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Terms and Conditions 

Version 1.4  |  Effective Date: 1 Sep 2026  |  Review Cycle: Annual 

1. About Minds Support Network 
Minds Support Network Pty Ltd (referred to in this document as “Minds Support Network”, “We”, “Us” or “Our”) 
is an Australian-registered company delivering online counselling, psychology, occupational therapy, art 
therapy and related therapeutic support to participants across Australia. We are a registered provider with the 
National Disability Insurance Scheme (NDIS) and deliver services through interactive online environments and 
digital platforms. 

We support neurodivergent, disabled and mentally diverse people, including autistic individuals, people with 
Down syndrome, and those with diverse cognitive, communication, sensory or emotional regulation needs. 
Our services are inclusive and open to everyone. 

Minds Support Network holds appropriate insurance for the services We deliver, including professional 
indemnity, public liability and management liability insurance. 

By submitting an enquiry, completing a registration, or otherwise engaging with Our services in any way, You 
agree to these Terms and Conditions in full. 

2. Application of These Terms 
These Terms and Conditions apply to: 

• All participants receiving services from Us, including NDIS-funded participants, privately-funded 
participants, and any individual receiving services through Our platform. 

• Parents, legal guardians, family members and caregivers acting on behalf of a participant. 
• Support coordinators, plan managers and members of a participant’s broader support team. 
• Any third party engaging with Us in connection with a participant’s care. 

 

Our Privacy Policy operates alongside these Terms and Conditions and governs how We handle personal 
information. The current version is available on Our website, www.mindssupportnetwork.com. 

3. NDIS Registration and Service Delivery 
Minds Support Network is a registered provider with the National Disability Insurance Scheme. We operate in 
accordance with the National Disability Insurance Scheme Act 2013 (Cth), the NDIS Practice Standards, the 
NDIS Code of Conduct, and the rules and regulations made under the NDIS Act, including the NDIS (Incident 
Management and Reportable Incidents) Rules 2018 and the NDIS (Complaints Management and Resolution) 
Rules 2018. 

Services provided to NDIS participants are delivered in accordance with the participant’s NDIS plan, the 
agreed service arrangements, and the relevant NDIS Support Catalogue and pricing arrangements as 
published by the NDIS Pricing Schedule and Price Limits document, as updated from time to time. 

We also accept privately-funded participants, participants funded through Medicare Mental Health Treatment 
Plans where applicable, and participants funded through other recognised funding pathways. 

4. Services We Provide 
Minds Support Network delivers a range of therapeutic services through interactive online environments and 
digital platforms, including: 

• Counselling and psychotherapy 

http://www.mindssupportnetwork.com/
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• Psychology and psychological services 
• Occupational therapy 
• Art therapy and creative arts therapies 
• Group therapy and workshops 
• Related allied health support consistent with each therapist’s professional scope of practice 

 

Sessions are delivered exclusively online via secure platforms including but not limited to Google Meet, 
Discord, telehealth software and interactive digital environments selected with the participant. We do not 
provide in-person services. 

5. Not a Crisis or Emergency Service 
Minds Support Network is not a crisis service, emergency service or psychiatric service. Our services are not 
intended to replace, and must not be used as a substitute for, professional medical or psychiatric treatment or 
crisis intervention. 

Where You or someone in Your care is in immediate danger or experiencing a mental health crisis, please 
contact emergency services or a crisis support service immediately: 

• Emergency Services (immediate danger to life): 000 
• Lifeline (24/7): 13 11 14 
• 13YARN (Aboriginal and Torres Strait Islander crisis support, 24/7): 13 92 76 
• Kids Helpline (24/7): 1800 55 1800 
• Beyond Blue: 1300 224 636 
• Suicide Call Back Service (24/7): 1300 659 467 
• 1800RESPECT (sexual assault, domestic and family violence): 1800 737 732 

6. Our Therapists 
Sessions are delivered by credentialed therapists and psychologists engaged by Us as independent 
contractors. Every therapist and psychologist within Our network: 

• Holds current professional registration or membership with a recognised credentialing body including 
the Australian Counselling Association (ACA), Psychotherapy and Counselling Federation of Australia 
(PACFA), Australian, New Zealand and Asian Creative Arts Therapies Association (ANZACATA), or 
the Australian Health Practitioner Regulation Agency (AHPRA), including the Psychology Board of 
Australia for registered psychologists. 

• Holds a current Working with Children Check (WWCC) or equivalent state-based clearance. 
• Holds a current national police clearance. 
• Holds a valid NDIS Worker Screening Check. 
• Holds current professional indemnity insurance at the level required by their credentialing body. 

 

Each therapist and psychologist operates within their own scope of practice, professional training and 
credentialing body’s code of ethics. While We coordinate the participant-therapist relationship and provide the 
operational infrastructure, the clinical responsibility for therapy and psychological service delivery rests with 
the credentialed practitioner. 

7. Onboarding and Service Commencement 
Engagement with Our services follows a structured onboarding process: 

• Submission of an enquiry, registration or referral through Our website or via direct contact. 
• Review of the enquiry by Our team to confirm service suitability and operational fit. 
• Collection of relevant information including therapeutic goals, NDIS plan information, support team 

details and any safeguarding considerations. 
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• Matching with an appropriate therapist or psychologist based on the participant’s needs, the 
practitioner’s expertise, scheduling and platform considerations. 

• Provision of a formal Service Agreement outlining the specific terms of the engagement before 
sessions commence, where required. 

• Commencement of sessions through Our scheduling and practice management software. 
 

By completing an enquiry or registration with Us, You acknowledge and agree that any session booking You 
make is governed by Our Terms and Conditions, Our Privacy Policy, and the current Schedule of Fees 
published on the Minds Support Network website. The pricing applicable to a session is the rate published in 
the current Schedule of Fees at the time the session is provided, and cancellation terms are set out in Section 
9 of these Terms and Conditions. These Terms and Conditions apply whether or not a separate formal 
Service Agreement has been executed before the session takes place. 

8. Pricing and Payment 
Our pricing reflects Our position as a registered NDIS provider and is structured to align with the applicable 
NDIS pricing arrangements where relevant. The current rates for all services are published in Our Schedule of 
Fees on the Minds Support Network website. The applicable rate is the rate published in the current Schedule 
of Fees at the time the service is provided. Applicable rates are also confirmed in writing during the 
onboarding. 

8.1 NDIS-Funded Participants 
Where the participant is NDIS-funded, sessions are invoiced in accordance with the NDIS Support Catalogue, 
the participant’s plan management arrangement (agency-managed, plan-managed or self-managed), and the 
agreed service arrangements. Invoices are submitted through the NDIS portal or to the participant’s plan 
manager as appropriate. 

8.2 Privately-Funded Participants 
Where the participant is privately-funded, sessions are invoiced at Our published private rates. Payment terms 
are published in Our Schedule of Fees and confirmed at onboarding. Payment may be required in advance or 
on receipt of invoice depending on the agreed arrangement. 

8.3 Medicare Mental Health Treatment Plans 
Where applicable, We may accept participants accessing services through a Medicare Mental Health 
Treatment Plan. Rebate eligibility is determined by Medicare and the participant’s general practitioner, not by 
Minds Support Network. We will provide invoices and supporting documentation to enable Medicare rebate 
claims where eligible, but make no guarantee of rebate eligibility or amount. 

8.4 Other Funding Pathways 
Where a participant is accessing Our services through another funding pathway, including private health 
insurance, employer-funded support programs or other approved schemes, the participant or their support 
team is responsible for confirming eligibility with the funding provider and arranging appropriate invoicing. 

9. Cancellation Policy 

9.1 Notice Required 
A minimum of two (2) business days’ written notice via email to accounts@minds.care is required to cancel or 
reschedule a session without charge. Cancellations made with less than two (2) business days’ notice may be 
charged in full in accordance with NDIS short notice cancellation rules and Our Schedule of Fees. 

9.2 NDIS Short Notice Cancellations 

mailto:accounts@minds.care
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For NDIS-funded participants, We apply the short notice cancellation rules set out in the NDIS Pricing 
Schedule, including the right to charge the full agreed price for a session cancelled with less than two (2) clear 
business days' notice, in accordance with the NDIS Pricing Schedule and the participant's Service Agreement. 

9.3 Missed Sessions and No-Shows 
Where a participant does not attend a scheduled session without prior notice, the session is treated as a short 
notice cancellation and may be charged in full. 

9.4 Cancellations by Minds Support Network 
Where a session is cancelled or rescheduled by Us, for example, due to therapist illness, technical failure 
within Our control, or other operational reason, the participant is not charged for the cancelled session, and a 
rescheduled session is arranged at no additional cost. 

9.5 Verified Outages and Force Majeure 
Where a session cannot proceed due to a verified internet or power outage, We will work with the participant 
to reschedule at no additional cost. In cases of force majeure including natural disasters or other events 
outside reasonable control, sessions may be rescheduled without financial penalty. 

10. Participant Obligations 
By engaging with Our services, the participant and their support team agree to: 

• Provide accurate, complete and current information at onboarding and update Us promptly where 
circumstances change. 

• Attend scheduled sessions punctually and provide reasonable notice if unable to attend. 
• Maintain a private, quiet environment suitable for therapy during sessions. 
• Use a stable internet connection and appropriate equipment for sessions. 
• Treat Our therapists, practitioners and team members with respect and courtesy. 
• Settle invoices in accordance with the agreed payment terms. 
• Communicate with Us through the approved channels including compliance@minds.care, 

accounts@minds.care, and the practice management software. 
• Comply with the safety, supervision and other requirements set out in any Service Agreement, the 

High-Risk Engagement Awareness Statement (where applicable), and any other supporting document 
provided at onboarding. 

11. Confidentiality and Information Sharing 
Personal information about the participant and their care is handled in accordance with Our Privacy Policy, the 
Privacy Act 1988 (Cth), the Australian Privacy Principles, and applicable NDIS privacy requirements. 

Therapeutic and psychological information shared in sessions is confidential. However, confidentiality has 
lawful limits. Information may be disclosed where required by law (including mandatory reporting obligations 
and NDIS reportable incident notification), where there is an imminent and serious threat to safety, or with the 
express consent of the participant or their authorised representative. 

Our credentialed practitioners may also discuss participant matters for the purposes of professional 
supervision and clinical consultation, where appropriate, in accordance with their professional obligations and 
applicable privacy requirements. This is standard industry practice and these discussions are undertaken to 
support safe, ethical and effective care. 

Where the participant is a minor or has an authorised representative, communications with that representative 
are conducted in accordance with the consents recorded at onboarding. 

 

mailto:compliance@minds.care
mailto:accounts@minds.care
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12. Safeguarding 
Participant safety and wellbeing is the foundation of Our service. We operate under a documented 
Safeguarding Policy and an Incident Reporting Procedure, both publicly available on Our website. 

Safeguarding concerns, including but not limited to disclosures of harm, suicidal ideation, harm to others, 
abuse, neglect or exploitation, are reported to Our Compliance team via compliance@minds.care and 
managed in accordance with Our procedures. Reportable incidents under the NDIS (Incident Management 
and Reportable Incidents) Rules 2018 are notified to the NDIS Quality and Safeguards Commission within 
prescribed timeframes. 

Where a participant’s circumstances introduce elevated risk, Our High-Risk Engagement Awareness 
Statement applies. This Statement is shared with the participant and their support team and outlines the 
additional considerations, preconditions and shared responsibilities that apply in elevated-risk engagements. 

13. High-Risk Engagements 
Minds Support Network reserves the right to decline an engagement, or to require specific preconditions 
before commencing or continuing an engagement, where the level of risk exceeds what can be safely 
managed through online therapy. Preconditions may include clinical stabilisation through psychiatric or 
psychological services, in-person support during sessions, a documented safety plan, or other measures 
determined on a case-by-case basis. 

Where We assess that the level of risk in a particular engagement cannot be safely managed through Our 
service, We will say so openly and recommend alternative pathways, including referral to in-person therapy, 
psychiatric services, or specialist organisations. 

14. Online Platforms and Age Considerations 
Our services are delivered through online platforms including video conferencing software, voice-only 
communication, interactive digital environments and other approved channels. 

Some platforms used in therapy carry age ratings or content advisories. Where a participant is a minor, the 
decision to permit the use of any platform outside their nominal age category rests with the participant’s 
parent, legal guardian or authorised representative. We inform parents, legal guardians, authorised 
representatives and those involved in the onboarding process of age-related considerations prior to 
introducing any platform that may carry such considerations. 

Online sessions carry inherent considerations including technical issues, limitations on non-verbal 
communication, and the privacy boundaries of digital platforms. The participant and their support team remain 
responsible for the participant’s safety during sessions and the supervision of online activity outside session 
times where relevant. 

15. Recording and Transcription 
Sessions must not be recorded, transcribed or captured using audio, video, screenshots, AI tools or other 
recording or transcription technologies without Our prior express authorisation. Where recording or 
transcription is authorised, this will only occur with the participant’s informed consent, or the consent of their 
authorised representative where applicable, and for a clear therapeutic purpose. Participants and their support 
teams must not independently record or transcribe sessions without Our prior agreement. Where 
unauthorised recording or transcription is identified, We may cease the session and will document and assess 
the incident in accordance with Our internal incident management requirements. 

16. Third-Party Platforms and Services 
Sessions are delivered via third-party platforms including but not limited to Google Meet, Discord, gaming 
platforms, telehealth software and other communication tools. We are not responsible for the operation, 
security or availability of third-party platforms. Where a third-party platform experiences disruption, We work 
with the participant to find an alternative arrangement. 

Trademarks and intellectual property associated with third-party platforms remain the property of their 
respective owners. Where We refer to a third-party platform by name in connection with Our services, this is 

mailto:compliance@minds.care
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descriptive use only and does not imply any partnership, endorsement or affiliation between Minds Support 
Network and the relevant platform owner. 

17. Intellectual Property 
All content on Our website, in Our communications, and in Our service materials, including text, images, 
branding, frameworks and other materials, is the property of Minds Support Network or its licensors and is 
protected by Australian and international copyright law. No part of Our materials may be reproduced, 
distributed or used without Our prior written permission, except for limited personal use by participants and 
their support team in connection with the services they receive from Us. 

18. Social Media and Public Commentary 
Where a participant or their family wishes to share their experience with Minds Support Network publicly, We 
welcome this with the following considerations: 

• Identifying information about other participants or therapists must not be shared publicly without their 
express consent. 

• Screenshots or recordings of sessions must not be shared publicly under any circumstances. 
• Where a public statement contains commentary about Our service, We may respond publicly to 

correct factual inaccuracies, while maintaining participant confidentiality. 
We do not solicit, request or pressure participants for reviews, testimonials or public endorsements. Where a 
participant volunteers a testimonial or review, We may, with consent, use it in Our communications. 

19. Our Right to Decline or Conclude an Engagement 
Minds Support Network reserves the right to decline an engagement at the enquiry or onboarding stage, or to 
conclude an existing engagement, where: 

• The level of risk in the engagement exceeds what can be safely managed through Our service. 
• The participant or their support team engages in conduct that breaches these Terms and Conditions, 

including abusive, threatening or inappropriate conduct toward Our therapists, psychologists, 
contractors, team or other participants. 

• Payment terms are not met and outstanding amounts remain unresolved after reasonable follow-up. 
• Continuation would not be in the participant’s clinical interest. 
• Required safeguarding preconditions are not in place or are not maintained. 

Where We decline or conclude an engagement on these grounds, We do so with honesty and care, and 
recommend appropriate alternative pathways where possible. 

20. Complaints and Feedback 
Complaints, concerns and feedback can be raised with Us at any time: 

• Formal complaints: complaints@minds.care  
• General feedback: feedback@minds.care  
• Minds Support Network Compliance Team: compliance@minds.care  
• NDIS Quality and Safeguards Commission: 1800 035 544 

 

Our full Complaints Policy is available on Our website and outlines how complaints are received, investigated 
and resolved. Complainants always retain the right to take a complaint directly to the NDIS Quality and 
Safeguards Commission, a credentialing body or other regulatory authority. 

21. Limitation of Liability 
To the extent permitted by law, Minds Support Network’s liability arising in connection with the provision of 
services under these Terms and Conditions is limited as follows: 

mailto:complaints@minds.care
mailto:feedback@minds.care
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• We are not liable for outcomes outside Our reasonable control, including technical failures of third-
party platforms, internet outages, or external events. 

• We are not liable for decisions made by participants, families or support teams in response to advice, 
observations or guidance provided in sessions. 

• We are not liable for any decision to act, or not to act, on the basis of content shared in sessions or in 
connection with Our services. 

• Our liability for any breach of these Terms and Conditions is limited to the value of services delivered 
in the three (3) months immediately preceding the breach. 

Nothing in this clause limits liability that cannot lawfully be excluded under the Australian Consumer Law, the 
National Disability Insurance Scheme Act 2013 (Cth), or other applicable Australian legislation. 

22. Indemnity 
Subject to the limits set out in Section 20 and applicable law, the participant or their authorised representative 
agrees to indemnify Us against any loss, damage or claim arising from a breach of these Terms and 
Conditions by the participant or their support team, or from any conduct by the participant or their support 
team that exposes Us to liability. 

23. Variation of These Terms 
We may update these Terms and Conditions from time to time to reflect changes in Our services, applicable 
law, regulatory requirements or operational practices. The current version is available at all times on Our 
website at www.mindssupportnetwork.com. Significant changes are communicated through Our website and, 
where appropriate, directly to participants and their support teams. 

Continued engagement with Our services after a change to these Terms and Conditions constitutes 
acceptance of the updated terms. 

24. Governing Law and Jurisdiction 
These Terms and Conditions are governed by the laws of South Australia, Australia. Each party submits to 
the non-exclusive jurisdiction of the courts of South Australia. Nothing in this clause limits the rights of any 
party under applicable consumer protection laws or other mandatory legal protections in their own jurisdiction. 

25. Severability 
If any provision of these Terms and Conditions is held to be void, voidable or unenforceable, that provision is 
severed and the remaining provisions continue in full force and effect. 

26. Entire Agreement 
These Terms and Conditions, together with Our Privacy Policy, Our Schedule of Fees, and any Service 
Agreement issued at onboarding, constitute the entire agreement between Minds Support Network and the 
participant or their authorised representative in connection with Our services. 

27. Contact Us 
For any questions about these Terms and Conditions, please contact: 

• Enquiries and registration: register@minds.care  
• Accounts: accounts@minds.care  
• Compliance: compliance@minds.care  
• Complaints: complaints@minds.care  
• Feedback: feedback@minds.care  
• Website: www.mindssupportnetwork.com  

 

http://www.mindssupportnetwork.com/
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