Plan Management

The Customer is a NDIS participant and they or their
authorised representative has asked Revigorate Pty Ltd
trading as Orange Plan Management (the Provider, we,
our and us) to provide plan management services. This
Service Agreement documents the terms and conditions
for the provision of those services.

This Service Agreement is between us and the Customer
(you).

This Service Agreement will commence on the Start
Date for the duration of the Customer’s association with
Revigorate Pty Ltd trading as Orange Plan Management
or until we are notified otherwise in writing by you or
your Representative.

We agree to provide you with the below services:

e Plan Management Financial Administration
services

The supports and their prices are set out in Schedule of
Supports (Appendix A). All prices are GST inclusive (if
applicable). The price charged for services will increase
in line with changes made to the NDIS Price Guide
applicable for the State where you reside.

Our responsibilities under this Agreement are to:

e  Provide financial administration services for your
NDIS plan.

e  Pay supplier invoices on your behalf.

e Provide monthly statements showing plan
expenditure and remaining funds against budget to
the email we are provided.

e  Where practicable, notify you, your representative
and/or your support coordinator of potential over
spend risks via statements and email or phone.

e Assist with ad-hoc requests where possible and
appropriate.

e  Process reimbursement claims (where
appropriate).

e Inform you of any significant variances in plan
spending.

e Assist you in your dealings with providers (where
appropriate).

e Actin good faith.

e Communicate with you via phone or email.

e Communicate honestly with you in a timely way.

e  Treat you with courtesy and respect.

e Resolve issues quickly by listening to your feedback.

e  Protect your privacy and confidential information in
accordance with our Privacy Policy.

Your Responsibilities under this Agreement are to:

e Provide us with supplier invoices (where you
receive them directly) on a timely basis;

e Advise us if you engage a new service provider and
/ or decide to finish services with a provider;

e Advise is of your contact details change;

e Provide us with any information we reasonably
request in a timely way;

e Treat us and our team members with courtesy and
respect;

e Discuss any concerns about our service with us;

e Advise us if your NDIS plan ends or is replaced by a
new NDIS plan;

e Notify us of payment disputes so that we can hold
or stop payment to the specified provider;

o Not engage with, or purchase supports that are not
covered by your plan or best covered by the NDIS.

We will claim directly from the National Disability
Insurance Agency (NDIA) fees for the provision of
financial administration support on a monthly basis as
agreed in the Schedule of Supports starting from the
Start Date of our Agreement until our Agreement is
ended by either party.

Any increases to Plan Management or Capacity Building
fees in the Official NDIS Price Guide will be applied to
this Service Agreement.

With regard to payments that Your providers seek from
your plan, after these supports are delivered, the service
provider (or you) will claim payment for those supports
from us by forwarding an invoice  to

We will submit claims to the NDIA against your NDIS
Plan as indicated by your providers where we determine
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the claim falls within your plan, and the NDIS guidelines.
The NDIA may hold, reject or attempt to reclaim funds
where they decide their criteria has not been met;
where this occurs, you may need to recover funds from
your provider to return these to your plan.

You have the option to approve invoices prior to claims
being submitted to the NDIA. The invoice approval
process is via an automated email to your nominated
e-mail address upon entry by our team. Depending on
the number of providers you engage this could result in
a high number of invoices requiring approval regularly.

By default, invoice approval is enabled and we will
submit all valid claims by your providers to you within 2
business days for approval. Once approved, the claim
will be submitted to the NDIA. Invoice payments may be
delayed depending on your approval time. If the invoice
has not been rejected or otherwise actioned after 14
days the invoice will be deemed as approved and
submitted to the NDIA.

Should you opt-out of invoice approval, it is vital that
you monitor your statements (or our portal) for any
unrecognised claims so that we can assist you to take
appropriate action, such as; ceasing payments to the
provider, requesting return of funds from the provider,
and if required, reporting the provider to the NDIA for
fraud.

You can opt in or out of invoice approval at any time.

You agree to provide us with a copy of your NDIS plan
support categories and budgets or a Request for Service
‘RFS’ at the Start Date. Should your NDIS plan change,
you agree to advise as soon as possible. This is
important to ensure the services you receive from your
providers continue without interruption. Where this is
not provided, we will attempt to source this information
from the NDIA’s systems where it is shared with us.

Our service agreement is ongoing and will cover the
current and any future NDIS plans allocated to you.

We will act to minimise any disruption to your service
delivery by monitoring the NDIS portal for new plans
and setting your new plans and budget up to continue
providing Plan Management services to you.

You can end this agreement at any time as detailed
under section “8. Ending a Service Agreement”.

Either party may end a Service Agreement by giving the
other 28 days’ notice in writing. Notice may be waived
by the other party at its sole discretion. If either party
seriously breaches this Service Agreement the
requirement of notice will be waived.

If you are not satisfied with an aspect of our services or
wish to make a complaint, please contact us by
telephone on 1300 611 990 or via email at
We will endeavour to
respond to your message as soon as possible. We will
aim to be in touch with you within two business days.

If you are not satisfied or do not want to talk to us, you
can contact the NDIS Quality and Safeguards
Commission by calling 1800 035 544 or going to their
website at

For the purposes of GST legislation, the parties confirm
that a supply of supports under this Service Agreement
is a supply of one or more of the reasonable and
necessary supports specified in the statement included,
under subsection 33(2) of the National Disability
Insurance Scheme Act 2013 (NDIS Act), in the
participant’s NDIS plan currently in effect under section
37 of the NDIS Act.

In providing services to you we may be required to
gather some of your personal information. We will only
ask for information that is necessary for us to provide
services to you.

We will disclose information to parties for which you
have provided consent through this agreement or any
other party which you later provide consent to. You can
amend or withdraw your consent to any party apart
from the NDIA at any time.

To fulfill the requirements of our role, we may disclose
relevant information to Your providers to facilitate
payment of their invoices. For example, we will advise
Your providers when:

e Asupport category has been exhausted;

e A specific category is not Plan Managed;

e  You have not authorised the invoice;
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e  Their claim has been held for review by the

_NDIA. _ _ 13. CONTACT US
To facilitate provider payments, we will also furnish If you wish to contact us to discuss our terms, please
Your providers with relevant, non-personal information. contact us via:

This support consists of directing them to official NDIS Email: admin@orangeplan.com.au
materials, such as the NDIS Price Guide, practice Phone: 1300 611 990 or 07 3635 7360
guidelines, and the official websites for the NDIA and

the NDIS Commission.

Beyond the aforementioned, your personal information
will not be released to any party without your consent
except in circumstances where:
e Wearerequired to by law;
e We believe there is a risk to yourself or another
party.

You may also receive informative emails in addition to
your monthly statements during your time with us, you
can opt out of further communication of this nature by
clicking the ‘unsubscribe’ link in the email received.

12. ACCEPTANCE

We recognize the diverse circumstances of participants
and accommodate various methods for entering into a
Service Agreement. Acceptance of an agreement can be
communicated verbally, transmitted electronically, or
provided in writing. For verbal acceptances, the date
and time of the confirmation will be formally logged in
your participant file. Likewise, for electronic or written
acceptance that does not involve signing the service
agreement a copy of your acceptance will be kept on
file.

If you directly endorse us as your provider with the
NDIA, we will provide you with a copy of a Service
Agreement for your review and return to the
information listed with the NDIA. To prevent any
disruption to your supports, services will proceed
based on this endorsement. Services will continue
uninterrupted unless you formally instruct us or the
NDIA to modify or terminate the arrangement.

Appendix A. Schedule of Supports

Support Item Suppor"tl Bt R Description Uuom National Remote Very
o. Remote
Plan 14 034 _0127_8 3 | A monthly fee for the
Management ongoing maintenance of the
— Monthly Fee financial management Monthly $104.45
arrangements.
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