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Beyond the Sale
Partnering with OTs for 

Better Outcomes

Presented by: Sarah Collison

Qualified as an OT in 2002
kicked off in workplace 

rehab, when paper files 
and flip phones reigned 

supreme

Entered the NDIS world in 2014
in a Business Development 

role during the Hunter trial...
talking NDIS before it was cool

Went private in 2018, focusing 
on disability and aged care 

navigating all the fun of funding 
and functional assessments

Postgrad training in complex 
home mods, biz development 
& management
because why not add a few 
extra tools to the kit?

Facilitator of the NDIS OT 
Community of Practice 
now 12,000+ OTs strong

SARAH COLLISON
OT Unplugged co-host
apodcast where we chat 
all things OT and NDIS, 
minus the jargon
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When Good AT ≠ 
Better Outcomes

When Good 
AT ≠ Better 
Outcomes

When good AT ≠ Better Outcomes

Most AT failures aren’t about the product… it’s about the
process, or lack thereof.

When the prescription process isn’t done well it can
impact significantly:

• The client doesn’t get the right outcome
• The OT struggles to justify the recommendation
• The supplier loses trust (and often the sale)

Both OT and AT supplier have an essential role to play.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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When Good 
AT ≠ Better 
Outcomes

Navigating the AT prescription process

It’s rarely one big issue that breaks this prescription
journey.

It’s small breakdowns across the process:

• Unclear goals from the start
• The wrong (or only one) option is brought to trial
• Trials don’t reflect real-world use
• Features explained… but not linked to function
• Delays or gaps in quotes and information
• Assumptions instead of shared understanding

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT 
Prescription 

Journey

AT Prescription Process

• An unmet AT need is identified and referred for OT
input.

• OT makes plans for an assessment.

• May or may not have an AT solution in mind at this
stage.

• Post assessment, arrange trials with an AT supplier.

• Post trials, confirm AT selection and obtain quote.

• Determine pathway for funding approval.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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When Good 
AT ≠ Better 
Outcomes

Unclear goals from the start
BEYOND THE SALE

PARTNERING WITH OTS FOR 
BETTER OUTCOMES

Can we lift 
it?

No we 
can’t!

The wrong (or only option) is brought to trial

Does it fit 
over the 
toilet? 

No it 
doesn’t!

When Good 
AT ≠ Better 
Outcomes

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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Trials don’t reflect real-world use

But it fit fine in 
the 

showroom?!

But did you 
try it at 
home?

When Good 
AT ≠ Better 
Outcomes

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Features explained… but not linked to function

The 
wheelchair 
lights are 

R&N!

What’s the 
functional 
outcome?

When Good 
AT ≠ Better 
Outcomes

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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Delays or gaps in quotes and information

When Good 
AT ≠ Better 
Outcomes

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Please 
quote for 
mattress 
and hi-lo 

bed

Please 
remove the 
items NDIS 
won’t fund

But the client 
can’t self-

propel

I brought this 
great manual 
wheelchair to 

trial

Assumptions instead of shared understanding

When Good 
AT ≠ Better 
Outcomes

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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Partnering with AT 
Suppliers

Partnering 
with AT 

Suppliers

A partnership, not a handover...

Better outcomes don’t come from one side doing their job
well…

They come from both sides working together.

• OTs bring clinical reasoning and functional goals
• Suppliers bring product expertise and practical

solutions

When this aligns, everything works better = client gets a
great outcome.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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• The OT is responsible for the clinical reasoning and
ultimately the AT selection.

• If the AT caused harm, the OT is responsible.

• It is essential that the OT does not rely on the supplier to 
make the clinical decision.

• The prescriber role extends beyond the initial
prescription. OTs remain responsible for training, set up
and ongoing use / adjustments.

Partnering 
with AT 

Suppliers

OT prescriber responsibilities
BEYOND THE SALE

PARTNERING WITH OTS FOR 
BETTER OUTCOMES

Because they have to:

• Be responsible for upholding choice and control

• Ensure ethical, needs-based recommendations

• Coordinate with the broader care team

• Manage risk and safety

• Be responsible if it goes wrong

Why do OTs ask so many questions?
BEYOND THE SALE

PARTNERING WITH OTS FOR 
BETTER OUTCOMES

Partnering 
with AT 

Suppliers
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Assessing Functional Needs & Barriers
• What they can do, what they struggle to do and what’s

important to them.

• We assess physical, cognitive, sensory and
environmental factors that impact function.

Identifying Opportunities for Change
• Where could AT make a difference?

• The “opportunity” may be small (e.g., easier transfers)
or transformative (e.g., independent mobility).

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Partnering 
with AT 

Suppliers

OT role in the AT process

Matching AT Features to Functional Needs

• OTs consider function first, product second

⚬ Fit for the environment (home, community, 
workplace)

⚬ Adjustability and ease of use

⚬ Long-term suitability (growth, progression of 
condition)

⚬ Maintenance and repair requirements

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Partnering 
with AT 

Suppliers

OT role in the AT process
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Navigating Funding & Compliance Requirements

• OTs must ensure recommendations meet the funding
body’s criteria (e.g., NDIS “reasonable & necessary”
rules).

• We have to document and justify decisions with
evidence.

• Determine funding approval pathway. IE. funds available 
or plan review required. 

• Once submitted to funding body, no clear timeframe on
approval.

Partnering 
with AT 

Suppliers

OT role in the AT process
BEYOND THE SALE

PARTNERING WITH OTS FOR 
BETTER OUTCOMES

• Suggest appropriate trial options based on the
functional goals.

• Provide accurate product information and lead
times.

• Supply detailed, timely quotes.

• Respect the need to pause or reconsider
recommendations.

• Provide full safety specs, user guides, and risk-
related information.

Supplier responsibilitiesBEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Partnering 
with AT 

Suppliers
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Partnering 
with AT 

Suppliers

Product Expertise (Features and Benefits)

• Be the go-to person for in-depth product knowledge.

• Explain benefits in ways that link directly to the client’s
functional goals.

• Be aware of alternative products range that may meet
the same need, so the OT can compare.

• Understand limitations and risks, not just the positives –
so OTs can make an informed decision.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
AT supplier role in the AT process

Planning for AT Trials

21

22



21/05/2026

AT Trials - make or break in the prescription journey

• Trials allow for clinical consideration of AT solutions.

• Trials need to be comprehensive to enable
comparison of AT features and benefits.

• In order to confirm “effective and beneficial”
comparison of more than one item is necessary.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning

• Sometimes plans change last minute based on the
client’s condition or other factors.

• Be willing to work around the OT’s schedule and the
client’s needs.

• Arrive prepared, with equipment in safe, working order
and all accessories required.

• Often OTs have limited funding for AT trials, so proper 
planning can make all the difference. 

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
Flexibility in Trial Planning

AT Trial 
Planning
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Clarify goals before the visit

• OT and AT supplier should liaise ahead of time to
understand the functional goals for the trial (e.g.,
reduce fatigue, improve transfers, enhance
independence).

• AT trials are driven by functional goals – not simply
“trying the latest model.”

• If a supplier doesn’t understand the purpose of the 
trial, it’s a missed opportunity.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning

Pre-trial checklist – questions reps can ask OTs

• What functional goal are we testing?

• Any key risks or safety concerns?

• Client measurements (height, weight)

• What is access to the home like? Are there any
environmental constraints to factor in?

• Accessories or modifications likely required?

• Comparable models you’d like available?

• Who will attend (client, carers, therapist)?

AT Pre-trial 
Checklist

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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Confirm environment and client details

• Check where the trial will take place (home, clinic,
community) and understand the physical
environment (door widths, surfaces, slopes, space
constraints).

• Confirm client needs in advance (mobility level,
challenging behaviours, any sensory or cognitive
considerations).

This ensures products are brought to trial that will fit the
space and suit the client – preventing wasted visits.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning
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BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning

• Present multiple suitable products and explain the 
benefits of each one.

• Use neutral, fact-based language:

⚬ “This model offers a higher weight capacity, 
which might be helpful given the client’s weight.”

⚬ “This is the best one, you should just go with 
this.”

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
Offer Options with Explanation – Not Pressure

AT Trial 
Planning
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• When appropriate, share examples of how certain 
features have worked for others in similar situations.

• Phrase it in a way that supports the OT’s process:

⚬ “In other trials, clients with limited upper limb 
strength have found the powered tilt helpful for 
pressure management.”

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
Share Relevant, Functional Experience

AT Trial 
Planning

Bring at Least 2–3 Suitable Options

• Bring the item the OT has requested.

• Trials are most effective when OTs and clients can
compare multiple options in one visit.

• Include different models or variations that could meet
the goals discussed.

• Always bring any accessories that were flagged in
pre-trial discussions so they can be tested at the
same time.

• Bring additional helpful items.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning
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Allow Time for Trial and OT Feedback

• Allocate enough time so the OT can:
⚬ Set up each product

⚬ Observe the client using it in real tasks

⚬ Discuss pros/cons with the client

• Avoid rushing – thorough trials lead to better
recommendations and fewer repeat visits.

• Listen actively to OT feedback and take notes to
ensure your quote reflects exactly what was trialled
and discussed.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning

Overstepping into prescribing 

• OTs are responsible for the clinical recommendation 
and must consider a broad range of factors beyond 
product features

• When a supplier “tells” a client which product they 
should get, it can confuse the client, create mistrust 
and undermine the OT’s role

Top tip: Share product knowledge and functional benefits, 
but let the OT lead the recommendation process

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

AT Trial 
Planning
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Quoting, Set-up & 
Delivery

• Quotes should include base product, accessories,
customisations, delivery, installation and training if
applicable.

• Itemise costs clearly so they can be understood by the
OT, client, and funding body.

• Provide quotes in a format that aligns with funding
body requirements.

• The NDIA can take considerable time to review AT
submissions, quotes often requiring renewal.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Quoting, Set-
up & Delivery

Accurate, Detailed Quotes / Invoices
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Delays in quote provision or missing accessories

• OTs often have strict timelines for funding submissions.

• Missing accessories, incorrect specifications, or slow
turnaround can mean rework, funding delays etc.

Top tip:
⚬ Provide quotes within an agreed timeframe

⚬ Double-check that the quote matches what was
trialled.

⚬ Include accessories relevant to prescription,
customisations and delivery/installation costs

Quoting, Set-
up & Delivery

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Approval and invoicing

• OTs are not always notified when AT is approved. The AT
supplier may well know before the OT does.

• Always check with OT before placing the final order to
ensure the AT item remains suitable.

• If there has been a price increase, ensure this
communicated to the OT.

Top tip:
⚬Maintain a register of all quotes issued and follow up

regularly - this applies to both OT and AT supplier.
⚬ Once approved and the OT has confirmed suitability,

an invoice can be issued.

Quoting, Set-
up & Delivery

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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Quoting, Set-
up & Delivery

Set up and delivery

• Prior to set up and delivery, the OT should confirm that
the AT remains suitable.

• Both OT and AT supplier should be present for set up and
delivery.

• Clients needs can change including their choices, the OT
needs to be present to ensure that the AT is suitably
integrated.

• Ensure client and OT are provided with warranty and
service information.

• OT to provide handover documentation to the client
outlining process for service and repairs.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Wrapping it up
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Build a Strong 
Partnership

Great AT ≠ Great Outcomes

• Yes, the product matters... but the process matters 
more.

AT prescription is a shared process, it works best when:

• Goals are clear from the start
• Multiple options considered, not assumptions
• Features linked to function
• Timely, accurate information obtained
• Mutual respect for roles

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Be a Valued 
OT Partner

Be the OT, suppliers want to work with

• Reliability – Be organised, responsive and prepared.
Clear referrals, timely communication, and realistic
expectations help the trial and prescription process
run smoothly for everyone involved.

• Collaboration – Work with suppliers as part of the
broader team around the participant. Open
communication and shared problem-solving often
lead to better functional outcomes and more
practical solutions.

• Clarity – Clearly communicate the participant’s
goals, environmental considerations and key
functional issues before trials.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES
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Be a Valued 
Supplier 
Partner

Be the supplier OTs trust and rely upon

• Reliability – Deliver what you promise, on time,
every time. Be consistent in communication, trial
preparation and quote follow-up.

• Respect – Acknowledge the OT’s clinical authority
and the client’s right to choice and control.

• Understanding of Roles – Recognise that the OT is
responsible for the assessment, clinical decision-
making and funding justification. The AT supplier
role is to bring product expertise, trial support and
accurate information to that process.

BEYOND THE SALE
PARTNERING WITH OTS FOR 

BETTER OUTCOMES

Thank You!
 Any questions, thoughts or wild NDIS scenarios... I’m all ears.

www.verveotlearning.com.au
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