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The disability service sector in Australia has transformed to a marketplace where people with 

disability now have the independence to choose the support services they require to pursue 

their goals and aspirations.

The market-based approach of the NDIS (National Disability Insurance Scheme) means that 

there will be significant changes in the way that supports and services are demanded by and 

provided to Participants. It is designed to maximise the choice and control of Participants 

while providing incentives to service providers to efficiently and effectively deliver the 

supports and services that Participants want and need.

In this section you will learn about the NDIS which is facilitating this transformation of the 

disability services marketplace.

Your G8WAY… Into the NDIS Marketplace

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.
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The Marketplace

The market for disability support is big. Just under one in five people (4.3 million people or 

18.3% of Australians) reported living with a disability in 2015 according to the Australian 

Bureau of Statistics. For eligible people with permanent and significant disability, their families 

and carers the NDIS (National Disability Insurance Scheme) is a new way of providing 

individualised support.  The aim of this national scheme is to provide greater access, choice 

and control for Participants, quality and consistency across the sector and sustainability for 

future generations.

The change is requiring service providers to transition to a new model of service delivery that 

looks to improve efficiency and viability, while providing choice and quality services.

The NDIS is injecting over $6.5 billion (around 90%) in additional funding to the sector 

annually. That directly relates to more jobs to respond to the increased demand.

The NDIS is the biggest social change in Australia. It is estimated that by 2022 the full 

implementation will see investment in disability funding grow from $7 billion to $22 billion 

nationally. 

The NDIS recognises that any of us, or our family members, could be affected by disability at 

any time in our lives, and that, as a community, we are all responsible for ensuring that all 

people living with disability receive the support they need to make the most of their lives.

07m 05s

About the NDIS

About the NDIS

Implementing the 
NDIS Service Charter
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Implement the NDIS Service Charter:  Putting people with disability at the centre of 

everything we do

involve a shift away from a block-funded welfare model of support, to a fee-for-service 

market-based approach

significantly increase funding in the sector 

involve assessing the ‘reasonable and necessary’ needs of around 475 000 people 

require around 70,000 additional disability support care workers (or around 1 in 5 of all 

new jobs created in Australia over the transition period) 

potentially improve the wellbeing of people with disability and Australians more generally.

The NDIS funds reasonable and necessary supports and services that help Participants to 

reach their goals, objectives and aspirations, and to undertake activities to enable the 

Participant’s social and economic participation.

The NDIS launched in July 2013 and continues to be rolled out across Australia. Full national 

rollout of the scheme will be completed by July 2020.

What others say

01m 50s

How the NDIS was 
formed A Moment in 
History  

Grassroots NDIS 
Discussion 
Facebook page 

To view the series 
of videos Every 
Australian Counts  

The NDIS is a major, complex national reform; the largest social reform since the introduction 

of Medicare. It will:     

“The NDIS is a truly pioneering piece of economic and social reform which will finally provide 

fairness, security and opportunity to over 400,000 Australians and their families who for too 

long have missed out on the Australian fair go.” - Bruce Bonyhady, Chairman, National 

Disability Insurance Agency.
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Centre for Inclusion and 
Citizenship ~ Rights Based 
Social Policy
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Drivers of marketplace change

The National Disability Strategy 2010-2020 sets out a ten-year national plan for improving life 

for Australians with disability, their families and carers.  This national approach to supporting 

people with disabilities has six key policy areas:    

The physical environment including public transport; parks, buildings and housing; 

digital information and communications technologies; civic life including social, 

sporting, recreational and cultural life.    

Statutory protections such as anti-discrimination measures, complaints mechanisms, 

advocacy, the electoral and justice systems.

Jobs, business opportunities, financial independence, adequate income support for 

those not able to work, and housing.

Inclusion and participation in the community, person-centred care and support 

provided by specialist disability services and mainstream services; informal care and 

support.

Early childhood education and care, schools, further education, vocational education; 

transitions from education to employment; life-long learning.

Inclusive and accessible communities

Rights protection, justice and legislation

Economic security

Personal and community support

Learning and skills

The National Disability Strategy

1
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6
Health services, health promotion and the interaction between health and disability 

systems; wellbeing and enjoyment of life.    

Health and wellbeing
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A quality marketplace for participant choice and control

The heart of the NDIS is maximising the choice and control by Participants selecting the 

supports and services to help them achieve the goals and aspirations identified in their plan.

The NDIS Quality and Safeguards Commission (the NDIS Commission) is an independent 

government body that has been established to oversee the service providers offering 

supports and to underpin the quality of delivery to Participants. It works to improve the 

quality and safety of NDIS services and supports, investigates and resolves problems, and 

strengthens the skills and knowledge of providers and participants. 

At full rollout, the NDIS Commission will deliver a new, nationally consistent approach to 

quality and safeguards in the NDIS. It will work with providers, people with disability and their 

carers, families and advocates to achieve this.

There are several aspects the Commission oversees to enhance the quality of service 

provision:

    

Code of Conduct: All service providers whether registered or unregistered must comply 

with the Code of Conduct.

Orientation module: All service providers must complete the on-line orientation module 

and print out the Certificate of Completion.

Practice Standards: The Practice Standards replace the national Standards for Disability 

and were developed using both the National Standards for Disability and Mental Health 

to create new national standards for the delivery of supports and services under the 

NDIS. All registered service providers, whether an individual operator or large 

organisation, must meet and be audited against the relevant NDIS Practice Standards.
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The marketplace for service providers

The heart of the NDIS is providing an environment where participants have the opportunity to 

select the service providers of their choice.

Service Providers may be registered or unregistered. The NDIS Commission registers 

providers. Registered providers must meet and be audited against the relevant NDIS Practice 

Standards. Registered providers can be individuals operating as sole providers or small, 

medium or large organisations.

Participants fall into three categories of how the budget within their plan is managed. These 

are:

    

Participants who self-manage or have a plan manager can choose to have the supports and 

services identified in their plan provided by registered or unregistered providers in all areas 

except the following two when the provider must be registered:

    

Participants with plans managed by the NDIA must, at all times, have supports and services 

provided by registered service providers. 

    

Self-management

Plan Management Provider 

Agency (NDIA) plan management

Where a behaviour support plan is being developed for them or is being implemented

Where specialist disability accommodation services are required for home modifications to 

enable them to live safely and as independently as possible at home.

For more about the NDIS Commission and its role see information hub Your G8Way to Quality 

and Safeguards or go to:

The National Disability Strategy

The independent agency 
established to improve 
the quality and safety of 
NDIS supports and 
services
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Tell me more

Service provider perspective

 “A new paradigm of thinking is essential for current staff who will be supported in the 

process as the relationship with clients change,” said Northcott CEO, Kerry Stubbs, who 

believes it is the responsibility of the leader to communicate clearly to staff the cultural 

change that is going to take place. She points out that leaders must value the attributes of 

their staff, such as passion and commitment, and provide current and future staff with the 

tools to be more efficient in a new and competitive environment. 

    
Andrew Richardson, CEO of House with No Steps, explains: “the NDIS is all about human 

rights and social reform. We must bring staff on the journey, while, in parallel, re-

engineering our underlying business model in a capital constrained environment. It is a 

time of major transition, so we must stay focussed on our vision, mission and values.” 

“There is a huge change taking place particularly for direct support workers involved with 

customer care and families: part of their role now involves elements of traditional ’sales‘ 

as well as customer care, and we have to think about how we support a shift in these 

expectations,” says CEO of Life Without Barriers Claire Robbs . “The future is certainly 

bright for good disability workers.” 

House with No Steps’ Andrew Richardson points out that: “Our people, policies and 

systems must become more customer-centric and customer-focussed.” 

Source: Cameron, P. (2015) NDIS – Perfect storm or the perfect opportunity, in F&P 

Magazine, December 2015/January 2016, p.20-21.

View the National 
Disability Strategy 
2010-2020 here:

View how the NDIS 
Commission works 
with service providers 
here: 
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What individually funded packages means for
you as a provider of supports and services?

Individually funded packages mean that the person with a disability has become a Participant 

in the NDIS and is your customer. The customer focus encourages you to work with respect, 

recognising that everyone has life goals and views of how to achieve them. This focus will help 

you work effectively together on achieving the outcomes of the plan. The services you deliver 

will be outlined in the service agreement.  

 

    
The service agreement is the contract 

between the Participant and the 

service provider the Participant has 

chosen to deliver the supports 

identified in their NDIS plan.     

This video will explain 
how service providers 
will work with the NDIS  

06m 25s

To see further details and 
to look at an example of a 
service agreement follow 
this link   

Participant perspective

13m 40s

Here is how the NDIS 
is changing people’s 
lives  

Creating a meaningful life for 
Jackson: Sally Richards at 
TEDxCanberra  
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Key terms in the NDIS Marketplace

Here are some key terms to learn and use in the new language of the NDIS marketplace:

 

    

Carer: Someone who provides personal care, support and help to a person with 

disability and is not contracted as a paid or voluntary worker, often a family member or 

guardian.

Choice and control: A Participant has the right to make their own decisions about what 

is important to them and to decide how they would like to receive their supports and 

who from.

Commonwealth Continuity of Support (CoS) Programme Services:  Provides 

disability support programmes, which continue once the NDIS is introduced, to ensure 

people accessing these services will continue to access the same supports if they do not 

become a Participant in the NDIS.

Funded Support Package:  The funding available to a Participant. There are 3 budgets 

in a support package: Core, Capacity Building and Capital.

Goals:  Things a Participant wishes they could do or achieve in the future, with the help 

of the NDIS.

Information, Linkages and Capacity Building Services (ILC services):  Provides 

information, linkages and referrals to efficiently and effectively connect people with 

disability, their families and carers, with appropriate disability, community and 

mainstream supports. 

Lived experience of disability:  A person’s own experience of living with a disability or 

having a close relationship with someone with disability e.g. a family member or partner.

NDIA National Disability Insurance Agency:  The independent Commonwealth agency 

administering the NDIS. It is responsible for planning, pricing and payments.

NDIS National Disability Insurance Scheme: A new way of providing support for 

Australians with disability, their families and carers.

NDIS Quality and Safeguards Commission:   An independent Commonwealth agency 

established to improve the quality and safety of delivery of supports and services to 

NDIS Participants.

Participant: A person who meets the NDIS access requirements.
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Person with disability: A person who has any or all of the following: impairments, 

activity limitations (difficulties in carrying out usual age-appropriate activities), and 

participation restrictions (problems a person may have taking part in community, social 

and family life).

Plan: A written agreement worked out with the Participant, stating their goals and needs, 

and the reasonable and necessary supports the NDIS will fund. Each Participant has their 

own individual plan.

Provider/ service provider:  Someone who offers products, supports or services to help 

Participants achieve the goals in their plan.

Registered service provider: A disability support or service provider that has met the 

NDIS Commission requirements for qualifications, approvals, experience, capacity and 

quality standards to provide a product, support or service.

Self-management (funding): Participants who receive all or part of their NDIS funding 

and manage their payments for supports and pay their service providers directly. 

Service agreement: A contract between the Participant and the service provider they 

have chosen to deliver the supports and services in their Participant plan.

Support worker:  Someone who provides personal care, support and help to a person 

with disability and is paid to do so.  

01m 47s

New concepts and terms in the 
NDIS language have been 
created for Auslan speakers

Employment Options under the NDIS

NDIS Participants can obtain supports and services from providers in a number of ways. Some 

people will go through a registered service provider and others may choose to self-manage 

their support packages and source support workers who may be registered or not. The most 

common employment options for support workers employed under the NDIS are to be:
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The NDIS is designed to pay for things that Participants need as a result of their disability in 

order to achieve their goals. This means that the NDIS will pay for almost everything that was 

previously considered as a disability service. The services the NDIS pays for are called 

reasonable and necessary.

The NDIS won’t pay for things that everyone in the community needs such as utility bills, health 

care covered by Medicare or private school fees.

employed by a registered NDIS provider e.g. Disability Service providers, Allied Health 

providers

employed by Participants who self-manage their funding or by registered plan managers 

who are able to engage registered or unregistered providers to deliver supports and 

services

contracted by the National Disability Insurance Agency (NDIA) to provide services 

including local area coordinator (LAC) and early childhood early intervention (ECEI) 

services

employed by providers delivering information, linkages and capacity building (ILC) 

activities or

employed by providers delivering Commonwealth Continuity of Support (CoS) Programme 

services.

The Services that can be provided

Tell me more

What are reasonable and 
necessary supports?   
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Participant Eligibility to receive services

To be eligible for an NDIS plan, Participants need to meet the age, residency and disability 

or early intervention access requirements and give consent to join the Scheme. 

More details about accessing the NDIS here: 

The NDIS is underpinned by the Disability Discrimination Act 1992 which promotes equal 

rights, equal opportunity and equal access for people with disabilities. Major objectives of 

the Act are:

Accessing the NDIS

Promoting Equal Rights

eliminate discrimination against people with disabilities

promote community acceptance of the principle that people with disabilities have the 

same fundamental rights as all members of the community, and

ensure as far as practicable that people with disabilities have the same rights to equality 

before the law as other people in the community.

Australian Human Rights 
Commission: An 
Introduction to Human 
Rights and Responsibilities 
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Tell me more

It’s About Ability: An 
explanation of the 
Convention on the 
Rights of Persons 
with Disabilities 

Disability 
Discrimination 
Your Rights 

Disability 
Discrimination Act 
1992   

State and territory legislation

The NDIS is underpinned by the Disability Discrimination Act 1992 which promotes equal 

rights, equal opportunity and equal access for people with disabilities. Major objectives of 

the Act are:

If you want to know more and in detail, copy and paste your relevant state and act from 

above and paste into your search engine.

Australian Capital Territory – Discrimination Act 1991

New South Wales – Anti-Discrimination Act 1977

NSW Disability Inclusion Act

Northern Territory – Anti-Discrimination Act 1996

Queensland – Anti-Discrimination Act 1991

South Australia – Equal Opportunity Act 1984

Tasmania – Anti-Discrimination Act 1998

Victoria – Equal Opportunity Act 2010

Western Australia – Equal Opportunity Act 1984 

Disability and inclusion 
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Key declarations, conventions and principles

The following key declarations, conventions and principles are fundamental to the values 

and delivery of the National Disability Insurance Scheme.  They are crucial to supporting 

Participant choice and control.

Universal Declaration of Human Rights

The Convention on the Rights of Persons with Disabilities

Human rights principles

This declaration adopted by the United Nations on 10 December 1948, sets out the basic 

rights and freedoms that apply to all people. Drafted in the aftermath of World War Two, it 

has become a foundation document that has inspired many legally-binding international 

human rights laws.

This is an international human rights convention which sets out the fundamental human 

rights of people with disability. It is made up of two documents, the Convention on the 

Rights of Persons with Disabilities, which contains the main human rights provisions 

expressed as a series of Articles and the Optional Protocol to the Convention on the 

Rights of Persons with Disabilities, which is a more limited document that sets up an 

individual complaints procedure.

Australia has agreed to uphold human rights set out in a number of international treaties 

and declarations, including the Universal Declaration of Human Rights and the 

Convention on the Rights of Persons with Disabilities.

The National Disability Strategy emphasises the importance of people with disability 

participating in decisions that affect their lives along with family, friends, carers and 

advocates. The National Disability Strategy promotes active participation in decision 

making to safeguard and advance the human rights, wellbeing and interests of people 

with disability.

The Human rights principles are:

respect for the inherent dignity, independence of persons and individual autonomy, 

including the freedom to make one's own choices;

non-discrimination;

full and effective participation and inclusion in society;

respect for difference and acceptance of persons with disabilities as part of human 

diversity and humanity;
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equality of opportunity;

accessibility;

equality between men and women;

respect for the evolving capacities of children with disability and respect for the right of 

children with disability to preserve their identities; and

active partnerships between services and people with disability, and where appropriate, 

their families, friends, carers and/or advocates.

As you will see from the chart below, the Principles of the Human Rights Convention 

inform the NDIS and guide how you deliver individual support.

Choice of the services received and 
control over how funds are spent

Accessible to all eligible people

Supported to participate

Tailored packages

Funds reasonable and necessary supports

Shift to a market-driven sector means 
that organisations will need to respond 
to customer needs

Quality and Safeguarding measures 
ensure best practice

Respect for inherent dignity and 
individual autonomy

Listen and build strong relationships

Act with integrity and treat everyone 
with respect

Think big. Look for the capability 
and the potential

Identify individual needs and be 
flexible to find a tailored solution

Think about what could be done to 
make a person's life easier

Listen and respond to individual 
needs. Be open to change

Be strengths-based and 
outcomes-focused 

Non-discrimination

Full participation and inclusion in society

Respect for diversity

Equality of opportunity

Accessibility

Respect for an individual's evolving 
capacity across the lifespan

Principles of the Convention The Principles relate to NDIS funding The Principles to guide service delivery
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