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1. Background and overview

1.1 Purpose of the Guide

The My Aged Care Service and Support Portal User Guide - Part 2 (Service and Support Portal
User Guide) outlines how Commonwealth-funded service providers (providers) use the

My Aged Care Service and Support Portal for your organisation. This portal is previously known
as the My Aged Care Service Provider Portal.

The Service and Support Portal User Guide is split into two parts as follows:

e Part One provides an overview of the portal and describes the functions that an individual
with the Administrator role in the Service and Support Portal will perform.

e Part Two (this document) provides an overview of the portal and describes the functions
that an individual with the Team Leader or Staff Member role in the Service and Support
Portal will perform.

This guide does not cover:

e Detailed instructions on how to obtain a myID (which can be found in the user guide
Logging in to the Aged Care Systems.

! This symbol is used to highlight important information.

1.2 The Service and Support Portal
The Service and Support Portal is used to:

e Manage information about the services you provide

e Manage referrals for service(s) issued by My Aged Care contact centre staff or assessors
by accepting, rejecting, or placing on a waitlist

e Update client records with information about services being delivered

e Request that an assessor undertakes a Support plan review for a client

e Report SIRS Priority 1 and Priority 2 incidents in residential and in-home aged care
e Generate reports.

e Manage residential client classifications, reassessments, reconsiderations, and palliative
care administration.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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2. Accessing the Service and Support Portal

To access the Service and Support portal, each staff member must have a My Aged Care portal
user account linked to a supported third-party authentication service.

For more information regarding setting up users and logging into the system please refer to
Logqing in to the Aged Care Systems

3. Roles in the Service and Support Portal

The person nominated as the My Aged Care Organisation Administrator needs to be the first
person from your organisation to log into the Service and Support Portal. How to nominate your
first Organisation Administrator is detailed in the Nominating an Organisation Administrator
section of this guide.

The Organisation Administrator will be responsible for assigning roles to other staff. This can
include assigning other staff the administrator role to help set up and maintain information about
your organisation in the Service and Support Portal. Roles should be assigned in accordance
with the duties the person performs within your organisation.

T you are assigned more than one role, this access will apply across all outlets you have been
granted access to in the Service and Support Portal.

The following tables outline the functions for each role within the Service and Support Portal. It
includes both client focussed and organisation focussed tasks.

CLIENT FOCUSSED KEY FUNCTIONS OF THE SERVICE AND SUPPORT PORTAL

Kev Functions Organisation Outlet Team Staff
y Administrator Administrator Leader Member
Search for a client record v v v
(for referred clients)

View client records (for referred clients) v v
View referrals v v
Accept, reject, and revoke referrals v

View tasks and notifications v v v v
Manage organisation preferences for v

tasks and notifications

Manage outlet preferences for tasks and v v

notifications

View My Aged Care interactions v v v v
Add client service information v v
Transfer clients between services v

View list of residential care recipients and v v
their residential funding classifications

View list of requests for residential funding v v
assessments and reassessment

Request Residential Funding v

Reassessments

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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ORGANISATION FOCUSSED KEY FUNCTIONS OF THE SERVICE AND SUPPORT PORTAL

View Palliative Care recipients v 4

Upload Palliative Documentation v v

Submit notifications under the v
Serious Incident Response Scheme

Request change to contractual information v
Add outlets 4

Manage outlets: edit, activate, deactivate, v v
remove

Manage services: add, edit, activate,
transfer (organisation administrator only) 4 4
or deactivate

Manage staff (organisation level): add, v
edit, deactivate, remove

Manage staff (outlet level): add, edit, v v
deactivate, remove

Add Infection Prevention Control (IPC) v v
Lead contacts

Edit and Delete IPC Lead contacts v v v

3.1 Administrator homepage

! Go to Service and support portal user quide — Part 1: Administrator functions for more
information about Administrators.

People assigned an administrator role at an organisation level can view and manage information
for the entire organisation in the portal. People assigned an administrator role for one or more
outlet(s) in the organisation will only be able to view and manage information for the outlet(s) they
have been assigned.

Administrators are assigned the |PC Lead role.

If you log in to the Service and Support Portal as an administrator, Tasks and notifications,

My Aged Care interactions, Reports and documents, Government Provider Management System,
Outlet administration, and Staff administration tiles will appear on your homepage.

If you have been assigned the SIRS role by your Organisation Administrator, you will also see a
SIRS Notice tile.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1800 836 799 MonFi 3am - 8pm Sat 10am - 2pm Welcome Curlis from Aussie Aged Care

Service and Support Portal Logout

Welcome Curtis

My Aged Care interaclions

Tasks and notifications Reports and documents

‘Govemment Provider Management System SIRS Notice

3.2 Team Leader homepage

People assigned the Team Leader role in the Service and Support Portal have the same
functions as the Staff Member role and are also responsible for managing referrals for service(s)
and residential funding reassessment requests. Team Leaders are assigned the |IPC Lead Role.

If you log into the Service and Support Portal as a Team Leader, Service referrals, Find a client,

Tasks and notifications, My Aged Care interactions, Reports and documents, Retrieve a referral

code, Residential Care, and Government Provider Management System tiles will appear on your
homepage.

If you have been assigned the SIRS role by your Organisation Administrator, you will also see a
SIRS Notice tile.

The SIRS Notice tile will only display on your home page if you had an active SIRS (Serious

Incidents Response Scheme) user account on the Service and Support Portal before 1 April

2021. Otherwise, this tile will only display on your home page once your Administrator for the
Service and Support Portal has added the SIRS role to your staff profile.

For information on how to add the SIRS application for staff members please refer to the following
guides:

e How to access and user the Service and Support Portal for Serious Incident Response
Scheme (SIRS) — In-Home Care

e How to access and user the Service and Support Portal for Serious Incident Response
Scheme — Residential Aged Care services

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome May from Holiday UAT Service Provider Outlet

Service and Support Portal Logout

Welcome May

‘ ‘ : Find a client Tasks and notifications

0101_ —

Service referrals Retrieve a referral code My Aged Care interactions

K

Reports and decuments SIRS Notice ‘Government Provider Management System

B

Residential care

3.3 Staff Member homepage

People assigned the Staff Member role in the Service and Support Portal are responsible for
adding and updating client service information in the client record.

Your organisation may also give you responsibility for submitting notifications under the Serious
Incident Response Scheme (SIRS). As a Staff Member you can also view the clients in your
residential facility, their current and historical classifications in the Residential Care tile.

If you log in to the Service and Support Portal as a Staff Member, Service referrals, Find a client,
Review requests, Tasks and notifications, My Aged Care interactions, Residential Care,
Government Provider Management System and Reports and documents tiles will appear on your
homepage.

If you have been assigned the SIRS role by your Organisation Administrator, you will also see a
SIRS Notice tile.

As a Staff Member, you do not have access to the |PC Lead role.

1800 836 799  Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Shaun from

Service and Support Portal

Welcome Shaun

m Find a client Review requests

& E

Service referrals Government Provider Management System Residential care My Aged Care interactions

Reports and documents SIRS Notice

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799



http://www.myagedcare.gov.au/

®

3.4 Homepage for person assigned multiple roles

If you log in to the Service and Support Portal as a user with Administrator, Team Leader, and
Staff Member roles, you will see the functions for all these roles on the homepage.

3.5 Infection Prevention Control (IPC) Lead Role
I Aged Care Organisations delivering residential aged care need to nominate an Infection
Prevention Control (IPC) Lead under their outlet.

An IPC Lead in an Aged Care organisation is a registered or enrolled nurse who observes,
assesses, and reports on IPC of the service, and assists with developing procedures and
providing advice within the services.

Service and Support Portal Team Leaders can view, edit and delete existing IPC Lead contacts.
Service and Support Portal Team Members cannot access IPC Lead contact functions.

To access the IPC Lead functionality:

1. Select Outlet administration from the homepage.

1800 836 799 MonFii 8am - 8pm Sat 10am - 2pm Welcome Curlis from Aussie Aged Care

Service and Support Portal

Welcome Curtis

My Aged Care interactions

Reports and documents

Govemment Provider Management System

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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2. In the Outlet Administration page click to select the outlet you want to edit.

@ outiet Administration

Aged Care Inc - Outlet 1

Contact details

CASOR St
YASS, NSW 2582

Home Care Package
Maimum et amount (7) $100,000,000.000.93 ()

Qutlets (14)

'

3. You can edit and delete IPC Lead Contact details at any stage. In the View outlet page
current IPC lead contacts will be listed. To edit a contact, select the pen icon and update the
contact. To delete a contact, select the rubbish bin icon. A pop-up screen will appear to
confirm that you would like to delete the contact.

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Service and Support Portal

#® Home | Outiet adminisfration | View outlet - Test Outlet

Test Oullet

O (Active) Outlet Id 2-ZR1L 1IEV

.View outlet

About Test Outlet

\
v/
~

)
4

) B |“,p‘)|
Address = Contact Details -
33 SPRINGFIELD Road .

BOX HILL MORTH VIC 3129 S Sl

Phone: 02 6258 5774

Fax:

Email: nawaz khan@health gov.au
QOrganisation philosophy Sshsile:

Cultural speci

isations ® (]
)

A SRR X
3
Religious specialisations (2

Current Specialisation Verifications @@
Norelle Nurse
Phone: 01 2345 6789
Position/role: Mursing Director
Care e s 28 Sep 2022 01 Oct 01 Oct Mursing regisiration siatus: Registered Murse
2022 2025 Infection Control Modules:  Yes
Aged Care Modules: Yes
Parents separated from their children 20 Sep 2019 01 Apr 01 Apr
by forced adoption or removal 2020 2023 IPC lead specialisi fraining:  Completed
People who | I ot 19 Sep 2022 24 S 245 o B
a,e?se whe lve in rural or remets s Zozzep 2025.39 Education provider: IPC Course Provider
Date completed: 1 January 2000
Weterans 09 Feb 2023 09 Feb 09 Feb
2023 2026
More i about applying for i can be found on the Department
of Health and Aged Care’s About ialisat rification

E ITEMS

rther information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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4. Managing Referrals

Referrals for service are for individual services. Providers either receive referrals electronically or
via a referral code, depending on the client’s preferences, and incoming referrals have a priority
status (low, medium, high).

! For Residential Funding and Residential Respite referrals, refer to Chapter 8.

Providers may receive referrals for services via four different pathways:

e Clients with existing approvals for care types under the Aged Care Act 1997 can
approach service providers directly (these clients may not be registered with My Aged
Care).

e Providers can receive electronic referrals for service via the Service and Support Portal.

e Clients can approach providers directly with a referral code issued by assessors or the My
Aged Care contact centre.

e Providers can accept electronic referrals for service to a provider’s waitlist if a waitlist is
available.

Each provider outlet needs at least one person assigned the Team Leader role in the portal.

This person will be responsible for managing referrals for service Below is an outline of the roles
assigned.

Roles Team Leader Staff Member
View Referral v v
Accept Referral v X
Accept to Waitlist v X
Reject Referral v X
Revoke Referral after Acceptance v X
Request urgent referral v X

4.1 Clients with existing approvals for services under the Aged Care Act 1997

All clients with valid approvals for Home Care Packages are registered within the My Aged Care
system.

If a provider determines that a client’s care needs have changed significantly, for instance they
require a higher level of care; they should facilitate the client’s registration by calling the My Aged
Care contact centre or via the online web referral form available on the My Aged Care website at
https://www.myagedcare.gov.au/make-a-referral.

4.2 Electronic referrals for service

Providers can receive electronic referrals for service for clients registered with My Aged Care via
the Service and Support Portal.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 11
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4.2.1 Viewing referrals

1. Select Service referrals from the homepage.

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Shaun from Holiday UAT Service Provider Outlet

Service and Support Portal Logout

Welcome Shaun

. Find a client Review requests Tasks and notifications

[ E

Service referrals Govemnment Provider Management System Residential care My Aged Care interactions

Reports and documents SIRS Notice

Alternatively, from any other page in the Service and Support Portal, you can choose the Service
referrals option from the tool bar displayed at the top of the portal.

Welcome Charles from Aged Care Inc- Cutlet 1

Service Reirieve a - Repaorts and Tasks and ed Care Quali
Find a client documenis nofificaions L?Il:?a:hmls l'l:icatrgs Logoul

refemals referral code

You will need to select the relevant outlet name to ensure that you are looking for referrals in the
correct outlet. This can be done by selecting the outlet name from the top right corner of the
portal, above Logout.

2. The Incoming referrals page will now display a list of incoming referrals (those that have
not been actioned). You can alternate between card and list view by using the toggle at the
top of the page.

Review Service Refneve a Reporis and My Aged Care Tasks and

Findadient ‘4o ments interactions notifications

= Senvice and Support Portal requesls referrals referral code

# Home | Service providers

3 Incoming refemals

Accepled services pending Services in place Referral history

@
|

Filter by

Last name First name Aged Care User ID

110 2 out of 2 matching results

Aged care user Referred

1D date & Service type Recommended start date Prority
_: Penguin Pingu ACGGI84108 25/07/2017  19/06/2017 Meals At Home @ Low
(+) Penguin Pingu AC66384108 2500712017 19/06/2017 Allied Health and Therapy Services: Dietitian o Nutritionist Physiotherapy, Social Work Hydrotherapy @ Low

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3. You can refine the search results by entering a client’s First name, Last name, or Aged Care
User ID. Display the filter option by clicking the expanding arrows at the right of the filter bar.

3 Incoming refemrals

You have report(s) that are ready to be downloaded. To download, go to Reporis page

Incoming referrals Waitlist Accepted services pending Services in place Referral history

Filter by

Last name: First name Aged Care User ID:

ADWVANCED SEARCH CLEAR FILTERS

Select the ADVANCED SEARCH button to set filter options.

Search incoming referrals

Incoming referrals

Choose an item. ADD FILTER SAVE FILTER CLEAR FILTER
Aged Care User ID

Due gate

First name

Last name

Locality

Outlet

Postcode

Priority

Recommended start date

Referred date
Service type
State

Suburb

FILTER CANCEL

The following search filters can be chosen from the Optional Filter Field drop down menu and
applied to your search by clicking ADD FILTER.

e Aged Care User ID

e Due date

e First name

e Last name

e Locality

e Outlet

e Postcode
e Priority

e Recommended start date
o Referred date

e Service type

o State

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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e Suburb

Search incoming refemrals

Incoming referrals

Choose an item M  ADD FILTER

3 of 7 filters used
Locality Recommended start date

= ' iy

FILTER CANCEL

You can save any filters that have been applied by selecting SAVE FILTER, so that they may be
quickly used again through the ADVANCED SEARCH option. Alternatively, these referrals can
also be sorted by the following fields, in either ascending/descending or alphabetically:

e Client Last Name
e Client First Name
e Aged Care User ID

e Suburb

e State

e Postcode
o Locality

e Date Referred

e Due Date

e Recommended Start Date
e Priority

e Service Type

@®  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 14
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Filter by

Last name First name:
ADVANCED SEARCH CLEAR FILTERS
FILTER CLEAR

Sort Referrals by; in order of

Date Referred ~ Earliest to Latest -

Current sort order is Date Referred

4.2.2 Accepting or rejecting a referral for service

To accept a referral for service, select Service referrals from the home page, the toolbar at the
top of the portal, or the sidebar from the Menu option at the top left of the portal and follow the
procedure below.

Referrals for Home Care Packages will only be issued, usually via the provision of a referral code
to the client once a package has been assigned. Providers should note the take up deadline by
which they must have commenced services with a client for Home Care Packages or else the
assigned package will be withdrawn.

I Referrals for waitlists are not sent as a specific waitlist referral. If a waitlist is available for the
service the client has been referred to, a team leader can accept the referral to start service
immediately or accept the referral to waitlist.

1. From the Incoming referrals tab in Service referrals select the expanding arrows at the top
right of the referral in card view, or to the left of the referral in list view, that you wish to view
to display information about the referral.

Incoming referrals

Collin
BRADDINGTON

¥ LYNEHAM, ACT, 2602

Aged care user ID: AC91778241
Date referred: 14 February 2019
Due date: 22 March 2019
Outlet: Aged Care Inc - Outlet 1

Service type: Allied Health and Therapy Services, 1-
12DMT35

Or in list view, select the expanding arrows to the left.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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11 —
EE CARD e LIST

Filter by &)

1o 1 out of 1 matching result

¢ Recommended startdate : Priority =

E BRADDINGTON Callin ACI1T78241 22 Mar 2019 14 Feb 2019 Allied Health and Therapy Services, 1-12DMT35 @ Low

2. The expanded information will provide, in addition to what was already visible, any referral
comments made by the assessor or contact centre, and whether the client has multiple
referrals for additional service types to your outlet.

You may decide to accept, reject, or waitlist referrals based on the information available on
the referral card. However, if you want to see more client information prior to accepting a
referral, select VIEW REFERRAL SUMMARY AND CLIENT RECORD to view details of the

referral, the client's assessment and assessment outcomes and more detailed information
about the client.

| The detailed referral view will also display the recommended frequency and intensity of
recommended CHSP services. This is a recommendation only, to assist providers when
discussing service options with the client. This information is also available in the Services and
Referrals for my Organisation tabs in the client record.

=

Clark KAGLE

Aged 73 ( 11 Nowvember 1844 ), Male 9 CHELTENHAM, VIC, 3192
About this referral About this service
Qutlet Aged Care Inc - Qutlet 1 Service type Allied Health and
Date referred 15 May 2018 ) Therapy Services
Service sub type Mo sub types
Date due 20 June 2018 . . .
Service item name Allied Health and

Referral comments Mo referral comments provided Therapy Services -
At Client Location

Naps service Id TTES
Recommended service frequency 3 days per week

Multiple referrals are available for this client

VIEW REFERRAL SUMMARY AMND CLIENT RECORD

ACCEPT REFERRAL REJECT REFERRAL

3. Ifyou select VIEW REFERRAL SUMMARY AND CLIENT RECORD, the

Referrals for my organisation screen will display. Any referrals issued to your organisation
for the client will be displayed.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 16
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Lori KNOWLES

Female, 89 years old, 12 February 1930, AC76460476 Primary contact: Lori Knowles (self)
Unit 1, 177 COMBO COURT HARRISON, ACT, 2914

No representatives or relationships recorded

Referral summmary for Lori Knowles

REQUEST A REVIEW VIEW PDF OF CLIENT RECORD

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Referrals for my organisation

Allied Health and Therapy Services: Dietitian or

Nutritionist Domestic Assistance:

Referral Accepted on 12 February 2019 About this referral About this service

About this referral About this service Issued Date 21 February 2019 Recommended service 3 days per
Issued Date 12 February 2019 Recommended service 4 days per Due Date 7 March 2019 frequency week

DueDate 26 February 2019 frequency week

ACCEPT REFERRAL ACCEPT TO WAITLIST REJECT REFERRAL

== Priority Medium

== Priority Medium

You can view the following information in the Client summary tab (client contact details and full
address details can only be viewed once a referral has been accepted):

e Personal information

e Primary contact person

e Identity information and status of identity check

e Communication requirements

e Address details (Suburb, State/Territory and postcode only)
e Payment details

e Health insurance details

e Service information

e Current notes.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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You can view the following information on the other tabs of the client record:

e Support plan

e Attachments

e Approvals under the Act

e Services in place

e Tasks and notifications for that client

e Current and previous assessment and support plan review information

@Clien’r summary

REQUEST A REVIEW [8 VIEW PDF OF CLIENT RECORD

The client has not yet completed a wallet check
Conduct a wallet check now

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

To accept the referral, refer to Step 4 and 5.
To reject the referral, refer to Steps 6 and 7.
To accept the referral to waitlist, refer to Step 8.

The Service and Support Portal User Guide — The Client Record contains further information
about navigating the client record and what information can be viewed.

4. To accept the referral, select ACCEPT REFERRAL from the Referral summary page or
from the expanded card or list view in Incoming referrals tab.

! Itis critical that you review the referral and client information and that you have decided to
provide services to the client prior to accepting the referral.

Only accept the referral if both the provider and client agree to commence services.

Incoming referrals

(NIGRECICI  Waitlst  Accepted services pending  Services in place  Referral history
1] H—
HSSOl = ust

Filter by

1 to 2 out of 2 matching results

Last name Firstname < Aged care user ID Due date Referred date & Service type Recommended start date Priority
(+) POWELL Sam AC02320257 28 Mar 2019 20 Feb 2019 Alied Health and Therapy Services, 1-12DMT35 @ Low
Aged 97 ( 2 February 1922, Male 9 PHILLIP, ACT, 2606
About this referral About this service
Outlet Aged Care Inc - Outlet 1 Service type Allied Health and Therapy Services
Date referred 20 February 2019 Service sub type No sub types.
Date due 28 March 2019 Service item name Allied Health and Therapy Services - At Client Location
Referral comments No referral comments provided Naps service Id 1-12DMT35

Recommended service frequency 1 hours per day

VIEW REFERRAL SUMMARY AND CLIENT RECORD

ACCEPT REFERRAL | IS t=S= LN

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799 18



http://www.myagedcare.gov.au/
https://www.health.gov.au/resources/publications/my-aged-care-service-and-support-portal-user-guide-the-client-record?language=en

®

5. Select the correct service item name/NAPS Service ID (if your organisational has more than
one service/NAPS ID available for the service type) you wish to link the referral to. Confirm
that you want to accept the referral by selecting ACCEPT.

Accept this referal for Sam Powell

Accept this referral for Sam Powell (Referral ID#1-PNMURDU)

Select service item (2)

Service Type Service Name
@ Allied Health and Therapy Services - At Client 1-12DMT35  Allied Health and Therapy Services - At Client
. Location
Location

ACCEPT CANCEL

A confirmation banner will appear at the bottom of your screen confirming your acceptance of the
referral and advising that the referral, and access to the client’s full record including complete
address and contact information, will be available through the Accepted services pending tab.

Y Incoming referrals

Incoming referrals Waitlist Accepted services pending Services in place Referral history
am ——
1 CARD ] LIST

Filter by )

1 to 1 out of 1 matching result

First Aged care Referred Recommended
Last name 2 name <% user ID & 4 date % Service type 2 start date
.@ BRADDINGTON Collin AC91778241 22 Mar 14 Feb Allied Health and Therapy . Low (2 days
2019 2019 Services, 1-12DMT35 overdue)

Accessibility Privacy Disclaimer Terms of use Copyright
Copyright © Commonwealth of Australia ABN:36 342 015 855
myagedcare

Referral for Sam Powell has now been added fo your Accepted,
Services Pending list. You are now able to view their full client record.

I Once a referral has been accepted, service delivery information must be provided within the
priority status timeframes; details regarding this can be found in the My Aged Care - Service and
Support Portal Resources page on the Department’s Website.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799



http://www.myagedcare.gov.au/
https://www.health.gov.au/resources/collections/my-aged-care-service-and-support-portal-resources
https://www.health.gov.au/resources/collections/my-aged-care-service-and-support-portal-resources

®

6. Toreject the referral, select REJECT REFERRAL located next to ACCEPT REFERRAL on
the referral card or Referral summary page.

Y Incoming referrals

referrals Waitlist Accepted services pending Services in place Referral history

11 ——
s CARD mm— usT

Filter by @

1 to 1 out of 1 maiching result

First Aged care Referred Recommended
Last name + name = user ID =) = date % Service type % start date
G") BRADDINGTON  Collin AC91778241 22 Mar 14 Feb Allied Health and Therapy Services, . Low (2 days
- 2019 2019 1-12DMT35 overdue)
Aged 95 ( 8 February 1924 ), Male, Identifies as:Aboriginal 9 LYNEHAM, ACT, 2602
About this referral About this service
Qutlet Aged Care Inc - Qutlet 1 Service type Allied Health and Therapy Services
Date referred 14 February 2019 Service sub type No sub types
Date due 22 March 2019 Service item name  Allied Health and Therapy Services - At Client Location
Referral comments No referral comments provided Naps service Id 1-12DMT35

VIEW REFERRAL SUMMARY AND CLIENT RECORD

You will be asked to select a reason for rejecting the referral from a drop-down list. You may also
choose to enter additional information in the Rejection reason free text field.

! Rejecting a referral with the reason of Client deceased will change the client’s status to
Deceased and make the client record read-only.

Any unaccepted service referrals will be recalled, services in place will be ceased, assessments
will be cancelled and the client’s access to the client portal will be revoked.

My Aged Care will not send correspondence to the client or their representatives after the status
is changed to Deceased.

Where a client is active in the National Priority System or has been assigned a Home Care
Package, this will remove the client from the National Priority System and withdraw any
assigned Home Care Packages.

= == T T

Reject referal

All fields marked with an asterisk (*) are required
You are about to reject the referral for sky uat (Referral ID#1-YZZ3XN9).

Reason for rejecting *

Select one -

Client in respite/hospital

Client ineligible

Client uncontactable

Qutside service region

Referral made in error

Insufficient capacity hd
i No one accredited

Conflict of interest

h  Other L
Further info to be added
afaService no longer required i

Client deceased
114.Unable to process referral

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Comments regarding the Rejection reason are displayed to other My Aged Care users but not in
the client's My Aged Care Online account. Providing a rejection reason assists assessors and the
My Aged Care contact centre to support clients in accessing services.

Upon rejection, a confirmation banner will appear at the bottom of the screen.

V Referral for Collin Braddington has been rejected and removed from your list of incoming referrals.

! If you do not have capacity to provide the service type, your administrator should update your
service availability and information in the portal.

This is described in Service and Support Portal User Guide Part 1 — Administrator Functions.

If you are unable to provide the service at the time and you have a waitlist available, you can
accept the referral to your waitlist.

The referral will appear in your outlet's Waitlist tab. Note that this option is only available if the
service is configured by your Organisation Administrator to offer waitlist.

This process is described in Service and Support Portal User Guide Part 1 — Administrator
Functions.

The waitlist process is described in more detail in the Accepting a referral to waitlist section.
VIEW FULL CLIENT RECORD ACCEPT REFERRAL ACCEPT TO WAITLIST REJECT REFERRAL

4.2.3 Revoking a referral after acceptance

There may be circumstances after you have accepted a referral for service that affect your ability
to provide services to that client. For example, the client withdraws their consent for service
provision, or their circumstances change.

You can only revoke accepted referrals where service delivery information has not been entered
and/or services haven’'t commenced.

The Department will monitor the use of this functionality, and notifications will be sent to service
providers where 20% or more of referrals issued to the outlet over a period of 12 months have
been revoked after acceptance.

When a referral is revoked after acceptance, other referrals (such as from a broadcast or
preference referral) will be automatically issued.

To revoke a referral after acceptance, refer to the steps on the following pages.

1. Navigate to the Accepted services pending tab in the Service referrals section of the
Service and Support Portal and locate the accepted referral that you wish to revoke.

You can filter the results by expanding the Filter functionality, sort the results by editing the
sort order and selecting GO, or change the display of information between Card or List
views.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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@AccepTed services pending

Incoming referrals Waitlist || IENGEUEVES AN | Services in place Referral history

m EE LT

Filter by

Sort Referrals by in order of

Accepted Date « Earliest to Latest - ﬂ

Current sort order is Accepted Date

110 5 out of 5 matching results

Rodney Irwin

RICHARDS VICKER

@ PHILLIP. ACT, 2606 @ CHELTENHAM, VIC, 3192 ¢ HAMPTON, VIC. 3188 @ CHELTENHAM, VIC, 3182

Aged care user ID: AC11088069 Aged care user ID: AC54864004 Aged care user ID: AC54435870 Aged care user ID: AC54864004

Date accepted: 15 May 2018 Date accepted: 17 May 2018 Date accepted: 17 May 2018 Date accepted: 21 May 2018

Date referred: 14 May 2018 Date referred: 15 May 2018 Date referred: 15 May 2018 Date referred: 21 May 2018

Outlet Aged Care Inc - Outlet 1 Outlet Aged Care Inc - Outlet 1 Outlet: Aged Care Inc - Outlet 1 Outlet: Aged Care Inc - Outlet 1

Service type: Allied Health and Therapy Service type: Allied Health and Therapy Service type: Social Support Group, 2233 Service type: Domestic Assistance, 9987
Services, 7765 Services, 7765

Select the accepted referral you wish to revoke and expand the information. You are then able to
select REVOKE REFERRAL.

Clark KAGLE

Aged 73 ( 11 November 1944 ), Male § CHELTENHAM, VIC, 3192

Client contact details About this service

Preferred contact number 02 6460 3320 Service type Allied Health and
Therapy Services

About this referral Service sub type No sub types

Date issued 15 May 2018 Service item name Allied Health and

Date accepted 17 May 2018 Thergipy Ser\.ric_es -

Outlet Aged Care Inc - Outlet 1 _ Al Client Location

Naps service Id 7765

Referral comments Mo referral comments provided i
Recommended service frequency 3 days per week

Multiple referrals are available for this client

VIEW REFERRAL SUMMARY AND CLIENT RECORD VIEW PDF OF CLIENT RECORD
REQUEST A REVIEW REVOKE REFERRAL ADD SERVICE INFORMATION

2. Select the reason for revocation from the drop-down menu and enter detailed information in
the Comments section to explain why you are revoking the referral after acceptance.

Select REVOKE REFERRAL.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Revoke Clark Kagle refemral

‘You should only accept a referral for service where you intend to provide services to a client. If the
circumstances have changed and you're no longer able to provide services to a client, then you can revoke
n the accepted referral once you've provided a reason.

Piease note that the department monitors revoked referrals as they have a direct impact on the timely delivery
of aged care services 1o clients.

All fields marked with an asterisk (*) are required

Please select a reason for revocation after acceptance ()
Reason for revocation after acceplance ™
Select one -

Select one

Client deceased

Client withdrew

lUnable to deliver service
|Other

01500

3. You will receive confirmation that the referral has been revoked, and it will no longer appear
in your Accepted services pending tab.

V You have successfully revoked this referral after acceptance for Clark Kagle.

5. Clients and Services

To find a client who has been referred to or accepted to service by your organisation follow the
procedure below.

5.1 Find a client

1. Select Find a client from the home page.

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1800 836 799 MonFr 8am - 8pm Sat 10am - 2pm

Service and Support Portal

Welcome Shaun

My Aged Care interactions Reports and documents

[

SIRS Notice: Government Provider Management System

Alternatively, from any page in the Service and Support Portal, you can choose the Find a client
option from the tool bar at the top right-hand corner of the page to find the referral for that client.

2. On the Find a client page, you can search for a client by entering the first name and/or last
name of the client.

@) Find a client

Search by
Firsf name:
Last name Ef x Aged Care User 1D
ACNVANCED SEARCH CLEAR ADVANCED

CLEAR

Any matching results will be displayed.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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& Find a client

Search by
First name: Recently Viewed Persons
Last name E* Aged Care User ID
Ethon TUED AC55084156
ADVANCED SEARCH CLEAR ADVANCED Hubert BLOO 12687112

Chivene Winter ACT:

First name is E* Susie Jenell AC4!

- Juliet Dewolfe 612
SEARCH CLEAR
John Smith AC51687283

Milton Trabold AC58922512

Archibald Waide AC43661012

Roscoe Housler AC; 12

Luther Sivertsen AC 81

1 to 5 out of 5 matching results

Last name < First name Aged care user ID Address Locality Status Home contact number
HERAS Earle AC97222012 6 PALLIN Street GUNGAHLIN, ACT, 2912 ® Active (02) 7321 1106
HOUSLER Emerson ACBINT0112 94 CAPTAIN COOK Crescent GRIFFITH, ACT, 2603 @ Active (02) 3032 8284
MOECKEL Elena ACB3337212 12 SENTRY Crescent PALMERSTON, ACT, 2913 @ Active (02) 9851 3519
SHARRARD Emily. AC62634112 Unit 1 28 FLINDERS Street EDEN, NSW, 2551 @ Active (02) 1284 9052
TUED Ethon AC55084156 No address details found No address details found @ Active

3. You can also select ADVANCED SEARCH. Advanced Search options available for Find a
client include:

Aged Care Payment Management System (ACMPS) number
Aged Care User ID

Centrelink Customer Reference number (CRN)

Client Status

Date of Birth

Department of Veterans’ Affairs (DVA) card number

First name

Home contact number

Last name

Locality

Medicare Card Number

Postcode

Preferred name

State

Suburb

System for the Payment of Aged Residential Care (SPARC) number.

5.2 Viewing client information

You can only view information about clients that have been referred to your organisation.
Once you have found a client, you can view information contained in the client record.

You can view all information about a client, apart from their full address and contact details, prior
to accepting a referral.

To view client information, follow the steps below.

1. Select the client’'s name from the list of search results.

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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# Home | Client

@ rind a client

Search by

First name:
Last name: R*
ADVANCED SEARCH

CLEAR ADVANCED

First name is R*

4 First name

o Aged care user |ID

Jones Rachael ACDB928923

Recently Viewed Persons

Rodney RICHARDS AC11083069
Rachael JONES AC

Aged Care User ID

29304

George KELLY AC3
Clark KAGLE AC54864004

1 to 1 out of 1 matching results

Locality = Home contact number

23 FURZER Strest PHILLIP, ACT, 2606

@ Active

Alternatively, select Service referrals, select the expansion arrow on the client card in card view
of expanded record in list view, and then select VIEW REFERRAL SUMMARY AND CLIENT

RECORD.
CARD VIEW:

1800 836 799  Mon-Fri 8am - 8pm Sat 10am - 2pm

Service and Support Portal

iew
requests.

# Home | Service providers

Incoming referrals

[EURTEEC waitist | Accepled services pending | Senvicesinplace | Referral history

Filter by

SortReferrals by in orderof

Date Referred ~ Latest to Earliest

Current sort order is Date Referred

Incoming referrals

Rachael
JONES

9 PHILLIP. ACT, 2606

Aged care user ID: AC05928923

Date referred: 21 May 2018

Due date: 23 May 2018

Outiet Aged Care Inc - Outiet 1

Senvice type: Residential Permanent, 4321

o [ENEN

Welcome Annie from Aged Care Inc - Outlet 1

Repors and

My Aged Care
documents g

Tasks and
interactions '

Find a client notiications 9ot

Retrieve a
referral code.

Service
referrals

1to 1 out of 1 matching resufts

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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LIST VIEW:

) Incoming referrals

Incoming refesrals  RUFTIET Accepted sendices pending Services in place Referral history

um

Filter by -]

1 to 1 out of 1 matching result

Aged care
user 1D
JONES Rachael ACOESZES2ZI 23 May 21 May Residential @ 1 day
2018 2018 Permanent. 4321 averdue
Aged TT { 26 October 1940 ), Femnale ¥ PHILLIP, ACT, 2606
About this referral About this service
Dutlet Aged Care Inc - Outist 1 Service type Residential Parmanant
Date raferrad 21 May 2018 Sarmvice sub type Mo sub types
Date dus 23 May 2018 Sarvice iterm name  Residential Parmaneant - At Provider

Location

Referal comments  No referral comments provided
Maps service Id 431

I VIEW REFERRAL SUMMARY AND CLIENT RECORD I

ACCERT REFERRAL REJECT REFERRAL

2. The Referrals for my organisation’ page will be displayed.

Mike HILL

Female, 89 years old, 11 February 1930, AC45014933 Primary contact: Mike Hil (self)
MIRELLA Unit 4, 90 GOZZARD STREET GUNGAHLIN, ACT, 2012 No representatives or relationships recorded

Referral summary for Mike Hill

Clientsummary  Client details [EECUSSGEIGIEWE M Plans  Aftachments ~ Approvals ~ Services My Aged Care interactions ~ Notes  Tasks and Notifications

Referrals for my organisation

Meals: At Home

Referral Accepted on 12 February 2019
About this referral

Issued Date 12 February 2019

Due Date 20 March 2019

REQUESTAREVIEW || [B VIEW PDF OF CLIENT RECORD

¥ Priority Low

3. A summary snapshot of the client record is also available in PDF format by selecting the
VIEW PDF OF CLIENT RECORD from any tab in the client record, and includes client
details, support network details, notes, assessment history, care approvals and the client’s
interactions with My Aged Care.

Mike HILL

Fomale, 89 years old, 11 February 1930, ACA5014933

MIRELLA 10 GOZZARD STREET GUNGAHLIN, ACT, 2812

Referral summary for Mike Hill

Clentsummary | Client details | ERCUSCENE PNV RSN fans | Atlachmerds | Approvals | Services | My Aged Caremterachons | Notes  Tasks and Nobficabons

Referrals for my organisation

Meals: At Home

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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4. The client record contains client information displayed across eight tabs, which are described
in more detail below.

The client record contains tabs with the following information:
e Client summary
e Client details

e Support Network
e Approvals

e Plans

e Attachments

e Services

e My Aged Care interactions
o Notes

e Task and Noaotifications

5.2.1 Client Summary

The Client summary tab contains a real-time client journey tracker (Client tracker) and a
dashboard of key information (Client summary) about the client’s interactions with My Aged Care.

The Client tracker is a visual display of what stage a client is at in their My Aged Care journey,
including the client's current position and any next steps that need to be taken by the client. The
Client Tracker is collapsed by default and can be expanded using the arrows on the right of the

(SN Ciient details ~ Approvals  Plans  Aftachments  Services My Aged Care interactions  Notes  Tasks and Notifications
Client tracker ®
Registered Assessment Receiving services
Client has been placed on the national priority system for a home care package.
Next step - A lefter will be sent when a Home Care Package is about to be received. Visit the Home Care Packages page on the My Aged Care website to learn more about what
you can do while you wait www.myagedcare.gov.au/help-home/home-care-packages
Client summary ®@®

The Client summary provides information about the client’s interactions with My Aged Care,
including: Assessments, Approvals, Service recommendations, Service delivery status, Client
goals, and Reablement and linking support periods (where available).

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Client summary @0

Assessments

Comprehensive Assessment Comprehensive Assessment @ Screening
Assessment Complete on 12 February 2019 Finalised on 11 February 2019 Complete on 11 February 2019
Aged Care Assessment Service % 02 2821 2453 Aged Care Assessment Service % 02 2621 2453

Recommendations and approvals Service delivery status

Help at home — Entry level Meals - At Home Started on 11 February 2019 - Aged Care Inc - Outlet 2 . 9876 5432
support (Commonwealth

Home Support Social Support Group
Programme) ()

Started on 11 February 2019 - Aged Care Inc - Outlet 2 % 9876 5432

Help at home — More Home Care Package Level 4
S TSI Il Priority for home care service: Medium
Packages) (g Approval pending
PR I ISl Residential Permanent No referrals Issued
(Residential Care) @) Approval start date: 11 February 2019

Goals

To obtain meals on wheels Status: In Progress

To meet new friends Status: In Progress

View details

The Client tracker and Client summary information can be printed in a similar format as it is
displayed within the portal by using the print page button on the right-hand side of each heading.

Client summary Client details Support network Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Motes

Tasks and Nefifications Residential Care

Client tracker

Client summary

5.2.2 Client Details

The Client details tab contains basic demographic and contact information about the client.
Providers may report that the client is now deceased using the NOTIFY MY AGED CARE OF A
DEATH button on this page.

Clients and their support network (representatives or agents) are automatically opted in to receive
copies of Home Care Package letters. At the same time, they also receive notifications in the
portal. Regular representatives and agents can opt out of receiving these letters by calling My
Aged Care. Authorised representatives can opt the client out from receiving letters but they
themselves cannot opt out.

The Client Details tab also has links to current notes, the client’s current support plan, and any
services that are in place.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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| If a client’s status is Deceased, the client’s record will be read-only, and you will not be able to
make any edits.

Additional notes and attachments can be attached to the client record for 14 days after ceasing
services. Providers will also receive notifications reminding them to close or finalise any in-
progress tasks relating to the client.

A banner will be displayed on all tabs of a Deceased client record.

A « The Department has been notified that this client is deceased. Please contact us on 1800-836-799 if this is incorrect.

If the client’s status is incorrect, please contact the My Aged Care service provider and
assessor helpline on 1800 836 799.

5.2.3 Support Network

The Support Network tab displays details about the client’s support network, such as the client’s
primary contact, representative (regular or authorised, individual or organisation), agent
(individual or organisation) GP, carer, emergency contact, or other support person.

This tab will only appear at a client’s record if there are support person relationships established
in My Aged Care. Refer to the Assessor Portal guide on Registering Support People and Adding
Relationships for further information on how to add relationships.

If this tab is not available, the VIEW SUPPORT NETWORK link will instead go to the Client
Details tab. The Primary Contact details will always show above this link. It will also show the
Primary Contact’s relationship/s with the client.

Providers may report that a client’s support person is now deceased using the NOTIFY MY
AGED CARE OF DEATH button on this page.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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IMiss Rogelio PHILLIPS

Fermale, 56 years old, 20 April 1868, ACODSB18E7 Primary contact: Ben Danney (Regular Reprasentative, Care, Spouse/Partner)
77 WAKEFIELD LANE SHERBROOKE, VIC. 3789
View network

® Support network p——————— e
Client surmman ry Client details Attachmenis My Aged Care interactions Notes Tasks and Nodfications Residentiad Funding Classifications.
[ PRNRPRIVPNWEN  -.pic Rogelio supporis | Pendingdocuments | Declined and ended relationships
Peaple
Ben DENNEY _
pom—
Frimary Contact

I Rogsllo’s Regular reprasantative from 2210172025
with Cars matters.

Contact aetatls
Aged Care ID: AG21424460

Organisations

Na relfianshins

Other relationships

Na relafianships

In the Support Network tab, you can do the following:

e View the client’s support network, divided into the People, Organisations and Other
Relationships categories. The Support People cards show the support person’s name,
relationship to client, whether they are the primary contact, date of relationship, contact
details, and whether the relationship is active.

e Depending on the status of the relationship/s, you could Activate the relationship, Delete
the relationship, Edit relationship details, or (for Carers) start a Call Back Request from
Carer Gateway and/or Dementia Australia Helpline. For more information on these
functions, refer to Assessor Portal guide on Registering Support People and Adding

Relationships.

e If the client also supports other people in My Aged Care, there will be another tab called
People <Client> supports next to the <Client’s support network>.

5.2.4 Referrals for My Organisation

The Referrals for my organisation tab displays service referrals that have been issued to or
accepted by your organisation.

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Motes Tasks and Notifications

Referrals for my organisation

Social Support Group: Meals: At Home

Referral Accepted on 11 February 2019 Referral Accepted on 11 February 2019
About this referral About this service About this referral About this service
Issued Date 11 February 2019 Recommended service 2 days per Issued Date 11 February 2019 Recommended service 1 days per

frequency week frequency week

Due Date 25 February 2019 Due Date 25 February 2019

== Priority Medium == Priority Medium

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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5.2.5 Plans

The Plans tab contains detailed information about current and previous screening and
assessments the client may have had, including client goals, recommendations and motivations,
as well as the resulting support plan.

Select the arrow next to each heading to display detailed information captured during the

Client summary  Client details  Referrals for my organisation m Attachments  Approvals = Services My Aged Care interactions  Motes  Tasks and Notifications
Assessment Details (€3}

() Assessment information

<) Assessment summany

-~} Needs identified at assessment

) Assessment history

%)

() Comprehensive Assessment 12 February 2019
Comprehensive Assessmant 12 February 2019
= Date raferral Issued
12 February 2019
+ Referral issued by
Aged Care Assesameni Servce
« Assessment reason
Fortal Referral
» Status of refamal
Accepted
+ Aszessment type

Providers will be able to access read-only versions of a client’s support plan and previous
screening and assessments. This information can be printed if required.

For assessments completed prior to July 2018, the assessment will be displayed in an old format.

= * - NATIONAL SCREENING
E A AND ASSESSMENT FORM
- COMPREHENSIVE ASSESSMENT
Australian Government myagedcare
Rachael Jones
Aged Care ID: AC06928923 Date of Birth: 26/10/1940 Age: 77 years
Medicare Card N/A DVA Number NIA
Email Address N/A
Preferred Phone Maobile
Phone — home N/A Phone — mobile +610409811030
Phone — business N/A Phone — other N/A
Addresses
Address Type Address
Home 23 FURZER Street,PHILLIP ACT,2606,Australia

5.2.6 Attachments

The Attachments tab contains documents that have been attached to the client record. To
upload an attachment to the client record, select ADD AN ATTACHMENT from this tab.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Attachments

ADD AN ATTACHMENT

‘Assessment Attachments Other Attachments Correspondence

No attachments found to be displayed

There are four different attachment types that can be added to a client’s record:

o Assessment Attachments are any documents that are relevant to the client’s
assessment, for example, clinical notes or a discharge summary.

o Other Attachments are documents that relate to the client’s general circumstances, for
instance, documents related to the nomination of a support person (including legal
documents), Occupational Therapist drawings used in home modifications.

e Correspondence are documents/letters that are generated in My Aged Care, related to
Home Care Packages. Letters are sent to clients related to their Home Care Package at
different stages. Copies of these letters will also be sent to their representative/s.

o Sensitive Attachments are documents for clients of a sensitive nature. Where a client
record has a Sensitive Attachment, provider(s) who have received a referral for or are
providing services to a client will be notified that a Sensitive Attachment exists for the
client. Contact the last assessment organisation, or the My Aged Care service provider
and assessor helpline to access information within the Sensitive Attachment.

| If an attachment has been uploaded in error, please contact the My Aged Care service provider
and assessor helpline on 1800 836 799 for deletion.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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5.2.7 Approvals

The Approvals tab contains a view of a client’s approvals for aged care services under the Aged
Care Act 1997.

Client summary ~ Client details  Referrals for my organisation Plans | Attachments Services | My Aged Care interactions =~ Notes  Tasks and Notifications

Approvals
The client is approved for the following care types under the Aged Care Act 1967

Current care approvals
(#) Residential Permanent

Delegate decision completed and submitted to DHS.

Approval start date 11 February 2019
Processing status  Being Processed

Source system Gateway

DHS prior approvals last updated: Never

If a client has a Home Care Package approval, the details of pending packages and assigned
packages will be displayed underneath Current care approvals.

Package pending (not assigned)
Agreed minimum package Home Care Package Level ?\/_f)

Request for Home Care Package Level 4

Priority for home care services Medium
Expected time to approved package Calculation Pending for Home Care Package Level 4 (‘?)
Interim package Home Care Package Level 2 assigned on 19 February 2019

NOT SEEKING SERVICES

Assigned package awaiting take-up

Interim Home Care Package Level 2 - Take-up by 16 April 2019

Package assigned 19 February 2019
Take-up deadline 16 April 2019
Status Assigned effective 19 February 2019 with reason: Package Assigned

EXTEND RESPONSE PERIOD DECLINE - NO LONGER SEEKING SERVICES DECLINE INTERIM PACKAGE VIEW HISTORY

5.2.8 Services
The Services tab contains a record of:

e Services the client is currently receiving

e Services that are pending (Not yet in place)
e Service referrals yet to be accepted

e Previous services the client has received.

CBerd summarny Cherk Gataly Radearaly for my oganisston Plans Afacherenty Apprivaly My Aged Care iersctiens Holas Tasks and Hotlcations
Current services in place )
Maals
Sadvice provided by Aged Care ing . Outlet 7
About this refens From the assessor From (e senvice providers
Rufarial details Aecommanded dates Aot 1he servics
11 Fabiuary 2015 1042 am H miiidad sarvics Insguancy 1 dinis par Vel aivicn liegquancy T oy pai Wil

Service dates
- @ 11 Fabnagry 2019

Bapavilon provides comemen e
Fracusndy wis changsd - we iidumsd & lyposgraphical amed ghesn B findings of e asiesamant

INFDATE SE RS Bl DA TR0H

Services nol yal n place

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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5.2.9 My Aged Care Interactions

The My Aged Care interactions tab will show the client’s history of interactions with My Aged
Care, for example, a phone call to the My Aged Care contact centre., or (for carer relationships) a
history of call back requests to the Carer Gateway or Dementia Australia Helpline.

Clientsummary  Clientdetails ~ Referrals for my organisation =~ Plans = Attachments =~ Approvals = Services MUENERSETNNCEwiSIM Notes  Tasks and Nofifications

5.2.10 Notes

The Notes tab contains notes that have been created about the client.

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Tasks and Notifications.

Filter by
Please select -

Date created Enddate Nofefype Description Created by organisation  Created by outlet  Note status.

11/02/2018 Other Elizabeth called the contact centre - wants to register, is lonely and requests meals on wheels My Aged Care My Aged Care @ Active

There are different types of notes in the Notes tab of the client record, listed in the table below:

Note type Who can add? Who can view? Description Examples
Client Story  Assessor Client Provider | A summary of the Mrs Jones has just been
Assessor client’s current discharged from hospital and
circumstances. is seeking help at home.

Lives with her husband and
has early onset dementia.

Observations Provider Provider Observations from There is a dog on the
Assessor Assessor service provider property.
and/or assessors’

Mrs Smith seems more

|n_teract|ons with energetic than she did during
clients. L
my last visit.
Other Client Provider | Client Provider | Additional information Jennifer has planned respite
Assessor Assessor about the client. on 01/08/2017.

! When the My Aged Care contact centre staff or assessors add a Sensitive note about a client,
all service providers who are sent a referral will see a flag informing them that there is a sensitive
note about the client and instructing them to call the My Aged Care contact centre for more
information.

« This client has a sensitive note on their record. Please call My Aged Care on 1800 200 422 for

v further information.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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5.2.11 Tasks and Notifications

The Tasks and Notifications tab will display all tasks and notifications for a singular client.

You can only see tasks and notifications that are associated to your outlet and for clients you are
providing services to.

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Filter by

Due Received
Type > Date % Date # Category < Title/Description » Activity Id Portal Outlet

Notification 11/02/2019 Referrals ~ New Referral 1-55826169385 Service Provider Portal Aged Care Inc., Aged Care Inc - Outlet 2

You have a new referral from My Aged Care.
Referral created at - 11/02/2019 10:38

Aged Care User Id: AC15338866

Outlet Name : Aged Care Inc - Outlet 2
Service Type - Social Support Group

Priority: Medium

Go to:
Incoming Referrals

Notification 11/02/2019 Referrals New Referral 1-55825180416 Service Provider Portal Aged Care Inc., Aged Care Inc - Qutlet 2

You have a new referral from My Aged Care.
Referral created at - 11/02/2019 10:37
Aged Care User Id: AC15338866

Outlet Name : Aged Care Inc - Outlet 2
Service Type - Meals

Priority: Medium

5.3 Viewing tasks and notifications

You can view tasks and notifications in the Service and Support Portal. The steps to view tasks
and notifications are outlined below.

1. From the Service and Support Portal homepage select Tasks and notifications.

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm VWelcome Shaun from Holiday UAT Service Provider Outiet

Service and Support Portal Logout

Welcome Shaun
2 £
p Find a client Review requests
: L
Senvice refermals Tasks and nofifications Refrieve a referral code

B 2

Residenfial care My Aged Care interactions Reports and documents:

E4

SIRS Motice Govemment Provider Management System

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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2. Inthe Notifications tab, you will be able to view notifications from the last 30 days that are
relevant to your role.

The earliest date that the notifications are displayed from is visible under the filter options.

Any notifications older than 30 days will be removed and will no longer be visible in the
portal.

Tasks Notifications Maximum HCP wait times

Filter by ©)

Last name: First name Aged Care User ID

ADVANCED SEARCH CLEAR FILTERS

| Date received is after 17 January 2019 |

Alternatively, if you want to see all tasks and notifications for a singular client, navigate to the
Tasks and Notifications tab in the client’s record to see all relevant tasks and notifications for
that client.

Client summary Client details Referrals for my organisation Plans Aftachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Filter by &)

Received

& Dale Title/Description % Activity Id

Notification 11/02/2019 Referrals ~ New Referral 1-55826169385 Service Provider Portal Aged Care Inc., Aged Care Inc - Outlet 2

‘You have a new referral from My Aged Care.
Referral created at : 11/02/2019 10:38
Aged Care User Id: AC15338866

QOutlet Name - Aged Care Inc - Outlet 2
Service Type : Social Support Group
Priority: Medium

Go to:
Incoming Referrals

Notification 11/02/2019 Referrals  New Referral 1-55825180416 Service Provider Portal Aged Care Inc., Aged Care Inc - Outlet 2

You have a new referral from My Aged Care
Referral created at - 11/02/2019 10:37
Aged Care User Id: AC15338866

Qutlet Name : Aged Care Inc - Outlet 2
Service Type : Meals

Priority: Medium

You will only be able to see tasks and notifications that are associated to your outlet and for
clients you are providing services to. In the Notifications tab, you can sort notifications by:
e Received date
e Category
o Title/Description
e Aged Care User ID
e Client name

@) Tasks and notifications

Tasks m Maximum HCP wait times
Filter by )

[ Select al

Agad Care
Received = Calegory = Tille/Description User ID = Chenl name Select  Remove

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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I Notifications that have been marked as important for your outlet by your outlet administrator will
be displayed with a visual indicator.

28/06/2017  Referrals New Referral AC48007322 JORGENSEN [ (=)

Andy ~
Important I You have a new refarral from My Aged Care
Referral created at : 20/07/2017 18:29

Aged Care User Id: AC41264185

Qutlet Name : Aged Care Allied Health & Residential
Service Type : Allied Health and Therapy Services
Priority: Medium

Activity Id: 1-20852188999
Incoming Referrals

You can also remove individual or bulk notifications from your portal by selecting the rubbish bin
icon.

Remove Nofification

! This will remave: sakecied notification from the oerment notications st !
ALLEF
Ot BETe At Cars Aled Mo & ey

3.  You can search for specific notifications using the filter options or using custom filters in
ADVANCED SEARCH. Select the arrows to the right to expand or collapse the filter options.

You can filter notifications by Date received and navigate directly to the associated client
record by selecting View client record

Tasks MNaotifications Maximum HCP wait imes

Filter by

Las! name First name Anged Care User ID

Date received is after 17 January 2019

FLTER

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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4. To apply custom filters, select ADVANCED SEARCH and choose filters from the drop-down
menu and select ADD FILTER for each filter you want to apply.

Search notifications

Notifications

ADD FILTER SAVE FILTER CLEAR FILTER

Activity 1D

Aged Care User ID
Category

Date received

First name

Last name

Marked as important
Role

Title

FILTER CANCEL

5. The hyperlink under the notification description will take you directly to the individual record
and the section of the portal where you can view more information about the notification or
complete any action that may be required.

13/07/2017  Referrals New Referral ACB9957041 SCOTT Keri O

‘You have a new referral from My Aged Care
Referral created at - 13/07/2017 15:34

Aged Care User Id: AC69857041

Outlet Name : Aged Care Allied Health & Residential
Service Type : Domestic Assistance

Priority: Medium

Activity Id: 1-20827807534

Incoming Referrals

For example, selecting the Incoming referrals link in a New referral notification will take you
directly to the Incoming referrals tab where you can view and action the new referral.

Incoming referrals

Incoming referrals Waitlist Accepted services pending Services in place Referral history

- n—
IS 2= LSt

Filter by

1 to 1 out of 1 matching result

First Aged care user Referred Recommended start

> name > ID < > date < Service type % date

9 Scott Keri ACB9957041 27/07/2017  13/07/2017 Domestic Assistance Medium (2 days overdue)

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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5.4 Completing identity verification

To complete the identity verification process, it is expected that whoever has contact with the
client in the first instance (that is, an assessor or service provider) will sight the client identification
and record this information on the client record via the Assessor or Service and Support Portal.

The steps for recording that client identification have been sighted are outlined below.

1.  From the Service and Support Portal homepage, select Find a client.

e Provider Qutlet

1800 836 799 MonFii 8am - 8pm Sal 10am - 2pm Welcome Shaun from Holiday UAT Se

Service and Support Portal Logout

Welcome Shaun

b m Review requests

0101_

Service refemrals Refrieve a refemal code

E

Residential care My Aged Care inferactions Reports and documents

SIRS Notice Government Provider Management Sysiem

2. You can search for a client by their first name, last name and by the client's Aged Care ID.

@) Find a client

Search by

| Last name: First name:

Aged Care User ID:
Rekus Delbert ACB0589965

ADVANCED SEARCH CLEAR ADVANCED

First name is Delbert and Last name is Rekus

e
Sort Search Client by in order of
Last name Alphabetical (A-Z)

Current sort order is Last name

Delbert
REKUS

9 Kirkby
Lot Number 353 MCDOUGALL Street
GLENVALE QLD 4350

. (02) 2851 5474

Aged Care ID AC80589965

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Alternatively, you can access the client record from your Accepted services pending tab in the
Service referrals section.

Accepted services pending

Incoming referrals Waitlist : T S
Delbert REKUS

Aged 93 ( 23 December 1923 ), Male
About this referral
Issued Date 9 December 2018

Date Referred ] Latest to Earliest Accepted Date 9 December 2016
Accepted By Bupa Rangeville
Current sort order is Date Referred About this service

Service type Residential Permanent
Service sub type.

Recommended start date none
Recommended review date  none
Recommended end date none
Service commencement date  none
Referral comments

Client contact details

Preferred contact number 0228515474

W W w
Residential Permanent LIENT RECORD VIEW PDF OF CLIENT RECORD REQUEST A REVIEW
ADD SERVICE INFORMATION REVOKE REFERRAL

@ Tosan -—edium

3. Once you have navigated to the client record of the client for whom you wish to conduct a
wallet check, select Conduct a wallet check now.

@Clien’r summary

REQUEST A REVIEW 5 VIEW PDF OF CLIENT RECORD

The client has not yet completed a wallet check.
Conduct a wallet check now

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Client summary 6]

Assessmenis
Home Support Assessment k@ Screening @
Assessment Complete on 12 February 2019 Complete on 11 February 2019

Regional Assessment Service . 02 2821 2453

Recommendations and approvals Service delivery status

Help at home — Entry level Meals Started on 12 February 2019 - Aged Care Inc - Outlet 1% 02 2821 2453
support (Commonwealth

Home Support Programme)

4. A Wallet Check pop up appears. Select the appropriate option from the list:
e My client has identification
e My client has no valid identification this time
e My client will be unable to produce valid identification.

If your client can provide you with identification, select My client has identification. select at
least two types of identification documents that you sighted from the list provided and enter the
date you performed the wallet check. Finally, select SAVE DETAILS.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Wadllet check

All fields marked with an asterisk (*) are required.

Client wallet check:®

® My client has identification

23 My client has no valid identification this fime

) My client will be unable to produce valid identification

Common types of identification

Please check two types of ID from the following list. By ficking each box, you are confirming you have sighted the
original document.

Medicare Card

[ ova card

[0 Drivers License

Health Care Card

O Passport

SAVE DETAILS CANCEL

If your client is unable to provide you with identification, you can select My client has no valid
identification this time, or My client will be unable to produce valid identification and select
SAVE DETAILS and this information will be updated on the client record.

Wadllet check

All fislds marked with an asterisk (*) are required.
Client wallet check:*

) My client has identification

E‘ My client has no valid identificaticn this time]

) My client will be unable to produce valid identification

Cannot complete wallet check
“ou are recording that at this time the client has no valid identification and should be asked again in the future.

SAVE DETAILS CANCEL

| The status of the Wallet Check on the client record will remain incomplete until client
identification documents have been sighted.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799



http://www.myagedcare.gov.au/

5.5 Adding service information

Service delivery information should be recorded on the My Aged Care client record for all clients
accepted for service. This includes service commencement date, service frequency, intensity and
service end dates where a service has ceased.

This information should be recorded within 14 calendar days of acceptance, and providers will
receive notification reminders prompting them to enter this information if it is not completed within
this timeframe.

For Home Care Packages and Residential Care Permanent services, the service commencement
date will be automatically populated from Service Australia’s records and will be read-only.

To add information about the services being delivered to the client follow the steps below.
1. Select Service referrals from the Service and Support Portal homepage.

Alternatively, if you know the client’'s name you can use the Find a client tile.

Welcome Shaun from Holiday UAT Service Provider Outlet

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm

Service and Support Portal Logout

Welcome Shaun

&

Find a client Review requests Tasks and nofifications

4

Govemment Provider Management System Residential care My Aged Care inferactions

Reports and documents SIRS Notice

2. Select the Accepted services pending tab.
1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm

Rewview Service

Service and Support Portal requests roferrals

M Home | Service providers

N Accepted services pending

You have report(s) that are ready to be downloaded To download, go to Reporis pag

Incoming referrals Waitlist | Accepled services pending | Sarvicas in place Referral history

Once you have located the relevant client’s service referral in the Accepted services pending
tab, you can add service delivery information for the service.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3. Select the arrow on the Client card to view the expanded client card view and select ADD
SERVICE INFORMATION.

Rodney RICHARDS

Aged 85 ( 15 November 1932 ), Male @ PHILLIP, ACT, 2606

Client contact details About this service

Preferred contact number Not specified Service type Allied Health and
Therapy Services

About this referral Service sub type MNo sub types

Date issued 14 May 2018 Service item name Allied Health and

Date accepted 15 May 2018 Therapy Services - At
Client Location

Outlet d G I = QOutlet 1

ute Age are ine utie MNaps service Id 7765

Referral comments No referral comments provided
Recommendead service frequency 2 days per week

WIEW REFERRAL SUMMARY AND CLIENT RECORD VIEW PDF OF CLIENT RECORD

REQUEST A REVIEW REVOKE REFERRAL 3 CE INFORMATION

Alternatively, you can select ADD SERVICE INFORMATION in the expanded list view.

Last name First name Aged care user ID Accepteddate & Referred date Service type Recommended start date Priority
() RICHARDS Rodney AC11088060 15 May 2018 14 May 2018 Allied Health and Therapy Services, 7765 Medium
Aged 85 (15 November 1032 ), Malo @ PHILLIP, ACT, 2606
Client contact details About this service
Preferred contact number Not specified Service type Allied Health and Therapy Services
About this referral Service sub type No sub types
Date issued 11 May 2018 Service item name Allied Health and Therapy Services - At Client Location
Dale accepled 15 May 2018 Naps service Id 7765
Outlet Aged Care Inc - Outlet 1 Recommended service frequency 2 days per week
Referral comments No referral comments provided
VIEW REFERRAL SUMMARY AND CLIENT RECORD VIEW PDF OF CLIENT RECORD
REQUESTAREVIEW || REVOKE REFERRAL

The Add service information screen will be displayed.

4. When adding service information for residential care including Respite, Transition Care,
Short Term Restorative Care, and Commonwealth Home Support Programme services you
must enter the Service start date, input a Frequency, and select an Intensity from the
drop-down list (all three inputs are mandatory).

Enter any additional information in the remaining fields and select SAVE CHANGES.

Add service information

All fields marked with an asterisk (*) are required. ~
You are about to add service information for Rodney Richards
Service type Allied Health and Therapy Services

Service start date *
14/06/2018 (

How frequently is this service provided? *

Frequency (e.q. 2) Intensity (e.g. days per month) |v|

Planned review date (g>
(e.g. dd/mmityyyy) i

Service sub-type

[J Dietitian or Nutritionist

[ Podiatry

[C] Physiotherapy v

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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To supply specific service delivery information, select Other — Specify and enter additional
service delivery information in the free text field.

How frequently is this service provided? ™
Intensity (e.g. days per month)

Other - Specify ~

Service intensity — Other (specify): ™

0/100

5. Once saved, the client will move from the Accepted services pending tab to the Services
in place tab, and the populated service information will display under the Services section
within the client record.

When updating Home Care Package information, you must enter a Frequency and select an
Intensity from the drop-down list.

The Service start date will update once the commencement date has been received from
Services Australia.

Enter any additional information in the remaining fields and select Save changes.

Once saved, the client will only move from the Accepted services pending tab to the
Services in place tab if a Service start date is present. The populated service information
will now display under the Services section within the client record.

QG = = O ®J)le

A All fields marked with an asterisk (™) are required
The Service referral will be moved to 'Service in place' tab after service start date is received from DHS

You are about to add service information for Vernon DENAFO

A Home Care Package

Home Care Package Level approved - Home Care Package Level 2
Home Care Package Level 2 approval starts - 19 June 2017

Home Care Package Level assigned - Home Care Package Level 1
Home Care Package assigned date - 19 June 2017

Service start date C;)
How frequently is this service provided? *

€ Frequency (e.g. 2) Intensity (e.g. days per month) * -
u

€

'3 Planned review date
P (e.g. dd/mm#yyyy)

I Add a reason for changes or other comments

E For example, 'frequency was changed because client condition has deteriorated’

& Maximum 255 characters

I Service information for a Home Care Package will contain further information about the
package, such as if the approval is for a higher level than the assigned package then this means
that the client has accepted an interim package and may remain on the national priority system to
receive a package at their approved level.

The service start date is automatically updated when the Aged Care Entry Record (ACER) is
processed by Services Australia. To avoid errors in receipt of your funding, you must ensure you
have accepted a referral for service for a client prior to submitting the ACER.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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5.6 Updating service information

The Services in place tab in the Service referrals section of the Service and Support Portal
displays accepted services that have service delivery information recorded.

1. Navigate to the Services in place tab by selecting Service referrals from the home page,
the banner at the top of the screen from any page within the portal, or the menu bar in the

top left.

Mon-Fri Bam

1800 836 799

Bpm Sat 10am - Zpm

Service and Support Portal

# Home | Service providers

2 Services in place

Incoming referrals Waitlist Accepted senices pending

Referral history

Riowow
requesis

Semico
redermals

Rotrove a

refermal code Find a client

For the service you are updating, expand the Client list to view the expanded client list view
and select UPDATE SERVICE INFORMATION.

Last name First name Aged care user ID Commencement date 4 Referred date Service type Recommended start date Priority
G’D MOECKEL Dock AC15138712 15 Nov 2017 24 Oct 2016 Home maintenance, 9582: Garden Maintenance Medium
o DENAFO Vernon AC35415512 14 Nov 2017 24 Oct 2016 Home modifications, 9582 Medium

Aged 82 ( 13 August 1935 ), Female Q YASS, NSW, 2582

Client contact details About this service

Preferred contact number (02) 9506 5133 Service type Home modifications

About this referral Service subtype  No sub types

Date issued 24 October 2016 Service item name  Yass Gouncil Home

Date accepted 24 October 2016 Naps service Id 958

Qutlet YYass Valley Home Living Support Service frequency 4 Days per week

Referral comments And | burrowed a hole in the glowing coal and stuffed in Sam Mcgee | was 7629A5035 Service dates

Recommended service dates
Recommended start date  None
Recommended review date None
Recommended end date None

VIEW REFERRAL SUMMARY AND CLIENT RECORD VIEW PDF OF CLIENT RECORD

REQUEST A REVIEW | UPDATE SERVICE INFORMATION |

Start date

14 November 2017

Planned end date

Planned review date

None

Service provider comments

Alternatively, you can select UPDATE SERVICE INFORMATION in the expanded card view.

Vernon DENAFO

Aged 82 ( 13 August 1935 ), Female
Client contact details

Preferred contact number (02) 9506 5133

About this referral

Date issued 24 October 2016
24 October 2016

Yass Valley Home Living Support

Date accepted
Outlet

Referral comments And | burrowed a hole in the glowing
coal and stuffed in Sam Mcgee | was

7629A5035

Recommended service dates
Recommended start date None

¥ YASS, NSW, 2582
About this service
Service type

Service sub type

Service item name

Naps service Id
Service frequency
Service dates

Start date

Planned end date
Planned review date

Home modifications
No sub types
Yass Council Home

958
4 Days per week

14 November 2017

None

Recommended review date None

Service provider comments

Recommended end date None

VIEW REFERRAL SUMMARY AND CLIENT RECORD VIEW PDF OF CLIENT RECORD

REQUEST A REVIEW UPDATE SERVICE INFORMATION |

Update service information and select SAVE CHANGES. This information will now be updated on
the Services in place tab and the Services tab in the client record.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799



http://www.myagedcare.gov.au/

®

2. Service delivery information can also be updated from the Services tab in the client record
by selecting UPDATE SERVICE INFORMATION for the relevant service.

Client record Referrals for my organisation Plans Attachments Approvals My Aged Care interactions Motes Tasks and Metifications

Current services in place (=)

Transition Care

Service provided by Aged Care Allied Health & Residential

About this referral From the assessor From the service provider
Referral details Recommended dates About the service

Accepted date 12 July 2017 417 pm Recommended start date Mone Service frequency 7 Days per week

Recommended end date Mone Service dates

Recommended review date MNone Start date 12 July 2017
Approval details Planned end date Mone
Approval start date 12 July 2017 Planned review date Mone
Approval end date  MNone Service delivery status Commenced

Grace period end date Mone

Service provider comments
Mone

UPDATE SERVICE INFORMATION REQUEST TRANEITION CARE EXTENSION

! Ceasing a client’s service with the reason of Client deceased will change the client’s status to
Deceased and make the client record read-only. Any unaccepted service referrals will be
recalled, services in place will be ceased, assessments will be cancelled and the client’s access
to the client portal will be revoked. My Aged Care will not send correspondence to the client or
their support network after the status is changed to Deceased. However, providers will be sent a
notification reminding them to close or finalise any in-progress activities relating to the client.

Where a client is active in the national priority system or has been assigned a Home Care
Package, this will remove the client from the National Priority System and withdraw any assigned
Home Care Packages.

5.6.1 Record a note of changes made to client service information

My Aged Care contact centre staff, assessors and providers can view and add different types of
notes about clients in the My Aged Care portals.

If there is significant change to a client’s service delivery information, it is recommended that
providers update the service information and add a note to the client record.

I If a client’s needs or circumstances have changed significantly since their last assessment, a
review of the client’'s Support plan may be required. The process for requesting a review of a
client’s Support plan is described in the Requesting a review of a client’s support plan section.
For clients that need to be reclassified for residential funding purposes see the Requesting
Residential Funding Reassessments section.

Providers can add the following notes to the client record:

e Observations: Observations from service provider and/or assessors’ interactions with the
client. Assessors and providers can view these notes.

e Other: Additional information about the client. Assessors, providers and clients can view
these notes.

Providers can only view notes of type Client story, Other and Observations.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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When My Aged Care contact centre staff or assessors adds a Sensitive note about a client, a
banner will appear on the client record advising providers to call the My Aged Care contact centre
for more information. Information on the content of the sensitive note will only be provided where
relevant to the provider.

is client has a sensitive note on their record. Please call My Aged Care on 1800 200 422 for further i

To add a note to the client record, follow the steps below.

1. Navigate to the client record (refer to the guide Service and Support Portal User Guide - The
Client Record for more details) and select Notes.

Notes

REQUEST A REVIEW 3 VIEW PDF OF CLIENT RECORD

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions m Tasks and Nofifications

Notes on the client record will be displayed.

2. Select ADD A NOTE and choose the note type and a description. Once this information is
populated, you add the note to the client’s record by selecting SAVE.

Notes x
Add a note

Alll fields marked with an asterisk (%) are required

Type:” @) -
I End date:
feg. ddimmiyyyy)
Please select Desciipti

(500 Characters)

11/02/2019 SAVE CANCEL

Alternatively, from the Client details tab, select ADD A NOTE from the Current notes section.

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Noles T

About Mike

Personal information
Born 11 February 1930, Australian, born in Australia, married (registeredide facto), with partner

To contact Mike @
Contact detalls

Primary contact person
Mike HILL (5&lf)

Communication requirements
» Prefer to speak English

Address details

Home address
MIRELLA Unit 4, 90 GOZZARD STREET GUNGAHLIN, ACT, 2912

Service delivery address
MIRELLA Unit 4, 90 GOZZARD STREET GUNGAHLIN, ACT, 2012

Send any cormespondence to
MIRELLA Unit 4, 90 GOZZARD STREET GUNGAHLIN, ACT, 2612

Relationships

Current notes

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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You can add notes of type Other and Observations to the client record of any clients that have
been referred to your outlet. For example, clients in your Incoming referrals tab. These notes
will be visible to My Aged Care contact centre staff, assessors, and other providers delivering
services to that client.

The blue question mark symbol is a help hint which explains the various note types and who
gets to see them, as there is a different audience per note type.

For further information about note types and who can view them, refer to the guide Service and
Support Portal User Guide - The Client Record available on the Department’s website.

5.6.2 Request an extension to the client’s care

| Extension requests through the My Aged Care Service and Support Portal must be requested
on, or before, the number of entitled days ending if the client requires additional care.

Providers can request a care extension via the My Aged Care Service and Support Portal on, or
before, the number of entitled days ending if the client requires additional care. This request will
be sent to the Delegate for approval. If you are unable to complete a care extension request for a
client via the My Aged Care Service and Support Portal, call the My Aged Care service provider
and assessor helpline on 1800 836 799.

Periods of Transition Care can be extended to a maximum of 42 consecutive days; whilst periods
of Residential Respite care can be extended for a maximum of 21 non-consecutive days.

From July 2023, all respite care approvals from non-My Aged Care systems can be extended in
the Service and Support Portal. The use of the offline residential respite extension form will no
longer be supported.

Care extensions are effective from the commencement date within the request pending the
Delegate’s approval. Extension requests cannot be backdated.

To request a care extension, follow the steps below.

1. In the Service and Support Portal, find the client you wish to request a care extension for, by
navigating to the Services in place tab and expanding the card or list view for the client.
Select REQUEST [CARE TYPE] EXTENSION. The following two screenshots show
examples of a transition care extension, and a residential respite care extension.

TRANSITION CARE EXTENSION EXAMPLE

4
Lucas EDEN

Aged 83 (5 May 1935 ), Male Q PHILLIP, ACT, 2608
Client contact details About this service
Preferred contact number Not specified Service type Transition Care
About this referral Service sub type No sub types
Date issued 20 February 2019 Service item name  Transition Care
Date accepted 20 February 2019 Naps service Id 1-PNMTQ30
Qutlet Aged Care Inc - Outlet 2 Service frequency 5 days per week
Referral comments No referral comments provided Service dates
Start date 20 February 2019

Planned end date None
Planned review date None

Service provider comments No provider comments
provided

VIEW REFERRAL SUMMARY AND CLIENT RECORD VIEW PDF OF CLIENT RECORD

REQUEST A REVIEW I REQUEST TRANSITION CARE EXTENSION I UPDATE SERVICE INFORMATION

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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RESIDENTIAL RESPITE EXTENSION EXAMPLE:

Primary confact Cindy Clent (solf) - 0475 171 50
Carnr: LIAT Exchmann UIAT Queniin [Nosghbou) - 61 99T 1234
e auppt et

) Cindy Client services s -

Chent summary Cament dedains Support nedveork Riederr als. for My oeganes-ation Flars. Attachmerts Appe vrvaly My Aged Care wderacions.

Holes Tarsks and hoddc abors Resdental Care

Current services in place

Residential Respite Care

Serice previded by Auase Ages Care

About Wis referal From tha assessor From Ehe service provider
Referral details Approval Setads Abcrut the sorvics
Arceghed Approval st st 12 September 2023 Sarvice dates

Grace perod end date  Hore

Alternatively, locate the client through the Find a client functionality, and navigate to either the
Services or Approvals tab of the client record and select REQUEST [CARE TYPE] EXTENSION.

@ Care approvals

Client summary Client details Referrals for my organisation Plans Attachments Approvals My Aged Care interactions Notes Tasks and Notifications

Approvals
The client is approved for the following care types under the Aged Care Act 1997

Current care approvals
-(:‘) Home Care Package Level 4

.(,') Residential Permanent

Transmon Care

2. Complete all mandatory information indicated in the extension request pop up. The
mandatory information will depend on the care type the extension relates to.

Once completed, select SUBMIT REQUEST.

| To assist the delegate, when submitting an extension request you are required to include the
paid days balance from the Services Australia Aged Care Payment system and the date when the
balance was calculated.

TRANSITION CARE EXTENSION EXAMPLE:

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Request transition care extension

All fields marked with an asterisk (*) are required
You are about to request a transition care extension for Lucas EDEN
Dale of original entry into transition care? (dd/mmiyyyy): *

12/02/2019 )

Proposed number of extension days (between 110 42 days). *

42

Goals not achieved in 12 weeks of transition care: *
Example goal

Goals for Lucas EDEN during extension period *

Example goal

Team aclion required o achieve extension goals *
Example goal

Oulside services action required 10 achieve extension goals: *
Example goal

Information from other sources. *
Example information

Client consent was obtained for this extension

SUBMIT REQUEST CANCEL

RESPITE EXTENSION EXAMPLE:

Request residential respite extension

Al fields marked with an astensk (%) are required
You are about to request a 21 day residenfial respite extension for Martez COLBURN
Date of original Residential Respite Gare approval was: 26 February 2023

30052023

Reason for extension*

Select one -

(Carer siress

Severity of the care recipient
bsence of the care recipient L
ny other relevant matter

3.  You will receive confirmation that the care extension request has been submitted to the
Delegate.

= Care approval extension request created.
v « The assessment and support plan has been sent to the Delegate for their decision

You will also receive a notification that the request has been submitted.

You will receive an email notification when the Delegate has made a decision on the care
extension request.

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes ‘Tasks and Notifications

Filter by )

Due Received
Type Date Date ~ Category Title/Description Activity Id Portal Outiet

Notification 20/02/2018  Client Care Extension Request Service Provider  Kingston Aged Care

1.
Services A request for a care extension has been submitted Details || S0 o0 0488 Portal Assessment Service

are as follows -

Aged Care User Id: AC93976173

Service : Transition Care

Requested By - BL_ZH274306

Requested by Outlet name - Aged Care Inc - Quilet 2
Request reason

Requested Status - Acceptance Pending

Assigned to: MCDONALD, Leanne

5.6.3 Request a review of a client’s support plan

This functionality is for any client receiving subsidised aged care referred through the Assessor

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Portal.

If a client’'s needs or circumstances have changed significantly since their last assessment and
their support plan no longer reflects their current situation, you can request a review of the client’s
support plan through the Services and Support portal. The assessor will conduct a review of the
client’s situation which may lead to a new assessment of the client’s needs.

I If your residential care client’s care needs have significantly changed and they need to be
reclassified for residential funding purposes, see Requesting Residential Funding
Reassessments.

Providers are encouraged to provide as much information as possible to inform of the client’s
need for, and urgency of, a support plan review or new assessment.

This information is available in the detailed assessment history information in the client’'s support
plan in the Plans tab of the client record.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799



http://www.myagedcare.gov.au/

®

If a client has not previously had an assessment through My Aged Care, contact the My Aged
Care service provider and assessor helpline on 1800 836 799 to request a new assessment.

To request a review of a client’s support plan, follow the steps on the following pages.

1. Check the client’'s assessment information. Refer to the Plans tab of the client record for
more detailed assessment history information.

@ Patsy Calledge support plan

REQUEST A REVIEW 5) VIEW PDF OF CLIENT RECORD

Client summary Client details Referrals for my organisation E Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications

Assessment Details

r;?) Assessment information

« Comprehensive Assessment was completed on 15 February 2019 by the Aged Care Assessment Service
= Comprehensi nt status is Complete
* The review date has not been specified

() Assessment summary

(") Needs identified at assessment

(_-f)Assessment history

() Comprehensive Assessment 15 February 2019

C._‘D Screening 15 February 2019

2. Arequest cannot be submitted for review if there is already an existing assigned review for
the client in the assessor portal or an assessment is currently being undertaken. Check for
this prior to starting a review request.

If you have any concerns, contact the assessment organisation who conducted the client’s
most current assessment (details included in the Plans tab).

3. Select Service referrals from the homepage.

1800 836 799  Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Shaun from Holiday UAT Service Provider Outlet

Service and Support Portal Logout

Welcome Shaun

Find a client Review requests Tasks and notifications

K

Service referrals Govermnment Provider Management System Residential care My Aged Care interactions

Reports and documents. SIRS Notice

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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4. Select Services in place.
Locate the client for whom you wish to request a review and select REQUEST A REVIEW.

Incoming referrals WWaitlist Accepted services pending Referral history

am —
1 CARD = LsT

Filter by

1 to 1 out of 1 matching result

Last First Aged care user Commencement Referred Recommended start

name name - D date ~ date Service type aate Priority
DENAFO Vernon AC380586799 19 Sep 2018 19 Sep 2018 Residential Permanent, 4321 Medium

Aged 83 (13 August 1935 ). Male @ YASS, NSW, 2582

Client contact details About this service

Preferred contact number 02 9506 5133 - Service type Residential Permanent

About this referral Service sub type No sub types

Date issued 19 September 2018 Service item name  Residential Permanent - At Provider Location
Date accepted 19 September 2018 Naps service Id 4321
Outlet Aged Care Inc - Outlet 1 Service frequency 7 days per week
Referral comments  No referral comments provided Service dates
Start date 19 September 2018
Planned end date None
Planned review date None

Service provider comments No provider comments provided

WVIEW REFERRAL SUMMARY AND CLIENT RECORD VIEW PDF OF CLIENT RECORD

Alternatively, a link to request a review will display at the top of any page in the client’s record.

& Client details

REQUEST A REVIEW A VIEW PDF OF CLIENT RECORD

The client has not yet completed a wallet check.
Conduct a wallet check now

Client summary [RSEUEEEIEMN  Referrals for my organisation Plans  Aftachments  Approvals  Services My Aged Care interactions Notes Tasks and Notifications

5. (Service Providers only) In the Request A Review screen, you will see a checkbox that
asks whether your client meets the requirements for a direct comprehensive assessment.
After ticking Yes, you will be prompted to call the My Aged Care Service Provider and
Assessor Helpline on 1800 836 799 to request the Contact Centre staff to issue a direct
referral for you.

(Assessors only): Assessors will now receive direct comprehensive assessment referrals. A
banner will be displayed on client records indicating a direct referral.

THE REQUEST A REFERRAL SCREEN FOR SERVICE PROVIDERS (EXAMPLE)

# Homa | Sanace Refamals | Roguest & review

Master Marion Uoyd DECARVALHO

Mala, 72 yoars old, 16 Fabruary 1948 ACE2T42180 134 4 MOPPA ROAD NURIOOTPA, SA, 5355

Request details
Needs Residertial Care

B Yes

Does: tha chenl meeal The requirements fof a difec] compranansne assessment? | | T

A chent is ebgibie for a dGrect comprahensnvg assessment if thay maat the Tollcwing Ccrilena

s The client is at sk and has immediate unmeat aged care needs andlior the cient’s carer
arangements are unsustamable, and

=  The chent needs assessment and approval for ransibon cane or permanan residential care andior
resigeniial rospite Care
Piease call the My Aged Cane prosmdesr and assessor heiphnge on 1800 836 799 10 progress a dinect
assessment for this chent.

For all other scenarios (including need for home suppoari and home care and restoralve services), unsadect
Yes and confinue 1o reguest a review

SEND REVIEW REQUEST

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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6. Complete all mandatory fields within the review request.

Once you select a subsidised care type under What type of subsidised aged care is the
client receiving? a second list for Primary reason for Support Plan Review Request will
display. Different questions will need to be completed at this step depending on which option
is selected.

Captain Michael POLLOCK

Male, 87 years old, 19 April 1932, AC66879651 Lot Number 13 6 CRANE DRIVE BURONGA, NSW,
2739

B Request a Review

All fields marked with an asterisk (") must be completed before submission

Request details

I What circumstances have changed for the client? * - I

How has this affected the client's need? * ()

Does this request need to be actioned urgently? ( ? ) L Yes

What type of subsidised aged care is the client receiving? *

O Home Care Package (HCP)

O Commonwealth Home Support Programme (CHSP)

O Home Care Package and Commonwealth Home Suppoert Programme
O Flexible Care

@ Residential Care

Primary reason for Support Plan Review Request *

O Request for additional CHSP services or changes to CHSP services for dlients who are only receiving CHSP services currently

O Request for additional CHSP services for clients who are in receipt of a HCP

O There is a change in a client's circumstances and they have an immediate need for access to Home Care Package services

@® There is a significant change in the client’s needs and additional Aged Care Act 1997 (the Act) based aged care services are required

Please identify what services the client is currently receiving. * () J

0 /250

If the client needs require urgent review, tick the Yes box next to Does this request need to be
actioned urgently? and provide information in the reason field. This will help the assessor or
contact centre to prioritise the client’s support plan review request.

PWET-TT

Does this request need to be actioned urgently? ('}\}. Yes

Why does this request need to be actioned urgently? * [/ ?\]
W

0/255

7. Ifaclientis receiving a Home Care Package or combination of Home Care Package and
Commonwealth Home Support Programme (CHSP) services, it is mandatory for a care plan
and budget to be attached to the review request. The request cannot be submitted without
this information.

I A provider may receive a request from the My Aged Care contact centre where they have
received a web-referral request from a health professional for a clinical aged care needs
reassessment for an existing home care recipient.

The home care provider should review the client’s situation, care plan and budget and if a
reassessment is required for change to home care level and/or priority, submit the support plan
review request to the assessor.

If the provider is not proceeding with the support plan review request as the client is already
supported by the existing package level, they should liaise with the health professional to advise
them why the reassessment request is not proceeding.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Primary reason for Support Plan Review Request *

(O Request for additional CHSP services or changes to CHSP services for clients who are only receiving CHSP services currently

0] Request for additional CHSP services for clients who are in receipt of a HCP (3'

(O There is a change in a client's circumstances and they have an immediate need for access to Home Care Package services
@

(O There is a significant change in the client's needs and additional Aged Care Act 1997 (the Act) based aged care services are
required @

Please Identify what services the client is currently receiving. * Q/
07250
Please identify options explored with client to increase their current support. * (:_’/
01250

ADD CARE PLAN

Please provide a copy of the client's care plan and individualised budget. * @I
'/ ADD BUDGET

8. Select the Browse button to choose a document for upload. Complete all mandatory fields
and click UPLOAD to complete.

Add a care plan

- Please note: Some attachments will be viewable by other people with authorised access to this client record.
l Please refer to your portal guide for details.

All fields marked with an asterisk (*) are required.

You can upload files up to 5 MB to this record. The following file types are accepted:
Jpeg. Jjpg. .bmp, .png, .docx, xIsx, .pdf, .rif, ixt~

File: =
\\central_health\dfsuseren Browse. .

Mame of the attachment: *

Care Plan

Type of document: *

SP Care Plan

Please provide a short description about the contents of the attachment, e.g. assessment date and time
(250 characters)

07250

UPLOAD CAMNCEL

Once the documents are successfully uploaded, they will display in the review request.

Selecting on the rubbish bin icon next to the attachment name will delete the attachment.

| Please note a confirmation message will not be displayed.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Primary reason for Support Plan Review Request *
(O Request for additional CHSP services or changes to CHSP services for clients who are only receiving CHSP services currently
@
d —,
O Request for additional CHSF services for clients who are in receipt of a HCP (;’)I
(O There is a change in a client's circumstances and they have an immediate need for access to Home Care Package services
@
A
(@ There is a significant change in the client's needs and additional Aged Care Act 1997 (the Act) based aged care services are

required ®

Please Identify what services the client is currently receiving. * 6\
07250
Please identify options explored with client to increase their current support. * @
07250

Please provide a copy of the client's care plan and individualised budget. * i@
Care plan: Care Plan.docx (@)

Individualised budget: Budget.docx @/

9. Once all mandatory fields have been completed, tick | have reviewed the information on
this page, and | confirm that it is correct then continue to SEND REVIEW REQUEST.

A confirmation will display if the request is submitted successfully.

[ 1 have reviewed the information on this page and | confirm that it is correct. =

SEND REVIEW REQUEST CANCEL

For further information about a client's Support plan review, refer to WWhen to Request a Support
Plan Review from an Assessor fact sheet, available on the Department’s website.

5.6.4 Checking the status of a Support Plan Review

1. If a client, provider or aged care needs assessor has requested that a client’s support plan be
reviewed, it will be referred to an aged care needs assessor to complete. A service provider
staff member with the team leader role is then able to check the status of this review via the
provider portal.

This can be done by selecting the Review requests tile.

1800 836 799  mc

Provider Portal

Welcome Daniel

8

Fing a cllent

0101_

Relrieve a referral code:

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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2. On the Review requests page, select the Request history tab to view the status of any
reviews.

If a review has recently been conducted, you will see that it has the green Review complete
bar across the bottom of the client record.

Select the & icon to expand the card to view details of the request in more detail.

1800 836 799  Mon-Frisam - spm Sat 10am - 2pm

Provider Portal

#4 Home | Review requests | Request history

(B Request history
Currentrequests

Filter by

Current sort order I5 Requested by
1101 aut of 1 matehing resut

Bran

RAVEN

9 PHILLIP, 2606, ACT
Agec 1D ACT3254310
ed: 31 August 2017

y: Daniel LarussoT3

&/ Review Compiete.

3. You will then be able to see the outcomes of the review.

Request history Bran RAVEN *

Aged 87 (17 October 1930), Male

Request Request dates

A Date requested 31 August 2017
estarted: 18 January 2018
Contact te completed: 18 January 2018
Daniel Larusso.

daniel larusso73@vic gov.au

habetical G Request submitted by  Daniel Larusso73

§ Client last assessed by
s Requeste Diane99 Powers1

Reviewer: . R
Carol99 Webert 01 out of 1 matching resu

‘can only be sent for clients currently receiving
.

VIEW CLIENT RECORD

Depending on the outcome, you may need to make changes to the way you deliver services

Information is recorded on the client record to assist providers in understanding what/if any
changes need to be made to better support the client.

The outcome of a review by an aged care needs assessor may be:
e no change

e an increase or decrease in services within the scope of the current approval
e areferral to for a comprehensive assessment for services under the Aged Care Act 1997.

Where the review outcome affects the current delivery of services to the client, the aged care
needs assessor may contact the service provider and discuss the results of the review and the
recommendations that apply to that provider's services.

If the support plan review results in an increase or decrease in services, the provider should

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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update the service delivery information in the client record.

Where a new assessment is initiated and results in a different service type being approved, the
provider will be either:
¢ notified that they have a new referral to accept in the provider portal (or in the case of
Home Care Package Services, they will have to wait until the client is assigned a
package), or
e contacted by the client to discuss arrangements for ceasing care with that provider (for
example if the current provider is unable/not approved to provide the type of care for the
new referral).

6. Generating reports and accessing forms

Providers can generate reports and access forms via the Service and Support Portal.

You are also able to use the Reports feature to print documents, including completed Integrated
Assessment Tool (IAT) PDF reports and client record PDFs.

6.1 Generating reports

Team Leaders and Staff Members can generate reports. The steps to generate a report are
outlined below.

1. Select Reports and documents from the homepage. The Reports and documents page
will be displayed.

1800 836 799 Mon-Fii 8am - 8pm Sal 10am - 2pm Welcome Shaun from Holiday UAT Service Provider Ouliet

Service and Support Portal Legout

Welcome Shaun

Reports and documents:

SIRS Notice Govemment Provider Management System

The Reports and documents page features a Reports tab, a Forms tab and a Links tab.
The Reports tab displays a list of Recently Requested Reports and Reports.

The Recently Requested Reports will display client record PDFs or IAT reports that have
been generated by the user.

The Workload Management report is available from the Reports tab.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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®

Repor’rs and documents
Forms Links

My Reports
Name Requested Date Status
No Records found
Reports List
Name Description Formats
Service Provider Workload Management PDF

BUSINESS INTELLIGENCE REPORTS

To generate a report, select the name of the report in the Reports List.

® Reports and documents
Forms Links

=
<
A
[]
o
o]
=+
7]

Name Requested Dale Status

No Recaords found

Reports List

Name Description Formats

Service Provider Workload Management PDF

BUSINESS INTELLIGENCE REPORTS

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Select the Outlet ID, enter a start and end date, and an output type (CSV or PDF), then select
REQUEST REPORT. If you do not want to generate the report, select CANCEL.

Generate report

Reports Forms Links

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

Service Provider Workload Management

Outlet \'/-i-\u Status -
S
S £
Start Date \EI)
(a.g. ddimmiyyyy)
End Date

= Senvi 5
(@) ervice Type
(e.g. dd/mmiyvyyy)

Priority

Qutput Type: *

REQUEST REPORT CANCEL

6.2 Viewing reports

The steps to view reports are outlined below.

1. Select Reports and documents from the homepage. The Reports and Documents page
will be displayed.

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Shaun from Holiday UAT Service Provider Qutiet

Service and Support Portal Logout

Welcome Shaun
2 =
Find a client Review requests

Senvice refemals Refrieve a referral code

g -

Residential care My Aged Care interactions Reports and documents

[

SIRS Motice Govemment Provider Management System

In the My Reports section, select View beside the report you would like to view.

Reports and documents

Forms Links

My Reports
2 Requested Date
Service Provider Workload Management 18 February 2019 Ready - View
Reports List
Name Description Formats
Service Provider Workload Management PDF

BUSINESS INTELLIGENCE REPORTS

6.3 Accessing forms

The steps to access forms are outlined below.
1. Select Reports and Documents from the homepage.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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1800 836 799 MonFri 8am - §pm Sat 10am - 2pm Welcome Shaun from Holiday UAT Service Provider Outlet

Service and Support Portal Logout

Welcome Shaun

m Find a client Review requests

J
‘ﬂ 0101_

Service referrals Tasks and nofifications Refrieve a refemal code

8 2

Residenfial care My Aged Care interaciions Reports and documents

SIRS Notice Government Provider Management Sysiem

2. Select the Forms tab. A list of all forms available will be displayed.

Reports and documents

Reports Links

Forms
Application for Emergency Care - February 2017 [pdf 311.34KB]

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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7. Serious Incident Response Scheme (SIRS)

SIRS notifications can be created, viewed and managed at the individual user level by users
assigned the Staff Member or Team Leader role in the Service and Support Portal if they have
been assigned the SIRS role by the Organisation Administrator.

Detailed instructions on SIRS functions can be found in:

e How to access and user the Service and Support Portal for Serious Incident Response
Scheme — Residential Aged Care services, for Residential services

e How to access and use the Service and Support Portal for Serious Incident Response
Scheme (SIRS) — In-Home Care, for in-home care.

8. Residential Client Classifications and
Reassessments

Residential Providers with the role of Team Lead or Staff Member can view the Residential Care
Tile. By selecting the Residential Care tile, you can navigate to 3 tabs:

e The Care Recipient tab will list all clients receiving residential permanent and respite
care.

e The Requests tab will contain a list of all current and historical requests for initial
assessments, reassessments and reconsiderations.

e The Palliative Care tab will contain a list of clients that were entered into permanent
residential services for palliative care.

8.1 Viewing residential clients and their residential funding classification

1. On the Home screen, select the Residential Care tile.

1800 836 799 Mon-Fr 8am - 8pm Sat 10am - 2pm Welcome Shaun from Holiday UAT Service Provider Outiet

Service and Support Portal Logout

Welcome Shaun

Find a chent

g

Tasks and nofifications

Residenfial care My Aged Care interactions Reports and documents

SIRS Notice Government Provider Management System

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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®

The Care Recipient tab will list all clients receiving permanent residential care and details of their
residential funding classification.

4 Home | Residential care

Residential care

(VTSN Requests  Palliative Care
™ -
mm CARD  EHEY

Filter by ®@
1 to 50 out of 61 matching results

Last Name < First Name Aged Care User ID Assessment Date Classification Effective Date Status Request type Service

BOISCLAIR Philip AC70228580 No Classification HammondCare - Wahroonga
BOISCLAIR Perry. AC53490892 22 September 2021 Class 7 22 September 2021 Active HammondCare - Wahroonga
BOISCLAIR Lloyd AC54971312 No Classification HammondCare - Wahroonga
Bouy Wil AC92181908 No Classification HammondCare - Wahroonga
CATRONE James AC10064384 22 September 2021 Class 4 22 September 2021 Active Reassessment HammondCare - Wahroonga
CATRONE Horace AC80912652 No Classification HammondCare - Wahroonga
CATRONE Ben AC66750803 No Classification HammondCare - Wahroonga
CATRONE Otto AC69068328 No Classification HammondCare - Wahroonga
CATRONE Alvin AC08910150 No Classification HammondCare - Wahroonga
CONLAN Will AC06373302 No Classification HammondCare - Wahroonga

The Request Type column displays information when the care recipient has an in-progress
palliative care status form approval, initial assessment, reassessment or reconsideration.

2. Selecting a client will navigate to the client’s current and historical classification(s).
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Residential funding classifications can appear in the following different ways:

e Active indicates that the client has had a Residential Funding Assessment and has an active
classification associated with their record.

Leo HOFSTADTER

Aged Care User |ID: AC01365295
Date of Birth: 1 July 1920
Assessment Date: 23 March 2022
Care Type: Residential Permanent
Classification: Class 7

Effective Date: 12 February 2022

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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¢ Pending indicates that a Residential Funding assessment has been completed and is
pending a classification status. This pending status will be displayed for 1 day after
assessment completion or when the assessment is uploaded.

Jackson DOHERTY

-are Usar ID: AC3S4803067
Jirthe 1 Juby 1940
Care Type: Residental Permanant

: Pending Classification

o Default Classification indicates that a Residential Funding Assessment is yet to be
completed for this client. Clients with default classifications can be distinguished from clients
with assessed classifications by their classification code. Most residential permanent care
clients with a default class will be coded Class 99, while those who entered to receive
palliative care and have not yet been confirmed as eligible will be Class 98. The default
classification for residential respite care clients is Class 100.

John Citizen

Aged Care User ID: AC56370232
Date of Birth 4 April 1944

Care Type: Residential Permanent
Classification: Class 99

Effective Date: 14 June 2022

8.2 Filtering the Care Recipients lists

The Care Recipients list can be filtered using Last Name, First Name, Request Type or Aged
Care User ID. You can also select ADVANCED SEARCH to reveal additional criteria to filter with,
such as Classification.

1. Expand the Filter by section.

Review Service Retneve a Residential ey Reports and L My Aged Care Quality
Service and Support Portal ERIR SRR documents 0 interactions indicators

requests referrals referral code care

# Home | Residential care

Residential care
Roquests  Paliatve Care

Filter by

110 21 out of 21 matching results

Last Name < First Name Aged Care User ID Care Type Classification Effective Date Status Request type

ACB8334438 Residential Permanent Class 1 30 December 2021 Active Classification Palliative Care Zeera Aged Care home
AC80810102 Residential Permanent Class 5 3 March 2022 Active Classification Reassessment Zeera Aged Care home
May AC30307730 Residential Permanent Class 99 16 January 2022 Active Classification Zeera Aged Care home
Jarrod \C3063236 Class 7 9 March 2022 Active Classification eera Aged Care home

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Enter search criteria and select the FILTER button.

Residential Findacient  Reports and Tasks and are Quality
care e o s notifications interactions indicators

ports a
socuments

Service and Support Portal

A Home | Residential care

Residential care

- =
HESEH i=ust

Filter by

Request ype -

FILT

110 21 out of 21 matching results

Last Name < First Name Aged Care User ID Care Type Classification Effective Date Slalus Request type

BOUY Winfield ACE8334438 Residential Permanent Class 1 30 December 2021 Active Classification Palliative Care Zeera Aged Care home

8.2.1 Advanced Search

Use Advanced Search to use other criteria to search the care recipients list. Up to seven filters
can be used to refine search results.

1. Select ADVANCED SEARCH

Review Se Relrieve a Residential Reports and a My Aged Care Quality

Service and Support Portal requests s refenal code care Find a client documents s ndicators

# Home | Residential care

Residential care

Requests | Paliatve Care

pow

Filter by
Request type -

110 21 out of 21 matching results

Aged Care User ID Care Type Classification Effective Date Request type Service

Winfield ACB8334438 Residential Permanent Class 1 30 December 2021 Active Classification Paliiative Care Zeera Aged Care home

Choose the item you wish to add e.g. classification and select ADD FILTER.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Search care recipients

Care recipients

Choose an item. B ADD FILTER J SAVE FILTER CLEAR FILTER

IAged Care user ID
Care type

Classification FILTER CANCEL
Classification status

First name
Last name
Request type
Service

Select a classification (e.g. Class 4) and click the FILTER button. The Care Recipient list is now
filtered accordingly.

Search care recipients

Care recipients

B ADD FILTER

1 of T filters used

—
| FLTER

2. You can select SAVE FILTER for future use or CLEAR FILTER to start again.

Search care recipients

Care recipients

Bl ADD FILTER SAVE FILTER ” CLEAR FILTER
2 of 7 filters used
Classification /) Classification status .,-'E-H-\I
Class 4 T~ Active i

FILTER CANCEL

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3. Once the filters are applied, you will be able to see the number of clients that fit within the
category.

Service and Support Portal

A& Home | Residential care

L 1] H—1
.-Cmn

Filter by

Request type -

¥ FILTER OPTIONS CLEAR FILTERS

| Classification is Class 4 and Classification status is Active I

< Furst Name Aged Care User ID Assessmenl Dale Classificabon Effective Dale
swrm 1ahn AC12335678 13 Apil 2021 Class 4 13 April 2021 Active Aged Care Service 1
CITIZEN ane AC123456798 15 June 2021 Class 4 15 June 2021 Active Aged Care Service 1

8.3 Requesting Residential Funding Reassessments

| Residential Funding Reassessments should only be requested if the client’s care needs have
significantly changed.

Reassessment requests can only be requested for clients whilst in your care.

Reassessment requests can only be made by users assigned Team Lead access.

1. On the Home screen, select the Residential Care tile.

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Welcome Shaun from Holiday UAT Service Provider Outiet

Service and Support Portal Logout

Welcome Shaun

v

Review requests

0101_

Senvice referrals Refrieve a refemral code

g

Residenfial care My Aged Care interactions Reports and documenis

SIRS Nolice Govermnment Provider Management Sysiem

On the Care Recipients screen, select the client that requires a reassessment.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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! You cannot request a reassessment when the client has an initial assessment, reassessment
or reconsideration in-progress. Check the Requests tab for in-progress assessments.

A Home | Residential care

Residential care

Care recipients Requests Palliative Care
[ 1] —
mm CARD = LIST

Filter by

( 1 to 21 out of 21 matching resultd

Last Name +~ First Name Aged Care User ID Care Type Classification Effective Date Status Request type Service

BOUY Winfield ACB88334438 Residential Permanent Class 1 30 December 2021 Active Classification Palliative Care Zeera Aged Care home
CRAYFORD Arthur AC90810102 Residential Permanent Class 5 3 March 2022 Active Classification Zeera Aged Care home
EIGHTYUAT May AC30307730 Residential Permanent Class 99 16 January 2022 Active Classification Zeera Aged Care home
ELMER Jarrod AC30632368 Residential Permanent Class 7 9 March 2022 Active Classification Zeera Aged Care home
FLORNING Kaira AC75486001 Residential Respite Class 101 25 May 2022 Active Classification Zeera Aged Care home
IANNI Franklin AC11970019 Residential Permanent Class 3 1 June 2022 Active Classification Client Unavailable Zeera Aged Care home

On the Client Record screen, within the Residential Care tab you can view the client’s current
Residential Permanent and/or Respite Classification and request a reassessment for the client:

e For residential permanent reassessment requests, select the REQUEST
REASSESSMENT button where the current residential permanent classification is shown.

o For residential respite reassessment requests, select the REQUEST REASSESSMENT
button where the current residential respite classification is shown.

# Home | Residential care | Arthur CRAYFORD

Mr Arthur CRAYFORD

Female, 91 years old, 5 March 1931, AC90810102

PRIMBEE, NSW, 2502
Prefers to speak Italian

Residential Care

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions No|

Current Classification (Active) Classification History

Residential Permanent 3 March 2022 - Present U
AN-ACC Ciassification : Class 5 Residential Permanent

| REQUEST REASSESSMENT

@ @ AN-ACC Classification - Class 5 (

REQUEST RECONSIDERATION @
Q’) AN-ACC Classification : Class 9 (

Residential Respite 25 March 2014 - Present
AN-ACC Classification : Class 101

REQUEST RECONSIDERATION @

Residential Respite
REQUEST REASSESSMENT

@AN-ACC Classification : Class 10

2. Select Yes if there has been a significant change in care needs.
Then, select CONFIRM REASSESSMENT button.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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For Residential Permanent requests only: you can also request it to be Urgent, if the care
recipient is at imminent end of life and has a documented care plan in place that has been
communicated with the resident and their family and/or carers.

Confirm reassessment request

All fields marked with an asterisk (*) are required.

Please ensure that the care recipient you are requesting a reassessment for has displayed a significant change in care needs.
Has there been a significant change in care needs?

® Yes

C Mo

Is the care recipient approaching end of life with a documented care plan in place that has been communicated with the resident, their family andfor carers? Note: Evidence of a care plan with end
of life care acfivilies may be requested by an AN-ACC assessor at the fime of assessment

By selecting 'yes' you are requesting an urgent reclassification assessment and advising that the care recipient is approaching end of life.*

_@ ‘r’es]

Mo

I CONFIRM REASSESSMENT CANCEL

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3. Select the criteria the client meets for reassessment, then select the REQUEST REASSESSMENT

button.

For reassessments of residential permanent clients, if the time based criteria is not met, the
criteria will be displayed in light grey text and cannot be selected.

For residential respite clients, the expected departure date from residential respite care is
required.

RESIDENTIAL PERMANENT EXAMPLE:

# Home | Residential care | Jarrod ELMER (VonRueden) | Request Reassessment

Mr Jarod N ELMER (VonRueden)

Male, 76 years old, 28 July 1946, AC30632368 Primary contact Jarrod Eimer (self) - 61 2987 1234

15 LIMBURG WAY GREENWAY, ACT, 2900
Identifies as Aboriginal No support relationships recorded

(®)Request reassessment

All fields marked with an asterisk (*) must be completed before submission
Please select relevant criteria to your it request *

[J Care recipient has been an in-patient of a hospital for at least 5 days consecutively

[J care recipient has been an in-patient of a hospital for at least 2 days and was administered general anaesthetic during
this period

result of the exist

[J The condition of the care recipient relating to mobility, cognitive ability, function, pressure sore risk and/or compounding
factors has changed

Further justification

071000

i

RESIDENTIAL RESPITE EXAMPLE:

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Request reassessment

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

Please select relevant criteria to your respite reassessment request *
[ Condition of care recipient has changed from independently mobile to being mobile only with assistance
[ Condition of care recipient has changed from independently mobile to not mobile

[ Condition of care recipient has changed from mobile with assistance to not mobile

Further justification

£
0/1000

Expected departure date *

(e.g. dd/mm/iyyyy)

REQUEST REASSESSMENT CANCEL

4. The reassessment has been successfully requested when a green banner (below) is shown.
There is also a banner at the top of the screen, and it notifies the timeline of when new
classification details are expected to appear.

®Residential Care 8 VEW GLENT RERORT

Classification details for clients in your care will be displayed within 1 business day(s) of a residential funding assessment being
check back after 1 day(s).

pleted. If you are unable to see a classification, please

Client summary Client details Support network Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Motes

Tasks and Mofifications Residential Care

Current Classification (Active) Classification History

Residential Respite 8 September 2023 -
Present
AN-ACC Classification - Class 101

Residential Respite

) o & 2 v Fi G
REQUEST REASSECSMENT (,) (,__J AM-ACC Classification : Class 101 (Aclive) | & Seplember 2023 - Present

Copyright @ Commonwealth of Australia ABN V Reassessment has been successfully requested.

myagedcare

The progress of reassessment requests can be viewed on the Requests tab, for more details
refer to Request Tab and Request Status Definitions.

Notifications are generated about new classification decisions after the assessment is completed,
for more details refer to Viewing Tasks and Notifications.

| Residential funding reconsiderations should only be requested if you do not agree with the
classification that has resulted from an assessment or reassessment.

Reconsiderations must be requested within 28 days of being notified about the new classification.
Reconsideration requests can only be raised while the client is in your care.

Reconsideration requests can only be raised by users assigned Team Lead access.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799



http://www.myagedcare.gov.au/

®

8.4 Requesting Residential Funding Reconsiderations

1. On the Home screen, select the Residential Care tile.

1800 836 799 Mon-Fii 8am - 8pm Sat 10am - 2pm Welcome Shaun from Ho rovider Qutlet

Service and Support Portal Logout

Welcome Shaun

~

Review requests

Refrieve a refemral code

E

Resideniial care My Aged Care interactions Reports and documents

SIRS Notice Government Provider Management System

On the Care Recipients screen, select the client whose classification requires
reconsideration.

! You cannot request a reconsideration if the client has an initial assessment, reassessment or
reconsideration in-progress. Check the Requests tab for in-progress assessments.

4@ Home | Residential care

Residential care

Care recipients Requests Palliative Care
L 1] H]
HHIGU 5= st

Filter by ©@
( 110 21 out of 21 matching resulty

Last Name +~ First Name Aged Care User ID Care Type Classification Effective Date Status Request type Service

BOUY Winfield ACB88334438 Residential Permanent Class 1 30 December 2021 Active Classification Palliative Care Zeera Aged Care home
CRAYFORD Arthur AC90810102 Residential Permanent Class 5 3 March 2022 Active Classification Zeera Aged Care home
EIGHTYUAT May AC30307730 Residential Permanent Class 99 16 January 2022 Active Classification Zeera Aged Care home
ELMER Jarrod AC30632368 Residential Permanent Class 7 9 March 2022 Active Classification Zeera Aged Care home
FLORNING Kaira AC75486001 Residential Respite Class 101 25 May 2022 Active Classification Zeera Aged Care home
IANNI Franklin AC11970019 Residential Permanent Class 3 1 June 2022 Active Classification Client Unavailable Zeera Aged Care home

2. On the Client Record screen, within the Residential Care tab you will be able to view the
client’s current Residential Permanent and/or Respite Classification and request a
reconsideration:

e For residential permanent reconsiderations requests, select the REQUEST
RECONSIDERATION button where the current residential permanent classification is
shown.

o For residential respite reconsideration requests, select the REQUEST
RECONSIDERATION button where the current residential respite classification is shown.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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# Home | Residential care | Arthur CRAYFORD

Mr Arthur CRAYFORD

Female, 91 years old, 5 March 1931, AC90810102
PRIMBEE, NSW, 2502
Prefers to speak Italian

Residential Care

Client summary Client details Referrals for my organisation Plans Attachments Approvals Services

Current Classification (Active) Classification History

Residential Permanent 3 March 2022 - Present i
AN-ACC Classification : Class 5 Residential Fermanent

My Aged Care interactions No|

REQUEST REASSESSMENT @ @ AN-ACC Classification - Class 5 (

| REQUEST RECONSIDERATION k@

@ AN-ACC Classification : Class 9 (

Residential Respite 25 March 2014 - Present
AN-ACC Classification : Class 101
Residential Respite

REQUEST REASSESSMENT @

* ) AN-ACC Classification : Class 10
REQUEST RECONSIDERATION |@> @

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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3. Select Yes if you disagree with the current classification and select the CONFIRM
RECONSIDERATION button.

For Residential Permanent requests only: you can also request it to be Urgent, if the care
recipient is at imminent end of life and has a documented care plan in place that has been
communicated with the resident and their family and/or carers.

Confirm reconsideration request

All fields marked with an asterisk (*) are required.

You are requesting a reconsideration for a care recipient who has had an assessment/reassessment within the last 28 days.
Do you disagree with the classificaton resulling from the assessment of the care recipient?”

® ves|

O No

Is the care recipient approaching end of ife with a documented care plan in place that has been communicated with the
resident, their family and/or carers? Note: Evidence of a care plan with end of life care activities may be requested by an AN-
ACC assessor at the ime of assessment

By selecting 'yes' you are requesting an urgent reclassification assessment and advising that the care recipient is
approaching end of life *

O Yes
O No

4. Select the criteria for your reconsideration request, then select REQUEST
RECONSIDERATION.

# Home | Residential care | Marge SIMPSON | Request Reconsideration

Mrs Marge SIMPSON

Female, 69 years old, 12 September 1953, AC47832407 Primary contact: Marge Simpson (self) - 02 3555 3543

750 EVERGREEN TERRACE SPRINGFIELD, QLD, 4212
No support relationships recorded

Request reconsideration

All fields marked with an asterisk (*) must be completed before submission
Please select relevant criteria to your reconsideration request *
[J The assessor did not complete the assessment in a satisfactory manner, resulting in an inaccurate classification

[ The care recipient’s condition during the assessment did not accurately reflect their usual condition or relevant information was not considered, resulting in an inaccurate
classification

Further justification

%
0/1000

REQUEST RECONSIDERATION CANCEL

@  For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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For reconsideration of residential respite clients, the expected departure date from residential
respite care is required.

@ Request reconsideration

All fields marked with an asterisk (*) must be completed before submission
Please select relevant criteria to your reconsideration request *

[ The care recipient's condition during the assessment did not accurately reflect their usual condition or relevant information was not considered, resulting in an inaccurate
classification

[ The assessor did not complete the assessment in a satisfactory manner, resulting in an inaccurate classification
Further justification

prs
0/1000

Expected departure date *

(e.g. demmiyyyy)

REQUEST RECONSIDERATION CANCEL

5. The reconsideration has been successfully requested when a green banner appears.

V Reconsideration has been successfully requested.

The progress of reconsideration requests can be viewed on the Requests tab, for more details
refer to section Request Tab and Request Status Definitions.

Notifications are generated about new classification decisions after the assessment is completed,
for more details refer to Viewing tasks and notifications.

8.5 Recalling a Residential Funding Reassessment or Reconsideration request

If you have incorrectly requested a reassessment for a client, or you have become aware that a
client is no longer available for reassessment (for example, they are on social/emergency leave)
you are able to recall your request.

1. On the Home screen, select the Residential Care tile.

1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm Weicome Shaun from Holiday UAT Service Provider Outiet
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For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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2. From the Requests tab, scroll or filter the list to find the client reassessment or
reconsideration request that you wish to recall and expand the client.

Review Service Relrieve a Residential
care

Reports and Tasks and

: C: Quality
Findadient " jocuments nolifications eractions indicators

Service and Support Portal requests als referral code

# Home | Residential care

Horton House and Warmington Lodge

UATClementina ; UATAmiya
Marge SIMPSON UATRESPITEMARIAM UATRESPITESCHIMMEL UATSantos UATRESPITELYNCH
Aged Care User ID- AC47832407 Aged Care User ID: AC17135526 Aged Care User ID: AC93887099 Aged Care User ID- AC76486422
Care type Residential Permanent Care type Residential Respite Care o' Residential Respite Care type Residential Respite
Requested dale: 18 September 2022 Requested date. 16 September 2022 Requested date. 16 September 2022 Requested date. 16 September 2022
z Reconsideration o Pending Allocation Q Assessment x Pending Assessment g Assessment x Pending Assessment G‘ Assessment : Pending Assessment

UATLiam UATJUANA UATQuitzon UATBRICE UATQuitzon UATBRICE UATLiam UATJUANA
Aged Care User ID AC94291648 Aged Care User ID: AC66134917 Aged Care User ID. AC66134917 Aged Care User ID. AC94291648
Care type. Residential Respite Care type. Residential Respite Care type: Residential Permanent Care type: Residential Respite
Requested date: 16 September 2022 Requested date: 15 September 2022 Requested date: 15 September 2022 Requested date: 15 September 2022
Closed date. 16 September 2022 Closed date: 15 September 2022 Closed date: 15 September 2022

3. A pop-up will appear where you can select the RECALL REASSESSMENT REQUEST or
RECALL RECONSIDERATION REQUEST button.

X

Bobby GILDA

Aged 81 (1 July 1940 ), Male

Classification details Referral details

Care type Residential Permanent Referral channel Provider Initiated
Request type Reassessment
Requested by BL_TX117862

VIEW RESIDENTIAL CARE AND CLIENT RECORD I RECALL REASSESSMENT REQUEST I

Marge SIMPSON

Aged 69 (12 September 1953), Female

Classification details Referral details

Care type Residential Permanent Referral channel Provider Initiated
Request type Reconsideration

V

EW RESIDENTIAL CARE AND CLIENT RECORD RECALL RECONSIDERATION REQUEST

I Selecting reason Client Unavailable will allow you to notify the Department when the client
becomes available for assessment which can automatically request another reassessment for
you.

Selecting Client Deceased will mark the client as deceased in Department records, please
ensure you have confirmed before submitting. The reassessment request will be closed.

Selecting Other will require you to enter a reason. The reassessment request will be closed.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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4. Select the recall reason from the drop down and select RECALL REASSESSMENT
REQUEST or RECALL RECONSIDERATION REQUEST button.

Recall reassessment request

You are attempting to recall the existing reassessment request. Please note that this will result in the care recipient no longer
receiving a reassessment to determine any change in classification care needs

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

Reason for reassessment request recall *

Other -

Please select
Client Deceased
Client has exited facility

P
251 500

CANCEL

5. The reassessment or reconsideration request will now be recalled when the below green
banner appears.

V Recall Reassessment Request is successful

8.6 Notify Client is Available for Assessment

Team Leaders will be able to notify the department that a client is available for assessment once
the client has returned to your residential facility.

The Notify client is now available for assessment option is available to Team Leads if the
client’s previous residential funding assessment referral was rejected or recalled with the reason
Client Unavailable.

1. On the Home screen, select the Residential Care tile.

1800 836 799 Mon Fri 8am - 8pm Sat 10am - 2pm Weicome Shaun from Holiday UAT & Provider Outiet

Service and Support Portal Logout

Welcome Shaun

v

Review requests
Refrieve a referal code

My Aged Care interactions: Reports and documents

SIRS Notice Govemment Provider Management System

rther information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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2. On the Care Recipients screen, select the client you wish to notify is available for assessment.

# Home | Residential care

Residential care

Requests | Paliaiive Care

- =
L

Filter by
[ 1 to 50 out of 239 malcmi vesul@

Aged Care User ID Can Classification Effective Date E Request type

Kajal AC15902554 Residential Permanent Class 98 22 June 2022 Active Classification Horton House and Warmington Lodge
Big AC56370232 Residential Permanent Class 99 14 June 2022 Active Classification Horten House and Warmington Lodge

ACT73708851 Residential Permanent Class 2 17 June 2021 Active Classification Horton House and Warmington Lodge

ACB04TE630 Residential Permanent Class 99 3.July 2015 Active Classification Horten House and Warmington Lodge
Paul AC66539842 Residential Permanent Class 9 24 May 2021 Active Classification Horton House and Warmington Lodge
will ACO9276633 Residential Permanent Class 9 4 June 2021 Active Classification Horton House and Warmington Lodge
Wil AC99276933 Residential Permanent Class 9 4 June 2021 Active Classification Horton House and Warmington Lodge

3. On the Client Record — Residential Care tab, select the NOTIFY CLIENT IS NOW
AVAILABLE FOR ASSESSMENT button.

# Home | Residential care | Marion CONLAN (Norman)

Master Marion Normon CONLAN (Norman)
Male, 97 yoars old, 27 July 1925, AC2462204: Primary contact: Marion Gonlan (self) - 02 8341 1966
Lot Number 34 7 ORION QTRFET YASS, NSW 2582

No support relationships recorded

Clientsummary ~ Client details ~ Suppori Network  Referrals for my organisation ~ Plans  Altachments  Approvals ~ Services  MyAged Care interactions  Moles  Tasks and Notifications  [GESEEITEECETH

Current Classification (Active) Classification History

Residential Permanent 4 June 2021 - Present
AN-ACG Classification . Class 9 Residential Permanent

EasvenT. |C2) () AN-ACC Classification : Class 9 (Active) - 4 June 2021 - Present

Residential Respite

) AN-ACC Classification : Class 102 (Active) . 22 April 2016 - Present

Residential Respite 22 April 2016 - Present
AN-ACC Classification = Class 102

AsSESSMENT ((7)

@

Client Unavailable
A Please use the Notify client is now available for assessment’ option G
above if the client is now available for an assessment

4. A pop-up will appear to confirm the client is now available for assessment. If you would like a
reassessment request to be automatically triggered select REQUEST REASSESSMENT
AND CONFIRM CLIENT IS AVAILABLE.

Optionally, select CONFIRM CLIENT IS NOW AVAILABLE FOR ASSESSMENT allows you
to manually request a reassessment later as needed.

Notify client is now available for assessment

Please confirm that care recipient is now available for assessment and the referral can be reopened

REQUEST REASSESSMENT AND CONFIRM CLIENT IS AVAILABLE CONFI

5. The client will now be available for assessment and a request is automatically triggered,
when the following green banner appears.

MENT CANCEL

V You have successiully notified the client is now available.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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®

8.7 Request Tab and Request Status Definitions

The Requests tab within the Residential Care tile lists all residential funding assessment
requests including initial assessments, reassessments and reconsiderations. The Request status
indicates the progress of the assessment referral. The table below lists the statuses in order of
progress along with a description of the status.

! Reference to the term Assessment includes initial assessments, reassessments and
reconsiderations.

REQUEST STATUS DEFINITIONS

Status Description

Pending A referral for a residential funding assessment has been created and is yet to be
Allocation issued to a residential funding assessment organisation.

Pending A referral for a residential funding assessment has been issued to a residential funding
Assessment assessment organisation and the assessment is yet to be completed.

Finalised The assessment has been completed and uploaded by the assessor.

Rejected The request for assessment has been rejected for reasons the client is unavailable for

assessment i.e., in hospital or on leave

Recalled The request for assessment has been recalled for reasons the client is unavailable for
assessment i.e., the client is deceased

8.8 Palliative Care

8.8.1 View Clients Marked Palliative on Entry

For clients who entered into a residential facility for permanent palliative care, the Palliative Care
tab will display the list of clients and any actions to be completed to validate their palliative status.
Forms submitted will be reviewed by the Department and actioned based on the result.

Once validation is completed, the client record will still be available in this tab.

Select the Palliative Care tab to view all clients that were marked Palliative on Entry.

‘1800836799 Mon-Firi Sam - &

Service and Support Portal

o Home | Resiential care

Residential care

cunecpens e [ R

Filter by

roet is Dot Date

Aged Care Inc - Outlet 1

Breitenberg Dominique
LORENZ JAKUBOWSKI

CO8115834 A 11D AC32683854

Due date 26082022 26082022

@ Penaing Upioan @ Pencng upioas @ Fenaing Upioaa @ Penong upioa

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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8.8.2 Upload Palliative Care Documents

For a client who was marked as palliative on entry, their status will be set to Pending Upload.
1. Expand the client and select Upload Palliative Documents.

! The Palliative Care Status Form must be submitted within 14 days of notification of entry to
the Department via the My Aged Care Service and Support Portal. Once the entry is

processed, a notification will be generated, please see Viewing tasks and notifications for
more information.

Breitenberg

LORENZ

Aged Care User ID: AC08115834
Requested date: 1 May 2022
Due date: 26/05/2022

o Pending Upload

# Home | Resoential care

Residential care

Breitenberg
LORENZ

Aged Care Inc - Qutlet 1

0 © oo 0 - -

2. Upload completed Status Form to the portal and submit within the due date.
1B00 BI6 799 on-F fam . bpem St 10am - 7
Service and Support Portal

tcare | Upioad Paliaie Docymeniaion

Breitenberg LORENZ

Manke, 75 years ok, 96 Marehy 1947, ACOHTIS824 Lot Numbes 77 SEENEY STREET ZILLMERE, 0UD,_ 4004

® Upload Paliative Documentation

st B0 compieted befoor sSmimnion

e by tha 26 May 2022

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Select UPLOAD PALLIATIVE DOCUMENTATION, this will provide a pop up to allow the upload
of the form saved on your laptop/computer.

Wesicorma Jeery Biom Agued Can e Cubel 1

| Fedeces  GECha lmome MO e

1800 B36 799 Mo Fn S - e Sat 10w - Zom

T

T E——
S -~ I

I Only one file may be uploaded each time, as each file requires an individual name and
description.
3. Fill out the file name and provide a short description. For the File Name as well as the name

of the file uploaded in the system, please follow the naming convention: [Client Last Name]
PCSF [Date Uploaded — DDMMYY].

Add Pdlliative Care document

All fields marked with an asterisk (") must be completed before submission

Please upload your Palliative and other relevant documentation here.
A maximum of 5 documents may be uploaded
Each individual file must not exceed the size limit of SMB and must be of file type .jpeqg, jpg. .bmp, png, .docx, .pdf.

PostedFile: *
Choose file | Smith PCSF 100822 pdf

Mame of the attachment: *

Smith PCSF 100822

Please provide a short description about the contents of the attachment, e.g. assessment date and time ~

Status form for Palliative Care Clien

P
381250

UPLOAD CANCEL

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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Optionally, you may upload additional information (if previously discussed with the Department)
as necessary by selecting UPLOAD PALLIATIVE DOCUMENTATION and repeating the steps

above.
4. If you wish to come back and upload at a later time, select SAVE DOCUMENTS & EXIT.
Documents will not be reviewed by the department, until submitted.

If you have reviewed documents and are ready to submit to the department, select SUBMIT
DOCUMENTS.

‘Wiskerimae Jeery om Aged

1800 835 799 Moo Fri Bam - Bpm Sal 10am - Jpm

Service and Support Portal

Fesdental care | Upload Palkatve Documentabon

Mr Bredlenbeng N LORENZ {Moses)
e 75 ears okt _AC

ACITSEN Primary conict Evelenberg Lorene el - £ 5987 1130
Lt Wb 7 SEEWEY STREET BLLVERE CLE, 834

P st et it

Upload Palliative Documentation

Al fisics marked with an astersk {7} must be compigld bator submission
Palliative Care Plan must be submitied by the 24 August 2022

UPLOAD PALLIATIVE DOCUMENTATION

Smath PCSF 100822 | pdf 36 14K8)
Status form fof Pallative Client
picaded try BL_CB0B1538

Upload Pdlliative Documentation

x
# Confim Palliative Care documents submission

inciuded all relevant documentations as this wil now be sent la the Palliatre Review OMicer for approval and youwill
uomission

Piease ensure you
1o longer be able to

SUBMIT DOCUMENTS

The status of this client will now change to Pending Approval, and a Palliative Review Officer
from the Department will review the documents.

Breitenberg
LORENZ

Aged Care User ID: AC08115834
Requested date: 1 May 2022

x Pending Approval

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799



http://www.myagedcare.gov.au/

®

8.8.3 Palliative Care Status Form Outcomes

There are three possible outcomes of a submitted Palliative Status Form: More Information
Requested, Approved, or Rejected.

8.8.3.1 More Information Requested

If the palliative review officer finds that there is insufficient information for them to action the
Palliative Care Form, they will request more information with a description on what is required.

Dominique
JAKUBOWSKI

Aged Care User 1D: AC32684854
Requested date: 10 May 2022
Due date: 27/05/2022

o More Information Requested

! You will receive 14 additional days from the date the Palliative Review Officer requested more
information to upload additional documents. This extension will only occur once per resident, so
please include all information required to validate the resident’s palliative care status.

When more information is requested, a notification will be generated, please see Viewing tasks
and notifications for more information.

1. Expand the client tile and select VIEW MORE DETAILS to read guidance text from the
palliative review officer.

4
Dominigue

JAKUBOWSKI

A Faliptren Care Plan for Domeregue Jebobownki (Badey ) has Been isvivnsd sdditions] mlormation i beng tegquested Pleass sction by 27 May 2022

Aged T8 ( 11 January 1947 ). Mals
Classification details
e type Rauidertial Permang Dty of reguesiad information
Clasificotan Class 98 Paliative Care Review Officer (BL_FX120737) 1305/2022 05 0% 36
Efecthoe datn 10 May 2037 Pl Plapes paclds complated Sistus Forme 1 Profes
ariailfis aten slafus  ALe

I The existing document will no longer be viewable or editable and a new version of the
document will need to be uploaded.

The latest date should be included in the name of the file to align with the naming convention:
[Client Last Name] PCSF [Date Uploaded — DDMMYY]

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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2. If necessary, provide a response by selecting ADD RESPONSE, update new documents and
resubmit.

## Home | Residential care | Upload Paiative Documentation

Dominique JAKUBOWSKI

Male, 75 years old. 11 January 1947, ACI2654854 Lot Number 27 SEENEY STREET ZILLMERE, GLD, 4034 Primary contact: Dominique Jakubowsid (self) - 612967 1234

® Upload Pdlliative Documentation

Patlach 7

Il T e e e e s ke o

Detail of requested information

Paliative Cace Re BL_FX120737) 13052022 05 0936 PM
1. Chent detais missing in ingidual's Detaits section

2 Signature missing in Part C

3. Metical Practitionsr detalis missing

Status Form_220513170902 [ pef 36 14K8]

‘SUBMIT ADDITIONAL DOGUMENTS

Add Pdlliative Care document

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

Please upload your Palliative and other relevant documentation here.
A maximum of 5 documents may be uploaded
Each individual file must not exceed the size limit of SMB and must be of file type jpeg. jpg. .bmp, png, .docx, .pdf

PostedFile: =
Choose file | Smith PCSF 110822 pdf

Name of the attachment: *

Smith PCSF 110822

Flease provide 3 short description about the contents of the attachment, & g assessment date and time *

Updated Status Form for Palliative Care Cllenﬂ

)
46 1 250

UPLOA[) CAMNCEL

8.8.3.2 Approved and Rejected Palliative Care Status Forms

Once a Palliative Care Status Form is approved, you will receive a notification, and the status of
the client will change to Approved. The client/resident will be assigned AN-ACC class 1 and will
be eligible for subsidy at that rate.

If, after requesting additional information, the Palliative Review Officer finds that the documents
uploaded do not provide sufficient evidence for a client to be deemed palliative, they will reject
the request for palliative status.

You will receive a notification, the status on the palliative care tile for the client will change to
Rejected, and a referral generated for an AN-ACC assessment to determine the client/resident’s
AN-ACC Classification.

Breitenberg Emmitt
LORENZ MARYAM

Aged Care User ID: AC08115834 Aged Care User ID: AC52374162
Requested date: 1 May 2022 Requested date: 10 May 2022

o Rejected Approved

If you wish to appeal the decision, please contact My Aged Care at myagedcare@health.gov.au
with evidence regarding the reasons for your appeal.

For further information, go to My Aged Care | www.myagedcare.gov.au | 1800 836 799
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