GETTING STARTED WITH MY NDIS PLAN

A resource for participants, carers and families
St Vincent de Paul Society NSW Local Area Coordination Program

English

WELCOME
Your Vinnies Local Area Coordinator or ‘LAC’ will:
•

•

•

•
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Meet with you to develop a
‘participant statement’ about
your needs and goals for the
next 12 months

•

Help you find other supports in
your community

•

Send this information to the
NDIA so that your NDIS plan
can be made

Meet with you when your plan
is coming to an end to help you
prepare for a plan review

•

Show you how to get started
with your plan, and understand
your funding package

Advise you about what to do if
you are unhappy with your NDIS
plan

Your LAC can not:

Show you how to set up a
MyGov account, find supports
and make service agreements

•

Contact service providers on your
behalf or make service bookings
for you

YOUR VINNIES LAC
MY NAME IS:
YOU CAN CALL ME ON:
MY EMAIL ADDRESS IS:
MY OFFICE ADDRESS IS:
Our LAC Program also has a direct number and email. If you can’t get in
touch with me or need to find out who your LAC is, you can contact us by:

Phone: 		

1800 794 934

Email: 		

LAC@vinnies.org.au

Website:		

https://lac.vinnies.org.au

Facebook:		

Search ‘Vinnies LAC’ in Facebook Groups

VINNIES LAC

Special thanks:
Thank you to all of the staff at St Vincent de Paul Society
NSW Local Area Coordination program who contributed
their time and skills towards the development of this
resource.
NDIS Local Area Coordination Program
St Vincent de Paul Society NSW
2C West St Lewisham NSW 2049
PO Box 5 Petersham NSW 2049
©2018 St Vincent de Paul Society NSW

We acknowledge Aboriginal and Torres
Strait Islander peoples, as the Traditional
Custodians of this land, with deep respect.
May Elders, past and present, be blessed
and honoured. May we join together and
build a future based on compassion, justice,
hope, faith, and reconciliation.

Disclaimer:
Apart from any use permitted under the Copyright Act,
no part may be reproduced by any persons without
permission of the St Vincent de Paul Society NSW. The
information presented in this resource was deemed
accurate at the time of printing and is subject to change.

VINNIES LAC PROGRAM
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1 //COMMUNICATING IN YOUR LANGUAGE

VINNIES LAC

You have the right to access an interpreter if you need one. It is free and confidential
to use an interpreter whenever you need to speak with your LAC or call our program.
LAC uses the Translating and Interpreter Line (TIS) which is a professional interpreting
service.
Phone interpreter
Here are the steps to call your LAC with an interpreter:
1.
2.
3.
4.
5.

Call TIS National on 131 450
Say the language you need
Provide your LAC’s phone number to the operator
The operator will connect to an interpreter in your language
Then they will connect you and the interpreter to the LAC

COMMUNICATING IN YOUR LANGUAGE
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Onsite interpreter
We can also arrange for an onsite interpreter to be present at meetings. Onsite
means the interpreter comes in person with the LAC. Let your LAC know if you want
an interpreter to be present at the meeting. Professional interpreters are always used
and they are bound by principles of confidentiality.
LACs who speak additional languages:
Some of our LACs also speak additional languages. Where possible we can ensure
you have a LAC who speaks your language, if this is what you would like. If this
is not possible, we will ensure an interpreter is available. Please ask your LAC for
further information.

VINNIES LAC

SECTION TWO
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2 //THE NDIS AND YOU

VINNIES LAC

NATIONAL DISABILITY INSURANCE SCHEME (NDIS)
The NDIS is the way support is provided to people who live with disability in
Australia. It is about helping people with disability to have more choice and control
over the supports they receive so they can live their life the way they want.
The NDIS will give you funding for ‘reasonable and necessary’ supports to help you
with your daily life and increase your independence.
Other supports in your life may include:
•
•
•

Supports provided by your family and friends
Supports available through other Australian government services such as health
or education
Supports that help you be included and participate in your community, such as
your place of worship, sporting club, or cultural group

Each person’s plan will be different, because it is made to meet your needs. No two
plans will ever look the same!
For more information, go to the NDIS website: www.ndis.gov.au. Some information is
available in community languages.
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The St Vincent de Paul Society NSW works with the NDIS to deliver the Local Area
Coordination (LAC) program in the following NSW regions: Sydney, South East
Sydney, South West Sydney, the Central Coast and Hunter and New England.
The role of your LAC is to help you get started with the NDIS, and help you
understand how the NDIS works so you have more choice and control over your
funding. Your LAC can also assist you to connect with your local community.
To find out how we can support you throughout your NDIS journey you can:
•
•

Visit our website: https//:lac.vinnies.org.au
Join our Facebook group: search ‘Vinnies LAC’ in Facebook ‘Groups’

ABOUT ST VINCENT DE PAUL SOCIETY LAC

VINNIES LAC

ENTRY 6 TO 10 WEEKS

You receive your
ENTRY LETTER
from the NDIS

You have a
PLANNING
MEETING
with your LAC

NDIS 1 YEAR TIMELINE
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GET STARTED 1 TO 2 MONTHS

You receive your
APPROVED PLAN
from the NDIS

Look for
PROVIDERS in
your area

Set up your
MyGov ACCOUNT
and myplace
ACCESS

Make SERVICE
AGREEMENTS
with providers

USE YOUR PLAN 9 TO 10 MONTHS

Start using your
FUNDED
SUPPORTS

If you want to
CHANGE your
supports, make
sure you give the
right amount of
notice

Check how much
FUNDING you
have LEFT. Make
sure you use your
funding, but don’t
overspend!

YOUR PLAN REVIEW 4 TO 8 WEEKS

You get a letter
or a phone call
from the NDIS
about your PLAN
REVIEW

YOUR REVIEW
MEETING
with your LAC

You receive your
next APPROVED
NDIS PLAN.
You make new
SERVICE
AGREEMENTS with
providers

YOU CAN ASK YOUR
LAC FOR HELP
VINNIES LAC

Your LAC will ask you:
•
•
•
•

What supports you have now
What your goals are for the future
What new supports you may need to reach these goals
This information will be included in your participant statement.

Your plan and your funding will be based on this information.

AT YOUR PLANNING MEETING
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Your LAC will also ask how you want your funding managed. There are 4 options:
1.

Agency Managed
•
•

2.

Plan Management
•
•
•

3.

A person or business (Plan Manager) pays your providers from your funding
You can use any provider that suits your needs, NDIS registered or not
The Plan Manager keeps all receipts in case the NDIS wants to see how your
funds were spent
Self Management

•
•
•
4.

The NDIA pays your service providers
You need to choose providers that are registered with the NDIS

You pay your providers yourself, from your NDIS funds
You can use providers that suit your needs, NDIS registered or not
You have to keep your receipts in case the NDIS wants to see how your funds
were spent
Combination

You can choose a mix of these options. Speak with your LAC about which option will
be best for you.

VINNIES LAC

UNDERSTANDING YOUR PLAN
Funding for supports comes under 3 categories:
•
•
•

Core – for everyday supports, such as personal care and social support
Capital – for purchase of goods you may need, such as a wheelchair, adaptive
technology, or modifications to your home and/or vehicle
Capacity Building – for increasing your skills and independence, such as training
for using transport, and speech or occupational therapy

Your plan may not contain all of these categories, because it is designed to meet
your specific needs.
Ask your LAC for more information about your plan and these support categories.

18

TRANSPORT
The NDIS supports adults with funding for transport if they are unable to use public
transport, for example, a bus or train. This funding can be used for other forms of
transport such as a taxi or community bus. If eligible, school aged children can get
funding towards their school transport. Ask your LAC for advice.
If you are eligible, this transport funding appears in your NDIS plan in the Core
supports category.  Unlike other funding for supports, money for transport is paid
directly into your bank account every fortnight.
To find out more about transport money, ask your LAC.

VINNIES LAC

Providers are people or businesses that you choose to provide the supports in your
NDIS plan. For example, a support worker, speech pathologist or home modification
service. It is always your choice who your providers are.
A list of a registered NDIS Providers can be found at:
•
•
•

www.mycarespace.com.au
The Provider Finder on the Participant Portal
On the NDIS Website

HOW TO FIND PROVIDERS
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You can get help to find providers in your area by talking with:
•
•
•
•
•

Peer mentoring groups
Other NDIS participants
Your LAC
People in your community
Friends and family

Providers who are registered with the NDIS can’t charge above the amounts in the
NDIS Price Guide. See: https://www.ndis.gov.au/providers/pricing-and-payment
Providers who are not registered with the NDIS do not have to follow the NDIS
Price Guide. You can ask their prices and get quotes from other providers so you
get the best value for the services you receive. This means you will have more
funds available for other services.

VINNIES LAC

HOW TO SET UP A MyGov ACCOUNT
You will need to open a MyGov account to get information                                                                                       
about your NDIS plan. Your MyGov account gives you secure                                                                              
access to myplace, your NDIS portal on the internet.
Here are the steps to set up a MyGov account:
•
•
•
•
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Talk with a trusted friend, family member or                                                                                
community worker with computer skills
Talk to your LAC
Call the MyGov hotline
Visit a Centrelink office

If you don’t have
access to a computer,
try visiting your local
library, a Centrelink
Office, Settlement
Service Providers or
a community centre
which often have
computers available for
public use. Remember
to always log out when
you have finished and
keep your personal
information in a safe
place.

You may already have a MyGov account.
If you don’t, here are the steps for setting one up

STEP ONE

STEP TWO

STEP THREE

Go to my.gov.au, and select
‘Create a MyGov account’.

Next, you will need to agree to
the MyGov terms of use.
You can read through these
first. Then select  ‘I agree’.

Enter your email address in the
space provided.
If you already have a MyGov
account for yourself and
you are opening this account
for someone you care for,
you will need to use a
different email address for
them.

VINNIES LAC

STEP FOUR

STEP FIVE

STEP SIX

A set of numbers (a code)
will be sent to your email
address. This code is for
your security, to make sure
that only you have access
to your MyGov account.
Enter this code in the space
provided. Select ‘Next’.

If you don’t have access to a
mobile phone, select ‘Skip this
step’.

Create a password for your
MyGov account.
This password must have at
least 7 characters, with at
least 1 number and 1 letter.
Enter your password and
select ‘Next’.
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STEP SEVEN
Next, you need to choose 3 secret questions from
the list,  or you can create your own questions.
This is also to make sure your account
is kept secure.
Remember to write down your answers and
put these away safely.

Now your account is created and you are ready
to start linking a service.
For privacy and security, always select ‘Sign out’
in the top right hand corner of the screen when
you have finished using your MyGov account.

VINNIES LAC

The myplace Participant Portal is a secure website you can use to see your NDIS
plan, and check how much of your funding you have used.
You can use the portal to manage services with your providers, and to request
payments if you are self-managing your plan.
You can access the myplace Portal through the mygov or NDIS websites. You will
need an activation code to access the portal for the first time. The NDIS or your
LAC can give you this code.
Your LAC can explain how to:
•
•
•
•

Use the myplace portal
Update your details
Add your bank account to myplace
Check your NDIS funds

Please contact your LAC if you need help to use myplace.

HOW TO ACCESS THE MYPLACE PARTICIPANT PORTAL
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The myplace portal will look like
this on your computer screen

VINNIES LAC

HOW TO MAKE A SERVICE AGREEMENT
A service agreement is a written agreement between you and your chosen provider.
It describes how, where, when by whom and at what price (cost) your services will be
delivered.
A service agreement is different to you NDIS Plan. Your NDIS plan lists your NDIS
supports. A service agreement is about delivering those supports and how you are
choosing to spend your money.
A service agreement should be easy to understand. It should include the hourly rate
and the total cost of the service. The hourly rates are in the NDIS Price Guide. Your
LAC will show you how to use this Guide.
The service agreement should also include what you need to do if you decide to end
that service. Generally, you will need to give 4 weeks’ notice, but you can ask for a
shorter period. The provider also needs to give you the same amount of notice if they
can no longer provide the service to you.
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You can ask your provider to have your service agreement translated in your
preferred language or read to you by an interpreter.
Never sign a service agreement if you don’t understand it or are not happy with it.
Don’t commence a service without a service agreement.
A provider might ask to see your NDIS plan. You do not have to share your full plan
with a provider or anyone else. But you do need to show the provider the goals in
your plan so they are aware of the supports you need.

VINNIES LAC

SECTION THREE
30

3 //YOUR RIGHTS

VINNIES LAC

Fraud is when people, or businesses are dishonest to get money. For example, a
provider might charge you money for a service that you are not receiving or have not
agreed to.
The NDIA has a special Fraud Team that investigates dishonest activity. This is to
keep people with disabilities and their families safe.
If you suspect any fraudulent activity by NDIS participants, providers or staff, you
should contact the NDIA to make a report.
All reports of suspected fraudulent activity committed against the NDIS will be taken
seriously and investigated.

NDIS FRAUD TEAM
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You can report fraud by:
•
•
•

Email: fraudreporting@ndis.gov.au
Phone: 1800 650 717 (you can use the TIS interpreting services to call this
number to speak in your language)
Talking with your LAC

Keeping People Safe
If your LAC has worries about the safety or care of a child, elderly person or person
with a disability, they have to give this information to government services because
this is the law.

VINNIES LAC

PROTECTING YOUR PRIVACY
We recognise the importance of protecting your privacy and personal information.
St Vincent de Paul Society NSW has to follow laws that protect the privacy of
individuals, including the Australian Privacy Principles in the Privacy Act 1988 (Cth).
The Society is also bound by the requirements of the National Disability Insurance
Scheme Act 2013 in its handling of personal information.
The Society sometimes handles personal information relying on exemptions under
these laws including the exemptions in the Privacy Act applicable to not-for-profit
organisations.
We must follow these laws so your privacy is kept safe at all times. We cannot share
your information unless you have said this is okay. You can call or email us any time
to talk about:
•
•
•
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How we use and share your personal information
How we safely store your personal information
Who has access to information collected

To report any matters about privacy, please contact the Privacy Officer at St Vincent
de Paul Society NSW:
Postal Address: PO Box 5, Petersham NSW 2049
Phone: (02) 9568 0262
Email: privacy@vinnies.org.au
You can also contact the NDIS:
Phone:
Email:

1800 800 110
privacy@ndis.gov.au

VINNIES LAC

As you are a customer using NDIS products and services you are covered
by Australian Consumer Law. This means you have rights, guarantees and
responsibilities.
The Australian Competition and Consumer Commission (ACCC) outline your rights
as:
•
•
•
•

The right to be treated fairly.
The right to be given accurate information before you buy.
The right to cancel a faulty service.
The right to a repair, replacement or refund if something goes wrong.

YOUR CONSUMER RIGHTS
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This includes things like:
•
•
•

General products (e.g. groceries, clothes and household items)
Disability related products (e.g. an assistive hearing device or mobility aid such as
a walker, wheelchair or motorised scooter)
General services (e.g. accommodation, cleaning, cooking, personal care,
gardening services or case management supports).

If you are not happy with a service or product, you can make a complaint to the NSW
Department of Fair Trading on 13 32 20.

VINNIES LAC

YOUR RIGHTS AND MAKING COMPLAINTS
You have the right to make a complaint if:
•
•
•
•

You have been treated unfairly
Your rights have not been upheld
You are being abused or mistreated
You are not satisfied with a product or service

There are a few ways you can make a complaint:
Complaints about the Local Area Coordination program
•
•
•
•
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In person: by talking with your LAC or other contact
By email: LACcomplaints@vinnies.org.au
By post: PO Box 5 Petersham NSW 2049
By phone: 1800 795 626

Complaint about the NDIS or a service provider
•
•
•

In person at your local NDIA office
By email: feedback@ndis.gov.au
By phone: 1800 800 110

For further advice, speak to
•
•
•

Complaints Resolution & Referral Service – 1800 880 052
NSW Ombudsman - Phone: 02 9286 1000 or www.ombo.nsw.gov.au
National Disability Abuse & Neglect Hotline – 1800 880 052

VINNIES LAC

KEY CONTACTS
MY QUESTION

WHO TO CONTACT

CONTACT DETAILS

I have an enquiry regarding Local
Area Coordination (LAC)

St Vincent de Paul Society NSW
Local Area Coordination Program

P: 1800 794 934
E: LAC@vinnies.org.au  
W: https://lac.vinnies.org.au

I need an interpreter

TIS National

P: 131 450
W: www.tisnational.gov.au

I want to talk to someone about the
NDIS

National Disability Insurance Scheme P: 1800 800 110
W: www.ndis.gov.au

I’m not happy with the provider of
my disability supports

NSW Ombudsman

P: 1800 451 524
E: nswombo@ombo.nsw.gov.au
W: www.ombo.nsw.gov.au

I’m not happy with an Australian
Government disability agency or
program

Commonwealth Ombudsman

P: 1300 362 072
E: ombudsman@ombudsman.gov.au
W: www.ombudsman.gov.au

I’m not happy with a product or
service I bought

NSW Fair Trading

P: 13 32 30
W: www.fairtrading.nsw.gov.au

I need help to find an advocacy
service

St Vincent de Paul Society NSW
Local Area Coordination Program

P: 1800 794 934
E: LAC@vinnies.org.au  
W: www.vinnies.org.au/LAC
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MY QUESTION

WHO TO CONTACT

CONTACT DETAILS

I want to organise an NDIS
information session in my language

St Vincent de Paul Society NSW
Local Area Coordination Program

P: 1800 794 934
E: LAC@vinnies.org.au  
W: https://lac.vinnies.org.au

I would like to connect with other
people who live with a disability

Diversity and Disability Alliance

P: 0431 430 871
E: info@ddalliance.org.au
W: www.ddalliance.org.au

I would like to connect to my
community or get help to access
other government services

Ability Links NSW

P: (02) 9572 9684 (Sydney)
(02) 4905 0700 (Newcastle)
E:  Ability.Links@vinnies.org.au
W: www.abilitylinksnsw.org.au

I would like to connect with other
multicultural services who support
people with disability

Ethnic Communities Services
Cooperative (ECSC)

P: 02 9569 1288
E: admin@ecsc.org.au
W: www.ecsc.org.au

I would like to talk with someone at
the Society about privacy matters

St Vincent de Paul Society NSW
Local Area Coordination Program

P: 1800 794 934
E: LAC@vinnies.org.au  
W: https://lac.vinnies.org.au

I would like to talk with someone at
the NDIS about privacy matters

National Disability Insurance Scheme P: 03 5224 8348
M: 0472 827 784
E: privacy@ndis.gov.au

ADDRESS OF MY LOCAL VINNIES LAC OFFICE

For a full list of the Vinnies LAC Offices
and to find out about the LAC events you can:
www

Visit Our website: https://lac.vinnies.org.au
Visit Our Facebook page: In Facebook, search ‘Vinnies LAC’ under ‘Groups’
Call us: 1800 794 934 (for an interpreter phone 131 450, then ask for 1800 794 934)
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Email us: LAC@vinnies.org.au

