
 
 
 
 
 
 
 
 
 

 
About 
This Support at Home module gives providers a comprehensive understanding of how 
self-management operates within the Support at Home program. 

 
The department reserves the right to change or add supplementary information to this 
training. 

 

Duration 
This course will take approximately 30 minutes to complete. You can access the 
learning resources at any time. 

 

Start 
Select Start course above or select a specific lesson below to begin. 

 
 

Welcome 
 

 
 

Self-management introduction 
 

 
 

Role of the provider in self-management 
 

 
 

Role of the care partner in self-management 
 

 
 

 



 

 

 Self-management financials 
 

 
Knowledge check 

 

 
Helpful resources 

 

 
 Course wrap-up 

 



 

 

 

Lesson 1 of 8 

Welcome 
 

 
 
 
 
 
 

 
 

 
The diagram below provides an overview of the Support at Home training modules 

available. 

 



 

 
Is this training mandatory? 

 
No, but this training is strongly recommended. This training will help providers understand the 

Support at Home program.  

 



 

 
How long will it take to complete this training? 

 
About 30 minutes. 

 



 

 
Who is this training for? 

 
This training has been developed for all registered aged care providers and their staff. 

 
This module may be more relevant to operations staff, managers and care partners within provider 

organisations. This includes staff members who need a comprehensive understanding of the 

services and funding under Support at Home. 

 
This training may also be relevant to other groups such as independent aged care advocates and 

third-party providers. 

 
Accessibility 
This training has been developed to meet accessibility standards. Learners who are 

using assistive technologies (such as Job Access with Speech) will also be able to 

complete the training. 

 
 

The department is committed to inclusion, and we are aware that each of us 

experience inclusion differently. Please let us know what we can do to make this course 

accessible and inclusive for you. If you would like to request a different reasonable 

adjustment or to provide accessibility feedback please email 

learning.and.capability@health.gov.au. 

 

https://www.health.gov.au/our-work/new-model-for-regulating-aged-care/how-it-works/provider-registration-preview
mailto:learning.and.capability@health.gov.au
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Self-management introduction 
 

 
 
 
 
 
 

 
Self-management within the Support at Home program 

acknowledges that older people have spent a lifetime planning, 

organising and managing their own lives. 

 
When requiring care themselves, these skills and the 

desire for autonomy continues. 

 
 

 
Under the new Aged Care Act 2024, older people and their rights are at the centre 

of Support at Home. 

Older people have a right to self-manage their care. 



 
 

 
In supporting these rights, providers also have a role. 

 
Providers will need to support the older persons right to 

express autonomy and self-manage their care. 

 
In managing the expectations of the older person, the provider 

will need to ensure that service delivery is compliant with the 

legislation and their obligations. 



This includes, but is not limited to: 
 
 

 

 
Expectations of the older person and providers 

 

 

 
The key objective of self-management is to maximise the 

choice and control a participant has over: 

 
 their Support at Home services; and 

 
 how those services are delivered. 

 
To do this, providers will need to work flexibly and in 

partnership with participants to support and maintain 



their autonomy and decision making, within their capability. 

It is important that providers consider how they can 

structure their organisation and service offerings to support 

a self-management approach. 

 
Self-managed participants will need to partner with a provider. 

The provider will support the older person while ensuring 

compliance and providing legislative oversight. This will 

ensure that they receive services that are safe and compliant 

with legislation, meet their assessed needs and aligns with 

program guidance. 

 
The older person will be treated as a capable decision-

maker and respected in their role as their own care 

coordinator. 

 
 
 

 

 
 

 
Self-management activities 

Self-management will be different for each participant. The 

range of activities a participant undertakes will also 



vary depending on the participant’s assessed needs, 

preferences and abilities. 

 
While many consider self-management to be where the 

participant is managing 100% of their care, it is important 

to note that participants can choose to self-manage one 

or some services, but not necessarily all services. 

 
Care management can be outsourced to a third-party 

worker in a self-management arrangement. 



 

 
Examples of self-management 

One participant may prefer to manage their independence and 

everyday living services, while their care partner manages their 

clinical supports. 

Another participant may wish to source their own worker, 

select the day and time of service delivery, as well as arrange 

the payment once the service is delivered. 



Both examples are approaches to self-management. 
 

 
Some participants, with involvement from their registered 

supporters and carers (or other people who provide support 

to the participant), may have greater involvement in self-

managing than others. Below are some examples of self-

management in action. 

 
The self-management activities and approach must be 

agreed between a participant and their Support at Home 

provider. 

 
 
 

 
 
 

The provider will need to work alongside the participant to 

enable them to successfully self-manage. This may 
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involve sharing information on certain policies or approaches, 

as well as training and access to any technical systems, such 

as booking systems. 

 

 
 
 
 
 
 
 
 

https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
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Role of the provider in self-management 
 

 

 
 
 
 

 
There are various steps providers should take to prepare 

their organisations for self-management. This will support 

providers, participants and their families to have a positive 

and informed discussion about self-management. 

 
Providers will need to: 

 
 
 

 

  
 
 
 

 

  

 
Determine their 

organisation’s internal 

structure and capacity 

for supporting self-

management. 

This will ensure that 

providers can be 
transparent in their 

 

 
 
 



  
 
 
 

 

  
 
 

Define and establish the 

governance and operational 

processes to support the 

rights and preferences of a 

participant while also 

balancing their obligations. 

 

   

  
 
 
 

 

  

 
Actively encourage care 

partners to empower older 

people who wish to self-

manage. 

Support older people to 

exercise self-management 

within their capability. 

 

 
 
 
 
 
 
 
 
 
 
 
 
 



  
 
 
 

 

  

 
Ensure each participant 

is allocated a care 

partner and care 

management activities 

are delivered in 

accordance with a 

participant's preferences 

and regulatory 

requirements 

 

   

  
 
 
 

 

  
 
 

 
Determine the pricing 
approach, including the 
application of a capped 
overhead (if required). 

 

 
 
 
 
 
 
 
 
 
 
 
 
 



  
 
 
 

 

  

 
Comply with the 

strengthened Aged Care 

Quality Standards and 

ensure services are 

delivered in accordance 

with the new Aged Care Act 

2024. 

 

   

  
 
 
 

 

  
 
 

 
Understand their regulatory 
obligations in relation to 
those who wish to self-
manage 

 

 
 
 
 

Providers' obligations and responsibilities do not change in 

any way for participants who choose to self-manage. 



 
management 

The same legislation, standards, rights and guidance 

continues to apply. 

 

 
Providers, care partners and participants should have a 

good understanding of the tasks and obligations involved 

in self-management. 

 
Before finalising a self-management arrangement, 

providers and participants should agree on the 

responsibilities and obligations of each party. The 

arrangement should be documented. 

 
If mutual agreement cannot be reached or a participant 

fails to fulfil their obligations, the provider must 

assume full responsibility for all obligations and 

activities. 



   

 

 

 
Obligations for self-management 

 

 
 
 
 
 

 
 
 
 

 
A third-party worker is an aged care worker who is not an employee 

but is engaged by the provider to deliver a service to a participant. 



This approach can be an option under self-management, if the 

provider is able to support this. 

If able, providers should consider all requests to engage a third-party 

worker. 

Where providers are unable to support such a request, they need to 

communicate this decision to the older person and provide a 

rationale for why a third-party worker cannot be engaged. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
If the provider has agreed for the participant to select their own 

worker, some common activities the participant can 



undertake include: 
 
 

 researching organisations or individual workers to the 

deliver the service 

 liaising with the organisation or individual worker to 

determine suitability to deliver the service 

 negotiating a service price 
 

 obtaining information from the organisation or 

individual worker to assist the provider with 

onboarding 

 organising dates and time for the service to be 

delivered. 

 care management activities 

 
Third-party worker arrangements should be clearly documented 

in the participant’s care plan. 

 
If a third-party worker is engaged at the participant’s 

request, the provider can charge a capped overhead to cover 

their costs of supporting the third-party engagement. 



 
 

 
The provider remains responsible for meeting all regulatory requirements and provider 

obligations for all services delivered to a participant, including those delivered by a 

third-party. 
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Learn more about self-
management 

 
 
 

 
 

 

 

https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers


 
    

 
Providers must provide care management to all 

provider can provide oversight of quality, safety, 

governance and compliance requirements. 
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Role of the care partner in self-management 
 

 
 
 
 
 
 

 
 

 
Regardless of the self-management approach, participants receiving 

ongoing services will have 10% deducted from their quarterly budget 

for care management. 

Care management activities must be delivered at least once per 

month, and this should be a direct care management activity of 

at least 15 minutes per month. 



Care management activities may be delivered by a third-party 

worker in a self-management arrangement where supported by the 

provider. 

A review of the service agreement, care plan and quarterly budget will 

need to be completed annually, at a minimum. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
Care Partner 

 

 

 
Effective communication between a participant and their 

care partner is essential in any self-management 



approach. 
 
 
 

How care partners support self-managed participants 

 
In addition to regular care management activities, care partners will 

need to ensure the below is understood and documented. 
 
 
 
 
 
 
 

 

  
 
 

 

 

  
 
 

 
Empowering and 
encouraging the participant 
to be involved and engaged 
with their care. 

 

 



 
 
 
 

Ensure the participant 

understands the 10% care 

management deduction and the 

care management activities that 

can be delivered. 

 
 
 
 
 
 
 
 

Discuss the provider 

obligations and the care 

management activities that 

must be delivered both 

monthly and annually. 



 
Agree with the participant the 

frequency and mode of 

contact. 

This must be monthly, at 

minimum. 

Explain the difference between 

activities that are direct or 

indirect care management. 

 
 
 
 
 

 
Direct care management 
must be delivered at least 
once per month and this 
should be of at least 15 
minutes. 



 

 
Determine the process for 

reviewing the service delivery 

arrangements and care plan. 
This must be every 12 months, 

at minimum and should include 

a review with the participant of 

the self-management activities. 

 
 
 
 

 
Identifying scenarios that 

could disrupt the ability of the 

participant to self-manage and 

determine the default 

arrangement if the participant 

is unable to fulfil their agreed 

activities. 



 
 
 

 
Provide the participant with 
resources and information 
on self-management in 
Support at Home 

 
 
 
 
 
 
 
 
 

 
Document the self-
management approach and 
scope of activities to be 
completed by the 
participant in the care plan. 

 
 
 
 
 
 

 
Learn more about care partners and self-management 
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https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
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Self-management financials 
 

 
 
 
 
 
 

 
Providers will be able to charge a capped overhead to cover 

their costs of supporting the third-party worker arrangement, 

for activities such as: 

 
 oversight to ensure a third-party worker meets worker 

obligations under the Act (e.g. carrying out worker 

screening, training the worker in the provider’s 

complaints and incident management procedures) 

 claiming for subsidy and paying the third party. 

 
The overhead that can be charged is capped at 10% of the 

actual cost of the third-party service. The overhead cap is 

not claimed separately by the provider and therefore, must 

be included in the final service price for the third-party 

worker. 



     

The capped overhead should only be applied if a third-party 

worker is engaged at the participant’s request. 

 
 
 

 
The provider and participant will need to agree on the final 

service price for a service delivered by a third-party worker. 

The final price should be determined based on the price of 

the service, any capped overhead the provider may charge, as 

well as GST (if applicable). 

 
The final service price should be discussed with the 

participant. Where there are budget limitations, the 

provider and participant should agree on an alternative 

option such as: 

 
 using employees of the provider to avoid the need for a 

capped overhead 

 sourcing third-party workers with a lower service 

price. 



Learn more about self-
 

 

 
Participant contributions apply for all Support at Home 

services delivered from the independence and everyday 

living service categories. This includes services delivered 

under a self-management approach or by a third-party 

worker. 

 
More information on participant contributions is in Chapter 

9 of the Support at Home program manual. 

 
 
 

 
 
 
 

Participant contributions 

https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
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https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers
https://www.health.gov.au/resources/publications/support-at-home-program-manual-a-guide-for-registered-providers?language=en
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Knowledge check 
 

 

 
Test your knowledge by answering the questions below. 



Question 

01/04 
 

 
Which of the following are self-management activities? 

 

 
Selecting and coordinating services based on their assessed needs and 
budget 

 

 
 Managing their budget 

 

 
 Communicating with workers about their care 

 

 
 All of the above 



Question 

02/04 
 

 
True or False 
Under the new Aged Care Act 2024, older people and their rights are at the centre of 
Support at Home 
(Select 1 option) 

 

 
 True 

 

 
 False 



Question 

03/04 
 

 
What percentage of a self-managed participant's quarterly budget is deducted for care 
management when they are receiving ongoing services? 
(Select 1 option) 

 

 
 20% 

 

 
 15% 

 

 
 10% 

 

 
 7% 



Question 

04/04 
 

 
True or False 
Providers are responsible for meeting all regulatory requirements and provider 
obligations for all services delivered to a participant 
(Select 1 option) 

 

 
 True 

 

 
 False 
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Helpful resources 
 

 
 
 
 

 
 

Webpages 
 

Support at Home program webpage 
 

 
My Aged Care webpage 

 
 

New Aged Care Act webpage 

 
 
Support at Home e-learning 

 
Guidelines and procedures 

1 

2 

3 

4 

https://www.health.gov.au/
https://www.health.gov.au/
https://www.health.gov.au/our-work/support-at-home
https://www.myagedcare.gov.au/
https://www.health.gov.au/our-work/aged-care-act/prepare
https://www.health.gov.au/our-work/aged-care-act/prepare/elearning-for-aged-care-providers
https://www.health.gov.au/our-work/aged-care-act/prepare/elearning-for-aged-care-providers
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Support at Home program manual – A guide for registered 

 providers 
 

 
Support at Home service list 

 
 

Assistive Technology and Home Modifications List (AT-HM List) 

 

 
Fact Sheets 

 
 
 
 

 
Guidance for setting  Support at Home prices – fact sheet for 

 providers 
 

 
Summary of indicative Support at Home prices 

 
 

 

1 

2 

3 

1 

2 

https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers?language=en
https://www.health.gov.au/resources/publications/support-at-home-program-manual-version-3-a-guide-for-registered-providers?language=en
https://www.health.gov.au/resources/publications/support-at-home-service-list?language=en
https://www.health.gov.au/resources/publications/assistive-technology-and-home-modifications-list-at-hm-list?language=en
https://www.health.gov.au/resources/publications/guidance-for-setting-support-at-home-prices-fact-sheet-for-providers
https://www.health.gov.au/resources/publications/guidance-for-setting-support-at-home-prices-fact-sheet-for-providers
https://www.health.gov.au/resources/publications/summary-of-indicative-support-at-home-prices
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Course wrap-up 
 

 
 
 
 
 
 
 
 

 
 
 

 



 
 

 
We appreciate the time and efort you dedicated to completing this training, engaging with the 

information, and applying your knowledge. 

 
You should now understand your responsibilities and obligations as a Support at Home provider. 

 
We'd love your feedback! 
To help us continue improving this training, please take a moment to complete a short 

survey about your experience in completing the Support at Home claiming and 

payments module. This survey will take no more than 1-2 minutes to complete. 

https://healthau.au1.qualtrics.com/jfe/form/SV_em4KbjQHtuyEwp8
https://healthau.au1.qualtrics.com/jfe/form/SV_em4KbjQHtuyEwp8
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