taken by the provider, without any unreasonable delay, to 

address any concerns identified in those reports. 

 

(11) The provider must keep an up-to-date record of all participants to whom the provider 

allows personal support to be provided by a sole support worker. 

 


