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This User Guide is for Administrators within the My Aged Care Service and Support Portal. It explains how to create and maintain information about service delivery outlets.
Information about aged care services provided by each service provider is publicly displayed in the service finder on the My Aged Care website. This information is also used by My Aged Care contact centre staff and assessors to refer clients for service(s).
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[bookmark: _Toc115337274][bookmark: _Toc127187751][bookmark: _Toc132113603]Notes
Service information must be maintained by providers to ensure appropriate referrals are sent.
Only Organisation Administrators in the Portal can create outlets. Staff can then be assigned to outlets and service delivery information can be added for each outlet.
Only Organisation Administrators or Outlet Administrators can add or update service information.
An outlet identifies the location or area from which service providers deliver a specific service(s). Each outlet can have different staff, service information, locations and contact details.
You will need to set up one or more outlets in the Portal to add and maintain information about the services that your organisation delivers. To ensure that your services will be displayed on the service finders, you must set up an active outlet with an address and a service item under an operational outlet. 
Home Care Package service providers will be required to complete home care pricing information. Residential Respite Care and Home Care Package service providers will be required to complete home care pricing information.
For detailed information on the process to transferring services between outlets and clients between services refer to the Service and Support Portal User Guide - Advanced Outlet and Service Management - Transferring Clients and Services.
[bookmark: _Toc115337275][bookmark: _Toc127187752][bookmark: _Toc132113604]Viewing Outlets
To view outlets, follow the procedure below.
Select 'Outlet administration' from the home page. If you are assigned the role of Staff Member or Team Leader only, your home page will not display the ‘Outlet administration’ tile.
[image: Service and support portal home page for  an administrator. the Outlet Administration tile is highlighted]
You can now view all of the outlets for your organisation.
[image: Outlet Administration screen showing all the outlets that an administrator can see in card view]
[bookmark: _Toc115337276][bookmark: _Toc127187753][bookmark: _Toc132113605]Creating or adding a new outlet
Administrators need to set up outlets in the Service and Support Portal before service information can be added.
! When you create an outlet, the status is set to ‘Inactive’ by default. You must activate the outlet and create service items in an outlet before it can be made operational. The process for activating an outlet is described later in this User Guide.
1. Select 'Outlet administration' from the home page.
[image: Service and support portal home page for  an administrator. the Outlet Administration tile is highlighted]
From the Outlet administration page, select 'ADD NEW OUTLET'.
[image: ]
Enter outlet details. To add an outlet address, select 'ADD OUTLET ADDRESS'.
[image: ]
Fill out your address details, then select 'VALIDATE THIS ADDRESS'.
[image: ]
Confirm that the address is displayed correctly, then select 'SAVE ADDRESS'. If the address has been entered correctly but is not returned as a result, select 'Not found use entered address anyway'.
[image: ]
Complete the remaining fields. Select 'CREATE OUTLET' in order to save the record and create the outlet.
[image: ]
The outlet has now been created and the details for the outlet have been saved. Repeat this process for remaining outlets, if required.
[bookmark: _Editing_the_Organisation][bookmark: _Toc474315109][bookmark: _Toc3564539][bookmark: _Toc115337277][bookmark: _Toc127187754][bookmark: _Toc132113606]Editing the Organisation philosophy
! Cultural Specialisations are not the same as Specialisations for Diverse Needs Groups, and are not verified. Both types of specialisations are displayed in the service finder results.
1. Add/edit cultural specialisations.
Click the ‘‘Edit’ icon [image: ] next to ‘Cultural specialisations’ to select those groups that you have a focus on providing culturally specific care to.
[image: ]
You can choose to apply this to all services in your organisation by using the ‘SAVE AND APPLY TO ALL OUTLETS’ option or save as a default for all new services added by using the ‘SAVE AND DON’T APPLY TO ALL OUTLETS’ option.
[image: ]
Add/edit religious specialisations.
Click the ‘edit’ icon[image: ] next to ‘Religious specialisations’ to indicate if you have a focus on delivering care that aligns with particular religious needs or values.
You can choose to apply this to all current services in your organisation by using the ‘SAVE AND APPLY TO ALL OUTLETS’ option, or save as a default for all new services added by using the ‘SAVE AND DON’T APPLY TO ALL OUTLETS’ option.
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[bookmark: _Maximum_Exit_Amount][bookmark: _Toc127187755][bookmark: _Toc132113607]Maximum Exit Amount and other prices
From 1 January 2023, the Australian Government removed a provider’s ability to charge an exit amount, even if the care recipient previously agreed. Providers are also no longer able to charge a separate fee when engaging third party service; instead, service charges must now be all inclusive. These changes ensure that more funds are available to meet the direct care needs of My Aged Care recipients. 
This means that:
Exit amounts cannot be seen or edited in the My Aged Care Service and Support portal, and the Assessor Portal service finder.
Providers cannot charge separately for third party services. Third-party related charges cannot be seen or edited in the My Aged Care Service and Support portal, and the Assessor Portal service finder.
For newly generated Home Care Pricing Schedule Reports after March 2023, none of the capped prices (above) will appear. Old (historical) reports that are generated after March 2023 will continue to display the exit amount and the “separate cost when you want to receive services from a different provider” value.
For more information, visit the following Departmental websites:
Pricing for Home Care Packages
Third Party services for Home Care Packages
Exiting People from your Home Care Service 
[bookmark: _Toc3564541][bookmark: _Toc115337279][bookmark: _Toc127187756][bookmark: _Toc132113608]What are Home Care Package Specialisations attributes?
If you are configuring a Home Care Package service in Outlet Administration or in View Outlet, attributes related to this service type are available to select and display on the service finder. These are explained below.
[image: example of view outlet screen]
[bookmark: _Specialisations][bookmark: _Toc115337280][bookmark: _Toc127187757][bookmark: _Toc132113609]Specialisations
Specialisations under the Organisation Philosophy heading are related to culture and language, and do not need to be verified. See Editing the Organisation Philosophy for more details.
[bookmark: _Diverse_needs][bookmark: _Toc115337281][bookmark: _Toc127187758][bookmark: _Toc132113610][bookmark: _Hlk114825306]Diverse needs
Diverse Needs are a special group of Specialisations. These are also known as the “special needs group” in the Aged Care Act 1997. These are:
people from Aboriginal and Torres Strait Islander communities
people from culturally and linguistically diverse backgrounds
people who live in rural or remote areas
people who are financially or socially disadvantaged
veterans
people who are homeless or at risk of becoming homeless
care-leavers
parents separated from their children by forced adoption or removal
lesbian, gay, bisexual, transgender and intersex people. (LGBTI)
Providers who wish to make claims that their outlet specialises in the care of people identifying with one or more of the Diverse Needs groups will need to apply to have these claims verified by a third-party assessor. While all providers must demonstrate that they meet the Aged Care Quality Standards, providing specialised services for the Diverse Needs groups is an optional and additional step.
No new unverified specialisation claims are published on My Aged Care from June 2022. Successful verification depends on the outlet’s ability to demonstrate they provide specialised care. The Specialisation Verification Framework sets out the criteria providers are required to meet, and expected forms of evidence.
Verified specialisations will be published on the My Aged Care Provider profile. Providers who have not had their specialisation claim(s) verified will have those claims removed from their My Aged Care Provider profile from March 2023.
For more general information on the verification process, please refer to About Specialisation Verification.
[bookmark: _Toc115337282][bookmark: _Toc127187759][bookmark: _Toc132113611]Editing Home Care Package attributes
Home Care Package attributes are located in the Service Details section of the Outlet Administration tile. This section is located in View Outlet, then View Service items.
The attributes listed in the Home Care Service Details tab include service details, service delivery, service delivery area, specialisations. hours of operation, and service description.
The Specialisations section are further divided into Diverse Needs, Specialised Services, and Languages. They are explained below.
[bookmark: _Toc115337283][bookmark: _Toc127187760][bookmark: _Toc132113612][bookmark: _Hlk114825159]Diverse Needs specialisations and their verification
To indicate if your outlet or service has a focus on providing access to specific specialised services, submit a verification of specialisation application as follows.
1. Select 'Outlet administration' from the home page.
[image: Service and support portal home page for  an administrator. the Outlet Administration tile is highlighted]
From the Outlet Administration page, select the outlet you wish to submit a verification of specialisation application for. 
[image: Outlet Administration screen showing a list of outlets. ]
Select ‘MANAGE VERIFICATIONS’. 
[image: Graphical user interface, example of the manage verification button highlighted in red box. ]
Select ‘LODGE A NEW APPLICATION’. 
[image: View Outlet's Manage Specialisation Verifications page. The "Lodge a new application" button is highlighted.]
After reading the information, scroll to the bottom of the screen and select ‘NEXT’ to move to the next step.
[image: The disclaimer shown at the start of a Verification of Specialisation Application. the Next button is highlighted]
Select the specialisation/s you wish to apply for verification, then select “Next”.
[image: Step 2 of the Verification of Specialisations Application form, showing a list of specialisations available ]
Instructions on how to provide evidence for your chosen specification/s are shown. For further information refer to Specialisation Verification Framework – Detailed Evidence Requirements for Providers.
[image: Step 3 of the Verification of Specialisation Application Form, with an example specialisation display the Step 1 (download form) and step 2 (provide evidence). The Next button is highlighted]
Select ‘Download Form’ and fill out the form.
Upload the completed form by selecting ‘Provide Evidence’. A pop up called ‘Evidence of Specialisation’ will appear. For each specialisation, there are specific requirements for the number of Tier 1 and/or Tier 2 criteria that you must satisfy. In the drop down menu, select the criterion that you wish to be assessed against.
[image: the Evidence of Specialisation pop up, with a drop down to select specialisation criteria ]
This is an example of the Tier 1 and Tier 2 criteria available for a specialisation, which is being displayed in the drop-down menu.
[image: the Evidence of Specialisation pop up with an example of tiers 1 and 2 criteria for a particular specialisation available in the drop down menu]
Follow any instructions that appear (for example, uploading a PDF file), then select ‘SUBMIT’. Please note that the Submit button will not be available until you have finished following the instructions. 
There are some criteria that do not require any further input - select Submit to progress to the next step.
[image: The Evidence of Specialisation pop up, with a particular criterion displayed, and an area to choose to upload evidence documents.]
Your chosen criteria and any evidence will be shown.
To view the evidence required to support the criterion again, expand by selecting the double arrow icon [image: double arrow (expand) icon].
To delete any uploaded files, select the rubbish bin icon [image: rubbish bin (delete) icon] next to the file name.
To delete the entire criterion, select the rubbish bin icon that is to the right of the criterion name.
To provide evidence against another criterion, select the ‘Provide Evidence’ button.
[image: The Verification of Specialisations Application Form showing that Step 2 is now complete, with the name of criterion, tier, and the uploaded evidence file showing.]
You can also use the space in the Additional Information section to provide any additional information to support your application. This is limited to 1000 characters and will be sent to the independent assessor.
Then, select ‘NEXT’.
[image: the Additional Information section of the Verification of Specialisations Application screen.]
Select all or any of your organisation or outlet’s services which the specialisation application will apply, then select ‘NEXT’.
[image: Step 4 of the Verifications of specialisations application form showing a list of outlets and services which the application can be applied against]
The next screenshot is an example close up of the services available to be selected. There are 2 out of 3 Home Care Package services selected.
[image: A close up of an example service in Step 4 of the Verification of Specialisations Application. ]
To submit your application you must agree with the declaration and then select ‘SUBMIT’. 
[image: The last step (step 5) of the Verification of specialisations application form, showing the declaration. You must tick the declaration shown in the red callbox box, followed by selecting the submit button]
You can view submitted applications by returning to the ‘Manage Specialisation Verifications’ page.
[image: the Manage Specialisation Verifications screen in Outlet Administration for an outlet. This now shows the application in progress in the Applications tab]
To edit a submitted application, click on the application title. If an application requires additional information, you may be required to update and resubmit an application.
[image: the Manage Specialisation Verifications screen in Outlet Administration for an outlet. Select the title of the application to enter it]
To remove an application, select the Delete (bin) symbol.
[image: the Manage Specialisation Verifications screen in Outlet Administration for an outlet. The Delete (bin) symbol is highlighted in red]
Once your services are verified and approved by the independent assessing authority, the corresponding ticks will appear in your My Aged Care profile (allow 1 business day). Your verified specialisations will be displayed in the Find A Provider Tool of the My Aged Care website, as well as in the My Aged Care Portals., as white ticks in a purple square.
[image: Exmple of service details page and what selected services look like ]
! Under the Specialisation Verification Initiative:
· Aged care providers can no longer add any self-nominated (tick) specialisations from their Services and Support Portal – Diverse Needs section.
· They can remove pre-existing specialisations. 
· Diverse Needs that are not successfully verified in the Portal will be removed from the Services Finder.
· Selected and Verified services are shown by white ticks in a purple square.
· Services that are eligible to be listed in the Service Finder are shown by white squares with a black border.
· Services that are not eligible because they have not been verified, or no longer eligible to be listed in the Service Finder are shown by grey squares. Providers are unable to select or unselect them. 
[image: Exmple of service details page and what selected services look like ]
[bookmark: _Toc115337284][bookmark: _Toc127187761][bookmark: _Toc132113613]Specialised Services
There are other specialised services that are not part of Diverse Needs, which you can indicate that a service or outlet offers. You should only select those with specific measures in place that demonstrate your specialised service offering, however they are not verified like the specialisations listed in Diverse Needs.
[image: Specialised services]
[bookmark: _Toc115337285][bookmark: _Toc127187762][bookmark: _Toc132113614]Languages
To indicate if this service caters for specific language requirements, select the languages in the ‘Languages’ section. Select ‘SELECT LANGUAGES AVAILABLE’ to bring up the selection and select ‘SAVE’ to save the configuration.
[image: Example of no languages specified page ]
[image: Example of languages that can be chosen ]
Once the language/s are selected and saved, they are shown under the ‘List of languages’.
[image: Example of how language is displayed once selected ]
[bookmark: _Toc115337286][bookmark: _Toc127187763][bookmark: _Toc132113615]Hours of operation
You can outline standard hours of operation for your service. By default, you can enter specific Monday to Friday, Saturday and Sunday hours. You can also specify individual working days by using the ‘Customise’ option.
To edit your hours of operation:
1. Select 'Outlet administration' from the home page.
[image: Service and support portal home page for  an administrator. the Outlet Administration tile is highlighted]
From the Outlet Administration page, select the outlet you wish to set the hours of operations.
[image: the Outlet Administration page showing a list of available outlets] 
Select ‘VIEW SERVICE ITEMS’.
[image: Graphical user interface example of the view service item button ]
Select the service you want to edit the hours of operation by clicking on the corresponding edit icon. 
[image: Graphical user interface example of the edit pencil icon ]
Input the hours and save.
[image: Hours of operation]
You can also indicate the average number of hours-of-service provision you provide each week per level of home care package. 
[image: Guidance on weekly hours per service]
[bookmark: _Toc115337287][bookmark: _Toc127187764][bookmark: _Toc132113616]Service Description
You can input a description of your service and add any additional service information up to 1000 characters.
[bookmark: _Toc3564542][bookmark: _Toc115337288][image: Service description example ]
[bookmark: _Toc127187765][bookmark: _Toc132113617]Adding pricing information to a Home Care Package service item or outlet
! Publishing pricing information is mandatory for all Home Care Package services and outlets. You will not be able to save a new service and make it ‘Operational’, save changes to partially complete existing pricing information, edit waitlist information or confirm if you have reviewed pricing information if the service does not have the mandatory pricing information.
All pricing information saved, including pricing schedule attachments, will appear by the next day on the My Aged Care service finder on the My Aged Care website, and do not require approval from the Department.
The help text against each pricing attribute provides further guidance on what specific information providers should be entering.
1. From the ‘Home Care Packages’ tab in the ‘View Service Items’ page, select the ‘Edit’ icon next to the Home Care Package services you wish to add pricing information to.
[image: View Service Items - Home Care Packages tab - edit icon is highlighted]
Alternatively, from the View Outlet page, select the ‘Edit’ icon next to Home Care Pricing to edit the pricing information at the outlet level.
[image: the View Outlet page. The Edit button next to "Home Care Pricing" is highlighted.]
! When you edit pricing information at the outlet level, this is a pricing template that you can save and apply to the services within a single outlet or all outlets in your organisation. This is best used when the pricing information for a number of your services is the same.
[image: ]
Only information saved at the service item level will display on the My Aged Care service finder. If you select ‘SAVE’ at the outlet level this will save the information locally and will not display in the My Aged Care service finder. Select ‘SAVE AND APPLY TO ALL SERVICE ITEMS OF THIS OUTLET’ to display your changes in the My Aged Care service finder.
The ‘Home care pricing service details’ page will be displayed. Select the ‘Home Care Pricing’ tab to add or edit pricing information for that service. 
[image: Service details tab - Home Care pricing page highlighted ]
From the Home Care Pricing tab, providers are able to enter detailed information for home care services about:
1. Information about service offering and value statements 
[image: The Version section of the Home Care Pricing tab of Service Details. It displays the date the pricing schedule list was last updated, and gives you a 1000-character area to fill in provider Information about Service Delivery and Pricing.]
Approximate Home Care Package Amounts 
[image: the Approximate Home Care Package Amount heading of the Service Details of an outlet.]
! If you do not charge the maximum basic daily fee you will be required to indicate a price for each package level. If you do not charge any basic daily fee you will still be required to note a price, for example $0.
 Care Management Approach and relevant prices and number of hours of service. Only select ‘N/A’ where you do not provide care management for that specific level of Home Care (e.g. Level 1).
Providers must publish a care management price in a clear dollar amount, so that care recipients can better understand and compare prices, and to understand what service they will receive for this charge. 
If providers bundle the cost of care management with other costs, such as package management charges or in an all-inclusive service cost, this may mean that the provider is not providing the required care management services. It will also make understanding and comparing prices difficult for care recipients and the public. Providers that list $0 for a service that they intend to charge for (such as Care Management) may be breaking the Australian Consumer Law.
To ensure funds meet the direct care needs of older Australians, some prices are capped and there are new rules of charging for providers. For more information visit the Department’s website.
Note: From January 2023, care management prices will be capped at 20% of the package level.
[image: The Care Management section of the Service Details section of a outlet]
Details and prices for Common Services that are offered under each level of Home Care Package. The five common services are: Personal care, Nursing, Cleaning and household tasks, Light gardening, and In-home respite. 
An approved provider of home care must provide the price for each of the common types of care and services (standard hours). Only select ‘N/A’ where you do not provide this particular service, for example on Public Holidays. If you provide the service but do not charge an extra amount, enter in the standard hours price.
 [image: The Price for Common Services section of the Service Details section of an outlet, this example shows Personal Care and Nursing]
Other pricing information that may be charged by the provider – Package management. Only select ‘N/A’ where you do not charge for package management for that specific level of home care (e.g. Level 1). 
Similar to care management, you must publish a distinct package management price in a clear dollar amount so that care recipients can better understand and compare prices – see 3c above for further information.
From 1 January 2023, package management prices will be capped at 15% of the package level.
[image: the Other Costs section of the Service Details of an outlet. This shows Package management and Staff travel costs]
Under the ‘Full Price List’ section, a pricing schedule website link (URL) and/or a pricing schedule attachment can be added. 
[image: the Full Price List section of the Service Details of an outlet. It shows a URL for providing a website link and a Choose File button for Uploading a pricing schedule]
To add a pricing schedule website link type in the URL in the “Provide a website link” section.
[image: the Provide A Website Link section of the Service Description form, showing an example URL ]
To upload the pricing schedule attachment you must select “Choose File” and choose the document (such as a PDF file) you wish to upload, then select “Open”. The attachment’s name will then be displayed. Name the attachment and provide a caption. You can optionally add a short description of the attachment.
[image: the Upload a Pricing Schedule section of the Service Details of an outlet]
If you are editing an individual service item, select ‘SAVE’ to apply all pricing information you have added to the home care service.
[image: ]
Alternatively, if you are an Administrator and editing pricing information at the outlet level, you can choose to save and apply the pricing information to all Home care service items in that outlet, save locally (before applying to any services), apply these details to all of your outlets (if you are an Organisation Administrator) or ‘CANCEL’ to discard any changes made.
[image: ]
[bookmark: _Toc3564543][bookmark: _Toc115337289][bookmark: _Toc127187766][bookmark: _Toc132113618]Additional home care pricing features
Home care service providers are required to review and if required, update their pricing information annually. In the scenario where no changes need to be made to any of the pricing information, providers can confirm that they have reviewed their pricing.
Home care providers will be reminded to review or update home care pricing schedules for operational home care service items if they have not been reviewed or updated in the last 11 months.
Outlet and organisation administrators will receive a ‘HCP annual pricing review’ task notifying them which services (in the outlet or organisation) are required to be reviewed. The task will close once all relevant services have been reviewed.
To assist providers in identifying all services requiring review, a ‘Review pricing information – Home Care Service Items’ report is available from the ‘Reports and documents’ tile. This report can be generated at the outlet or organisation level, respectively.
Please see ‘Service and Support Portal User Guide – Tasks and Notifications’ for guidance on viewing and managing your tasks and notifications, including setting up email notifications.
1. To confirm pricing, select 'CONFIRM REVIEW OF PRICING INFORMATION’
[image: the View Outlet screen, with the Confirm Review of Pricing Information button highlighted]
Select the service(s) that you wish to confirm, and select ‘CONFIRM REVIEW’.
[image: ]
Select “CONFIRM REVIEW” again, at the pop up.
[image: the Review Home Care Pricing Confirmation pop up - "please confirm you have reviewed the accuracy and currency of these service items pricing information. This will result in a new version of the pricing information, with an updated date"]
A confirmation banner will appear. 
Refer to the following step on how to view copied pricing information. 
[image: blue banner "The copy of your home care pricing information has started and should be completed shortly. For details - please check VIEW COPIED INFORMATION under the outlet details page"]
Home care service providers can also view a history of copied pricing information that has been applied to services within an outlet. Select ‘VIEW COPIED INFORMATION’ to view this history.
[image: ]
Both review and copy actions are shown in the “Home Care Pricing Copy Information” page, along with which outlet (for Administrators), state and end dates and times, and the status. Select “View” (Magnifying glass with plus symbol) to see more details. Select “RETURN TO OUTLET” to return to the View Outlet page.
[image: the Home Care Pricing Copy Information screen of View Outlet. Highlighted are example descriptions, a Magnifying icon to view each description, and the Return To Outlet button]
Home care service providers can also view and print a copy of the pricing information they have added to individual services, which can then be attached to clients’ Home Care Agreements.
[bookmark: _Toc3564544][bookmark: _Toc115337290][image: the Home Care Pricing section of View Outlet. the View/Print Current button and the View/Print History button is highlighted.]


[bookmark: _Toc127187767][bookmark: _Toc132113619]Adding service items to an outlet
1. From the Outlet Administration page, select the name of the outlet on the outlet card that you want to add a service item to.
[image: ]
The 'View outlet' page will be displayed.
From the 'View outlet' page, select ‘VIEW SERVICE ITEMS'.
[image: The View Outlet screen showing the View Service Items button highlighted]
From the View Service Items page, select ‘ADD A SERVICE ITEM’.
[image: ]
Select the program for the service that you wish to add.
[image: ]
Select ‘Funded’ for the service item you are adding. 'Funded' refers to government subsidised services that are funded and approved by the Australian Government under a Commonwealth aged care programme. Although the functionality currently exists in the Service and Support Portal to add non-funded services, non-funded services will not display on the My Aged Care website.
[image: ]
! For Home Care Package services this option will not be available as all services must be Commonwealth government subsidised.
[image: ]
Select the funded service you want to add to your outlet by selecting the relevant service item and then select 'SAVE'. You can refine the list of service items by entering details and using the 'FILTER' function. If you are adding a new Home Care Package service, you will be required to enter a unique name for the service in the ‘Service Item Name’ field that is displayed.
[image: ]
The service item will now display in the Outlet details page under ‘Services’. The service item will be defaulted to ‘Offline’ and the status will need to be changed to ‘Operational’ before it is displayed on the public service finder. The process for activating a service item is described later in this guide.
[bookmark: _Toc413887187][bookmark: _Toc413887261][bookmark: _Toc413887551][bookmark: _Toc413888629][bookmark: _Toc413890309][bookmark: _Toc413887188][bookmark: _Toc413887262][bookmark: _Toc413887552][bookmark: _Toc413888630][bookmark: _Toc413890310][bookmark: _Toc3564545][bookmark: _Toc115337291][bookmark: _Toc127187768]Once services have been added to an outlet, you can filter the list of services that are listed under a specific program by status, service availability and waitlist availability.
[bookmark: _Toc132113620]Editing a service item
You are able to edit service details by selecting ‘Edit’ to the right of the service item you wish to amend.
[image: ]
The details that can be edited include:
· Service item name
· Service delivery area
· If a service focuses on a specialised service area
· Upload promotional attachments (for residential facilities) 
· Edit Home Care Package specific attributes 
· Enter a detailed description for the service item.
! For details about organisation philosophies and diverse needs specialisations, refer to Editing the Organisation Philosophy, Specialisations and Diverse Needs sections.
[bookmark: _Toc3564546][bookmark: _Toc115337292][bookmark: _Toc127187769][bookmark: _Toc132113621]Adding and removing service sub-types to service items
Service sub-types can now be added or removed from the one single view screen. 
1. Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the outlet that you want to add a service sub-type to. Then click ‘VIEW SERVICE ITEMS’.
[image: the View Outlet screen showing the View Service Items button highlighted]
Select ‘See Sub-types’ below the service to see expanded service details.
[image: ]
Select ‘ADD/REMOVE SUBTYPES’.
[image: ]
The Add/Remove Subtypes screen will then be displayed where you can select/deselect the relevant sub types. Click ‘SAVE’.
[image: ]
[bookmark: _Toc3564547][bookmark: _Toc115337293][bookmark: _Toc127187770][bookmark: _Toc132113622]Maintaining availability of services and their waitlists
You can maintain information about the availability of service items via the Service and Support Portal.
To maintain a waitlist, you must ensure that the waitlist availability status on the service item is set to ‘Yes’ to turn on the waitlist, or ‘No’ to turn off the waitlist. Service and waitlist availability information will be displayed on the service finder via the My Aged Care website. When you change availability information it will appear by the next day on the My Aged Care service finder on the My Aged Care website.
1. Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the outlet that you want to edit service and waitlist information and click on ‘VIEW SERVICE ITEMS’.
[image: The View Outlet screen showing the View Service Items button highlighted]
Select the relevant service/waitlist availability status (Yes / No)
[image: ]
The waitlist functionality is further explained in the guide for Manage referrals for service.
[bookmark: _Toc115337294][bookmark: _Toc127187771][bookmark: _Toc132113623]Maintaining availability of service sub-types and their waitlists
You can maintain detailed information about service sub-types for a service that you offer via the Service and Support Portal. You are able to edit details about: 
Service sub-type availability (and waitlist)
Hours of operation for the service sub-type
Notes of staffing for the service sub-type
Whether transport is provided as part of that service 
Service sub-type information will be displayed on the service finder via the My Aged Care website. When you change this information, it will appear by the next day on the My Aged Care service finder on the My Aged Care website.
1. Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the outlet that you want to edit service and waitlist information and click on ‘VIEW SERVICE ITEMS’.
[image: the View Outlet screen showing the View Service Items button highlighted]
To edit availability and waitlist information for service sub-types, select the arrows next to ‘See Sub-types’ to display the sub-types that have been added to the service.
[image: ]
Here you can edit the sub-type availability and sub-type waitlist availability by clicking the toggles, and edit additional information about the service sub-type by selecting the ‘Edit’ icon. 
[image: ]
Add any additional information about operating hours, staffing or transport for that service sub-type and select ‘SAVE CHANGES’. 
[image: ]
Your updated information will saved.
[image: ]
[bookmark: _Toc3564548][bookmark: _Toc115337295][bookmark: _Toc127187772][bookmark: _Toc132113624]Editing a service delivery area
Information about the areas you deliver Commonwealth-funded services in (referred to as ‘service delivery areas’ in the portal) are pre-filled, based on your contractual information. All providers (except Residential care) must review their service delivery area information and edit if required.
It is important that you ensure the service delivery area(s) is accurate. This information is publicly displayed in the service finders and forms the basis of the referrals sent by contact centre staff and assessors.
You can select service delivery areas at either the client’s location or the service provider’s location.
The steps to edit the service delivery area (if at client location is selected) are outlined below.
1. Select ‘Outlet administration’ from the homepage.
Select the outlet card you want to edit by selecting the outlet name. On the ‘View outlet’ page, click ‘VIEW SERVICE ITEMS’
[image: ]
On the ‘View Service Items’ page, select ‘Edit’ next to the relevant service item.
[image: ]
The ‘Service details’ page will display.
Select ‘Edit’ next to ‘Service delivery area’.
[image: ]
Select the service delivery type (At provider location/at client location).
If you have selected ‘At client location’, you can choose the suburb(s) the service is delivered in. By default, the entire region in which you are funded to provide service is selected. You can choose to search for a specific suburb to add, add all the suburbs in the selected state, or add all the suburbs in the selected region.
The ‘List of serviced suburbs’ is automatically saved upon adding new suburbs. Select ‘CLOSE’ to go back to editing the service.
[image: ]
To remove suburbs from the list, select the suburbs you wish to remove using the checkbox and select ‘REMOVE SELECTED’, or use ‘REMOVE ALL’ to start configuring your list of suburbs from the beginning. These changes are automatically saved. Click ‘CLOSE’ to go back to editing the service.
[image: ]
[bookmark: _Toc3564549][bookmark: _Toc115337296][bookmark: _Toc127187773][bookmark: _Toc132113625]Adding a room type to a residential facility
1. Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the outlet that you want to add room information to.
[image: the View Outlet screen showing the View Service Items button highlighted]
Select ‘VIEW SERVICE ITEMS’, select the ‘Residential Care’ tab then click on ‘See room types’.
[image: ]
Then click ‘ADD ROOM TYPE’
[image: ]
 'Room type' page will be displayed. Enter the required information in the 'General room information' and ‘Pricing information’ sections. 
Fields marked with an asterisk (*) are mandatory.
[image: ]
! Accommodation prices above a refundable deposit amount of $550,000 (or equivalent daily payment) must be approved by the Aged Care Pricing Commissioner.
If the Aged Care Pricing Commissioner has not approved this price, or you have not submitted an application for approval of this price, you cannot publish this price. You cannot charge this price until it is approved by the Aged Care Pricing Commissioner.
Please note that when an approval is granted by the Aged Care Pricing Commissioner, the approved amount is not automatically updated on the My Aged Care website. Providers must update their own pricing information using the Aged Care Service and Support Portal.
Enter the required information under 'Key feature statement'. Select ‘SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL’’ after all required information has been entered. This room information will display on the service finder once approved by the Department (allow 3 business days).
[image: ]
! If you save the room type but do not select ‘Submit’, you will be notified that there are room types requiring approval by the Department and be prompted to submit the room type to the Department prior to displaying on the public service finder.
[image: ]
[bookmark: _Toc3564550][bookmark: _Toc115337297][bookmark: _Toc127187774][bookmark: _Toc132113626]Activating or deactivating a service item
Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the outlet with the service item that you want to activate/deactivate and click on ‘VIEW SERVICE ITEMS’.
[image: the View Outlet Screen, showing the View Service Items button highlighted]
For the services that have been added to the outlet, select 'Operational' to activate the service item or 'Offline' to deactivate the service item under the 'Status' heading. Only ‘Operational’ services will display in the service finders. The ‘Offline’ status should be used to indicate where a funded service is not currently offered by the provider. For example, the service is at capacity.
[bookmark: _Toc3564551][bookmark: _Toc115337298][image: ]
[bookmark: _Toc127187775][bookmark: _Toc132113627]Activating an outlet
After service items are added, outlet(s) need to be made active so that the following occurs:
The service items display in the service finder.
Contact centre staff and assessors can send electronic referrals to the appropriate outlet.
Assessors can match and refer to active services.
1. Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the outlet that you want to activate and select ‘ACTIVATE OUTLET’.
[image: The Outlet Administration/View Outlet screen with the Activate Outlet button highlighted]
Select 'ACTIVATE OUTLET' to confirm that you wish for this information to be displayed in the service finder. A warning message will display.
[image: ]
Your outlet is now active and operational service item information will display in the service finder, and will display as ‘Active’ in the Service and Support Portal.
[image: ] [image: ]
[bookmark: _Toc3564552][bookmark: _Toc115337299][bookmark: _Toc127187776][bookmark: _Toc132113628]Deactivating an outlet 
To remove an outlet from the service finders and stop referrals being sent to the outlet, it must be deactivated. An outlet cannot be made inactive if there are accepted and commenced services.
1. Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the outlet that you want to deactivate and select ‘DEACTIVE OUTLET’.
[image: The Outlet Administration/View Outlet screen, showing the Deactivate Outlet button highlighted]
Select 'DEACTIVATE OUTLET' again to confirm that you wish to deactivate the outlet.
[image: ]
The outlet is now inactive, does not display on the relevant service finder or receive referrals, and displays as ‘Inactive’ in the Service and Support portal.
[bookmark: _Toc3564553][bookmark: _Toc115337300][bookmark: _Toc127187777][bookmark: _Toc132113629]Removing an outlet from the Service and Support Portal
To remove an outlet from the Service and Support Portal, it must be in the status of ‘Inactive’.
1. Navigate to the ‘View Outlet’ details from the ‘Outlet administration’ page for the inactive outlet you wish to remove and select “REMOVE OUTLET”.
[image: the Outlet Administration/View Outlet screen, showing the Remove Outlet button highlighted, and the outlet's inactive status underneath the outlet's name]
Select ‘REMOVE OUTLET’ to confirm you wish to remove the outlet.
[image: ]
The outlet will no longer display in the Service and Support Portal.
! If you want to create an outlet with the same name as the one you removed earlier, you will need to call the My Aged Care service provider and assessor helpline on1800 836 799.
[bookmark: _Toc3564554][bookmark: _Toc115337301][bookmark: _Toc127187778][bookmark: _Toc132113630]For more information or support
Further information is available from the Service and Support Portal Resources page.
The My Aged Care service provider and assessor helpline is available on 1800 836 799.
For further information, go to My Aged Care  |  www.myagedcare.gov.au  |  1800 836 799	        1

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799	2
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services. Your (the aged care provider's) personal information may also be used and disclosed for secondary purposes such as delivering and evaluating
the initiative and for statistical, performance. policy development and research purposes.

Ifyou do not provide this information, Australian Healthcare Associates will not be able to assess your application to provide specialised care to aged care
recipients with diverse backgrounds. Your personal information is disclosed to Australian Healthcare Associates on behalf of the department and employees
of contracted services for the secondary purposes described above, but only those employees or contractors who need to have access.

By submitting this form on behalf of the Outlet or Organisation, you consent to Australian Healthcare Associates collecting information about you and the
Outlet/Organisation for the purposes indicated above

More information about the collection of your personal information by Australian Healthcare Associates on behalf of the department can be found on their
website.

More information

More information about the My Aged Care Provider Specialisation Verification intative can be found on the Department of Health and Aged Care About us
webpage.

For more information on how to apply for verification, read the Aged Care Provider Guidance Manual published on the Department of Health and Aged Care
website.

To talk to a help desk operator about your application, please call Australian Healthcare Associates on 1300 186 711 Monday to Friday, between 9:00am
and 5:00pm AEDT/AEST.

Please note the operator can provide you with information on applying to have your specialisation claims verified, however they are unable to provide you
with tailored advice about your application.

Review of decision

‘Should your application for verification of specialisations be unsuccessful, you are entitled to appeal the decision. An initial review will be conducted by
Australian Healthcare Associates, and communicated to you

If you are not satisfied with the outcome of that review, this can be escalated by Australian Healthcare Associates to the Department of Health and Aged
Care

Please contact Australian Healthcare Associates via email to MACspecialisation@health gov.au if you wish o initate a review.

Aged care providers' claims of providing specialised care will be reviewed and verified based on the information subrmitted against the Specialisation
Verification Framework. If a provider makes an application to be veriied as providing specialised care and it is determined that they do not meet the
criterion set outin the Framework, it does not necessarily mean they does not provide this specialised care

cLose

Log





image17.jpg
Verification of Specidlisations Application Form

Status: New
®

Information

02

Choose specialisations
Please choose the specialisation(s) you wish to have verfied for this outlet. Each specialisation listed on this page shows the current state ofits
verfication for this outlet. You wil not be able to add a specialisation to this application when:

= Acurrent specialisation claim has been verified for this outlet, unless verification is due to expire within the next 3 months
= An application for that same specialisation and same outlet is currently being assessed by the Independent Assessor
= The specialisation is already included in this application

You must select at least ane specialisation to your appli

ion before proceeding to the next step.

For more information on how to apply to have your claims of providing specialised care verified by an independent assessor, please visit the About
Specialisation Verification page on the Department of Health and Aged Care website.

(1) (04)

Application Senvice selection
Al fields marked vith an asterisk (") are required
Choose one or more specialisation for verification *

[ Aboriginal andlor Torres Strait Islander peoples and communities
ot verifed

[ Cuhurally and linguisti
Mot verifed

[ Financially or Socially disadvantaged people
Mot verifed

O Veterans
Not verifed

0] Homeless or at risk of becoming homeless
Not verified

[ Care-leavers

(0s)

Declaration
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Verification of Specialisations Application Form

Status: Draft

01 02 04 05
ormaton Croose speciasatons [opicaton} Senvos scton Deciration
03 Aboriginal andior Torres Strait Islander peoples and communities

Application

In order to complete you application you will be required to:

+ Download and compiete the relevant Specialisation Evidence Form, ensuring you complete each section associated with the criteria you wish o be assessed
against. Note that you must select the required number of criteria for the relevant specialisation

« Upload the completed Speciaisation Evidence Form by selecting 'Upload File'n the screen panel o the right

= Upload supporting evidence as required, based upon the requirements of each criteria. Upload supporting evidence by selecting 'Upload File'in the screen
panel to the right.

All documents must be in PDF file format and not exceed 10MB i size.
For a ful list of the criteria and evidence requirements, please visitthe About Specialisation Verfication page on the Depariment of Health and Aged Care website.

Step 1: Download Specialisation Evidence Form

In order to apply to have your claims of providing specialised care verified by an independent assessor, you will need to download and complete the Aboriginal and/or
Torres Strait Isiander peoples and communities Specialisation Evidence Form.

DOWNLOAD FORM [

Step 2: Upload completed form and supporting evidence *
Upload a completed Aboriginal and/or Torres Strait Islander peoples and communities Specialisation Evidence Form.

‘You must also select the critera that you meet for this specialisation and provide the requested supporting evidence. For this specialisation you must meet one of the
Tier 1 criteria OR four o the Tier 2 criteria.

PROVIDE EVIDENCE

Additional information
Use this section to communicate any additional information to support your application to the independent assessor.

4
071000

close || save || erevious
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Evidence of specidiisafion

Al llds marked with an asterisk (*) are fequired.

Select evidence form or criterion you wish to be assessed against -
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Evidence of specialisation

Specialisation Evidence Form Lesbian, gay, bisexual,transgender andlor itersex (LGETI) people

“Tier 1 - Criterion 1: Provider s Ranbow Tick accredited

Al fields marked with an asterisk (*) are required. -
SO — |

‘Tier 2 Criterion 2 One or more staf members identy 2 LGBTI and are wel resourced and supported by management o act 2 champions’ wilhin the organisation fo support care
reciients and other safl

Tier 2 Criterion 3: There s an estabished connection and regular engagement betieen the provider and a local LGSTI commurity organisation

Tier 2 Criterion 4 Atleast 80% of stff have completed annual irainng in the aged care nescs of LGETI people and trauma-informed care delvery.

Tier 2 Criterion 5: A least one LGBTI persan sits on the governing body (e.g. board) of he provider at the oulet evel. >

‘suBmT
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Evidence of specidiisafion

‘Tier 2 - Criterion 5: There are established connections and regular engagement between the provider and local Aboriginal and Torres Strait Islander community,
including leaders and organisations.

‘The following evidence is required to support this criterion

Details of the estabiished connection and engagement with local Aboriginal andor Torres Sirait Islander community, including any recent andlor planned

actvies.
‘The local Aboriginal andor Torres Sirat Islander community organisation(s) and leaders confirm(s) this connection. Evidence may include a Memorandum of

Understanding.

Evidence Document(s) -
Documents must be in PDF fle format and not exceed 10MB in size.

‘Choose files | No fle chosen
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Step 2: Upload completed form and supporting evidence *
Upload a completed Aboriginal and/or Torres Strait Islander peoples and communities Specialisation Evidence Form.

‘You must also select the critera that you meet for this specialsation and provide the requested supporting evidence. For this specialisation you must meet one of the
Tier 1 criteria OR four o the Tier 2 criteria

Evidence document(s)

Tier 2 Crierion 6 - Aleast 0% of taf have completed annual raining in the aged care needs oflocalregional Aborginal and Tores SiritIsiander ()
peoples, including cultural safety and trauma-informed care delivery.

(2) Evicence recured o suppor s erteron

PROVIDE EVIDENCE
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‘Additional information

Use this section to communicate any additional information to support your application to the independent assessor.
Additonal Information
Please refer to the notes on page 10
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NEXT
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Verification of Specialisations Application Form
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fyour application is successfu, the verified specialisation vill be published on your My Aged Gare provider pofile. Please allow 24 hours (weekday) for these changes to appear.

Aboriginal and/or Torres Strait Islander peoples and communities
For more information on how to apply to have your caims of roviding specialised care verified by an independent assessor, please visit the About Specialisation Verficaton page on the
'Department of Healih and Aged Care viebsite ‘Services to apply this specialisation *

Pleass indicate below uhich of the services associated with tis outet have specific measures in place o suppor Aborginal and/or Torres Siait siander peoples and communities
‘specialisation. Upon approval of your appitcaion, the verification il automaically be appied {0 he selected senvceis) and published on the Hy Aged Care website.

Outlet services

(%) Flexible Aged Care Programme
I Al Flexible Aged Care Programme Services

0 National ATS1 Aged Care Program
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(7) Home Care Packages
O Al Home Care Packages Services

[ Guen Waminglon Lodge CACP Senvice
NAPS Servce D 17521





image27.png
& Atthe time tis appiicaion is finafised, the selection(s) belov will e applied 10 your Outlet Senvice lles inthe Service and Support Portal and published on your My aged Care
1 profie. Ifyou wish o change your preferences afie this application f inaisd, you vl need o retum fo the Portal and do so via View Service flems.

Lesbian, gay, bisexual, transgender and intersex people

Services to apply this specialisation *

Please indiate below uhich of the services assoceiated wih tis ouet have specific measures in plac o support Lesbian, gay, bisexual, ransgender and infersex pecple specialisatio.
Upon approvalof your application, he verification will automatically be applied tothe selected service(s) and published on the hiy Aged Care websie.
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Verification of Specialisations Application Form

Information ‘Choose speciaisaions.

05

Declaration

Before you can submit your application, you must.
+ have atleast one evidence document uploaded agains each speciaisation n your appication.
- have selected one senice fem associaled with this oullet that caters for the civerse needs specialisation being verified, and:
- complete the declaraion on fis page.
For more information on how to apply to have your caims of roviding specialised care verifid by an independent assessor, please visit the About Specialisation Verficaton page on the
'Department of Healih and Aged Care viebsite

(03) (o) @
Appicaton Senice seleton [ Dociraion]

Alfilds marked vith an astersk () are required.

Declaration

Tedare T ormation provided as part of this application i rue and correct 1o the best of my knowledge.

+ | understand that once the clams to specialise n the delivery ofcare made i tis form have been verified by the assessor (Ausiralian Healthcare Associates) my organisation will make
best efors 1o maintainthe speciaisations through adherence {0 the requirements sef out by the My Aged Care Provider Specialisation Verifiation Framevork In the event that tis
‘specialisalions cannol be mainained. a representalive of my organisation vl remove this Specialsation’s hrough the My Aged Care Service and Suppor Portal

« I understand that | wish to reintate his specialisaton's, il need {0 re-apply for verfication by the assessor

- | understand the steps outined n he Informaton Page.

+ | understand that | il be required fo submit evidence to support my organisation's specialisaion claims, and | have vieved th crieia set out nthe My Aged Care Provider
‘Specialisation Veriication Frameviork.

+ | understand that my organisation's claims to deliver specialised care fo oder Ausiralians vih civerse needs vl not be published on their My Aged Care provider pofie uless ths has
been verified by an independent assessor
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Diverse needs

For which of these groups do you provide specific services?
Aboriginal and/or Torres Strait Islander

[ People who live in rural o remote areas

O Veterans

O care-leavers

Lesbian, gay, bisexual, transgender and intersex people

O culturally and linguistically diverse

O Financially or Socially disadvantaged people

[ Homeless or at risk of becoming homeless

O Parents separated from their children by forced adoption or removal
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Specialised services (7)
Which of the folowing applies to s service?
O Dementia

O Continence

O Hearing

O Respite care

O Weliness and reablement

O Mental Health

O vision

0 Terminal ilness

O Mobility

O Assistive Technology
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Languages ®
No languages specified
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Supported languages

Please select all supported languages and press Save when finished

Most selected
O Arabic O Cantonese O Croatian
O Greek O italian O Mandarin
O Polish O Spanish O Vietnamese

Alphabetical listing

®OOOOEOOOOO®OO®O®OOO®OOOO®
®XOO

O Chinese O English O Acholi

O Afrikaans O Abanian O Amharic

O Anyuak/Anuak O Arakanese/Rakhinz O Armenian

O Asante/Ashanti O Assamese O Assyrian

O Azari O Azerbaijani O Baluchi/Balochi
O Bambara O Bari/Beri O Basque

O Bassa O Bemba O BengaliBangla
O Bislama O Bosnian O Breton

O Bulgarian O Byelorussian O Catalan

O Cebuano O Chaldean O Chi-Nyanja/Nyanja
O Chichewa/Chewa O chin O Chin Haka (Dialect of Chin) o
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Current Specialisation Verifications

COVID-19 SUPPORT PORTAL

There are no current verified diverse need specialisations to display.

For more information on how to apply to have your claims of providing specialised care verified by an independent assessor, please visit the About
‘Specialisation Verification page on the Department of Health and Aged Care website

MANAGE VERIFICATIONS
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Hours of operation
What are the standard hours of operation for this service?

O Mon-Fri Start time * End time *
O Saturday Start time * End time *
O Sunday Start time * End time *

(%) Customise
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Guidance on number of hours of service provision (per week)
You may wish to enter a value between 1 and 168 for each level below.

Level 1 Level 2 Level 3 Level4
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Service Description (2)

Descrition
Australian Aged Care is a not for profit organisation that has been operating locally for more than 50 years. We are local, community owned and employ local people who care. We offer a range of services

from as little as one hour per month up to several hours a day based on your needs
Our services include )
71511000

Additional service information
You may wish to enter additional information about the availability of the services you provide. For example, a particular service may be temporarily unavailable due to limited staffing, or a service may only

operate on certain weekdays or times.
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Home Care Service Details [RTYSeIo )

Al fields marked with an asterisk (*) must be completed before submission

Home Care Package, Home Care Packages
NAPS ID: 1PVT

‘Sence o Narme:*
Home Care Package

Service delivery
Service provider name ‘Aged Care Inc - Outet 2

Facility name
Facilty previously known as.

Facilty locally known as

Service start date 01 January 2017
Service end date

Maximum permissible interest rate (MPIR)
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About New Outlet

Address ©

33 Provider Avenue
PROVIDER NSW 2123

Organisation philosophy

Cultrspeciistions (2) (7)

Bosnian

Refious speciaisations (2) (7)

Current Specialisation Verifications

There are no current verified diverse need specialisations to display.

For more nformation on how o apply fo have your laims of providing specialised care verified by an independent assessor, lease vist the About Specialisaton Verifation page on
the Depariment of Heallh and Aged Care vigbsite.
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