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NDIS providers must comply with the Australian
Consumer Law. Breaking consumer law can lead to
penalties or enforcement action by the ACCC.

Your consumer law obligations
When supplying products and services to NDIS
participants, you must:

= act honestly, fairly and provide clear and accurate
information

= comply with consumer guarantees.

There should be no major price difference between
what you charge an NDIS participant compared to other
consumers. Any price difference must be for a valid
reason and still a fair price.

You can't accept payment if you:

= don't think you can or don't intend to supply the
products or services

= don't think you can provide them on time or within a
reasonable time.

Selling NDIS supports

When you advertise NDIS supports, make sure
everything you say is accurate and truthful.

Don't say products and services are “NDIS approved”
“NDIS funded” or “endorsed by the NDIA".

Don't suggest that participants can always claim a
product or service under their plan or that they won't
have out of pocket expenses.

These statements may mislead participants, and you
may be breaching the law.

The NDIA does not approve or endorse any goods or

services. No goods or services are automatically funded

for all participants.

Funding generally depends on:

= the needs and goals in the participant’s plan

= the rules in the NDIS Price Arrangements and Price
Limits

= the list of eligible supports. Some products and

services are excluded from being funded under
the scheme.

The NDIA provides guidance on what products and
services are eligible for funding.

The NDIA can reject claims for non-eligible products
and services. Participants can be left with debts they
cannot afford.

Consumer guarantees

NDIS providers must meet consumer guarantees rights
when selling products or services.

You are responsible for meeting these rights
— you cannot tell a participant to deal with the
manufacturer instead.

Participants have the right to expect:

= Products are safe, suitable for their needs, and match
what was promised

= Services are delivered with care and skill
= Faulty products are repaired, replaced or refunded.

These rights can't be taken away, and they may apply
even if the manufacturer's warranty has expired.

You must not mislead participants about their
consumer guarantees.



http://www.accc.gov.au

Give participants a written contract with
fair terms

Written contracts (known as a service agreement) can
make the arrangement clearer and help if there is a
dispute. Participants should not be pressured to sign
a contract and can have a support person to help them
work out the contract details.

A written contract should:

[J use simple language and be in a format that
is easy to access

[J not contain unfair terms.

Contracts should include information about:
O The price the participant will have to pay.

[0 What products or services will be supplied.
[0 When products or services will be supplied.
0 How changes to pricing may happen.

[0 What happens if someone needs to cancel
the contract.

[0 How disputes will be resolved.

[0 Names and roles of people involved.

Who to contact
ACCC

To find out more about your rights and obligations
under consumer law go to www.accc.gov.au.

NDIS Commission

The NDIS Code of Conduct has rules that providers and
workers need to follow.

To find out more about the Code of Conduct go to
www.ndiscommission.gov.au.

NDIA

For information on pricing arrangements, price limits,
price reviews and pricing archives go to
www.ndis.gov.au/providers.
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