
NDIS Quality and Safeguarding Framework

Functions of the NDIS Commission

Privacy and Confidentiality

Commitment to Quality

Continuous Improvement

To optimise success of the NDIS for Participants and service providers, a National Disability 

Insurance Scheme Quality and Safeguarding Framework (the Framework) has been 

established.  The Framework is overseen by the NDIS Quality and Safeguards Commission.  

Safeguards under the Framework are designed to support Participants exercise choice and 

control.  They aim to mitigate the risk of harm to Participants and ensure high quality 

supports are provided to them.  Safeguards are established to help prevent harm. They are 

the measures we take to protect ourselves, the Participants, their families, our co-workers and 

even organisations to prevent something undesirable from happening.

In this section you will learn about the national Quality and Safeguarding Framework, privacy 

and confidentiality, commitment to quality and continuous improvement.

Your G8Way… To Quality and Safeguards

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 NDIS represents a fundamental change to how services for people with disability are 

funded and delivered across Australia.  The NDIS Quality and Safeguarding Framework 

introduces a national approach to quality and safeguards in the NDIS and is designed to 

ensure high quality supports and safe environments for all NDIS Participants. The Framework 

was developed following intensive consultation and collaboration between all governments, 

people with disability, carers, service providers and other stakeholders.

The Framework provides a nationally consistent approach to help empower and support NDIS 

Participants to exercise choice and control, while ensuring appropriate safeguards are in 

place, and establishes expectations for providers and their staff to deliver high quality 

supports. 

The NDIS Quality and Safeguards Commission (NDIS Commission) will implement the NDIS 

Quality and Safeguarding Framework. The NDIS Commission is an independent body working 

with providers to improve the quality and safety of NDIS supports and services, investigate 

and resolve problems, and strengthen the skills and knowledge of providers and participants 

across Australia. It is a national body established to oversee the role of service providers and 

support workers to help prevent the risk of harm, abuse, neglect or exploitation. The aim is to 

ensure consistent standards across Australia. The NDIS Commission has oversight of 

complaints, critical incidents, the Code of Conduct and registration and quality assurance of 

service providers.

 It also promotes innovation, continuous improvement and best practice in the provision of 

supports. 

Participants choosing to achieve their goals by working with registered providers, know that 

these service providers have met and been audited against the relevant NDIS Practice 

Standards to deliver quality supports and services.

NDIS Quality and Safeguarding Framework

Tell me more

Why we need an NDIS 
Quality and Safeguards 
Commission
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What others say

Know your Rights: People 
with disabilities ACCC 

Functions of the NDIS Commission

The NDIS Quality and Safeguards Commission is responsible for a range of functions under 

the National Quality and Safeguarding Framework including a National Code of Conduct for 

providers, the worker screening check and compulsory orientation module. The requirements 

are intended to support Participants to be informed purchasers and consumers of NDIS 

supports and services and to live free from abuse, neglect, violence and exploitation.  

The overall objectives of the NDIS Quality and Safeguarding Framework are to ensure NDIS 

supports:

For more about the NDIS Code of Conduct, worker screening and the orientation module see 

information hub Your G8Way to the Support Worker Role: Commitment to Quality.

uphold the rights of people with disability, including their rights as consumers

facilitate informed decision making by people with disability

are effective in achieving person-centred outcomes for people with disability in ways that 

support and reflect their preferences and expectations

are safe and fit for purpose

allow Participants to live free from abuse, violence, neglect and exploitation and

enable effective monitoring and responses to emerging issues as the NDIS develops.

NDIS Outcomes Framework

Fundamentally, the NDIS was set up to allow people with disability to live “an ordinary life”: to 

fully realise their potential, to participate in and contribute to society, and to have a say in 

their own future – just as other members of Australian society do. 
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The NDIS Outcomes Framework has been developed to measure goal attainment for 

individual participants and overall performance of the Scheme. There are eight Outcome 

Domain's in the framework. These Domains help Participants think about goals in different 

life areas and assist planners to explore where supports in these areas already exist and 

where further supports are required.

These may help you as a support worker to work effectively to the Participant’s plan and the 

Service Agreement; understanding the goals identified and underpinning your commitment to 

quality delivery of the supports and services required to assist achievement of those goals 

and encourage continuous improvement of your service delivery.

The eight domains

In Practice

Capacity Building
To improve life choices, Participants may seek support 
undertake tasks to manage their supports (requiring 
financial, organisational or management capabilities)

Choice and 
Control

Outcome Support Purpose What is the Participant purchasing?

Daily living

Social, Community 
and Civic 
Participation

Participants may seek support to assist them with or 
supervise personal tasks (including assistance to travel) 
to enable them to live as autonomously as possible at 
home and in the community.

Core Support

Participants may require aids, equipment and 
vehicle modifications to support them to live 
independently or to assist a carer to support the 
Participant.

Capital Supports

With assessment, training, development and/or therapy 
Participants may increase their independence and 
community participation

Capacity Building

Relationships Capacity Building

Participants with complex or unclear needs or 
intensive and/or long-term support requirements will 
have a behaviour support plan that outlines positive 
behavioural support strategies for the Participant, 
their family and support persons to eliminate or 
reduce behaviours of concern
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Outcome Support Purpose What is the Participant purchasing?

Participants may need home modifications to 
enable them to live safely and as independently 
as possible at home

Some Participants require specialist housing solutions 
to cater for their significant support needs. While the 
NDIS Package covers the costs to be supported to live 
independently, separate funding is available to cover 
the costs of capital for any land and physical buildings 
assessed as reasonable and necessary.

Capital Supports

Capital Supports

Social, Community 
and Civic 
Participation

Home

Health and 
Wellbeing

Capacity Building
Due to the additional requirements or impact of their 
disability, Participants are encouraged to participate 
in activities, such as personal training, exercise and 
healthy diets to promote physical wellbeing

Capacity Building
Lifelong 
Learning

Participants may access skills training, advice, 
assistance with learning arrangements to support 
the transition from school to further education 

Capacity BuildingWork

Participants are supported to obtain and/or 
retain a job in the open or supported labour 
market (for example, Australian Disability 
Enterprises). Supports include workplace 
assistance, employment-related assessment and 
counselling. School Leaver Employment Supports 
also offer work experience, job-site training and 
linkages to ongoing employment support for Year 
12s transitioning from school to work.

Social, 
Community 
and Civic 
Participation

Capacity Building

Core Support Participants who are at risk of being socially isolated, 
pursue activities that increase their participation in 
social/community and recreational activities

Skills-based learning activities for Participants to 
develop greater independence to access the 
community. This includes innovative ways to deliver 
mainstream services and build capacity through 
camps, classes, coaching, mentoring, volunteering 
arrangements and peer-to-peer supports.
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Social, Community 
and Civic 
Participation

Confidentiality and privacy are mandatory in the workplace. These requirements reinforce a 

person’s right to be treated with dignity and respect.

Privacy refers to the collection, protection and disclosure of personal information as set out 

in the Privacy Act 1988. It refers to how personal information may be shared and how the 

records must be kept so that it is not identifiable.

Confidentiality is about protecting data or information and ensuring that access is given only 

to those who are authorised to see it.

Consent means voluntary agreement to some act, practice or purpose. Consent has two 

elements: knowledge of the matter agreed to and voluntary agreement.

Participants may share their plan. It is important to remember that a plan contains sensitive 

information about Participants. Registered providers are bound by certain privacy obligations, 

including compliance with the NDIA privacy policy. Other people or organisations not 

registered with the NDIS Quality and Safeguards Commission will be bound by the NDIS Code-

of-Conduct which respects a person’s right to privacy. 

Privacy and Confidentiality

The importance of privacy and confidentiality

Maintaining Privacy & Confidentiality

ensure information is used in an ethical and responsible manner

be consistent, cautious and thorough in the way that information is recorded, stored and 

managed

be open and transparent about how personal information is managed

keep personal information secure

maintain quality and accurate personal information, individuals have the right to access 

and correct their personal information

have sufficient understanding on how to meet your legal and ethical obligations to ensure 

privacy and confidentiality.

01
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Social, Community 
and Civic 
Participation

Development of the NDIS Quality and Safeguarding Framework was informed by the National 

Disability Service Standards and the National Mental Health Standards that promote quality, 

safeguarding and consistency and encourage continuous improvement of service delivery. 

Regardless of the way you are employed to provide supports and services to Participants, this 

framework means that people interacting with NDIS can expect consistent standards and 

safeguards wherever they live in Australia.

A commitment to strive for excellence and ensure quality in the NDIS market must also come 

from support workers, service providers, regulators, professional associations, Participants, 

their family and carers and the wider community. Safe and high-quality outcomes for 

Participants receiving NDIS supports and services are influenced by how well all these groups 

work together and engage with each other.

All NDIS Providers must be compliant with the Practice Standards, as well as other 

requirements of NDIS, such as the Code of Conduct, worker screening, complaints 

management and incident management.  

Here is quick overview of the core Practice Standards and what they mean to

service providers 

Commitment to Quality

To find out more about the 
NDIS quality and safeguards 
system click here  

Quick overview of the national disability practice standards

View the entire NDIS 
Practice Standards here.
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Social, Community 
and Civic 
Participation

Each participant accesses supports 
that promote, uphold and respect 
their legal and human rights and is 
enabled to exercise informed choice 
and control. The provision of supports 
promotes, upholds and respects 
individual rights to freedom of 
expression, self-determination and 
decision-making

Each participant accesses supports 
that respect and protect their dignity 
and right to privacy

Each participant is supported by the 
provider to make informed choices, 
exercise control and maximise their 
independence relating to the supports 
provided

Each participant accesses supports 
free from violence, abuse, neglect, 
exploitation or discrimination

Apply fairness and human rights 
principles

Provide supports that respect 
Participants’ culture, diversity, values 
and beliefs

Provide supports that respect and 
protect Participants’ dignity and right 
to privacy

Support each Participant to make 
informed choices, exercise control and 
maximise their independence relating 
to the supports provided

Encourage and create opportunities to 
build relationships and attend 
activities

Link Participants with professional or 
specialised preventative or 
intervention support

Make sure Participants understand 
their rights

Support access to easy to understand 
information and consider new ways of 
communicating so that everyone has 
their say

Acknowledge concerns and treat each 
with respect 

Rights and 
Responsibilities

National Disability 
Core Practice Standards Service expectations In Practice

1

Deliver high-quality services with 
strong internal controls that are 
responsive to the changing needs of 
Participants

Ensure Participants are informed, 
included and supported at all stages

Embed a positive and continuous 
improvement culture

Meet compliance and reporting 
obligations

Have a skilled workforce with the right 
values and attitudes

Each participant’s support is 
overseen by robust governance and 
operational management systems 
relevant (proportionate) to the size, 
and scale of the provider and the 
scope and complexity of supports 
delivered

Risks to participants, workers and 
the provider are identified and 
managed

Provider 
Governance 
and 
Operational 
Management

2

01
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Social, Community 
and Civic 
Participation

Each participant benefits from a 
quality management system relevant 
and proportionate to the size and 
scale of the provider, which promotes 
continuous improvement of support 
delivery

Management of each participant’s 
information ensures that it is 
identifiable, accurately recorded, 
current and confidential. Each 
participant’s information is easily 
accessible to the participant and 
appropriately utilised by relevant 
workers

Each participant has knowledge of and 
access to the provider’s complaints 
management and resolution system. 
Complaints and other feedback made 
by all parties are welcomed, 
acknowledged, respected and well-
managed

Each participant is safeguarded by the 
provider’s incident management 
system, ensuring that incidents are 
acknowledged, respond to, well-
managed and learned from

Each participant’s support needs are 
met by workers who are competent in 
relation to their role, hold relevant 
qualifications, and who have relevant 
expertise and experience to provide 
person-centred support

Each participant has access to timely 
and appropriate support without 
interruption

Develop skills and competencies 
through training, information sharing 
practices, mentoring, networking or 
on-the-job learning

Involve stakeholders in planning, 
management and evaluations

Foster linkages with other 
stakeholders 

Involve the broader community for 
informal feedback

Draw on the experiences of your 
Participants to inform recruitment, 
training, policy and procedure 
development and service design

Provide a supportive environment 
where feedback and complaints are 
viewed positively

Encourage and assist Participants to 
offer feedback and make complaints

Deal with complaints fairly, objectively 
and as quickly as possible

Use the information to make service 
quality and process improvements

Build relationships to identify and 
attempt to resolve issues before it 
escalates
 

National Disability 
Core Practice Standars Service expectations In Practice

Provider 
Governance 
and 
Operational 
Management

2

Each participant accesses the most 
appropriate supports that meet their 
needs, goals and preferences

Be clear, transparent and consistent 
about the services on offer

Seek feedback on Participants’ 
experiences to improve services

Provision of 
Support

3
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Social, Community 
and Civic 
Participation

Each participant is actively involved in 
the development of their support 
plans. Support plans reflect participant 
needs, requirements, preferences, 
strengths and goals, and are regularly 
reviewed

Each participant has a clear 
understanding of the supports they 
have chosen and how they will be 
provided

Each participant accesses responsive, 
timely, competent and appropriate 
supports to meet their needs, desired 
outcomes and goals

Each participant experiences a 
planned and coordinated transition to 
or from the provider

Collaborate with other organisations to 
build a strong and responsive network 
of service options around Participants

Ensure Participants have an ordinary 
and meaningful life

Promote genuine connection and active 
inclusion

Support participation through work, 
learning and leisure

Encourage Participants to develop 
relationships with others who share 
their interests

Ensure Participants have the right 
supports to enable them to participate

Support Participants to connect with the 
communities and activities that are 
important to them

Ensure Participants, their families, carers 
and advocates are at the centre of 
decision making

Promote flexible and responsive 
services that reflect a Participant’s 
strengths, interests and changing needs

Offer information and a range of 
options to enable Participants to explore 
possibilities

Ensure duty of care enables dignity of 
risk 

Encourage and enable Participants to 
build and apply their decision-making 
skills

Involve Participants in the decisions that 
affect them

Link Participants with peers who have 
similar goals

Focus on Participants’ strengths when 
assessing risk
 

National Disability 
Core Practice Standars Service expectations In Practice

Provision of 
Support

3

01
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Social, Community 
and Civic 
Participation

National Disability 
Core Practice Standars Service expectations In Practice

Provision of 
Supports- the 
environment

4 Each participant accesses 
supports in a safe 
environment that is 
appropriate to their needs

Participant money and 
property is secure and each 
participant uses their own 
money and property as 
they determine

Each participant requiring 
medication is confident 
their provider administers, 
stores and monitors the 
effects of their medication 
and works to prevent 
errors or incidents

Each participant, each 
worker, and any other 
person in the home is 
protected from harm as a 
result of exposure to waste, 
infectious or hazardous 
substances generated 
during the delivery of 
supports

Ensure Participants can easily identify workers 
engaged to provide the agreed supports

When supports are provided in the participant’s 
home, make sure work is undertaken with the 
participant to ensure a safe support delivery 
environment

Identify and treat risks, ensure safe 
environments, and prevent and manage 
injuries

Have clear and transparent processes that are 
communicated with the Participant when you 
have access to a Participant’s money or other 
property and ensure it is only used with the 
consent of the participant and for the purposes 
intended by the participant

Participants are not to be given financial advice 
or information other than that which would 
reasonably be required under the participant’s 
plan

Maintain medication and dosage records 
accurately for each Participant

Ensure all workers responsible for 
administering medication understand the 
effects and side effects of the medication and 
the steps to take in the event of an incident 
involving medication

Ensure all medications are stored safely and 
securely, can be easily identified and 
differentiated, and are only accessed by 
appropriately trained workers

Provision of 
Support

3 Create a welcoming environment where 
Participants are encouraged to make contact 
and ask questions

Find ways to improve access to information 
and make it easy to understand

Let other organisations know what you offer

Learn about local service, associations, events 
and activities

11 g8way.net.au



Social, Community 
and Civic 
Participation

National Disability 
Core Practice Standars Service expectations In Practice

Provision of 
Supports- the 
environment

4 Have policies, procedures and practices in place 
for the safe and appropriate storage and disposal 
of waste, infectious or hazardous substances that 
comply with current legislation and local health 
district requirements

Report, record, investigate and review all incidents 
involving infectious material, body substances or 
hazardous substances

Have an emergency plan in place to respond to 
clinical waste or hazardous substance 
management issues and/or accidents including 
review and revisions when necessary

Train workers involved in the management of 
waste and hazardous substances to ensure safe 
and appropriate handling and the use of 
protective equipment and clothing

Tell me more

For more about the National Disability Strategy 2010-2020 see information hub Your G8Way Into 

the NDIS Marketplace: The Marketplace.

Continuous Improvement

The quality of your service may be measured by looking at how supports and services are 

delivered as well as by the outcomes achieved for individuals, their families, workers and 

service providers.

Each person has the right to complain about the quality or delivery of a service and has the 

opportunity to participate fully in the process of complaint resolution.

Welcoming feedback and seeing concerns as an opportunity to improve will help to create a 

positive environment for you, your colleagues and your customers. 
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Social, Community 
and Civic 
Participation

Feedback

Feedback is an important way for people to have a say about a service. 

All service providers should have a feedback process which encourages and welcomes 

comments, compliments or suggestions that can lead to ways of improving service delivery, 

systems or processes. In this way, service providers can build relationships, and work with 

each person to identify and attempt to resolve any issues before it escalates to a complaint. 

Complaints

Complaints play an essential role in the continuous improvement cycle by identifying areas for 

improvement which can deliver positive outcomes for people with a disability, their families 

and carers. 

A complaint is when a person indicates that they have an issue with the quality or delivery of 

the service they are receiving and are seeking resolution. Complaints can be made in a 

number of ways including informally, in writing and verbally. Participants can make a 

complaint directly to the service provider, to an external body or to the NDIS Quality and 

Safeguards Commission.

Service providers should include this information to inform service planning, identify areas for 

improvement and put in place strategies to address any areas requiring change at an 

individual or organisational level. 

Complaints handling

It is important that you understand what the feedback and complaints processes are so that 

you know what do to if someone raises concerns with you.

The payment and receipt of supports are commercial transactions. Should disputes arise the 

Participant and service provider must, in the first instance, attempt to resolve the matter 

outlined in the Service Agreement. 

If complaints are made to an independent government body about a service or support 

purchased with NDIS funding the relevant mechanism will depend on the nature of the 

complaint.
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Social, Community 
and Civic 
Participation

The nature of complaints

The following mechanism are available for NDIS Participants:. 

NDIS Quality and Safeguards Commission can take complaints about services or 

supports that were not provided in a safe and respectful way and services and supports 

that were not delivered to an appropriate standard:

Service complaints may be made with the Commonwealth Complaints Resolution and 

Referral Service and relevant State and Territory Public Advocate, Community/Official 

Visitor, Ombudsman, Complaints Offices or Commissions

Consumer protection complaints may be made with the Australian Consumer and 

Competition Commission (ACCC) and state and territory consumer affairs and fair 

trading government offices

Human rights complaints may be made to the Australian Human Rights Commission or 

relevant bodies in the ACT and Victoria, the only jurisdictions to have human rights 

legislation

Discrimination complaints may be made with relevant federal and state and territory 

Commissions and Administrative Tribunals.

Complaints

Complaints 
Resolution

Australian Consumer 
and Competition 
Commission (ACCC)

Human rights
complaints
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Social, Community 
and Civic 
Participation

In Practice

Tell me more

Anyone can raise a complaint about potential breaches of the NDIS Code of Conduct, 

and the NDIS Quality and Safeguarding Commissioner can investigate the complaints.

Along with the NDIS Practice Standards, the NDIS Code of Conduct is used by the NDIS 

Quality and Safeguarding Commission to provide education and build capacity, ensure 

compliance and also apply civil penalties. As a last resort, the NDIS Commission may 

also ban workers or providers from operating in the NDIS market.

For more information see the Fact Sheet: How to make a complaint document for NDIS 

Participants on the NDIS Quality and Safeguards Commission website:

The NDIA will only become involved 

in disputes about payments when 

the funds are managed by the 

NDIA and the provider has been 

deemed to have breached the

NDIA Terms of Business. 

Fact sheet: How to 
make a complaint 

Service Agreements 
(advice for 
Participants)  

Terms of Business

Reportable incidents

Reportable incidents can threaten the health, safety or wellbeing of people with disability, and 

can have a significant impact on people with disability, workers, families, carers, community 

members and NDIS providers.  Reportable incidents also offer providers an opportunity to 

review their operational practices to improve the quality and delivery of supports and services 

to NDIS participants and prevent future harm.  
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Social, Community 
and Civic 
Participation

In Practice

The main objectives of the NDIS Commission’s reportable incidents scheme are to 

promote: 

The Principles

Timely and effective responses to reportable incidents to address the safety and 

wellbeing of Particiipants. 

Effective and appropriate monitoring and investigation of reportable incidents. 

Learning from reportable incidents and patterns of incidents, to reduce the risk of harm 

to Participants and improve the quality of supports and services. 

Accountability of NDIS providers to Participants.

Centred on people 
with disability 

Continual improvement

Principle

Proportionate

Management of an incident is respectful of, and responsive to, a 
person with disability’s preferences, needs and values while 
supporting the person’s safety and wellbeing. 

DescriptionPrinciple

Management of an incident should reveal the factors which 
contributed to the incident occurring, and seek to prevent incidents 
from reoccurring, where appropriate. 

Outcome focussed 

Clear, Simple and 
Consistent 

The process for dealing with reportable incidents is easy to understand, 
accessible and consistently applied. 

Accountable 

Providers are responsible for appropriately managing the response to 
reportable incidents. Everyone involved in the management of a 
reportable incident understands their role and responsibilities and will 
be accountable for decisions or actions taken in regard to an incident. 

The incident management process facilitates the ongoing 
identification of issues and implementation of changes to improve the 
quality and safety of NDIS supports and services.  

The nature of any investigation or actions following an incident will 
be proportionate to the harm caused and any risk of future harm to 
people with disability.   
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Social, Community 
and Civic 
Participation

Tell me more

Improvements

Improvements could be made in any aspect of your work. How you engage with a Participant, 

how you deliver a service, what activities are available and what training and processes are in 

place to support you are all areas where regular reflection and review can inform continuous 

improvement.

If you cannot say whether a Participant is making steps to achieve their goals, you should see 

that as a sign that something needs to change. 

Continuous improvements

Plan, Do, Check, Act is a procedure for continuous improvement and may also be used when 

you are trying something new or making change. It is a simple way to identify, measure and 

assess how goals (be they your own or those of a Participant, a service, a task or an 

organisation) are being achieved.

Stick with the 
change if it 
contributed to 
the goals

Review the plan 
if it did not

Determine the 
goals 

Make a plan to 
achieve goals

Align with 
standards / 
processes

Implement the 
change

Collect 
information

Analyse the 
results

Did it achieve the 
goals

Act

Check Do

Plan

In Practice

Plan, Do, Check, Act can be applied to most areas of your work regardless of size, type 

or impact of the activity.  The following scenario is an example of how it may be used:
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Social, Community 
and Civic 
Participation

Plan

Do

Check

Act

A Participant has indicated that they wish to learn to play the guitar.  
Their Plan has been amended to include guitar lessons as part of their 
goals.   Planning includes finding a suitable guitar teacher, obtaining a 
guitar and adding a lesson to the weekly activity schedule. Transport is 
required and a support worker will need to accompany the Participant 
to and from the lesson.

Once all the necessary supports and lesson times have been 
arranged, the Participant commences guitar lessons.

Each week, the support worker and Participant review how the activity 
went and what, if any, changes need to be made e.g. allow more time 
because of traffic getting to the lesson, find a suitable case to protect 
the guitar and carry the music book, consider if the activity is meeting 
the Participant’s goals, etc

Make above changes if they will contribute to the goals or review the 
plan if it is not meeting goals- then continue with Plan, Do, Check, Act.

18 g8way.net.au


