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Module 3 takes a closer look at the SDA performance area Conflict of Interest and the requirements 
for an SDA provider to uphold a tenant’s right to exercise choice and control over their other NDIS 
support services. 

In this module you will learn about: 

What conflict of interest looks like under the NDIS 

The policies and procedures that support proactive management of conflicts of interest 

How to support a tenant to understand and identify conflicts of interest 

How conflicts of interest can threaten a tenant’s housing security and other housing rights 

Disclaimer
The information provided in this education package and accompanying films and podcasts is intended as 
a guide only. It is not suitable for assessing specific compliance risks for individual SDA providers 
undergoing a certification audit. It does not constitute formal advice, and does not take into consideration 
the particular circumstances and needs of your organisation. Every effort has been made to ensure the 
accuracy and completeness of information in this education package at the date of publication. The 
Summer Foundation cannot be held responsible and extends no warranties as to the suitability of the 
information in this resource package for any particular purpose and for actions taken by third parties

This publication is copyright. All intellectual property rights vests in the Summer Foundation. Material 
which is reproduced from this publication must include an acknowledgement of the source. Prior 
permission should be sought from the Summer Foundation.

Welcome Home 

Module 3: Conflict of Interest



Introduction 
An SDA provider has a responsibility to uphold a tenant’s right to exercise choice and control over their 
NDIS support services. In the Welcome Home video below, SDA tenants talk about their experiences with 
conflicts of interest. 

Click here to watch a Conflict of Interest - The right to choice and control video. 

What’s next? 
The following sections walk you through the performance outcome and indicators for the Conflict of Interest 
standard, with tools and resources to download along the way. 

To complete Module 3, work through each section and then have a go at the quick quiz. 
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Performance Outcome 
Conflict of Interest is the second performance area in the SDA Practice Standards. The performance 
outcome aims to ensure that an SDA provider does not constrain a tenant’s choice and control over their 
other NDIS support services, including the supports they receive in their home. 

Each participant’s right to exercise choice and control over other NDIS support provision is not limited by 
their choice of specialist disability accommodation dwelling. 

Conflict of Interest and SDA 
Under the NDIS, a conflict of interest is defined as any circumstance where the interests of a service 
provider constrain a participant’s right to exercise choice and control over their other NDIS services.  

NDIA Terms of Business (January 2020, p.3) 

Registered Providers must act in the best interests of participants, ensuring that participants are 
informed, empowered and able to maximise choice and control. A Registered Provider must not  
(by act or omission) constrain, influence or direct decision making by a person with a disability and/or 
their family so as to limit that person’s access to information, opportunities and choice and control.  

An SDA provider should be vigilant about identifying any service arrangements or practices that have the 
potential to limit a tenant’s service choices. In particular, they should ensure a tenant understands they have 
a right to the separate delivery of housing and in-home support services. 

An SDA provider may create a conflict of interest if they: 

● Fail to give accurate information to a tenant about their right to exercise choice and control over their 
other NDIS services 

● Fail to give accurate information about tenancy terms and conditions that may limit a tenant’s right to 
exercise choice and control 

● Do not provide adequate opportunities or undermine a person’s efforts to make informed decisions  
about their SDA services. 

What does this mean for an SDA provider? 
If an SDA provider offers other NDIS services to a tenant, such as SIL or support coordination, or they 
deliver housing services in partnership with a pre-determined service provider, they must declare these 
arrangements to a tenant and establish policies and procedures to mitigate any impact on the person’s 
service choices. 

An SDA provider should: 

● Make a clear policy commitment to the NDIS Code of Conduct requirement to act with integrity, 
honesty and transparency in the way they deliver services 

● Establish policies and procedures to manage actual and perceived conflicts of interest associated 
with their service arrangements and practices 

● Ensure a tenant understands their right to exercise choice and control over their other NDIS services 

● Ensure a tenancy is not made conditional on a tenant’s other support service decisions 

● Ensure a tenant understands and is comfortable with any service arrangements that have the 
potential to limit their choice and control, before they enter a tenancy. This particularly applies to 
arrangements with Supported Independent Living (SIL) services 

● Ensure a tenant has access to information about their available service options, including services 
not delivered directly by the SDA provider 
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● Ensure a tenant can distinguish between the delivery of their housing and in-home support services 

● Ensure a tenant understands how they can make changes to their service arrangements 

● Ensure a tenant understands how to raise any concerns about their support service arrangements 

What’s Next? 
There are 4 performance indicators for the Conflict of Interest Performance standard. 

The remaining sections of this module explore each indicator in detail, including service obligations  
and outcomes, compliance challenges and good practices. 
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Performance Indicator 1 
Organisational policies are in place that detail how perceived or actual conflicts of interest are managed.  
The Conflict of Interest Policy is made available to participants in the language, mode of communication  
and terms which each participant is most likely to understand. 

This performance indicator requires an SDA provider to establish a dedicated Conflict of Interest policy that 
outlines procedures for proactively managing conflict of interest risks and is available to a tenant in easy to 
understand and accessible formats. 

What’s next? 
The following topic explores some of the issues and challenges related to this performance indicator.  

Topic content 
Developing a Conflict of Interest Policy 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

A Conflict of Interest Policy is in place 
that outlines procedures for recording 
and managing perceived and actual 
conflicts of interest. 

Appropriate information and support  
is available to a tenant to help them 
understand their rights and options 
related to conflict of interest.

The Conflict of Interest Policy 
commits to a tenant’s right to 
exercise choice and control over their 
other NDIS services, including SIL 
services. 

The Conflict of Interest Policy 
commits to a tenant’s right to security 
of tenure. 

The Conflict of Interest Policy 
declares actual and perceived 
conflicts of interest related to the 
provider’s service arrangements. 

The Conflict of Interest Policy 
outlines detailed procedures to 
identify, record, manage and monitor 
actual and perceived conflicts of 
interest. 

The Conflict of Interest Policy and 
procedures align with other relevant 
policy areas, including complaints 
management and staff recruitment. 

A tenant has access to information 
about conflict of interest that is easy  
to understand and available in 
accessible formats.

A tenant understands their rights 
related to other NDIS services and 
the SDA provider’s obligations to act 
in  
their best interests and manage  
any circumstances that may place 
constraints on their choice and  
control.

Welcome Home – Module 3: Conflict of Interest        !  5



Developing a Conflict of Interest Policy 
An SDA provider has a responsibility to ensure a tenant understands their right to exercise choice and 
control over other NDIS services and the SDA provider’s obligations to manage any conflict of interest risks 
associated with their service arrangements. 

Auditors will look for a comprehensive Conflict of Interest Policy that commits to upholding a tenant’s right to 
exercise choice and control over their other NDIS services. The Policy should outline procedures for 
identifying and explaining conflicts of interest to tenants, and managing any impact on their service choices. 
Policies that fail to adequately contextualise conflict of interest in terms of SDA service delivery or tenant 
rights may be considered non-conforming. 

For example, this SDA policy statement uses a ‘generic’ or traditional definition for conflict of interest that 
focusses on protecting the interests of an organisation rather than the interests of a tenant. 

This policy statement fails to give adequate details about the SDA provider’s responsibilities  
or strategies for managing conflict of interest risks. 

What does this mean for an SDA provider? 
A Conflict of Interest Policy should: 

● Reference an SDA provider’s responsibilities to manage conflicts of interest as outlined under the 
SDA Practice Standards, the SDA Pricing Arrangements – SDA Terms of Business or the NDIS 
(Registered Providers of Supports) Rules 2013 

● Commit to the NDIS Code of Conduct 

● Declare any actual or perceived conflicts of interest associated with service arrangements, including 
where the provider delivers multiple NDIS services to a tenant or delivers services in partnership 
with a pre-determined service provider 

● Be available to tenants and their supporters in easy to understand and accessible formats. 

The Welcome Home Conflict of Interest Policy Guide includes good practice tips to help you develop a 
relevant and comprehensive policy. Download PDF | Download DOC 

A conflict of interest occurs when a person’s personal interests conflict with their responsibilities to the 
organisation. These situations create a risk that the person may make a decision that is not in the best 
interests of the organisation and its responsibilities as a registered NDIS service provider.

Conflict of interest may arise in situations where practices conflict with the responsibilities of the 
organisation as a registered NDIS provider. In these cases, everything must be done to reduce  
the conflict of interest.
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Performance Indicator 2 
Conflicts of interest, perceived or actual, are proactively managed and documented. 

This performance indicators requires an SDA provider to establish procedures to identify, record and 
manage any conflicts of interest associated with their service arrangements. 

What’s next? 
The following topics explore some of the issues and challenges related to this performance indicator.  

Topic content 
Identifying and recording conflict of interest risks 

Managing conflict of interest risks 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

The Conflict of Interest Policy 
outlines procedures to identify, 
record, manage and monitor 
perceived and actual conflicts of 
interest associated with service 
arrangements or practices.

Procedures are in place for a 
dedicated tenancy management role 
to works with a tenant and their 
supporters to understand the Conflict 
of Interest Policy. 

A system is in place to record and 
regularly review a tenant’s service 
arrangements and any risks that  
make them vulnerable to exploitation. 

A Conflict of Interest Register is 
established and maintained.

A tenant understands their right to 
exercise choice and control over their 
housing and in-home support 
services. 

A tenant is comfortable with any 
tenancy terms and conditions that 
may constrain their right to exercise 
choice and control. 
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Identifying and recording conflict of interest risks 
The potential for conflicts of interest to emerge in the delivery of SDA services is influenced by many factors, 
including:  

● The service arrangements and management practices an SDA provider adopts 

● The circumstances of individual tenants   

● The environment in which services are delivered 

Service scenarios that present conflict of interest risks will not always involve unlawful or unethical 
behaviour. They may represent practices established under the pre-NDIS housing system, conventional 
business strategies or uncompetitive market conditions. Factors that are known to increase the risk of 
conflicts of interest include: 

● The SDA provider delivers multiple NDIS services to a tenant 

● The SDA provider establishes a commercial partnership with a SIL provider 

● A tenant is required to share support services 

● SDA services are delivered in an under-serviced or ‘thin’ market 

● A tenant has little experience in exercising choice and control over their housing and support 
services 

● A tenant is living out of home for the first time 

● A tenant has communication and/or decision-making support needs 

● A tenant does not have an adequate support network in place 

The Welcome Home Factsheet: Conflict of Interest and SDA takes a closer look at some common SDA 
service scenarios and their potential to create conflict of interest risks. Download PDF | Download DOC 

What does this mean for an SDA provider? 
An SDA provider should examine their service model, business relationships and internal structures and 
procedures for any constraints these may place on a tenant’s service choices: 

● Establish procedures for staff to declare any conflicts of interest and record these in a Conflict of 
Interest Register 

● Declare any service arrangement that create an actual or perceived conflict of interest in the Conflict 
of Interest Policy 

● Record any service arrangement that create an actual or perceived conflicts of interest in a Conflict 
of Interest Register 

● Record actual conflicts of interest in the SDA service agreement 

● Provide easy to understand information about conflicts of interest to tenants and their supporters. 
Ensure information is available in accessible formats. 

● The Conflict of Interest Register is reviewed on an annual basis 

● Conflict of interest is a standing item on Board meeting agendas 

The Welcome Home Conflict of Interest Register is a tool that you can use to record and monitor actual and 
perceived conflicts of interest. Download XLS 
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Managing conflict of interest 
There are no hard and fast rules for managing conflicts of interest, however the clear expectation of the SDA 
Practice Standards is that a tenancy will not be conditional on a tenant’s support service choices. An SDA 
provider that requires a tenant to engage a pre-determined service provider for their in-home or other 
supports will be in breach of the Conflict of Interest Performance Standard.  

An SDA provider can take steps to reduce conflict of interest risks, including:  

● Registering to deliver SDA services only 

● Avoiding commercial relationships with other NDIS service providers 

● Setting appropriate trial periods for new tenants who have agreed to share support services 

● Creating opportunities for tenants to participate in decision-making and selection of any support 
services they are required to share 

● Regularly reviewing a tenant’s service arrangements and circumstances with them 

While partnerships between SDA and SIL providers are common in the current SDA market, the NDIA has 
indicated that over the long-term, it will require SDA providers to completely separate the delivery of housing 
from other services. 

What does this mean for an SDA provider? 
An SDA provider must: 

● Ensure a tenancy is not made conditional on a person choice of support service providers 

● Ensure tenants that are required to share supports, such as Overnight Onsite Assistance (OOA), 
understand their right to exercise choice and control over their support services and their options for 
changing their support arrangements. 

The Welcome Home Risk Management Framework outlines strategies for proactively managing conflict  
of interest risks. Download PDF | Download DOC 

The Welcome Home Factsheet: Explaining Conflict of Interest provides some good practice tips  
for explaining conflict of interest with an SDA tenant. Download PDF | Download DOC 

“The NDIA acknowledged that separation between service delivery and tenancy management does not 
always occur. However, it asserted that, going forward, this is expected to be a key design 
parameter.” (Joint Standing Committee on the NDIS, Review of Supported Independent  
Living, p.87)
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Performance Indicator 3 
The participant is supported to understand the distinction between the provision of specialist disability 
accommodation (SDA) and other NDIS supports delivered in the dwelling. Where an SDA provider is 
delivering both SDA and other NDIS supports to the same participant, there are separate service 
agreements. 

This performance indicator requires an SDA provider to ensure a tenant understands how their housing  
and in-home supports are delivered as separate services. 

What’s next? 
The following topic explores some of the issues and challenges related to this performance indicator. 

Topic Content 
Distinguishing housing and support services 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

Policies and procedures are in place 
to separate the delivery of SDA 
services (housing and tenancy 
management) from other NDIS 
services delivered to a tenant in their 
home. 

An SDA provider that delivers SDA  
and in-home support services  
to a tenant establishes separate 
service agreements.

A tenant has easy to understand 
information about the separate roles 
and responsibilities of their SDA and 
other NDIS service providers. 

Dedicated tenancy management 
roles and responsibilities are 
established to work directly with a 
tenant to address any tenancy matter 
(all terms and conditions contained in 
the SDA service agreement). 

Where an SDA provider delivers 
other support services to a tenant, 
separate practices and structures are 
in place for the delivery of those 
services. 

Any SIL or other service provider 
involvement in tenancy management 
issues is defined in SDA policies and 
procedures.

A tenant gives separate 
consideration and consent to the 
service conditions governing the 
delivery of housing and in-home 
support services.
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Distinguishing housing and support  

An SDA provider should establish policies and procedures to distinguish the delivery of housing and tenancy 
management from in-home support services. 

What does this mean for an SDA provider? 

● The arrangements for the delivery of SDA and any other support services to a tenant should be recorded 
in separate service agreements. 

● Where there is not complete separation of a person’s SDA and other NDIS services, an SDA provider 
should establish separate structures and procedures for delivering and administering the different 
services, such as separate teams or divisions, separate branding, or separate reporting lines and 
service schedules.  

● An SDA provider should provide clear information to a tenant about the separate roles and 
responsibilities of all the service providers that deliver supports to the person in their home. This 
includes explaining the different roles and responsibilities of the SDA owner, the registered SDA provider 
and the tenancy manager, if these are separate entities, and, explaining the different responsibilities of 
the SDA provider and the SIL provider with regard to tenancy management. 

● SIL providers should not make independent decisions about tenancy matters and their involvement role 
in helping a tenant to understand or access tenancy management information or procedures should be 
defined by the registered SDA provider. 

● A dedicated tenancy management role should be established to discuss any tenancy matters (all terms 
and conditions in the SDA agreement) with a tenant. 

● A tenant should always have the opportunity to nominate a supporter to be involved in discussions about 
their tenancy terms and conditions. 

We make it very clear from the start that we are only discussing SDA… If they wish to discuss other 
supports, then that is an additional conversation. (SDA provider) 
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Performance Indicator 4 
The participant’s housing rights, including security of tenure, are upheld, irrespective of any decision/s the 
participant makes about the provision of other NDIS supports within the specialist disability accommodation 
dwelling (notwithstanding any matters covered by the specialist disability accommodation service 
agreement). 

This performance indicator is designed to ensure tenancy terms and conditions do not undermine a tenant’s 
housing security or other housing rights. 

What’s next? 
The following topic explores some of the issues and challenges related to this performance indicator. 

Topic Content 
Supporting a tenant’s housing rights 

Review 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

The Conflict of Interest Policy 
commits to upholding a tenant’s 
security  
of tenure and other defined  
housing rights. 

Procedures are in place to work  
with a tenant to understand the 
circumstances in which an SDA 
service agreement can be 
terminated.

The Conflict of Interest Policy asserts 
that a tenancy must not be 
conditional on a tenant’s choice of 
other NDIS services.  

The SDA service agreement clearly 
outline the conditions under which a 
tenancy can be terminated – 
including that a notice to vacate 
cannot be issued on the basis of a 
tenant’s support service choices. 

Tenancy terms and conditions are set 
with regard to any circumstances that 
increase the vulnerability of a tenant, 
such as uncompetitive market 
conditions.  

A tenant has information about their 
advocacy and other support options  
if their tenancy is terminated.

A tenant enjoys a high level  
of housing security. 

A tenant understands and is 
comfortable with the terms for 
terminating the SDA service 
Agreement.
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Supporting a tenant’s housing rights 

An SDA tenant should enjoy a high level of housing security and have a clear understanding of the details  
of their tenure. 

The Joint Standing Committee Inquiry into Supported Independent Living (SIL) identified housing security  
as an emerging issue for some NDIS participants. Risk factors included receiving SDA and SIL services 
from the same service provider, having limited service options for SDA or SIL in their local area, and not 
having the opportunity of a cooling off period to trial new service arrangements. 

What does this mean for an SDA provider? 
An SDA provider can support a tenant’s housing security by making a clear policy commitment to upholding  
their right to security of tenure and ensuring they understand their options for changing their SDA service 
arrangements. 

An SDA provider should: 

● Ensure tenancy terms and conditions do not make tenure conditional on a tenant’s choice of support 
service providers 

● Ensure the SDA service agreement records details about renewing, extending or terminating an SDA 
service agreement 

● Provide a tenant and their supporters with easy to understand information about their options and 
any risks related to changing their service arrangements 

● Provide a tenant with information about their advocacy options in the event that their tenancy is 
terminated. 

“We need to feel comfortable with reporting or declining certain supports without the fear of losing the 
SDA we now live in.” (SDA tenant)

“Any agreement established between the [SDA provider] and other NDIS service providers does not 
override a tenant’s right to work with a provider of their choice or undermine their security of 
tenure.” (SDA Conflict of Interest Policy)
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Review 
To satisfy Performance Indicator 1 for the Conflict of Interest standard, an SDA provider should: 

Establish a dedicated and comprehensive Conflict of Interest Policy that commits to a tenant’s right  
to exercise choice and control and declares any conflict of interest risks, including service 
arrangements with a SIL provider. 

Ensure the Conflict of Interest Policy clearly outlines procedures to proactively manage actual  
and perceive conflicts of interest. 

Ensure all officers, employees, agents and sub-contracts have the knowledge and skills to 
implement  
the Conflict of Interest Policy. 

Ensure a tenant and their supporters have access to the Conflict of Interest policy in easy to 
understand and accessible formats. 

To satisfy Performance Indicator 2 of the Conflict of Interest standard, an SDA provider should: 

Identify and document any service arrangements or procedures that represent an actual  
or perceived conflict of interest 

Establish a procedure for working with a tenant and their supporters to explain their rights  
and options for changing their service arrangements 

Record and review a tenant’s service arrangement with them on a regular basis 

Establish and maintain a Conflict of Interest Register 

Establish Conflict of Interest as a standing item on Board meeting agendas 

To satisfy Performance Indicator 3 for the Conflict of Interest standard, an SDA provider should: 

Establish separate service agreements if they deliver both SDA and SIL services to a tenant 

Establish separate documentation, procedures and structures to support the delivery of SDA  
and in-home support services to a tenant 

Ensure a tenant has detailed information about the separate roles and responsibilities for delivering  
SDA and in-home support services 

Ensure a tenant has access to information about their service delivery arrangements that is easy  
to understand and available in accessible formats 

To satisfy Performance Indicator 4 for the Conflict of Interest standard, an SDA provider should: 

Make a policy commitment to upholding the housing rights of a tenant, including security of tenure 

Ensure the SDA service agreement contains terms and conditions for the renewing, extending  
or terminating a tenancy 

Provide a tenant with clear and accurate information about their rights and options for changing their 
service arrangements 

Provide a tenant with information about their advocacy options in the even tthat their tenancy is 
terminated 
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Quick Quiz: Conflict of Interest 
(Answers are listed on page 17) 

1.  The NDIS defines a conflict of interest as: 

a)  Any practice by a service provider that is illegal or unethical. 

b)  Any practice by a service provider that constrains, influences or directs the decision-making  
of a tenant with regard to their NDIS services 

c)  Any service arrangement that has not be explained to an NDIS participant 

2.  A Conflict of Interest Policy should include: 

a)  Principles supporting the right to choice and control 

b)  Declarations of actual and perceived conflicts of interest 

c)  A definition of conflict of interest as it applies under the NDIS 

d)  All of the above 

3.  A conflict of interest must involve illegal or unethical conduct on the part of the SDA provider. 

True 

False 

4.  Only SDA providers who offer multiple NDIS services to a tenant are required to declare 
conflicts or interest. 

True 

False 

5.  An SDA provider does not have to provide information about conflict of interest to a tenant  
if the person has limited capacity to understand the concept. 

True 

False 
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Quick Quiz: Conflict of Interest 

Answers 
1. B 

2. D 
3. False 
4. False 

5. False
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