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[bookmark: _Toc127862015][bookmark: _Toc211939916]Background and overview of the Service and Support Portal
[bookmark: _Toc127862016][bookmark: _Toc211939917]Purpose of the Guide
The My Aged Care Service and Support Portal User Guide – Part One (User Guide) outlines how Commonwealth-funded service providers (providers) set up and maintain the My Aged Care Service and Support Portal (Portal) for your organisation.
The User Guide is split into two parts as follows:
Part One (this document) provides an overview of the Portal and describes the functions an Administrator can perform.
Part Two provides an overview of the Portal and describes the functions that a Team Leader or Staff Member can perform.
This guide does not cover:
Detailed instructions on how to set up organisations in the Relationship Authorisation Manager, which can be found on the RAM website.
Detailed instructions on how portal users obtain a myID (which can be found in the user guide Logging in to the Aged Care Systems.
[bookmark: _Toc24560831][bookmark: _Toc24561370][bookmark: _Toc24639375]! This symbol is used to highlight important information. 
[bookmark: _Toc127862017][bookmark: _Toc211939918]Introduction to using the Service and Support Portal 
The Service and Support Portal is used to:
Manage information about the services you provide. 
Manage referrals for service(s) issued by My Aged Care contact centre staff or aged care needs assessors (assessors) by accepting, rejecting, or placing on a waitlist.
Update client records with information about services being delivered.
Request that an assessor undertakes a Support Plan Review for a client.
Report Serious Incident Response Scheme (SIRS) Priority 1 and Priority 2 incidents in residential, in-home, and Support at Home aged care services.  
Generate reports.
Manage residential client classifications, reassessments, reconsiderations, and palliative care administration. 
Administering existing Diverse Needs Specialisations under the 2022 Framework.


[bookmark: _Toc211939919]Service and Support Portal Access
To access the Service and Support portal, each administrator 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 Logging in to the Aged Care Systems.
[bookmark: _Toc29994487][bookmark: _Toc29995307][bookmark: _Toc29995416][bookmark: _Toc29995738][bookmark: _Toc29996734][bookmark: _Toc29996843][bookmark: _Toc29994489][bookmark: _Toc29995309][bookmark: _Toc29995418][bookmark: _Toc29995740][bookmark: _Toc29996736][bookmark: _Toc29996845][bookmark: _Toc29994491][bookmark: _Toc29995311][bookmark: _Toc29995420][bookmark: _Toc29995742][bookmark: _Toc29996738][bookmark: _Toc29996847][bookmark: _Toc29994492][bookmark: _Toc29995312][bookmark: _Toc29995421][bookmark: _Toc29995743][bookmark: _Toc29996739][bookmark: _Toc29996848][bookmark: _Toc29994493][bookmark: _Toc29995313][bookmark: _Toc29995422][bookmark: _Toc29995744][bookmark: _Toc29996740][bookmark: _Toc29996849][bookmark: _Toc29994494][bookmark: _Toc29995314][bookmark: _Toc29995423][bookmark: _Toc29995745][bookmark: _Toc29996741][bookmark: _Toc29996850][bookmark: _Toc29994495][bookmark: _Toc29995315][bookmark: _Toc29995424][bookmark: _Toc29995746][bookmark: _Toc29996742][bookmark: _Toc29996851][bookmark: _Toc29994496][bookmark: _Toc29995316][bookmark: _Toc29995425][bookmark: _Toc29995747][bookmark: _Toc29996743][bookmark: _Toc29996852][bookmark: _Staff_roles_in][bookmark: _Toc127862025][bookmark: _Toc211939920]Staff roles in the Service and Support Portal 
The person nominated as the Organisation Administrator needs to be the first person from your organisation to log in to the Portal. Refer to Logging in to the Aged Care Systems for more information.
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 Portal. Roles should be assigned in accordance with the duties the person performs within your organisation.
! 	If 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 tables on the following page outline the functions for each role within the Portal. It includes both client-focussed and organisation-focussed tasks.
	Client Focussed Key Functions
	Organisation Administrator
	Outlet Administrator
	Team Leader
	Staff Member

	Search for a client record
(for referred clients)
	
	
	ü
	ü

	View client records 
(for referred clients)
	
	
	ü
	ü

	View referrals
	
	
	ü
	ü

	Accept, reject, and revoke referrals
	
	
	ü
	

	View tasks and notifications
	ü
	ü
	ü
	ü

	Manage organisation preferences
for tasks and notifications
	ü
	
	
	

	Manage outlet preferences for
tasks and notifications
	ü
	ü
	
	

	View My Aged Care interactions
	ü
	ü
	ü
	ü

	Add client service information
	
	
	ü
	ü

	Transfer clients between services
	ü
	
	
	

	Submit notifications under the
Serious Incident Response Scheme
	ü
	ü
	ü
	ü


	[bookmark: _Toc136420429][bookmark: _Toc136420436][bookmark: _Administrator_homepage]Organisation Focussed Key Functions
	Organisation Administrator
	Outlet Administrator

	Request change to contractual information
	ü
	ü

	Add outlets
	ü
	

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

	Manage services: add, edit, activate, transfer
(Organisation Administrators only) or deactivate
	ü
	ü

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

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


[bookmark: _Toc127862026][bookmark: _Toc211939921][bookmark: _Toc127862027]Homepage views by role type
[bookmark: _Administrator_homepage_1]Administrator homepage
Administrators at an Organisation level can view and manage information for the entire organisation in the Service and Support Portal. Administrators for one or more outlet(s) in the organisation (Outlet level) will only be able to view and manage information for the outlet(s) they have been assigned.
If you log in to the Service and Support Portal as an Administrator, you can view Tasks and notifications, My Aged Care interactions, Reports and Documents, Outlet administration, SIRS Notice, Government Provider Management System and Staff administration tiles on your homepage.
[image: A homepage view for a Service and Support Portal administrator]
[bookmark: _Toc127862028]Team Leader homepage
People assigned the Team Leader role in the Service and Support Portal have the same functions as the Staff Member role but are also responsible for managing referrals for service(s).
If you log in to the Service and Support Portal as a Team Leader, you can view Service referrals, Find a client, Tasks and notifications, My Aged Care interactions, Reports and Documents, Retrieve a referral code, SIRS Notice, and Government Provider Management System tiles on your homepage.
[image: Service and support portal home page  for a team leader]
If you do not have access to the SIRS notice tile, your Administrator for Service and Support Portal can add the SIRS role to your staff profile.
For information on how to add the serious incident report tile for staff members please refer to the guide on How to use the Serious Incident Response Scheme Portal.
[bookmark: _Toc127862029]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.
If you log in to the Service and Support Portal as a Staff Member, you can view Service referrals, Find a client, Review requests, Tasks and notifications, My Aged Care interactions, Government Provider Management System and Reports and documents.
If you do not have access to the SIRS Notice tile, your Administrator for the Portal can add the SIRS role to your staff profile.
For information on how to add the SIRS Notice tile for staff members please refer to the guide on: 
How to access and use the Service and Support Portal for Serious Incident Response Scheme – Residential Aged Care services 
If you have been assigned the SIRS role by your Organisation Administrator, you will have access to a SIRS Notice tile.
[image: Service and support portal home page for a staff member]
[bookmark: _Toc24560848][bookmark: _Toc24561387][bookmark: _Toc24639392][bookmark: _Toc127862030]Homepage for users assigned multiple roles
If you log in to the Service and Support Portal as a user with Administrator, Team Leader, and/or Staff Member roles, you can view the functions for all your roles on the homepage.
[image: Example of Service and Support Portal home page for a person with multiple roles]


[bookmark: _Toc24560850][bookmark: _Toc24561389][bookmark: _Toc24639394][bookmark: _Toc127862031][bookmark: _Toc211939922]The Administrator Role
Service information is publicly displayed in the My Aged Care service finder (service finder) on the My Aged Care website. 
My Aged Care contact centre staff and assessors use this service information to send referrals. Potential My Aged Care recipients and their support network use this service information to research and access services.
It is the Administrator’s responsibility to set up and maintain this information to ensure accurate referrals.
[bookmark: _Toc24560852][bookmark: _Toc24561391][bookmark: _Toc24639396][bookmark: _Creating_service_delivery][bookmark: _Toc127862032][bookmark: _Toc211939923]Creating service delivery outlets
Administrators will need to set up at least one outlet in the Service and Support Portal before they can add their organisation’s service information such as service items. Administrators can choose how to set up service(s) in the Portal: either all under one outlet or under multiple outlets.
Each outlet you set up can have different staff, service information, locations, and contact details recorded. Ideally, outlets should be established based on distinct delivery areas to manage client intake effectively and avoid overlapping delivery areas between outlets to prevent confusion and duplication of services .Refer to the user guide on Create service delivery outlets and add service information for further information about outlets. 
[bookmark: _Toc24560854][bookmark: _Toc24561393][bookmark: _Toc24639398][bookmark: _Toc127862033][bookmark: _Toc211939924]Creating or adding a new outlet
Administrators need to set up outlets in the Portal before service information can be added. When you create an outlet, the status is set to Inactive by default. You must activate the outlet and create service items in an outlet before it can be made operational.
1. From the Outlet administration page, select ADD NEW OUTLET.
[image: Outlet Administration Page for an example organisation. The Add New Outlet button is underneath the heading for the number of outlets, on the left side of the page]
1. Enter outlet details. 
To add an outlet address, select ADD OUTLET ADDRESS.
[image: Add Outlet Page. Asks for the outlet name, and the outlet address. The 'Add Outlet Address' button is highlighted. ]
1. Fill out your address details, then select VALIDATE THIS ADDRESS.
[image: ]
1. Confirm that the address is displayed correctly, then select SAVE ADDRESS. If the address has been entered correctly but is not returned as a result, select Not found use entered address anyway.
[image: ]
1. Complete the remaining fields. Select CREATE OUTLET to save the record and create the outlet.
[image: ]
The outlet has now been created and the details for the outlet have been saved. Repeat this process for remaining outlets, if required.


[bookmark: _Toc24391794][bookmark: _Toc24449825][bookmark: _Toc24449952][bookmark: _Toc24450037][bookmark: _Toc24450228][bookmark: _Toc24451167][bookmark: _Toc24451239][bookmark: _Toc24560856][bookmark: _Toc24561395][bookmark: _Toc24639400][bookmark: _Viewing_outlets][bookmark: _Toc127862034][bookmark: _Toc211939925]Viewing outlets
To view outlets, follow the procedure below.
1. Select Outlet administration from the homepage.
[image: Service and Support Portal, with Outlet Administration tile highlighted]
1. From here, you can view all of the outlets for your organisation.
[image: Outlet Administration page showing an example organisation and its outlets]
[bookmark: _2.1.3_Editing_the][bookmark: _Editing_the_Organisation][bookmark: _Toc127862035][bookmark: _Toc211939926]Editing the Organisation philosophy
Organisation philosophy attributes and other specialisations will be shown in the service finder results and displayed as part of the detailed information for each of your services. These attributes and specialisations are not verified by the Department.
1. Add/edit cultural specialisations.
In the View Outlet page, select the Edit icon [image: ] next to Cultural specialisations to select those groups that you have a focus on providing culturally specific care to.
[image: Example outlet in the View Outlet page. The Cultural specialisations section is at the left side of the page underneath the heading 'Organisation Philosophy']
You can choose to apply this to all services in your organisation by using the SAVE AND APPLY TO ALL OUTLETS option or save as a default for all new services added by using the SAVE AND DON’T APPLY TO ALL OUTLETS option.
[image: Cultural Specialisations pop up. Please select all supported cultures and press Save when finished. 
A list of most selected cultures are at the top, followed by an alphabetical listing of all cultures. 
At the bottom there are 3 buttons: Save and apply to all outlets, Save and don't apply to all outlets, and Cancel]
1. Add/edit religious specialisations.
Select the edit icon[image: ] next to Religious specialisations to indicate if you have a focus on delivering care that aligns with particular religious needs or values.
[image: View Outlet Page showing an example outlet. The Religious specialisations section is at the left side of the screen under the Organisation Philosophy section.]
You can choose to apply this to all current services in your organisation by using the SAVE AND APPLY TO ALL OUTLETS option or save as a default for all new services added by using the SAVE AND DON’T APPLY TO ALL OUTLETS option.
[image: Religious Specialisations pop up. Please select all supported religions and press Save when finished. 
A list of most selected religions are at the top, followed by an alphabetical listing of all religions.
At the bottom there are 3 buttons: Save and apply to all outlets, Save and don't apply to all outlets, and Cancel]


[bookmark: _Diverse_Needs_Specialisations][bookmark: _Toc127862037][bookmark: _Toc211939927]Diverse Needs Specialisations
All aged care services must provide care in which each consumer is treated with dignity and respect, with their identity, culture and diversity valued. While all service providers are required to deliver these inclusive care services, there are some that deliver specialised care for particular groups. Outlets with specific knowledge, expertise, and services, can apply to have their diverse needs specialisation verified. This helps older Australians with diverse aged care needs choose the care that best suits them.
Specialisations relating to a person’s community or background are verified under the My Aged Care Provider Specialisation Verification initiative. These specialisations are:
Aboriginal and Torres Strait Islander peoples and communities
people from culturally and linguistically diverse backgrounds
people who are financially or socially disadvantaged
veterans
people who are homeless or at risk of becoming homeless
care leavers
parents separated from their children by forced adoption or removal
lesbian, gay, bisexual, transgender, and intersex people
people who live in rural or remote areas.
Providers who wish to make claims that their outlet specialises in the care of people identifying with one or more of the Diverse Needs groups will need to apply to have these claims verified by a third-party assessor. While all providers must demonstrate that they meet the Aged Care Quality Standards, providing specialised services for the Diverse Needs groups is an optional and additional step.
Successful verification depends on the outlet’s ability to demonstrate they provide specialised care. The Specialisation Verification Framework sets out the criteria providers are required to meet, and expected forms of evidence.
Verified specialisations will be published on the My Aged Care Provider profile. Providers who have not had their specialisation claim(s) verified will have those claims removed.
For more general information on the verification process, please refer to the Specialisation Verification for Aged Care Services website.
!	 Providers can only view and manage specialisations that were verified under the 2022 Specialisation Verification Framework in the Service and Support Portal. 

From 1 November 2025, new Specialisation Verification applications will be assessed under the 2025 Framework. 

Upon transferring a service to a new outlet, any diverse needs specialisations recorded against the service will be removed. The ability for outlet administrators to add/remove diverse needs specialisations against that service will be controlled by the current specialisation verifications in place at the new outlet.
[image: View Outlet page for an example outlet. This outlet has the 'Current Specialisation Verifications' section for the provider to view and manage under the 2022 Specialisation Verification Framework. This is at the bottom left of the screen.]
[bookmark: _Toc209107168][bookmark: _Toc209107238][bookmark: _Toc209112586][bookmark: _Toc209107169][bookmark: _Toc209107239][bookmark: _Toc209112587][bookmark: _Toc209107170][bookmark: _Toc209107240][bookmark: _Toc209112588][bookmark: _Toc127862040][bookmark: _Toc211939928]Service Items
You will need to create and maintain information about the aged care services that your organisation provides (known as service items in the Service and Support Portal) in order to receive referrals through My Aged Care.
Service items in general include:
Service sub-types, for non-Support at Home programs
Services, for Support at Home
Service types, which are groupings of Support at Home services
Service groups, which are groupings of Support at Home service types.
It is important that information about the services you provide is kept up to date as the information is publicly displayed for prospective My Aged Care recipients and their support network on the service finder on the My Aged Care website (www.myagedcare.gov.au), and used by My Aged Care contact centre staff and assessors to refer clients to service(s).
[bookmark: _Hlk211241923]! Under the Aged Care Act 2024, from 1 November 2025:
	New service items are available. Some services offered under the Aged Care Act 1997 are no longer available. 
	Some services continue in a different form. 
	For more information about these changes please refer to the Department’s webpage on New Aged Care Act resources.
Services need to be linked to one or more of your outlets.
[bookmark: _Toc24391798][bookmark: _Toc24449830][bookmark: _Toc24449957][bookmark: _Toc24450041][bookmark: _Toc24450232][bookmark: _Toc24451171][bookmark: _Toc24451243][bookmark: _Toc24560860][bookmark: _Toc24561399][bookmark: _Toc24639404][bookmark: _Toc127862041][bookmark: _Toc211939929]Adding a service item
Follow these steps to add a service item:
! From 1 November 2025, there will be new and renamed services in all Aged Care Programs. Previous applications will have their selected services remain the same, with new applications showing the updated service list. For more information on the service names, refer to the Aged care service list website.
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. The View Outlet page then appears.
[image: Outlet Administration page showing a list of outlets. A particular outlet card is highlighted.]


2. From the View outlet page, select VIEW SERVICE ITEMS.
[image: Example View Outlet page showing the View Service Items button at the bottom left]
3. From the View Service Items page, select ADD A SERVICE ITEM.
[image: View Service Items page. The 'Add a service item' button is at the top right.]
Select the program for the service that you wish to add.
[image: Add Service Item Page. Select the Program that applies to this service item (Choose from the drop down menu)]
If applicable, select Funded or Non-funded for the program that you are adding. 
[image: Add Service Item page, After selecting the program, "Which of the following applies to this service item?" appears. Select from Funded, or Non-Funded]
For Support at Home services this option will not be available as all services must be Commonwealth government subsidised. You will be asked to specify a unique service item name instead.
[image: Add Service Item page for a Support at Home service. Enter a unique name for the service under the 'Service item name' section.]
4. Add the service item/s under the program. 
For funded services, select the service you want to add to your outlet by selecting the relevant service item and then select SAVE. You can refine the list of service items by entering details and using the FILTER function.
[image: Add Service Item page. "Filter the list of available service items by entering full or partial details in the corresponding fields below and selecting the Filter button". A filter appears underneath with 4 filters - Service provider, service type, funding region type, and funding region]
If you are adding a new Support at Home service, you will be required to enter a unique name for the service in the Service Item Name field that is displayed.
[image: Add Service Item page. When the program chosen is 'Support At Home', there is a mandatory field at the bottom of the page that asks for a service item name.]


5. The service item will now display in the Outlet details page under Services.
The new service will be listed with a status of Offline. A banner will also indicate that you have successfully added a service item to the outlet, and to remind you to Edit and Submit.
The status will need to be changed to Operational before it is displayed on the public service finder. Refer to Activating or deactivating a service item for more information.
[image: Example of a newly created service. The Status toggle to its right says Offline. There is a Green banner at the bottom of the page 'You have successfully added a service item to this outlet. Click on Edit to add service details, expand the service item to view/edit details or remove the sub types available, and Submit to send the service details that require approval to the Department for validation. You must then change the status to Operational for the service to be published. Approval process may take up to 3 working days to complete.']
6. Once service items have been added to an outlet, you can filter the list of services under a specific program by status, service availability and waitlist availability.
[image: View Service Items page showing a Filter by operational services, and an Operational service underneath]


[bookmark: _Toc24391800][bookmark: _Toc24449832][bookmark: _Toc24449959][bookmark: _Toc24450043][bookmark: _Toc24450234][bookmark: _Toc24451173][bookmark: _Toc24451245][bookmark: _Toc24560862][bookmark: _Toc24561401][bookmark: _Toc24639406][bookmark: _Toc24391801][bookmark: _Toc24449833][bookmark: _Toc24449960][bookmark: _Toc24450044][bookmark: _Toc24450235][bookmark: _Toc24451174][bookmark: _Toc24451246][bookmark: _Toc24560863][bookmark: _Toc24561402][bookmark: _Toc24639407][bookmark: _Editing_a_service][bookmark: _Toc127862042][bookmark: _Toc211939930]Editing a service item
You can edit service item details, including:
Service item name
Service delivery area
Specialised services (refer to Editing the Organisation Philosophy) 
Promotional attachments (for residential facilities)
Support at Home-specific attributes e.g. service-based pricing.
Detailed description for the service item. 
Service information will be displayed on the Service Finder on the My Aged Care website. When you update this information, the changes will appear on the Service Finder by the next day.
Follow these steps to edit service information:
! Only non-contractual information can be edited in the Service and Support Portal.
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. The View Outlet page then appears.
[image: Outlet Administration page showing a list of outlets of an organisation]
2. On the View outlet page, select VIEW SERVICE ITEMS then select the Edit (Pencil) icon next to the relevant service item, or next to the Support at Home heading.
Support at home service item example
[image: This screen displays detailed information about a specific service item requested or delivered under the Support at Home program. It supports aged care providers in tracking and managing individual service records efficiently.]
Non-support at home service item example
[image: View Service Items page of a non Support at Home program. The Edit button is located on the right of the program/service's name]
3. The Service details page will display.
[bookmark: _Toc114665571][bookmark: _Toc114665651]Make the required changes and select SAVE. Read-only information is contractual information and cannot be edited via the Service and Support Portal. Any additional service information can be added in the Service description free text field. This information will be displayed in the public service finder on the My Aged Care website to assist clients in selecting a provider.
! 	There are different options presented on a Support at Home service details page and a CHSP (Commonwealth Home Support Program) service details page. 

Support at Home services are managed by delivery area. You can select multiple service types and items available within that area.

CHSP providers will remain limited to a single service type and ACPR (Aged Care Planning Region), based on contractual information for each service item.
[bookmark: _Toc127862043][bookmark: _Toc211939931][bookmark: _Hlk114835623][bookmark: _Hlk114835610]
Editing availability and waitlists for a service
To indicate that a waitlist is offered for a service, you must ensure the waitlist availability status on the service item is set to Yes – to show that a waitlist is available, or No – to show that there is no waitlist.
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. Then from the View Outlet page, select View Service Items.
[image: The View Outlet page of an outlet. The View Service Items button is at the bottom left.]
2. [bookmark: _Hlk203567709]Select the relevant service/waitlist availability status (yes / no) by toggling the Yes | No switch. The location of the Yes | No switches will depend on the type of outlet and service chosen.
Support AT Home example
[image: Example View Outlet - View Services Items page for a support at home service. The Yes/No toggles are located after selecting 'See service types' expander icon for the desired service type, then navigate to the desired service, and the toggle is at the bottom of the service's card.]
Non-support at home EXAMPLE
[image: Service listing of a CHSP Service, showing the Service Availability and its toggle, and the Waitlist availability and its toggle, both on the right hand side of the service name.]
[bookmark: _Toc127862044][bookmark: _Toc211939932]Editing service delivery area 
Information about the areas you deliver Commonwealth-funded services in (referred to as service delivery areas in the Service and Support Portal) are pre-populated, based on your contractual information. 
Service delivery areas can be edited for CHSP, Flexible Aged Care Program, and Residential Care service items. This functionality is not available for individual Home Support services. Changes apply to the entire Support at Home offering.
All providers (except residential care) must review their service delivery area information and edit if required. It is important that you ensure the service delivery area(s) is accurate. This information is publicly displayed in the service finders, and impacts the referrals sent by contact centre staff and assessors.
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. Then from the View Outlet page, select View Service Items.
[image: The View Outlet page of an outlet. The View Service Items button is at the bottom left.]
2. On the View Service Items page, select the Edit icon next to the relevant service item, or next to the ‘Support at Home’ heading.


NOn-Support at home example
[image: This screen displays detailed information about a specific service item requested. It supports aged care providers in tracking and managing individual service records efficiently.]
Support at home example
[image: This screen displays detailed information about a specific service item requested or delivered under the Support at Home program. It supports aged care providers in tracking and managing individual service records efficiently.]
3. The Service details page will display. Select Edit (Pencil) next to the Service delivery area section.


NON-SUPPORT AT HOME EXAMPLE
[image: Service Details page The Service Delivery Area section is at the middle of the page. the Edit button is to the right of the Service Delivery area heading.]
For Support At Home, there are no list of suburbs listed.
SUPPORT AT HOME EXAMPLE
[image: Support At Home Details page, of a SAH service. The Service delivery area section is at the middle of the page. Edit button is to the right of the heading. Text shows above the heading "Changes to the following information will apply to all support at home program services in this service item".]


4. Select the service delivery type. For residential services, select At provider location. For non-residential services, select At client location. 
This step does not apply to Support at Home – both location options will be greyed out.
If you have selected At provider location, enter the address of the provider then select Validate This Address. Then select Save Changes.
[image: Edit Service Delivery Details page of a non Service At Home service listing. IT shows the Delivery Type and two options underneath - At provider location, or At client location]
If you have selected At client location, you can choose the state or suburb(s) the service is delivered in. By default, the entire region, in which you are funded to provide service, is selected. 
You can choose to search for a specific suburb to add, add all the suburbs in the selected state, or add all the suburbs in the selected region. To remove suburbs from the list, select the suburbs you wish to remove using the checkbox and select REMOVE SELECTED, or use REMOVE ALL to start configuring your list of suburbs from the beginning. 
Finally, select Save Changes to save the selected suburbs. Select Cancel to go back to editing the service.
[image: Edit Service Delivery Details page for a non Support at home service. The Delivery type is set 'At client location'. You can search by state, region, postcode or suburb. There are 3 buttons in the middle 'Search' 'Add whole state' and 'Add whole region'. Then there is a alphabetical list of suburbs that you can add or remove. ]
[bookmark: _Toc127862045][bookmark: _Toc211939933]Attaching promotional material
Residential Care providers can add promotional material to be displayed in the service finder. Promotional material content will not appear on the Service Finder until it has been reviewed and approved by the Department. Approval takes two business days. Once approved, the material will be visible on the Service Finder on the My Aged Care website.
Support at Home, Transition Care and Commonwealth Home Support Programme (CHSP) providers have the option to attach promotional material in the portal; however, this material will not display on the service finder. 
Follow these steps to attach promotional material (for example, photos, brochures, menus):
1. From the Outlet administration page, select the name of the outlet on the outlet card that you want to add a service item to. Then from the View Outlet page, select View Service Items.
[image: The View Outlet page of an outlet. The View Service Items button is at the bottom left.] 
2. On the View Service Items page, select your program’s tab (e.g. Support at Home) and Edit the relevant service item by selecting the Edit icon to the right of the service or program name.
[image: View Service Items page of a Support At Home Service. The Edit button is to the right of the 'Support at home' heading.]
3. The Service details page will display.
Scroll down to the Promotional section. Select Browse to find and attach your promotional material (file types supported include .jpg, .jpeg, .png, .pdf, .rtf, .doc and .docx) and select Save and Submit Requested Changes for Approval after entering information about the attachment. 
The Feature Photo option in the Type of the attachment dropdown will be the primary image displayed to users of the service finder.
[image: ]
At the bottom of the screen, a confirmation will display, and a warning message will prompt you to submit the service item update to the Department for approval.
[image: ]
[bookmark: _Toc24391807][bookmark: _Toc24449839][bookmark: _Toc24449966][bookmark: _Toc24450050][bookmark: _Toc24450241][bookmark: _Toc24451180][bookmark: _Toc24451252][bookmark: _Toc24560869][bookmark: _Toc24561408][bookmark: _Toc24639413][bookmark: _Toc211939934][bookmark: _Toc127862046]Removing a service sub-type
Follow these steps to remove a service sub-type for a service item (for non-Support at Home services).
! Support at Home services are pre-populated based on what the outlet or organisation is approved for (Provider registered category) and therefore cannot be deleted or removed from the Service and Support Portal.
1. At the Outlet Administration Tile, Select the name of the outlet on the Outlet card you want to remove a service sub-type from. The View outlet page then appears. Select VIEW SERVICE ITEMS.
[image: The View Outlet page of an outlet. The View Service Items button is at the bottom left.]
2. Select the blue arrow next to See Sub-types under the service to see expanded service details.
[image: Add/remove Subtypes. Select the blue arrow next to ‘See Sub-types’ under the service to see expanded service details. ]
Then select ADD/REMOVE SUBTYPES.
[image: Add/remove Subtypes. Then select ‘Add/Remove Subtypes’. ]
3. In the Add/Remove Subtypes box, deselect the service/s you want to remove from the service item and select SAVE. The service will then be removed, and information about the service will not display in the service finder. Note that when removing subtypes, there must be at least one service remaining.
[image: The Add/Remove Subtypes screen will then be displayed where you can select. Deselect the relevant sub types. Click 'Save'.]
[bookmark: _Toc211939935]Service attributes
When you are configuring a service, a number of attributes specific to the delivery of your particular service will become available to select and display on the service finder. These include Diverse Needs Specialisations, Specialised Services and others mentioned in this section. They can be found in the Service Details page of the service item, or the Support At Home Details page of the Support at Home service.
[image: Partial screenshot of the Service Details page of a service listing. It shows service attribute sections such as service delivery area, specialisations, promotional, additional service information.]
Classifications
For Support at Home services, you can modify the Classification type for either Ongoing or Short-term for each service type. For example, you prefer to offer a particular service type on an ongoing support period basis only.
1. Navigate to the Support at Home service type that you want to edit the classification type for, by following the steps in Editing a service item. Then, select Edit (Pencil) next to the Classification Type.
[image: Example support at home service listing, showing the service group "assistive technology" followed by the service type "equipment and products". The Classification Type is located at the far right side of the listing.]
2. At the pop up, select Ongoing and/or Short-term and select SAVE.
[image: Equipment and Products pop up. Set Classification type - Ongoing, or Short Term.]
[bookmark: _Toc127862047]Specialisations
Specialisations is an umbrella term for 3 sub-groups: diverse needs, specialised services discussed below, and languages. Providers of all care types are able to identify their ability to provide services that cater to these specialisations.
[image: Display of header for Specialisations and reminder to provide Details for services which have specific specialisations in place]
You can indicate that a service or outlet offers the following Specialised Services. Although these services are not verified, please select only those with specific measures in place which demonstrate your specialised service offering. 
Specialised services will be displayed only for Support at Home and CHSP service items.
[bookmark: _2.1.4_Adding_and][image: Specialised Services. Which of the following applies to this service?

A list is able to be selected. These are: dementia, continence, hearing, respite care, wellness and reablement, caters for cultural spiritual or ethical food requirements, mental health, vision, terminal illness, mobility, assistive technology.]
[bookmark: _Diverse_Needs_][bookmark: _Applying_for_Diverse][bookmark: _Specialised_services][bookmark: _Languages][bookmark: _Toc127862050]Languages
1. To indicate that services are being delivered in a language other than English, select SELECT LANGUAGES AVAILABLE.
[image: To indicate that services are being delivered in a language other than English, select ‘Select Languages Available’]
1. Select one or more languages then select SAVE.
[image: The Supported languages pop up. Select one or more languages then select Save ]
1. The languages will be displayed. Select the Pencil (edit) icon to change languages.
[image: Screenshot of displayed languages]
[bookmark: _Hours_of_operation][bookmark: _Toc127862051]Hours of operation, staffing notes, transport notes
You can outline hours of operation for CHSP and some Support at Home services. By default, you can enter standard Monday to Friday, Saturday, and Sunday hours. You can also specify individual working days by using the Customise option.
To edit your hours of operation:
1. Navigate to the Support at Home service type that you want to edit by following the steps in Editing a service item.
1. Select the service you want to edit the hours of operation by selecting on the corresponding edit icon next to the service group, then the service sub-type.
For Support at Home services, Expand the service group and/or service type, then select the Edit icon next to the service.
NON-support at home example
[image: View Service Items page of a non Support at home service. The service and service sub type has a magnifying glass icon to its right]
support at home example
[image: View Service Items page, Support At Home tab, showing a Support at Home program expanding out to service types and services. ]


1. Input the hours and save. 
[bookmark: _Toc127862052][image: Hours of Operation page of a service. Shows tickboxes next to each day of the week, and each day has a start time, end time, and 'Add additional operating hours' button.]
1. On the same page, depending on the service chosen, you can also edit Staffing Notes for the service, how the service is delivered, whether Transport is included, and Pricing.
[image: Partial screenshot of the Hours of Operation page of a service, showing Staff information, How is the service delivered? section, and a Pricing for service section.]
[image: Partial screenshot of the Hours of Operation page of a service, showing Staffing information, and "Is transport to the service provided?"]


Service Description
You can enter any further information about your service here, and it will be displayed at the Service Finder.
[image: Service description section of Service Details.]
[bookmark: _Pricing_Information]Pricing Information
Support at Home program outlets can upload pricing. Pricing information is also available for some CHSP services.
If pricing is not entered for a Support at Home service, you will not be able to:
· save a new service and make it Operational
save changes to partially complete existing pricing information
confirm that pricing information has been reviewed.
!	Pricing is entered at the service level only. For Support at Home, Pricing changes apply to the outlet level and to the service group and service item levels.
Viewing pricing information
1. Select the outlet from the Outlet Administration tile, then select ‘View Service Items’.
2. Under the View Service Items page, select the Program, then select the Magnifying Glass (view) icon to the right of the service item name. 
[image: View Service Items page, showing selection of a non Support At Home program (in this case Commonwealth Home Support Program). The Magnifying glass icon is to the right of the program name.]


3. To view outlet-wide information for Support At Home, select the Support at Home tab, then select the Magnifying Glass (view) icon to the right of the ‘Support At Home’ heading.
[image: View icon to the right of Support At Home heading underneath the Support At Home tab] 
4. To view individual Support At Home services, select the Support at Home tab, then expand any service groups/service types, then select the Magnifying Glass (view) icon of the appropriate service card.
[image: View Service Items page, showing the Support At Home tab, and expanding the Support At Home program to view  its service groups, service types and services.  The magnifying glass icon is located at the top right of each service card]
Updating pricing information
1. Select the outlet from the Outlet Administration tile, then select ‘View Service Items’.
2. Under the View Service Items page, select the Program, then select the Edit (Pencil) icon to the right of the service item name.
[image: View Service Items page, showing a non Support at Home Service (in this case CHSP). The edit/pencil icon is to the right of the service name.] 
Updating Support At Home Pricing Information at the Outlet Level
In the Outlet Level, you can update the Full Price List including website link and pricing schedule.
3. For All Support At Home services in your outlet, select the Support at Home tab, then the Edit (Pencil) icon to the right of the ‘Support At Home’ heading.
Alternatively, from the View Outlet page, select the Edit icon next to Support at Home pricing to edit the pricing information at the outlet level.
FROM VIEW SERVICE ITEMS PAGE
[image: View Service Items page, Support At Home tab. It shows the Edit/pencil icon to the right of the support at home heading.]
FROM THE VIEW OUTLET PAGE
[image: View Outlet page of a Support at Home outlet. The Support At Home Pricing section is at the bottom right of the page.]


4. Under the Full Price List section, a pricing schedule website link (URL) and/or a pricing schedule attachment can be added. 
[image: the Full Price List section of the Service Details of an outlet. It shows a URL for providing a website link and a Choose File button for Uploading a pricing schedule]
1. To add a pricing schedule website link type in the URL in the Provide a website link section. Ensure that the website URL you enter is a valid website address. If you have copied the URL down from the Outlet the URL will be applied. If you need a specific area base price URL you can overwrite this URL.
[image: ]
2. To upload the pricing schedule attachment, you must select Browse… and choose the document (e.g. PDF file) you wish to upload. Name the attachment and provide a caption or short description of the attachment. 
[image: ]
3. You can now choose to:
save and apply the pricing information to all Support at Home service items in that outlet,
save locally (before applying to any services), 
apply these details to all your outlets (if you are an Organisation Administrator) or
Cancel to discard any changes made.
[image: ] 
Updating Support At Home Pricing Information at the Service Level
At the service level, you can update hourly or daily pricing for individual services. If pricing varies by region, you can also update the public URL for that service’s pricing directly at the service level.
1. For individual Support at Home services, select the Support at Home tab, then expand any service groups/service types, then select the Edit (Pencil) icon of the appropriate service card. 
[image: View Service Items page, Support At Home tab. It shows expansion of the Support At Home program to each available service group (Assistive technology) and service type (Equipment and products).]
Update the Pricing for service section (if applicable), such as standard maximum, non-standard, Saturday, Sunday, and Public Holiday 
s. (Consumables based services will default to ‘Market price’). This will be required to be completed for all services that this outlet provides before changing the service availability to Yes. 
[image: Pricing For Service section of a particular service item's detail page
eg Assistance with home maintenance and repairs (hours): standard maximum price, non standard hours, Saturday, Sunday, Public Holiday prices.]
2. If a service is on a waitlist, it is highly recommended to add service pricing to ensure this is visible on the Service Finder tools.
3. Use the outlet-level pricing template to apply consistent pricing across services, but final display relies on service item or service-level entries. Only the service items within the selected outlet will be updated. 
4. Only information saved at the service item level will be displayed on the Service Finder. If you select SAVE at the outlet level this will save the information locally and will not be displayed in the My Aged Care Service Finder. To ensure your updates are visible publicly, select: SAVE AND APPLY TO ALL SERVICE ITEMS OF THIS OUTLET, this will apply the changes to each individual service item, so they display on the My Aged Care Service Finder.
[image: If you select ‘Save’ at the outlet level this will save the information locally and will not display in the My Aged Care service finder. Select ‘Save and apply to all service items of this outlet’ to display your changes in the My Aged Care Service Finder.]
All pricing information saved, including pricing schedule attachments, will appear by the next day on the service finder on the My Aged Care website, and do not require approval from the Department.


[bookmark: _Toc198809331]Rooms (Residential Care)
[bookmark: _Toc198809333][bookmark: _Toc198809334][bookmark: _Toc198809335][bookmark: _Toc198809336][bookmark: _Toc198809337][bookmark: _Toc198809338][bookmark: _Toc198809339][bookmark: _Toc198809340][bookmark: _Toc198809341][bookmark: _Toc198809342][bookmark: _Toc198809343][bookmark: _Toc198809344][bookmark: _Adding_a_service][bookmark: _Toc127862059]Add a room type
! This section applies to Residential Care only and does not apply to Commonwealth Home Support Program or Support at Home programs.
Residential Care providers can add information about the types of rooms their organisation offers. Follow these steps to add a room and room information. Fields marked with an asterisk (*) are mandatory.
1. Select Outlet administration from the homepage. Select the name of the outlet on the Outlet Card you want to add room information to. 
[image: Outlet Administration page for an example Organisation, showing a list of outlet cards. One of them is highlighted]
1. The View outlet page appears. Select the VIEW SERVICE ITEMS button.
[image: The View Outlet page of an outlet. The View Service Items button is at the bottom left.]
1. From the View Service Items page, select Resident Care from the tab options. Choose your service. Select Expand (blue arrow) next to See room types.
[image: View Service Items page of a Residential Care service. Underneath the room listing is a Expand icon followed by "See room types".]
Then Select ADD ROOM TYPE.
[image: ]
1. The Room Type page appears. Enter required information in the General room information and Pricing information sections. Ensure mandatory fields (red asterisk) are completed. 
[image: Room Type page
shows General room information, Pricing information
Save button
Save and Submit Requested Changes for Approval button
Cancel button]
· In the Pricing Information section, enter the room’s Maximum Refundable Deposit (RAD) around. If you enter an amount over $750,000, the following information banner will appear.
[image: Information Banner "You cannot charge a RAD over $750000 without first obtaining a valid approval. To apply for an approval visit the IHACPA website www.ihacpa.gov.au"]
To publish and charge a room price above a RAD of $750,000 (or the equivalent daily payment), you must have a valid approval from the Independent Health and Aged Care Pricing Authority (IHACPA), formerly known as the Aged Care Pricing Commissioner. 
!	If you do not have approval for your RAD price for the room type, you cannot publish or charge this price. Conditional approval does not constitute approval until you have received a satisfaction of conditions letter from IHACPA. 
The below fields will appear and need to be completed for rooms priced over $750,000.
· Approval or Conditional Approval 
· Date of IHACPA approval (or Aged Care Pricing Commissioner approval) – IHACPA approvals are valid for 4 years. Once you enter the required approval details for a room, you will receive automatic notifications when your approval is nearing expiry. These will be sent at 6, 4 and 2 months before your Date of IHACPA approval indicates expiry. Rooms will be removed from My Aged Care if 4 years passes from your Date of IHACPA approval. 
· IHACPA approval reference number – This is only required if your approval was granted on or after 1 July 2024. Approval letters issued prior to 1 July 2024 do not have an approval number.
· You will also need to attach and name the IHACPA approval letter for the room.
[image: IHACPA Approval Details section of the Room Type page]

Enter the required information under Key feature statement. 
[image: Key Feature Statement section of the Room Type page]
When entering room size (in square metres):
if there is variation in room sizes, enter the size range of the room type from smallest to largest, e.g. 20sqm - 25sqm. 
indicate if the room size entered includes ensuite, e.g. 20sqm - 25sqm incl. ensuite. 
do not include private outdoor areas such as balconies or courtyards.
Please ensure that the room size entered aligns with information provided to IHACPA in your application for these rooms. 
1. Select SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL.
[image: close up of buttons 'Save', 'Save and submit requested changes for approval', and 'Cancel']
!	If you select SAVE, this room information will be saved only and not submitted for publication. 
This room information will be displayed on the service finder once approved for publication by the Department (allow three business days).
If your room is not approved for publication, you will receive an email explaining the action you need to undertake before resubmitting. You can update your room request and submit again.
[bookmark: _Toc127862060]Edit room details
Residential Care providers can edit existing room information. Follow these steps to edit a room. Fields marked with an asterisk (*) are mandatory.
1. [bookmark: _Hlk167802189]To edit the details for a room, select the edit (pencil).icon next to the room’s listing. 
[image: View Service Items page of a Residential Care service. After all room types are expanded, the Expanded button and 'Hide Room Types' text appears.]
2. The Edit Room Type page appears. Select the reason for resubmission from the drop-down menu and the continue to edit the details of the room.
[image: Edit Room Type page, showing a drop down for 'Reason for resubmission', General Room Information section, and Pricing Information section.]
!	Providers with an IHACPA approved maximum RAD over $750,000, can index the room price in line with legislation. For details on calculating the indexation of approved RADs visit www.ihacpa.gov.au. 
If you have selected Indexation of approved max RAD as the Reason for resubmission, you can only change the room price. If you wish to change other fields for the room, select a different resubmission reason.
3. Scroll down to the bottom of the page. Select SAVE AND SUBMIT REQUESTED CHANGES FOR APPROVAL. 
[image: The bottom of the Room Type page showing the button 'Save and submit requested changes for approval']
Once submitted, you will be redirected back to the View Service Items page and a green banner will display at the bottom of the screen confirming the edits were successfully submitted. 
[image: Screenshot of popup reads, Room details have been submitted for verification. Room cannot be updated until verification is finalised. If verified and Room Status is Operational, the room will be published on My Aged Care.]
[bookmark: _Toc158821144]Change room status
1. Select the edit icon (pencil) next to the Status of the room you want to set as Offline or Operational.
[image: Room listing under a Residential Permanent funded service. The Edit (Pencil) icon next to the Operational status is highlighted]
2. From the pop-up select Offline (not displayed) from the change room status and select the reason for the change. 
When you set the room to Offline a warning banner will appear advising that offline rooms are not displayed on My Aged Care. 
Select SAVE.
[image: Image is of the change room status pop up. The save button is highlighted in a red box]
3. A message will appear advising that you have successfully changed the status of the room. The status of the room will now display as Offline.
[image: Green banner 'You have successfully changed the status of the room ROOM NAME to offline']
4. If you wish to make an Offline room Operational, click on the edit icon (pencil) next to Status: Offline. 
[image: A room listing with Status Offline, and an Informational banner on top "Room is offline and will not be displayed on My Aged Care"]
Select Operational (displayed) from the change status drop-down menu followed by the reason for the change. Then select SAVE. 
[image: Image is of the change room status pop up, the save button is highlighted in a red box.]
A green message will appear advising that you have successfully changed the status of the room and the room will show as Operational. 
The room will be displayed on My Aged Care within 24 hours.
[image: Green banner "You have successfully changed the status of the room ROOM NAME to Operational"]
Delete a room
Residential Care providers can choose to permanently delete a room. Note that deletion of a room cannot be reversed. 
1. Select the delete icon (bin) next to the room you wish to delete.
Ensure you select the correct room as the deletion of a room cannot be reversed. 
[image: A room listing. The Bin (delete) icon is to the far right of the listing's name.]
2. From the pop-up, select the reason for deleting the room and select DELETE. 
[image: Delete Room pop up. "You are about to delete the room ROOM NAME from your service inventory. Once a room is deleted, the action cannot be undone", then a drop down "Please select your reason for deleting this room". ]
A green banner will display at the bottom of screen confirming the room has been successfully deleted. 
[image: Green banner "You have successfully deleted the room ROOM NAME". ]
[bookmark: _Transferring_service_items][bookmark: _Toc211939936]Transferring service items
!	Access to the functionality described in this guide has been disabled in the Service and Support Portal for ALL programs from 1st November 2025 until further notice.
If you require the transfer of services or clients, please contact the My Aged Care Service Provider and Assessor Helpline on 1800 836 799, who will be able to assist you. 
[bookmark: _Transferring_clients_between][bookmark: _Activating/deactivating_a_service][bookmark: _Toc127862064][bookmark: _Toc211939937]Activating or deactivating a service item
The reasons for deactivating a service item typically include:
Residential: Facility is no longer accepting residents.
Commonwealth Home Support Program (CHSP): The service is no longer being delivered in the specified area.
Support at Home: Selected services are no longer being delivered in the referral area.
Follow these steps to activate or deactivate a service:
1. Select Outlet administration from the homepage, then select the outlet that contains the service items that you want to activate/deactivate, and then select VIEW SERVICE ITEMS.
[image: Example View Outlet page showing the View Service Items button at the bottom left]
2. Select the appropriate tab corresponding to the program. 
! 	The Residential Care tab should only be selected when working with Residential Care services. If you edit CHSP items, ensure the CHSP tab is selected.
[image: Partial screenshot of View Service Items page showing the tabs for corresponding programs - CHSP, Flexible aged care program, Residential Care, Support at Home.] 
3. For the services that have been added to the outlet, select Operational to activate the service item. Alternatively, select Offline to deactivate the service item under the Status heading.
Only Operational services will display in the service finders.
[image: Residential Permanent service listing. Showing the Status toggle "Operational" or "Offline"]
For Support at Home, the Operational or Offline status applies to every service group, service type and service that your outlet is approved for.
[image: Support At Home Service with a toggle "Operational" or "Offline"]
! The Offline status has replaced Inactive status and should be used to indicate where a funded service is not currently offered by the provider. For example, the service is at capacity. Services that are Inactive are services that are no longer funded by the Department. Inactive services will not be visible in the My Aged Care Service and Support Portal. Please contact the My Aged Care service provider and assessor helpline on 1800 836 799 if you have questions about your Inactive services.
[bookmark: _Toc209002844][bookmark: _Toc209107185][bookmark: _Toc209107255][bookmark: _Toc209112603][bookmark: _Toc24449853][bookmark: _Toc24449980][bookmark: _Toc24450064][bookmark: _Toc24450255][bookmark: _Toc24451194][bookmark: _Toc24451266][bookmark: _Toc24560884][bookmark: _Toc24561423][bookmark: _Toc24639428][bookmark: _Toc24449854][bookmark: _Toc24449981][bookmark: _Toc24450065][bookmark: _Toc24450256][bookmark: _Toc24451195][bookmark: _Toc24451267][bookmark: _Toc24560885][bookmark: _Toc24561424][bookmark: _Toc24639429][bookmark: _Toc24449855][bookmark: _Toc24449982][bookmark: _Toc24450066][bookmark: _Toc24450257][bookmark: _Toc24451196][bookmark: _Toc24451268][bookmark: _Toc24560886][bookmark: _Toc24561425][bookmark: _Toc24639430][bookmark: _Toc169186907][bookmark: _Toc169186972][bookmark: _Toc169187375][bookmark: _Toc169187441][bookmark: _Toc169186908][bookmark: _Toc169186973][bookmark: _Toc169187376][bookmark: _Toc169187442][bookmark: _Toc169186909][bookmark: _Toc169186974][bookmark: _Toc169187377][bookmark: _Toc169187443][bookmark: _Toc169186910][bookmark: _Toc169186975][bookmark: _Toc169187378][bookmark: _Toc169187444][bookmark: _Toc169186911][bookmark: _Toc169186976][bookmark: _Toc169187379][bookmark: _Toc169187445][bookmark: _Toc169186912][bookmark: _Toc169186977][bookmark: _Toc169187380][bookmark: _Toc169187446][bookmark: _Toc169186913][bookmark: _Toc169186978][bookmark: _Toc169187381][bookmark: _Toc169187447][bookmark: _Toc169186914][bookmark: _Toc169186979][bookmark: _Toc169187382][bookmark: _Toc169187448][bookmark: _Toc169186915][bookmark: _Toc169186980][bookmark: _Toc169187383][bookmark: _Toc169187449][bookmark: _Toc127862065][bookmark: _Toc211939938]Maintaining service delivery outlets
[bookmark: _Toc127862066][bookmark: _Toc211939939]Activating an outlet
After service items are added, outlet(s) need to be made active so that:
The service items display in the service finder.
Contact centre staff and assessors can send electronic referrals to the appropriate outlet.
Follow these steps to activate an outlet:
1. Navigate to the View Outlet details from the Outlet administration page for the outlet that you want to activate and select ACTIVATE OUTLET.
[image: View Outlet page of an inactive outlet. The Activate Outlet button is highlighted and located at the top right.]
1. Select ACTIVATE OUTLET to confirm that you wish for this information to be displayed in the service finder. A warning message will display:
[image: Activate Outlet pop up. "You ar about to activate OUTLET NAME. This will publish this outlet and its services to the Service Finder". The Activate Outlet button is highlighted.]
Your outlet is now active and operational service item information will display in the service finder and will display as Active in the Service and Support Portal.
Assessors can only match and refer to active services.


Card View
[image: Outlet card with a green tick banner at the bottom that says Active]
Outlet View
[image: View Outlet page of an outlet. There is a green circle "(Active)" underneath the outlet name]
[bookmark: _Toc127862067][bookmark: _Toc211939940]Deactivating an outlet
To remove an outlet from the service finder on the My Aged Care website, and stop referrals being sent to the outlet, it must be deactivated.
! An outlet cannot be made inactive if there are accepted and commenced services.
Follow these steps to deactivate an outlet:
1. Select Outlet Administration from the homepage.
2. Navigate to the View Outlet details from the Outlet administration page for the outlet that you want to deactivate and select DEACTIVATE OUTLET.
[image: View Outlet page of an outlet. the Deactivate Outlet button is at the top right of the screen]
3. Select DEACTIVATE OUTLET at the pop up to confirm that you wish to deactivate the outlet.
[image: Deactivate Outlet popup. 'You are about to deactivate OUTLET NAME. Please ensure you arrange for any linked staff members to be reassigned. Any service items provided by the outlet will not appear in search results." The Deactivate Outlet button at the bottom right is highlighted.]
The outlet is now inactive, does not display on the relevant service finder or receive referrals, and displays as Inactive in the Service and Support Portal.
[image: Green banner 'OUTLET NAME has been deactivated'.]
[image: Outlet's banner showing a grey circle (inactive) status.]
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! If you want to create an outlet with the same name as the one you removed, you will need to call the My Aged Care service provider and assessor helpline on 1800 836 799.
To remove an outlet from the Portal, it must be in the status of Inactive. Follow these steps to remove an outlet:
1. Select Outlet administration from the homepage.
2. Navigate to the View Outlet details from the Outlet administration page for the inactive outlet you wish to remove and select REMOVE OUTLET.
[image: View Outlet page of an inactive outlet. the Remove Outlet button is at the top right of the screen.]
1. Select REMOVE OUTLET to confirm you wish to remove the outlet.
[image: Remove Outlet pop up. "You are about to remove OUTLET NAME. This will remove this outlet from your list." the Remove Outlet button is at the bottom right.]
The outlet will no longer display in the Service and Support Portal.
[image: Green banner "OUTLET NAME has been removed"]
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Follow these steps to edit an outlet:
! Only non-contractual information can be edited in the Service and Support Portal.
1. Select Outlet administration from the homepage. 
2. Select the name of the outlet on the Outlet card you want to edit.
[image: ]
3. On the View outlet page, select the area that you would like to edit, Address, Contact details or Organisation philosophy.
You can also change the Organisation philosophy when viewing your outlet information.
For more information on Organisation Philosophy refer to Editing the organisation philosophy.
[image: ]
4. Edit information and select SAVE CHANGES. To edit address details, select Edit next to the outlet address.
[image: ]
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[bookmark: _Toc127862071][bookmark: _Toc211939944]Viewing tasks and notifications
Follow these steps to view tasks and notifications:
!	You must log onto the relevant outlet to view its tasks. You can do this by selecting the outlet you wish to log in to next to the Logout link at the top right of the portal.
1. Select the Tasks and notifications tile from the homepage.
To view tasks for your organisation, select Tasks. Select an outlet to view tasks related to that outlet.
[image: Tasks and Notifications page. The Tasks tab is at the top left of the page.]
In the Tasks tab, you will be able to view all tasks that are relevant to your role. You can sort tasks by:
Due date
Category
Title/Description
Aged Care User ID
Client name 
Activity ID.
! 	Tasks that have been marked as important for your outlet by your outlet administrator will be displayed with a visual indicator. The managing preferences section in this guide explains how to set tasks as important.
1. To view notifications for your organisation, select Notifications. Select an outlet to view tasks related to that outlet.
You will only be able to see tasks and notifications that are associated to your outlet and for clients you are providing services to. Assessors will be able to see all tasks and notifications for clients.
[image: ]
5. You can search for specific tasks using the filter options or using custom filters in Advanced Search. Select the arrows to the right to expand or collapse the filter options.
[image: ]
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. The filters include: 
Activity ID
Aged Care User ID
Category
Date received
Due date
First name
Last name
Marked as important
Overdue tasks
Role
Title.
[image: ]
6. The hyperlink under the task description will take you directly to the individual record and the section of the portal where you can action the task. Alternatively, you can navigate to the clients record by selecting the client’s Aged Care ID from the tasks list.
[image: Example of a task or notification listing that includes a hyperlink. For example the Incoming Referrals hyperlink directs the user to the Incoming Referrals page.]
For example, selecting the link in an Overdue referral task will take you directly to the Incoming referrals tab where you can review the referral and determine whether to accept or reject the referral or place the client onto a waitlist, where appropriate.
Once the action required from the task has been completed, the task will automatically be removed from your task list.


[bookmark: _Managing_task_and][bookmark: _Toc127862072][bookmark: _Toc211939945]Managing task and notification preferences
You must be an Administrator to manage task and notification preferences for your organisation or outlet. If you need to add this role to your user account, please see your organisation administrator.
As an Administrator, you will be able to:
a) Edit email address and email frequency for new task and notifications
b) Turn off visibility of notifications in the Portal 
c) View description of each task and notification, including which user types will be able to see them
d) Edit individual task and notification preferences
e) Mark a task or notification as important to your outlet.
These settings will affect all staff assigned to your outlet, so please ensure all staff are made aware of any changes you make.
1. Select the Tasks and notifications tile from the homepage.
2. Select the Manage Preferences tab.
If you are the Organisation Administrator, you will be able to select which outlet you want to configure task and notification preferences for. If you are the Administrator for your outlet, you will only be able to see your outlet’s preferences.
Then, select Change Preferences.
[image: Tasks and Notifications page, Manage Preferences tab, showing an outlet card. the Change Preferences button is at the bottom of each card.]
3. The preferences page for the outlet will open. At the top of the page, you can configure the overall preferences for email preference, email address, email frequency and notification visibility in the portal.
You can choose to hide all notifications or hide individual notification types for the outlet. Selecting No to hide all means that no notifications for the outlet will be visible to staff associated with the outlet. Selecting No for an individual notification type means that only notifications of that type will be hidden for staff associated with the outlet.
 [image: Change Preferences for OUTLET page. It shows a list of preferences and the 'Reset Preferences' button. ]
Tasks and notifications are sorted by category. Select the expander icon to expand/collapse each category.
[image: ]
For each task or notification, you will be able to view:
Type (e.g. task or notification)
Title and brief description of the why the task or notification has triggered
User type who can view or action the task or notification.
For each task or notification, you will be able to individually configure:
Whether to send an email when a task or notification generate
Frequency of email notification, if enabled
Whether to display a task or notification as important in the portal.
[image: Partial screenshot of a category of Tasks and Notifications Preferences that an Administrator can manage.]
If you choose to mark a task or notification as important, staff within your outlet who can view that particular task or notification will see a visual indicator in their portal. For example, a notification of home care correspondence.
[image: A Notification listing that is tagged as Important (Yellow circle 'Important' in the Received column)]
4. Select SAVE when all changes have been made. You can reset the preferences by selecting RESET PREFERENCES at the top of the page.
[image: Reset preferences button]
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After you have created outlets for your organisation, you can create and maintain staff accounts. For more information about staff roles refer to Staff Roles in the Service and Support Portal.
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By selecting Staff administration on the homepage, you can view all current staff that have access to the Service and Support Portal. You can sort staff alphabetically, or by the outlet(s) they are assigned to.
[image: Service and Support Portal, Staff administration tile is highlighted.]
[bookmark: _Toc127862075][bookmark: _Toc211939948]Adding new staff accounts, allocating roles and outlets
After you have created outlets for your organisation you can create staff accounts. You will need to assign roles to your staff and assign your staff to one or more outlets.
Staff can be assigned one or more roles (Administrator, Team Leader, Staff Member) at the same time within the Portal. Staff roles apply across all outlets to which they are assigned.
!	Staff assigned to the Organisation Administrator role can manage all outlets for their organisation. 
Staff assigned to the Outlet Administrator role for one or more outlets will only be able to manage services and staff for the outlet(s) they have been assigned.


Follow these steps to add a new staff account:
1. Select Staff Administration from the homepage.
1. Select ADD NEW STAFF from the staff administration page.
[image: ]
1. You must enter staff details (First name, last name, unique email, and a contact number), assign role(s) to staff, and assign staff to one or more outlets. Next, select SAVE.
[image: ]
1. You can assign staff to either the Organisation Level or Outlet Level. Organisation Level allows staff to access to the Organisation details, including all outlets for that organisation. Alternatively, you can choose to assign staff to access one, multiple, or all outlets under the Organisation.
Then, select SAVE and SAVE ROLES.


A person assigned the administrator role at the organisation level:
[image: ]
A person assigned the roles of administrator and team leader at the outlet level:
[image: ]
Choosing an outlet for the role
[image: ]
1. Service Provider Administrators can add staff to additional roles in their outlet.
[image: Screenshot of the Manage Roles pop up, allowing adding staff at the organisational or outlet level, and to specify the types of roles available]
!	The first time each staff member logs into the Service and Support Portal, they will need to follow the steps outlined in Logging in to the Aged Care Systems.
[bookmark: _Toc127862076][bookmark: _Toc211939949]Editing a staff account
Follow these steps to edit a staff account:
1. Select Staff administration from the homepage. Select the name on the Staff card that you want to edit.
[image: Staff Administration page of a organisations showing Staff members in card view. ]
2.  Select EDIT STAFF DETAILS.
[image: ]
3. 
Edit staff details and select SAVE.
[image: ]
[bookmark: _Toc127862077][bookmark: _Toc211939950]Deactivating staff accounts
Deactivating an account will permanently lock the account for the staff member and remove their access to the Service and Support Portal. Follow these steps to deactivate a staff account:
1. Select Staff administration from the homepage. From the Staff Administration page, select the name of the staff member on the Staff card that you want to deactivate.
[image: Staff Administration page of a organisations showing Staff members in card view. ]
2.  From the View staff member page, select DEACTIVATE.
[image: ]
3. Select DEACTIVATE ACCOUNT to confirm.
[image: ]
The staff member account will now appear as Inactive in the Service and Support Portal.
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Inactive staff members (that have previously been deactivated) can be removed from organisations and outlets and will no longer display in the Service and Support Portal.
!	For information on removing a staff member’s authorisations in the Relationship Authorisation Manager (RAM), refer to Managing Authorisations. If you need to restore access for a staff member who has been removed, call the My Aged Care contact centre. You cannot re-create a portal user account using the same email address and myID.
Follow these steps to remove a staff account:
1. Select Staff administration from the homepage. From the Staff Administration page, select Inactive from the View Status drop down menu to view inactive staff.
[image: Staff Administration page of an organisation. Under the Staff section there is a View Status filter set to Inactive.]
1. Select the name of the staff member on the Staff card that you want to deactivate. The View staff member page appears.
[image: ]


1. From the View staff member page, select REMOVE.
[image: ]
1. Select REMOVE to remove the staff member from your staff list.
[image: ]
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Providers can generate and view reports and access forms via the Service and Support Portal. You will also be able to use the Reports feature to print documents.
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Administrators, Team Leaders, and Staff Members can generate reports. Follow these steps to generate a report:
1. Select Reports and documents from the homepage. The Reports and forms page will be displayed.
1. The Reports and forms page features a Reports tab and a Forms tab. The reports tab displays a list of Recently Requested Reports and Reports.
The Recently Requested Reports will display client record PDFs that have been generated by the user.
[image: Reports and documents page, showing the Reports tab and Forms tab. The Reports tab shows the My Reports section and the Reports list section.]
1. To generate a report, select the name of the report in the Reports List.
[image: Reports and Documents page, Reports tab. There is a report hyperlink underneath the Reports List section.]
1. 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.
[image: ]
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Follow these steps to view reports:
1. Select Reports and documents from the homepage. The Reports and forms page appears.
1. In the Recently Requested Reports list, select View beside the report you would like to view.
[image: ]
1. Select the action you want to complete: Open, Save or Cancel the report.
[image: Screenshot of a pop up to prompt the users to open, save or cancel a file.]
[bookmark: _Toc127862083][bookmark: _Toc211939955]Accessing forms
Follow these steps to access forms:
1. Select Reports and Documents from the homepage.
1. Select the Forms tab. You can view a list of all available forms here.
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IHACPA approval details

As the RAD exceeds $750,000, what type of approval do you have for this room?*
@ Approval O Conditional Approval

Date of IHACPA approval: *

Find this date in your IHAGPA approval letter for this room. (e.g. da/mm/yyyy)

IHACPA approval reference number:

Find this number in your IHACPA approval letter for this room.

Please attach the IHACPA approval letter for this room. *
You can upload files up to SMB. Please ensure the letter is in a_pdf format This letter will not be displayed on My Aged Care.

CHOOSE FILE | No file chosen

Attachment name:
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Key feature statement

Room description: *
P
0/2000
Room size (in square metres): *
(up to 50 characters. e.g. 30m2 or 30sqm)
Common areas description: *
P
0/2000

Specific accommodation or design features
@ Not applicable
O Applicable

Additional care and services included in room price
@ Not applicable
O Applicable

Additional care and services available at additional cost
@ Not applicable
O Applicable

Extra service fee
O Yes
@® No
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Residential Permanent, Residential Care, funded (&) (#)
NAPS Service ID 2289, Service item name: Aussie Residential

1 Aged Care Avenue, AGED CARE ACT 1234

Status Service availability ~ Waitlist availability

Operational [EER-L TS Yes Y 2 o |

ADD ROOM TYPE

@ Single room + shared bathroom (Bedroom - shared ensuite): max. refundable deposit $400,000, extra service fee $0.00)
Status: Operational @

[ )]

@ Single room + ensuitte (Bedroom - private ensdite): max. refundable deposit $500,000, extra service fee $0.00 @
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Edit room type

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

Resubmission information

Reason for resubmission *

General room information

Room name *
Bedroom - shared ensuite

Number of rooms of this type: *
63

Pricing information

Please enter the Maximum refundable deposit amount: *
E.g. $650000 5400000

Maximum daily payments: $

Example combination payment

Example RAD at 50% $200000.00
Example DAP at 50% $




image80.png
Additonal care and services availabl at addtional cost
O Notappicabie
® Applcadlo

Descriton

Exta sorvice oo
O ves
©no

i




image81.png
Room details have been submitted for verification. Room cannot be updated until verification is finalised. If verified and Room Status.
s Operational, the room will be published on My Aged Care.
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Residential Permanent, Residential Care, funded (&)

NAPS Service ID 2289, Service item name: Gibson Street Complex
26 GIBSON Street NORTH BENDIGO VIC 3550

Status Service availability ~ Waitlist availability

Operational [EER-L TS Yes Y 2 o |
[+ Hide room types
-

ADD ROOM TYPE

@ Single room + shared bathroom (Bedroom - shared ensuite): max. refundable deposit $400,000, extra service fee $0.00 @

Status: Opemnonal

@ Single room + ensuitte (Bedroom - private ensdite): max. refundable deposit $500,000, extra service fee $0.00
Status: Operational
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A ‘You are about to change the room status to offine. Offine rooms are not displayed on My Aged Care.

‘Crange room staus
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Plesze seect he resson for changing e ssks of s room
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\/  Youhave successiuly changed the stafus of the room
(Bedroom - shared ensite) to Offiine.
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A Room is offline and will not be displayed on My Aged Care

@ Single room + shared bathroom (Bedroom - shared ensdite): max. refundable deposit $400,000, extra service fee $0.00 @
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Change room status

Al felds marked
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\/  Youhave successiuly changed the stafus of the room
(Bedroom - shared ensuite) to Operational
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Residential Permanent, Residential Care, funded (&)

NAPS Service ID 2289, Service item name: Aussie Residential
1 Aged Care Avenue, AGED CARE ACT 1234

Status Service availability ~ Waitlist availability

Operational [EER-L TS Yes Y 2 o |

[ e room voes

ADD ROOM TYPE

@ Single room + shared bathroom (Bedroom - shared ensuite): max. refundable deposit $400,000, extra service fee $0.00
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Delete room

All fields marked with an asterisk (*) are required

You are about to delete the room (Bedroom - shared ensuite) from your service inventory. Once a room is deleted, the action
cannot be undone

Please select your reason for deleting this room: -
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\/ Youhave succossiuly deleted the room (Bodroom - shared
ensuite).
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NAPS Service ID 3776, Service item name: Aussie Residential

1Aged Care Avenue, AGED CARE ACT 1234
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Operational R No 2 o |

@ See room types
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NAPS Service ID 1265, Service item name: Aussie Healthcare Support At Home
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Home support
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Aussie Healthcare

Outlet ID 221UIPQ2C
Contact John Farnham

Phone: 0212345678

Email john@aussiehealthcare com au
Website: not available
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View outlet

About Aussie Healthcare

Address

BIG BANANA 351 PACIFIC Highway
COFFS HARBOUR NSW 2450

Organisation philosophy
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Afghan, Australian Aboriginal, Bosnian, Chinese, Croatian, Egyptian,
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View outlet

About Aussie Healthcare

Address Contact Details
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Fax:

Email jfarnham@yourethevoice com au
Organisation philosophy Website:
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Deactivate outlet

You are about to deactivate Aussie Healthcare.
A Please ensure you arrange for any linked staff members to be reassigned
Any service items provided by the outlet will not appear in search results

DEACTIVATE OUTL
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V Aussie Healthcare has been deactivated.
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REMOVE OUTLET




image102.png
A& Home | Outlet administration | View outlet - Aussie Healthcare

Aussie Healthcare

@ (nactive) Outlet Id 2-21U1UKB6

View outlet

About Aussie Healthcare

Address Contact Details
BIG BANANA 351 PACIFIC Highway

Name John Farnham
COFFS HARBOUR NSW 2450

Phone: 0412 345678

Fax:

Email jfarnham@yourethevoice com au
Organisation philosophy Website:

(?fllinral Vspeeialisarﬁorfs ®7®




image103.png




image104.png
V Aussie Healthcare has been removed.
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@ Tasks and notifications
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Filter by




image109.png
® Tasks and notifications s

Clientsummary ~ Chentdetails  Supportnetwork  Referrals for my organisation ~ Plans  Aftachmens | Approvals  Services My Aged Care interactions  Notes, SRRV TS E | Resiental Care

Filter by

Titlemescription Actwiyld  Portal
Task 25082 17082025 Endofife  End.of.Life SPR request 2 Serviceand  BENDIGO HEALTH, Bendigo Health Services
136361 - Communt iour
028 Service The End-of-Life service for AUTORenew O'Reilly, s approaching 12 weeks. Please 01363016 Eupport Portal - Communly Care Midwa - Support at Home
Over conduct a Support Pian review f AUTORenew needs funding beyond this period.
dve Aged Care User ID: AC58585738

Client Name: AUTORenew OReillyl
Please action this task wihin 5 days.

Goto:
‘Services in Place




image110.png
Notifications  Maximum HCP wait times.

Filter by

Last name: First name: Aged Care User ID:

ADVANCED SEARCH | CLEARFILTERS





image111.png
Search tasks

Tasks

Choose an item. ADD FILTER | NEAVSIRIY

|Activity ID
|Aged Care User ID

Category

CLEAR FILTER

FILTE}




image112.png
13/07/2017  Referrals

New Referral

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

Aged Care User Id: AC69957041

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

Priority: Medium
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