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Welcome to the Movement Five Community 

This Handbook is your  guide to getting started with Movement Five and 

provides you with all the information you will need to know about the 

services we offer here on the Illawarra /  South Coast.  

 

 
 

1 



 

What is included in this Handbook? 
 

About Movement Five         Pg. 3 

Welcome           Pg. 4 

Accountability and Operational Excellence        Pg. 5 

Support Categories          Pg 5 

Accessing Services Offered By Movement Five        Pg. 6 

Participant Rights          Pg 7 

Participant Responsibilities          Pg. 8  

Person Responsible/ Participant Representative/ Parent/ Guardian Responsibilities Pg. 9 

Services            Pg. 9 

Information and Consent         Pg. 10 

Safety           Pg. 11 

Person Centred Support          Pg. 11 

Individual Values and Beliefs        Pg. 12 

Privacy and Dignity          Pg. 12 

Independence and Informed Choice        Pg. 13 

Violence, Abuse, Neglect, Exploitation and Discrimination     Pg. 13 

Participant Money           Pg. 13 

Management of Medication         Pg. 13 

Feedback and Complaints         Pg.  14 

Advocacy            Pg. 18 

Person Centred Plans          Pg. 19 

Service Agreement            Pg. 19 

Incident Management            Pg.20 

Cancellation Policy           Pg. 21 

Support Help           Pg. 22 

Communication           Pg. 22 

Withdrawal/Ending of Support        Pg. 23 

Participant Exit Planning          Pg. 23  

Continuous Improvement           Pg. 24 

Pricing & Codes           Pg. 25 

Respite            Pg. 27 

Client Onboarding           Pg. 28 

Client Coordinators           Pg. 30 

Important Contacts           Pg. 31 

 
 

Movement Five  
Participant and Family Handbook 

Version 1.2  2025   30/7/2025 

                                                                                                                                                                    2 



 

 About Movement Five 
“Young People, Supporting Young People” 

 
Movement Five was co-founded in 2020 by James 

and Kaela to deliver new aged and modern support 

work. James and Kaela are trained in Primary and 

Secondary Teaching and are both Personal Trainers. 

During their time teaching they both worked in 

learning and support which helped spark their early 

work and interest in bettering young people’s lives.  

  
Coming from a PD/H/PE teaching background, 

health is taught from an overall perspective of five 

dimensions. These dimensions include, mental, 

physical, social, cultural and spiritual health. The 

interrelationship between these factors is what 

provides optimal health, with neither one being more 

important than the other.  

 

OUR MISSION  Our mission at Movement Five is to build a community that 

To strive to build connections and a sense of belonging among young people with similar interests. 

We strive for clients to be active within their communities and push their boundaries to take on 

new experiences and create healthier habits. 
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 Welcome 
Congratulations on your choice and making it count, we welcome you to the Movement Five  team.  

We are excited that you have decided to join us, and we look forward to an amazing collaborative, 
happy and successful partnership.  

Our purpose is to support you to achieve your goals, make your choices, and protect your rights. 
For the purpose of the Participant Handbook and all supporting Movement Five Services Pty Ltd’s 
Policies and Procedures, the Participant will refer to all stakeholders unless otherwise specified.  

This includes the Participant/participant/career/person responsible/identified personal 
representative, service provider basically any individual who will benefit from the service 
information provided within the handbook.  

The purpose of the Participant Handbook is to introduce you to Movement Five Services Pty Ltd, 
the services that we offer, what we do, our terms, conditions and relevant supporting resources.  

The Participant Handbook needs to be considered with your Plan and your individual Service 
Agreement. The Participant Handbook is not in itself an exhaustive guide, it has been designed to 
act as a resource and reference tool for you.  

The Participant Handbook will be regularly reviewed and updated to align with any service 
changes and process improvements based on your needs and your feedback. 

You will be notified of any changes as they occur. If you required further information in relation to 
the content or you would like to suggest improvements to the Participant Handbook, please do not 
hesitate to contact us directly using the contact details listed below: 

 
GET IN TOUCH: 
 

We can help you if you require communication support by: 

Using an interpreter  

Giving you information in a format appropriate to your communication needs. 
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Lake Illawarra  (HQ) Address  31 Reddall Parade, Lake Illawarra 2528 

Shoalhaven Address 1375 Bolong Road, Shoalhaven 2535 

Mobile 0434820139 - will be staffed between 8am - 6pm  

Email admin@movementfive.com.au 

Website www.movementfive.com.au 



 

Accountability and Operational Excellence  

We are accountable for all decisions that we make and actions that we take, and we are committed 
to driving a culture of continued learning. 

 

Our Five 
Personal & group Training 

1:1 Support 
Social Groups 

Camps, Trips & Respite 
Occupational Therapy  

 

 

Support Categories 

National Disability Insurance Scheme (NDIS) 

We can assist you with the following NDIS support categories: 

 

0136  Group/Centre Activities 

0125  Participate Community 

0117  Development-Life Skills 

0116  Innova Community Participation 

0115  Daily Tasks/Shared Living 

0108  Assist-Travel/Transport 

0107  Assist-Personal Activities 

0106  Assist-Life Stage, Transition 

0102  Assist Access/Maintain Employment 

0101  Accommodation/Tenancy 
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Accessing Services Offered By Movement Five   

Services can be accessed through self-referral or third-party referral utilising the following 
approach: 

Contact Movement Five Services Pty Ltd via the contact details above. 

The allocated Client Coordinator at Movement Five will be able to answer any of your questions 
and arrange a suitable time to meet with you. 

The NDIS self-directed funding model allows participants control over major decisions including 
which service provider or services you require.  

Movement Five Services Pty Ltd partners with you and supports you to manage your funding 
package. All referral enquiries will be responded to by the appropriate Client Coordinator as soon 
as possible within 2 business days. 

Your Client Coordinator will arrange a time and place to meet with you and discuss your needs and 
your goals and how our services could best support you.  

We will develop a personal plan with you and agree on how we will support you and the nature of 
the support. We will also be in regular contact with you and regularly review and up-date your 
plan.  

 

How it works:  

We provide you with the support that you need to build your confidence and maximise your 
potential. Working in partnership with you we will assist you to explore all your options and apply 
a creative and effective methodology to assist you to manage your funding package and achieve 
your goals. 

Our approach is not a one size fits all approach, you are an individual, your aspirations and support 
requirements will differ to other individuals who we support. We will tailor our support services to 
meet your needs.  

You can decide how much decision-making you will like. We can also assist you to become 
independent in managing your financial services. 
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Participant Rights 

Participants are our organisational focus; we at Movement Five Services Pty Ltd acknowledge 
your rights and actively promote your rights through our services and service delivery model. As 
Participants of Movement Five Services Pty Ltd there are also expectations and standards in place 
to support a strong and mutually agreeable partnership.  
 

We will respect and support your legal and human rights, including your right to: 

 access all information about yourself held by Movement Five Services; 

with your permission, have your person responsible is involved in decisions about your 

plan;  

have your plan developed to include include goals, activities, services and time frames; 

be made aware of the standard of service, which you can expect 

have supports provided in a safe manner which respects your dignity and independence, is 

responsive to the social, cultural and physical needs of yourself and your family; 

complain about the service you are receiving without fear of being disadvantaged 

a person-centred approach which will ensure your views and choices and you will be at the 

centre of all planning and evaluation of the service maximising social participation and 

cultural inclusion. 

 

information and support to help understand and exercise your rights; 

 be treated equally and respectfully 

 plan and make decisions about your services and your life; 

 get help or information to help you decide; 

 involve an advocate, carer or friends and family, and/or have them represent you; 

 choose how you spend your money and funding; 

 receive services that help you reach your goals; 

 practice your culture and religion; 

 choose the people or community you spend your time with; 
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privacy, dignity, and confidentiality; 

 safety; and 

 respect. 

 

Participant Responsibilities 

Participants are required to advise Movement Five Services Pty Ltd if he/she is going to be absent 
from the service or a scheduled meeting. We ask that a minimum of 72 hours’ notice is provided, as 
per the cancellation policy. Notice can be provided in any acceptable communication format being 
phone, email, voice mail message or face to face.  

We do encourage cancellations to be directed to our Client Phone on 0434820139 where 
possible. 

Participants  have responsibilities when you receive our services. It is your responsibility to: 

 respect our workers and other participants; 

take responsibility for the results of any decisions you make; 

 play your part in actively participating our services; 

respect Movement Five property, including staff property; 

be punctual; 

provide accurate information about yourself; 

 be polite to others; 

 act safely at all times; 

 tell us about the services you want and how you want to receive them; 

tell us as soon as possible if you need cancel a supports or service; 

 tell us of any changes in your life that may affect our services; and 

 pay for our services within the timeframe given 
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Person Responsible/ Participant Representative/ Parent/ Guardian 
Responsibilities 

Along with the Participant, the Person Responsible/ Participant Representative/ Parent/ Guardian 

also has responsibilities when accessing our services. These include: 

acting in a way that respects the rights of the Participant and staff; 

speak to the staff and make requests in respectful ways; 

 

share appropriate information only with the correct people; and 

 

work with the Movement Five Services’ staff to ensure information is correct and clearly 

explained 

 

Please contact us if you are unhappy with our services or if there is a problem. You must 
also tell us if: 

you want to stop receiving our services; or 

your NDIS plan changes; 

 receive information in a different format; 

 give feedback about our services and receive a timely and appropriate response 

 
Services  

We will work with you to plan and choose your services. 

We can help you to get information, help or advice to make decisions about any part of 

your services, any time. 

If you make any decisions that we consider to be a risk, we will help you understand what 

might happen if you take that risk. 

Your services will be person-centred and will not restrict your rights. 

If we ever need to make changes to your services, we will inform you. We will explain the 

changes and ask for your agreement. 
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Information and Consent  

We will ask for your consent to collect personal and sensitive information about you.   

Personal and sensitive information can be: 

● your name; 

● your contact details; 

● your health; 

● your religion, nationality or culture; 

● or  photograph or videos of you 

We collect this information from you, or people and providers you consent to, so that we 

can deliver services to you in the most effective way. 

We also use it to improve our services and to follow the law. 

We may take photos or videos of you, but we will only do this if you have given consent. 

We will always tell you what the photos or videos will be used for. If you change your mind 

at any time about what you have consented to, please tell us and we will update our 

records. 

We have ways to protect your information by keeping it in a safe place like on a computer 

or in a file, and protecting it with passwords,  restricted access and locks.  

We only give your information to workers who are directly involved in your services and 

people or providers you consent to. However, sometimes by law we must share your 

information without your consent. This can be to keep you or others safe. If we lose your 

information or if someone steals it, we will inform you immediately.  

You also have the right to look at and get a copy of the information we keep about you. If 

you think any of the information about you is wrong, you can let us know. 

If you are unhappy about how we have kept your information you can make a complaint. 

To learn how to do this, look at the ‘Feedback and Complaints’ section of this handbook. 

We will keep your information for the necessary amount of time in line with the law. After 

that, we will destroy it safely. Please let us know if you would like a copy of our ‘Privacy and 
Confidentiality Policy’. 
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Safety 

You have the right to be safe, respected, free from abuse or neglect and treated equally. 

Our workers are trained to understand your rights and recognise signs when you may not 

be safe, so that they can deliver safe services.  

We will always treat reports of violence, abuse, neglect, exploitation and discrimination 

seriously and encourage you to tell us if this happens to you. 

We will make sure the support environment is always safe for you and other participants. 

With your consent, we may also work with other providers who support you to do this. 

Where it is possible, we will make changes to your support environment so that it is safe, 

suitable for you and meets your need 

 

Person Centred Support  

Just as the phrase “person centred” suggests, a Person-Centred Approach is about ensuring 

someone with a disability is at the centre of decisions which relate to their life. 

A person-centred process involves listening, thinking together, coaching, sharing ideas, and 

seeking feedback. This process is ongoing to make sure each person is supported towards their 

personal goals, even as they evolve and change. 

The ultimate aim is to understand what each individual person wants and needs to live their own, 

personally defined, good life. 

It is most successful when friends and family can support the process and help identify and 

develop the person’s strengths. 

We make sure we have a person-centred approach across all our services– our customers, their 

families, and carers choose when and how they receive support, and by whom it’s provided. 

When we are working with someone, we make sure we keep their strengths and interests, their 

communication preference, and who people they would like to involve, top of mind. 
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Individual Values and Beliefs 

Movement Five Services Pty Ltd values individual Values and Beliefs. We have a diverse group of 
participants. 

● Movement Five Services Pty Ltd Participants perceive events uniquely and in keeping with 

their individualised needs and past experiences. 

● All Participants participate in care that is respectful and non-judgmental among individuals 

and is influenced by past experiences and social support. 

● All Participants and families are actively involved in collaboration and decision-making 

regarding their care. 

● All Participants are capable of assuming personal responsibility for their health, regardless 

of their unique abilities and challenges. 

● All Participants grow and change in an environment of acceptance, trust and empathic 

understanding. 

● Sustained Participant change occurs when Participants feel ready and supported to do so 

and not necessarily when the system expects it.  

● Support workers believe in an individual’s ongoing capacity for self-determination and 

growth and in their own abilities to foster this process with Participants. 

 

Privacy and Dignity 

The following procedures are to be implemented to ensure that Movement Five Services Pty Ltd 

meets its policy objective of ensuring that all Participants of the Movement Five Services Pty Ltd 

have the same level of privacy, dignity and confidentiality as is expected by the rest of the 

community. 

Movement Five Services Pty Ltd will: 

● Only collect information about the Participant that can be shown to be directly relevant to 

effective service delivery and the Movement Five Services Pty Ltd’s duty of care 

responsibilities.  

● Seek the written consent of the Participant or family prior to obtaining information from 

any other source.  

● Seek the written consent of the Participant or family prior to releasing information to any 

other source.  

● Ensure that personal information is stored securely and is not left on view to unauthorised 

Movement Five Services Pty Ltd staff or the general public.  

● Ensure that only those Movement Five Services Pty Ltd staff who need access to the above 

information will be granted access.  
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● Advise the Participant and family of the nature of the personal information that is held by 

the Movement Five Services Pty Ltd about the Participant.  

● Advise the Participant and family of their right to view the information that the Movement 

Five Services Pty Ltd keeps in respect of the Participant.  

● Ensure that personal information about a Participant is only held by the Movement Five 

Services Pty Ltd as long as it remains relevant to the delivery of effective services and the 

Movement Five Services Pty Ltd’s duty of care obligations.  

● Promptly investigate, remedy and document any consumer grievance regarding privacy, 

dignity or confidentiality. 

 

Independence and Informed Choice 

At Movement Five Services Pty Ltd, we ensure that participants get priority with choosing how to 
access their NDIS plan. It is imperative that we sit together and have your input into your plan. 
Should you have any adjustments during the plan, please do not hesitate to contact our team, in 
order that you get the best of your service. 

 
Violence, Abuse, Neglect, Exploitation and Discrimination 

At Movement Five Services Pty Ltd we will ensure that we are: 

● free from violence, abuse, neglect, exploitation or discrimination 

● in a safe environment that is appropriate to their needs 

● where any risks to them are identified and managed 

● where their needs are met by workers who are competent in relation to their role, hold 

relevant qualifications and expertise and experience in providing person centred support 

● where incidents are acknowledged responded to and well managed and learned from 

 

Participant Money 

Participants Money will not be handled at Movement Five Services Pty Ltd’s head office. 

 

Management of Medication 

Participants’ medication will be managed by Movement Five Services Pty Ltd based on our Policies 
and procedures. For more information, please ask staff. 
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Feedback and Complaints  

At Movement Five Services Pty Ltd we welcome feedback and regard this as a primary method for 
identifying areas of strengths and weaknesses in our service delivery model that is leveraged to 
support our continuous service improvement framework. We also support the standards outlined 
by the NSW Disability Standards that stipulates that all participants, families, advocates or carers 
have the opportunity to make a complaint and provide feedback. 

Movement Five Services Pty Ltd has implemented the Movement Five Services Feedback, 
Complaints Policy and Procedure. All stakeholders can freely make a complaint without any 
recrimination. Movement Five Services Pty Ltd employees are aware of the supporting policy and 
procedures and will ensure it is adhered to at all times. 

The procedure to lodge a complaint or provide feedback will be discussed during the Initial 
Meeting and ongoing service reviews. Early resolution of a concern or complaint will always be 
attempted in a collaborative approach reducing the risk of the situation escalating.  

All participants  have the right to give feedback about any part of our services. Or, if you are 

unhappy with our services you can make a complaint.  

You can give feedback or make a complaint in the way you feel most comfortable. 

You can also ask an advocate to make a complaint for you.  

Complaints and feedback can be lodged in the following ways: 

In writing, via email: admin@movementfive.com.au or contact: 0434 820 139 and speak directly to 
Movement Five Services Pty Ltd’s Director – all employees are able to receive your feedback. 

● Speak directly to your Movement Five Client Coordinator, either face to face or over the 

phone 

● Movement Five Services Pty Ltd Director on Phone arrangements can be made to meet 

and discuss 

● the concern or lodge the complaint face to face as well. 

● Complete the Movement Five Services Pty Ltd Complaints and Feedback Form provided 

in the Participant Handbook or on our website. 

● Complaints and feedback help us to know your experience with our service.  

We will always try to resolve complaints quickly and efficiently. If the complaint has not been 
resolved quickly at the source, Movement Five Services Pty Ltd’s Director will contact you with an 
initial response and let you know how we will manage the complaint. 

You are able to appeal if you are not happy with how we have managed your complaint or the 
outcome. 
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NDIS Quality and Safeguards Commission 

Email: contactcentre@ndiscommission.gov.au 

Phone: 1800 035 544 

National Disability Insurance Agency (NDIS Participants) 

Email: feedback@ndis.gov.au 

Phone: 1800 800 110 

Department of Social Services Feedback  

Phone: 1800 634 035  

Email: complaints@dss.gov.au 

Website: www.dss.gov.au 

Abuse 

National Disability Abuse and Neglect Hotline  

Phone: 1800 880 052  

TTY: 1800 301 130  

National Relay Service: 1800 555 677  

Translating and Interpreting Service: 131 450  

The hotline is open 8am–8pm (AEST), every day, Australia-wide.  

Email: enquiries@disabilityhotline.org 

Website: www.disabilityhotline.org 

Australian Human Rights Commission  

Phone: (02) 9284 9600  

TTY: 1800 620 241  

Complaints info line: 1300 656 419  

General enquiries and publications: 1300 369 711  

Fax: (02) 9284 9611  

Email: complaintsinfo@humanrights.gov.au 

Website: www.humanrights.gov.au 

Complaints Resolution and Referral Service  

Phone: 1800 880 052  

TTY: 1800 301 130  
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National Relay Service: 1800 555 677  

Translating and Interpreting Service: 131 450  

Email: crrs@workfocus.com 

Website: www.crrs.net.au 

The Mental Health Emergency Response Line  

Metropolitan: 1300 555 788  

Rural link: 1800 552 002 

Advocacy and Complaint Appeal Groups  

- Advocacy Support Group 

- People with Disability Australia (PWDA) 

- Group and individual advocacy services: Phone: (02) 9370 3100 or toll free 1800422015 

- Website: www.pwd.org.au 

 

Complaints/Feedback Process: 
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If you make a complaint, we will always treat it with respect and privacy. Your services will not be 

stopped, and you will not be treated differently. 

 
Step 1: 

- Contact Movement Five to make a complaint via one of the options listed above. We have 

included our contact details at the beginning of this handbook.  

- You can also make a complaint to the NDIS commission directly (contact details at the end 

of this handbook).  

- If you wish to make a complaint and are uncomfortable talking to a Director or Supervisor, 

you may access the complaint form on the Movement Five website. 

 

Step 2: 
- Movement Five will internally review the report. All relevant parties will be involved and 

updated accordingly.  

- We will contact you within 2 business days to confirm that we have received your 

complaint and we may ask you for more information and ask how you would like it to be 

fixed.  

 

Step 3: 
- All stakeholders will be advised on the resolution of the complaint. Further steps may be 

taken if necessary. 

- We will ask you for feedback about how you felt your complaint was managed and use this 

information to help us improve our services. 

 

 
Complaints can always be made anonymously. 
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Advocacy  
Movement Five acknowledges that any participant of our services has the right to seek support of 

an advocate or advocacy agency to help with all aspects of service delivery provided by Movement 

Five or from other service providers. 

An advocate is someone who protects your rights, helps us to understand your needs and goals, 

and can help you to make decisions. 

If you wish to have an advocate represent or support you, please let us know. 

We will not disclose any  of your information to an advocate when you are not present, unless we 

have your express permission to do so. If you wish us to disclose information to an advocate, you  

will be required to disclose this information and instructions in writing. 

You may wish to use an advocate: 

- Anytime you wish to communicate with us  

- At the initial meeting (meet & greet) 

- During interviews, meetings, and reviews 

- If an incident occurs, or if you wish to make a complaint. 

We can help you to find an advocate if you ask us. A list of disability advocacy agencies is available 

at this link: https://askizzy.org.au/disability-advocacy-finder 

 

What is an Advocate? 

An advocate is a person who supports a participant to protect and promote their rights 

and interests, and help to express their views. An advocate can, with the participant’s 

permission, negotiate on their behalf or support the participant to negotiate for him or 

herself. An advocate ‘stands beside’ a participant to support them to make their own 

decisions. An advocate is an important resource for a participant in situations where the 

participant feels confused, overwhelmed, intimidated or under confident. An advocate can 

be a family member, friend or an outside organisation. 

An advocate should not; give participant’s their personal opinion; solve problems and/or 

make decisions for the participant, or make judgements about the participant they are 

supporting. 
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Person Centred Plans  
The term ‘person-centred’ describes service and supports that are centered on an individual and 
their strengths, needs, interests and goals. Person-centered service delivery ensures that people 
with disability lead and direct the services and supports they use.  

Person Centered Plans are prepared with the Client Coordinator, Participant and/or parent, 
career or person responsible on entry into the service. This is a written document that is reviewed 
every six (6) months or as required. The intention of person-centered approaches is to maximise, 
as much as reasonably possible, the capacity for people with disabilities to take control of their 
lives.  

Person-centered approaches ensure that Participants are at the center of service design, planning, 
delivery and review. The Participant shapes and direct services and support arrangements to suit 
their strengths, needs and goals with the support of families, friends, careers, advocates and their 
circle of support. 

 

Service Agreement  

All Participants will have a Service Agreement implemented when commencing services and after 
their NDIS Plan has been approved. A Service Agreement is not a Person-Centered Plan.  

We will involve the people you wish, such as a carer, support person or advocate, family member or 

friend. 

A Service Agreement contains: 

● Information on what supports the Participant will receive 
● How much funding has been allocated? 
● When, where, how they will receive those supports? 
● How much the supports will cost and how they will be paid for? 
● How long the supports will be for? 
● What is expected of the Participant? 
● What is expected from the Service Provider? 
● How the Service Agreement can be terminated? 
● What to do if problems occur? 
● Information on cancellation policy 
● Emergency and contingency plan 
● Escalation mechanism 
● Feedback, complaints and incident management  

Once the Service Agreement has been completed, it will need to be signed by the Participant or a 

representative of the Participant.  

Both parties (participant and provider) will have copies of the signed Service Agreement. If you 

have a plan manager then this is usually passed on to the Plan Manager for payment. 
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Incident Management  

Movement Five is committed to providing a safe environment for everyone involved in our 

services and supports, as well as visitors and contractors. We have established a formal process to 

report and investigate all workplace accidents/incidents and near misses. This process involves; 

acting in the safest possible way to deal with an incident/accident/near miss, identify the 

contributing factors, efficient reporting of this event, and implementing relevant actions to 

prevent a recurrence.   

If an incident takes place when you are receiving services, our workers will act in line with our 

Incident Management and Reporting System. They will do their best to make sure you are safe. 

After an incident, we will investigate what happened and keep you informed of how  we are fixing 

it. Where it is appropriate, we will involve you, your support coordinator or a family member.  

We will offer you help and support, including helping you to contact an advocate. 

We may ask for your opinion about the incident. This information will help us improve our services 

and stop incidents like this from happening in the future. 

If the incident is very serious, we may need to report the incident to the NDIS Commission in order 

to follow the law. If you want a copy of our Incident Management and Reporting policy or 

procedures, please let us know. 
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Cancellation Policy 

Cancellation by the Participant:  

The provider may charge up to 100% of the agreed price for their time and travel for short notice 
cancellations. 

A cancellation is a short-notice cancellation, if the participant does not show up for scheduled 
support within a reasonable time or is not present at the agreed place and within a reasonable 
time when the provider is travelling to deliver the support. 

Short Notice Cancellation –72 Hours   

• This policy typically applies to Disability Support Work support where a participant has 
provided less than 72 hour's’ notice of cancellation for a support for a support, or if a 
participant does not show up for a scheduled support within a reasonable time or is not 
present at the agreed place within a reasonable time when the provider is travelling to 
deliver the support.  

• If the participant makes a short-notice cancellation, the service will be charged at full rate. 
Short notice includes a COVID/Sick cancellation. 

• A scheduled service that is over $1000 (example a camp or overnight trip)  must be 
cancelled with 7 days notice, if it is cancelled within the 7 days 100% of the service may be 
charged if we cannot fill the support with another client.  This is due to planning and staffing 
allocations and activities that are paid for prior to these trips.  

• The NDIS Pricing Arrangements and Price Limits document indicates that providers can 
claim for a Short Notice Cancellation - 7 clear business days.  At Movement Five we have 
shortened this time and made our cancellation policy within 3 days of the support.  

Short Notice Cancellation – 2 clear business days  

• This policy typically applies to non-disability Support Work support where a participant 
has provided less than two (2) clear business days’ notice of cancellation for a support, or if 
a participant does not show up for a scheduled support within a reasonable time or is not 
present at the agreed place within a reasonable time when the provider is travelling to 
deliver the support.  

• The NDIS Pricing Arrangements and Price Limits document indicates that providers can 
claim for a Short Notice Cancellation – 2 clear business days, in respect of that support 
item.  

• Providers may choose to waive the short notice cancellation fee at their discretion (this may 
relate to the individual circumstances of the participant) or offer better terms of a notice 
period from their own policies.  

Please refer to the NDIS price guide: https://www.ndis.gov.au/providers/pricing-arrangements  

Cancellation by the Provider: 

In the event of a provider's short notice cancellation (or a no-show), you (participant) may be 
eligible to recover 100% of the fee associated with the activity, in accordance with the terms 
outlined in the service agreement with the service provider.  
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Prior to signing this service agreement, any arrangements concerning the associated fees must be 
communicated with the service provider. Cancellations can be communicated via email, text, or 
phone call. 

 

Support Help  

If you need to cancel your booking: 
Sick? 
If you are feeling unwell and can not attend your booking, please contact the Movement Five 

Client Phone with reasonable notice and we can cancel your support.  

 

Support worker doesn’t show? 
If your support worker is not at the designated pick up location at the start of your booking and 

has not already contacted you, please call the Movement Five Client Phone or the staff member 

who is rostered on the pick up.  

 
Movement Five needs to cancel your booking? 
Movement Five will aim to contact you as soon as possible to notify you if there are any changes or 

cancellations to your booking.  
 

 
If you need to get in touch with a participant while they are at Movement Five: 
If you are a parent/guardian/carer/responsible person of a participant at Movement Five and need 

to get in touch with them or their Support Worker, please call the Client Coordinator assigned to 

the participant. The Client Coordinator will take your call and then take the steps necessary to get 

you in contact with the correct person or pass your message along.  

 

 
Client Phone Number: 0434 820 139 

 
Communication- Participants, Participant Representatives, Families, 
Carers 

Communication is through a variety of methods. Examples include, but are not limited to, plans, 
group emails, telephone, email, our organisational website and meetings. 
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Withdrawal/Ending of Support 
In accordance with Australian law, every person has the right to make their own choices. 

  

Movement Five staff support and enable all participants in their choice and decision makings, 

including their right to make dignity of risk choices. If you end our services, we will help you plan 

other services to meet your needs or give you information about other providers. If you give 

consent, we may give other providers information about your needs.  

 

Access to support available and provided by Movement Five will not be withdrawn or denied 

solely on the basis of a dignity of risk choice made by the participant. You can end your services at 

any time. However, our late cancellation policy will still apply if you have services currently 

scheduled within that time frame.  

 

If the participants want to move on from Movement Five and our services, they will be supported 

in the safest way possible. Movement Five and all relevant parties will support the participant and 

their guardians to withdraw their supports appropriately.  

If we want to stop delivering our services to you, we must give you a reason why and tell you at 

least 7 days before. We may stop delivering services to you if we think we cannot help you, you do 

not pay for the services we deliver, or you break our agreement. 

Exit planning is an integral part of the process and is conducted in close consultation with the 

person, and where appropriate the family, carer and any other important people from the person’s 

support network. This process includes a ‘Participant Exit Survey’ and an option for an Exit 

Interview if the participant/family/carer wishes to do so.   

 

Participant Exit Planning 

We are committed to providing Participants with information and support through the process of 
transition or exit from our programs or services. For more information on how to exit or transfer, 
please speak to your Client Coordinator or you may request a copy of our service exit and 
transition policy and procedure. 

We will ensure: 

● All Participants are provided with the necessary information and explanation in 
appropriate communication formats in relation to their transition/ exit from the service. 

● Participants are provided with information and support through the process of transition 
or Exit from the organisation’s programs or services. 

● Participant transition strategies and exit planning will be documented in the Participant’s 
individual person-centred plan. 

● The Participant exit process is clear and that the organisation adopts fair and 
non-discriminatory processes when a Participant chooses to or is required to leave the 
service. 
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Continuous Improvement  

You have the right to give us feedback – positive and negative. We will use any negative feedback 

to improve our services. Positive feedback lets us know what we are doing well so we continue to 

include this in our services.  

We may ask you to tell us your thoughts about our services. We may do this by giving you a survey 

to fill in or we may ask you in a more informal manner. Sometimes we will ask for your thoughts on 

a particular part of our services.  

For example:  

➢ how we fix complaints; 

➢ how our services help to achieve your particular goals; 

➢ how we deal with incidents; or  

➢ how we respect your rights. 

We aim to improve continuously. The following are some of the things we look at to guide how we 

improve: 

● Surveys; 

● Feedback; 

● Complaints;   

● Incidents; and 

● Audits. 
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Pricing & Codes 
We follow the NDIS guidelines for our pricing arrangement and limits. The table  below 

outlines our pricing and line items we can access from the NDIS.  

 

1:1 Support 

 

 
 
Capacity Building  
 
All of our capacity building follows the same pricing as our Core support prices.  
 

Community Engagement Assistance  - 15_045_0128_1_3 

Skills Development and Training - 09_009_0117_6_3 

Skills, Development and Training Including Public Transport - 15_037_0117_6_3 

Community Participation Activities 09_011_0125_6_3 

Transport- $1/km travelled with staff  

Travel - Up to 30 mins time from Head office (Lake Illawarra) to pick up address 
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Core 1:1 

Access Community Social and Rec - Standard - Weekday 04_104_0125_6_1 $70.23 

Evening rate (after 8pm) 
Access Community Social and Rec - Standard - Weekday 04_103_0125_6_1 

$77.38 

Access Community Social and Rec - Standard - Saturday -  04_105_0125_6_1 $98.83 

Access Community Social and Rec - Standard - Sunday -  04_106_0125_6_1 $127.43 

Access Community Social and Rec - Standard - Public Holiday -  
04_102_0125_6_1 

$156.03 

Assistance with Self - Care  Activities - Night Time Sleepover 
01_010_0107_1_1 

$297.60 

Transport - Activity based Transport 04_590_0125_6_1 $1/km  

Travel - up to 30 minutes. Billed at the same amount as the support.   



 

 

Groups  
The NDIS has brought in this new way of invoicing to outline the 3 different costs instead of having 

one cost, these are made up of Direct support, Non face to face cost as well as a Centre Capital 

Cost. The prices outlined below are a rough estimate due to the non face to face costs varying 

depending on the length of the group as it is worked out as a percentage of time. This is also based 

on a 4hr group support with shifts longer or shorter than this varying slightly in price. 

For group supports an hour of support will be broken as follows: 

 

- Direct support rate (Support divided by the amount of people in the ratio), Non face to face 

cost (Planning), & Centre capital costs (Costs to cover running a centre). 

 

Group Activities 1:2 1:3 1:4 1:5 

Group Activities - Standard - 
weekdays - Daytime - 

04_102_0136_6_1 
Centre capital costs - 

04_599_0136_6_1  
Non face to face cost  

04_102_0136_6_1 

 
 

$41.21 

 
 

$30.68 

 
 

$25.94 

 
 

$23.67 

Group Activities - Standard - 
weekdays - Evening  - 

04_103_0136_6_1 
Centre capital costs - 

04_599_0136_6_1  
Non face to face cost  

04_102_0136_6_1 

 
 

$45.15 

 
 

$33.53 

 
 

$28.33 

 
 

$25.81 

Group Activities - Standard - 
Saturday - Daytime - 

04_103_0136_6_1 
Centre capital costs - 

04_599_0136_6_1  
Non face to face cost  

04_102_0136_6_1 

 
 

$56.97 

 
 

$42.12 

 
 

$35.45 

 
 

$32.25 

Group Activities - Standard - 
Sunday - Daytime - 
04_104_0136_6_1 

Centre capital costs - 
04_599_0136_6_1  

Non face to face cost  
04_102_0136_6_1 

 
 

          $72.68 

 
 

$53.57 

 
 

$44.96 

 
 

$40.83 

Group Activities - Standard - 
weekdays - Public Holiday - 

04_106_0136_6_1 
Centre capital costs - 

04_599_0136_6_1  

 
 

$88.41 

 
 

$65 

 
 

$54.47 

 
 

$49.41 
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Non face to face cost  
04_102_0136_6_1 

Kilometres - 04_591_0136_6_1 - 
Activity Based Transport   

$0.50 per km  $0.33 per km  $0.25 per km  $0.20 per km 

 
Camps & Trips  
All camps and trips will have an individual quote sent out before the trip with NDIS prices and any 

out of pocket expenses. Ratios will be dependent upon the clientele going.  

- Most of our adult trips go at a 1:3, 1:4 ratio.  

- Most of our School aged camps are at a 1:1, 1:2 or 1:3 ratio. 

 

1:1  1:2 1:3 1:4 

STA AND Assistance - 
Weekday 01_058_0115_1_1 

STA AND Assistance - 1:2- 
Weekday 

01_054_0115_1_1 

STA AND Assistance - 1:3- 
Weekday  

01_062_0115_1_1 

STA AND Assistance - 1:4- 
Weekday  

01_045_0115_1_1 

STA AND Assistance - Saturday 
01_059_0115_1_1 

STA AND Assistance - 1:2- 
Saturday  

01_055_0115_1_1 

STA AND Assistance - 1:3- 
Saturday 

01_063_0115_1_1 

STA AND Assistance - 1:4- 
Saturday 

01_051_0115_1_1 

STA AND Assistance - Sunday 
01_060_0115_1_1 

STA AND Assistance - 1:2- 
Sunday 

01_056_0115_1_1 

STA AND Assistance - 1:3- 
Sunday 

01_064_0115_1_1 

STA AND Assistance - 1:4- 
Sunday 

01_052_0115_1_1 
 

 
Respite 
 
Movement Five offers emergency respite, weekend stays and short term accommodation (STA) to 
existing and new clients. We understand that some stays may be last minute or without warning, 
we are committed to being flexible and tailoring what this support looks like based on each 
participant’s / families needs. 
 
Our Shoalhaven House location provides a safe and comfortable environment for individuals to 
rest and recharge. Whether you need immediate support, a weekend break, or a temporary stay, 
our team is here to ensure you receive personalised care in a welcoming setting, tailored to your 
unique requirements. 
 
Quotes will be tailored and sent out for respite enquiries.  
Please enquire via phone (0434820139)  or email (admin@movementfive.com.au).  
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Client Onboarding 

Enquiry  

We receive your enquiry for support, we will respond to this within three business days, usually via 

phone call just to chat and get some more information on how we can best support you or the 

participant. A screening will take place to ensure the participant is the right fit for the company 

and vice versa that we can best support the participant.  

Meet & Greet 

We will arrange a ‘Meet & Greet’ either at our HQ in Lake Illawarra,  your local cafe, or your 

residence whatever best suits the participant. This meeting gives us a chance to introduce 

ourselves and map out how we can best support the participant as well as see our facilities and 

meet some staff and coordinators. If all parties are happy after the ‘Meet & Greet’ process and 

would like to proceed with our services, we will ask you to fill in an Enrolment Form (online or 

paper copy). You will also be assigned a client coordinator at Movement five during the meet and 

greet. This is your point of contact for all things relating to support at Movement Five.  

Enrolment Forms & Service Agreement 

Once we have received your enrolment form information we can send out your Caremaster Client 

app login details via email, see below.  We will also send out a service agreement that with the 

support costs to the person in charge of the plan, We require this to be signed before support 

starts so your plan managers can pay invoices. Movement Five at this stage is able to Support 

participants who are Self managed or Plan managed. We can also support clients without NDIS 

plans.  

Caremaster Client App 
At Movement Five, we use a client app called Caremaster. 

On this app you can: 

●  Keep up to date with upcoming support. 

●  Get news updates about upcoming events or changes. 

●  Request or cancel support. 

● View details about your support, including start and finish time. 

● See who your support worker is for each support.  

 

 

 

 

 

 

Movement Five  
Participant and Family Handbook 

Version 1.2  2025   30/7/2025 

                                                                                                                                                                    28 



 

Downloading the App: 

During the onboarding process, you will receive two Caremaster emails: 

1. Welcome to Caremaster and Movement Five email 

2. Caremaster login details, including a temporary password and the 4 digit provider code 

(4046). 

Please follow the instructions and steps included in the email. 

Support  

After your first support with us we will check back in to see how it went and make any 

changes where necessary.  

Requests for supports can be made in the following ways: 

Phone or email requests  

Caremaster App using the    button on the home screen 

Visit our Movement Five HQ 

A general enquiry through the Movement Five website (via the ‘Say Hello’ tab) 

Find us on social media and contact us through Instagram or Facebook 
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Client Coordinators 
 
At Movement Five, the Client Coordinator plays a key role in ensuring that participants receive 

the highest level of support and care. As the main point of contact, the Client Coordinator works 

closely with participants, their families, and the broader support team to develop and implement 

tailored plans that meet individual needs.  

They assist with navigating the NDIS system, coordinate services, and ensure that all aspects of a 

participant’s journey—whether it’s accommodation, respite, or other supports—are seamlessly 

delivered. 

Our Client Coordinators are dedicated to providing clear communication, ongoing support, and 

advocacy, ensuring participants' goals are achieved in a way that is both efficient and 

compassionate. 
Meet our Team! 

 
    Aimee                Jade                                 Rachel  

 
 

          Brad                       Brooke                                          Emma - OT 
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Important Contacts  

NDIS Commission 

The role of the NDIS Commission is to improve the quality and safety of NDIS supports and 

services. 

You can call the NDIS Commission on 1800 03 55 44. Or you can write to them at: 

➢  www.ndiscommission.gov.au 

➢ contactcentre@ndiscommission.gov.au 

NDIS Quality and Safeguards Commission 

PO Box 210 
 Penrith NSW 2750 

Further details about contacting the NDIS Commission are available at: 

https://www.ndiscommission.gov.au/about/contact 

The Office of the Australian Information Commissioner 

The role of the Office of the Australian Information Commissioner (OAIC) is to ensure that 

personal information is protected. The OAIC will investigate complaints about breaches of privacy. 

Contact the OAIC on 1300 363 992. 

 Alternatively, you can write to them at: 

● enquiries@oaic.gov.au 
● Office of the Australian Information Commissioner  

GPO Box 5218 
Sydney NSW 2001 
 

Further details about contacting the OAIC are available on their website: oaic.gov.au 
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Signatures 

 

I confirm that I have read, understood and agreed to the above policies including the cancelation 
policy, payment process, feedback procedure and my responsibilities.  

The parties agree to the terms and conditions of this service agreement. 

 

Participant or Legal Guardian Signature: _____________________________ 

Name: _______________________ 

Date:  _______________________ 

 

 

Movement Five Services Pty Ltd Representative Signature: _____________________________ 

Name: _______________________ 

Date:  _______________________ 
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