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Purpose 

A scalable model of partnership between the Agency and service 
providers for person-centred service delivery

‘Identifying effective treatment, care and support for a 
participant requires collaboration and open communication 
between the participants, the NIISQ Agency, the participant’s 
family and caregivers and service providers’

S59(e) NIISQ Act 2016

Recognises and values the 
role of service providers inn 
empowering participants to 

live their best lives.

Commits to an efficient and 
effective process for timely 

approval and payment.

Collaborates and 
acknowledges the 

challenges of service 
delivery, and invests in 

service capability.

Monitors outcomes 
and builds continuous 

improvement into systems of 
service delivery.

Aligns with industry 
recognised registration 

and accreditation.

Supports the 
implementation of the 

Quality and safeguards 
framework.
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Background
Section 59(e) of the National Injury Insurance Scheme (Queensland) Act 2016 states that:

The NIISQ Agency (the Agency) values the significant role that treatment, care and support providers have 
in supporting participants to live their lives. 

The Provider partnerships framework (the framework) is designed to guide and strengthen the Agency’s 
partnership with treatment, care and support providers (service providers).

The framework is a scalable model of partnership between the Agency and service providers for person 
centred service delivery:

• recognises and values the role of service providers in empowering participants to live their best lives

• collaborates and acknowledges the challenges of service delivery, and invests in service capability

• aligns with industry recognised registration and accreditation

• commits to an efficient and effective process for timely approval and payment

• monitors outcomes and builds continuous improvement into systems of service delivery

• supports the implementation of the Quality and safeguards framework.

Legislation

The Provider partnerships framework is based on the:

• National Injury Insurance Scheme (Queensland) Act 2016 (NIISQ Act)

• National Injury Insurance Scheme (Queensland) Regulation 2016 (Regulation).

Scope

NIISQ is a no-fault scheme that provides necessary and reasonable lifetime treatment, care and support to 
those who sustain eligible serious personal injuries in a motor vehicle accident in Queensland, on or after 1 
July 2016. This framework applies to services approved for eligible participants under the NIISQ Act. 

Treatment, care and support services under section 8 of the NIISQ Act that are applicable for this 
framework include:

• medical and pharmaceutical treatment

• dental treatment

• rehabilitation

• respite care

• attendant care and support services

• aids and appliances, other than ordinary personal or household items

• prosthesis

• home or transport modifications.

identifying effective treatment, care and support for a participant requires 
collaboration and open communication between the participant, the agency,  
the participant’s family and caregivers, and service providers.
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Hospital, ambulance, public health, education or vocational training, and mainstream services are excluded 
from this framework. 

The Agency funds treatment, care and support that is necessary and reasonable. The Agency must have 
regard to whether the treatment, care and support received by a participant is evidence-based, reflects 
community expectations, and provides value for money. Whether the service is appropriate and whether 
the service provider is appropriate must be considered. See the Guideline for necessary and reasonable 
considerations (PDF, 152KB).

Consistency with the Quality and safeguards framework
The Provider partnerships framework facilitates the delivery of safe, quality services under the Quality and 
safeguards framework. 

The framework is intentionally consistent with the Quality and safeguards framework as it shares the 
domains of:

• service providers and quality service

• person-centred service delivery

• service and system improvement.

The framework describes the Agency’s approach to working with treatment, care and support service 
providers.

General principles
The general principles of the NIISQ Act directly applicable to the framework are that:

 a)  participants in the scheme should be assisted to set and achieve individual goals 

 b)   participants should be supported to maximise independence, participation in the community and 
employment 

 c)   participants should be encouraged, and given the opportunity, to take part in decision-making and 
exercise choice and control 

 d)  the dignity and rights of participants is to be respected 

 e)   identifying effective treatment, care and support for a participant requires collaboration and open 
communication between the participant, the agency, the participant’s family and caregivers, and 
service providers.

https://niis.qld.gov.au/wp-content/uploads/2022/09/GUIDELINE-necessary-and-reasonable-decision-making-V3.pdf
https://niis.qld.gov.au/wp-content/uploads/2022/09/GUIDELINE-necessary-and-reasonable-decision-making-V3.pdf
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Partnership model
The Agency relies on treatment, care and support providers to deliver the services that NIISQ participants 
need. The framework guides the level of partnership that the Agency may adopt with each service provider 
group for the purpose of person-centred service delivery to participants. The Agency aims to facilitate 
effective partnerships that recognise the needs of service providers for timely information and payment of 
services. 

The Agency’s commitment to service providers is to:

 1. treat service providers with courtesy and respect

 2. clearly communicate service requirements

 3.  provide information relevant to the requested service, including any potential risks for the participant 
and provider, in a timely manner. 

 4. provide guidance or someone to talk to about policy, completion of forms and complex requests

 5. communicate about our approval of services and process payments in a timely manner

 6. invite feedback and collaboration for service system improvement.

The framework recognises the different ways that treatment, care and support service providers work with 
participants. This is outlined in a three-tiered model of quality assurance requirements, expectations for 
service delivery and engagement with the Agency. 

The factors that assist to identify the level of engagement that service providers have with participants and 
the Agency are:

• the nature of service and where it is delivered e.g., equipment supply vs personal treatment or care

•  how closely the service provider works with participants e.g., consultation vs personal assistance for 
self-care

•  the level of risk to participants if quality service is not provided e.g., daily dependence on specialised 
support for enteral feeding, respiratory equipment, etc.

• significance in supporting the participant to achieve their individual goals

• influence in prescribing or recommending other services

• impact on financial considerations for sustainability of the scheme.

The Agency will tailor the level of engagement with service providers and peak bodies according to 
how often participants rely upon the group of services and the significance of the services in supporting 
participants to achieve their goals. While there is not a need to develop strong relationships with all 
providers, engagement at an Agency-wide level with relevant industry associations and service provider 
groups promotes the service needs of NIISQ participants, identifies shared challenges, and opportunities 
for collaboration.

The Agency is developing resources and guidance for service providers to understand the expectations 
for working with NIISQ participants. Interactive forums, regular meetings and opportunities to hear from 
experts, about evidence-based practice and research, are some of the ways that the Agency may develop 
relationships with service providers and build service capacity.
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The three tiers of partnership are non-exclusive and are referenced as a guide for how the Agency 
organises overall engagement with service providers. The nature of some services may vary the 
requirements across tiers. The level of requirements and engagement with Tier 1 is high, Tier 2 is tailored to 
the type of service and Tier 3 focuses on streamlined transactions for quality products.

Tier 1 Care and support 

• Attendant care and support

• Services for the coordination of treatment, care and support

• Support needs assessment

• Home modifications assessment

• Home modifications

Tier 2 Treatment and rehabilitation

• Medical, including prescription of pharmaceuticals

• Health 

• Nursing

• Allied health, including prescription of specialised technology and equipment

• Exercise physiology

Tier 3 Supply of equipment, consumables, pharmaceuticals

• Consumables 

• Pharmaceuticals 

• Specialised technology 

• General equipment 

• Maintenance
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Figure 1 Provider partnerships framework

Tiered partnership 
arrangements

1. Care and  
Support

Attendant care and support 
services for coordination of 

treatment, care and support, 
support needs assessments, 

home modifications

Supporting achievement of 
participant goals
•  High levels of quality 
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Contributing to identification 
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Rehabilitation

Medical, health, nursing, 
allied health, prescription 
of specialised technology, 

exercise physiology

3. Supply of 
equipment, 

consumables, and 
pharmaceuticals
Purchase of consumables, 

pharmaceuticals, specialised 
technology, and general 
equipment, equipment 

maintenance

We monitor outcomes and 
work with you to improve 
systems and services

We exchange 
information and share 
responsibility for 
positive participant 
outcomes

We will be 
efficient in 
transacting

We will provide 
information and 
respond to our 
requests

Service groups



NIISQ Provider partnerships framework Page 9

Service providers and quality services
There are multiple registration, accreditation and service arrangements for the health, aged care and 
disability organisations. The partnership model includes recognition of existing professional and industry 
accreditation and registration systems.

• National Registration and Accreditation Scheme for medical and allied health professionals

• Registration with the National Disability Insurance Scheme

• Accreditation with the Aged Care Quality and Safety Commission.

Each tier of service delivery and the various requirements are outlined below.

Figure 2 The three tiers

Note: Tiers are not exclusive. The nature of some service requirements may cross tiers.
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Tier 1 Care and support
Tier 1 includes:

• attendant care and support

• respite care 

• services for the co-ordination of treatment care and support

• personal support needs assessment

• home modifications assessment and project management.

Care and support providers deliver essential and enabling support to participants for their activities of 
daily living and access to the community. Their level of engagement with participants is high. Where the 
participant’s dependency on quality service delivery is high, the level of risk to safety and well-being, is 
high. 

Services are delivered in the participant’s home and the community. Personal assistance may include 
activities such as assistance with showering, meal preparation and shopping. Participants need to feel 
safe and comfortable with their workers and trust their provider to handle their information appropriately. 
Appropriate levels of workforce screening, qualifications and skills are required. 

Collaboration between the Agency, participants and service providers is essential for the delivery of person-
centred service delivery. Regular service provider forums are organised by the Agency to build professional 
relationships with Tier 1 organisations, provide information about contemporary practice and working with 
the Agency. The Agency builds collaborative relationships with peak bodies and associations.

To deliver treatment, care and support services to participants, service providers must demonstrate 
registration/and or accreditation with a relevant body. 

That registration and accreditation includes:

• relevant qualifications and delivery against industry service standards

• a code of conduct relevant for the industry

• appropriate workforce screening and recruitment

•  an accessible complaints process and positive complaints culture (a positive complaints culture 
is one where participants feel safe to raise their concerns and complaints are welcomed as 
opportunities for service improvement) 

•  a risk-based incident management system suitable for the size of the business – some incidents 
must be reported to the Agency in accordance with the Reportable incidents policy (PDF, 464KB). 

In addition, the Agency requires:

• regular reports about service outcomes. 

•  adherence to NIISQ Agency service standards (the standards include expectations for person-
centred service delivery).

https://niis.qld.gov.au/wp-content/uploads/2022/06/NIISQExPol8-NIISQ-Agency-Reportable-Incident-Policy.pdf
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Tier 2 treatment and rehabilitation providers

Tier 2 includes:

• medical, including prescription of pharmaceuticals

• health 

• nursing

• allied health, including prescription of specialised technology and equipment

• exercise physiology

• prosthesis.

Treatment and rehabilitation providers support participants in their recovery after injury and may prescribe 
specialised technology or other services to assist participants to live their lives. Their level of engagement 
with participants is frequent in the initial stages post-injury and gradually decreases as a participant’s injury 
stabilises and independence and maintenance goals are achieved. Some participants may need to access 
services again if their personal situation changes.

The services are delivered in rooms, clinics, gyms, in the participant’s home, or in the community. The 
nature of services includes consultation, assessment, therapy or assistance with therapeutic exercise and 
activity. 

Because most service providers are sole traders or small organisations, the Agency seeks to build 
collaborative relationships with peak bodies and associations. The Agency distributes newsletters/updates 
as required. Attendance at service provider forums is welcomed.

To deliver treatment, care and support services to participants, tier 2 service providers must demonstrate 
registration/and or accreditation with a relevant body. 

Some allied health professional groups are not registered and accredited under National Registration and 
Accreditation Scheme (NRAS). The Agency therefore requires:

• demonstration of professional association membership recognised by the Agency

•  a simple and accessible complaints and feedback process where participants are encouraged to 
raise their concerns

• a process for reporting incidents to the Agency in accordance with the Agency’s procedure

• treatment that is evidence based with participant progress monitored 

•  adherence with the NIISQ Agency service standards which outline the requirements for person-
centred service delivery.

Tier 3 supply of equipment, consumables and pharmaceuticals

Tier 3 includes:

• consumables e.g., continence products, wound care, stoma care 

• pharmaceuticals prescribed by an appropriate medical service provider

• specialised technology e.g., electric wheelchairs, assistive communication devices

• general equipment e.g., wheelchairs, hoists

• maintenance of wheelchairs and specialised technology.
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Timely and quality supply of prescribed technology, general equipment, consumables and pharmaceuticals 
contributes to the health and well-being of NIISQ participants. A dependable supply is essential for 
general health and well-being. Contact with suppliers is intermittent or ad hoc. Subject to the prescriber’s 
recommendations, the Agency’s objective is to source products that are available and easy for the 
participant to access. 

The Agency seeks to streamline transactions for quality products. Value for money and strategies to secure 
supply in hard-to-reach areas are considered. This applies to consumables and generalised equipment.

Specialised equipment, such as electric wheelchairs, must be appropriately prescribed. The dimensions 
and features of some wheelchairs may be customised to an individual. 

Arrangements for trial and comparison with other chairs require service providers who understand the 
needs of the participant and work well with the prescribing allied health professional.

A proactive maintenance schedule and timely repairs are required for ongoing reliability and safety of 
wheelchairs, hoists and other assistive equipment. 

All participants have rights under consumer law as per the ACCC webpage on Consumer guarantees. If 
there are issues with the delivery or condition of purchased products the Agency may contact the supplier 
to have the issue addressed. If the issues are unresolved the matter may be appropriate to raise with the 
Office of Fair Trading.

All suppliers are required to deliver services to participants with respect as detailed below in person-centred 
service delivery.

Person-centred service delivery
Person-centred practice is about putting the participants, needs, preferences and aspirations at the centre 
of planning and service delivery. It includes listening to the participant and treating them with respecti. 

The Agency has an expectation that all service providers:

• treat participants with courtesy and respect for their culture and identity

• respect a participant’s rights to be free from harm and to be treated as an equal citizen

• include a participant in decisions relating to their own treatment, care and support

• communicate information in a way that is easy to understand

• welcome feedback about their own service delivery and action any concerns raised. 

The Agency is working with participants to document what participants expect of their service providers. 
This will assist providers to describe the standard of service delivery to their workers and assist participants 
to know when to raise concerns. 

Tier 1 and tier 2 service providers work directly with participants. The service providers work to a code of 
conduct relevant to their profession or industry.

To deliver person-centred services requires positive attitudes to people with disability and a culture that 
welcomes people to speak up about their service and responds with acknowledgement and action. 

https://www.accc.gov.au/consumers/buying-products-and-services/consumer-rights-and-guarantees


NIISQ Provider partnerships framework Page 13

Culture and identity, dignity

The Agency requires all service providers to respect a participant’s culture and identity and deliver services 
that are inclusive. A person’s dignity and human rights are also to be respected in the way that services 
are delivered. The Agency seeks to engage a range of service providers reflecting the diversity of the 
participant group, including First Nations people.

Maximise independence and participation 

Participants are supported to achieve their goals, maximise independence and participate in the community, 
education and employment. 

Achievement of independence can be about the right support at the right time, requiring providers to 
deliver person-centred active support. The Agency expects that attendant care and support providers train 
their support workers in the principles of person-centred active support. Person-centred active support is 
designed to make sure that people who need support have the chance to be fully involved in their own lives 
and receive the right range and level of support to be successfulii. 

Decision-making

Article 12 of the United Nations Convention on the Rights of Persons with Disabilities states that all 
people with disability participate in decisions that relate to them. Participants are supported to the level of 
their capacity in decision making. Service providers should provide information in a way that is easy for 
participants to understand, support informed choice and take participants through an objective process of 
decision-makingiii. 

Monitor and review 
The Agency monitors and reviews the treatment, care and support received by participants under the 
scheme. Information from service provider reports, participant feedback, complaints and incident reporting 
processes indicate how participants experience service delivery. 

If there are concerns the Agency seeks to work with participants and providers to strengthen the service 
system as a first course of action.

The Agency will act when:

• there is abuse, neglect or exploitation of a NIISQ participant

• a concern raised relates to professional misconduct by a medical or allied health provider 

• a participant has not been treated with respect for their human rights, culture and identity

• there are poor outcomes from service delivery

• any other matters that relate to the safety and quality of treatment, care and support services. 

The types of action that the Agency may take are dependent on the type of service, whether a regulatory body 
is involved, and the impact of the identified issue on the safety of NIISQ participants. Participants may be 
supported to raise a concern with an appropriate regulatory body such as the Queensland Police Service, Office 
of the Health Ombudsman, Queensland Human Rights Commission and the Office of Fair Trading.

The Agency recognises the key role of other regulatory bodies in handling concerns about treatment, care 
and support services and will exchange information about the safety of services as outlined in relevant 
legislation. 
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Actions the Agency may take include:

• requiring a service provider to update procedure or invest in staff training

• requiring a service provider to remedy the issue (refund, amend service arrangements)

• not approving a service for payment

• agency audit of service provider in accordance with a service level agreement or contract

• requirement for independent investigation

•  limit on the type of services to be delivered and/or number of NIISQ participants that may be 
serviced for a period

• supporting participants to change service provider (with consent)

• referring to an appropriate regulatory body for information or action.

Service and system improvement
The Agency welcomes feedback from participants and service providers to continuously improve the 
service system. Some of the ways that the Agency identifies opportunities for improvement are:

• surveys and direct engagement with participants, service providers and peak bodies

• feedback from Support Planners and Agency teams

• feedback through complaints and incident management processes

• monitoring service and participant outcomes

• research about evidence-based practice and quality of life for NIISQ participants.

The experience of treatment, care and support service providers can lead to the identification of system 
issues and opportunities for improvement. Collaboration with service providers through direct engagement 
and forums helps to identify opportunities for process improvement, research, innovative programs and new 
resources.

The Agency considers data and information related to treatment, care and support service delivery to 
understand the challenges for participants and service providers. The responsiveness of service providers 
to incidents and complaints provides information about the person-centred approach and quality of service 
to participants. It also assists to identify the need for local service improvements and contributes to data 
about systemic issues.

Tier 1 providers are requested to report information to the Agency. Development of useful measures for 
person-centred service delivery is an opportunity for collaboration, as the Agency and service providers 
share the same objective.

The Agency has a plan for regular service provider forums to promote research and best practice, learn 
about the Agency and network with other providers. This engagement contributes to the capacity of service 
providers to deliver safe and good quality services. The Agency funds contemporary evidence-based 
research and collaborative programs to further develop the capacity of the service system.

Once established, progress against this framework will be measured on an annual basis to continuously 
improve the Provider partnerships framework. 
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Bigby C, et al. Every moment has potential EVERY MOMENT HAS POTENTIAL - About Every Moment 
Has Potential (activesupportresource.net.au) (access Jan 22)

iii  Bigby, C & Douglas, J. (2016) Support for Decision Making, A Practice Framework. La Trobe University 
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Society NSW

Douglas J & Bigby C. (2018) Development of an evidence-based practice framework to guide decision 
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