NOTE: If you have printed this PDF to study from you will need to return to G8Way
to view any links to videos, websites and other documents referenced in this material.

Your G8WAY… To Customer Focussed Support
Seeing the NDIS Participant as a customer is a new way of working in the disability services
marketplace. As a customer the NDIS Participant will expect to be treated with the same
respect as any customer would.
In this section, you will learn about customer-focussed service, supporting the Participant to
meet their NDIS plan outcomes, providing choice and control and ensuring value for money.
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Customer Focus
What you do and how you do it should be informed by the Participant and by their best
interests. The Participant is your customer and the focus of your person-centred delivery of
supports and services.
When you are customer focussed, you put the Participant ﬁrst, recognise the goals of their
plan and respect their contribution to decision making. Your focus is, “How can we work
together to build the Participant’s capacity and achieve the goals and aspirations identiﬁed in
their plan?”
Customer focus is about consistently delivering services that meet and sometimes exceed
expectations. To achieve this, you, the support worker, need to provide supports and services
that meet the aims of the plan for the Participant. Organisations that provide supports and
services also need to ensure everything they do is focussed on the Participants.

Participant perspective

Know your Rights: People
with disabilities ACCC
www.accc.gov.au

Good habits
To ensure you are delivering service that is customer-focused, add these ﬁve habits to
your practice.

Create a meaningful relationship that enables you to support
the Participant’s goals as agreed to in the plan. Create an

Listen
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environment that welcomes feedback and a safe place to
express concerns.
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Consider the feedback you have been given about the way the
Participant wants to be supported. Consider the resources you
may need to provide that support, for example, appropriate

Think

referrals and other services. Think about who else may need to
be involved and how others have achieved similar goals.

Remember that everyone’s plan is diﬀerent and your role is to
support the Participant to develop capacity. You will need to
be adaptable when things change, when outcomes are met

Build

and plans are reviewed.

The best solution might not yet exist. Oﬀering tailored
supports means that things may need to be done diﬀerently,

Solve

in a completely new way.

Go above and beyond to be recognised for providing quality
support. Surprise people by being responsive, informative and
supportive. Increase your value by creating experiences and

Exceed

relationships that exceed expectations.

Tell me more
Providing customer focussed supports and services embraces a person-centred and
rights-based approach to working with Participants. Person-centred support aims to
empower Participants to make or participate in making decisions that aﬀect their lives. It
requires collaborative decision making regarding care and support planning.

World Health Organisation
WHO: What is peoplecentred care?
2m 35s
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What others say
Alzheimer's Australia project, Valuing People, supports the standpoint that while there
are many diﬀerent theories of person-centredness, they are all based around the
following principles.
Treating people with dignity and respect by being aware of and
supporting personal perspectives, values, beliefs and

Valuing people

preferences
Listening to each other and working in partnership to design and
deliver services

Facilitating choice and showing subsequent respect for the
choices made
Balancing rights, risks and responsibilities

Autonomy

Optimising a person’s control through the sharing of power and
decision-making
Maximising independence by building on individual strengths,
interest and abilities

Supporting the sense of self by understanding the importance of

Life experience

a person’s past, their present-day experience, and their hopes
for the future

Collaborative relationships between the service provider,

Understanding
relationships

Participants and their carers, and between staﬃng levels
Social connectedness with the local community and
opportunities to engage in meaningful activities

Organisational values are underpinned by person-centred
principles
The service Participants receive is responsive to their individual

Environment

needs
Services are delivered within an organisation where there is
commitment and actions supporting individual and
organisational learning
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Valuing People is a free and easy-to-use web-based resource developed by Alzheimer’s
Australia. The resource is not a 'how to' guide for person-centered care; rather it has been
designed to support you and your organisation with practical knowledge and tools that
facilitate person-centred approaches and enable you to take action and implement change.

www.valuingpeople.org.au
A free resource enabling a
person centred approach

In practice
Working with the Participant you support, your role should be focused on assisting them to:
pursue their goals and aspirations
be well (e.g. have a positive mindset and body language, stay mentally and physically active)
improve social skills (e.g. be comfortable in social environments, develop conversational
skills)
build relationships and meet new people
create natural circles of support, community associations, business networks
build conﬁdence and capacity to do things for themselves (help with budgeting, employ
support staﬀ, review goals, pursue new goals)
Remember that any technique you use must appropriately reﬂect the Participant’s personal
communication.

Celeste Headlee.
10 Ways to Have
Better Conversation
11m 45s
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Choice and Control
Under the NDIS the person with the disability has become an active Participant. No longer are
they seen as having a passive role in the choice and management of their care and support.
The concept of ‘choice and control’ is a fundamental principle of the NDIS and reﬂects the reality
that a person’s care and support may need to change throughout their life.
‘Choice and control’ is about Participants, their families and carers having control over their
lives, including the ﬂexibility to make decisions about the disability services and supports they
will purchase to helpthem achieve their goals.
Participants may choose (with or without support):
how their NDIS plan is managed
how funds are spent
which supports and services they will receive
who will deliver the identiﬁed supports and services
when and for how long they will receive which supports and services.

A fair go
At the heart of this reform is the belief that all people should be given a fair go.
An insurance approach means that the costs and risks of severe disability are distributed
among the wider community as a shared responsibility. It gives certainty and ensures that
any Australian with disability gets the appropriate support they need when they need it,
rather than waiting until they reach crisis point.

Dignity and respect
People with disability have the right to be treated with dignity and respect, to be included
and participate in social and economic life.
Dignity and respect should inform how you work. It’s about creating and maintaining an
environment where everyone feels included, valued, and appreciated.
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Using this approach, you seek ways to respect, support and celebrate people for who they are
(rather than focus on who they are not). You create conditions that assist people to help
themselves so that they can participate in all spheres of life – education, employment,
community, political and cultural life.

30 Tips of Dignity
& Respect

30 Tips of Dignity
& Respect

04m

Inclusion, Belonging and
the Disability Revolution:
Jennie Fenton at TEDX
Bellingen
23m 1s

World view
Did you know that Australia (along with other countries) made a pledge to ensure the rights of
people with disability are upheld?
The rights of people with disability are protected by the United Nations Convention on the
Rights of Persons with Disabilities. Answers to frequently asked questions about the
Convention on the Rights of Persons with Disabilities are found here

United Nations
Convention on the Rights
of Persons with Disabilities.

Closer to home
The Convention shaped the Australian National Disability Strategy (the Strategy). The Strategy is
a national commitment to achieve a truly inclusive Australia where people with disability are
enabled to fulﬁl their potential. Implementing the NDIS, with the central focus on Participants, is
an important part of this ambitious Strategy. (See G8Way- Into the NDIS Marketplace: Drivers
of Marketplace Change).
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To underpin the implementation of the NDIS, the NDIS Practice Standards are part of the
Quality and Safeguarding Framework and are based on the National Disability Service Standards
and the National Mental Health Standards. They set out the standards for service providers to
meet and achieve through an audit process, to become and remain registered as an NDIS
provider: they provide a framework for consistent quality and practice when providing supports
and services to Participants. The Practice Standards are Participant focused, promote
Participant choice and control and person-centred approaches. (See G8Way- Into the NDIS
Marketplace: Drivers of Marketplace Change).

The Participant NDIS Plan
The NDIS is changing the way the disability sector and those it supports receive government
funding, through the introduction of individually funded packages that support a
Participant’s NDIS plan.

NDIS
Planning for new
NDIS participants

The plan means the Participant has been through the NDIS planning process and has
received an individually funded package that supports them to achieve the goals
identiﬁed in their NDIS plan. This means the person:
has the funds to implement their plan
chooses how the funds are managed
chooses where the funds are spent to achieve their goals (the funds are portable and,
like cash, may be spent with their preferred service provider).

Supporting the Participant’s NDIS plan
In order to achieve goals, it’s important to have a plan. All eligible Participants will have an
NDIS plan. This plan is person-centred, developed with the Participant and identiﬁes the
aspirations and goals the Participant wishes to achieve, and the support required to achieve
them. Remember that goals can change and the plan should be reviewed as things for the
Participant change.
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Within the NDIS environment, your responsibility is to provide supports and services to
Participants to implement their plan. Things you need to do include:
consider supports that will best assist them to achieve their goals and positive outcomes
make the most of their NDIS packages
build their capacity
identify potential risks
look for opportunities to link with mainstream services, community activities and
informal supports
raise concerns should the NDIS supports no longer be relevant to the Participant or plan.

What is in a plan?
An NDIS Plan is tailored made for each Participant. It reﬂects their goals at a point in time and
may be reviewed and amended to reﬂect changes in a person’s circumstances and priorities.
Plans include:

Goals. There is no limit to the number of goals that may be on a Plan and it will be
diﬀerent for each person.
Actions. The steps Participants need to take to achieve their goals and aspirations.
Funding allocations. Participants will have a maximum amount of funding which they
may spend in a year across three Support Purpose categories:
Core (ongoing daily living and community access supports)
Capital (investment for assistive technology, equipment and modiﬁcations)
Capacity Building (non-ongoing supports for early intervention and skills development).
Review dates. The Plan is reviewed periodically to ensure it continues to reﬂect an
individual’s needs and goals.
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Customer Satisfaction
Expectations ebb and ﬂow and each Participant will have diﬀerent needs. To fulﬁl those needs
you will need to know what they are and how the Participant expects you to meet them.
Common expectations of the Participant include a support worker who:
they can trust and will value and respect them
provides eﬃcient and appropriate supports
delivers high-quality, person-centred supports that demonstrate value for money
responds promptly and appropriately to requests, whether online, by phone or in person
provides services in a timely manner to avoid delay and long waits
is appropriately trained and competent
maintains a healthy and safe environment.
When you ask Participants about their satisfaction with the services and supports you provide,
you might ﬁnd additional expectations arise. These may be addressed on an individual basis or
as part of improving customer experience generally. A few additional things Participants may
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expect are:
to know their options before they make a decision
a sense of belonging and well-being
for things to be simple and made easy, and to avoid any additional burden
to share a sense of pride in their successes and accomplishments.

Person-centred in practice
Think Local Act Personal shared the following tips on how to be person-centred

Think Local Act Personal
National partnership
transforming health
and care through personalisation
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start with the assumption that people have capacity
empower people to do as much as possible for themselves and provide support when
and for what they want or need it
provide easy-to-use and accessible planning tools
provide encouragement
provide information in a manner that is helpful and does not overload
be conscious of the individual’s proﬁle, culture and communication preferences
ﬂexibility, choice and control may mean diﬀerent things for individuals – ask them!

Particiant perspective
People with disability who are Participants of the NDIS have the power to choose.
To stay relevant in this environment your organisation and your support worker role will
need to be focused on the customer and conscious of the supports, services and
experiences on oﬀer.

Room for Change,
Australian Human
Rights Commission

01

5m 49s

Service Agreements

Prior to the NDIS, Service Agreements were contracts between governments and service
providers that delivered specialist disability services to a small proportion of the people with
disability who needed supports.
Now, every person who is eligible will receive a Plan and may access supports from an NDIS
service provider. In order to access supports, parties will need to enter into a Service Agreement
that sets out how the supports will be delivered to achieve the Participants’ goals.
Legislation provides the parameters for the NDIS, privacy and consumer environments. NDIS
Plans tell us what funding is allocated to the services and supports that align to speciﬁc goals.
Service Agreements outline who is delivering which supports.
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The National Disability Insurance Scheme
The NDIS (the Scheme), the NDIA (the Agency, that administers the Scheme) and the NDIS
Quality and Safeguards Commission (the NDIS Commission, that delivers a national
approach to quality and safety in the delivery of supports and services) were established
under the National Disability Insurance Scheme Act 2013.

National Disability
Insurance Scheme Act 2013.

This NDIS legislation sets out,
among other things:
the principles (including that it enables choice and control and does not duplicate what
is available among mainstream services)
the process of becoming a Participant, and preparing and reviewing an individualised,
goal-based plan
which reasonable and necessary supports will be funded and how the plan will be
managed
the requirement to become a registered service provider and
protection and disclosure of information.

Written agreements
NDIS Participants will normally have a written agreement with their service provider(s) that sets
out how and when their supports and services will be delivered.
For you to know you are delivering the right supports in the right way, ask if the Participant is
happy for you to review the relevant area of their NDIS Plan and Service Agreement. It's
important to remember, the NDIS plan belongs to the Participant who can choose with whom to
share the details.
Remember that it is the Participant’s decision whether to allow providers to access parts of the
plan and that as a service provider you cannot require a Participant to give access however,
knowing what a Participant wants to achieve and how your work supports them to achieve their
goals is valuable information to have.
Service Agreements will be likely to include the following information:

g8way.net.au

12

The supports and their cost
How, when, where and for how long the Participant would like their identiﬁed supports
provided
When and how the Service Agreement will be reviewed
The processes to give feedback, advice, resolve any problems or issues that may arise,
and change or end the agreement
The responsibilities of both the service provider and the Participant – like changes to
activities or a Participant advising they can’t make an appointment, issuing invoices or
making payments.

Diversity
What Is diversity?
Diversity refers to the range of diﬀerences between people. In a workplace it means
understanding that each individual is unique and recognising our individual diﬀerences.
These can be along the dimensions of race, ethnicity, gender, sexual orientation, socioeconomic status, age, physical abilities, religious beliefs, political beliefs, or other ideologies.
When we explore these diﬀerences in a safe, positive, and nurturing environment we can
discover the richness of talents and perspectives that people from diverse backgrounds can
bring to our organisation.
When we are open to the dimensions of diversity contained within each individual, we move
beyond simple tolerance to embracing and celebrating people and valuing their
contribution.

Equality, Diversity
& Inclusion

Culture represents the values, beliefs, customs, behaviours, structures and identity by which
a group identiﬁes themselves (Axelon, 1999; Janicki 2000). Culture is not something foreign
and in Australia does not mean anything other than Anglo-Saxon heritage. All human
behaviour is inﬂuenced by culture. Culture refers to the way a particular group acts in
accordance with their world views.
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We all have a tendency to assume that people who belong to a particular racial group,
nationality, political, religious or social group share the same values, beliefs and behavioural
expectations. However, recognition of cultural diﬀerence must not become an excuse for
generalisation and stereotypical expectations of conformity to cultural values.
Making assumptions about the expected behaviours of others, based on culture, ethnicity or
national identity can lead to stereotyping which is often incorrect and confusing. Also it may
not reﬂect the central principle of Choice and Control in the NDIS or the practice of personcentred thinking. It is important to take care to recognise cultural diﬀerence and to accept it,
but not to generalise or stigmatise people. Be aware of your own values and prejudices
without it impacting on the quality of service provided and respect the Participant’s right
(and that of their family) to hold views that are diﬀerent from your own.
People from the same cultural background may share some attributes and ideas but there
are many factors that inﬂuence the degree to which people identify with a particular group:
Socio-economic status
Education level
Time of arrival in Australia
Religion
Age
Gender
English language proﬁciency
Pre-migration and migration experiences

g8wa

Tell me more

Understanding Diversity:
Where Are You From?
7m47s

A diverse workplace
As workers, we are all inﬂuenced by culture. We all express culture in the way we behave,
think and communicate. There are many aspects of diversity that may be present in our work
colleagues.
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There are beneﬁts in being in a workplace that values diversity and makes everyone feel
included and valued. Some of those beneﬁts are:
There is a diverse range of viewpoints about issues
There may be a broader range of skills and talents among the workers
It may be possible to deliver an expanded range of services or to deliver services to a
more diverse group of people
The organisation or service can be more adaptable when there are many people with
diﬀerent perspectives viewing and solving problems
As workers how do we ensure we are supporting the value of diversity? Part of this thinking
can be to ensure we meet and work with a diverse range of people, ﬁnd ways to reﬂect on
our practices and behaviours and ensure we undertake some training and professional
development.
This could include:
Expanding our networks with people from:
Within our organisation
The local Aboriginal Communities
Local cultural-speciﬁc services
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Attending training sessions which enhance cultural awareness
Always engaging in behaviours that show cultural sensitivity
Discouraging colleagues, clients and others from using racial and ethnic slurs by helping
them understand the impact their language can have on others
Learning basic greetings and some basic cultural conventions
Remembering that a co-worker’s limited English:
Does not equate with limited intellectual capacity
Is not related to the ability of a person to communicate in their ﬁrst language

In practice

Inclusion Starts with I
3m27s
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