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[bookmark: _Toc232579477]Background and overview
[bookmark: _Toc419588065][bookmark: _Toc474312812][bookmark: _Toc489870639][bookmark: _Toc113880230][bookmark: _Toc128738396][bookmark: _Toc232579478]Purpose of the Guide
[bookmark: _Toc414918087][bookmark: _Toc413779128]The My Aged Care Service and Support Portal User Guide - Part 2 (Service and Support Portal User Guide) outlines how Commonwealth-funded registered providers (providers) use the My Aged Care Service and Support Portal for their 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:
· 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.
· 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 (‘you’) will perform.
[bookmark: _Toc414918064][bookmark: _Toc419588078][bookmark: _Toc413751861][bookmark: _Hlk183522658]This guide does not cover 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.
[bookmark: _Toc418242084][bookmark: _Toc418242085][bookmark: _Toc113880234][bookmark: _Toc128738397][bookmark: _Toc232579479]Service and Support Portal
[bookmark: _Toc418754284][bookmark: _Toc414918055][bookmark: _Toc413779100]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 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
· [bookmark: _Toc461628692][bookmark: _Toc474312817]Generate reports
· Manage residential clients’ classifications, reassessments, reconsiderations, and palliative care administration.
[bookmark: _Toc489870644][bookmark: _Toc113880235][bookmark: _Toc128738398][bookmark: _Toc232579480]Accessing the Service and Support Portal
[bookmark: _Toc460397096][bookmark: _Toc29832267][bookmark: _Toc114749109][bookmark: _Toc128738399]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 Logging in to the Aged Care Systems.


[bookmark: _Toc461628699][bookmark: _Toc418754289][bookmark: _Toc474312825][bookmark: _Toc489870653][bookmark: _Toc113880240][bookmark: _Toc128738402][bookmark: _Toc232579481]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 Logging in to the Aged Care Systems 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.
 ! 	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 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
	Key Functions
	Organisation Administrator
	Outlet Administrator
	Team Leader
	Staff Member

	Search for a client record 
(for referred clients)
	ü
	
	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
	
	
	

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

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

	Request Residential Funding Reassessments
	
	
	ü
	




ORGANISATION FOCUSSED KEY FUNCTIONS OF THE SERVICE AND SUPPORT PORTAL
	Key Functions
	Organisation Administrator
	Outlet Administrator
	Team Leader
	Staff Member

	View Palliative Care recipients 
	
	
	ü
	ü

	Upload Palliative Documentation
	
	
	ü
	ü

	Submit notifications under the 
Serious Incident Response Scheme
	ü
	
	
	

	Request change to contractual information
	
	ü
	
	

	Add outlets
	ü
	
	
	

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

	Manage services: add, edit, activate, transfer (organisation administrator 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: _Toc113880241][bookmark: _Toc128738403][bookmark: _Toc232579482][bookmark: _Toc418754290][bookmark: _Toc461628700][bookmark: _Toc474312826][bookmark: _Toc489870654]3.1 Administrator homepage
 ! 	Go to Service and support portal user guide – Part 1: Administrator functions for more information for 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.
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, a SIRS Notice tile will also display.
[image: Example home page of Service and Support portal for an Administrator]
[bookmark: _Toc113880242][bookmark: _Toc128738404][bookmark: _Toc232579483]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. 
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, a SIRS Notice tile will also display.
For information on how to add the SIRS application for staff members please refer to the following guide: Service and Support Portal user guide – Serious incident response scheme: Residential aged care services (SIRS) portal
[image: Example home page of Service and Support portal for a Team Leader]
[bookmark: _Toc113880243][bookmark: _Toc128738405][bookmark: _Toc232579484]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, a SIRS Notice tile will also display.
[image: Example home page of Service and Support portal for a staff member with SIRS role]
[bookmark: _Toc113880244][bookmark: _Toc128738406][bookmark: _Toc232579485]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, the functions for all these roles will be displayed on the homepage.
[bookmark: _Infection_Prevention_Control][bookmark: _Toc232579486][bookmark: _Toc113880246][bookmark: _Toc128738408]4. Managing Referrals
 !	Referrals for service mentioned in this chapter are for Support at Home referrals, which may include multiple service types and 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 more information about Residential Funding and Residential Respite referrals, refer to Residential Client Classifications and Reassessments.


Providers may receive referrals for services via four different pathways: 
· Clients with existing approvals for care types under the Aged Care Act 2024 can approach service providers directly (these clients must be registered with My Aged Care).
· Providers can receive electronic referrals for service via the Service and Support Portal.
· Clients can approach providers directly with a referral code issued by assessors or the My Aged Care contact centre.
· 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
	ü
	ü

	Accept Referral
	ü
	X

	Accept to Waitlist
	ü
	X

	Reject Referral
	ü
	X

	Revoke Referral after Acceptance
	ü
	X

	Request urgent referral
	ü
	X

	Manage referral notifications
	ü
	X


[bookmark: _Toc113880247][bookmark: _Toc128738409][bookmark: _Toc232579487]4.1 Clients with existing approvals for services under the Aged Care Act 2024 
All clients with valid approvals must be registered within the My Aged Care system.
[bookmark: _Toc114749120][bookmark: _Toc113880249]If it is established that the client must be registered and already has an approval, providers should facilitate a review or reassessment of the client’s care needs 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.
[bookmark: _Toc128738410][bookmark: _Toc232579488]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.


[bookmark: _Toc128738411][bookmark: _Toc232579489]4.2.1 Viewing referrals
1. Select Service referrals from the homepage.
[image: Service and support portal home page with 'Service Referrals' tile highlighted.]
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.
[image: Top navigation section of the Service and Support Portal. The 'Service Referrals' tab is highlighted. ]
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.
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.
[image: ]
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 selecting the expanding arrows at the right of the filter bar.
[image: Incoming referrals page with the filter search fields of last name, first name and user ID highlighted. The Compress icon button in the top right is also highlighted.  ]
Select the ADVANCED SEARCH button to set filter options.
[image: Search Incoming Referrals pop up, showing a drop down menu of filters for incoming referrals. 
[button] ADD FILTER]
The following search filters can be chosen from the Optional Filter Field drop down menu and applied to your search by selecting ADD FILTER.
· Aged Care User ID
· Due date
· First name
· Last name
· Locality
· Outlet
· Postcode
· Priority
· Recommended start date
· Referred date
· Service type
· State 
· Suburb.
[image: Search Incoming Referrals pop up, showing three filters added. 
[text] 3 of 7 filters used. 
An example of how each filter displays. Each has a delete icon. 
[button] FILTER]
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:
· Client Last Name
· Client First Name
· Aged Care User ID
· Suburb
· State
· Postcode
· Locality
· Date Referred
· Due Date
· Recommended Start Date
· Priority
· Service Type.
 [image: Filter By section of the Incoming referrals page. Highlighted block showing sorting referrals by date referred, in order of earliest to latest, with the current sort order of Date Referred. 
[button] GO]
[bookmark: _Toc113880250][bookmark: _Toc128738412][bookmark: _Toc232579490]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.
For Support at Home services, once funding has been assigned, providers can view the provision of a referral code to the client. Providers should note the take up deadline by which they must have commenced services with a client, or else funding will be withdrawn.
 !	Referrals for waitlists are not sent as a specific waitlist referral. If a waitlist is available for the referred service, staff or team leaders can accept referral to the waitlist, depending on permissions.
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.
[image: Service Referrals - incoming referrals tab.
Client referral card with client details including location, ID and referral date, highlighting the expanding arrows at the top right hand corner of the card.]
Or in list view, select the expanding arrows to the left.
[image: Service Referrals - Incoming referrals tab.  Filtered referral results in list form, with an example client. The expand icon is highlighted on the left of the client's name.  ]
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 view 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 below image shows the detailed referral view of a Support At Home service, including the place assigned information (i.e. MSO / FSO) for both SaH and AT / HM. Where there are two active classifications in the same Service Group, then details for both classifications will be presented.
[image: Referral card showing 2 active classifications of the same service grouping. Card shows key client details including age, location and referral and service detail. Below these details are the 2 classifications, both showing as funding is assigned and FSO as place assignment.]
The image below shows the alternate list view of the card view presented above.
[image: Incoming Referrals page showing the expanded List view of a client's referral showing multiple active classifications (highlighted).
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD
[button] ACCEPT REFERRAL
[button] ACCEPT TO WAITLIST
[button] REJECT REFERRAL] 
 ! 	For Support at Home services, the detailed referral view will display the recommended frequency and intensity.

This information is a recommendation only and is intended to support discussions with the client and assist providers when considering service options. This information is also available in the Services and Referrals for my Organisation tabs in the client record.
If you 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.
[image: Client record - Referral summary for Bart Sampson. Referrals for my organisation tab. 
Shows a referral card for Support At Home detailing services and classifications.
Banner shows priority as low. 
[4 buttons] ACCEPT REFERRAL, ACCEPT TO WAITLIST, REJECT REFERRAL and SEE SERVICE DETAILS. 
]
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):
· Personal information
· Primary contact person 
· Identity information and status of identity check 
· Communication requirements 
· Address details (Suburb, State/Territory and postcode only)
· Payment details 
· Health insurance details 
· Service information
· Current notes.
· You can view the following information on the other tabs of the client record:
· Support plan
· Attachments
· Approvals under the Act 
· Services in place 
· Tasks and notifications for that client
· Current and previous assessment and support plan review information 
[image: Client record. Client summary tab is active. ]
To accept the referral, refer to Step 4. 
To reject the referral, refer to Step 5.
To accept the referral to waitlist, refer to Step 6.
The My Aged Care Service and Support Portal user guide – The client record contains further information about navigating the client record and what information can be viewed.
To accept the referral, select ACCEPT REFERRAL from the Referral summary page or from the expanded card or list view in Incoming referrals tab.
 !	It is 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 once the provider has confirmed the capacity to deliver the required services. Client agreement to proceed should also be confirmed prior to acceptance.
[image: Referral summary page. 
Example client referral in list view has a scroll bar to navigate through the information. 
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD
[button] ACCEPT REFERRAL (highlighted)
[button] ACCEPT TO WAITLIST
[button] REJECT REFERRAL]
Select the correct service item name or NAPS Service ID (if your organisational has more than one service or 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.
[image: 'Accept this referral for [client name]' pop up. Service items are listed and can be selected by a radio button.
[button] ACCEPT
[button] 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.
[image: Incoming referrals screen with banner confirming accepted referral: 'Referral for CLIENT has now been added to your Accepted, Services Pending list. You are now able to view their full client record.']
 !	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.


To reject the referral, select REJECT REFERRAL located next to ACCEPT REFERRAL on the referral card or Referral summary page. 
[image: Referral summary page. 
Example client referral in list view has a scroll bar to navigate through the information. 
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD
[button] ACCEPT REFERRAL
[button] ACCEPT TO WAITLIST
[button] REJECT REFERRAL (highlighted)]
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.
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.
[image: Pop up: 'Reject referral for CLIENT'
Text: 'You must select a reason for rejection.'
View of drop-down options for rejecting a referral
]
 !	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 registered supporters and/or appointed decision makers after the status is changed to Deceased. 

Where a client is active in the Support at Home Priority System or has been assigned Support at Home funding, this will remove the client from the Support at Home Priority System and withdraw any assigned Support at Home funding.
Upon rejection, a confirmation banner will appear at the bottom of the screen.
[image: Confirmation banner with text 'Referral for [client name] has been rejected and removed from your list of incoming referrals']
 !	If you do not have capacity to provide the service/s, your administrator should update your service availability and information in the portal. This is described in My Aged Care – 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. 
[image: Referral button options:
[button] VIEW FULL CLIENT RECORD
[button] ACCEPT REFERRAL
[button] ACCEPT TO WAITLIST (highlighted)
[button] REJECT REFERRAL]
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 My Aged Care – Service and Support Portal user guide – Part 1: Administrator functions.
 !	Support at Home Waitlists
	Placing a participant on a provider waitlist does not pause the Support at Home place take‑up deadline.
	If the take-up deadline expires while the participant remains waitlisted, the allocated place will lapse and be automatically withdrawn. 
	Providers should avoid waitlisting participants once funding has been allocated and ensure timely acceptance and commencement of services.


[bookmark: _Revoking_a_referral_1][bookmark: _Toc113880251][bookmark: _Toc128738413][bookmark: _Toc232579491]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.
Follow these steps to revoke a referral after acceptance:
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.
[image: Accepted services pending tab, with the field to 'sort referrals by' and 'in order of' highlighted. 
Multiple client record cards display. ]


2. Select the accepted referral you wish to revoke and expand the information. You are then able to select REVOKE REFERRAL.
[image: Pop up of client referral card. Card shows key client details including age, location and referral and service detail. 
[text] Multiple referrals are available for this client. 
[button] REVOKE REFERRAL is highlighted.
]
3. 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.
[image: Pop up 'Revoke [client name] referral'. Contains a drop down selecting a reason for revocation after acceptance - this is highlighted.
[button] REVOKE REFERRAL]
4. You will receive confirmation that the referral has been revoked, and it will no longer appear in your Accepted services pending tab.
[image: Confirmation banner with text: 'You have successfully revoked this referral after acceptance for [client name]'. ]
[bookmark: _Toc113880258][bookmark: _Toc128738421][bookmark: _Toc232579492]5. Clients and Services
Follow these steps to find a client who has been referred to or accepted to service by your organisation.
[bookmark: _5.1_Find_a][bookmark: _Toc113880259][bookmark: _Toc128738422][bookmark: _Toc232579493]5.1 Find a client
1. Select Find a client from the home page.
[image: Truncated screenshot of the 'Service and Support Portal' home page. The 'Find A Client' tile is highlighted.]
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.
[image: Screenshot of the 'Service and Support Portal' navigation bar, with the 'Find A Client' tab highlighted]
1. On the Find a client page, you can search for a client by entering the first name and/or last name of the client.
[image: 'Find A Client' page with last name, first name and user ID search fields. 
[button] SEARCH is highlighted.]


Any matching results will be displayed.
[image: 'Find a Client' page. Shows matching results to a search. Below the basic search bar (first name, last name and Aged Care user ID) appears a table with column headings of last name, first name, aged care user ID, address, locality, status and home contact number. Results are listed in this table.]
1. 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.
[bookmark: _Toc113880260][bookmark: _Toc128738423][bookmark: _Toc232579494]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.
Follow these steps to view client information:


1. Select the client’s name from the list of search results.
[image: 'Find a Client' page showing a client in a search result. The first and last names are hyperlinks and highlighted. 

]
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
[image: 'Service referral' tab is highlighted in top navigation. 
Incoming referrals page, showing the details of an incoming referral in list view. Shown in expanded view, and the compress icon is highlighted. 
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD (highlighted)]


LIST VIEW
[image: 'Service referral' tab is highlighted in top navigation. 
Incoming referrals page, showing the det incoming referral client in list view. Shown in expanded view, and the compress icon is highlighted. 
[button] VIEW REFERRAL SUMMARY AND CLIENT RECORD]
1. The Referrals for my organisation’ page will be displayed.
[image: Client 'Referral summary' page, 'referrals for my organisation' tab. Shows a service card containing service details.  ]
1. 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.
[image: Client 'Referral summary' page, 'referrals for my organisation' tab.
[button] VIEW PDF OF CLIENT RECORD highlighted in top right corner.]
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:
· Client summary
· Client details
· Support Network
· Approvals
· Plans
· Attachments
· Services
· My Aged Care interactions
· Notes
· Task and Notifications.
[bookmark: _Toc114749134][bookmark: _Toc128738424][bookmark: _Toc232579495]5.2.1 Client Summary
The Client summary tab contains a dashboard of key information (Client summary) about the client’s interactions with My Aged Care.
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).
This image shows multiple classifications for both Support at Home and Assistive Technology.
[image: 'Client Summary' page in the 'Service and Support Portal'. 
Summary shows assessment history (dates, assessor and phone number) and existing recommendations, approvals and service delivery status'. ]
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.
[bookmark: _Toc114749135][image: 'Client summary' page, 'Client summary' tab. Shows the Client summary banner. Print icon is highlighted on the right hand side. ]
[bookmark: _Toc128738425][bookmark: _Toc232579496]5.2.2 Client Details
The Client details tab contains basic demographic and contact information about the client. 
Clients and their support network (including registered supporters, agents and/or appointed decision makers) may automatically be opted in to receive copies of Support at Home letters. At the same time, they may also receive notifications in the portal. The support network roles that will receive notification in the portal when a client is sent a Support at Home letter are:
· Supporter
· Supporter Manager
· Agent
· Agent Manager
· Organisation Supporter
· Organisation Agent
Registered supporters who are Supporter Lite should not automatically receive information or documents that are given to the client under the Aged Care Act (2024).
Registered supporters and Organisation agents can opt out of receiving copies of Support at Home letters by calling My Aged Care. Supporter guardians can opt the client out from receiving Support at Home 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. Providers may report that the client is now deceased using the NOTIFY MY AGED CARE OF A DEATH button on this page.
[image: The 'Client Details' tab, showing details of the client's personal information, address, contact details, communication requirements, identity documents, payment details, health insurance and service information. 
[button] NOTIFY MY AGED CARE OF A DEATH highlighted in top right corner. ]
 !	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.
	If the client’s status is incorrect, please contact the My Aged Care service provider and assessor helpline on 1800 836 799.
[image: Banner with text: 'The Department has been notified that this client is deceased. Please contact us on 1800 836 799 if this is incorrect.']
[bookmark: _Toc114749136][bookmark: _Toc128738426][bookmark: _Toc232579497]5.2.3 Support Network
The Support Network tab displays details about the client’s support network, such as the client’s primary contact, registered supporters and/or appointed decision maker, agent (organisation) GP, carer, emergency contact, or other support person.
This tab will only appear at a client’s record if there are supporters registered under the new Aged Care Act and recorded 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.
[image: Client's 'Support Network' page. Top right hand corner has highlighted text:
Primary contact [name]
View support network as a hyperlink.

Page features cards with people that are in the client's support network. Each card shows the relation's name, relationship (eg partner), supporting role (eg primary contact),  and status. The card is highlighted. ]


In the Support Network tab, you can do the following:
· View the client’s support network, divided into the People, Organisations and Other Relationships categories. The 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.
· 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 user guide on Registering support people and adding relationships. 
· [bookmark: _Toc114749137]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>.
[bookmark: _Toc128738427][bookmark: _Toc232579498]5.2.4 Referrals for My Organisation
The Referrals for my organisation tab display service referrals that have been issued to or accepted by your organisation.
[image: 'Referrals for my organisation' tab in the client record, showing two example organisation referral cards.

]
[bookmark: _Toc114749138][bookmark: _Toc128738428][bookmark: _Toc232579499]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 double arrow icon next to each heading to display detailed information captured during the assessment.
[image: 'Support plan' page of a client record. 'Plans' tab. 
[button] VIEW CLIENT REPORT highlighted on the top right.
Banner with text 'Assessment Details'
Below are the categories assessment information, assessment summary, needs identified at assessment and assessment history. Each has an expand/ compress icon on the left to see or hide the details in each category. These icons are highlighted.

]
Providers will be able to access read-only versions of a client’s support plan and previous screening and assessments. 
This information can be downloaded and printed if required – select the View Client Report button on the top right of the Plans page to generate a RTF (Rich Text Format) version of the report.
[image: Example downloaded, printable client report with summarised client information. ]
[bookmark: _Toc114749139][bookmark: _Toc128738429][bookmark: _Toc232579500]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. 
[image: 'Attachments' tab is highlighted on the client record.
[button] ADD AN ATTACHMENT
Below are tabs showing assessment attachments, other attachments and correspondence. 
]
There are four different attachment types that can be added to a client’s record:
· Assessment Attachments are any documents that are relevant to the client’s assessment, for example, clinical notes or a discharge summary. Staff Members and Team Leaders can view the Notice of Decision letter/s in this section.
· 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, proof of progression documents related to the extension of home modifications approval period etc. Please note that a client’s Statement of Reasons can be viewed here but not uploaded.
· Correspondence includes documents or letters generated in My Aged Care for various programs, including Support at Home and others, at different stages of service delivery. 
· 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.
[bookmark: _Toc114749140][bookmark: _Toc128738430][bookmark: _Toc232579501]5.2.7 Approvals
The Approvals tab contains a view of a client’s approvals for aged care services under the Aged Care Act 2024.
[image: 'Approvals' tab of a client record, showing client's list of current care approvals, history and details.]
If a client has an approval for an Aged Care service or classification, the details of pending funding and assigned funding will be displayed underneath Current care approvals. 
 !	If there has been a previous assessment, the approved classification that hasn't ceased will also display under the client record.
The below image shows an example of Home Support’s Assistive technology and Home modifications classifications.
[image: 'Approvals' tab or client record. 
Heading 'Current care approvals'
Highlighted blocks for Support At Home Assistive technology and Home modification classifications. Both blocks contain details for each care approval and a [button] VIEW HISTORY.]
Approvals and Take-up Periods
The Approvals tab also shows a client’s referral and take-up deadline details. 
For Restorative Care Pathway and End-of-Life Pathway, take-up deadline is NOT shown within the Service and Support portal.
· Approval starts – When the referral is valid from
· Approval stops – The end date of the approval, which may update if services commence within the take-up period; however, approval ceases if services are not commenced within the take-up period, even if this date remains unchanged.
· Take-up deadline – The final day that the service needs to be taken-up (that is: when a service agreement needs to be in place for that service.


	!
	Clients must commence services within the applicable take‑up period. If services are not commenced within this period, the approval will no longer be valid to start care, even though the Approval Stops date will not change.
If services are commenced within the take‑up period, the Approval Stops date may update to reflect the applicable episode length. 
In this case, the approval may continue to be used (for example, to change providers) until the updated Approval Stops date.
[image: Close up of a care approval block. The information lines for approval start date, approval stop date and take up deadlines are highlighted. ]

	!
	For Restorative Care Pathway and End-of-Life Pathway referrals, refer to the ‘Take up end date’ field within Services Australia’s Provider Digital Access (PRODA) portal. 
The ‘approval stops’ field does not reflect when the service needs to be taken up.
[image: Close up of a care approval block. ]


[bookmark: _Toc114749141][bookmark: _Toc128738431][bookmark: _Toc232579502]5.2.8 Services
The Services tab contains a record of: 
· Services the client is currently receiving
· Services that are pending (Not yet in place)
· Service referrals yet to be accepted 
· Previous services the client has received.
The following images show Home Support services. When they are in place, this section will also show the funding status (eg. Pending) or when the funding was assigned, when the service started, and the full name of the service that was approved.


Services Not in Place
[image: 'Services' tab in the 'Services and Support Portal'. 
Banner with text 'Services not yet in place'. 
Block with Support at Home service and details, priority rating and provider name. 
[button] SEE SERVICE DETAILS
[button] ADD SERVICE INFORMATION]
Services in Place
[image: 'Services' tab in the 'Services and Support Portal'. 
Banner with text 'Services in place'. 
Block with Support at Home service and the servicing provider's details. 
Fields for funding assignment, services approved and date of funding assigned are highlighted. 
[button] SEE SERVICE DETAILS]
[bookmark: _Toc114749142][bookmark: _Toc128738432][bookmark: _Toc232579503]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.
[image: Navigation bar in the client record - 'My Aged Care Interactions' is activated. 

]
[bookmark: _Toc114749143][bookmark: _Toc128738433][bookmark: _Toc232579504]5.2.10 Notes
The Notes tab contains notes that have been created about the client. 
[image: In the client record, the 'Notes' tab is highlighted.
Shows the 'Filter by' function and a list of notes on the client.]


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 Assessor
	A summary of the client’s current circumstances. 
	Mrs Jones has just been discharged from hospital and is seeking help at home. 
Lives with her husband and has early onset dementia.  

	Observations
	Provider Assessor
	Provider Assessor
	Observations from service provider and/or assessors’ interactions with clients.
	There is a dog on the property.
Mrs Smith seems more energetic than she did during my last visit.

	Other
	Client Provider Assessor
	Client Provider Assessor
	Additional information about the client.
	Jennifer has planned respite on 01/08/2017.



[bookmark: _Toc114749144][bookmark: _Toc128738434] !	When the My Aged Care contact centre staff or assessors add a Sensitive note about a client, there will be a flag informing service providers that there is a sensitive note about the client and instructing them to call the My Aged Care contact centre for more information.
[image: Green banner with text: 'This client has a sensitive note on their record. Please called My Aged Care on 1800 200 422 for further information.']
[bookmark: _Toc232579505]5.2.11 Tasks and Notifications
The Tasks and Notifications tab will display all tasks and notifications for a singular client.
You can only view tasks and notifications that are associated to your outlet and for clients you are providing services to. 
[bookmark: _5.3_Viewing_tasks][bookmark: _Viewing_tasks_and_1][bookmark: _Toc113880261][bookmark: _Toc128738435][image: In the client record, the 'Tasks and Notifications' tab is highlighted.
Shows the 'Filter by' function and a list of the client's notifications.
]


[bookmark: _5.3_Viewing_tasks_1][bookmark: _Toc232579506]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. 
[image: 'Service and Support portal' home page with the 'Tasks and notifications' tile highlighted.]
1. In the 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.
[image: Client record, 'Tasks and notifications' tab .
The filter of 'Date Received' is applied.]


Alternatively, if you want to view all tasks and notifications for a singular client, navigate to the Tasks and Notifications tab in the client’s record to view all relevant tasks and notifications for that client. 
[image: In the client record, the 'Tasks and Notifications' tab is highlighted.
Shows full list of the client's notifications. 
]
You will only be able to view 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: Received date, Category, Title/Description, Aged Care User ID, and Client name.
[image: In the 'Tasks and Notifications' tab of the client record.
Teal header row that the user can sort by selecting the Up and Down triangles to the right of each column name. 
Shows full list of the client's notifications. 
]
! 	Notifications that have been marked as important for your outlet by your outlet administrator
will be displayed with a visual indicator.
[image: In the 'Tasks and Notifications' tab of the client record.
Shows list of the client's notifications.
Important notifications are shown with a visual indicator, eg. Yellow circle for Important. This is highlighted.

]
You can also remove individual or bulk notifications from your portal by selecting the rubbish bin icon.
[image: Screenshot of a pop up 'Remove Notification' - "this will remove selected notification from the current notifications list. 
[button] ACCEPT is highlighted.
Behind pop up, the bin icon is highlighted at the right hand side of the notification row. ]
1. 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
[image: 'Tasks and Notifications' page of the client record. 
[button] ADVANCED SEARCH is highlighted. ]
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.
[image: Search Notifications pop up.
Dropdown to choose a filter. Options include activity ID, user ID, category, date received, first name, last name, marked as important, outlet name, role or title. These option are highlighted.
[button] ADD FILTER is highlighted. ]
1. 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. 
[image: In the 'Tasks and Notifications' tab of the client record.
Shows example of a client's notification result. 
Incoming referrals is hyperlinked to a portal location or awaiting actions. 

]
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.
[image: 'Incoming referrals' tab is highlighted. 
The new referral awaiting action is listed and highlighted. 


]
[bookmark: _Toc113880262][bookmark: _Toc128738436][bookmark: _Toc232579507]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. 
[image: 'Service and Support Portal' home page. The Find A Client tile is highlighted.]


1. You can search for a client by their first name, last name or by the client’s Aged Care ID.
[image: Find a client page.
Fields to search by first name, last name and by the clients aged care ID are highlighted.
A client card displays in the search results. ]
Alternatively, you can access the client record from your Accepted services pending tab in the Service referrals section.
[image: In the background, the 'Accepted services pending' tab is highlighted. The client card has the expanded button highlighted. 

Pop up labelled the client name showing detailed information about the client's referral and service. 

[button] VIEW CLIENT RECORD is highlighted]


1. 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.
[image: Client Summary page of client record. Yellow banner at the top with text 'The client has not yet completed a wallet check.' With a 'Conduct a wallet check now.' hyperlink. 


]
1. A Wallet Check pop up appears. Select the appropriate option from the list: 
· My client has identification
· My client has no valid identification this time
· 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.
[image: Wallet Check pop up
[text] Client wallet check:
[radio buttons] 'My client has identification' (selected), 'my client has no valid identification this time' and 'my client will be unable to produce valid identification'.
List of ID options with instruction to tick two:
[check boxes] Medicare Card, DVA Card, Drivers License, Health Care Card, Passport
[text] Date that you performed the wallet check:
date picker box
[button] SAVE DETAILS
[button] 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. 
[image: Wallet Check pop up
[text] Client wallet check:
[radio buttons] 'My client has identification', 'my client has no valid identification this time' (selected) and 'my client will be unable to produce valid identification'.
[text] 'Cannot complete wallet check. You are recording that at this time the client has no valid identification and should be asked again in the future.'
[button] SAVE DETAILS
]
 !	The status of the Wallet Check on the client record will remain incomplete until client identification documents have been sighted.
[bookmark: _Toc113880263][bookmark: _Toc128738437][bookmark: _Toc232579508]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 Support and Residential Care Permanent services, the service commencement date will be automatically populated from Service Australia’s records and will be read-only.
Follow these steps to add information about the services being delivered to the client:
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.
[image: Service and support portal home page with 'Service Referrals' tile highlighted]
1. Select the Accepted services pending tab.
[image: 'Service Referrals' section of the service and support portal. The 'Accepted services pending' tab is highlighted.]
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.
Select the arrow on the Client card to view the expanded client card view and select ADD SERVICE INFORMATION.
[image: Expanded client card showing details about the client, referral and service. 
[button] ADD SERVICE INFORMATION is highlighted. ]
Alternatively, you can select ADD SERVICE INFORMATION in the expanded list view.
[image: Expanded client information in list view showing details about the client, referral and service. 
[button] ADD SERVICE INFORMATION is highlighted. ]
The Add service information screen will be displayed.


1. When adding service information for Residential Care Respite, Transition Care, and Commonwealth Home Support Program 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.
[image: Add service information pop up. 
Fields to add service start date, frequency of service (highlighted), planned review date and service sub-types. 
[button] SAVE CHANGES
]
To supply specific service delivery information, select Other – Specify and enter additional service delivery information in the free text field.
[image: Add service information pop up. 
Fields to add service start date, frequency of service, planned review date and service sub-types. 
 If 'intensity' is 'other - specify', there is an additional text box to be filled in called 'service intensity - Other (specify)'. These are highlighted. 
[button] SAVE CHANGES

]
1. 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.
The Service start date will update once the commencement date has been received from Services Australia.
!	For Support at Home and Residential Care referrals, the Add Service Information button will not be visible until the referral has been recommended and approved during assessment. This ensures the correct services are confirmed before being entered into the client record. 
For other programs, this button may be available earlier depending on the referral setup.
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.
The below image shows a Support at Home service displayed under the client’s Services tab, under the Current services in place section. It contains a service start date which is displayed on the right hand side.
[image: Services tab, showing the Current services in place section. It displays a block with a  support at home service, and any notes from the assessor and from the service provider. 
[button] SEE SERVICE DETAILS]
1. For all referrals, the Add Service Information button will be displayed once the service has been recommended and approved during assessment. This ensures accurate and up-to-date commencement information is recorded.
[image: Client information in list view showing client, referral and service information. 
Expander icon next to 'Home support' is highlighted. ]
1. The Expanded view will show the recommended Support at Home services.
[image: Expanded view is highlighted, with details of the Home support services included in the referral. ]


 !	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. Once the ACER is completed, this will move the service referral from the Accepted services pending tab to the Services in place tab.
[bookmark: _Updating_service_information][bookmark: _Toc113880264][bookmark: _Toc128738438][bookmark: _Toc232579509]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. 
 ! 	For the Support at Home program, updating service information will not be available as the services required are approved by an assessor. 
	As a provider, you can request a Support Plan Review when the participant’s needs, goals or circumstances change or the participants needs additional services. Refer to the section Requesting a Support Plan Review (SPR) to meet changing needs.
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.
[image: 'Service Referrals' section of the service and support portal. The Services In Place tab is highlighted. ]
For the service you are updating, expand the Client list to view the expanded client list view and select UPDATE SERVICE INFORMATION.
[image: Client information in expanded list view with client, referral and service details. 
[button] UPDATE SERVICE INFORMATION (highlighted)]


Alternatively, you can select UPDATE SERVICE INFORMATION in the expanded card view.
[image: Expanded client information in expanded card view with client, referral and service details. 
[button] UPDATE SERVICE INFORMATION (highlighted)]
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.
1. Service delivery information can also be updated from the Services tab in the client record by selecting UPDATE SERVICE INFORMATION for the relevant service.
[image: Services tab in the client record. 
Block with details on a current service in place covering referral and service details. 
[button] UPDATE SERVICE INFORMATION is highlighted]
!	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 Support at Home Priority System or has been assigned a Support at Home classification, this will remove the client from the Support at Home Priority System and withdraw any assigned Support at Home funding.
[bookmark: _Toc113880265][bookmark: _Toc128738439][bookmark: _Toc232579510]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.
 !	If a client’s needs or circumstances have changed 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 Request a Support Plan Review (SPR) to meet changing needs section. 
	For clients that need to be reclassified for residential funding purposes, refer to the Requesting Residential Funding Reassessments section.
Providers can add the following notes to the client record: 
· Observations: Observations from service provider and/or assessors’ interactions with the client. Assessors and providers can view these notes.
· 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. 
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.
[image: Green banner with tick icon. 
[text] 'This client has a sensitive note on their record. Please call My Aged Care on 1800 200 422 for further information. ]
Follow these steps to add a note to the client record:
1. Navigate to the client record (refer to the guide My Aged Care Service and Support Portal user guide – The client record for more details) and select Notes. 
[image: Client record - Notes tab is highlighted.

]
Notes on the client record will be displayed. 


1. Select ADD A NOTE and choose the note type and a description. Once this information is filled out, you add the note to the client’s record by selecting SAVE.
[image: Notes tab of the client record. Under 'filter by' section, the ADD A NOTE button is highlighted. 

'Add a note' pop up, with fields to add type of note, end date and description. SAVE button is highlighted. 

]
Alternatively, from the Client details tab, select ADD A NOTE from the Current notes section.
[image: Client record - client details tab.

ADD A NOTE button is highlighted in the 'current notes' section. 

]
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 [image: ] is a help hint which explains the various note types and who can view them, as there is a different audience per note type.
[bookmark: _Toc113880266]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.
[bookmark: _Toc232579511]5.6.2 Request an extension to the client’s care (Transition Care and Residential Respite)
Care extension requests, including respite care, can be actioned through the Service and Support Portal. 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 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. 
Care extensions are effective from the commencement date within the request pending the Delegate’s approval. Extension requests cannot be backdated, except in special cases. 
For more information please refer to the My Aged Care Assessment Manual.
 !	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.
Follow these steps to request a care extension:
1. 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 images show examples of a transition care extension, and a residential respite care extension. 
Transition care extension example
[image: Pop up client card in the Services in Place tab with referral and service details
[button] REQUEST TRANSITION CARE EXTENSION is highlighted. 

]


RESIDENTIAL RESPITE CARE EXTENSION EXAMPLE
[image: Services tab with in the client record. Block detailing service under the current services in place. 

[button] REQUEST RESIDENTAL RESPITE EXTENSION is highlighted. 
]
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.
[image: Find a client - navigate to services or approvals tab.
Expander icon next to transition care is highlighted

]
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:
[image: Request transition care extension pop up.

Fields to fill in details, including date of entry to care, number of extension days, goals, and a checkbox for consent. 

[button] SUBMIT REQUEST is highlighted] 
RESPITE EXTENSION EXAMPLE:
[image: Request residential respite extension pop up.
Fields to add extension start date and reason. ]
3. You will receive confirmation that the care extension request has been submitted to the Delegate.
[image: Green banner with text: 'Care approval extension request granted. 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.
[image: Tasks and Notifications tab of the client record. 
Care extension request is listed as a notification. 

]
[bookmark: _Toc232579512]5.6.3 Request an extension to the client’s care (Support at Home)
Support at Home care extension requests for Assistive technology and/or Home modifications can be submitted for the following clients:
· AT clients currently receiving AT medium or high tier and have a progressive condition indicated, to extend the approval period for a further 24 months (48 months in total).
· HM clients currently receiving HM high tier to extend the approval period for a further 12 months (24 months in total) by submitting proof of progression document(s).
!	Delegate approval is not required for Support at Home care extension requests. 
	The system will automatically apply the extension period upon the extension request.
Follow these steps to request care extension for an AT Medium or AT High tier client that has a progressive condition:
1. Find the client you wish to request a care extension for, by one of the following ways:
a. After selecting a client using Find a client, navigate to the Services tab and select the SEE SERVICE DETAILS button under Current services in place section.
[image: Services tab in the client record is highlighted. 

Under the 'current services in place', there is a block with information on Support at Home services. 
[button] SEE SERVICE DETAILS]


b. Navigate to the Services in place tab in the Service Referrals and expanding the card or list view for the desired client.
[image: Services in place tab of the service referrals. Options to view clients in card/list is highlighted in the top right corner. A client card is shown and the expander icon is highlighted. ]
2. Select ADD ASSISTIVE TECHNOLOGY EXTENSION.
!	The ADD ASSISTIVE TECHNOLOGY EXTENSION button will only be available for a 	client that has a progressive condition identified at assessment and is currently receiving 	services for either AT High or AT Medium. 
	The extension can be applied once only; after the extension is applied, the button will no 	longer be available.
[image: An expanded client card  showing services and their status. 
[button] ADD ASSISTIVE TECHNOLOGY EXTENSION is highlighted]


3. The Confirm Assistive technology extension pop up appears. Select CONFIRM to proceed.
[image: Confirm assistive technology extension pop up. 
[text] You are extending Client's Assistive technology short-term service for an additional 24 month.
[button] CONFIRM is highlighted. ]
4. Once confirmed, AT will automatically be extended for additional 24 months. A confirmation message displays.
[image: Services tab of the client record. Green banner with tick and text ' Client's AT short term funding has been successfully extended for an additional 24 months.' This banner is highlighted. ]
5. The client’s Approvals section will now display when the AT approval will end. To view the Approval stops field, navigate to the Approvals tab and expand the Assistive Technology approval.
Approvals screen before AT Extension
[image: Approvals tab of the client record. The expander icon in the Assistive technology short-term block is highlighted and activated. The displayed information  includes category, key dates, source and included services. Row containing 'Approval stops' and date before extension is highlighted. ]
Approvals screen after AT Extension
[image: Approvals tab of the client record. In the Assistive technology short-term block,  the row containing 'Approval stops' and date after extension is highlighted. 

]
Follow these steps to request an extension for a Home modifications (HM High tier) client:
1. Find the client you wish to request a care extension for, by one of the following ways:
a. After selecting a client using Find a client, navigate to the Services tab and click on the SEE SERVICE DETAILS button under Current services in place section.
[image: Services tab of the client record. The 'Current services in place' section title is highlighted.
In the Support at Home block, there is information on approved Support at Home services and the date funding was assigned. 
[button] SEE SERVICE DETAILS is highlighted.]


b. Navigate to the Services in place tab in the Service Referrals and expanding the card or list view for the desired client.
[image: Services in place tab of the service referrals. Options to view clients in card/list is highlighted in the top right corner. A client card is shown and the expander icon is highlighted. ]
2. Select ADD HOME MODIFICATIONS EXTENSION.
!	The ADD HOME MODIFICATIONS EXTENSION button will only be available for a client 	that is currently receiving services for HM High. The extension can be applied once only 	i.e. after the extension is applied, the button will no longer be available.
[image: An expanded client card  showing services and their status. 
[button] ADD HOME MODIFICATIONS EXTENSION is highlighted.]


3. The Home modifications allocation period extension pop up displays. Select UPLOAD PROOF OF PROGRESSION to proceed.
[image: Pop up - Home modifications allocation period extension.
Banner with text: Please note: Providing a proof of progression is mandatory before extending Home modifications service. 
There is a section to upload files, and the [button] UPLOAD PROOF OF PROGRESSION is highlighted. ]
4. The Add Attachment form displays. Select the CHOOSE FILE button to choose a document for upload. Once the file is attached, the file name will appear next to the CHOOSE FILE button. 
Proceed to type a name for the attachment in the mandatory Attachment name field provided. You can optionally provide a brief description of the contents of the attachment in the text box provided. Select UPLOAD to complete.
[image: Add attachment pop up. 
[button] CHOOSE FILE is highlighted, and the file name and type previews. A text field to rename the uploaded file is also highlighted. There is another text field for a short description of the attachment contents.
[button] UPLOAD is highlighted. ]
5. The chosen form will be displayed showing the uploaded attachment. Selecting the bin icon next to the attachment name will delete the attachment.
To upload more documents, repeat steps 3 and 4.
Once documents have been uploaded, select CONFIRM. 
[image: Pop up - Home modifications allocation period extension.
There is a list of uploaded files and the date uploaded.
[button] CONFIRM]
6. A confirmation message displays, and HM High will automatically be extended for an additional 12 months.
[image: Services tab of the client record. Green banner with tick and text ' Client's HM short term funding has been successfully extended for an additional 12 months.' This banner is highlighted. ]


7. The client’s Approvals section will now display when the HM approval will end. To view the Approval stops field, navigate to the Approvals tab and expand the Home modifications approval.
Approvals screen before HM extension
[image: Approvals tab of the client record. The expander icon in the Home modifications short-term block is highlighted and activated. The displayed information  includes category, key dates, source and included services. Row containing 'Approval stops' and date before extension is highlighted. ]
Approvals screen after HM extension
[image: Approvals tab of the client record. In the Home modifications short-term block,  the row containing 'Approval stops' and date after extension is highlighted. ]
8. The submitted attachments will be available in the Attachments tab, under Other Attachments with the label Proof of Progression.
[bookmark: _Request_a_review][bookmark: _5.6.3_Request_a][bookmark: _Toc113880267][bookmark: _Toc128738440][image: Attachments tab of the client record. The uploaded proof of progression is highlighted in the list of 'other attachments' ]

[bookmark: _Toc232579513]5.6.4 Request a Support Plan Review (SPR) to meet changing needs
This functionality is for any client receiving subsidised aged care referred through the Assessor Portal.
 !	If your residential care client’s care needs have changed and they need to be reclassified for residential funding purposes, refer to Requesting Residential Funding Reassessments.
A provider can ask for a Support Plan Review (SPR) through the Services and Support portal when:
· their needs, goals, or circumstances have changed since their last assessment, 
· their support plan no longer reflects their current situation, 
· they need additional services, or 
· a time-limited service has ended. 
The assessor will then review the client’s situation, which may lead to a new assessment of the client’s needs. 
The introduction of Support at Home services has expanded the circumstances under which an SPR can be submitted. SPRs are most likely initiated by the older person’s provider (with consent), who can submit a request through the My Aged Care service and support portal. When requesting SPRs, providers must attach supporting documentation about the participant’s current care arrangements, such as their quarterly budget and/or care plan. 
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. 
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.
Follow these steps to request a review of a client’s support plan: 
1. Check the client’s assessment information. Refer to the Plans tab of the client record for more detailed assessment history information.
A request 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).
[image: Plans tab of the client record.
Under the assessment details banner, the Assessment information block is expanded and highlighted. It contains the text 'Comprehensive assessment was completed on [date] by the [assessor company]. Comprehensive status is Assessment Complete. The review date has not been specified.'
In the highlighted expanded assessment history block, there are expandable sections on past assessments and screening.
]


1. Select Service referrals from the homepage.
[image: Service and support portal home page with the 'Service Referrals' tile highlighted]
1. Select Services in place. Locate the client for whom you wish to request a review and select REQUEST A REVIEW.
[image: Services in Place Tab. It shows the list view of clients. Expanded button is highlighted. Information about the client, referral and service is visible. 
[button] REQUEST A REVIEW is highlighted. ]
Alternatively, a link to request a review will display at the top of any page in the client’s record.
[image: Client record - client details tab.
[button] REQUEST A REVIEW is highlighted in the top right corner. 

]


1. (Service Providers only) In the Request A Review screen, there is 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.
This will then be sent to the assessment organisation to review. A banner will be displayed on client records indicating a direct referral.
The Request a referral screen for service FOR providers (example)
[image: 'Request A Review' page in the service referral.  
Drop down 'Needs residential care' is selected as the circumstance that has changed. 
[text] 'Does the client meet the requirements for a direct comprehensive assessment?' and the question icon next to it are highlighted. The checkbox for 'yes' is selected. 
Text summarising eligibility for a direct comprehensive assessment and instructed to call the My Aged Care provider and assessor helpline to progress. ]
1. 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.
The below image shows example reasons for a client’s SPR request. Different questions will need to be completed at this step depending on which option is selected.
[image: 'Request A Review' page in the service referral.  
Request details form has the following questions highlighted:
'What circumstances have changed for the client?' Text field to answer.
'How has this affected the client's needs?' Text field to answer.
'What type of subsidised aged care is the client receiving?' with radio button answer options.
'Primary reason for Support Plan Review Request?' with radio button answer options.]
The table below outlines the circumstances that can be used to request a support plan review, as well as the circumstances in which a new assessment (instead of an SPR) will be required.
	Circumstance
	Definition

	Hospital Discharge
	Client has been discharged from hospital and requires a review of their current care needs and the type and level of support that will be required.

	Fall(s) or risk of falling
	Client has had a recent fall or is at risk of falling.

	Change in medical condition
	Client has had a recent change in a medical condition.

	Change in cognition status
	Client has had a recent change in their cognition status.

	Change in care needs
	Client has had a recent change in their care needs.

	Increasing frailty
	Client has increased in frailty.

	Change in caring arrangements
	Client has had a recent change in their caring arrangements.

	Change in living arrangements
	Client has had a recent change in their living arrangements.

	Review service recommendations
	Client is receiving Support at Home services and requires an additional service type within their current Support at Home classification.

	Vulnerable client
	Client is now vulnerable (e.g. experiencing or at risk of domestic or family violence or elder abuse, at risk of hospitalisation, primary carer is absent or non-existent).



	Circumstance
	Definition

	Needs Transition Care program
	If the client receiving other aged care services enters hospital and needs Transition Care program (TCP), a new assessment is required.

	Needs Residential Care Permanent (N/A)
	Clients needing residential care who have not had residential care added as a care type to their support plan will require a new assessment.

	Needs Residential Respite (N/A)
	Clients needing residential care who have not had residential respite care added as a care type to their support plan will require a new assessment.

	Client has relocated
	Client has moved or relocated.

	Needs End-of-Life Pathway (high priority)
	· Request a high priority SPR to be assessed for End-Of-Life (EoL) pathway if the person is already on Support at Home or CHSP ongoing classification
· A person new to the aged care system who has not yet been assessed for aged care services will need a reassessment to be approved for the EoL pathway.

	Review End-of-Life Pathway (high priority)
	Request a high priority SPR to move to an ongoing SaH classification if the person need services beyond the EoL pathway funding period.

	Review existing
AT-HM funding tier
	· To request a higher Assistive Technology-Home Modifications (AT-HM) funding tier 
· If participant’s technology or equipment have repair or maintenance needs

	Needs AT-HM funding tier
	· Addition of new Assistive Technology (AT) or Home Modification (HM) funding tier for participants with restorative care or End-of-Life classifications
· For existing HCP care recipients, providers can identify their AT and/or HM needs through the AT-HM scheme data collection. This is the preferred method for accessing AT-HM funding for this group.  All transitioned HCP care recipients will have approval to access the AT-HM scheme without a new aged care assessment. Alternatively, you can request a support plan review by an aged care assessor.

	Needs Restorative Care Pathway
	If participant is already approved for a Support at Home classification and needs access to a period of restorative care in order to improve level of function, they will need a new assessment conducted.

	Review Restorative Care Pathway
	Approval for additional services during the restorative care period or provide evidence that additional funding is required/ request a 2nd unit of RCP funding for an existing RCP participant.

	Needs additional CHSP services (for existing CHSP participants)
	To meet changing needs which may require additional CHSP services (when participant has already been approved for CHSP ongoing)

	Needs CHSP ongoing
	To close off a period of reablement support and/or meet changing needs which may include needing an ongoing service type after the episode of reablement has finished.

	Ongoing Support at Home (for existing participants)
	Additional services within a service type that has already been included in the individual’s support plan and is within the current Support at Home classification. This will be submitted by the individual’s Support at Home provider.


If the client needs require urgent review, select 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.
[image: Truncated view of the 'Request A Review' page in the service referral.  
Request details form has the following questions highlighted:
'Does this request need to be actioned urgently?' Answered with a yes check box.
'Why does this request need to be actioned urgently?' Text field for answer. ]
1. If a client is receiving Support at Home or combination of Support at Home 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.
 !	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 Support at Home participant. 

The Support at Home providers should review the client’s situation, care plan and budget and if a reassessment is required for change to Support at Home classification 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 Support at Home classification, they should liaise with the health professional to advise them why the reassessment request is not proceeding.

[image: Truncated view of the 'Request A Review' page in the service referral.  
At the end of the request details form, the buttons ADD CARE PLAN and ADD BUDGET are highlighted. ]


1. Select the Browse button to choose a document for upload. Complete all mandatory fields and select UPLOAD to complete.
[image: Add a care plan pop up.

This has a file upload section, with a BROWSE button and a preview of the uploaded file location highlighted. 

'Name of attachment' with a text field and 'Type of document' with a drop down to select the document type are also highlighted. 

[button] UPLOAD is highlighted. ]
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. A confirmation message will not be displayed.
[image: Truncated view of the 'Request A Review' page in the service referral.  
At the end of the request details form, there is an uploaded Care Plan and Individualised Budget documents, and a Rubbish bin icon next to each.]
1. Once all mandatory fields have been completed, tick I have reviewed the information on this page, and I confirm that it is correct then continue to SEND REVIEW REQUEST. 
A confirmation will display if the request is submitted successfully.
[image: Checkbox with text "I have reviewed the information on this page and I confirm that it is correct." 
[button] SEND REVIEW REQUEST]


[bookmark: _Toc232579514][bookmark: _Toc113880268]5.6.5 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 Service and Support portal.
This can be done by selecting the Review requests tile. 
[image: Service and Support Portal home page with the Review Requests tile highlighted.]
1. On the Review requests page, select the Request history tab to view the status of any reviews.
If a review has recently been conducted, there will be a green Review complete bar across the bottom of the client record. 
Select the [image: ] icon to expand the card to view details of the request in more detail.

 


1. You will then be able to view the outcomes of the review.
[image: 'Request history' page in the client record. An expanded client card with client request details shows as a pop up. 
]
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 or 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:
· no change
· an increase or decrease in services within the scope of the current approval
· a referral to for a comprehensive assessment for services under the Aged Care Act 2024. 
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 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 Portal (or in the case of Support at Home Classifications, they will have to wait until the client is assigned a classification), or
· contacted by the client to discuss arrangements for ceasing care with that provider (for example if the current provider is unable or not approved to provide the type of care for the new referral).
Funding and classification details are assigned at the point of service recommendation and are visible in the client record.


[bookmark: _Toc128738441][bookmark: _Toc232579515]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.
[bookmark: _Toc113880269][bookmark: _Toc128738442][bookmark: _Toc232579516]6.1 Generating reports
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 documents page will be displayed.
[image: Service and Support Portal home page, with the 'Reports and documents' tile highlighted]
2. 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.
[image: Report and documents tab showing My Reports and Reports List sections.

]
3. To generate a report, select the name of the report in the Reports List. 
[image: Report and documents tab In the Reports List section, the  'Service provider Workload Management' hyperlink is highlighted. 
]
4. 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. 
[bookmark: _Toc113880270][image: Generate report page showing the Service Provider Workload Management submission filter fields, including outlet, start/end dates, priority, service type and status. 
[button] REQUEST REPORT is highlighted. ]


[bookmark: _Toc128738443][bookmark: _Toc232579517]6.2 Viewing reports
Follow these steps to view reports:
Select Reports and documents from the homepage. The Reports and Documents page will be displayed.
[image: Service and Support Portal home page, with the 'Reports and documents' tile highlighted.]
1. In the My Reports section, select View beside the report you would like to view. 
[bookmark: _Toc113880271][image: Report and documents tab showing My Reports and Reports List sections.

Under My Reports, the Service Provider Workload Management report shows as ready with a hyperlink to view (this link is highlighted). ]
[bookmark: _Toc128738444]

[bookmark: _Toc232579518]6.3 Accessing forms
Follow these steps to access forms.
1. Select Reports and Documents from the homepage.
[image: Service and Support Portal home page, with the 'Reports and documents' tile highlighted]
1. Select the Forms tab. A list of all forms available will be displayed. 
[image: Reports and Documents - forms tab is highlighted. 

Title 'forms' with a linked PDF form underneath. 

]
[bookmark: _Toc113880272][bookmark: _Toc128738445][bookmark: _Toc232579519]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 Service and Support Portal User Guide - Serious Incident Response Scheme (SIRS) Portal


[bookmark: _Residential_Client_Classifications][bookmark: _8._Residential_Client][bookmark: _Toc113880273][bookmark: _Toc128738446][bookmark: _Toc232579520]8. Residential Client Classifications and Reassessments
Residential Providers with the role of Team Lead or Staff Member can view the Residential Care Tile to access the Australian National Aged Care Classification (AN-ACC) funding program. By selecting the Residential Care tile, you can navigate to 3 tabs:
· The Care Recipient tab will list all clients receiving residential permanent and respite care.
· The Requests tab will contain a list of all current and historical requests for initial assessments, reassessments and reconsiderations.
· [bookmark: _Toc114429060][bookmark: _Toc114749158][bookmark: _Toc128738447]The Palliative Care tab will contain a list of clients that were entered into permanent residential services for palliative care.
[bookmark: _Toc232579521]8.1 Viewing residential clients and their residential funding classification
1. On the Home screen, select the Residential Care tile.
[image: Service and Support Portal home page with 'Residential care' tile highlighted]


The Care Recipient tab will list all clients receiving permanent residential care and details of their residential funding classification.
[image:  'Care Recipient tab' in the Residential Care section. Shows a list of clients and their assessment, classification and service care in list view. ]
The Request Type column displays information when the care recipient has an in-progress palliative care status form approval, initial assessment, reassessment or reconsideration.
1. Selecting a client will navigate to the client’s current and historical classification(s). 
[image: Residential Care tab in the client record.
Current Classification and Classification History blocks are highlighted. ]
Residential funding classifications can appear in the following different ways:
Active indicates that the client has had a Residential Funding Assessment and has an active classification associated with their record. 
[image: Residential funding assessment client card with an active classification.]
· 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.
[image: Residential funding assessment client card with a pending assessment classification.]
· 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.
[image: Residential funding assessment client card with an active classification and is listed as Classification Class 99. ]


[bookmark: _Toc113880275][bookmark: _Toc128738448][bookmark: _Toc232579522]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.
[image: Care Recipients tab of the Residential Care page. 
In the 'Filter By' block, the expander icon with two arrows in a circle is highlighted.]
1. Enter search criteria and select the FILTER button. 
[image: Care Recipients tab of the Residential Care page. 
In the expanded 'Filter By' section are text fields to search by last name, first name, ID or request type. These are highlighted.
[button] FILTER is also highlighted. ]
[bookmark: _Toc114429062][bookmark: _Toc114749160][bookmark: _Toc128738449][bookmark: _Toc232579523]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
[image: Care Recipients tab of the Residential Care page. 
In the expanded 'Filter By' section, the button ADVANCED SEARCH is highlighted.]


1. Choose the item you wish to add e.g. classification and select ADD FILTER.
[image: Search care recipients pop up. A drop down with additional filters that can be selected. 
[button] ADD FILTER is highlighted.]
1. Select a classification (e.g. Class 4) and select the FILTER button. 
The Care Recipient list is now filtered accordingly.
[image: Search care recipients pop up. The 'Classification' filter has been added. In this filter, a classification can then be selected from a drop down list.
[button] FILTER is highlighted.]
1. You can select SAVE FILTER for future use or CLEAR FILTER to start again.
[image: Search care recipients pop up. The buttons SAVE FILTER and CLEAR FILTER are highlighted. ]


1. Once the filters are applied, you will be able to view the number of clients that fit within the category. 
[bookmark: _Requesting_Residential_Funding_1][bookmark: _8.3_Requesting_Residential][bookmark: Requesting_Residential_Funding_Reassess][bookmark: _Toc113880276][bookmark: _Toc128738450][image: Care Recipients tab of the Residential Care page. 
In the expanded 'Filter By' section, a grey box with text 'Classification is CLASS and Classification Status is Active' is highlighted. 

Above the results list, there is highlighted text '1 to 2 of 2 matching results'. ]
[bookmark: _8.3_Requesting_Residential_1][bookmark: _Toc232579524]8.3 Requesting Residential Funding Reassessments
!	Residential Funding (AN-ACC) 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.
[image: Service and support portal home page with the 'Residential care' tile highlighted]


1. On the Care Recipients screen, select the client that requires a reassessment.
!	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.
[image: Care Recipients tab of the Residential Care page. 
Client names and details shown in list view. ]
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:
For residential permanent reassessment requests, select the REQUEST REASSESSMENT button where the current residential permanent classification is shown. 
For residential respite reassessment requests, select the REQUEST REASSESSMENT button where the current residential respite classification is shown.
[image: Residential care page in the client record. 

In the current classification block, two active classifications are listed.

[button] REQUEST REASSESSMENT is highlighted.]

Select Yes if there has been a significant change in care needs.
Then, select CONFIRM REASSESSMENT 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. 
[image: Pop up 'Confirm reassessment request'. 
Question 'Has there been a significant change in care needs?' with radio buttons for Yes/No.

Question 'Is the care recipient approaching end of life 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 time of assessment. By selecting Yes you are requesting an urgent reclassification assessment and advising that the care recipient is approaching end of life.' Radio buttons for Yes and No.

[button] CONFIRM REASSESSMENT is highlighted.]
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.
[bookmark: _Hlk114431605]For residential respite clients, the expected departure date from residential respite care is required.
Request Reassessment - Residential Care example
[image: Residential care page in the client record. 

List of checkboxes to identify relevant criteria for the reassessment request.]
Request reassessment: RESIDENTIAL RESPITE EXAMPLE
[image: Request reassessment page in the client record.
 
'Please select relevant criteria to your respite reassessment request' with list of checkbox options and a free text field for justification. 

Expected departure date picker.

[button] REQUEST REASSESSMENT is highlighted. ]
1. 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.
[image: Residential Care page in the client record
Banner across the bottom of the screen with text 'Reassessment has been successfully requested.' is highlighted.

Banner across the top of the page with text 'Classification details for clients in your care will be displayed within 1 business day of a residential funding assessment being completed. If you are unable to see a classification, please check back after 1 day.' This is also highlighted.]
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.
[bookmark: _Toc136335585][bookmark: _Toc113880277][bookmark: _Toc128738452]

[bookmark: _Toc232579525]8.4 Requesting Residential Funding Reconsiderations
1. On the Home screen, select the Residential Care tile.
[image: Service and Support Portal home page. The Residential Care tile is highlighted.]
1. 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.
[image: Care Recipients tab of the Residential Care page. 
Client names and details shown in list view. ]


1. 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:
For residential permanent reconsiderations requests, select the REQUEST RECONSIDERATION button where the current residential permanent classification is shown. 
For residential respite reconsideration requests, select the REQUEST RECONSIDERATION button where the current residential respite classification is shown.
[image: Residential care page in the client record. 

In the current classification block, two active classifications are listed.

[button] REQUEST RECONSIDERATION is highlighted.]
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. 
[image: Pop up 'Confirm reconsideration request'.
'Do you disagree with the classification resulting from the assessment of the care recipient?'
'Yes' radio button is selected.

'Is the care recipient approaching end of life 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 time of assessment. By selecting Yes you are requesting an urgent reclassification assessment and advising that the care recipient is approaching end of life.' Radio buttons for yes and no.

[button] CONFIRM RECONSIDERATION is highlighted.]
1. Select the criteria for your reconsideration request, then select REQUEST RECONSIDERATION.
[image: Request reconsideration page in the client record.

'Please select relevant criteria to your respite reassessment request' with list of checkbox options and a free text field for justification. 

[button] REQUEST RECONSIDERATION is highlighted. ]
For reconsideration of residential respite clients, the expected departure date from residential respite care is required.
[image: Request reconsideration page in the client record.

Expected departure date picker is highlighted.]
1. The reconsideration has been successfully requested when a green banner appears.
[image: Green reconsideration banner with tick and text '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.


[bookmark: _Toc232579526]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.
[image: Service and Support Portal home page. The Residential Care tile is highlighted.]
1. 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.
[image: Requests tab of residential care.

List of client cards for reassessment of reconsideration requests. The expander icon is highlighted]


1. A pop-up will appear where you can select the RECALL REASSESSMENT REQUEST or RECALL RECONSIDERATION REQUEST button. 
[image: Expanded client card pop up.

[button] RECALL REASSESSMENT REQUEST is highlighted. ]
[image: Expanded client card pop up.

[button] RECALL RECONSIDERATION REQUEST is highlighted. ]
!	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.
1. Select the recall reason from the drop down and select RECALL REASSESSMENT REQUEST or RECALL RECONSIDERATION REQUEST button. 
[image: Recall reassessment request pop up. 

Drop down to select reason for reassessment request recall is highlighted.

[button] RECALL REASSESSMENT REQUEST is highlighted.]


1. The reassessment or reconsideration request will now be recalled when the below green banner appears.
[image: Green reconsideration banner with tick and text 'Recall Reassessment Request is successful.' ]
[bookmark: _Toc232579527][bookmark: _Toc113880278][bookmark: _Toc128738453]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.
[image: Service and Support Portal home page. The Residential Care tile is highlighted.]
1. On the Care Recipients screen, select the client you wish to notify is available for assessment. 
[image: Care Recipients tab of the Residential Care page. 
Client names and details shown in list view. ]
1. On the Client Record – Residential Care tab, select the NOTIFY CLIENT IS NOW AVAILABLE FOR ASSESSMENT button. 
[image: Residential care page in the client record. 

In the current classification block, two active classifications are listed.

[button] NOTIFY CLIENT IS NOW AVAILABILE FOR ASSESSMENT is highlighted.]
1. 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.
[image: Notify client is available for assessment pop up
[button] REQUEST REASSESSMENT AND CONFIRM CLIENT IS AVAILABLE is highlighted.] 
1. [bookmark: _Toc113880279]The client will now be available for assessment and a request is automatically triggered, when the following green banner appears.
[bookmark: _8.7_Request_Tab][bookmark: _Request_Tab_and][bookmark: _Toc128738454][image: Green reconsideration banner with tick and text 'You have successfully notified the client is now available.']
[bookmark: _Toc232579528]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 on the following page 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 Allocation
	A referral for a residential funding assessment has been created and is yet to be issued to a residential funding assessment organisation.

	Pending Assessment
	A referral for a residential funding assessment has been issued to a residential funding 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


[bookmark: _Toc128738455][bookmark: _Toc232579529][bookmark: _Toc113880280]8.8 Palliative Care
[bookmark: _Toc128738456][bookmark: _Toc232579530]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.
[bookmark: _Toc113880281][bookmark: _Toc128738457][image: Residential Care page. The Palliative Care tab is highlighted.]


[bookmark: _Toc232579531]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 refer to Viewing tasks and notifications for more information.
[image: Client card with expander icon highlighted in top right corner. ]
[image: Expanded Client card pop up.
[button] UPLOAD PALLIATIVE DOCUMENTS is highlighted. ]
1. Upload completed Status Form to the portal and submit within the due date. 
[image: Upload palliative documentation of the client record. 
[button] UPLOAD PALLIATIVE DOCUMENTATION is highlighted. ]
Select UPLOAD PALLIATIVE DOCUMENTATION, this will provide a pop up to allow the upload of the form saved on your laptop/computer. 
[image: Add Palliative Care document pop up.
[button] CHOOSE FILE is highlighted.]
!	Only one file may be uploaded each time, as each file requires an individual name and description.
1. 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].
[image: Add Palliative Care document pop up.
Next to the CHOOSE FILE button is a previewed uploaded folder. Below are text fields to add a file name and description. 
[button] UPLOAD]
Optionally, you may upload additional information (if previously discussed with the Department) as necessary by selecting UPLOAD PALLIATIVE DOCUMENTATION and repeating the steps above.


1. 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.
[image: Upload Palliative Documentation section of the Residential Care section.

Uploaded files are listed with their date and uploader. 

[button] SUBMIT DOCUMENTS is highlighted
[button] SAVE DOCUMENTS & EXIT is also highlighted]
[image: Pop up 'Confirm Palliative care documents submission'. 
'Please ensure you have included all relevant documentations as this will now be sent to the Palliative Review Officer for approval and you will no longer be able to edit your submission.'
[button] SUBMIT DOCUMENTS is highlighted.]
The status of this client will now change to Pending Approval, and a Palliative Review Officer from the department will review the documents.
[image: A client card showing "Pending Approval" as the status.]
[bookmark: _Toc113880282][bookmark: _Toc128738458][bookmark: _Toc232579532]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.
[bookmark: _Toc114429071][bookmark: _Toc232579533]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.
[image: A client card showing "More information requested" as the status.]
!	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 refer to 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.
[image: Expanded client card of a client needing palliative care. An alert banner says additional information has been requested. The View More Details link under 'Details of requested information' is highlighted. ]
!	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]
1. If necessary, provide a response by selecting ADD RESPONSE, update new documents and resubmit.
[image: The Upload Palliative Documentation page in the client record.

There is a list of further information needed with a highlighted button ADD RESPONSE.

[button] UPLOAD PALLIATIVE DOCUMENTATION is highlighted. 
]
[image: Add Palliative Care document pop up.
Next to the CHOOSE FILE button is a previewed uploaded folder. Below are text fields to add a file name and description. 
[button] UPLOAD]
[bookmark: _Toc113880284][bookmark: _Toc232579534]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. 
[image: A client card with a highlighted status of Rejected][image: A client card with a highlighted status of Accepted. ]
[bookmark: _Accepting_or_rejecting][bookmark: _Revoking_a_referral][bookmark: _Accepting_a_referral][bookmark: _Finding_a_client][bookmark: _Toc489870670][bookmark: _Toc106366829][bookmark: _Toc24639238][bookmark: _Toc24639342][bookmark: _Toc413434296][bookmark: _Toc413746802][bookmark: _Toc413747654][bookmark: _Toc413748061][bookmark: _Toc413751886][bookmark: _Viewing_tasks_and][bookmark: _Toc106366831][bookmark: _Toc413853286][bookmark: _Toc413853362][bookmark: _Toc413853436][bookmark: _Toc413853512][bookmark: _Toc413853584][bookmark: _Toc413887167][bookmark: _Toc413887241][bookmark: _Toc413887532][bookmark: _Toc413888610][bookmark: _Toc413890290][bookmark: _Toc414483240][bookmark: _Toc414486044][bookmark: _Toc414520545][bookmark: _Toc414554269][bookmark: _Toc414554478][bookmark: _Toc414566921][bookmark: _Toc414568933][bookmark: _Toc414569204][bookmark: _Toc414570079][bookmark: _Toc414570155][bookmark: _Toc414570526][bookmark: _Toc414570596][bookmark: _Toc414570667][bookmark: _Toc414571697][bookmark: _Toc414572158][bookmark: _Toc414572224][bookmark: _Toc414918077][bookmark: _Toc413853287][bookmark: _Toc413853363][bookmark: _Toc413853437][bookmark: _Toc413853513][bookmark: _Toc413853585][bookmark: _Toc413887168][bookmark: _Toc413887242][bookmark: _Toc413887533][bookmark: _Toc413888611][bookmark: _Toc413890291][bookmark: _Toc414483241][bookmark: _Toc414486045][bookmark: _Toc414520546][bookmark: _Toc414554270][bookmark: _Toc414554479][bookmark: _Toc414566922][bookmark: _Toc414568934][bookmark: _Toc414569205][bookmark: _Toc414570080][bookmark: _Toc414570156][bookmark: _Toc414570527][bookmark: _Toc414570597][bookmark: _Toc414570668][bookmark: _Toc414571698][bookmark: _Toc414572159][bookmark: _Toc414572225][bookmark: _Toc414918078][bookmark: _Toc413853290][bookmark: _Toc413853366][bookmark: _Toc413853440][bookmark: _Toc413853516][bookmark: _Toc413853588][bookmark: _Toc413887171][bookmark: _Toc413887245][bookmark: _Toc413887536][bookmark: _Toc413888614][bookmark: _Toc413890294][bookmark: _Toc414483244][bookmark: _Toc414486048][bookmark: _Toc414520549][bookmark: _Toc414554273][bookmark: _Toc414554482][bookmark: _Toc414566925][bookmark: _Toc414568937][bookmark: _Toc414569208][bookmark: _Toc414570083][bookmark: _Toc414570159][bookmark: _Toc414570530][bookmark: _Toc414570600][bookmark: _Toc414570671][bookmark: _Toc414571701][bookmark: _Toc414572162][bookmark: _Toc414572228][bookmark: _Toc414918081][bookmark: _Toc106366833][bookmark: _Toc413853278][bookmark: _Toc413853354][bookmark: _Toc413853428][bookmark: _Toc413853504][bookmark: _Toc413853576][bookmark: _Toc413887159][bookmark: _Toc413887233][bookmark: _Toc413887524][bookmark: _Toc413888602][bookmark: _Toc413890282][bookmark: _Toc414483232][bookmark: _Toc414486036][bookmark: _Toc414520537][bookmark: _Toc414554261][bookmark: _Toc414554470][bookmark: _Toc414566913][bookmark: _Toc414568925][bookmark: _Toc414569196][bookmark: _Toc414570071][bookmark: _Toc414570147][bookmark: _Toc414570518][bookmark: _Toc414570588][bookmark: _Toc414570659][bookmark: _Toc414571689][bookmark: _Toc413853279][bookmark: _Toc413853355][bookmark: _Toc413853429][bookmark: _Toc413853505][bookmark: _Toc413853577][bookmark: _Toc413887160][bookmark: _Toc413887234][bookmark: _Toc413887525][bookmark: _Toc413888603][bookmark: _Toc413890283][bookmark: _Toc414483233][bookmark: _Toc414486037][bookmark: _Toc414520538][bookmark: _Toc414554262][bookmark: _Toc414554471][bookmark: _Toc414566914][bookmark: _Toc414568926][bookmark: _Toc414569197][bookmark: _Toc414570072][bookmark: _Toc414570148][bookmark: _Toc414570519][bookmark: _Toc414570589][bookmark: _Toc414570660][bookmark: _Toc414571690][bookmark: _Toc413853280][bookmark: _Toc413853356][bookmark: _Toc413853430][bookmark: _Toc413853506][bookmark: _Toc413853578][bookmark: _Toc413887161][bookmark: _Toc413887235][bookmark: _Toc413887526][bookmark: _Toc413888604][bookmark: _Toc413890284][bookmark: _Toc414483234][bookmark: _Toc414486038][bookmark: _Toc414520539][bookmark: _Toc414554263][bookmark: _Toc414554472][bookmark: _Toc414566915][bookmark: _Toc414568927][bookmark: _Toc414569198][bookmark: _Toc414570073][bookmark: _Toc414570149][bookmark: _Toc414570520][bookmark: _Toc414570590][bookmark: _Toc414570661][bookmark: _Toc414571691][bookmark: _Toc106366835][bookmark: _Toc24639243][bookmark: _Toc24639347][bookmark: _How_do_I][bookmark: _Toc106285547][bookmark: _Toc106366842][bookmark: _Viewing_Residential_Clients][bookmark: _Toc106285550][bookmark: _Toc106366844][bookmark: _Toc106285551][bookmark: _Toc106366845][bookmark: _Toc106285552][bookmark: _Toc106366846][bookmark: _Toc106285553][bookmark: _Toc106366847][bookmark: _Toc106285554][bookmark: _Toc106366848][bookmark: _Toc106366850][bookmark: _Requesting_Residential_Funding]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	  1
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Home modifications, 9582

9 YASS, NSW, 2582

About this service

Service type Home modifications
Service subtype  No sub types
Service item name  Yass Council Home
Naps serviceld 958

Service frequency 4 Days per week

Service dates
Start date 14 November 2017

Planned end date
Planned review date None
Service provider comments

Priority

© Medium

® Medium
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Vemon DENAFO

Aged 82 (13 August 1935 ), Female

Client contact details
Preferred contact number (02) 9506 5133

About this referral

Date issued 24 October 2016

Date accepted 24 October 2016

Outlet Yass Valley Home Living Support

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

Recommended service dates

Recommended start date  None
Recommended review date None
Recommended end date None

9 YASS, NSW, 2582

About this service
Service type Home modifications

Service subtype  No sub types
Service item name  Yass Council Home

Naps serviceld 958
Service frequency 4 Days per week

Service dates

Start date 14 November 2017
Planned end date

Planned review date None

Service provider comments

‘ VIEW REFERRAL SUMMARY AND CLIENT RECORD H VIEW PDF OF CLIENT RECORD

REQUEST A REVIEW
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Cllentrecord  Referral for my organisatin | Plans  Attachments | Approvals S 11y Aged Care interactions | Notes | Tasks and Noifcations

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 startdate  None. ‘Senice frequency 7 Days per week
Recommended end date  None. Service dates
Recommended review date None Start dote 12y 2017
Approval details Plannedenddate  None.
Approvalstartdate 12 Juy 2017 Planned review date  None.
Approvalend date  None. ‘Serice defivery tatus Commenced

Grace period end date None

'REUEST TRANSITION CARE EXTENSION
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v = This client has a sensitive note on their record. Please call My Aged Care on 1800 200 422 for further information_
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Notes

[ meauestareview || @ view por o cuent Recorn

Clientsummary  Client details | Referrals for my organisation  Plans | Attachments  Approvals  Services MyAgedCzreimerac\ions Tasks and Notifications
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Mike HILL

Female, 89 years old, 1 February 1930, ACA5014933 Primary contact: Mike Hill (self)

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

® Notes

Client summar

No representatives or relationships recorded

Add a note

Al fields marked with an asterisk (") are required

Type

Filter by End date:

feg dammi)

Description

P
te created End date !

save (RIS
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About Mike

Personal information
orn 11 1930,

. bom in marriea facto), with partnor

To contact Mike @
Contact aetaiis

Primary contact person
Mike HILL (sel)

‘Communication requirements
= Prefer o speak Englisn

Address details

Home addres:
MIRELUA Unf 4, 90 GOZZARD STREET GUNGAHLIN, ACT, 2912

Service delivery address
MIRELLA Unit 4, 90 GOZZARD STREET GUNGAHLIN, ACT, 2912

Send any corresponder
UL U s, 30 GOZ2ARD STREET GUNGAHLIN, ACT, 2012

Relationships

Current notes





image87.png




image88.png
Lucas EDEN

Aged 83 (5 May 1935 ), Male

Client contact details
Preferred contact number Not specified

About this referral

Date issued 20 February 2019
Date accepted 20 February 2019
Outlet Aged Care Inc - Outlet 2

Referral comments  No referral comments provided

@ PHILLIP, ACT, 2606

About this service

Service type Transition Care
Service subtype  No sub types
Service item name  Transition Care
Napsserviceld  1-PNMTQ30
Service frequency 5 days per week

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 H VIEW PDF OF CLIENT RECORD ‘

REQUESTAREVIEW (| REQUEST TRANSITION CARE EXTENSION PDATE SERVICE INFORMATIC
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Mrs Cindly CLIENT

@Cindy Client services
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@Core approvals

Client summary Client details Referrals for my organisation Plans Attachments 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

ransition Care
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Request transition care extension

Al fields marked with an asterisk (*) are required
You are about to request a transttion care extension for Lucas EDEN
Date oforiginal ey ino ransiion care? (ddimmiyyyy):*

12/0212019

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

‘Goais not achieved i 12 weeks of wansilon care: *
Example goal

‘Goaisfor Lucas EDEN during extension period *
Example goal

Team action required o achieve extension goals.*
Example goal

Outside services acton required (0 achieve extension goals
Example goal

Informaion from other sources: *
Example information

Client consent was obtained for this extension
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Request residential respite exten

Al filds marked vith an asterisk () are required.
ou are about o request a 21 day residential espite extension for Martez COLBURN
Date of orginal Residental Respite Care approval was: 26 February 2023

30052023

Selectone -

e s

Seveny ot o care recent
scnc f i car et E]
1y vt relovant mtter
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+ Care approval extension request created.
& - The assessment and support pian has been sent to the Delegate for thelr decision
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Clientsummary | Client details | Referrals for my organisation |~ Plans  Aftachments ~ Approvals = Services My Aged Care interactions  Notes [RESERUSIIISIANE

Filter by

Due  Received
Date © Date = Calegory © Title/Description Activity Id
Notification 2010212019 Client Care Extension Request Service Provider  Kingston Aged Care
Services

A request for a care extension has been submitted. Details | 200 0070488 Porial Assessment Service
are as follows -

Aged Care User Id: ACS3¢76173

Service : Transition Care

Requested By - BL_ZH274306

Requested by Outiet name - Aged Care Inc - Outiet 2

Request reason

Requested Status - Acceptance Pending
Assigned to: MCDONALD, Leanne
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Jason EMMERICHO

Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034
No support relationships recorded

Clientsummary ~ Client details ~ Supportnetwork  Referrals for my organisation ~ Plans  Aftachments ~ Approvals [SEIS=S My Aged Care interactions  Notes

Tasks and Notifications

rrent services

place

Support at Home
Service provided by Medea Park Community Aged Care Package Service
About this referral From the assessor From the service provider
Referral details Recommended dates About the service
Support at home services approved: Home support Ongoing - SaH
PP PP e fepport ongong Assistive Tech (Short-term)
Funding assigned: 23 April 2026 Service commenced 23 April 2026
Support at home services approved:  Assistive technology Short-term - AT Home modifications
High Service commenced 23 April 2026
Funding assigned: 23 April 2026
Support at home services approved: Home modifications Short-term - HM
High
Funding assigned: 23 April 2026
Accepted 23 April 2026 8:57 am

===
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& Home | Service referrals

@) servicesin place

Incoming referrals  Waitist ~ Accepted services pending

Filter by

‘Sot Referras by in orderof
Last Name v Reverse Aiphabetical (Z-A) - ﬂ

C 70 20 out of 20 matching resulty

Referral history

Jason

EMMERICHO

9 ZILLMERE, QLD, 4034

Aged care user D AC31556079
Date commenced: 23 April 2026
Date referred: 23 April 2026

Outlet: Medea Park Community Aged Care
Package Service

Referred for: Support at Home, 17174

Entered into: Assistive Tech (Shortterm),
Home modifications

To start: 23 I u
April 2026
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Jason EMMERICHO

@ Home support Ongoing - SaH Classification 4 @ Funding assigned

Place assigned FSO

() Assistive technology Short-term - AT High @ service in Place
Start date 23 April 2026

Place assigned FSO Service provider comments,

(”) Home modifications Short-term - HM High @ service in Place
Start date 23 April 2026

Place assigned FSO Service provider comments,

‘ VIEW REFERRAL SUMMARY AND CLIENT RECORD ‘ ‘ & VIEW CLIENT REPORT ‘

‘ REQUEST AREVIEW /ADD HOME MODIFICATIONS EXTENSION
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Confirm Assistive technology extension

YYou are extending Jason EMMERICHO's Assistive technology Short-term service for an additional 24 months.

CONFIRM
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& Home | Service referrals | Jason EMMERICHO

Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034
No support relationships recorded

® Jason Emmericho services ReauesTAREvEw || 8

Clientsummary  Clientdetails ~ Support network  Referrals for my organisation ~ Plans  Aftachments  Approvals My Aged Care interactions ~ Notes  Tasks and Notifications

rrent services in place (

Support at Home

Service provided by Medea Park Community Aged Care Package Service

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

Support at home services approved: Home support Ongoing - SaH Classification 4
Assistive Tech (Short-term)
Funding assigned 23 April 2026 Service commenced 23 April 2026

Support at home services approved: ~ Assistive technology Short-term - AT High
Home modifications

Funding assigned 23 April 2026
Service commenced 23 April 2026

Support at home services approved: - Home modifications Short-term - HM High

Funding assigned 23 April 2026

Accepted 23 April 2026 8:57 am

o/ Jason EMMERICHO'S AT Shorttorm funding has beon succossiully extendod for an addional 24 months.
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Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034
No support relationships recorded

Clientsummary ~ Client details ~ Support network  Referrals for my organisation  Plans  Attachments [V Services  MyAged 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 support Ongoing - SaH Classification 4

@ Home modifications Short-term - HM High VIEW HISTORY

I 1

@ss tive technology Short-term - AT High VIEW HISTORY
Priority category Standard
Approval starts 22 April 2026
[Poprovalstops 16 July 2026
[Status Committed effective 23 April 2026
Place assigned FSO
Place assigned date 23 April 2026
[ake up deadline 18 June 2026
Source System Gateway

pssistive technology services:  Equipment and Products: Assistive technology prescription and clinical support, Communication and information management products, Domestic life products, Mobilty products, Self-care products,
Managing body functions
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A& Home | Service referrals | Jason EMMERICHO

Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034

No support relationships recorded

@ Care OpprOVOIS REQUESTAREVIEW ‘ ‘ B VIEW CLIENT REPORT
Clientsummary ~ Clientdetails ~ Supportnetwork  Referrals for my organisation ~ Plans  Attachments Services  MyAged 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 support Ongoing - SaH Classification 4

@ Home modifications Short-term - HM High VIEW HISTORY

@ Assistive technology Short-term - AT High VIEW HISTORY

(i

Priority category Standard

Approval starts 22 April 2026

Istatus Committed effective 23 April 2026
Place assigned FsO

Place assigned date 23 April 2026
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Jason EMMERICHO

@ Home support Ongoing - SaH Classification 4 @ Funding assigned

Place assigned FSO

() Assistive technology Short-term - AT High @ service in Place

Start date 23 April 2026
Place assigned FSO Service provider comments

(”) Home modifications Short-term - HM High @ service in Place

Start date 23 April 2026
Place assigned FSO

Service provider comments

‘ VIEW REFERRAL SUMMARY AND CLIENT RECORD ‘ ‘ & VIEW CLIENT REPORT ‘

‘ REQUEST AREVIEW ‘ ‘ ADD ASSISTIVE TECHNOLOGY EXTENSION
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Home modiifications allocation period extension

.
] Please note: Providing a proof of progression is mandatory before extending Home modifications service

Al fields marked with an asterisk (*) are required
Please upload a proof of progression.”

UPLOAD PROOF OF PROGRESSION

Upload up to 5 file(s) (10MB max total, SMB max per attachment) in jpeg, jpg, bmp, .png, .docx, xis, .pdf, or .txt format. * ‘

By clicking on confirmbutton, you are extending Jason EMMERICHO's Home modifications service for an additional 12 months.

CONFIRM
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Add Attachment

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

Al fields marked with an asterisk (*) are required

Attachments
Upload up to 5 file(s) (10MB max total, 5MB max per attachment) in _jpeg, .jpg, .bmp, .png, .docx, xisx, .pdf, or .txt format. =

Evidence . ssion docx
"ATachment name *
Evidence for HM Extension

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

01250
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Home modiifications allocation period extension

.
] Please note: Providing a proof of progression is mandatory before extending Home modifications service

Al fields marked with an asterisk (*) are required
Please upload a proof of progression.”

UPLOAD PROOF OF PROGRESSION

Upload up to 5 file(s) (10MB max total, SMB max per attachment) in jpeg, jpg, bmp, .png, .docx, xisx, .pdf, or .txt format. *

Evidence for HM Extension (Proof of Progression) [docx 47 bytes] 4 May 2026

By clicking on confirm button, you are extending Jason EMMERICHO's Home modifications service for an additional 12 months.

FIRM
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Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034
No support relationships recorded

CLIENT

® Jason Emmericho services

Clientsummary  Clientdetails ~ Support network  Referrals for my organisation ~ Plans  Aftachments  Approvals My Aged Care interactions ~ Notes  Tasks and Notifications

rrent services in place

Support at Home

Service provided by Medea Park Community Aged Care Package Service

About this referral From the assessor From the service provider

Referral details Recommended dates About the service

Support at home services approved: Home support Ongoing - SaH Classification 4
o o pport Ongomng Assistive Tech (Short-term)

Funding assigned 23 April 2026 Service commenced 23 April 2026
Support at home services approved:  Assistive technology Short-term - AT High
Funding assigned 23 April 2026 Home modifications

Service commenced 23 April 2026
Support at home services approved:  Home modifications Short-term - HM High
Funding assigned 23 April 2026
Accepted 23 April 2026 857 am

/ 2ason EMMERICHO's HM Shorttorm funding has beon successfuly extonded for an additonal 12 montns.
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Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034
No support relationships recorded

@ Care OpprOVOIS REQUESTAREVIEW ‘ ‘ B VIEW CLIENT REPORT

Clientsummary ~ Client details ~ Support network  Referrals for my organisation ~ Plans  Attachments Services  MyAged 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 support Ongoing - SaH Classification 4

lome modifications Short-term - HM High VIEW HISTORY

Priority category Standard
Approval starts 22 April 2026
[oproval stops 16 July 2027 |
Istatus Committed effective 23 April 2026
Place assigned FSO
Place assigned date 23 April 2026
rake up deadline 18 June 2026
Isource System Gateway

jome modifications services: Home Adjustments: Home modifications prescription and clinical support, Home modification products
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Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034
No support relationships recorded

@ Care OpprOVOIS REQUESTAREVIEW ‘ ‘ B VIEW CLIENT REPORT
Clientsummary ~ Clientdetails ~ Supportnetwork  Referrals for my organisation ~ Plans  Attachments Services  MyAged 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 support Ongoing - SaH Classification 4

(%) Home modifications Shortterm - HM High

Priority category Standard

Approval starts 22 April 2026

Status Committed effective 23 April 2026
Place assigned FSO

Place assigned date 23 April 2026

Take up deadline 18 June 2026

Source System Gateway

Home modifications services: Home Adjustments: Home modifications prescription and clinical support, Home modification products
Seeking services
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Mr Jason EMMERICHO

Male, 81 years old, 27 March 1945, AC31556079 Primary contact: Jason Emmericho (self) - 02 4828 7399

Lot Number 27 SEENEY STREET ZILLMERE, QLD, 4034
No support relationships recorded

Attachments

Clientsummary  Client details ~ Support network  Referrals for my organisation ~ Plans [WAERIVEISM Approvals ~ Services  MyAged Care interactions  Notes  Tasks and Notifications

Attachments

ADD AN ATTACHMENT
Assessment Attachments Other Attachments Correspondence

Proof of Progression 4 May 2026
Evidence for HM Extension [ 0.00KB]
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@Pcn‘sy Calledge support plan

Assessment Details

(2 Assessment information

- Comprehensive Assessment was complated on 15 February 2019 by the Aged Care Assessment Service
Comprahensive Assessment status is Assessment Complste
« The review date has not been specified

(@ Assessment summary

(@) Nees igentiteq at assessment

(@ Assessment history

Comprenensive Assessment 15 February 2019

(@) screening 15 February 2019
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Incoming referrals  Wailiist  Accepted services pending Referal history
Filter by @
First careuser  Commencement ? mmen
name date
DENAFO  Vemon  AC38086799 19 Sep 2018 19Sep2018  Residential Permanent, 4321 © Medium
Aged 83 (13 August 1935 ), Male 9 YASS, NSW, 2582
Client contact det About this service
Preferred contact number 02 9506 5133 . Service type Residential Permanent
About this referral Service subtype  No sub types.
Date issued 19 September 2018 Senvice flem name  Residential Permanent - At Provider Location
Date accepted 19 September 2018 Naps service ld 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

VIEW REFERRAL SUMMARY AND CLIENT RECORD ‘ ‘ VIEW PDF OF CLIENT RECORD

0N o

UPDATE SERVIC

INFORM
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& Client details

EQUEST A REVIE IEW PDF OF CLIENT RECORD

The client has not yet completed a wallet check.
Conduct a wallet check now.
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4 Home | Service Reforrals | Request a review

Request details

Naods ResdertlCare

Does e cert meet e requremerts o a ect compreersiveassessmer? | [ (2)] 8 ves

AClrt s ohgbl o a 8ot comprahensive assessrt Py et o folowng cera
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atangements e rsisanable,and
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1800 836 799  Mon-Fri 8am - 5pm Sat 10am - 2pm Welcome Curlis from Aussie Aged Care

Service and Support Portal Logout

Welcome Curtis

o

Tasks and nolifcations Reports and documents. Outlet administration

!

‘Govemment Provider Management System
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Mr Effie Aleksandr GOBLE

Male, 74 years old, 6 September 1950, AC88525340 17 5 NELSON AVENUE HIGHTON, VIC, 3216

Al fields marked with an asterisk (*) are required

Request details

What circumstances have changed for the client?

How has this affected the client's need? *

Does this request need to be actioned urgently? @ O Yes

What type of subsidised aged care is the client receiving?*
O Support at Home(SaH)
O Commonwealth Home Support Programme (CHSP)

O Support at Home and Commonwealth Home Support 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 clients who are dhly receiving CHSP services current
O Request for additional CHSP services for clients who are in receipt of a HCP

O There is a change in client's circumstances and they have an immediate need for accessto Support at Home services

{® There is a significant change in the client's needs and additional Aged Care Act 2024 (thd Act) based aged care services are |
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Does this request need to be actioned urgently? @ Yes

Why does this request need to be actioned urgently? * @

0258
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O Support at Home and Commonwealth Home Support 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 clients 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 client's circumstances and they have an immediate need for access to Support at Home services

@ There is a significant change in the client's needs and additional Aged Care Act 2024 (the Act) based aged care services are required

Please identify what services the client is currently receiving. * @

Please provide a copy of the client's care plan and individualised budget. @

ADD CARE PLAN || ADD BUDGET
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Add a care plan

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

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

‘You can upload files up to 5 MB to this record. The following file types are accepted:
Ipeg. pg. .bmp. .png, docx, Xisx, pdf, if, xt*

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)

01250
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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

O Request for additional CHSP services for clients who are in receipt of a HCP
O There is a change in client's circumstances and they have an immediate need for access to Support at Home services
@ There is a significant change in the client's needs and additional Aged Care Act 2024 (the Act) based aged care services are required

Please identify what services the client is currently receiving. * @

Please provide a copy of the client's care plan and individualised budget. @

Care plan: Care Plan.docx
Individualised budget: Budget.docx
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CANCEL
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1800 836 799  Mon-Fri 8am - 8pm Sat 10am - 2pm

Service and Support Portal

Welcome Charles

JRA

‘Service referrals

Find a cient

Tasks and nofifications

Welcome Charles from" Aussie Healthcare

Review requests

Logout
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@ Home | Revew requests | Request history

B Request history

curentrequests [l

imusr

Filter by

B e ]

Gurrent sot orer s Requesied by

1101 outof 1 matching resut

Bran
RAVEN

9 PHILLIP, 2606, ACT
‘Aged Care 1D ACT3254310
Createa 31 August 2017
Requesied by Danle Larusso73

V) Revi
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@ Home | Revew requests | Request history

B Request history

curentrequests [l

imusr

Filter by

B e ]

Gurrent sot orer s Requesied by

1101 outof 1 matching resut

Bran
RAVEN

9 PHILLIP, 2606, ACT
‘Aged Care 1D ACT3254310
Createa 31 August 2017
Requesied by Danle Larusso73

V) Revi
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Weicome Daniel from Bupa Rangeville

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

Review Service Retrieve a

: Reportsand My Aged Care Tasks and
Provider Portal requests referrals referal code

Friae s ‘documents interactions notifications

Logout

# | | Request history

(B Request history
Curtent requests

Bran RAVEN

Aged 87 (17 October 1930), Male

Requested by Request dates
/Aged Care Service Provider Date requested 31 August 2017

Bupa Rangeville
Date started: 18 January 2018

Filter by Contact Date completed: 18 January 2018
Daniel Larusso73
daniel larusso73@vic.gov.au Review outcomes

Sortrequesis by in order of

Requested by

Maintain current residential accommodation arrangements. Monthly
Visit from occupational therapist recommended to ensure that
mobiliy aids are available and used appropriately.

Reverse Alphabetical Request submitted by: Daniel Larusso73

Client last assessed by
Dianeg9 Powers1 Reviewer:
Carol99 Weber1

Current sort order is Requested by

110 1 out of 1 matching result

Reason for request
Clients change in circumstances:
Change in care needs

Impact on client's needs
Badly

A review request can only be sent for clients currently receiving
services from your outlet.

9 PHILLIP, 2606, ACT
Care ID: AC73254310

ted: 31 August 2017

by: Daniel Larusso73

REQUEST AREVIEW ‘ ‘ VIEW CLIENT RECORD

& Review Complete
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1800 836 799  Mon-Fri 8am - 5pm Sat 10am -2pm ‘Welcome Shaun from Holiday UAT Service Provider Outiet

Service and Support Portal Logout

Welcome Shaun

JAN

Tasks and nofcations

My Aged Care interacions.

SIRS Notice ‘Govemment Provider Management System
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@ Reports and documents

Foms | Links

My Reports
Name Requested Date Status
No Records found
Reports List
Name Description Formats
PDF

Service Provider Workload Management





image126.png
® Reports and documents

My Reports

Name Requested Date Status

No Records found

Reports List
Name Description Formats

POF

REPORTS
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®) Generate report

Reports Forms Links
All fields marked with an asterisk (*) must be completed before submission
Service Provider Workload Management

Outlet: @ Status. -

Start Date
(e.g. ddimmiyyyy)

End Date Service Type: -

g dammiyyyy)

Priority .

Output Type -

REQUEST REPORT

CANCEL
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@ Reports and documents

Foms | Links

My Reports
Name Requested Date < Status
Service Provider Workload Management 18 February 2019
Reports List
Name Description Formats
PDF

Service Provider Workload Management





image129.png
® Reports and documents

Repors Links

Forms
Application for Emergency Care - February 2017 [pdf 311.34KB]
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1800 836 799  Mon-Fri 8am - 5pm Sat 10am - 2pm ‘Welcome Shaun from Holiday UAT Service Provider Outiet

Service and Support Portal Logout

Welcome Shaun

JAXY

Tasks and nofcations

B

My Aged Care interactions. Reports and documents.

SIRS Notice. ‘Govemment Provider Management System
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# Home | Residential care

Residential care

SIS Requests  Palliative Care

Filter by

< First Nam Aged Care User ID
BOISCLAIR Philip ‘AC70228580 No Classification HammondCare - Wahroonga
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Select service item (2

Service Name

Home Support Ongoing -§  [EIEIRRCY

Home support (%) © Supportat Home 1265 ‘Aled health and therapy

O Support at Home 18684 BHCG Case Management Services.

Assistive Technology Ong¢
Products

Assistive technology ()

Home Modifications Shorty
Home modifications (%)

Accessiilty Privacy Disclaimer Terms ofuse Copyright

Copyright © Commonwealth of Austraiia ABN:83 605 426 759
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Incoming referrals

SN Waitlist  Accepted services pending  Services in place  Referral history

Incoming refer

Filter by

1o 1 out of 1 matching result

First  Aged care Referred Recommended
Last name name ¢ user ID date & Service typ start date Priority
(/) BRADDINGTON Colin  AC91776241  22Mar 14 Feb Allied Health and Therapy @ Low (2 days
2019 2019 Services, 1-12DMT35 overdue)

[ ]
Accessibility Privacy Disclaimer Tems of use Copyright 2 .‘.‘.

Copyright © Commonwealth of Australia ABN:36 342 015 855 Awsralan Govermens
Tpartmen o el myagedcare

Referral for Sam Powell has now been added to your Accepted,
Services Pending list. You are now able to view their full client record.
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P @ Funding assigned
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Home Modifications Short-erm - HM Medium

Home modifications ()
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v Referral for Collin Braddington has been rejected and removed from your list of incoming referrals.




image23.png
NETENERCRENCECCEgl|  ACCEPT REFERRAL REJECT REFERRAL





image24.png
Accepted services pending

Incoming referrals | Waitiist | [N Servicesinplace  Referal history

Filter by

Sort Referrais by
Accepted Date

 Earliest to Latest - ﬂ

Current sort order is Accepted Date

Rodney
RICHARDS

9 PHILLIP, ACT. 2606
Aged care user ID: AC11088069
Date accepted: 15 May 2018
Date referred: 14 May 2018
Outlet: Aged Care Inc - Outiet 1

Service type: Allied Health and Therapy
Services, 7765

(1] - ledium

Clark
KAGLE

9 CHELTENHAM, VIC, 3192
Aged care user ID: AC54864004
Date accepted: 17 May 2018
Date referred: 15 May 2018
Outlet: Aged Care Inc - Outiet 1

Service type: Allied Health and Therapy
Services, 7765

o  EEEM o

Irwin

VICKER

9 HAMPTON, VIC, 3188
Aged care user ID: AC54435670

Date accepted: 17 May 2018

Date referred: 15 May 2018

Outlet: Aged Care Inc - Outlet 1

Service type: Social Support Group, 2233

usT

110 5 out of 5 matching results

Clark
KAGLE

9 CHELTENHAM, VIC, 3192
Aged care user ID: AC54864004

Date accepted: 21 May 2018

Date referred: 21 May 2018

Outlet: Aged Care Inc - Outlet 1

Service type: Domestic Assistance, 9987
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Clark KAGLE

Aged 73 (11 November 1944 ), Male 9 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

Dateaccepted 17 May 2018 Therapy Services -

Outlet Aged Care Inc - Outlet 1 Al Client Location

Naps service Id 7765

Referral comments  No referral comments provided
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 MATION
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Revoke Clark Kagle referral

‘You should only accept a referal for Service where you intend to provide services 1o a client. If the.
‘circumstances have changed and you're no longer able to provide services {0  cient, then you can revoke.
n the accepted referral once you've provided a reason.

Please note that the department monitors fevoked referrais as they have a direct impact on the timely deiivery
‘of aged care services to clienis.

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

Please select a reason for revocation after acceptance (')
Reason o revacaton aer acceptance -

Select one

Select one

Cllent ceceased

Client withdrew

Unable to eliver service
other

CANCEL
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v You have successfully revoked this referral after acceptance for Clark Kagle.
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@ Find a client

~Aged Care User D:

Search by
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@ Find a client

Search by

Firstname:
Last name: E"

Aged Care User ID:

‘ ADVANCED SEARCH H CLEAR ADVANCED

First name is E*

Recently Vi

Ethon TUED AC55084156
Hubert BLOODWORTH AC12687112
Chivone Winter AC78214657

Susie Jenell AC48526412

Juliet Dewolfe AC68825612

John Smith AC51687283

Milton Trabold AC58922512
Archibald Waide AC43661012
Roscoe Housler AC89896312

Luther Sivertsen AC10593981

110 5 out of 5 matching results

HERAS Earle AC97222012
HOUSLER Emerson ACB9170112
MOECKEL Elena AC83337212
SHARRARD Emily AC62634112
TUED Ethon AC55084156

& PALLIN Street

94 CAPTAIN COOK Crescent

12 SENTRY Crescent

Unit 1 28 FLINDERS Street

No address details found

GUNGAHLIN, ACT, 2912
GRIFFITH, ACT, 2603
PALMERSTON, ACT, 2913
EDEN, NSW, 2551

No address details found

tact num
@ Active (02) 7321 1106
@ Active (02) 3032 8284
@ Active (02) 98513519
@ Active (02) 1284 9052

@ Active
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AC05928923 23 FURZER Strest PHILLIF, ACT. 2506 @ hctive
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@ Incoming referals

RNl waitist | Accepted senvices pencing | Services inplace | Referral history
Filter by

SonRefras oy norderot

Current sort order is Date Referred

110 1 out of 1 matching results

Incoming referrals

Rachael

JONES

@ PHILLIP, ACT, 2605
‘Aged care user ID: AC06928923

Date referred: 21 May 2018

Due date: 23 May 2018

Outlet: Aged Care Inc - Outlet 1

Service type: Residential Permanent, 4321
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Mike HILL

Primary contact: Mike Hill (self)

Female, 89 years old, 11 February 1930, AC45014933
No representatives or relationships recorded

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

Referral summary for Mike Hill

Clientsummary  Client details MEECIESCEIIICE M Plans  Attachments ~ 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
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Mlke HILL
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4,90 60, d R oot o oo ocordod

Pane s Approms | Seves  Mysged Comrscions | Naes | Tasks nd Nscanins

Referrals for my organisation

Meals: At Home
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1800 836 799 Mon-Fri 8 am - 8pm Sat 10am - 2 pm

Service ) Review
referrals Find & cllent requests.

Service and Support Portal

A Home | FindaClient | Bruce WAYNE

Bruce WAYNE

Male, 91 years old, 14 September 1932, AC62735350
AVOCABLK A Level A Unit 22, 116 EASTY STREET PHILLIP, ACT, 26
Prefers to speak Chinese

GCIienT summary

Client summary

Assessments

Comprehensive Assessment

Recommendations and approvals

Home support Ongoing - SaH Classification 3
Home support Ongoing - SaH Classification 4

Assistive technology Short-term - AT Medium
o Assistive technology Short-term - AT High
View support at home letters

Support at home

Concerns

The Joker breaking out of Arkham

AccessibilityPrivacyDisclaimerTerms of useCopyright
Copyright © Commonwealth of Australia ABN:83 605 426 759

Client details Referrals for my organisation Plans  Attachments

Comprehensive Assessment @

Assessment in progress on 12 July 2024 Finalised on 12 July 2024

ASSESSOUTLET_royiihvh ) 02 5315 7459 ASSESSOUTLET_royiihvh .7 02 5315 7459

Government
My Aged Care Staff Reports and Outlet provider
interactions administration documents administration management
system

Primary contact: Bruce Wayne (self)

View support network

My Aged Care interactions ~ Notes  Tasks and Notifications

Comprehensive Assessment

Finalised on 4 October 2023
ACT ACTT 02 5315 7459

Service delivery status

Referral code 2-12345678909877
« Home support Ongoing - SaH Classification 3 funding pending
+ Home support Ongoing - SaH Classification 4 funding assigned 21 November 2025
» Assistive technology Short-term - AT Medium funding pending
« Assistive technology Short-term - AT High funding assigned 21 November 2025

Welcome Chris
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® Client summary

Clentdelals  Referas formy organisaon  Plans | Atachmen's  Approvals | Senices | My Aged Care nferactons | Notes

Tasks and Nofifications ~ Residential Care

Client summary
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A « The Department has been notified that this client is deceased. Please contact us on 1800-836-799 if this is incorrect.
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Clientsummary  Client details EGECNCSUEIENEUM Plans | Atachments | Approvals  Services | My Aged Care interactions | Notes | 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

Issusd Date 11 February 2019 Recommendedservice 2 days per Issued Date 11 February 2019 Recommended service 1 days per
DueDate 25 February 2019 frequency veek DueDate 25 February 2019 frequency week

== Priority Medium == Priority Medium
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© Wila Mcdonald support plan

Clentsummary | Clnt delals | Supportnetwork | Referas for my organisaion Atachments | Approvals  Senvices My Aged Care nfractons | Noles

Tasks and Nofifcations

Assessment Details
(fAssessment information
(> fAssessment summary
("Needs identified at assessment

(- fAssessment history
(%) Comprenensive Assessment 10 September 2019

(&) Comprehensive Assessment 16 September 2018
(&) Comprehensive Assessment 31 March 2017

Screening 16 March 2017
Comprehensive Assessment 6 November 1998
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Jacquelyne Scholl

Aged Care ID: AC64811805
Date of Birth: 28/06/1939

Client Details
Age 86 Gender Female
Medicare number 21354976502 DVA Card number
not applicable
Address 38 LIBERTY Court, MILDURA, VIC, 3500, Australia
Lives With Lives alone foeommodation | pR Client Owns/Purchasing
Phone —Home | +610259447099 Phone — Mobile | +610222639775
Email Sydney Bouchard@Iest. |
deakssxoc not applicable

Preferred
Preferred phone | Mobile correspondence

corresh not applicable
Country of Birth | Australia Ethnicity Australian
Preferred Engish Requires Helpto |
Language Communicate
TS Required not applicable NRS Required N

‘Aboriginal andlor
Marital status | Marred (registeredide | oo seraie No- Neither

facto)

Islander Status
Veteran or War "
Widow/Widower | not applicable DVAEntitlement | | piicable
Private health Receiving
insurance not applicable pavments not applicable
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Attachments

REQUEST A REVIEW ‘ ‘ VIEW PDF OF CLIENT RECORD

Clientsummary  Client details  Referrals for my organisation ~ Plans NGRS 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
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Ciient summary  Clientdetails  Referrals for my organisation  Plans  Attachments VNG

Tasks and Nofifications ~ Residential Care

Approvals

‘The client s approved for the following care types under the Aged Care Act 2024
Current care approvals

() Residential Permanent

() Home support Ongoing - Transitioned HCP Level 2

VIEWHISTORY
Priorty category Standarg

Approval starts 29 .June 2022

Status Committed effective 17 February 2026

Place assigned Fso

Place assigned date 17 February 2026

Take up deadine 14Apil. 2026

Source System Gateway

Home support services: (&)

Sesking services.

DHS prior approvals last updated: Never

Residential Permanent Place: Allocated

You have been allocated a funded Residential Permanent place. You may now begin to look for a residential aged care home that is sutable for your care needs. For more
information, please visit the My Aged Care website here.

Status Allocated effective 1 July 2024
Urgency for this care type  Low ()

Priority category category 3 (2)

Place allocation date 8 April 2025

VIEW HISTORY
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Service and Support Portal
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Find a client

Retrie
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administration
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Logout

Unit 22, 116 EAST
fors to speak Chinese

. Care approvals

Client summary ~ Client details

Approvals

Support network  Referrals for my organisation ~ Plans  Attachments

The clientis approved for the following care types under the Aged Care Act 2024

Current care approvals

() Assistive Technology Ongoing - Specified neads - Assistance Dog

Priorily category
Approval starts
Status

Place assigned
Place assigned date
Take up deadiine
Source system

Assistive Technology
services:

Seeking services

Priority category
Approval starts
Approval stops
Status

Place assigned
Place assigned date
Take up deadiine
Source system

Home Modification
services:

Seeking services

Medium
8 November 2016

Allocated effective 15 February 2017
FSO

9 February 2017

20 February 2017

Gateway

Equipment and Products: Communication and information management products, Self-
care products, Mobility products, Managing body functions, Domestic life products,
Assistive technology prescription and clinical support

Home Madifications Short-term - HM Medium

Medium
8 November 2016

8 November 2017

Allocated effective 15 February 2017
FSO

9 February 2017

20 February 2017

Gateway

Home Adjustments: Home modification products, Home modifications prescription and
clinical support

Appr

ni Allya (Friend) - 61 2986 0000

Services

VIEW HISTORY

VIEW HISTORY

My Aged Care interactions

(2) ome SuorOngaing - 534 Chscein's

VIEW HISTORY

Notes

Tasks and Notifications

Residential Care

[
[ 3

myaged
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(+¥) Home modifications Short-term - HM Medium

Priority category High
Status Withdrawn effective 3 April 2026
Place assigned FSO

Source System Gateway

Home modifications services: Home Adjustments: Home modifications prescription and clinical support, Home modification products

Seeking services
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. Home support Short-term - SaH Restorative Care Pathway

Approval starts 5 February 2026
Approval stops 20 August 2026
Source System Gateway

Home support services. ®

Not seeking services
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ervices not yet in place

oL
Support at Home

Recommended dates
Home Support Ongoing - SaH Ciassifcation 3

‘Assisive Technology Ongoing - Specified needs - Assstance Dogs and Continence Products
Assistive Technology Shorttemn - AT High
Home Modifcations Shortterm - H Medium

‘Senvice provided by
‘Bendigo Health Services - Community Care Mildura - Support at Home Accepted 7 HMay 2025

SEE SERVICE DETA ORMATION
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Client summary Client details Referrals for my organisation Plans Attachments Approvals Services My Aged Care interactions Notes Tasks and Notifications
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Clientsummary  Clientdetails  Referrals for my organisation ~ Plans  Attachments

Approvals  Services My Aged Care interactions Tasks and Notifications

Filter by

Sorty

Date created Enddate Note type  Description

eated by organisation

eated by outlet  Note status
11/02/2019 Other Elizabeth called the contact centre - wants to register, is lonely and requests meals on wheels My Aged Care My Aged Care @ Active
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« This client has a sensilive note on their record. Please call My Aged Care on 1800 200 422 for
& futher information
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Client summary

Filter by

Notification

Notification

Client details

Received
Date

11/02/2019

11/02/2019

Referrals for my organisation

Referrals

Referrals

Plans  Aftachments  Approvals

Title/Description Activity Id

New Referral 1-55826169385

You have a new referral from My Aged Care.
Referral created at : 11/02/2019 10:33
Aged Care User Id: AC15338866

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

Go to:
Incoming Referrals

New Referral 1-55825180416

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

Service Provider Portal

Service Provider Portal

Services My Aged Care interactions Notes ks and Notifications

Aged Care Inc., Aged Care Inc - Outlet 2

Aged Care Inc., Aged Care Inc - Outlet 2
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1800 836 799  Mon-Fri 8am - 5pm Sat 10am -2pm ‘Welcome Shaun from Holiday UAT Service Provider Outiet

Service and Support Portal Logout

Welcome Shaun

Tasks and nofcations

Reports and documents.

SIRS Notice ‘Govemment Provider Management System
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® Tasks and nofifications

Client summary | Client defails  Referrals for my organisation  Plans  Aftachments  Approvals  Services My Aged Care interactions  Notes
Tasks and Nofifcatior

Filter by

Type +  Category +  ReferalD

MODIFY FILTER OPTIONS || CLEARFILTERS

e [
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(® Tasks and notifications

Ciient summary  Clientdetails  Supportnetwork  Referrals for my organisation  Plans  Attachments  Approvals  Services My Aged Care interactions

Notes d Notiicator

Filter by

Portal

Incomplete Service Information ‘Senvice and Support

‘Aged Care User Id: AC64811805 JusTaT Foral
Service type:

Outet name: Bendigo Health Home Care Services - Community Care

Mildura

Referral acceptance date” 06/1812024 15:14'52

SLA information: 28 days from the Referral Acceptance Date

Information missing:

Next Review Date

Frequency

Intensity

‘Assigned to: ANDRE, Janeen

Goto:
Client Services
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Aged Care

eived 4 Category / User ID Client name
28/06/2017 _ Referrals New Referral AC48007322  JORGENSEN [
Andy

important You have a new referral from My Aged Care.
Referral created at : 20/07/2017 18:20
Aged Care User Id: AC41264185
Outlet Name : Aged Care Allied Health & Residential
Service Type : Allied Health and Therapy Services
Priority: Medium

Activity 1d: 1-20852188999
Incoming Referrals
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Tasks Maximum wait imes

Filter by

Lastname Firstname ‘Aged Care user ID

ADVANCED SEARCH || CLEARFILTERS

Date received i after 16 Apri 2025

e [
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Search notifications

Notifications
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choose an item.
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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

Activity Id: 1-20827807534

AC69957041

SCOTT Keri
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Incoming referrals

TIPS EIE | Waitlist  Accepted services pending  Services inplace  Referral history

Filter by

1to 1 out of 1 matching result

Aged care user Referred Recommended start

D date % Service type date

° Scott Keri AC69957041 27/07/2017  13/07/2017 Domestic Assistance Medium (2 days overdue)
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Service and Support Portal Logout

Welcome Vigor

v

; 2 Find a cient Review requests

‘Senvice referrals Tasks and noifications My Aged Care interactions
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@ Find a client

Search b

“Aged Care User ID-
AC80589965

‘ ADVANCED SEARCH H CLEAR ADVANCED

First name is Delbert and Last name is Rekus

Sort Search Giknt by: in order of
Last name Alphabetical (A-Z)

Current sort order is Last name

Delbert
REKUS

9 Kirkpy
Lot Number 353 MCDOUGALL Street
GLENVALE QLD 4350

. (02) 28515474

Aged Care ID ACB0589965
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@Accepfed services pending
Incoming referrals | Wattist

Delbert REKUS

Aged 93 ( 23 December 1923 ), Male

About this referral
Issued Date 9 December 2016

Filter by

Sort Referais by in order of
Date Referred [v] Latest to Earliest ceepted Date 9 December 2016
Accepted By  Bupa Rangeville
Current sort order is Date Referred About this service
Service type Residential Permanent
Service sub type:
[[] Recommenseasiartoate  none
Recommended review date  none
S Recommended end date  none
REKUS

Service commencement date none
Referral comments

Client contact details

Preferred contact number 0228515474

9 GLENVALE, QLD, 4350

Aged Care ID: AC80589965
Accepted Date: 9 December 2016
Referred: 9 December 2016

VIEW PDF OF CLIENT RECORD ‘ ‘ REQUEST AREVIEW

REVOKE REFERRAL

Service Type: Residential Permanent

@ Tostar
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& Client summary

Reauest areview || 3 view por or cuent Recoro |

(BN Ciient details | Referrals for my organisation | Plans | Attachments | Approvals | Services My Aged Care interactions | Notes | Tasks and Notifications

Client summary ®F@

Assessments
Home Support Assessmenl@ Screening @
Assessment Complate on 12 Fabruary 2019 Complete on 11 February 2019

Regional Assessment Service . 02 2821 2453

Recommendations and approvals Service delivery status

Help athome — Entry level [N Started on 12 February 2019 - Aged Care Inc - Outlet 1%, 02 2821 2453
support (Commonwealth

spport Programme)
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Wallet check

Allfiekds marked with an asterisk () are required.
Clent wallet check*

My client has igentfication

O My cient has no vaid dentiicaton tis time.

O My cint wil be unable o produce vaid identfication

‘Common types of dentification
Please check two types ofID from the following st By ticking each bos,you are confiming you have sighted the.
original document
Medicare Card
O pvaca
O Drivers License
Health Care Card
0 Passport
SHOW MORE TYPES OF IDENTIFICATION THAT CAN BE SIGHTED

o305
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Wallet check

Allfiekds marked with an astersk () are required.
Clent wallet check:
My clent has identiication

Ny clent has no vald identication ths ime]

Ny clent will b unable o produce vald dentiication

‘Cannot complete wallet check
You are recording that t this ime the client has no valid denfifcation and should be asked againinthe future.
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1800 836 799 Mon-Fri 8am - 8pm Sat 10am - 2pm

Service and Support Portal requests

# Home | Service providers.

Accepted services pending

‘You have reports) that are ready o be downloaded. To download, 90 to Reports page.

incoming referrats  watist | [ Rl | sevvices nplace  Referral hstory
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Eyad (Shanon) MCCLELLAN

‘Aged 74 (31 July 1950 ), Female
Client contact details
Prefened contact number 02 87217191

About this referral

Date ssued 24 May 2024
Date accepled 24 May 2024
Outt Bendigo Healh Home Care Services.

Social Support Group.
Referral comments No referral comments provided

9 GOLDEN SQUARE IC, 3555
About this service

Referred for ‘Social support and communty
engagement

Senvice subfype  Nosublypes

Senvce flem name  Bendigo Health Care Group
Community and Home Support

Naps servceld 25236
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RICHARDS Rodney ‘AC11088069 15 May 2018

Aged 85 (15 November 1932 ), Male

Client contact details
Preferred contact number  Not specified

About this referral

Date issued 14 May 2018
Date accepted 15 May 2018
Outlet Aged Care Inc - Outlet 1

Referral comments No referral comments provided

‘ VIEW REFERRAL SUMMARY AND CLIENT RECORD H VIEW PDF OF CLIENT RECORD

‘ REQUEST A REVIEW H REVOKE REFERRAL

14 May 2018

Allied Health and Therapy Services, 7765

9 PHILLIP, ACT, 2606

About this service

Service type Allied Health and Therapy Services

Service sub type No sub types

Service item name Allied Health and Therapy Services - At Client Location
Naps service Id 7765

Recommended service frequency 2 days per week
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Add service information

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

‘Servics start dato -
14/06/2018

How frequently is this service provided? *

Frequency (e.g. 2) Intensity (e.g. days per month)

Planned review date

(o.g. ddmmmlyyyy)
Service sub-type

O Dietitian or Nutritionist
O Podiatry

[ Physiotherapy
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How irequently Is this service provideds —

Intensity (2.9 days per month)
Other - Specify

Service intensity — Other (specify):

07100
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Tasks and Nofifications ~ Residential Care

Current services in place (

Support at Home

Service provided by Bendigo Health Services - Community Care Mildura - Support at Home

About this referral From the assessor From the service provider
Referral details Recommended dates About the service
‘Support at home services approved: - Home support Ongoing - ‘Ongoing

Transitioned HCP Level 2 ‘Service commenced 18 June 2024
Funding assigned: 23 Aprl 2024
Accepted 19 June 2024 1:14 am

EE SERVICE DETAI
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