
PART A Registration 



PART A - The Easy Road to Registration –

The Short Version 

What you need to know and how

Providers wishing to register under the National Disability Insurance 
Scheme (NDIS) need to apply for registration with the NDIS Quality and 
Safeguards Commission (NDIS Commission).

What are the requirements to register as an NDIS provider under the NDIS 
Commission? 



1. To register as an NDIS provider under the NDIS Commission 
requirements you will need to meet relevant parts of the NDIS Practice 
Standards in relation to the supports and services your organisation 
delivers, or is intending to deliver. 

2. The NDIS Commission will also take into account your organisation’s 
suitability to deliver NDIS supports and services when making a 
decision on your registration application. 

3. The registration process is designed to assess the suitability of 
providers to deliver NDIS supports and services to NDIS participants, 
and the providers’ compliance with the NDIS Practice Standards. 

4. An important part of assessing that compliance is to consider how a 
provider operationalises policies and procedures in the course of 
delivering supports and services. 



5. The process of assessing compliance includes inputs from NDIS 
participants and other stakeholders experiencing the services. 

6. The NDIS Code of Conduct also considers the behaviours and 
conduct of workers (and the provider) in how it goes about 
supporting people accessing their services. 

7. Auditors are trained in how to consider the experience of NDIS 
participants, and the operational practices of an NDIS provider in 
receiving supports and services. 

8. These are all important inputs the NDIS Commission’s 
consideration of any new registration application, or renewal. 



Registered NDIS providers are required to: 

1. Comply with new conditions of registration and the NDIS Practice 

Standards

❑ Standard 1. Rights 

❑ Standard 2. Participation and Inclusion

❑ Standard 3. Individual Outcomes

❑ Standard 4. Feedback and Complaints 

❑ Standard 5. Service Access

❑ Standard 6. Service Management  

2. As part of their registration application or renewal process, complete a 

self-assessment against the NDIS Practice Standards and undergo an 

audit against the NDIS Practice Standards by a certified auditing body 

approved by the NDIS Commission 



3. Comply with the new NDIS Code of Conduct and support their workers 
to meet its requirements 

4. Have an in-house complaints management and resolution system and 
support participants to make a complaint 

5. Have an in-house incident management system and notify the NDIS 
Commission of reportable incidents NDIS Quality and Safeguards 
Commission 

6. Ensure all workers are screened through a new national worker 
screening process

7. Meet new behaviour support requirements (if applicable), including 
reporting restrictive practices to the NDIS Commission



Who needs to register 

❑ Providers must be registered to deliver services and supports to NDIS 

participants who have their plan managed by the NDIA. 

❑ NDIS providers that deliver specialist disability accommodation, use 

restrictive practices, or develop behaviour support plans must also be 

registered. 

Where to register 

❑ New providers will register with the NDIS Commission except for WA 

who will register with NDIA until 1st December 2020



The NDIS Practice Standards 

❑ The NDIS Practice Standards set out the standard of service delivery 

you must deliver to become and remain registered as an NDIS provider. 

❑ Some parts of the NDIS Practice Standards apply to all registered NDIS 

providers. 

❑ Other parts only apply to providers delivering more complex supports. 

❑ More complex supports include behaviour support, 

early childhood supports, specialist support coordination, and specialist 

disability accommodation. 



❑ Each component of the NDIS Practice Standards consists of a series of 

high level, participant-focused outcomes. 

❑ Under each outcome are a number of quality indicators that auditors will 

use to assess your compliance with the NDIS Practice Standards. 

❑ The quality indicators that NDIS providers use to demonstrate 

compliance with the NDIS Practice Standards depend on the type of 

organisation, and the supports and services to be delivered.



Proportionate requirements (according to the size of the 

organisation) 

❑ Registration requirements under the NDIS Commission and the NDIS 

Practice Standards are designed to be proportionate. 

❑ What this means is that a smaller provider with fewer workers and 

participants is not expected to present the same evidence as a national 

provider with a larger workforce and many participants. 

❑ Auditors will ensure that the way an NDIS provider demonstrates they 

meet each standard is appropriate to their size, scale, and supports 

they deliver.



Provider registration process

STEP 1. Complete the online application form

When you complete the online application form to become a registered 

NDIS provider, you need to:

a) Provide information, including:

❑ your organisation’s contact details

❑ your corporate structure

❑ your outlets/places of operation, and

❑ your key personnel



b) Select the registration groups your organisation provides

This determines which NDIS Practice Standards apply to your 

organisation. Based on your responses, the form will filter to show you 

relevant information.

b) Complete a self-assessment against the NDIS Practice 

Standards relevant to the supports and services your organisation 

delivers to participants and upload any documents required as 

evidence.



STEP 2. Select an approved quality auditor

After you submit your online application, you will receive an ‘initial scope of 
audit’ document by email from the NDIS Commission, summarising the 
registration requirements that apply to your organisation. This outlines 
whether you require a ‘verification’ or ‘certification’ audit and what your 
organisation needs to demonstrate to comply with the relevant NDIS 
Practice Standards.

It is your responsibility as the applicant to engage an approved quality 
auditor to undertake the audit. You can request a quote from more than 
one auditor to make your decision. They will use the ‘initial scope of audit’ 
document you received to quote for their services. You can also discuss 
your specific needs and circumstances with auditors to negotiate the best 
value.



STEP 3. Undergo an audit

After you have selected an approved quality auditor, they will check that 

the scope of audit is accurate and begin the audit process. The process is 

different for ‘verification and ‘certification’ audits.

Auditors will also complete their assessment in a way that takes your 

organisation’s size and scale, and the scope and complexity of the 

services being delivered, into consideration.

The auditor will work with you to help you understand the findings and give 

you the opportunity to ask and answer any questions. The auditor will 

submit the outcome of their audit to the NDIS Commission through an 

online portal.



STEP 4. The NDIS Commission assesses 
your application and makes a decision
In assessing your registration application, the NDIS Commission will consider 
the outcomes of the audit and conduct a suitability assessment of your 
organisation and key personnel.

What is a suitability assessment?

The NDIS Commission assesses the suitability of NDIS providers and their 
key personnel to deliver NDIS supports and services.

This includes whether the NDIS provider or their key personnel have:

• previously been a registered NDIS provider

• had a ‘banning order’ in place

• any past convictions

• been insolvent under administration

• had adverse findings or enforcement action taken by any relevant 
authorities



• been the subject of findings or judgement in relation to fraud, 
misrepresentation, or dishonesty

• been disqualified from managing corporations

❑ The NDIS Commission will then make a decision and contact you to let 
you know if your application has been successful and the reasons why 
or why not.

❑ Some applications take longer to process than others. The timeframe 
depends on various factors, including the size and scale of your 
organisation, as well as the complexity and range of the supports and 
services you deliver.



STEP 5. Receive your application outcome

❑ For successful applicants: you will receive a certificate of registration 

outlining the services or supports you are registered to provide, the 

period of registration, and any conditions you must follow to keep your 

registration.

❑ For unsuccessful applicants: you may contact the NDIS 

Commission to request a review within three months of the decision. If 

your application is still unsuccessful following the review, you may seek 

a further review by the Administrative Appeals Tribunal.



NDIS Practice Standards

❑ The NDIS Practice Standards specify the quality standards to be met by 

registered NDIS providers to provide supports and services to NDIS 

participants. Together with the NDIS Code of Conduct, the NDIS 

Practice Standards build NDIS participants’ awareness of what quality 

service provision they should expect from registered NDIS providers.

❑ During a provider’s application for renewal of registration, the NDIS 

Commission will advise you of the NDIS Practice Standards that apply 

to your organisation and the type of quality audit you require. This is 

based on your registration group(s) and the legal type of organisation 

you are (e.g. individual, partnership or body corporate).



How can Progressive Care Solutions 

(PCS)help NDIS Providers?
❑ We support NDIS providers seeking to comply with the NDIS Practice 

Standards.

❑ Our team of experts are ready to either set up a new Quality 

Management System or develop your existing system to be compliant 

with the requirements. 

❑ This helps your organisation prepare for and pass the audits conducted 

by the NDIS Commission’s Approved Quality Auditors.

❑ We can assist with your self assessment, perform a gap analysis to see 

where your existing system may need updates to meet the NDIS 

standards, and complete the required ongoing internal audits for you.

❑ We spend time working with your business and current practices to find 

the gaps and fill them with valuable and efficient solutions.



❑ You will be ready to arrange and pass either a ‘Provisional Audit’, 
‘Verification Audit’ or ‘Certification Audit’ depending on your circumstances 
and requirements.

❑ PCS will guide you step-by-step through the processes of becoming 
compliant and audit-ready. 

❑ Compliance integrity and certification demonstrate your dedication to 
delivering safe and exceptional NDIS supports and services.

If you would like assistance adhering to NDIS Practice Standards to pass a 
Registration Audit

❑ as an individual

❑ as an organisation 

❑ or a collective body such as through forums such as this,

call us on 0490799303 or email   enquiries@progressivecaresolutions.com.au

and we can discuss the best outcome for you.
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PART B.   

WORKFORCE and HR Practices 



QUALITY, SAFETY AND YOU
NDIS Worker Orientation Module

This module has been developed to assist NDIS workers to better 

support people with disability

It will help workers to understand:

• What the NDIS is and why we need it

• The role of the NDIS Quality and Safeguards Commission

• Worker’s responsibilities under the NDIS Code of Conduct

• Worker’s role in supporting people with disability to achieve the vision 

of the NDIS.



Worker Screening Requirements

❑ From 1 February 2021, if you are a worker delivering NDIS supports 

and services you may need to have a clearance issued under an NDIS 

Worker Screening Check.

What is worker screening?

❑ Worker screening is a way to help check that the people who are 

working, or wish to work, with NDIS participants don't present an 

unacceptable risk to people with disability. Worker screening is an 

important tool in the recruitment, selection and screening processes of 

an NDIS provider, and assists in the ongoing review of the suitability of 

workers.



NDIS Workforce Capability Framework

❑ The NDIS Commission is leading the development of a national NDIS 

Workforce Capability Framework to support consistency in practice and 

delivery of quality disability services across Australia.

❑ The Australian Government’s strategy to support the development the 

NDIS market, Growing the NDIS Market and Workforce Strategy,was

released in early 2019. One of the priorities in that strategy is 

Developing Workforce Capability (3.1).

❑ The Capability Framework will translate the NDIS principles, Practice 

Standards and Code of Conduct into clear and observable behaviours 

that service providers and workers should demonstrate when delivering 

services to people with disability.



The Capability Framework will include:

❑ core capabilities that all service providers and workers will be 

expected to have

❑ complementary capabilities required by workers who assist 

participants with tasks that require specific knowledge or expertise

❑ technical capabilities for those who deliver higher-intensity services 

that require specialised knowledge or expertise.



NDIS Code of Conduct (Workers)

The NDIS Code of Conduct promotes safe and ethical service 
delivery, by setting out expectations for safe and ethical services 
and supports for both NDIS providers and workers.

It requires workers and providers delivering NDIS supports to:

❑ act with respect for individual rights to freedom of expression, 
self-determination, and decision-making in accordance with 
relevant laws and conventions

❑ respect the privacy of people with disability

❑ provide supports and services in a safe and competent manner 
with care and skill

❑ act with integrity, honesty, and transparency

❑ promptly take steps to raise and act on concerns about matters 
that might have an impact on the quality and safety of supports 
provided to people with disability



❑ take all reasonable steps to prevent and respond to all forms of 

violence, exploitation, neglect, and abuse

❑ take all reasonable steps to prevent sexual misconduct.

The NDIS Code of Conduct applies to all workers of:

❑ registered NDIS providers

❑ unregistered NDIS providers

❑ community partners of the NDIA – LAC and ECEI providers

❑ providers delivering information, linkages, and capacity building 

activities

❑ providers delivering Commonwealth Continuity of Support Programme 

services funded by the Department of Health for people over the age of 

65



❑ The NDIS Commission will apply the Code to its employees, in addition 

to the Australian Public Service Code of Conduct.

❑ Guidance has been developed to help NDIS providers and workers 

understand their obligations under the NDIS Code of Conduct.



Training for NDIS workers during COVID-19

NDIS providers and the people they employ or otherwise engage need to 

understand their responsibilities to the NDIS participants they support. 

During the COVID-19 pandemic period it is expected that new workers will 

enter the NDIS workforce.

There is information about training available to new and existing NDIS 

workers.

 Worker Orientation Module : Quality Safety and You

 Infection prevention and control

 Worker Screening 



Complaints and concerns

❑ If you have a concern or complaint about the quality or safety of 

services provided to an NDIS participant in all states and territories 

except Western Australia, you can make a complaint on behalf of a 

person with disability to the NDIS Commission.

❑ If you work in Western Australia, you can find information about making 

a complaint on the Disability Loop Website. 

❑ If you have complaints or concerns about the way an NDIS providers 

treats its workers, you can contact the Fair Work Commission. 



NDIS Workforce Strategy 

❑ The National Disability Insurance Scheme (NDIS) is one of the most 

important social reforms in Australian history, delivering choice and 

control for people with disability and driving economic improvements by 

creating new business and employment opportunities.

❑ Given the scale and pace of reforms to the disability support sector, the 

Government recognises the need to support business and workforce 

development while the market transitions and matures. In light of this, 

the Growing the NDIS Market and Workforce Strategy (the Strategy) 

outlines the Commonwealth Government’s key priorities to assist an 

efficient and effective NDIS market and workforce to grow.

❑ The Strategy is organised under four priorities. The first two priorities 

are focused on NDIS providers, and a further two focused on growing 

and fostering a capable workforce.



Reportable Incidents Guidance

❑ The 'Reportable Incidents Guidance' document was developed to 

support the NDIS Quality and Safeguards Commission Rules.



Incident Management System Guidance

❑ It is a condition of registration that registered NDIS providers have an 

incident management system which sets out the procedures for 

identifying, managing and resolving incidents. If a person who is a 

registered NDIS provider does not have an incident management 

system, they may be in breach of their conditions of registration and 

penalties may apply.

❑ This guidance will assist registered NDIS providers in developing or 

improving their incident management systems to help them meet their 

requirements.

Detailed Guidance: Expectations of workers providing services in 

incident management and reporting incidents

❑ This document provides guidance on the expectations of workers 

providing services in incident management and reporting incidents



Complaints Management and Resolution Guidance

❑ People with disability have the right to complain about the services they 

receive. All registered service providers must have a complaints 

management system in place to record and address complaints.

❑ If a person with a disability has a  concern about current NDIS supports 

or services, they are encouraged to raise it with their provider. 

❑ For information about complaint handling by NDIS providers, 

see: Effective Complaint Handling Guidance for NDIS Providers 

❑ For an Easy Read version of this document, see: Handling Complaints 

and fixing problems Easy Read

❑ If a person does not feel they are able to complain to their provider, if 

they are unhappy with the provider’s response to their complaint, they 

can make contact as outlined in these documents.



❑ It is important that a ‘whole of system’ approach is taken to the quality 
and safeguards for participants. Safeguarding people with disability 
from abuse, harm and neglect is every disability service provider’s 
responsibility and must be an important part of everyday practice. 
People with disability should also have access to high quality supports. 

❑ The Provider Guide to Suitability provides information to assist 
providers to understand their quality, safeguards and compliance 
obligations as providers of supports funded through the NDIS. These 
arrangements are governed by a single National Quality and 
Safeguards Framework.

❑ All providers need to manage their own compliance obligations and 
ensure they meet or exceed the relevant requirements specified.

❑ Certain supports are required to be provided by people with specific 
qualifications and experience; these supports are priced accordingly 
and include expectations about outcomes. 

❑ There are documents  that reflect the expectations of jurisdictions and 
NDIS in this regard.



A diverse and inclusive workforce 

Key areas to consider at the organisational, team and individual level 

when building a diverse and inclusive workforce.

❑ It is well-documented that diversity brings multiple benefits at a number 

of different levels for an organisation. 

❑ Having a culturally diverse workforce attracts specific skills, knowledge 

and new perspectives, builds connection and trust with communities, 

and draws service users from CALD backgrounds. 

❑ The NDIS Cultural and Linguistic Diversity Strategy 2018 highlights that 

having a diverse workforce is an effective strategy to help organisations 

respond to the needs of people from culturally diverse backgrounds.



Attracting and retaining CALD Workers

To attract and retain CALD workers, organisations need to look beyond the 

traditional recruitment channels and consciously adopt targeted and 

flexible approaches as well as build supportive and inclusive workplaces.

❑ Understand the strengths and benefits of cultural diversity in the 

workplace

❑ Identify some of the barriers faced by CALD people when applying for 

work

❑ Recruit purposefully by considering your business needs, the skills and 

strengths you want to attract, and the needs of CALD communities

❑ Identify a variety of recruitment strategies to attract CALD workers

❑ Identify practices to support and retain CALD workers



Networking and finding participants. 

❑ Exploring the role of cultural beliefs and values, unconscious bias and 

different cultural explanatory models of disability when working with 

participants and colleagues.

❑ People from CALD backgrounds experience multiple barriers when 

accessing disability services. 

❑ Culturally responsive practice training is a reflective process which will 

help participants gain an insight into their own culture, behaviours and 

organisational practices to make their services more accessible and 

avoid creating service-related barriers.



Building Capability 

Build participants' capability to be more responsive and confident when 
working with culturally diverse individuals and families. 

It will help participants gain a better understanding of how other people’s 
culture informs their world view and therefore their understanding of 
disability and the service system. 

It will assist participants to communicate effectively, build trust and provide 
quality services to CALD service users.

❑ Reflect on their own cultural identities, beliefs and values

❑ Demonstrate an understanding of the intersection of living with a 
disability and coming from a culturally and linguistically diverse 
background

❑ Recognise different explanatory models

❑ Identify the impact of refugee experiences on a person living with a 
disability and their families

❑ Incorporate person centred principles with a trauma-informed approach 
and culturally responsive practice



Planning and implementing an engagement process for the 

communities you work with.

❑ A key reason why CALD communities do not access disability services 

at the same rate as the broader population is that they are often not 

aware of the services that exist or what their entitlements are under the 

NDIS. 

❑ Service providers therefore cannot rely on people from culturally 

diverse backgrounds walking through the door, but instead need to 

have targeted strategies in order to engage and build relationships with 

CALD communities.



Progressive Care Solutions can help you look at strategies for capacity 

building with a particular focus on enablers to enhance service 

accessibility and minimise barriers experienced by CALD individuals and 

families. We have experts on trauma informed practices who can support 

you.   

❑ Identify the cultural diversity in their service catchment area

❑ Understand common barriers to engaging CALD communities

❑ Implement effective strategies to improve access and use of disability 

services for CALD communities

❑ Understand the available assets, resources and access points to better 

connect with and support culturally diverse communities

for NDIS service provider staff including frontline workers, team leaders 

and managers.



10 things that a participant wants from a service 

1. I trust you and I feel safe

2. Your staff are qualified and experienced

3. You communicate responsively and reliably

4. Your staff are appropriate for me

5. You personalise the experience for me 

6. You help me to become more independent 

7. You are Ethical

8. You offer me a good price and fair Service Agreement

9. You have a good location and transport options ( and options that 

consider restrictions or social isolation )

10. You are available and have what I need 



If there’s anything to take away from this, it’s the 
importance of communication.

❑ Your brand is so much more than your logo!

❑ It’s all your people; it’s online and offline; it’s in your office’s 
accessibility and the clarity of your service agreements. 

❑ From your receptionist to your direct support worker. 

❑ On social media and in frontline caregiving. 

❑ Every interaction you have with a participant is a chance to 
make a good impression and improve someone’s life, even 
if it’s just offering your experience about how to navigate 
the NDIS. 

❑ Investing in your systems and staff is important, and being 
transparent and honest about how you can and can’t help 
people is essential.



Work effectively with language services and build skills and 

confidence in knowing when and how to use interpreters.

❑ We live in a vibrant multicultural community, with one in four Australians 

born overseas. The available evidence indicates that people from CALD 

backgrounds have rates of disability similar to the rest of the Australian 

population.

❑ Participants should be encouraged to utilise the skills of a professional 

interpreter in order to effectively engage and communicate with 

linguistically diverse communities and create more culturally responsive 

and inclusive workplaces.

❑ Ensuring services are accessible to people from diverse linguistic 

backgrounds is a key priority area of the NDIS Cultural and Linguistic 

Diversity Strategy 2018.



Tips and practice considerations covering a broad range of issues: 

❑ Understanding the availability of interpreting services under the NDIS

❑ How to evaluate the need for an interpreter

❑ How to prepare for, and debrief after an interpreting session

❑ Identifying common barriers to good communication and understanding the 
roles of the various parties during the interpreting session

❑ Including the professional interpreter, the service provider and the consumer.

• Understand the benefits/ feel confident when using a professional interpreter

• Assess when and in what situations to use a professional interpreter

• Explore knowledge and skills needed when working with a professional 
interpreter

• Discuss different practice implications when working with children and when 
using Auslan interpreters

• Identify the impact that refugee experience and trauma may have on a 
person in an interpreting situation
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