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Introduction

Purpose of the code of conduct

The purpose of the NIISQ Agency service provider code of conduct (the code) is to:

• make explicit the Agency’s expectations of service providers ethical and professional conduct 

•  obligate service providers to operate in accordance with the core guiding principles of the 
Scheme when they deliver treatment, care and support services approved and funded by  
the Agency

•  establish expectations of behaviour that NIISQ participants can expect from their NIISQ service 
providers.

Application of the code of conduct

All service providers who agree to and have been approved by the Agency to provide funded treatment, 
care and support goods and services to NIISQ participants are obligated to comply with this code of 
conduct, including:

•  NIISQ registered attendant care support service providers including individual team members/
workers employed/subcontracted and individuals otherwise engaged by the service provider

• NIISQ registered support coordination service providers 

• NIISQ registered home modifications service providers

•  any service providers not required to formally register with the Agency but approved and  
funded by the Agency to deliver treatment, care and support services to NIISQ Participants  
under the National Injury Insurance Scheme (Queensland) Act 2016 (NIISQ Act).

Implementation and enforcement of code of conduct breaches 

This code is implemented and enforceable through the Contractual agreement (agreement) the  
Agency has with each service provider.

Acting in adherence to the code will be reflected as performing with the agreement. 

Non-compliance may be considered a breach of the agreement and may trigger a complaint or a 
notification of a potential perceived or actual failure in service delivery.
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Guiding principles
Service providers delivering services to NIISQ participants approved and funded by the Agency in 
accordance with the NIISQ Act are bound by the following four core guiding principles: 

Guiding principle #1: respect the rights and dignity of NIISQ participants

The dignity and rights of participants is to be respected.

Guiding principle #2: participant-centred practice

Participants should be assisted to set and achieve individual goals, maximise independence and 
participation in the community and encouraged and given the opportunity to take part in decision-making 
and exercise choice and control.

Guiding principle #3: effective and collaborative practice

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.

Guiding principle #4: evidence-based, best practice and provides value for 
money

The level of treatment, care and support received by participants under the Scheme is to be  
evidence-based, reflect community expectations, and provide value for money.
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Code of conduct rules
This section sets out the Agency’s expectations of conduct and obligations of all service providers, staff and 
people otherwise engaged by the service provider; when they deliver treatment, care and support services 
to NIISQ participants that are approved and funded by the Agency in accordance with NIISQ legislation.

These expectations of ethical and professional conduct by NIISQ service providers are referred to as the 
NIISQ Agency service provider code of conduct rules. They are reflective of and underpinned by the NIISQ 
Agency guiding principles.

1.0  Maintain and uphold the standards, principles, rights and conventions 
underpinning NIISQ

Approved treatment, care and support services must be delivered in a way that maintains and upholds 
the standards, principles, rights and conventions underpinning the National Injury Insurance Scheme 
(Queensland). 

 1.1  Service delivery practices must be reflective of, and responsive to, NIISQ participant’s individual 
personal, social and cultural context, their situation and expressed values, beliefs, needs and 
preferences. 

 1.2  NIISQ participants must be involved in, to the extent possible, making decisions relating to 
planning, implementing and evaluating their treatment, care and support services.

 1.3  Appropriate ongoing and informed consent from participants, and where applicable legal 
guardians, must be gained prior to, and while delivering approved treatment, care and support 
services.

 1.4  Service delivery practices must respect and protect a participant’s right to privacy and 
confidentiality in accordance with Commonwealth State and Territory privacy laws and National 
Injury Insurance Scheme (Queensland) Act 2016.

 1.5 All services must adhere to the requirements of the:

  1.5.1 National Injury Insurance Scheme (Queensland) Act 2016

  1.5.2 National Injury Insurance Scheme (Queensland) Regulation 2016

  1.5.3 Human Rights Act 2019 (Qld)

  1.5.4 NIISQ Agency and service provider agreements 

  1.5.5 NIISQ Agency treatment care and support guidelines.
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2.0  Safe and ethical service delivery

Treatment, care and support services must be provided in a safe and ethical manner using best practice 
participant-centred approaches to service planning, delivery and evaluation.

 2.1  All services must be provided in a safe, effective and ethical manner using evidence-based 
practice that supports participant-centred approaches, increases health literacy, improves self-
efficacy and drives achievement of participant’s goals.

 2.2  Service delivery practices must be culturally responsive, respect diversity, avoid bias, 
discrimination and be free from violence, abuse, neglect and exploitation.

 2.3  Without limiting subsection (2.1-2.2): 

  a)  NIISQ service providers must have and maintain ongoing professional competency in their 
field of practice that is relevant to the approved treatment, care and support service type they 
have agreed to provide NIISQ participants 

  b)  NIISQ service providers must only provide treatment, care and support services that are 
within the scope of their professional competency, skills, abilities, and experience that they 
have been approved by the Agency to provide for NIISQ participants.

  c)  NIISQ service providers must ensure service delivery and professional behaviour is not 
compromised or impaired by alcohol, drugs, physical or mental illness.

  d)  NIISQ service providers who are members of a professional association or other relevant 
professional body must deliver services in a way that is consistent with their relevant 
professional code of conduct, as well as with the NIISQ Agency service provider code of 
conduct. 

3.0  Maintaining professional boundaries and relationships

Service providers must recognise and understand the inherent power imbalance in the participant-service 
provider relationship and always maintain professional boundaries.

 3.1 Service providers must always maintain professional boundaries with participants. 

 3.2 Without limiting subsection 3.1, NIISQ service providers must:

  a)  maintain objectivity when supporting participants and avoid under- or over-involvement

  b)  keep all interactions with participants and participant’s family, friends, carers and guardians, 
including verbal and written communication professional and appropriate

  c)  not express personal views, beliefs, feelings and relationships to participants 

  d)  not enter or continue a sexual, physical, emotional, exploitative and/or other inappropriate 
relationships with participants and participants’ close family, friends, carers and guardians 
while services are being delivered or when the services are no longer being provided to the 
participant

  e)  not accept participants with whom they have an existing or history of personal and/or sexual 
relationship with. 
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 3.3  NIISQ service providers are encouraged to engage in respectful collaborative professional 
relationships with NIISQ Agency staff and other treatment, care and support service providers 
for the benefit of participant. This includes providers and staff from:

  i) private sector

  ii) public sector

  iii) community-based settings

  iv) inpatient settings 

  v) allied health/disability/care/medical

  vi) the participant’s informal network.

 3.4 Without limiting subsection 3.3:

  a)  Respectful collaborative professional relationships include communication that is clear, 
effective, respectful and timely. 

  b)  Cooperation and collaboration with other service providers, that adheres to privacy and 
confidentiality laws, is expected as it promotes and expands ideas, knowledge, theory and 
skills, builds experience and provides opportunities that improve professional expertise 
and service provision.

  c)  NIISQ service providers who practice as health practitioners must adhere to their legal 
obligations and professional responsibilities under National Law: Health Practitioner 
Regulation National Law (Queensland).

 3.5  NIISQ service providers who form the reasonable belief of professional misconduct, unethical 
behaviour, negligence, or become aware that a NIISQ participant is at risk of harm, must take 
the appropriate action to address concerns. This includes when they suspect or believe that:

  a)  a colleague’s impairment is interfering with their professional judgement or performance of 
duty and 

  b)  the colleague has not taken or is unable to take adequate steps to address the 
impairment. 

4.0  Conflict of interest

 4.1   NIISQ service providers are expected to avoid and report any actual, potential or perceived 
conflicts of interests that arise in the course of service delivery to participants under the  
NIISQ Scheme. 

https://www.legislation.qld.gov.au/view/html/inforce/current/act-2009-hprnlq
https://www.legislation.qld.gov.au/view/html/inforce/current/act-2009-hprnlq
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5.0  Professional integrity, honesty and transparency

 5.1   NIISQ service providers must not engage in any form of misinformation or misrepresentation  
in relation to the treatment, care and support services they have been approved by the Agency 
to provide.

 5.2 Without limiting subsection 5.1, NIISQ service providers must:

  a)  only accept referrals for participants for whom they can deliver and support the needs of 
the participants

  b)  provide truthful information as to his or her qualifications, training, professional affiliations 
and competency

  c)  provide services that are evidence-based, are appropriate and necessary and like to 
benefit the participant

  d)  provide injury-related treatment, care and support services to participants only for the 
period when those services are necessary and reasonable and have funding pre-approval 
in accordance with NIISQ legislation

  e)  not make false and/or misleading claims about services, need for services and outcomes 
of services 

  f)    not provide indiscriminate and/or unnecessary services having regard to scope 
and limitations of NIISQ legislation and what the Agency can and cannot fund and 
mainstream services and systems that a participant is entitled to and should be 
accessing

  g)  not use their possession of qualifications to mislead or deceive participants or the public as 
to their competence in a field of practice of ability to provide treatment, care or supports

  h)  not make claims about the efficacy of treatment, care and support services they provide if 
those claims cannot be substantiated with objective evidence.

 5.4    NIISQ service providers must not exploit participants vulnerabilities or lack of knowledge 
when providing or recommending treatment, care and support services and when making and 
submitting services requests to the Agency.

 5.5    NIISQ service providers in all formal and informal communications must not compromise the 
reputation of NIISQ and NIISQ Agency, its programs or personnel.
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NIISQ Agency

GPO Box 1391 
Brisbane Qld 4001

  1300 607 566 
  enquiries@niis.qld.gov.au

niis.qld.gov.au

6.0   Minimising risk - harm, complaints, reportable incidents and failures in 
service delivery events 

 6.1   NIISQ service providers must take appropriate and timely measures to minimise harm to 
participants in the event of a reportable incident, complaint or failure in service delivery event 
occurs in the course of service delivery including (but limited to) following the:

  a)  NIISQ Agency reportable incident policy

  b)  NIISQ Agency complaints management policy

  c)  NIISQ Agency failure in service delivery policy

  d)  mandatory professional and legal reporting obligations that treatment, care and support 
providers must comply with and have responsibilities under.
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