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2.1 Service Standards 
2.2 Service Delivery Policy 

2.2.1  Policy Connections 

NDIS Quality and Safeguards Commission Practice Standardsv3 2020 - 1 Rights 
and Responsibilities, - 4 Provision of Supports; Disability Services Act 1986 
(Commonwealth); Disability Discrimination Act 1992 (Commonwealth); Aged Care 
Quality and Safety Commission Aged Care Quality Standards 2019 – 1 Consumer 
Dignity and Choice – 4 Services and Supports for Daily Living; Department of 
Communities Disability Services Code of Practice for the Elimination of Restrictive 
Practices 2019, 3rd ed. (WA); National Disability Insurance Scheme Restrictive 
Practices and Behaviour Support Rules 2018 (Commonwealth); The Disability 
Services Act 2011 (Tas.), National Framework for Reducing and Eliminating the Use 
of Restrictive Practices in the Disability Services Sector: Department of Health, 
Western Australia and The University of Western Australia 2007 Microbial Quality of 
Recreational Water Guidance Notes ; Public Health Act 1997 Recreational Water 
Quality Guidelines 2007 (Tas.); Racial Discrimination Act 1975 (Commonwealth); 
Sex Discrimination Act 1984 (Commonwealth). 

2.2.2  Policy Statement  

EverAbility Group (EverAbility) recognises and responds to the unique skills, lifestyle 
preferences, personal aspirations and support needs of its clients. EverAbility focus 
on achieving outcomes, promoting mobility and independence and improving each 
person’s quality of life by delivering professional therapy and support services to 
people across a range of ages and disabilities in their homes, at school, at work and 
in the community. 

2.2.3  Individual Needs 

EverAbility, using a person and family-centred framework, meets the individual 
needs of each client by: 

• informing clients of the availability of services or programs that may be 
provided to the individual;  
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• in collaboration with each client, their family, carers, friends and advocates 
developing and providing an individual service plan and accompanying 
personalised manual handling and mealtime management plans as required; 

• maintaining the information necessary to determine individual preferences 
and to properly informing individual service planning; 

• delivering services and programs in accordance with the agreed individual 
service plan;  

• seeking regular informal feedback and clarification from our clients regarding 
the services being provided and any change that may need to be considered; 
and 

• reviewing the individual service plan annually or sooner if circumstances 
change or a request is made to undertake a review. 

2.2.4  Individual Outcomes 

EverAbility values and respects the backgrounds of its clients. We place the needs 
and values of each person at the forefront of our action planning process. We seek 
to co-create our services with each client to ensure their needs and expectations are 
understood and prioritised. 

EverAbility’s individual plans are developed in partnership with our clients and 
contribution from important stakeholders in their lives such as family, friends and 
other support services. EverAbility recognises that formal and informal partnerships 
with other service providers, businesses and community groups is as important to 
the success of our services as social relationships are to successful outcomes for 
our clients.  

If our client has the capacity to make decisions, their right to choose will be 
respected even when their decisions involve risk. Duty of Care requirements need to 
be considered alongside the person’s dignity of risk. This involves ensuring health 
and safety obligations are met in a manner that allows our clients to take reasonable 
risks in their daily lives, without placing workers and others at risk of harm.   

EverAbility ensures that its clients’ needs are met by maintaining a high standard of 
record keeping and promoting services that are responsive and flexible as individual 
needs change. To ensure best practice in this regard, EverAbility commits to the 
following: 
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• an electronic case note is created to record every interaction between our 
client and our worker; 

• a record is maintained of all electronic communications about service 
provision between our workers, and between our workers and our clients; 

• all workers, in collaboration with their client, complete progress notes after 
every support to identify the strategies, outcome, changes to circumstances 
and recommendations for future supports; and 

• coordinators review progress notes on a fortnightly basis, developing and 
enhancing the services in line with feedback. 

2.2.5  Participation and Inclusion 

EverAbility encourages and supports its clients to participate actively in their 
community life, in the way they choose. EverAbility recognises that children and 
adults with disability have the same rights as all people to meaningful inclusion in a 
community. This includes the areas of work, leisure, learning and relationships. To 
increase opportunities for the participation and inclusion of our clients, EverAbility 
promotes to them and the wider community about the benefits of full citizenship 
engagement. 

In order to promote participation and inclusion EverAbility is guided by the following 
principles: 

• Each individual is unique and has their own interests and skills. 

• All people, including those with disability, have a right to meaningful inclusion 
in a community including the areas of work, leisure, learning and 
relationships. 

• People with disability have the right to be decision makers about how and with 
whom they will connect in their chosen community and EverAbility will be 
respectful of their choices and plans. 

• EverAbility has joint responsibility to support our clients and their community 
to find ways to increase opportunities for inclusion and meaningful 
participation. 

• When people with a disability contribute to and are actively included within a 
community, both parties benefit. 
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EverAbility provides its clients with the opportunity to develop and maintain skills and 
the opportunity to participate in activities that enable them to achieve valued roles in 
the community by: 

structuring its services in a way that, as far as is practical, are appropriate to their 
age, their self-identified gender, cultural background and support needs; 

developing an individual service plan, profile and support plan that build on existing 
competencies and increases the potential for their fulfilment of valued roles in the 
community;  

• involving our clients in the training and development component of the 
individual service plan and seeking their service preferences; 

• wherever practicable, delivering training and skill building in appropriate 
community settings; 

• aiming skill development primarily at equipping individuals to participate in 
activities that enable them to achieve valued roles within the community; 

• ensuring that workers are properly equipped and trained to provide the 
activities specified in the individual’s plan;   

• building on informal and natural community supports to facilitate inclusion in 
ordinary everyday community life; and  

• developing links with other groups and organisations, including educational 
institutions and employers, to promote greater opportunities for connections 
and meaningful participation in the community. 

2.2.6  Care Planning and Review  

EverAbility active therapy clients have an individual service plan that records their 
current goals and services. Clients are assigned a Key Worker who supports the 
implementation of their individual service plan. The Key Worker regularly reviews the 
individual service plan with the client/client representative, with formal reviews at six 
and 12 months. An individual service plan may change at any stage of service 
provision. Clients are assessed against risk to goal attainment and if a risk is 
identified, strategies are developed with the client/client representative to support 
clients achieve their goals. NDIS clients undergo a client risk and safeguarding 
assessment when their individual service plan is developed, or at any change in 
circumstance such as a new presenting risk or safeguarding concern. 
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2.2.7  Decision Making and Choice 

In order to promote decision-making and choice, service delivery and planning 
adheres to the following principles: 

• All interactions are non-judgmental, empathetic and non-discriminatory.  

• A collaborative approach is implemented to identify positive outcomes that 
each person that we support wishes to achieve. 

• A strengths based approach is utilised to encourage people to participate 
actively in the progression towards decisions and outcomes. 

• Family, friends and carers are encouraged to participate in decision making 
with respect to and at the discretion of people with disability.   

• In consultation with the client and relevant significant people that they 
nominate, any additional information and/or referrals considered necessary or 
advisable are identified. 

• All case notes are documented in a positive way and are encouraging, 
professional, factual and complete. 

EverAbility promotes decision-making and choice in service delivery and planning 
by: 

• assisting our clients to be involved in decisions that affect them and the 
services that they receive;  

• structuring its services to be flexible and responsive to the needs and 
preferences of our clients; 

• informing our clients about the full range of services provided; 

• involving our clients in the development of their individual service plan;   

• seeking input from our clients regarding the services they would like to 
receive;   

• providing choices within the context of individual interests and cultural 
backgrounds that result in positive experiences; 

• making every effort to support our clients to achieve their personal goals 
within the available resources; 

• jointly reviewing the individual service plan at least annually (or more if 
circumstances change) and making any agreed amendments; and 
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• encouraging our clients to be involved in our consultative mechanisms. 

2.2.8  Client Safety 

While delivering services the safety of EverAbility’s clients, carers, and workers is of 
the utmost importance. When required, EverAbility will develop individual plans such 
as mealtime management for clients with dysphagia (swallowing difficulties) and 
manual handling for clients who require physical support during mobility transfers. 
Prepared by suitable allied health professionals, the plans are informed by the client, 
family, carers and other stakeholders as appropriate such as residential facilities and 
schools. All plans include a documented assessment, being the basis of the client’s 
individualised plan. They are reviewed annually or earlier if the client’s 
circumstances change, such as decreased mobility skills etc.  

Services to children are provided in the presence of the child’s parent, legal guardian 
or a school representative with duty of care responsibilities. Exceptions to these 
arrangements typically apply when providing skills training for community 
independence, which is undertaken in public spaces. This occurs only with the 
consent of the child’s parent or legal guardian. 

 

2.2.9  Cultural Security 

EverAbility values, respects and promotes cultural diversity. Cultural security refers 
to the practices and considerations that ensure all individuals are offered the same 
quality of service to promote the most meaningful and positive outcomes, regardless 
of their culture or cultural beliefs. Cultural security applies to Aboriginal and Torres 
Strait Islander Peoples, people from culturally and linguistically diverse (CALD) 
backgrounds, or any other people with consideration given to age, the gender with 
which a person identifies, disability, faith or sexual orientation. 

EverAbility delivers services that are culturally secure, relevant and responsive to the 
cultural diversity of our clients by: 

• respecting and responding to cultural needs during the design, delivery and 
review of services at an organisational and individual level; 

• making information available to our clients in formats appropriate to cultural 
needs as required; 
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• providing cultural awareness training to workers where relevant without losing 
the focus on our clients, their unique expressions and cultural values; 

• developing connections with culturally appropriate organisations and groups 
to promote the meaningful participation of our clients within their chosen 
community; 

• respecting and promoting our clients’ cultural and community connections and 
participation; and 

• building relationships with Aboriginal Elders, representatives of CALD 
communities and community leaders to offer opportunities for participation 
with EverAbility’ services. 

EverAbility recognises the unique position of Aboriginal and Torres Strait Islander 
People in our culture and the particular vulnerabilities that should be considered 
when working with people from this unique cultural group.  Cultural security is a 
commitment that our services to Aboriginal or Torres Strait Islander People will 
respectfully combine the cultural rights and values of Aboriginal or Torres Strait 
Islander People, with the best quality support that EverAbility can offer. We will do 
this through identifying elements of Aboriginal or Torres Strait Islander culture that 
may affect the delivery of services or reduce access to services. EverAbility will 
promote cultural relevance and sensitivity as much as possible and recognise the 
role that culture plays in delivering successful collaborations and the best potential 
outcomes for our clients. 

2.2.10 Diverse Sexual Orientation and Gender Identity 

Many people who identify as lesbian, gay, bisexual, transgender and/or intersex 
(LGBTI) have experienced discrimination and limited recognition of their needs from 
service providers. EverAbility recognises that people of diverse sexual orientation 
and gender identity should have the same opportunities as all of its clients to receive 
services that are responsive and respectful of their needs. 

EverAbility has a responsibility to make its LBGTI clients feel safe, included and 
respected and does so by:  

• providing respectful, informed and non-heterosexist services; 

• understanding why LGBTQI people might be sensitive or reluctant to disclose 
personal information; 
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• supporting transgender people who may have difficulty maintaining gender 
roles and appearance; 

• supporting the rights of people to cultural and sexual expression, intimacy and 
privacy; 

• protecting clients who are LGBTI from discrimination; and 

• supporting HIV positive clients. 

EverAbility will ensure that its workers: 

• have a clear understanding of their own values, attitudes and beliefs and be 
conscious of not imposing these onto the people we support;  

• are informed about anti-discrimination laws, policy and service applicable 
standards 

• receive education and training about the different lived experiences of 
LGBTQI people; and 

• have the skills appropriate to the level of support they provide through the 
provision of training, particularly in the area of personal relationships and 
sexuality. 

2.2.11 Managing Behaviours of Concern through 
Positive Behaviour Support (PBS) 

PBS is an evidence-based approach with the primary goal of safeguarding a client’s 
dignity and quality of life and secondary goal of preventing and decreasing the 
frequency and severity of behaviours of concern. PBS is not an intervention but a 
culture of responsibility. If someone is expressing behaviours of concern, our 
workers provide support in a way that is developmental and constructive rather than 
controlled and restrictive.   

PBS involves developing a shared understanding of the underlying needs of an 
individual, why they are expressing behaviours of concern and how to meet their 
needs more appropriately and safely for themselves and others. PBS is improved 
significantly if people supporting the client know the client well and have developed 
strong relationships. PBS has optimal outcomes when reflected in the Individual 
Support Plan and fully integrated with education, skill building, personal care and 
community participation.  
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Central to our model of individualised PBS is our responsibility to meet the clients’ 
needs in order to manage behaviour and support a positive quality of life for the 
client. To enhance existing services, provide support and expertise to other 
organisations and to work towards the reduction and elimination of restrictive 
practices (planned and inadvertent) EverAbility has developed a PBS framework and 
infrastructure as informed by the NDIS Quality and Safeguarding Commission’s PBS 
Capability Framework. This includes: 

• PBS and Care and Protection policies and operational procedures in place 
with all workers trained in their content; 

• all workers working with someone exhibiting significant behaviours of concern 
undergo PBS training and collaborate on the development of PBS plans, 
regular reviews, de-briefs and training updates; 

• all internal behavioural incidents reported identifying triggers, strategies and 
any potential for restraint; 

• PBS committee of interested therapy workers meeting, regularly and learning 
about PBS and restrictive practices, collect and review data, problem solve 
around behavioural incidents, reduce any inadvertent restrictive practices and 
are involved in the PBS planning process; 

• PBS committee members present information and training at all therapy team 
meetings building in-house capabilities;  

• PBS Authorisation Panel comprising of a EverAbility manager (or delegate) 
with operational knowledge and relevant experience in behaviour support, an 
external NDIS Behaviour Support Practitioner (proficient level or above) who 
has not developed the BSP, a EverAbility Board representative and additional 
members as appropriate to the clients’ specific circumstances approve and 
monitor restrictive practices both planned and inadvertent. 

With our proactive rather than reactive approach, PBS strategies further underpin the 
pre-existing person centred approach and lead to increased independence, social 
integration and inclusion.   

EverAbility assists its clients to: 

• develop and maintain positive relationships; 

• initiate informed choice-making; 

• develop opportunities for experiences and incidental learning; 
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• learn more acceptable ways of responding or more effective ways to 
communicate needs; 

• tolerate or cope with naturally occurring adverse events; and 

• minimise the occurrence of behaviours of concerns using focused support 
strategies such as well-planned reinforcement schedules. 

 

When required and appropriate, EverAbility provides: 

• a list of the behaviours displayed by the client; 

• guidelines for people supporting the client on how best to do so and avoid 
recurrence of the behaviour; and 

• an interim plan for targeted or physically dangerous behaviours to be 
implemented at the time of the behaviour. 

In conjunction with an NDIS behaviour support practitioner, EverAbility develops 
each PBS plan in consultation with the client and any other person(s) significant to 
the client. Its purpose is to:  

• build on the client’s strengths; 

• increase the client’s opportunities to participate in community activities; 

• increase the client’s life skills; and 

• reduce or eliminate any restrictive practices over time. 

The PBS plan includes a functional behaviour assessment. It specifies a range of 
evidence-based, person-centred, specific and proactive behavioural and 
environmental intervention strategies for the client’s individual needs that: 

• are carefully planned and documented; 

• involve all key stakeholders; 

• are designed around the client’s circumstances, needs and preferences; 

• focuses on positive and measurable outcomes; 

• are carefully monitored; and 

• are properly resourced. 

Each implemented PBS plan is reviewed by an NDIS Behaviour Support practitioner 
at least every twelve months. 
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While ensuring the rights of our clients are upheld it is also important to uphold the 
rights of workers to enable them to support their clients, effectively and safely, while 
working with them to develop and implement intervention strategies. Workers have 
the right to be: 

• adequately trained and supported; 

• informed about individual behaviour intervention plans; 

• informed about any behaviours they may confront; 

• informed about emergency procedures; 

• protected from harm or injury; and 

• withdrawn from a dangerous situation if this does not place others at risk. 

In the event of an emergency where there is a risk of harm or physical injury to the 
client or others, or there is a risk of property damage, workers will ensure the safety 
of all individuals in the emergency or risk situation as follows: 

• where it is safe, workers will protect the individual from self-injurious 
behaviours; and 

• workers will protect themselves from injury or harm. 

It is the responsibility of all workers to familiarise themselves with each client’s 
profile, history, service support plan and their PBS plan. 

 

2.2.12 Elimination of Restrictive Practices 

EverAbility recognises that the use of restrictive practices are not effective long-term 
strategies to manage risk and behaviour and can result in long-term physical and 
psychological harm.  

Restrictive practices are minimised with the ongoing goal of reducing and eventually 
eliminating all restrictive practices wherever possible. Restrictive practices are not 
approved for organisational or worker convenience, to overcome a lack of workers, 
inadequate training or a lack of workers support and supervision.  

An NDIS Behaviour Support Practitioner develops any EverAbility PBS plan that 
includes a recommended regulated restrictive practice. The development process: 

• considers any previous behaviour support and other assessments; 
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• evaluates all less-restricted alternatives and confirms they cannot be applied; 

• is assured that without the intervention the person is a risk to themselves or 
others;  

• assesses the impact of the intervention on the rights and well-being of others 
who share the person’s environment; 

• considers the restrictive practice in the context of a clearly documented 
person-centred, positive, behaviour support plan that is outcomes focused 
and proactive;  

• consults with the client and key stakeholders, providing a statement of intent 
to include a regulated restrictive practice;   

• recommends the clearly identified restrictive practise for which the client or 
other authorised person or agency has given informed consent, to be; 

o used only as a last resort;  

o the least restrictive response possible in the circumstances to ensure 
the safety of and reduce the risk of harm to the client or others;  

o proportionate to the potential negative consequence or risk of harm; 

o used for the shortest possible time; and 

o implemented under the supervision of a designated experienced 
worker. 

• ensures the client is informed that they may withdraw consent at any time, 
following which the restrictive practice is no longer authorised. 

EverAbility’s panel review each recommended, regulated restrictive practice.  

Its unanimous approvals identify the applicable period (not to exceed 12 months) 
and clearly stipulate any conditions. Plans that include restrictive practices, once 
approved by EverAbility’s panel, are submitted to the relevant jurisdictional authority 
as required (e.g. the Tasmanian Office of the Senior Practitioner). Once all required 
external approval is received, EverAbility lodges the plan with the NDIS Commission 
to enable monitoring of regulated restrictive practices.  

EverAbility’s use of a restrictive practice is: 

• reported each month to the NDIS Commission;  

• recorded as an incident and reported to the EverAbility Board; and 
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• reviewed by the panel every 3 months.  

The review process gives the client an opportunity to withdraw consent. If this 
occurs, EverAbility will cease its planned use of the restrictive practice and explore 
with the client, short and long-term, solutions to ensure effective and safe service 
delivery. If, on review, the panel is satisfied that it is safe to withdraw a restrictive 
practice this will be considered within the context of whether: 

• less restrictive alternatives have been developed, trialled and demonstrated to 
be effective for the client; 

• workers have had the appropriate training in how to apply the new practices 
and have demonstrated the skills required to support the client under the new 
arrangements; and 

• the client has been engaged and provided consent for the withdrawal of the 
restricted practice. 

EverAbility makes unauthorised use of a restrictive practice, for which there is no 
prior plan, only if necessary in an emergency to save a life or to prevent serious 
physical or psychological harm. In this event:  

• it will involve the minimum amount of restriction necessary and be applied for 
only so long as is necessary to manage the risk; 

• the circumstances in which the intervention was used is reviewed as soon as 
possible and a plan put in place to prevent a re-occurrence; and 

• the persons’ family or guardian is advised as soon as possible. 

In accordance with the critical incident reporting requirements, EverAbility reports the 
use of an unauthorised restricted practice: 

• to the NDIS Commission within 5 business days of becoming aware of its use; 

• to the relevant State Government reporting authority as required;  

o Western Australian Department of Communities, Disability Services; 

o Tasmanian Disability and Community Services Senior Practitioner, 
ideally within 1 working day; 

• as per EverAbility’s incident policy and process. 
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2.2.13 Cancellation 

EverAbility reschedules client cancellations as early as conveniently possible. If 
EverAbility needs to cancel a client appointment due to a worker’s absence, where 
appropriate and possible, clients are offered service from an alternate worker.  

Clients are requested to give at least two business days’ notice if an appointment is 
to be cancelled or rescheduled. EverAbility manages charges for client cancellations 
in accordance with external funding guidelines and rules. Clients are charged at 
100% of the scheduled services, including travel time for cancelled or rescheduled 
appointments, where less than two business days’ notice is provided. Exceptions to 
this cancellation policy may be made on an individual basis by written request to the 
CEO. 

2.2.14 Medication Management and Administration 

EverAbility workers do not administer medication to its clients. EverAbility workers 
maintain the medical details of any client within its adult group activities. Clients are 
encouraged to maintain their independence, which includes managing their own 
medicines, in a safe and effective manner. In the event that a client in a group 
activity becomes unwell, workers will refer to the medical records and prompt 
appropriate self-medication. 

EverAbility sub-contracts holiday programs for its child and youth clients. All 
contracts require the delivering service provider to provide their medication 
management policies and procedures, which must comply with the applicable NDIS 
Quality and Safeguards Commission Standards. 

2.2.15 Assistance with Money 

While supporting clients to learn money management skills, including independent 
access to an AGM or completion of an EFTPOS transaction, workers will not handle 
the bankcard of a client, withdraw cash from an ATM on behalf of a client or 
undertake an EFTPOS transaction on behalf of a client. 
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2.2.16 Hydrotherapy 

For clients of all ages who benefit from hydrotherapy, EverAbility provides goal 
orientated hydrotherapy intervention sessions of up to 60 minutes. These are usually 
delivered as individualised programs although some group sessions may be 
available. At their conclusion, all programs are reviewed and outcomes evaluated.  

Typically, programs are delivered in public facilities, which are properly managed, 
maintained, staffed and equipped. For health and hygiene purposes, and to prevent 
the transmission of infectious diseases, private pools must meet the local regulatory 
standards.  

Prior to the delivery of hydrotherapy programs, all required medical clearances must 
be received and related medical documentation completed. A physiotherapy 
assessment will be undertaken, in and out of the pool, for client suitability and 
program planning purposes.  

When delivering programs, workers must conform to all health and safety 
requirements including: 

• worker to client ratios; 

o group programs - dependent on the number of clients, their needs, and 
the swimming ability of parents/caregivers 

o individual programs – one to one in public facilities and one client to 
two adults (one being the worker) in private facilities 

• training in recognised and accredited Fire and Emergency procedures, Basic 
Life Support and Pool Rescue; 

• be present either in the water or at the pool side for the duration of the clients’ 
presence in the pool; 

• not allowing a client into the pool if presenting any contraindications which 
may affect their safety or that of other pool users; 

• immediately removing a client from the pool, or if necessary administer rescue 
and emergency procedures, if the clients’ condition rapidly and seriously 
deteriorates; 

• wear clothing appropriate to the activity in accordance with EverAbility’s 
Workplace Clothing and Presentation Policy; and 

• provide clients, where applicable, with pool use and safety procedures. 
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EverAbility workers will not participate in the dressing and undressing of clients 
unless it is an agreed client goal and supervised by at least one primary carer or 
EverAbility colleague. In the case of home-delivered hydrotherapy, EverAbility 
workers must be provided with adequate change facilities assessed in the initial visit. 

2.2.17 Service Provision at the Worker’s Home 

Workers will not take EverAbility clients to their own home, or to the home of their 
friends and family. 
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