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QUESTIONS TO ASK BEFORE | CHOOSING AN MNDIS PROVIDER

Questions to Ask Before Choosing an

NDIS Provider

A practical checklist to help participants, families, and carers compare providers with more

confidence

Why this checklist helps

e Gives you useful questions to ask before you sign anything or start supports.
e Helps you compare communication, experience, availability, and cultural fit, not just the

sales pitch.

e Keeps the focus on participant choice, clear expectations, and support that fits real daily

life.

A good provider should help you feel informed, respected, and heard. This checklist is not
about pressure. It is here to help you slow down, ask practical questions, and notice what feels

like a good fit before you move ahead.

1. Communication and responsiveness

Question to ask

Who will be my main contact, and
how quickly do you usually respond
to calls or emails?

Why it matters

You want to know who to contact
when plans change or something
goes wrong.

How do you communicate with
participants and families who prefer
plain language, visuals, interpreters,
or bilingual support?

Good communication should fit the
person, not expect the person to
adapt alone.

Can you explain your service
agreement, cancellations, and travel
in a simple way before we decide?

Clear admin upfront reduces
misunderstandings later.
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2. Availability and practical fit
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Question to ask Tick Why it matters
Do you cur‘rently have CgpaC|ty for A provider can sound great but still
the days, times, or locations we o . .

not fit your actual routine.
need?
What happens if a worker is sick, 5 Backup planning matters, especially
unavailable, or leaves? for regular or high-need supports.
Do you offer telehealth, in-clinic, Flexible options can make supoort
at-home, or community-based i P PP

support where relevant?

easier to maintain.

3. Experience and service quality

Question to ask Tick Why it matters
What experience do you have with
needs similar to ours, such as
behaviours of concern, a You are looking for relevant
psychosocial disability, complex experience, not generic claims.
routines, or communication
differences?
H.OW do you match .p.art|C|pants Good matching affects consistency,
with the right practitioner or i

trust, and outcomes.
support worker?
HO.W do you FeVISW progress gnd Quality providers should be able to
adjust supports if something is not O

working?

explain how they learn and respond.
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4. Goals, choice, and cultural fit
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Question to ask Tick Why it matters
How do you learn about the
participant’s goals, routines, a Supports should align with the
strengths, and what matters most person’s own goals and preferences.
to them?
HOVY do you support pqrt|C|pant Roles should be clear and respectful,
choice and involve family or carers |

. not assumed.
appropriately?
Can you support cultural Feeling safe and understood is part
preferences, gender preferences, or o

language needs?

of good support.

5. Safety, boundaries, and accountability

Question to ask Tick Why it matters
How do vou manade comolaints You should know how concerns are
e dentg and feeoglback'? P ' i handled before you need that
' ' process.
l/l/;;tr';r;ri\\l/r;gfgrr zg;egﬁi'gp do a This helps you understand capability
higher-intensity supports? and oversight.
H9W do you kggp famll!e§ informed The balance between
without overriding participant O

privacy and choice?

communication and rights matters.
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Questions to ask yourself after the conversation

Did they listen well, or did they mostly sell?

Did their answers feel clear, specific, and honest?

Can we picture how support would work day to day?

Did the participant seem comfortable with them?

Do we feel more confident after speaking with them, not more confused?

Quick provider comparison page

Use this page when you are comparing two or three providers side by side after your calls or
meetings.

What matters most Provider 1 Provider 2 Provider 3
.. Notes: Notes: Notes:

Communication feels clear
and respectful
Appointments and Notes: Notes: Notes:
response times suit us

. Notes: Notes: Notes:
Experience matches our
support needs
Cultural fit, language, and Notes: Notes: Notes:
values feel right
We understand pricing, Notes: Notes: Notes:
travel, and next steps
EMPOWERING LIVES WITH HEART SHOP 1/538-546 CANTERBURY RD
AFFECTIVECARE.COM.AU CAMPSIE NSW 2194
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Red flags worth pausing on

You feel rushed to sign, start, or commit before you understand how supports will work.
The provider is vague about communication, cancellations, travel, or availability.

They talk more about filling shifts than understanding the participant, goals, routines, or
preferences.

They rely on phrases like “NDIS approved” instead of clearly explaining their actual
experience and service approach.

They dismiss cultural preferences, family concerns, interpreter needs, or participant
communication style.

They cannot explain how they review progress, respond to feedback, or manage
concerns safely.

Helpful starting points

Affective Care services: Affective Care website

Positive Behaviour Support: PBS service page

Supported Independent Living: SIL page

NDIS access and getting started: NDIS eligibility and Register with NDIS guide

Ready to ask better questions and choose support with more confidence?

Affective Care offers participant-first support across PBS, OT, psychology, support
coordination, SIL, plan management, and aged care services. We focus on clear
communication, culturally responsive care, and support that aligns with the person’s goals.

Call: 1300 615 193 | Email: info@affectivecare.com.au | Visit: affectivecare.com.au
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https://affectivecare.com.au/
https://affectivecare.com.au/positive-behaviour-support-pbs/
https://affectivecare.com.au/sil/
https://www.ndis.gov.au/applying-access-ndis/am-i-eligible
https://affectivecare.com.au/register-with-ndis/
https://affectivecare.com.au/
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