
Module 4 takes a closer look at the SDA performance area Service Agreements and the requirements 
for an SDA provider to work with a tenant to develop a contract for their tenancy. 

In this module you will learn about: 

• An SDA provider’s responsibility to establish appropriate terms and conditions for each tenancy
• The minimum tenancy terms outlined in the SDA Practice Standards
• How to support a tenant to give informed consent to their SDA service agreement

Please note: The SDA Rules 2020 and the SDA Pricing Arrangements include updated requirements  
for SDA service agreements that are not contained in the SDA Practice Standards.

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 4: Service Agreements

https://www.legislation.gov.au/Details/F2020L00769
https://www.ndis.gov.au/providers/housing-and-living-supports-and-services/specialist-disability-accommodation/sda-pricing-and-payments#sda-price-guide


Introduction 
An SDA provider has a responsibility to work with a tenant to develop an SDA service agreement.  
In this Welcome Home video, an SDA tenant provides some valuable insights into how to make  
the process go smoothly. 

Click here to watch a Service Agreements – Working with an SDA Tenant video. 

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

To complete Module 4, work through each section then have a go at the quick quiz. 

Welcome Home – Module 4: Service Agreements                            !  2

https://www.youtube.com/watch?v=uIbOhPJTfao


Performance Outcome 
Service Agreements is the third performance area in the SDA Practice Standards. The performance 
outcome is designed to ensure a tenant can give informed consideration and consent to the terms and 
conditions contained in their SDA agreement: 

Each participant is supported to understand the terms and conditions that apply to their specialist disability 
accommodation dwelling and the associated service and/or tenancy agreements. 

SDA Agreements 
All NDIS services must be delivered in accordance with a written service agreement. This is a legal contract 
between a registered NDIS service provider and a participant. 

An SDA service agreement should contain terms and conditions that are most appropriate for meeting  
a tenant’s housing support needs and consistent with their goals for independent living. 

The agreement must comply with applicable state/territory residential tenancy laws and satisfy the minimum 
terms requirements, outlined under Performance Indicator 2. 

A tenant should understand and be comfortable with the terms and conditions contained in their SDA service 
agreement before they begin a tenancy. 

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

• Establish procedures for working directly with a prospective tenant to establish an SDA service 
agreement 

• Ensure tenancy terms and conditions comply with applicable laws and standards 
• Ensure a tenant has adequate information and support to give informed consent to their SDA  

service agreement 

What’s Next? 
There are 6 performance indicators for the Service Agreements 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 
Work is undertaken with each participant to develop a written service agreement that meets the 
requirements of the National Disability Insurance Scheme (Specialist Disability Accommodation Conditions) 
Rule 2018, and any applicable state or territory residential tenancy legislation. 

This performance indicator requires an SDA provider to work with a prospective tenant to establish a written  
SDA service agreement that contains the most appropriate terms and conditions for the tenancy and 
complies with applicable laws and standards. 

What’s next? 
The following topics explore some of the issues and challenges related to this performance indicator.  
The tools and resources provide good practice tips. 

Topic content 
• Requirements for SDA service agreements 
• Developing a service agreement with a tenant 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

Procedures are in place for an SDA 
provider to work with a person to 
develop a written service agreement 
for the delivery of SDA services. 

Policies commit to defined tenancy 
rights and reference appliable laws 
and standards.

A dedicated tenancy management 
role is established to work directly 
with prospective tenants to develop 
SDA agreements. 

The process for developing a service 
agreement can be adjusted to meet 
the communication and decision-
making support needs of an 
individual. 

Procedures are in place to 
demonstrate the terms and 
conditions contained in an SDA 
service agreement are appropriate 
for meeting the housing support 
needs of an individual tenant.

A tenant is confident the terms and 
conditions contained in their SDA 
service agreement are appropriate 
for meeting their support needs and 
preferences. 
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Requirements for SDA service agreements 
The SDA Conditions Rule outlines requirements for developing an SDA service agreement. 

SDA Conditions Rule 2018 – Division 2, Sub-section 9 

9  Service agreements 

1. Subject to subsection (3), the registration of a specialist disability accommodation provider is 
subject to a condition that the specialist disability accommodation provider must not provide 
SDA for a participant unless either: 

a) a written service agreement has been entered into between the specialist disability 
accommodation provider and the participant in relation to the provision of the SDA; or 

b) the specialist disability accommodation provider: 
I. has worked with the participant to establish a written service agreement in relation  

to the provision of SDA; 

II. has provided a copy of the proposed agreement to the participant; and 
III. provides SDA to the participant in accordance with the terms of the proposed 

agreement. 

2. The service agreement must include terms that set out the rights and responsibilities  
for the specialist disability accommodation provider and the participant. 

3. This section does not apply, if the specialist disability accommodation provider  
is also the participant, receiving SDA from himself or herself. 

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

• Develop a written SDA service agreement and provide a tenant with a written copy. This includes for 
tenants who require information delivered in other accessible formats, and for tenants living in 
existing or legacy SDA under agreements established prior to the NDIS. 

• The SDA agreement must contain the terms and conditions for delivering housing and tenancy 
support services  

• Terms and conditions must comply with applicable state/territory residential tenancy laws and satisfy 
the minimum term requirements outlined under the SDA Practice Standards (see Performance 
Indicator 2 below for more details). 

• The SDA agreement must contain information about the rights and responsibilities of the tenant and 
the SDA provider under applicable laws and standards 

• If a conflict arises between state law and the SDA Practice Standards, the matter should be resolved 
in favour of state law. 

• An SDA provider must be able to demonstrate that they have worked with a tenant to ensure the 
tenancy terms and conditions are appropriate for meeting their housing support needs and 
preferences.  

• An SDA provider must cover all costs associated with developing an SDA service agreement. 
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Developing a service agreement with a tenant 

Developing a service agreement requires more than signing a contract. This is an important stage in 
establishing a successful tenancy that allows both the SDA provider and the tenant to learn about each 
other and confirm that the arrangements for service delivery will be appropriate for meeting the person’s 
needs and preferences. 

A prospective tenant should receive information about the terms and conditions contained in the SDA 
agreement and any background information about the SDA provider organisation, such as key personnel 
and their level of expertise in delivering SDA services. A prospective tenant may be directed to your website 
for this information, or it could be provided in an introduction sheet or package. Tenancy information should 
always be easy to understand and available in a range of accessible formats. 

Typically, the process of developing an agreement involves face to face meetings between an SDA provider, 
the prospective tenant and their supporters. The person should always be given the opportunity to nominate 
another way of communicating and they may also have preferences for how you work together, such as 
organising several short meetings rather than one longer session.  

An SDA provider should always ensure there is adequate time for a tenant and their supporters to 
independently consider the information they provide them and an opportunity to come back with any 
questions or issues they may have. 

To develop an SDA service agreement, an SDA provider and a prospective tenant should discuss the 
following: 

• The terms and conditions for the delivery of housing and tenancy support services, including any 
additional terms related to the individual’s circumstances 

• Any limitations the SDA provider may have in meeting a tenant’s housing support needs or 
facilitating their independent living goals 

• The rights and responsibilities of the SDA provider and the tenant under the applicable residential  
tenancy laws and standards 

• Any terms or conditions that may impact on a tenant’s rights, including their right to exercise choice  
and control over other NDIS services 

Gaining informed consent 
An SDA provider needs to be confident that a prospective tenant has an appropriate level of support  
to give informed consent to their agreement. The person may nominate someone to support them through 
the process of developing an agreement, unless they have a formal guardian who should take part in the 
conversations.  

An SDA provider should ensure that any person providing support to a prospective tenant is not a direct 
employee and the provider should always avoid becoming directly involved in a person’s decision-making 
about their tenancy. 

If an SDA provider is concerned a prospective tenant does not have adequate support to understand and 
consent to their SDA agreement, they should seek advice about the person’s most appropriate advocacy 
options before they enter formal conversations. 

Each stage of the process of developing a service agreement should be documented by the SDA provider  
and the details included in a tenant’s records. An auditor may access these records to establish that a tenant 
was adequately consulted and able to give informed consent to their agreement. 

“It’s really the duty of care as an SDA provider… It’s not as simple as just saying, you have an SDA 
payment, here’s an SDA agreement – once you move in, you’re set. There’s a lot more complexity  
in setting up housing.” (SDA provider)
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What does this mean for an SDA provider? 
An SDA provider should: 

• Establish a process and dedicated tenancy management role for developing an SDA agreement with 
a prospective tenant 

• Establish a person’s communication and decision-making support needs and preferences before 
they begin formal discussions about a tenancy 

• Be confident a person has adequate support to give informed consent to their SDA agreement 
• Ensure a prospective tenant and their supporters have adequate information and time to consider 

the terms and conditions contained in an SDA agreement 
• Establish a system for documenting details about working with a tenant to develop an SDA 

agreement 

The Welcome Home Resource: Developing an SDA service agreement summarises the stages and 
provides good practice tips for developing an SDA agreement with a prospective tenant. Download PDF | 
Download DOC 
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Performance Indicator 2 
This performance indicator outlines the minimum terms an SDA service agreement must contain. The SDA 
Pricing Arrangements – SDA Terms of Business, should also be consulted for any updates to these terms. 

In the absence of any applicable state or territory residential tenancy legislation, written service agreements 
should deal with the following matters: 

a) specify the rent that must be paid by the participant and the method and timing of making rental 
payments and arrangements for the issuance of rental payment receipts; 

b) specify the value and management arrangements in relation to any bond that is required from the 
participant; 

c) if applicable, specify any board payments that have been agreed with the participant, what the board 
payments will cover and the method and timing of making the board payments; 

d) specify the minimum period of notice that will be given by the provider before the provider increases  
the amount of rent or board (where applicable) payable by the participant; 

e) specify: 

the name, telephone number and address of the provider’s agent (if any) and the 
responsibilities of the agent; or 

if the provider does not have an agent, the address and telephone number, of the provider. 

f) require the provider to notify the participant in writing within 5 business days of any change during  
the agreement of the matters provided for in paragraph (f), unless applicable state or territory law 
stipulates an alternative notice period; 

g) specify the commencement date of the agreement, the duration of the agreement, and the manner  
in which the agreement can be extended; 

h) specify the circumstances in which the agreement can be terminated by either the participant  
or the provider; 

i) require the provider to give the participant a minimum of 90 days’ notice before the participant  
is required to vacate the premises, unless shorter notice is required to address risks of harm  
to the participant or others; 

j) explain the process for requesting repairs or maintenance to be undertaken. 

What’s next? 
The following topics explore some of the issues and challenges related to this performance indicator.  
The tools and resources provide good practice tips and examples. 

Topic content 
• Minimum term requirements 
• Setting appropriate terms 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

An SDA service agreement satisfies 
the minimum term requirements and 
complies with applicable state/
territory residential tenancy laws.

An SDA service agreement provides 
the highest possible level of 
protection to a tenant available under 
the applicable laws and standards.

A tenant’s service agreement 
provides them with an appropriate 
level of protection and autonomy.
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Minimum term requirements for SDA 
The terms outlined in this performance indicator represent the minimum tenancy standards that should  
be applied to an SDA service agreement. When state/territory residential tenancy laws are absent or 
inadequate, these terms should be included in the SDA agreement.  

These minimum tenancy terms for SDA concern: 

• The setting and collecting of rent, board and bond payments 
• Contact details for the SDA provider and agent (if applicable) 
• The responsibilities of an SDA agent 
• The conditions for extending or terminating a tenancy 
• Maintenance and repair of an SDA dwelling 
• Conditions for access and use of an SDA dwelling 
• Building safety and emergency management 
• The signing of the service agreement 

Residential tenancy law 
State and territory residential tenancy laws vary considerably in their application to SDA and it is not yet 
possible to apply a standard national approach to setting SDA terms and conditions. 

For example, Victoria is the first state to amend their Residential Tenancies Act 1997 to include provisions 
specifically for SDA (see Part 12A). By comparison, SDA tenants in New South Wales have very limited 
rights under state law as SDA tenancies are currently exempted under the Residential Tenancy Act 2010.  

In both Victoria and New south Wales, SDA agreement templates have been established that comply with 
the minimum term requirements under the SDA Practice Standards. (See here for more information about 
the New South Wales agreement template and here for the Victorian agreement templates). 

Across Australia, state and territory governments are at varying stages of reviewing their residential 
tenancies legislation with regard to SDA tenancies and SDA providers should always confirm with the 
tenancy regulator how state laws apply to SDA. 

The Welcome Home Factsheet: Residential Tenancy Advice provides a list of government agency websites  
and other services in each state and territory that provide information and advice about residential 
tenancies. Download PDF | Download DOC 

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

• Ensure their tenancy terms and conditions comply with the applicable state/territory residential 
tenancy laws 

• Ensure their tenancy terms and conditions satisfy the minimum term requirements outlined in the 
SDA Practice Standards 

• Defer to state law in cases where there is a conflict with the SDA Practice Standards 
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Setting appropriate terms 
An SDA agreement may either be a standalone document containing all required tenancy terms and 
conditions or a standard residential tenancy agreement (if applicable under state law) used in combination 
with an SDA service agreement containing any outstanding terms and conditions. In most states and 
territories, the standard residential tenancy agreement will not be adequate on its own to satisfy the 
minimum term requirements under the SDA Practice Standards and an additional service agreement will be 
required. 

An SDA provider should also ensure the terms and conditions in an SDA service agreement are appropriate  
for meeting the housing support needs of a tenant and take account of any risks or vulnerabilities related to 
the tenant’s circumstances. An SDA provider should always aim to establish terms and conditions that 
provide the highest level of protection to a tenant available under the applicable laws and standards and 
exceed minimum term requirements if necessary. 

Below are some examples of standard residential tenancy provisions that are commonly adapted to better  
meet the needs of SDA tenants. 

Paying a bond 
An SDA provider has the right to charge a bond payment as security against property damage caused 
during a tenancy. However, some SDA providers do not charge a bond on the basis that it will not 
adequately compensate for damage typically caused during an SDA tenancy. 

An SDA provider should also consider that baseline SDA prices are calculated to cover ‘costs of ownership’ 
including maintenance costs that are “significantly higher than general (non-SDA) industry benchmarks)”  
(SDA Price Guide 2020 – 21, p.22). 

Fair wear and tear 
The concept of ‘fair wear and tear’ is used in mainstream residential tenancies to reduce a tenant’s liability  
for property damage that is not caused wilfully or negligently. It establishes criteria for the normal 
deterioration of a property that occurs over time and as a result of everyday use. 

For an SDA tenancy, the criteria for ‘fair wear and tear’ should define ‘everyday use’ within the context of  
a person’s disability and housing support needs, such as their regular use of support equipment or 
behaviours of concern that may lead to property damage. 

An SDA tenant should also be exempt from any property damage caused by staff, service providers or other 
persons involved in the delivery of SDA services in their home. An SDA provider should establish a policy 
and  procedure for managing property damage caused by a service provider, including a dispute resolution 
process, and include details in any service level agreement. 

“If you look at a bond, that’s only capped at four weeks rent and RRC, that’s really insignificant  
to cover any property damage aside from replacing a tap perhaps.” (SDA provider)

“The SDA provider cannot give you a Notice of temporary relocation for causing serious damage or 
destruction if reasonable use of the dwelling, fair wear and tear, accidental damage, reasonable use of 
any aids or equipment, or any behaviour arising from your disability significantly contributed to the 
serious damage or destruction caused. (Information Statement for a 12A SDA Residency 
Agreement, Victoria, p.7)
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Board charges 
An SDA provider must charge separate payments for rent and board. Board charges should not include any 
‘costs of ownership’ as defined under the SDA Pricing and Payments Framework: 

SDA Pricing and Payments Framework 2019 – Costs of ownership 

Costs of ownership 

1) The costs of ownership component would make provision for costs that are legally required, that 
extend the operating life of the accommodation, or that are otherwise necessary.  
An efficient accommodation-related operational cost of SDA could include: facilities management, 
rates, insurance, utilities not met by the tenants, repairs and maintenance,  
and tenancy management (noting resident rent contributions will offset these costs). 

The SDA agreement must include details about charges including the timing and method of payment. 

The SDA Pricing Arrangements have updated the requirements for board charges, specifying an SDA 
provider must give a tenant the option to source the goods and services covered by a board payment from 
another source if they wish. A tenant must not be disadvantaged in any way if they choose to source goods 
and services elsewhere. 

The SDA Pricing Arrangements set out formulas for setting maximum board amounts depending on whether 
a tenant shares their bedroom with another person or not., If the board payment is set at the maximum 
amount, it must cover: 

• Meals and consumables 
• Utilities that would normally be paid by occupants 
• Access to whitegoods and laundry facilities 
• Furniture and furnishings in the common area 

Break lease fees 
In some jurisdictions, a tenant can be charged a penalty for terminating their SDA agreement although, as 
with the charging of a bond, some SDA providers do not apply a break lease fee on the grounds that it will 
be  inadequate to cover the revenue from lost SDA payments. 

The SDA Pricing Arrangements allows for the limited continuation of SDA payments in circumstances where 
a vacancy is created because a tenant no longer resides in the dwelling, including: 

• when the tenant dies 
• when the tenant gives notice to vacate the dwelling 
• when the tenant is given notice to vacate the dwelling because of behaviour that might create  

a risk to other residents, staff or themselves 

SDA payments can continue to be made until the vacancy is filled or for a period of 60 days for SDA 
dwellings enrolled to house 2 – 3 tenants or 90 days for dwellings enrolled to house 4 – 5 tenants, 
whichever is the lesser period. 

The Welcome Home SDA Service Agreement Guide summarises the minimum term requirements under  
the SDA Practice Standards as well as tips for good practice. Download PDF | Download DOC 

“In terms of breaking your lease, under a residential tenancy agreement you would also incur  
a break lease fee… I can imagine most SDA providers would just forego that lost rent. RRC  
is so insignificant in the grand scheme of things, I’m not really sure it could compare to lost SDA.”  
(SDA provider)
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Performance Indicator 3 
This performance indicator requires the SDA service agreement to outline the conditions for access and use  
of an SDA dwelling, including the rights and responsibilities of the SDA provider and the tenant. 

The agreement establishes expectations, explains the responsibilities of the specialist disability 
accommodation provider in relation to the dwelling, and specifies the rights and responsibilities of the 
participant in accessing the dwelling. 

What’s next? 
The following topics explore some of the issues and challenges related to this performance indicator.  
The tools and resources provide good practice tips. 

Topic Content 
• Dwelling access and use 
• Setting reasonable expectations 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

The SDA service agreement explains 
the rights and responsibilities of an 
SDA provider and a tenant for 
accessing and using a registered 
SDA dwelling.

The SDA service agreement provides 
a list of ‘house rules’ 

All conditions and rules related to 
dwelling access and use, uphold a 
tenant’s rights under residential 
tenancy law and take account of 
individual vulnerabilities and 
circumstances. 

House rules are developed 
independently by tenants or in 
collaboration with the SDA provider. 

Information about house rules are 
provided in easy to understand  
and accessible formats.

A tenant understands and is 
comfortable with the expectations 
and house rules governing access 
and use  
of their SDA dwelling.
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Dwelling access and use  
An SDA service agreement should establish the rights and responsibilities of an SDA provider and a tenant  
with regard to: 

• Property access and security 
• The treatment and condition of a property 
• A tenant’s use of a property 

An SDA provider has the same responsibilities as a ‘mainstream landlord; to: 

• Ensure a property is clean and well maintained 
• Ensure a property is secure 
• Ensure a tenant has quiet enjoyment of a property 

An SDA tenant’s rights and responsibilities are the same as those for a ‘mainstream tenant’ with regard to: 

• Reporting any damage to the property 
• Not using the property for illegal purposes 
• Not installing fixtures or features without gaining prior consent from the SDA provider 

The rights and responsibilities of an SDA provider and a tenant may differ from mainstream tenancy 
conditions with regard to: 

• Ensuring access to a dwelling by service providers working with a tenant 
• Ensuring a tenant’s safety and welfare 
• Ensuring an SDA dwelling is fit for purpose and continues to meet the housing support needs of a 

tenant 

What does this mean for an SDA provider? 

Access 
A registered SDA provider has a responsibility to ensure appropriate access to a dwelling for service 
providers working with a tenant. A registered provider of supports who delivers SDA must not deny other 
service providers access to a dwelling to work with a tenant. 

An SDA provider has rights to access an SDA dwelling for the purposes of: 

• Managing vacancies in shared accommodation 
• Ensuring the safety and welfare of tenants, staff or other persons in the SDA dwelling 

The SDA Pricing Arrangements have updated the requirements for dwelling access, specifying the SDA 
service agreement must contain information about “the circumstances in which the Provider or the 
Provider’s agent is entitled to access the premises, and the notice that must be provided before the Provider 
or the Provider’s agent enters the premises.” (Appendix H – SDA Terms of Business, p.36) 
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Property condition 
The SDA Pricing Arrangements have updated the requirements for property maintenance, specifying the 
SDA  provider’s responsibility to maintain a dwelling in a good state of repair and ensure the premises is 
reasonably clean before a tenancy commences. 

An SDA provider is also responsible for establishing policies and procedures to manage any incident that 
impacts or damages an SDA dwelling and complying with the NDIS (Incident Management and Reportable 
Incidents) Rules 2018 (see Module 6: Tenancy Management for more details). 

The criteria for establishing tenant liability for property damage should be set with regard to the way a tenant 
uses a dwelling, and not place unreasonable expectations on an individual. This may include broadening the 
definition of ‘fair wear and tear’. 

Dwelling modifications 
An SDA provider has a responsibility to modify an SDA dwelling to ensure a tenant’s safety and ongoing 
independence. (See Module 2: Rights and Responsibilities and Module 6: Tenancy Management for more 
details). 

House rules 
An SDA provider may establish additional rules to manage a tenant’s use of an SDA dwelling, including their 
use of communal living areas and public access spaces.  

House rules may reflect standard residential tenancy provisions, or body corporate rules, such as 
designating areas where smoking is prohibited, asserting the right of a tenant to quiet enjoyment of a 
property or establishing conditions for the ownership of a pet. House rules may also relate to specialist 
support issues, such as expectations for behaviour in shared living areas or the treatment of service 
providers and staff entering an SDA dwelling. 

The SDA Pricing Arrangements have updated the requirements for house rules, specifying the SDA service 
agreement must record details about “any house rules the participant is expected to comply with.” (Appendix 
H – SDA Terms of Business, p. 36) 

House rules should ideally be established or revised in consultation with tenants and take account of the 
particular circumstances of individual tenants. House rules should never undermine an individual’s 
autonomy, dignity or privacy. 

In establishing their expectations for access and use of a property, an SDA provider should aim to strike a 
balance between the tenant’s right to autonomy and independent living and the SDA provider’s responsibility 
to ensure both the tenant’s safety and welfare and the security of the SDA dwelling. 

SDA providers should take care not to set rules that place unreasonable expectations on individual tenant as 
this may undermine their housing security or other housing rights.  

Many clients under a financial management or guardianship order are viewed as having challenging 
behaviours in addition to their complex needs… Should a client breach the terms of an agreement, for 
instance through their behaviour, the client can be exited from a service, placing them at risk of 
homelessness. (NSW Trustee and Guardian, ‘Submission to NDIS Planning, Supported 
Independent Living Inquiry, September 2019, p.9)
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What does this mean for an SDA provider? 
An SDA provider must: 

• Include terms and conditions for accessing and using an SDA dwelling in the SDA service 
agreement 

An SDA provider should: 
• Ensure their expectations concerning access and use of an SDA dwelling are consistent with a tenant’s 

legal rights, including their right to respect for their inherent dignity, autonomy and privacy and 
proportionate to any risks associated with an individual tenant’s circumstances. 
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Performance Indicator 4 
The agreement includes information about dwelling safety features, including fire alarms and building 
evacuation procedures, and how this information will be communicated to other providers who deliver 
supported independent living to each participant in the dwelling. 

This performance indicator requires an SDA provider to include details about safety features and emergency 
management procedures in the SDA service agreement. 

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

Topic Content 
• Emergency management 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

An emergency management plan is 
in place for each SDA dwelling.  

Procedures are in place for ensuring 
all persons delivering services to an 
SDA dwelling, including SIL 
providers, can implement emergency 
management procedures. 

The emergency management plan 
complies with applicable laws and 
standards.

The SDA dwelling contains a fire 
sprinkler system and alarms that 
comply with applicable laws and 
standards. 

A system is in place to ensure all 
safety equipment is well maintained. 

The dwelling provides more than  
1 emergency exit. 

Procedures are in place for all  
tenants, staff and service providers  
to participate in dwelling orientation 
and emergency procedure exercises. 

Easy to understand information about 
emergency procedures is 
prominently displayed in the SDA 
dwelling.

A tenant is confident about the 
procedures to follow in the event of 
an emergency, including the location 
of emergency exits and the roles and 
responsibilities of the SDA provider 
and other service providers.
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Emergency management  
Emergency management involves the development of plans and procedures for responding to situations  
that may threaten the health and safety of a tenant, such as: 

• A house fire or bush fire 
• A gas leak or essential service failure 
• A natural event or disaster, such as a major storm or flood 
• An infectious disease outbreak 

The SDA Design Standard requires fire safety features to be included in an SDA dwelling in accordance  
with the National Construction Code. These include: 

• Smoke alarms in bedrooms and living areas 
• The provision to the occupant of an emergency evacuation plan that includes a path of travel  

to a safe place 
• Fire compartmentation, emergency lighting and fire-resistant walls in compliance with NCC  

requirements for the building type 

The SDA Design Standard also advises the installation of a fire sprinkler system. The SDA Pricing 
Arrangements include conditions for claiming a fire sprinkler allowance “payable when fire sprinklers have 
been installed throughout the SDA dwelling and they comply with all relevant building codes and laws.  
For example, they comply with requirements in relation to installation, testing and maintenance.”  
(SDA Price Guide 2020 – 21, p. 20). 

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

• Establish an emergency management plan for each SDA dwelling that complies with all applicable 
building and construction codes and safety laws and standards 

• Ensure all officers, employees, agents and sub-contractors have the knowledge to implement 
emergency management procedures 

• Ensure easy to understand information about emergency management procedures is prominently 
displayed in an SDA dwelling 

An SDA provider should: 

• Exceed minimum design and building standards to ensure a dwelling has safety features most 
appropriate to the needs of a tenant, such as ensuring multiple exit points and wheelchair accessible  
exits and lifts 

• Ensure tenants, staff and service providers complete a building orientation that establishes the  
building layout and safety features and participate in regular exercises to practise key emergency 
procedures such as building evacuation 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Performance Indicator 5 
Each participant is supported to understand the agreement, including any conditions, by using the language, 
mode of communication and terms which that participant is most likely to understand. 

This performance indicator requires an SDA provider to ensure a tenant has access to appropriate  
information and support to understand the terms and conditions contained in their SDA service agreement. 

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

Topic Content 
• Developing a user-friendly SDA agreement 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

Procedures are in place to establish 
the communication and decision-
making support needs of a tenant 
and ensure they have appropriate 
support to understands the terms and 
conditions in their SDA service 
agreement.

An SDA provider develops a single 
service agreement to govern the 
delivery of housing and tenancy 
support services. 

The SDA service agreement is clear 
and easy to understand. 

Supporting material with additional 
details about terms and conditions  
is available in accessible formats. 

An SDA provider ensures the most 
appropriate information resources 
and communication tools are used to 
work directly with a tenant to develop 
their SDA service agreement. 

A tenant has adequate time to 
consider and discuss the terms and 
conditions in their service agreement 
before they are required to provide 
their consent.

A tenant is adequately supported to 
give informed consideration and 
consent to their SDA service 
agreement.
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Developing a user-friendly SDA agreement 

An SDA agreement contains important information that a tenant needs to understand. Every tenant  
should have the opportunity to develop a sound understanding about the terms and conditions of their 
tenancy. 

An SDA provider should aim to make the written SDA service agreement as simple and easy to understand  
as possible. Auditors will look for agreements to be user-friendly. A written agreement may be considered  
non-compliant if it is too lengthy or complex. 

This can be a challenging responsibility when complex information needs to be translated into terms that  
all tenants and their supporters can understand. However, some tenants will rely heavily on this material  
and reference it more frequently than the agreement itself. 

What does this mean for an SDA provider? 

An SDA provider is responsible for ensuring the SDA service agreement is as clear and accessible to a 
tenant as possible. 

An SDA provider should: 

• Use as few documents as possible to record tenancy terms and condition 
• Limit the length and detail contained in an agreement 
• Provide easy to understand information that gives additional details and practical information about 

terms and conditions and tenancy rights.  
• Ensure the SDA agreement is available to a tenant and their supporters in their preferred format 

“When I saw the service agreement I was like, ‘God – it’s just really long and wordy and onerous  
on the customer.’ We had a desktop audit and that was flagged immediately with them saying,  
‘This isn’t really an appropriate agreement’.” (SDA provider)

“ACT [has] got a very comprehensive tenancy legislation but at the same time it’s obviously not geared 
to SDA tenants… It is so comprehensive and it gives so many rights to tenants [but] it just doesn’t 
communicate well.” (SDA provider)

Welcome Home – Module 4: Service Agreements                            !  19



Performance Indicator 6 
Each participant receives a copy of their agreement signed by the participant and the provider. Where this  
is not practicable, a record is made detailing the circumstances in which the participant did not receive a 
copy of their agreement. 

This performance indicator requires an SDA provider to ensure a tenant has a written copy of their SDA 
service agreement and that there is a written record of any circumstance where the tenant has not been 
able to give signed consent to their SDA agreement. 

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

Topic Content 
• Signing an SDA agreement 
• Review 

Service Objectives/ Policy 
Intent

Good Practice Tenant Focused Outcomes

A tenant receives a written copy  
of the SDA service agreement they 
have entered into or established  
with an SDA provider. 

Where a tenant has not signed the 
agreement, documented evidence  
is available to demonstrate how the 
SDA provider worked with the tenant 
to establish appropriate terms and 
conditions.

All communication with a tenant  
about their service agreement  
is documented. 

A tenant’s SDA service agreement  
and any associated documentation  
is available at the SDA dwelling for 
review by independent advocates.

A tenant receives SDA services in a 
timely manner, that are appropriate 
for supporting their needs and 
circumstances.
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Signing an SDA agreement 
Some SDA tenants are unable to sign their SDA service agreement for practical reasons, such as an 
impairment related to their disability. If the person does not have a supporter who has legal authority to sign 
an agreement on their behalf, the SDA Conditions Rule allows an agreement to be ‘established’ with an SDA 
provider, as long as they can demonstrate that they have worked with the tenant to establish appropriate 
terms and conditions. 

SDA Conditions Rule 2018 – Division 2, Sub-section 9 (1b) 
b) the specialist disability accommodation provider: 

I. has worked with the participant to establish a written service agreement in relation  
to the provision of SDA; 

II. has provided a copy of the proposed agreement to the participant; and 
III.provides SDA to the participant in accordance with the terms of the proposed agreement. 

An SDA provider should be aware that if they use a standard residential tenancy agreement, this exemption 
may not apply and a signature from the tenant or a formal guardian may be required under applicable state 
law. 

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

• Keep written records of all efforts to work with a person to develop an SDA service agreement 
• Ensure a tenant receives a written copy of their SDA service agreement, even if it is unsigned 
• Deliver housing and tenancy support services in accordance with the written SDA service agreement 
• Ensure SDA service agreements and any related records are available for review by independent 

advocates representing a tenant, responding to a formal complaint or visiting a dwelling as part  
of a quality assurance program, such as a Community Visitors Program. 
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Review 
To meet Performance Indicator 1 of the Service Agreements standard, an SDA provider must: 

Have a written service agreement developed with the SDA tenant that outlines the terms and 
conditions of the tenancy and the rights and responsibilities of the SDA provider and the tenant 
under applicable residential tenancy law 

An SDA provider should: 

Provide a prospective tenant and their supporters with information about the process of developing  
an SDA service agreement 

Ensure the approach to working with a prospective tenant meets their communication and  
decision-making support needs and preferences 

To meet Performance Indicator 2 of the Service Agreements standard, an SDA provider must: 

Ensure all terms comply with applicable state/territory residential tenancy laws 

Satisfy the minimum term requirements under the SDA Practice Standards and SDA Pricing 
Arrangements 

An SDA provider should: 

Aim to establish terms that give a tenant the highest level of protection possible under the law 

Ensure terms and conditions are appropriate for meeting the housing support needs of an SDA  
tenant and any known risks or vulnerabilities related to their circumstances 

To comply with Performance Indicator 3 of the Service Agreements standard, an SDA provider must: 

Ensure an SDA service agreement records the rights and responsibilities of the SDA provider  
and the tenant to access and use an SDA dwelling 

Ensure all conditions comply with applicable laws and standards 

An SDA provider should: 

Ensure their expectations for access and use of an SDA dwelling do not set unreasonable 
expectations for individual tenants or undermine their dignity, autonomy or privacy  

To satisfy Performance Indicators 4, an SDA provider must: 

Establish emergency management procedures for each SDA dwelling that comply with all applicable 
safety laws and standards 

Ensure all officers, employees, agents, sub-contractors and service providers who work in a dwelling  
have the knowledge and skills to implement emergency management procedures 

To satisfy Performance Indicator 5, an SDA provider should: 

Ensure tenants and their supporters have access to tenancy information that is accurate and easy to 
understand and available in their preferred format 
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To satisfy Performance Indicator 6, an SDA provider must: 

Ensure that, in the event a tenant is unable to sign their SDA service agreement, documentation  
is available that demonstrates the terms and conditions are appropriate for meeting the person’s  
housing support needs 

An SDA provider should: 

Keep detailed records of all instances of working with a tenant and their supporters  
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Quick Quiz: Service Agreements 
(Answers are listed on page 25) 

1.  What type of agreement can you use for an SDA tenancy? 

a)  A standard residential tenancy agreement 

b)  A standard residency or occupancy agreement 

c)  An SDA service agreement 

d) Any of the above 

e) It depends on the tenancy laws of the state/ territory in which you are delivering services 

2.  Does a tenant have to sign an SDA service agreement before they can begin their tenancy? 

a) Yes, the tenant must sign their SDA service agreement before they can begin a tenancy 

b) No, a tenant does not have to sign their SDA service agreement if they are unable to do  
so for practical reasons 

c) No, but someone must sign the agreement on a tenant's behalf before they can begin the tenancy 

3.  House rules must be included in the conditions for an SDA tenancy. 
• True 
• False 

4.  The terms and conditions in an SDA service agreement must: 

a) Meet the minimum term requirements outlined in the SDA Practice Standards 

b) Only comply with state/ territory tenancy laws that are relevant to a tenant's circumstances  
and needs 

c) Comply with the laws or regulations that provide the greatest protection to a tenant 

5.  Which of these statements is true? 

a) The formal discussion(s) about an SDA service agreement must occur between an SDA provider  
and the prospective tenant 

b)  The formal discussion(s) about an SDA service agreement must be confidential and only occur  
between the SDA provider and the prospective tenant 

c)  The formal discussion(s) about an SDA service agreement cannot occur unless there is a witness  
who is not employed by the SDA provider 

d)  Anyone can conduct the formal discussion(s) about an SDA service agreement, as long as the  
tenant gives their permission. 
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Quick Quiz: Rights and Responsibilities 

Answers 
1. E 

2. B 
3. True 
4. A 

5. A
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