NDIS Program - Service Agreement

1. Overview

Trevena Glen Farm offers an approved program that can assist NDIS participants to improve skills and
achieve specific goals in the general areas of ‘Community Participation’ and ‘Capacity Building’
through individually tailored sessions conducted by one of our trained facilitators based on a wide
range of potential interactions and activities on our farm.

This service agreement (typically assumed to be between the Client represented by the primary
contact and Trevena Glen as the Provider) explains and documents how the program operates
covering:

e Client and Provider details

¢ How to make an initial booking to assess suitability

¢ How to initiate an ongoing program with us

e Your responsibilities when visiting the farm

e Payment and cancellation policies

e Dates and sessions covered by this agreement along with how to change and review.
e The records we keep and what we can provide on request

¢ What to do if something goes wrong - disputes and complaints

2. Scope

Currently we only cater for those who are either self-managed or are plan managed - at this stage
we do not have systems set up to claim directly from the NDIA and therefore do NOT cater for those

who may be NDIA managed, although we would invite you to register your interest by completing

the online client registration form.

3. Provider

Provider Name

Grookea Enterprises Pty Ltd T/A Trevena Glen

Physical Address

1100 Winn Road, Mount Samson, QLD 4520

Postal Address

PO Box 737, Samford, QLD 4520

Web Site

https://trevenaglen.com.au

Email -
Enquiries/Bookings/Cancellations

ndis@trevenaglen.com.au

Phone

07-32894257 (Option #2), Jesse Evans or Susannah Wigzell

ABN

41-183-162-938

Admin Contact

07-32894257 (Option #5), Alan Gray

NDIS Approval

NDIS Approved Supplier Notification

Provider Registration #

4050048468

Approved Line Items(s)

09_008_0116_6_3 (Innovative Community Participation)

Formal Complaints

https://trevenaglen.com.au/issues
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NDIS Program - Service Agreement

4. Client
Client Name TBA
NDIS Number TBA
Primary Contact TBA
Plan Manager TBA
Specify supplier line item? TBA
Specify requested line item TBA

5. Process

Before making any ongoing commitment, we invite clients to arrange an initial session at the farm to
experience our program first-hand. The process is explained as follows:

1.

Complete our client registration form online allowing us to collect relevant information in
preparation for the session - see https://www.trevenaglen.com.au/ndis-client/ Without
this information, we will not be able to issue an invoice or keep any detailed records of your
initial visit.

Make a booking for a preliminary NDIS session by emailing us at
ndis@trevenaglen.com.au to find suitable availability

Attend the first session. Before the first session we will conduct an assessment to review the
information provided and ensure that the session can proceed safely as planned.

Decide whether the client would like to attend regular sessions. Advise us (phone or email)
of preferred dates and times for a period of about 3 months or a school term (we try our
best to provide the same facilitator for continuity although can consider a change if
requested). Sessions are available from Monday - Saturday; please note that Saturdays can
be quite popular and the farm environment is often busy .

Approve the Service Agreement. Once we confirm agreed dates and assign a facilitator, we
issue a specific individual service agreement which includes details of the booked sessions.
Please sign the last page and return to us electronically (photo or scan) or as a paper copy as
soon as possible. We may send a request to your Plan Manager confirming that funds are
available in the specific line-item category you have specified along with a request to reserve
sufficient funding for the sessions booked on the individual service agreement.

Attend sessions and facilitate payment of invoices. We maintain a schedule of booked
sessions which automatically generates and sends an invoice which you and/or your plan
manager will receive by email after each session. Please refer to the Cancellation Policy
section for how this is affected by cancellation of the session by the client or by Trevena
Glen.

Arrange a new block of sessions. Near the end of a block of sessions, we contact you
regarding the next period and whether you would like to continue the sessions. Depending
on your requirements and plans, we will then issue a new individual service agreement
which will be subject to the same approval process as outlined in #5 above.

Handle changes. Operational constraints may require us to change facilitators from time to
time. Wherever possible, we will attempt to contact you to address any concerns you may
have about the proposed changes.
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6. Responsibilities

To achieve the best outcome for the client, it is important that responsibilities (typically of the
primary contact, often delegated to a carer) are clarified.

1.

10.
11.

12.

Provide accurate and complete information prior to the initial visit via the online registration
form (see #1 in last section). Not only is it important to have accurate contact information,
but it is also very important for us to be aware of any specific medical and behavioural issues
that could impact health and safety of people as well as animals.
Provide us with a copy of the NDIS goals that form a part of the current individual NDIS plan
for the client. Provide a copy of these goals when a plan is updated and approved.
Advise us by email as soon as possible when there is a change in any details associated with
the primary contact, support coordinator, or plan manager.
Ensure suitable clothing is worn during the visit. This includes enclosed shoes, hat, and
raincoat/umbrella if there is any chance of wet weather.
Ensure that you bring any food and drink required. We have food and drink available at the
cafe, but filtered water is only available at the farm via purchase of bottled water.
Ensure that you bring any specialised medical supplies and/or equipment that may be
required. We do have a first aid kit for minor issues.
Ensure that a carer comes if any special assistance may be required such as:

a. Physical assistance

b. Toileting

c. Managing behaviour
Advise us at least 24hr in advance if you are wanting to bring any extra people (more than
one client and one carer) to the session. The same requirements for a dedicated carer apply
to any extra person that requires any special assistance (see point #5).
Acknowledge that Trevena Glen reserves the right to stop a session immediately, if the
carer/carers are not able to provide the necessary assistance to ensure safety of either
participants or our animals.
Acknowledge that no credit or refund will be given for a shortened session.
Acknowledge that Trevena Glen may cancel planned sessions if payments of previous
invoices are not made in a timely manner.
Acknowledge (Indemnify Trevena Glen - your acceptance of this agreement will be taken to
include this acknowledgement) that in some special situations our facilitator may need to
use physical restraint (holding/pulling hand for example) to avoid:

a. Risk of injury or harm to people

b. Risk of injury or harm to animals

Trevena Glen Farm - NDIS SA Template V1.10 Sep 2026 Page 3 of 8



7.

NDIS Program - Service Agreement

Payment Policy

An invoice is sent out (normally on the day of the visit) covering one visit only. The invoice
will have a due date which will align with the date of the visit.

Payment is due 7 days after invoice issue.. Note that we MUST receive payment BEFORE the
next visit.

If more than one invoice is unpaid, Trevena Glen reserves the right to cancel planned
sessions until outstanding payments have been made.

Only direct credit payment method is provided. The invoice number should be included in
the payment reference. Note that a variable matching fee of up to 2% may be added
(included in the session charge by minor variations to the hourly rate and/or non-contact
time) to the cost if the invoice reference is not provided in the bank reference field or if there
are multiple instances of late payment.

If there is a cancellation where a credit is applicable (refer to next section), a credit note will
be issued. This can be applied to the invoice for the cancelled visit (if not already paid), OR to
the next visit.

Note that immediate payment is available on the day of the visit via EFTPOS/cash at the Cafe.

8. Cancellation Policy

The cancellation policy described here, follows the guidelines published by the NDIA recognising that
costs can be incurred by providers even when a service is not provided which may be recovered by a
cancellation fee.

1.

If Trevena Glen cancels the session at any time (for example due to staff illness, wet weather,
payment issue, etc) a 100% credit will be applied. Please note that every effort will be made
to provide you with adequate notice of a cancellation, however there are some situations
where this may not be possible prior to your arrival at the farm.

Provided adequate notice is given, confirmed by email (prior to 8am on the day before the
planned session), no cancellation fee will be charged, and no invoice will be issued.

A late cancellation by the client incurs a cancellation fee of 75% of the invoice amount. A late
cancellation is defined as notification given after 8am on the day prior to the planned
session but before the start of the planned session.

There is no credit given for cancellation advice given after the planned start time of the
session or for a shortened session time - an invoice for the full amount will be issued.
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9. Detailed Description of Services

Services provided under the terms of this agreement are specified on the invoice and although the
session is tailored for each client, it is specified on the invoice as a general description typically
including the following:

*  General session description (shown below)

¢ The name of the facilitator

e The time and date of the session

e A breakdown of contact and non-contact time allowance with the hourly rate
¢ Therequested NDIS line-item code

The general description is:

“Individually tailored disability session including activities relating to social and community
participation and capacity building to meet the NDIS goals defined for [FirstName]. Can
include maintenance and development of relationship and social skills, communication,
independence, emotional regulation, awareness (self and others), muscle strength, range of
motion, fine and gross motor skills, balance and mobility, coordination, sensory integration
and practical skills assisted by one-on-one facilitated interactions in a safe rural setting.”

10. Records

Trevena Glen maintains electronic records of each visit based on the information you provide initially
in the client registration record. For each visit our facilitator will:

e Before the visit - review progress and make some notes on plans, goals and appropriate
activities that might be relevant.

e After the visit - notes on how the session went and suggestions for future visits

A report on this information can be provided on request. The charge for this service is specified in
the Agreement section.

Customers and associated people (Support Coordinators, Carers, Plan Managers, etc) may also access
your client records directly online via the TG Team Portal. The Primary contact (and others by
delegation) control what information is available. In order to access this portal, an individual must
create a user account (join the TG team) on the Trevena Glen website (in the footer section of most
pages). The default access level displays basic client details and the list of visits (past and future
planned). Details are provided on the NDIS page: https://www.trevenaglen.com.au/ndis/

Please refer to our Privacy Policy (https://www.trevenaglen.com.au/privacy-policy/) which
describes the information we collect and how it is managed.
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11. Disputes

Trevena Glen has a web-based incident and complaints management system that will allow clients to
submit formal complaints via the website. Please see the link on the Feedback and Reviews page

under “Complaints”: https://www.trevenaglen.com.au/customer-feedback/#complaints

Trevena Glen is committed to customer satisfaction and our desire is to resolve issues as quickly as
possible. The disputes process that should be followed is outlined as follows:

1. If you have any concerns at all relating to the conduct of your NDIS sessions, you are
encouraged to raise them directly informally with the admin contact (details in the Provider
section) by phone or email.

2. If theissue is not resolved to your satisfaction, please lodge a formal complaint via our
website (as noted above). This is typically acknowledged within 48hrs. By creating an account
on our website (using the same email address as what was entered in your original
complaint), you will be offered the opportunity to view and participate in the process with
direct access to our online complaints management system (TG Team Portal).

3. If you are still not satisfied, then you may raise a formal complaint with the NDIA through the

channels available - see https://www.ndiscommission.gov.au/about/complaints
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12. Agreement
Date of this agreement: TBA

Product: NDIS 2hr Session

Content: Refer to http://doc.grookea.net.au/docview.php?ndisprogram

Participants: [Standard Option] Client and carer. Parents are welcome to observe free of charge.
Other family members or friends may also request to attend the session in a support role. A
separate payment will be required for non-NDIS participants if engaging in activities warranting
additional staff resources (e.g. if two staff members are required to facilitate simultaneous horse
rides). Approval for attendance by additional participants (ad-hoc) must be obtained at least 24hrs
in advance from Trevena Glen. More regular attendance by others (including others on the NDIS
scheme) can be arranged but additional charges may apply.

Cost: $220/session

Duration: 2hrs

Participants: [Multiple/Shared Option] Clients and carers. Parents are welcome to observe free of
charge. Other family members may also request to attend the session on a special one-off basis.
Approval for attendance by additional participants (ad-hoc) must be obtained at least 24hr in
advance from Trevena Glen.

Cost: $160/client/session

Duration: 2hrs

Product: NDIS 1hr Session

Participants: Client and carer. Parents are welcome to observe free of charge.
Cost: $160/session

Duration: 1hr

Product: Report
Description: Report prepared for NDIS plan review process
Cost: $65

Changes: Possible with adequate notice (refer Cancellation Policy)

Review/Extension: At any time but please advise requirements by email at least two weeks
before the date of the last session in order to ensure continuation with the same time slot and
facilitator.

Suspension: If the NDIS plan funding for a client runs out, the planned program of sessions at
Trevena Glen is suspended immediately. You will need to contact us when a new plan has been
approved by the NDIA to restart your sessions. Please be aware that in this case, we might not be
able to resume in the same time slot with the same facilitator.

Hourly rate: $73.58 (maximum with variable discount applied). Note that a non-contact
component is applicable making up the balance of the session costs noted above.
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Sessions booked:

Date Time Facilitator
TBA TBA TBA

Service Period: TBA
Total funding: TBA

13. Acceptance/Acknowledgement

As the person with primary responsibility for the client named in this agreement (or with delegated
authority), | hereby acknowledge and accept:

1. The details provided about the client are true and accurate and as complete as necessary to
ensure the health and safety of all people and animals that might be involved during the visit
to Trevena Glen to the best of my knowledge.

2. That | understand the responsibilities outlined and will do my best to ensure that these are
met for each visit of the client to Trevena Glen.

3. The privacy policy of Trevena Glen as it relates to the client and records collected from the
sessions. | agree to manage access to these records by advising Trevena Glen in writing of
any changes that should be made to the access rights in a timely manner.

4. That | indemnify Trevena Glen and staff against actions taken including the application of
appropriate physical restraint of the client by the facilitator or other staff to prevent potential
injury to people or animals.

5. That there are certain risks associated with interaction with animals and every visitor agrees
to indemnify Trevena Glen as a condition of entry - please refer to
https://www.trevenaglen.com.au/entry-policy (this page Includes links to our risk
assessment)

6. The payment terms outline in this agreement.

7. The cancellation policy outlined in this agreement including the responsibility to pay a
cancellation fee for late notice, no-show, or shortened session time for the planned sessions
specified.

Name:

Signature:

Date:

NOTE: Please return a signed copy of this page (in person or electronically) as soon as possible.
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